
Collins
English for Business

SPEAKING
James Schof ie ld 
& Anna Osborn

vk.com/englishlibrary



HarperCollins Publishers 
77-85  Fulham Palace Road 
Hammersmith 
London W6 8JB

First edition 2011

Reprint 10 9 8 7 6 5 4 3  2 1

© HarperCollins Publishers 2011

ISBN 978-0-00-742323-1

Collins ®  is a registered trademark 
of HarperCollins Publishers Limited

www .collinse lt .com

A  catalogue record for this book is available 
from the British Library

Typeset by Davidson Publishing Solutions, Glasgow

Printed in Ch ina by South Ch ina Printing Co.Ltd

All rights reserved. No part of this book may 
be reproduced, stored in a retrieval system, or 
transmitted in any form or by any means, electronic, 
mechanical, photocopying, recording or otherwise, 
w ithout the prior permission in writing of the 
Publisher. This book is sold subject to the condit ions 
that it shall not, by way of trade or otherwise, 
be lent, re-sold, hired out or otherwise circulated 
w ithout the publisher's prior consent in any form 
of binding or cover other than that in which it is 
published and w ithout a similar condition including 
this condit ion being imposed on the subsequent 
purchaser.

vk.com/englishlibrary

Jam es Scho f ie ld  has worked in Asia and Europe as 
a Business English trainer and materials developer 
for over 20 years. As well as developing in-company 
training courses, he has written a large variety of 
teach ing materials and regularly contributes to 
industry publications.

A nn a  Osborn  has worked as a teacher and editor 
across Europe for more than 15 years. She has 
written numerous English language learning 
materials including business and general study 
books, online self-study courses and classroom 
workshops.

About the authors

vk.com/englishlibrary



Contents

In tro d u c t io n  2

Se c t io n  1 -  N e t w o rk in g
Unit 1 Start ing a conversat ion 4

Unit 2 Ta lk ing about jobs 8
Un it 3 Show ing interest in other peop le 12
Un it 4 Exchang ing informat ion 16

Se c t io n  2 -  Te le p h o n in g
Un it 5 Co ld  ca l ling 20
Un it 6 Con f irm ing or rearranging appo intments 24
Un it 7 M ak ing a comp la int on the te lephone 28
Un it 8 Dea ling w ith a comp la int on the te lephone 32

Se c t io n  3 -  M e e t ings
Un it 9 Runn ing a face-to-face  meet ing 36
Un it 10 Negot ia t ing agreement 40
Un it 11 Ass ign ing act ion po ints 44
Un it 12 Runn ing a te leconference 48

Se c t io n  4  -  P rese n t a t io ns a n d  c o n fe re n c es
Un it 13 Present ing a product or service 52
Un it 14 W ork ing on a stand 56
Un it 15 C los ing a sa le 60
Un it 16 S ay ing 'n o 'p o l i t e ly  64

Se c t io n  5 -  In t e rv ie w s
Un it 17 The successfu l job interviewer 68
Un it 18 The successfu l interview cand ida te 72
Un it 19 Carry ing out performance reviews 76
Unit 20 Persuad ing your manager 80

A p p e n d ix  -  Extended learn ing through COBU ILD 
A n s w e r  k e y  

A u d io  scr ip ts

84
91

106

vk.com/englishlibrary

Introduction

Co llins Eng lish for Business: Spe ak ing w i l l he lp  you m ake  yourse lf understood  in business.

You  can use Speak ing:
• as a se lf-study course
• as a supp lem entary m a ter ia l on a business comm un ica t ion  or business Eng l ish  course .

Spe ak ing w i l l he lp  you deve lop  your sp e ak ing sk il ls in f ive  ma in areas:
• Face-to-face  m eet ings
• Te lephon ing
• Forma l m eet ings and negot ia t ions
• Present ing
• Interv iews

Spe ak ing comprises a b o o k  and CD . The  b o o k  has 20 un its.
A t  the  back o f  the  book  there  is:
• use fu l extra in form a t ion  from  the  Co l l ins COBU ILD  Corpus abou t  the  vocabu lary in the  un its
• the  answ er key
• the  script for the  aud io  record ings .

The  CD  conta ins over 100 tracks o f  aud io  inc lud ing conversa t ions, and  l isten ing and  spe ak ing 
pract ise  act iv it ies.

U n i t  s t ru c ture

Each o f  the  20 un its o f  Spe ak ing fo l lo w s the  same form a t :
U se fu l t ips -  g ives you he lp fu l adv ice  abou t  the  comm un ica t ion  focus o f  the  un it
C o n v e rsa t io n  -  you listen to  and read a conversa t ion  or conversa t ions. Key w ords and phrases 
are presented in bo ld .
U n d e rs t a n d in g  -  you  check your unders tand ing o f  the  conversa t ion .
Sa y  it a cc u ra t e ly  -  you focus on using the  r igh t  w ords and phrases.
Sa y  it c le a r ly  -  here the  focus is on pronounc ing the  words, phrases and sentences w e l l .
Sa y  it a p p ro p r ia t e ly  -  here the  focus is on tone , for exam p le  m ak ing sure you sound po l ite  or 
interested .
G e t  sp e a k in g  -  these  exerc ises g ive  you the  opportun ity to  pract ise  your spe ak ing . O f ten  th is 
invo lves interac t ing w ith  a spe aker on the  CD in a ro le-p lay.

There  are  a lso G ra m m a r n o t es and C u l tu ra l n o t es in the  un its.
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Po w ere d  b y  C O B U ILD
In order to  he lp  you extend your vocabu lary as you w ork  through  the  m a ter ia l, furth er uses o f 
key langu age  are  exp lored  through  re ferences to  examp les taken  from  the  Co l l ins COBU ILD  
Corpus. If you see th is icon CM  next to  a w ord  in the  un it , turn  to  the  A p p e nd ix on page  84 
to  f ind  more  in form a t ion  on m ean ing , usage  and co l loca t ions re la ted to  th is word .

U sing  Sp e a k ing
You can e ither w ork  through  the  un its from  Un it 1 to  Un it 20, or you can p ick and choose  the  
un its th a t  are most use fu l to  you . For examp le , you  m ight  w an t  to  concentra te  on Te lephon ing 
but not spend much t im e  on Interviews. The  Contents pages w i l l he lp you  in your se lec t ion o f 
un its and your own p lan for learn ing .

S t u d y  t ips
• Each un it shou ld take  abou t  s ixty m inutes to  w ork  through . Take  regu lar breaks and do 

not try to  study for too  long . Th irty  m inutes is a good  leng th  for one  learn ing session .
• Revise and go  over w h a t  you have  learnt regu lar ly .
• Put the  aud io  tracks on your mob i le  phone  or MP3 p layer so you can listen to  the  

conversa t ions and pract ise  ac t iv it ies on your w ay to  w ork  or w hen  you  are  out  jo gg in g  
or w a lk ing .

• Try to  f ind  someone  w ith  w hom  you  can pract ise  your Eng l ish , e ither face-to-face , over 
the  phone  or on l ine  us ing a w ebcam .

• Note dow n  the  langu age  you f ind  most use fu l.

L a n g u a g e  leve l
Speak ing has been w r it ten  to  he lp business learners a t B1 leve l and above  (Interm ed ia te  to  
Advanced).

O th e r t i t les
A lso  ava i lab le  in the  Co llins Eng lish for Business series: Listen ing and Writ ing.

U sing  th e  CD

�  Th is icon ind ica tes tha t  there  is an aud io  track  th a t  you  shou ld listen to . Please note  
th a t  the  Spe ak ing CD is des igned  for use w ith  a computer. If you w an t  to  p lay the  
aud io  on a CD player, you  shou ld dow n load  the  tracks to  your computer and  then 
burn a ll o f  the  tracks onto  an aud io  CD.
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1 Start ing a conversat ion

Where do you come from  then?

USEFUL TIPS

• Successful small talk is not about saying brilliant things. It's about commenting on and asking about ordinary 
things with conviction, interest, and enthusiasm.

• Match the mood of your conversation partner. If they are smiling and cheerful, be ready to laugh. If they 
seem serious, be serious too.

• Ask where your partner comes from and, when somebody asks you the same thing, be ready to add 
something interesting about the place.

• Ask what your partner does and, when you're asked the same question, don't only give a title. Add a small 
piece of interesting or amusing information about the job or responsibility.

Conversa t ions

�  L is t e n  to  e x tra c ts fro m  f o u r  co n v e rsa t io n s h e ard  a t  a c o n f e re n c e  in  M arse i l les .
01

1

A: That was really interesting what the last speaker said about opening bank accounts in the
Cayman Islands.

B: Yes, it was. So, w hat do you do exac t ly?
A: I'm an auditor, a forensic auditor.
B: Ah, urn, you're a forensic, urn, auditor?
A: Yes, that's right.
B: Right, oh. I see. Look at the time! I must get to the next presentation...

2
C: Mmm, lovely coffee! I needed that. I just flew in from London very early this morning.

How  did you ge t  here?
D: I came on the TGV train from Paris.
C: Really? I've never been on the TGV. How  long did that take?
D: Oh, about four hours. But I was able to have breakfast and do some reading.
C: That sounds nice. I must try it sometime. Marse illes's really beautiful, isn't it?
D: Yes, it is. Have you been here before? If you haven't, you must...

3
E: ...I'm certainly looking forward to the dinner this evening.
F: I am too. Especially the fish. We don't have much fish where I live.
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UN IT 1 | S tart ing a conversa t ion

E: Really? Where do you come from then?
F: Garmisch-Partenkirchen. It's in the mountains just near Munich. What about you?
E: I'm from Cork in Ireland. The high street is supposed to have more pubs than any other town in Ireland.
F: Really? I'm going there on a business trip soon to visit the Apple factory. I must see if I can find time

to visit some...

4
G: ...and then I went jogging early this morning along by the sea. Fantastic sunrise coming up over the sea.
H: Really? Sunrise, you say?
G: Yes, amazing! Do you like jogging? You should try it, you know. It makes you feel really great all day

long. Just set the alarm for 5.30, jump out of bed and after you've been running for about an hour or 
so, go back, have a shower and —

H: Sorry, but do you know  where I can smoke? I think I want a cigarette before the next
presentation. Ah, that way? Thanks.

Understand ing

Lo o k  a g a in  a t  th e  co n v e rsa t io n  s t ra t e g ie s o u t l in e d  in Use fu l t ips. 
M a tch  th e  co n v e rsa t io n s t o  th e  s t ra t e g ie s t h e y  i l lus t ra t e  su c c e ss fu l ly  
o r u nsu cc essfu l ly .
Conversa t ion  1: A  Ta lk about  ord inary th ings w ith  conv ic t ion

and enthusiasm .

Conversa t ion  2: �  M a tch your mood to  th a t  o f  the  speaker.

Conversa t ion  3: 

Conversa t ion  4:

�  W hen  say ing w here  you  come  from , add 
som e th ing interest ing abou t  the  place .

D W hen  say ing w ha t  your jo b  is, add  a sma ll 
p iece  o f  in form a t ion  abou t  it as w e l l .

Say ing it accurate ly

Q  Co m p le t e  th e  se n t e n c es w i t h  w o rds fro m  th e  box .

lo o k in g  fro m  lo n g  b e e n  d o  m e a ns g e t  lo v e ly  co m e  isn 't

1 Have  y o u ........................ here be fore?
2 M m m , ...................... co f fee! I needed tha t .
3 How  d id y o u ...................... here?
4 H o w ........................ d id th a t  take?
5 I'm a forens ic aud itor, w h ic h  tha t  I he lp  banks m ake  sure

none  o f  th e ir s ta f f are  do ing  anyth ing i l lega l .
6 I'm c e r t a in ly ...................... forw ard  to  d inner.
7 I 'm    Athens . It's a gre a t  p lace to  live .

Sect ion 1: Networkingvk.com/englishlibrary

8 M arse illes's rea l ly b e a u t i fu l , ........................ it?
9 So, w ha t  do y o u ........................ exact ly?
10 W here  do  y o u ........................ from  then?

Q  A le x  a n d  So p h ia  are  a t t e n d in g  a p rese n t a t io n  in N e w  York . W h i le  w a i t in g  
f o r  th e  sp e a k er , t h e y  s t a r t  up  a co n v e rsa t io n .  Re ord e r t h e ir  d ia lo g u e  so  
t h a t  it m a k es sense .

A lex: No, it's my f irst trip .
Soph ia: I'm a forens ic aud itor, wh ich  means tha t  I he lp  hedge  funds 

and banks m ake  sure none  o f  the ir s ta f f  are do ing anyth ing 
i l lega l .

1 ] A lex: It's a beaut ifu l day today, isn't it?
A lex: Rea lly? And  do  you o f ten  f ind  any i l lega l ac t iv it ies?
Soph ia: Abso lute ly , I love New  York  in the  spr ing . Have  you been 

here be fore?
Soph ia: More than  you m igh t  expec t! Anyw ay , w e 'd  better ge t  

back to  the  presenta t ion .
A lex: I'm from  Athens . It's a gre a t  p lace  to  live . W ha t  do you  do?
Soph ia: Oh , you must v is it the  G uggenh e im  Museum and the  

Emp ire  Sta te  Bu i ld ing . W here  do you come  from?

�  1 1  L is t e n  t o  th e  a u d io  CD  to  ch e ck  y o u r  a nsw e rs .
02

Q  Co m p le t e  th e  c o n v e rsa t io n  w i t h  an  a p p ro p r ia t e  q u es t io n  or p h rase  fro m  
S a y ing  i t  a ccura te ly 1.

Jon : Th is hote l is w ond er fu l ly  des igned , (1) ..........................................?
Marco: Yes, I love  modern arch itec ture . (2) ......................................... ?

J: I'm from  Duba i , home  o f  the  w or ld 's ta l les t  bu i ld ing , the  Burj 
Kh a l ifa . And  you?

M: I live in Como  on the  Ita l ian  lakes.
J: I've been there  on ho l iday . It's b eaut ifu l . (3)....................................?

M: I took  the  tra in  from  M ilan .
J: (4) ..........................................?

M: A bou t  four hours. It gave  me a chance  to  catch up on some sleep! 
J: (5) ..........................................?

M: I run a sma ll restaurant . You 'l l have  to  stop by i f you come  to 
Como aga in! W ha t  abou t  you?

J: I'm an inter ior des igner. I m a in ly des ign  the  ins ides o f  shops and 
hote ls.

M: W e ll , you  can d e f in ite ly stop by then  and g ive  me your op in ion  
on my restaurant!
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UNIT 1 | S tart ing a conversa t ion

Say ing it c lear ly

�  �  L is t e n  t o  th ese  t w o  q u es t io ns .
03 Note  how  the  w ords in bo ld  are connec ted to  crea te  new  sounds.

1 So, w ha t  do yo u  do exac t ly?
2 How  d id  yo u  ge t  here?

L is t e n  a g a in  to  th e  t w o  se n t e n c es a n d  re p e a t  th e m .

Say ing it appropr ia te ly

� Q  W h e n  s t a r t in g  a c o n v e rsa t io n , it is im p o rt a n t  t o  so u n d  fr ie n d ly  and  
e n t h usias t ic .  L is t e n  to  th e  sp e a k e rs a nd  d e c id e  w h e t h e r  t h e y  so u n d  
f r ie n d ly  or u n fr ie n d ly .
1 W ha t  do  you do? fr iend ly un fr iend ly
2 W here  are  you from? fr iend ly un fr iend ly
3 How  d id you ge t  here? fr iend ly un fr iend ly
4 Have you been here be fore? fr iend ly un fr iend ly
5 Paris is grea t , isn't it? fr iend ly un fr iend ly

G  0  L isten aga in  to  th e  sen tences, n o w  sa id  in a fr ie n d ly  ton e , and  repe a t them .

Get sp e a k ing

�  о You  are  a t t e n d in g  th e  c o n f e re n c e  in M a rse i l les w i t h  th e  sp e a k e rs from  
� � th e  d ia lo g u e s a t  th e  b e g in n in g  o f  t h is u n i t . P la y  th e  a u d io  CD  t o  l is t en  to

q u es t ions th a t  yo u r f e l lo w  d e lega t es ask . W h en  yo u  hear th e  beep , respond  
w i t h  a su i t a b le  a nsw e r . R e m e m b e r t o  f o l lo w  th e  s t ra t e g ie s in Use fu l t ips.
Cue So, what do you  do exact ly?
Examp le I'm a journa list . I specia l ize in writ ing stories about

econom ics and f inance.

Q  Im ag in e  yo u  are  a t t e n d ing  a tra in ing  course  a t  a b e au t ifu l ch a te au  in France  
a n d  yo u  m e e t  a n o t h e r  a t t e n d e e  o v e r  lu nch . W r i t e  a d ia lo g u e  sim i la r to  
t h ose  in S a y ing  i t  a ccura t e ly 3 a nd  4 , sh o w in g  h o w  y o u  m igh t  s t a r t  up  a 
conversa t ion . Fo l lo w  th e  exam p le  o f  th e  f irs t  quest ion , a lre ady  don e  for you . 
You : Th/s ch a t e a u  is  be aut ifu l , is n ’t  i t?
Attende e :  : ....................................................

Re ad  th e  d ia lo g u e  a lo u d . If  p ossib le , record  it f o r  rev ie w .

Section 1: Networkingvk.com/englishlibrary

Talking about jobs

I t ’s a very challenging profession.

USEFUL TIPS: W hen  te l l ing peop le  abou t  yo ur job:

• Be brief and precise.
• Show how your job benefits people or organizations.
• Make sure that your description is relevant to the person you are talking to.
• Avoid technical terms or acronyms unless talking to a fellow expert.
• Accentuate the positive aspects rather than the negative.

Conversa t ion

�
07

J e n n y  H arr is w o r k s f o r  a ch a r i ty  o rg a n iza t io n  ca l le d  Foo d a id .
Sh e 's a t t e n d in g  a care ers f a ir  a t  a u n iv e rs i t y  w h e re  s tu d e n ts can  
t a lk  to  re p rese n t a t iv es fro m  lo ts o f  co m p a n ies to  se e  i f  t h e y  w o u ld  
l ik e  t o  jo in  th e m .

Student Excuse me, are you working on the Foodaid stand?
Jenny Yes, can 1 help you?

S Well, can you tell me what jobs at Foodaid involve?
J There are lots of jobs at Foodaid which invo lve do ing all sorts of different things. What subject do 

you study at university?
S Engineering.
J Very important for Foodaid. My colleague, Hassan Sahin, for example, is a mechanical engineer and 

he is responsib le for he lp ing farmers in countries such as Chad or Pakistan where we work as an 
NGO to drill water wells.

S Er... an NGO?
J Sorry, a Non-Governmental Organization.
S Right, of course. And what do you do?
J Well, actually I'm a lawyer. I'm in charge o f manag ing the legal department and we make sure 

that Foodaid understands any legal issues that might crop up in the work it does.
s 1 hope 1 don't sound rude, but you look very young to do that.
J That's what's so good about Foodaid! You get important responsibilities very quickly. A friend of mine 

is working in Somalia and she manages a development budget of about two million dollars and she 
supp lies the whole of West Africa with trucks for transporting food and equipment. It's a very 
cha llena inq job and she's only 23!

s 1 see. But, as it's a charity, do you get paid for your work?
J Yes, of course. You'll never be rich working for Foodaid, but you get paid. Very often people like you 

work with us for a few years to gain experience and then they move on to other jobs. Lots of 
companies like the fact that you've worked for a charity.
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UN IT 2 | Ta lk ing  abou t  jobs

S: Hmm. So, what makes a job with Foodaid interesting, then?
J: It's very re w ard ing. You feel you are doing something useful with your skills, not just making some

company shareholders rich. And even if the w ork is demand ing, it's never boring.
S: It sounds really interesting. Thanks for telling me about it.
J: That's fine. Here's some more information about what we do and my card. If you have any more 

questions, just give me a ring...

Understand ing

Lo o k  ag a in  a t  th e  s t ra t e g ies o u t l in e d  in Use fu l tips. W h ich  s t ra t e g ies do es 
Je n n y  e m p lo y  su c c e ss fu l ly  w h e n  t a lk in g  to  th e  s tu d e n t?  U n d e r l in e  th e  
re le v a n t  p arts in th e  co n v e rsa t io n  a n d  n o t e  th e  s t r a t e g y  in th e  m arg in . 
D o es Je n n y  m a k e  a n y  m is t a k es?

Say ing it accurate ly

M a tch  th e  se n t e n c es on  th e  le f t  w i t h  t h e ir  co rre sp o n d in g  re sp o nsib i l i t ies 
on  th e  r igh t .  F o l lo w  th e  e xa m p le .

I'm a nurse .
I w ork  in 
m arke t ing .
I'm a m anager 
on a construc t ion 
site.
I'm a PA.
I'm an IT 
programmer.
I'm a pro jec t 
manager.
I'm an arch itec t . 
I'm a banker.

I'm responsible for m ak ing sure tha t  our projects 
come  in on schedu le  and w ith in  budge t .
My job  involves managing my customers' money 
e f fec t ive ly and pro f itab ly .
My company deve lops w ebs ites for c lients.
My ma in responsib i l ity is to  prom ote  new  
produc ts ahead  o f  th e ir launch .
I'm in charge o f  design ing new  bu i ld ings for our 
clients.
I he lp to look  a f ter peop le  w hen  they are sick. 
My job  enta ils organ iz ing my boss's a f fa irs.
I oversee a team  o f  250 bu i lders and tw enty 
adm in istra t ive  sta ff .

Q  Use  p hrases fro m  S a y ing  i t  a ccura t e ly 1 to  d escr ib e  w h a t  th ese  p e o p le  
do . A cc e n t u a t e  th e  p os i t iv e  f e a t u re s o f  e ach  jo b , f o l lo w in g  th e  e xa m p le .
1 I'm an esta te  agent . I he lp peop le  f ind  th e  r igh t  house  t o  buy.
2 I'm a lawyer ............................................................................................................
3 I'm an accoun tan t ........................................................ .........................................
4 I'm a p ed ia tr ic ian ..................................................................................................
5 I'm a personne l m anager ....................................................................................
6 I'm a professor. ....................................................................................................
7 I'm an IT support  manager. ..............................................................................
8 I'm an entrepreneur. ..........................................................................................

Prac t ise  sa y in g  th e  se n t e n c es a lo ud .
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0  Co m p le t e  th e  se n t e nces w i t h  th e  ve rb  w ork , using  th e  correc t  pre p osi t io n  from  
th e  b ox . N o t e  t h a t  in so m e  se n t e n c es , m ore  th a n  o n e  p re p osi t io n  is possib le .

in w i t h fo r to u n d e r as on a

1......I w o r k .....................a journa l ist . I invest iga te  and  w r ite  art ic les for
newspapers.

2..... I w o r k ..................... the  med ia . I'm an advert is ing execut ive .
3..... I w o r k .....................underpr iv i leged  ch i ldren , h e lp ing them  to

overcome  d isadvantages in life .
4 I w o r k .....................a m u lt ina t iona l pharm aceut ica l company.
5 I w o r k .....................Lords and  Sons. I'm tra in ing  to  be a so licitor.
6 I w o r k .....................large  bu i ld ing pro jects, w h ich  o f ten  take  up to

tw o  or three  years to  comp lete .
7 I w o r k .....................t igh t  budge ts and  strict schedu les.
8 I w o r k .....................a very insp ir ing manager, w ho  has ta ugh t  me

everyth ing I know .

Q  Co m p le t e  th e  f o l lo w in g  se n t e n c es w i t h  an  a p p ro p r ia t e  a d je c t iv e  fro m  
th e  b ox . N o t e  t h a t  in so m e  se n t e n c es , m ore  th a n  o n e  a d je c t iv e  is 
p ossib le .

c h a l le n g in g m o n o to n o us re w a rd in g f u l f i l l in g
in t e res t ing s tress fu l a bso rb in g d e m a n d in g

1 My job  doesn 't vary very much on a day-to-day basis. It's qu ite

2 It's v e r y ........................ to  see the  ch i ldren 's exc ited faces a t the  end o f  a
rea lly good  lesson.

3 I f ind  my job  q u i t e ...................... w hen  my phone  w on 't  stop r ing ing
and everyone  w ants to  ask me som e th ing .

4 My job  as an i l lustra tor is v e r y ..........................  Som et im es hours go  by
and I don 't  even not ice .

5 I'm a lw ays learn ing new  th ings , wh ich  makes my job  v e r y ......................
but a lso v e r y .........................

Say ing it c lear ly

�  �  L is t e n  to  th e  a d je c t iv e s fro m  S a y ing  i t  a ccura te ly 4 a n d  m ark  th e  s tresse d  
os sy l la b le  o f  e ach  w o rd , f o l lo w in g  th e  e xa m p le .

1 cha l leng ing  5 interest ing
2 monotonous 6 stressful
3 reward ing 7 absorb ing
4 fu lf i l l ing 8 demand ing
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UNIT 2 | Ta lk ing abou t  jobs

0  L is t e n  a g a in  to  t h e  a d je c t iv e s and  re p e a t  th e m .

Say ing it appropr ia te ly

�  �  L is t e n  to  th e  e ig h t  sp e a k e rs fro m  S a y ing  i t  a ccura te ly 1 t a lk in g  a b o u t  
** th e ir  jo bs . C irc le  th e  corre c t  w o rds in th is se n te n ce .

The  speakers are  very enthusiast ic /unenthusiast ic , w h ich  he lps them  to  
accentua te  the  posit ive /nega t ive  aspects o f  th e ir jobs.

0  L is t e n  a g a in  t o  th e  se n t e n c es and  re p e a t  th e m .

Get sp e a k ing

0  Y o u r  o ld  sch o o l or c o l le g e  h as a p p ro a ch e d  yo u  a n d  ask e d  y o u  to  send  
th e m  a sh o r t  re co rd ing  d esc r ib in g  y o u r  jo b . It w i l l be  p la y e d  to  s tu d e n ts 
w h o  are  in t e res t e d  in f o l lo w in g  y o u r  ch ose n  f ie ld .
• Br ie f ly exp la in  w ha t  you do , using appropr ia te  ad ject ives.
• M ake  it re levant to  the  students l isten ing .
• Accentua te  the  pos it ive  aspects o f  your pro fession .

Record  y o u rse l f  i f  p ossib le . Th e n , re v ie w  y o u r  re co rd ing  a n d  co nsid e r  
h o w  y o u  can  im prov e . R e p e a t  th e  exe rc ise .

0  Im ag in e  t h a t  a w o r k  e xp e r ie n c e  p e rso n  is v is i t in g  y o u r  o f f ic e  a n d  is 
a sk in g  e ach  e m p lo y e e  'W ha t do  y o u  do? ' H o w  w o u ld  yo u  a ns w e r?  
Prac t ise  y o u r  a nsw e r  a lo u d , u sin g  th e  corre c t  to n e .  H o w  w o u ld  y o u r  
c o l le a gu e s d escr ib e  t h e ir  jo b s?  Im ag in e  th e ir  a nsw e rs and  prac t ise  th e m  
a lo u d . If p ossib le , record  y o u rse l f  f o r  rev ie w .

Grammar note

Note  h o w  w e  use  th e  -ing form  a f te r invo lve , be  responsib le for, and  be  in charge of.
Examp les from  the  text:
There are lots o f jobs at Fooda id wh ich involve doing ail sorts o f d ifferent th ings.

He is responsible for helping farmers.
I'm in charge o f  managing the legal department .
My job involves providing peop le w ith the computer equ ipment they require.
I'm responsible for overseeing the product ion o f all our fash ion lines.
He's in charge o f  bringing in as many advert isements as possible for our magazine .

Section 1: Networkingvk.com/englishlibrary

3

Show ing interest in other people

Oh, I know what you mean.

USEFUL TIPS: W hen  you  are in conversat ion:

• Echo the key information to encourage further explanation, for example, I'm allergic to shellfish.
To shellfish?

• Empathize. Use phrases to show that you understand how your partner feels, for example, That's amazing! 
or Really?

• Paraphrase. Reformulate in your own words what has been said to show that you are listening, for example, 
So what you're telling me is...

Conversa t ion

�10
Em i ly  is h a v in g  lu nch  in th e  c o m p a n y  ca n t e e n  w i t h  a n e w  t e am  m em ber , Casper .

Casper It's a very different way to do business here in Singapore, compared to Germany.
Emily I know  what you mean. Do you find it difficult?

� No, not at all. It's interesting.
E Interesting?
� Yes. For example, in Sinqapore vou discuss prices much earlier in a neaotiation than we do in 

Germany.
E Rea lly? So, you mean that you leave price negotiations till the end of a discussion?
C: Oh, yes. In Singapore you start talking about prices for products when in Germany we're still trying to 

define exactly what's wanted.
E How  amazing! I didn't realize. I suppose we think it's a waste of time discussing something if the 

price is always going to be unrealistic.
� I see.
E Whereas in Germany you feel you can't begin to think about price until you know all the details.
� That's right .
E So, do you like Singapore?
� Oh, yes. Very much, especially the food. But I need to do some sport. I've put on two kilos already! 

Back in Berlin I play centre forward for the company football team.
E Really?
� Yes, urn... anyway, urn...
E Do you notice any other differences between business life here and in Germany?
� Well, another difference is the flexibility that a manager has here.
E Flexibility?
� Yes. In Germany it's very difficult to be a manager because every time you want to introduce a change 

in the organization or in communication processes, you have to ask the Workers' Council for
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UNIT 3 | Show ing interest in oth er peop le

permission. This makes innovation very slow, which isn't good for the employees at all.
E: So, w hat you're say ing is that the Workers' Council in Germany makes things more difficult for

employees, not easier.
C: Sometimes, yes.
E That's terrib le!

Say ing it accurate ly

Q  Co m p le t e  th e  p hrases w i t h  w o rds fro m  th e  box .

sa y in g  th a t 's m e an  h o w  re a l ly  o t h e r  k n o w  t e rr ib le

To sh o w  e m p a t h y  To p ara p h rase
1 I ........................w ha t  you  mean . 6 So i n ........................ w ords . . .
2 ...................... ? 7 So w ha t  y o u 'r e ........................ is...
3 T h a t 's ....................... ! 8 So y o u ........................ th a t . . .
4 ...................... so true .
5 ........................ am az ing!

Q  G ro u p  th e se  e xp re ssio ns t h a t  sh o w  e m p a t h y  u n d e r t h e  corre c t  h e a d ing ,  
f o l lo w in g  th e  e xa m p le .

1 Tha t 's w onderfu l! 6 How  am az ing!

2 How  terr ib le! 7 Grea t!

3 Fantast ic! 8 Oh no!

4 Tha t 's unbe l ievab le! 9 How  incred ib le!

5 Tha t 's aw fu l! 10 Tha t 's dread fu l!

To show  em pa thy abou t  som e th ing good : 1
To show  em pa thy abou t  som e th ing bad:
To show  d isbe l ie f:

Q  Rach e l uses a l l th re e  s t ra t e g ie s to  sh o w  in t e res t  in w h a t  Tess says . 
N u m b e r Rach e l's re sp o nses t o  Tess's s t a t e m e n ts . Each  t im e , n o t e  th e  
s t r a t e g y  Rach e l uses.
Tess: I fee l terr ib le .
1 Echo ing
Tess: I've go t  such a headache .
2 .............................................
Tess: I th in k  it w as brough t  on by s it t ing in a car for three  hours.
3 ...................................................
Tess: Yes, it took  me three  hours to  trave l ten k i lometres.
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4 .................................................
Tess: I know , but a t least I'm here now . And  I've go t  some  exc it ing news!
5 .................................................
Tess: Yes, I've been promoted!
6 ................................................
Tess: Uh-huh , it happened  w h i le  you w ere  away.
7 .................................................
Tess: Tha t's r ight! And  it means I ge t  a pay rise and a com pany car!
8 .............................................

Rache l: How  aw fu l!
Rache l: Terr ib le?
Rache l: Tha t 's unbe l ievab le!
Rache l: So w ha t  you 're  say ing is I w ent  on ho l iday for a w e e k  and 

come  back  to  f ind  you 're  a sen ior m anager?!
Rache l: You  mean tha t  you w ere  stuck in t ra f f ic  for three  hours! 
Rache l: Rea lly?
Rache l: Promoted?
Rache l: How  am az ing! Congra tu la t ions!

Say ing it c lear ly

0  L is t e n  t o  th e se  th re e  e x tra c ts fro m  th e  c o n v e rsa t io ns .
Note how  Em ily and  Rache l show  interest .
Casper: No, not  a t all. It's interest ing.
Em ily: Interest ing?
Tess: 1 fe e l terrible.
Rachel: Terrible?
Tess: Yes, I've been promoted!
Rachel: Promoted?

L is t e n  ag a in  a n d  re p e a t  th e  e c h o in g  co m m e n ts , u sing  th e  sam e  
in to n a t io n .

Say ing it appropr ia te ly

!j~ | ! Q  Em i ly 's p re fe rre d  t o p ic  o f  c o n v e rsa t io n  -  w a ys o f  d o in g  b usin ess or 
12 fo o t b a l l  -  is im p l ie d  b y  h e r in to n a t io n .  Co m p a re  th e  w a y  t h a t  sh e  sa ys

th e  w o rd  re a l ly  in th ese  t w o  e xtra c ts . Th e n  c irc le  th e  corre c t  w o rd s in th e  
fo l lo w in g  se n te nces .
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UNIT 3 | Show ing interest in oth er peop le

In the  f irst extract , Em ily's tone  is keen /un interested and her intona t ion  is 
r is ing / fa l l ing . Th is response  encourages Casper to  cont inue /stop t a lk ing  
abou t  the  top ic .
In the  second extract , Em ily's tone  is keen /un interested and her 
intona t ion  is r is ing / fa l l ing . Th is response encourages Casper to  cont inue /  
stop ta lk ing  about  the  top ic .

�  0  L is t e n  a g a in .  P lay  th e  a u d io  CD  t o  start . W h e n  yo u  h e ar th e  b e e p , say
�  re a l ly  in a w a y  t h a t  sh o w s in t e res t  a n d  e n th usiasm .

Q  W h e n  yo u  e xp ress e m p a thy , it's im p o rt a n t  to  use  an  e n t h u sias t ic  to n e  o f
u  vo ice . L is t e n  t o  th e  p hrases fro m  S a y ing  i t  a ccura te ly 2. T ic k  t h ose  w h e re

th e  sp e a k e r  so u n ds as t h o u g h  sh e  m e a ns w h a t  sh e  is sa y in g .

1 Tha t 's w onderfu l! 6 Tha t 's aw fu l!
2 Fantast ic! 7 Oh no!
3 How  am az ing! 8 Tha t 's dread fu l!
4 Grea t! 9 Tha t 's unbe l ievab le!

5 How  terr ib le! 10 How  incred ib le!

�  Q L is t e n  a g a in  t o  th e  p hrases , n o w  a l l sa id  w i t h  an  a p p ro p r ia t e  to n e , and  
is re p e a t  th e m .

Get sp e a k ing

�  �  Yo u r b oss h as ask e d  to  t a lk  to  yo u . P la y  th e  a u d io  CD  to  start . W h e n  yo u
is h e ar th e  b e e p , p a use  and  resp o n d  su i tab ly .

1 Em pa th ize  w ith  your boss.
2 Echo w ha t  he says.
3 Paraphrase  w ha t  he says.
4 Agre e  w ith  h im .

G  0  P lay  t h e  a u d io  CD  t o  start . W h e n  yo u  h e ar th e  b e e p , p a use  a n d  resp o nd
I? w i t h  a su i t a b le  e xp ressio n .  F o l lo w  th e  e xa m p le .

For examp le , you hear: We've de cided to g ive you an enormous bonus 
this year.
You  say: An  enormous bonus? or That's fantast ic!

Try to  use  a l l thre e  s t ra t e g ie s -  e cho ing , e m p a th iz ing  a nd  para phras ing  
-  d u r in g  th e  exe rc ise .
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Exchanging informat ion

I  heard it on the grapevine.

USEFUL TIPS: Here are three  w ays to  ge t  th e  in form a t ion  you  w a n t  w i th in  yo ur organ iza t ion:

• First offer appropriate information yourself. If you want to find out about a particular area, offer information 
of your own first to show you can be trusted. Think carefully about what information is appropriate to pass 
on to others.

• Ask questions indirectly. If you want to ask about somebody or something, use statements with question 
tags rather than direct questions, for example, You know John, don't you? rather than Do you know John?
A direct question may frighten someone into remaining silent but a statement that sounds more like 
speculation will often be confirmed or corrected by somebody with better information.

• Create intimacy. If you don't know somebody very well, but want to exchange information with that person, 
you can use these techniques: Drop their name into conversation more than usual and use we, us and our as 
often as possible, for example, / think we're going to see a lot o f  changes in our department soon, Peter

Conversa t ion

M ich a e l is d r iv in g  w i t h  h is c o l le agu e .  Ca n dy , t o  a m e e t ing .  Th e y  are  t a lk in g  a b o u t  
'*18*' a c o l le a g u e  o f  th e irs , Ch r is t in e .

Candy: I really want to thank you, Michael, for taking me with you to the meeting. I just can't get used to
driving on the left!

Michael: No problem.
C: You used to work for our new chief legal officer, Christine Bender, didn't you?
M: Yes, that's right. She and I started together in the legal department five years ago. Then I changed

over to IT.
C: Christine is so successful. She did an amazing job for us dealing with that whole corruption scandal

last year, don't you think?
M: Yes, she did. But, between you and me, Christine could never have managed that without her team.
C: That's so true, Michael. She always picks good people to work with her. By the way, I heard on the

grapev ine that she's going to move to our New York office next.
M: Yes, I heard that too. I w onder how  her husband feels about it. He's a journalist, I think.
C: Well, accord ing to Christine's assistant, Mrs Weber, that's not a problem. He's going to write articles

about New York nightlife. Although I can't imagine who's going to look after the children then.
M: Apparent ly , they're going to have a nanny. I overheard Christine talking to the boss about it this

morning. It must be very expensive, but they'll have enough money.
� : I suppose they might appoint somebody from Christine's team to carry on her work.

M: Ah, no! It seems that Christine didn't want to recommend any of them to the boss, so Gabriele from
the commercial department will take over. Christine's team was really angry!
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UNIT 4 | Exchang ing  in form a t ion

Understand ing

Lo o k  a g a in  a t  th e  s t ra t e g ie s o u t l in e d  in Use fu l t ips. C a n d y  uses a l l thre e  
to  g e t  in fo rm a t io n  fro m  M ich a e l . U n d e r l in e  th e  re le v a n t  p arts in th e  
co n v e rsa t io n  a n d  n o t e  th e  s t r a t e g y  t h a t  sh e  uses in th e  m a rg in .

Say ing it accurate ly

�  �  Im ag in e  y o u  w o r k  w i t h  C a n d y  a nd  M ich a e l . Th e y  b o th  h a v e  in fo rm a t io n  
•» t h e y  w a n t  t o  sh are  w i t h  yo u . L is t e n  to  th e ir  s t a t e m e n ts a n d  a nsw e r

th ese  q u es t io ns .
1 W ho  sounds as tho ugh  they are  passing on in form a t ion  based on fac t?

2 W ho  sounds as tho ugh  they are  passing on in form a t ion  th a t  may be 
unre l iab le?

T ic k  th e  p h rases t h a t  sh o w  t h a t  y o u r  in fo rm a t io n  is b ase d  on  w h a t  
y o u 'v e  h e ard  on  the  gra p e v in e , ra th e r th a n  w h a t  yo u  kno w . F o l lo w  th e  
exa m p le .
A ccord ing to  Jane , ... ^  It seems/appears tha t . . .
I'm sure th a t . . . By a ll accounts, ...
I overheard  Ben say ing . . . . . .so I'm to ld .
Apparent ly , ... It's guarante ed  th a t . . .
I'm conv inced  th a t . . . D id you  hear th a t . . .?
I heard on the  grap ev in e  th a t . . . I heard tha t . . .
It's certa in tha t . . .

Co m p le t e  th e  f o l lo w in g  se n t e n c es w i t h  w o rds o r p hrases fro m  S a y ing  i t  
a ccura te ly 2. M a k e  it c le ar t h a t  th e se  are  s im p ly  re ports t h a t  yo u  h av e  
h e ard  on  th e  g ra p e v in e .  Try to  use  e ach  p hrase  o n ly  once .
1  the  sect ion m anager is go ing  to resign tomorrow .
2 She's been for interv iews a t other co m p an ies , ...............................................
3 She hasn 't been happy here for a w h i l e , ..............................................
4 ............................................. she w ants to  w ork  abroad .
5 ............................................ she 'll be gon e  by January .
6 ........................................... her secretary, the  board isn't go ing  to  rep lace

her interna lly .
7 ............................................ they are  p lann ing to  restructure  her d iv is ion?
8 ............................................ they w i l l com b ine  the  tw o  departm ents so

tha t  they can m ake  cutbacks .
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Q  Re ad  th e se  a nsw e rs .  W r i t e  s t a t e m e n ts cre a t in g  a se nse  o f  in t im a cy  w i t h  
th e  sp e a k er . F o l lo w  th e  e xa m p le .
1 F ind out  if Jay has spent t im e  in the  W ash ing ton  o f f ice .

'You ’ve sp e n t  t im e  in our W ash ington  o f f ice , haven ’t  you , J a y ? ’
2 Check th a t  Rache l approved  the  new  brochure  be fore  it w as sent to 

the  printers.

3 F ind out  if M a t t knows the  new  CEO .

4 Ask  if L ianne  is a t te nd ing the  con ference  th is year.

5 F ind out  if Dan has seen the  budge t  for next year.

Say ing it c lear ly

�  D L is t e n  to  th e se  se n t e n c es .
Note  how  the  w ords tha t  imp ly tha t  you  are passing on rumours ra ther 
than  fac t  are stressed to  re in force  th is message .
App are nt ly , the sect ion manager is go ing to resign tomorrow .
She's been for interviews at other companies, so  I'm to ld.

Q  L is t e n  a g a in  to  th e  se n t e n c es and  re p e a t  th e m , u sing  th e  corre c t  stress.

Say ing it appropr ia te ly

| |^ | j 0  L is t e n  to  th e se  q u e s t io ns a n d  d e c id e  w h e t h e r  th e  sp e a k e rs are  b e in g  
21 d ire c t  o r in t im a t e . N o t e  h o w  th e  sp e a k e rs cre a t e  a se nse  o f  in t im a cy

b y  u sing  a l ig h t , fr ie n d ly  t o n e  o f  v o ic e  a n d  th e  s t ra t e g ie s o u t l in e d  in 
Use fu l tips.

quest ion  1 d irec t int im a te
quest ion  2 d irec t int im a te
quest ion  3 d irec t int im a te
quest ion  4 d irec t int im a te
quest ion  5 d irec t int im a te
quest ion 6 d irec t int im a te

� )  0  L is t e n  to  th e  q u e s t io ns , n o w  a l l p hrase d  t o  cre a te  a se nse  o f  in t im acy , 
22 a n d  re p e a t  th e m .
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UN IT 4 | Exchang ing  in form a t ion

Get speak ing

�  о Y o u 'v e  h e ard  t h a t  th e  c o m p a n y  is p la n n in g  t o  se t  up  a sp o rts a n d  soc ia l 
co m m i t t e e . S t a r t  a c o n v e rsa t io n  w i t h  M ax , th e  p e rso n n e l m a n age r , t o  t ry  
to  f in d  o u t  m ore  a b o u t  it. P lay  th e  a u d io  CD  a n d  f o l lo w  th e  cues. You  start .
1 Tell M ax the  rumour th a t  you heard .
2 Ask  ind irec t ly if he knows about  it.
3 Te ll h im th a t  the  CEO 's secretary, Jan ice , to ld  you tha t  the  CEO  was

very enthus iast ic abou t  it.
4 Ask  ind irec t ly if he knows w hen  the  m ee t ing m igh t  happen .
5 Ask  ind irec t ly if he w ou ld  w an t  to  be invo lved .

W h a t  so rt  o f  in fo rm a t io n  is p asse d  a ro u n d  y o u r  w o rk p la c e ?  W r i t e  a sh o r t  
conversa t ion  based  on  th e  d ia logu e  a t  th e  b eg in n in g  o f  th is un it , b e ing  th e  
k in d  o f  d iscussio n  t h a t  m ig h t  t a k e  p lace  in y o u r  o f f ic e . Try  t o  in co rp o ra t e  
a l l th e  s t ra t e g ie s fro m  t h is un i t . Th e n  re ad  it a lo u d , p ra c t is in g  y o u r  
p ro n u n c ia t io n .  Record  i t  i f  p ossib le , f o r  rev ie w .

Grammar note

Co m p a re  th e  t w o  p re d ic t io ns f o r  th e  fu tu re  o f  Ch r is t in e 's ro le  a nd  n o t e  h o w  th e  
use  o f  I suppose  th e y  m igh t  in d ica t es sp e c u la t io n  a nd  w i l l im p l ies certa in ty .
Examp les from  the  text:
I suppose they m ight appo int somebody from Christ ine's team to carry on her work . 
Gabrie le from the commerc ia l department w ill take  over.
I suppose we m ight emp loy some more staff.
We'll emp loy some more staff.

Cu ltura l note

If you are w ork ing in internat iona l teams, you w ill need to f ind out the best w ay to get 
informat ion from co lleagues. It may be that there is not a lot o f o f f ice gossip and tha t it is 
inappropriate to ta lk about ind ividua ls in the w ay the peop le do in the d ia logues in th is 
unit. Privacy may be an important part o f the cu lture.
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5 Cold ca lling

Do you have a moment to speak to me?

USEFUL TIPS: W hen  co ld ca l l ing (appro ach ing prospec t ive  c l ients or custom ers fo r the  f irst  
t ime), keep th e  fo l lo w ing  po ints in m ind:

• Be clear and concise about who you are and the purpose of the call.

• Use questions to help and guide the person you are calling.

• Always use titles (such as Dr, Mr, and Ms) and never first names.

• Don't be offended by hostile behaviour. It's not personal.

Conversa t ion

�
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M ac e y  Ch a n c e  is on  th e  p h o n e , t ry in g  to  se t  up  m e e t in gs t o  d iscuss h e r co m p a n y 's 
serv ices .

Macey � This is Macey Chance from Turner & Young Consultants. Am I speaking to Mr Given?
Speaker 1 No.

Mr H Trancross Power and Gas, project management office.
MC Good morning. Am 1 speak ing to Mr Harvey?

Mr H Speaking.
MC Oh hello, Mr Harvey. Th is is Macey Chance from Turner & Young Consultants.

Mr H Oh, yes.
MC Do you have a moment to speak to me?

Mr H Urn... well, yeah.
MC Thank you. My company spec ia lizes in helping power industry companies manage risk, Mr Harvey. 

Do you th ink that's someth ing that m ight be o f interest to you?
Mr H Er... well, we have risk management plans in place, you know.

MC I'm sure! But may 1 ask you a question, Mr Harvey? Do you have plans in place for handling risks 
generated by climate change?

Mr H Urn, it depends on what you mean exactly. Of course, we have plans in place for damage to our 
power plants from bad weather.

MC Well, managing short-term risk is very important of course. But wou ld you like to f ind out about 
ways to manage risk caused by long-term adjustments to weather patterns? I'm talking about global 
warming and the impact that will have on energy supplies.

Mr H Urn, that's very unpredictable, isn't it?
MC: Yes, you're quite right, Mr Harvey. And very risky. That's why my company specializes in designing 

plans that minimize the risks for companies like yours. Would it be possib le to arrange a 
meet ing where 1 could exp la in our services in more detail?
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Mr H: Well, it could be interesting.
MC: Fine. When's a good t ime for you , Mr Harvey?

Mr H: Er, let me just check my appointments. Urn, how about Friday this week, 2 p.m.?

U nderstand ing

Re ad  th e  f o l lo w in g  s t a g e s o f  th e  d ia lo g u e  a n d  p u t  th e m  in to  th e  corre c t  
order .
[ ] She exp la ins wha t her company specia lizes in and the reason for her call.
[ 1 ] M acey Chance  checks th a t  she is sp e ak ing to  the  correct person , 
t ] She  sets up a m ee t ing to  d iscuss the  m a t ter further.
[ ] She introduces herse lf and says w here  she works.
[ ] She asks quest ions to  gauge  the  person's interest .
[ ] She checks th a t  the  person she is sp e ak ing to  has t im e  to  ta lk .

Say ing it accura te ly

Q  U nscra m b le  th e  w o rds t o  form  se n t e n c e s to  use  w h e n  co ld  ca l l ing .
A  th ink / interest / you / you / someth ing / be / tha t / o f / Do / that's / to / m ight

 ?
�  set / Mr Lee / Cou ld  / m ee t ing / w e e k  / w e  / up / a / for / next

 ?
�  spec ia l izes / bespoke  so f tw are  / My / in / company / d es ign ing

D Tom Sw eeney / Lermans and Co / is / from  / Th is

E quest ion  / M ay / Mr Lee / a sk / y o u  / 1 / a
 ?

F mom ent / you / have  / Do / a / speak  / me / to  / to

Co m p le t e  th e  co n v e rsa t io n  w i t h  se n t e n c es fro m  Say ing i t  accurate ly 1. 
W r i t e  th e  corre c t  le t t er in th e  sp ac e  prov id e d .
Tom Sw eeney: Is th a t  Mr Lee?
Mr Lee: Sp e ak ing .
TS: ( 1 ) ............
Mr Lee: Uh-huh .
TS: ( 2 ) ............
Mr Lee: I suppose  so, yes, go  ahead .
TS: ( 3 ) ............
Mr Lee: I see.
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TS: ( 4 ) ............
Mr Lee: Yes, it sounds interest ing .
TS: ( 5 )  Are  you current ly using so f tw are  tha t  doesn 't

fu l ly  meet your business's needs?
Mr Lee: W e ll, yes w e  have  had some issues w ith  it th is year.
TS: ( 6 ) .............
Mr Lee: Yes, I'd be interested to  hear more .

Q  M a tch  th e  q u e s t io n s fro m  th e  co n v e rsa t io n  on  th e  le f t  to  t h ose  on  th e
r ig h t  t h a t  se rv e  th e  sa m e  p urp ose .
1 Am  I sp e ak ing to  Mr Harvey? A
2 Do you have  a mom ent to  speak to

me? �

3 W ou ld you l ike  to  f ind  out about  w ays
to  m anage  risk caused by long-term  �
ad justm ents to  w ea ther pa t terns? q

4 W ou ld  it be poss ib le  to  arrange  a ^
m ee t ing next w ee k  w here  I cou ld 
exp la in  our services in more deta i l?

5 W hen's a good  t im e  for you ,
Mr Harvey?

Say ing it c le ar ly

L is t e n  t o  th ese  t w o  q u e s t io ns fro m  S a y ing  i t  a ccura te ly 1.
Do you  have a mom ent to speak to me?
Note  tha t  w hen  a w ord  ends w ith  a consonant  and the  next w ord  beg ins 
w ith  the  same consonant , w e  do  not repea t the  sound , but pronounce  
them  toge ther .
Cou ld we se t up a me e t ing nex(t) w eek to discuss i t  further?
Note  tha t  w hen  the  so u n d 't ' appears betw een  tw o  consonants, 
it somet imes d isappears a ltoge ther . Th is is know n  as e lision .

L is t e n  ag a in  to  th e  se n t e n c es a n d  re p e a t  th e m .

Say ing it appropr ia te ly

W h en  a pp ro a ch ing  po ten t ia l custom ers ov e r th e  phon e , it's im portan t  to  use 
th e  r igh t  to n e  o f  vo ice . L isten  to  th e  se n te nces from  Sa y ing  i t  accura te ly 1 
a nd  ch o ose  th e  a d je c t iv e  d esc r ib in g  th e  sp e a k e r's t o n e  o f  vo ice .
1 po l ite  or pushy? (too force fu l)
2 enthus iast ic or bored?
3 abrupt  or fr iend ly?

�  �
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W hen  is conven ient  for you ,
Mr Harvey?
Cou ld  w e  set up a m eet ing 
next w e ek  to  d iscuss it further? 
Is th a t  Mr Harvey?
Is th is a good  t ime?
W ou ld  you  be keen on f ind ing  
out more about  w ays to  
m anage  risk caused by lo ng �
term  ad justm ents to  w ea ther 
pa t terns?
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4 pushy or fr iend ly?
5 bored or po l ite?
6 bored or fr iend ly?

� �  L is t e n  to  th e  se n t e n c es a g a in , n o w  a l l sa id  in a p osi t iv e , a p p ro p r ia t e  
�  m anner , a n d  re p e a t  th e m .

Get sp e a k ing

You  are  a sa lesp e rso n  a t  Top T ie r  Tra in ing  a n d  y o u  ca l l Fre d er ic  G u lb e rt , 
p e rso n n e l m a n a g e r  a t  R o g e rs a nd  Co . Yo u r a im  is t o  se t  u p  a m e e t ing  
w i t h  h im  to  d iscuss y o u r  ra ng e  o f  se rv ic es . P lay  th e  a u d io  CD  a n d  f o l lo w  
th e  cues. You  start .
1 Check  tha t  you are  sp e ak ing to  Freder ic Gu lbert .
2 Say w ho  you are and w ho  you w ork  for.
3 Check  tha t  Freder ic has t im e  to  ta lk  to  you  now .
4 Exp la in  tha t  your company spec ia l izes in prov id ing m ot iva t iona l 

tra in ing  courses for sta f f and  ga ug e  his interest .
5 Sugges t  a m ee t ing for 10 a .m . next Tuesday.

R e p e a t  th e  a c t iv i t y  fro m  Ge t sp e a k ing  1. Th is t im e , h o w e v e r , im ag in e  yo u  
are  c a l l in g  F re d er ic  G u lb e r t  as a re p rese n t a t iv e  o f  y o u r  o w n  com p any . 
Exp la in  w h a t  y o u r  co m p a n y  sp e c ia l ize s in a nd  g a u g e  h is in t e res t  in y o u r 
p ro d u c ts or serv ices . P la y  th e  a u d io  CD  a n d  f o l lo w  th e  cu es . You  start .

Grammar note

N o te  h o w  w e  use  th e  - in g  form  a f t e r  sp e c ia l ize  in , fo c u s on , a n d  co n c e n tra t e  on .
Examp les from  the  text:
My company specia lizes in designing p lans . ..
Th is team specia lizes in providing the best service for customers.
My job is to focus on cutt ing costs wherever possible .
Our personne l department concentrates on recruit ing the very best people for the 
company.

Cu ltura l note

Co ld  ca l ling is an accepted w ay o f do ing business in many cu ltures. However, in some 
cultures, business contacts w ill usua lly be in it iated through referra ls, for examp le Astra 
Purim suggested I ge t in touch with you about . .. . Whatever your situat ion , a referral w ill 
a lways he lp you make contact w ith peop le . When co ld ca l ling across cultures, make sure 
you f ind out f irst whether th is approach is cu ltura lly appropriate .

�  �
28

�  �
28

Section 2: Telephoning i 23
vk.com/englishlibrary

Conf irm ing or rearranging appo intments

I  look forward to seeing you then.

USEFUL TIPS: Once  you  have  f ixed  yo ur appo in tm en t  w i th  a business partner, te lephone  a 
coup le  o f  d ays b e forehand  to  con f irm  the  de ta i ls o f your m e e t ing . Ke ep  the  fo l lo w ing  po ints in 
m ind:

• Confirm the topic, date, time, and place.

• Be ready with alternative appointment times if the original time has to be changed.

• Check to see if the customer has any new requests.

Conversa t ions

�  Robb ie  Tay lor is con f irm ing h is appo in tm en ts for n ex t  w eek .
29 1

Sab ine G: Sab ine Gerland.
Robbie T: He llo, Ms Gerland . This is Robb ie Taylor from Queensf ie ld Ltd. How are you?

SG: Fine, thanks. And you?
RT: Very we ll. I'm just ring ing to confirm our appo intment for Tuesday a f ternoon at 3 p.m. to

discuss our pro ject management services for the Potsdam project .
SG: Yes, that's right . I'm look ing forward to it.
RT: Can I just check the address? That's Qu iddestrasse 14, isn't it?

SG: Er, no, Quiddestrasse 40.
RT Right , 40, OK. And could you spe ll Qu idde for me?

SG: O f course. That's Q-U-l-D-D-E. If you go to our website , you'll f ind fu ll direct ions.
RT Right . Thanks. So, I look forw ard to see ing you then.

2
RT: Queensf ie ld Ltd. Robb ie Taylor.

Gerhard S: Oh hi, this is Gerhard Schm idt ca l ling from H ipax in Berlin.
RT: Oh, he llo Mr Schm idt . How are you?
GS: I'm f ine , thank you . And you?
RT: I'm we ll, thanks.

GS Good. I'm afra id I have to cance l our meet ing next Tuesday morn ing. I'm go ing to be away 
visit ing one o f our key customers.

RT: No problem. Would W ednesday a f ternoon be more conven ient?
GS: Un fortuna te ly not . One co lleague I wanted to come to our meet ing w ill be in Paris and I'll be

in Munich.
RT: I see. We ll, wou ld you like me to arrange a te lephone conference instead?

Speaking vk.com/englishlibrary



UNIT �  | Con f irm ing or re arrang ing  appo intm ents

GS: Mmm, that's a good idea . We're both free at 2 p.m. on Wednesday. W il l you ema il me the
deta ils?

RT: O f course . Actua lly, I wanted to call you anyway, Mr Schm idt. Would you or your co lleagues
be interested in any o f our other project management services, like logist ics, for examp le?

Understand ing

Th is is h o w  Ro b b ie  Tay lor's d ia ry  lo o k e d  b e fo re  h is t w o  p h o n e  ca l ls. 
M a k e  a n y  n e c essary  c h a n g e s to  it.

Tu esd a y W e d n e sd a y
9 a .m . 9 a .m .

10 a .m . 10 a .m . G e rh a rd  S ch m id t ,
11 a .m . H ipax, Ber l in

12 p .m . 11 a .m .

2 p .m . 12 p .m .

3 p .m . S a b in e  G er iand , 2 p .m .

Q u id d e s t r a ss e  14 3 p .m .

4 p .m . 4 p .m .
5 p .m . 5 p .m .

Say ing it accura te ly

Q  Co m p le t e  th e  se n t e n c es w i t h  w o rd s fro m  th e  box .

sp e l l co n f irm  fo r w a rd  t e le co n fe re n c e  ch e ck  b e t te r

1 I'm jus t  r ing ing  t o ........................  our appo in tm en t  for Fr iday m orn ing
a t 9 a .m .

2 Can I j u s t   the  address?
3 Cou ld  y o u ........................  tha t  for me?
4 Tha t 's not a prob lem . W ou ld Thursday a f ternoon  b e ........................

for you?
5 W ou ld it he lp if I arranged  a ..........................?
6 I l o o k ......................... to  see ing you then .
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0  M a tch  th e  se n t e n c es on  th e  le f t  w i th
sim i la r p u rp ose . F o l lo w  th e  e xa m p le .
1 I'm jus t  r ing ing  to  con f irm  our 

appo intm ent  fo r  Tuesday 
a f ternoon  a t 3 p.m.

2 Can I just check the  address?
3 No prob lem . W ou ld  Tuesday 

a f ternoon  be more 
conven ient?

4 W ou ld  you  l ike  me to  arrange  
a te lephon e  con ference?

5 W ou ld you be interested in 
any o f  our other services?

t h ose  on  th e  r ig h t  t h a t  h a v e  a

A  Cou ld  you just con f irm  where  
your o f f ices are?

�  Sha l l I organ ize  a te lephone  
con ference?

�  I'm just ca l l ing to  check tha t  it's 
st ill conven ient  for us to  meet on 
Fr iday a t 10 a .m .

D Can I interest you  in any other 
services th a t  w e  prov ide?

E Tha t 's f ine . How  about  Fr iday 
m orn ing instead?

Say ing it c lear ly

�  и L is t e n  to  th e  f iv e  se n t e n ces on  th e  r ig h t  fro m  S a y ing  i t  a ccura te ly 2.
I'm jus t  ca lling to check tha t it's st i l l conven ient for us to m e e t on Friday 
a t 10 a.m. *
Note  how  the  speaker's vo ice  goes up, even w hen it is not a quest ion .

0  L is t e n  a g a in  t o  th e  se n t e n c es a n d  re p e a t  th e m .

Say ing it appropr ia te ly

�  W h e n  y o u r  b usin ess p artn e rs co n t a c t  y o u  r e g a rd in g  an  a p p o in tm e n t ,
‘ 31 ’ re m e m b er t o  be  p o l i t e , f le x ib le  and  to  resp o n d  to  t h e ir  n e e ds . Yo u r

p h o n e  is r in g in g .  L is t e n  to  f o u r  se n t e n ces fro m  th e  sam e  co n v e rsa t io n .  
P lay  th e  a u d io  CD  to  start . W h e n  yo u  h e a r th e  b e e p , p a use  a n d  resp o nd , 
c h o o s in g  a su i t a b le  answ er .
1

A  F ine , thanks . And  you?
�  I've had better days. And  you?
�  I w oke  up w ith  terr ib le  backache  and it hasn 't rea l ly l if ted  even

tho ugh  I've taken  lots o f  pa ink i l lers . And  you?
2
A  Tha t's a shame . Never m ind , maybe  some other t ime .
�  No prob lem . W ou ld  W ednesday be more  conven ient?
�  Oh rea lly? It's jus t  tha t  I'm rea l ly busy next w eek  and tha t 's the  on ly 

t im e  I'm free .
3
A  W e ll , maybe  w e 'l l leave  it t i l l she ge ts back .
�  Does she rea l ly need to  be there?
�  I see. W ou ld  you  l ike  me to  arrange  a t e lephon e  con ference?
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4
A  Exce l lent , I'll ema i l you w ith  the  deta i ls . W ou ld  you be interested in 

any o f  our other services?
�  I look  forw ard  to  see ing you on Tuesday, then .
�  Can I jus t  check the  spe l l ing o f  tha t?

Get sp e a k ing

You  are  th e  cus to m e r re la t io ns m a n a g e r  fo r  M a r lo w  C o ns t ru c t io n .  Lo o k  
a t  t w o  o f  y o u r  d ia ry  e n tr ies f o r  n e x t  w e e k  a nd  th e n  m a k e  th e  p h o n e  ca l ls 
to  co n f irm  y o u r  a p p o in tm e n ts .  P la y  th e  a u d io  CD  to  start . W h e n  yo u  h e ar 
th e  b e e p , p a use  a n d  resp o nd .

W ednesday 10 a .m . G iovann i Fabro , 4 0  F indon  S t r e e t  -  d is c u s s  
W estd e ne  H o sp i t a l  bu i ld ing co n t r a c t

Thursday 3 p.m. J o y  Le e , 2 0  S o u t h  Ro a d  -  upd a t e  on Q ue e n ’s  
Ho t e l  bu i ld ing pro j e c t

Th e  ca l l to  G io v a n n i
1 Greet h im , say w ho  you  are  and  w here  you w ork , and ask how  he is.
2 Respond to  Mr Fabro's quest ion  and  exp la in  the  reason for your ca ll.
3 Check tha t  you have  the  correc t address.
4 Ask  h im to  spe ll it for you and m ake  notes accord ing ly .
5 Than k  h im and end the  ca ll po lite ly.

Th e  ca l l to  Jo y
6 Greet her, say w ho  you are and w here  you w ork , and ask how  she is.
7 Respond to  Ms Lee's quest ion  and exp la in  the  reason fo r  your ca ll.
8 Respond appropr ia te ly and suggest  an a lterna t ive  t im e  to  meet.
9 Respond appropr ia te ly and  end the  ca ll po lite ly.

Th in k  a b o u t  y o u r  w o rk p la c e .  You  h a v e  a m e e t in g  b o o k e d  on  M o n d a y  a t  
4  p .m . w i t h  V a ler ie  A u g u s t e .  P lay  th e  a u d io  CD  t o  s tart . W h e n  y o u  h e ar 
th e  b e e p , p a use  a n d  resp o n d . R e m e m b e r t o  be  f le x ib le , su g g e s t in g  an 
a l t e rn a t iv e  t im e  or a t e le p h o n e  c o n f e re n c e  w h e re  a p p ro p r ia t e .  You  s tart .

Cu ltura l note

When mak ing or receiving a business call, you may be expected to engage  in some small ta lk 
at the beg inn ing o f the conversat ion . Look aga in at Robb ie Taylor's two conversat ions to 
see how  he makes his te lephone partners fee l at ease by using the phrase Ho w  are you?  
The answ er shou ld be brief and posit ive (even if th is is not , in fact , the case), for example , 
Very w e ll , or I'm  f ine , thank  you . You may w ish to reciprocate by ask ing, A n d  you?
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Making a complaint on the te lephone

I'm afraid I  need to make a complaint.

USEFUL TIPS: W hen m ak ing a com p la int , keep the  fo l lo w ing  po ints in m ind:

• Make sure you are speaking to the person who is in a position to help you. Ask questions to check who 
exactly you are talking to and take notes.

• Stay as unemotional as possible. Blaming the person you are calling will not help. Separate the problem from 
the person. Be firm, but polite.

• State the problem clearly and calmly. Include as much relevant detail as possible, including names, times, 
places, previous contacts, and so on.

• State exactly what you want the person you are calling to do.

• Check when you can expect results/feedback from the person you are speaking to.

Conversa t ion

A n d re a  K in g  is p h o n in g  A lp in e  Ex e cu t iv e  Ev e n ts t o  m a k e  a co m p la in t .

Receptionist: Alpine Executive Events Ltd, London. Priti Makesch speaking. How can I help you?
Andrea K: Good morning, my name is Andrea King. I'm the HR manager for Carabella Hotels. Cou ld 1 speak to 

your supervisor, p lease?
R Can 1 ask what it's regarding?

AK 1 need to make a complaint.
R I'll just put you through to Mr Mendip. One moment, please.

George M: Good morning, Ms King. How can 1 help?
AK Good morning. Cou ld you te ll me your name and posit ion, p lease?

GM Of course, my name's George Mendip and I'm responsible for customer relations.
AK Thank you, Mr Mendip. I'll just make a note of that. 1 hope you can help me. I'm currently 

attending your team-building training course in Wales with a team of our managers.
GM The 'Big T' course. Very popular.
AK Well, I'm afra id I'm not sat isf ied w ith the performance of your trainer, David Llewellyn.

GM Oh dear. What seems to be the problem?
AK He's very unhelpful and doesn't explain himself properly.

GM How do you mean?
AK Well, he talks extremely fast and makes all the instructions very complicated. And if you ask him a 

question, he just says he's already explained it. 1 tried to talk to him about the problem, but he didn't 
take me seriouslv at all. The situation is entirely unsatisfactory.

GM 1 see ... Well, I'm sorry to hear that, but I'm not sure what 1 can do.
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AK I'd like you to telephone Mr Llewellyn immediately and explain that we want much clearer 
explanations and support for tomorrow's tasks.

GM Well, OK, I could give him a ring.
AK And could you let me know  when you have spoken to him, please?

GM Yes, I will.
AK When w il l you ge t back to me? Do you have my number?

GM I think so... Yes, I do. I'll get back to you by, urn, the end of today.
AK Many thanks. I really appreciate your help on this.

GM Not at all.

Understand ing

M a tch  th e  f o l lo w in g  s t ra t e g ie s to  th e  c o rre sp o n d in g  se n t e n c es fro m  th e  
t e le p h o n e  co n v e rsa t io n .
Con f irm  w hen  your expec ta t ions w i l l be met .
M ake  sure you 're  sp e ak ing to  the  person w ho  can he lp  you .
Set out  your expec ta t ions to  so lve  the  prob lem .
Sta te  your comp la int .

S t ra t e g y Se n t e n c e s fro m  th e  t e le p h o n e  co n v e rsa t io n

• Cou ld  I speak to  your supervisor, p lease?
• Cou ld  you te l l me your name  and posit ion , 

p lease? I'll just m ake  a note  o f  tha t .

• I need to  m ake  a comp la int .
• I'm a fra id  I'm not sa t isf ied w ith . . .

• I'd l ike  you to . . .

• Cou ld you let me know  when you have . . . ?
• W hen  w i l l you ge t  back to  me?

Say ing it accura te ly

Q  U nscra m b le  th e  w o rds t o  form  se n t e n c es to  use  w h e n  m a k in g  a 
c o m p la in t .
1 th is produc t / sa t isf ied / I'm sorry / w ith  / not / to  / I'm / tha t  / say

2 appears / th is produc t / w ith  / prob lem  / There  / to  / a / be

3 not / a ll / th is serv ice / I'm / w ith  / a t / happy
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4 seem / concerns / to / regard ing / There / be / some / th is / product

5 rep lace  / P le ase / yo u  / cou ld / it

6 today / ensure  / you / rep lacem ent / tha t  / sent / the  / W ou ld  / is

7 ema i l / me / sent / w hen  / W ou ld  / has been / be / to  / ab le  / you / it

8 can / you / expec t / 1 / W hen  / hear / to  / from

Q  U n d e r l in e  a d je c t iv e s t h a t  m igh t  be  use fu l f o r  m a k ing  a c o m p la in t  and
d esc r ib in g  a p ro d u c t  or serv ice .
dam aged
de fec t ive
de layed
d isappo in t ing
to lerab le

poor 
passab le 
h igh  qua l ity 
inadequa te  
med iocre

so-so
ind if feren t
unacceptab le
unpro fess iona l
unreasonab le

unsa t isfac tory
unsu itab le

�  R a n k  th e se  a d v e rb s a cc o rd in g  t o  h o w  fo rc e fu l t h e y  m a k e  a co m p la in t .
The s i tua t ion is e n t ire ly  unsa t isfactory, (force fu l)
The s i tua t ion is som e w h a t  unsa t isfactory, (not so force fu l) 
abso lute ly qu ite  som ew ha t  ent ire ly
a l toge th er ra ther to ta l ly
cons iderab ly s l igh t ly  utter ly
extrem e ly comp le te ly very

Q  U sing  th e  pro m p ts , m a k e  c o m p la in ts a n d  se t  o u t  y o u r  e xp e c t a t io n s as to 
h o w  e ach  p rob le m  can  be  reso lv e d . F o l lo w  th e  e xa m p le .
con ference  venue  (force fu l comp la int)
I ’m  n o t  a t  a l l h a ppy  w ith  the con fere nc e  venue  because  it's e n t ire ly  
in a d equ a t e  for our needs. P le ase  c ou ld  yo u  f ind  an a l terna t ive  venue  
r igh t  a w a y?
1 la test sa les f igures (not so force fu l) 4 accounts system (not so force fu l)
2 la test de l ivery (force fu l) 5 new  ca ter ing company (force fu l)
3 budge t  for the  new  pro jec t (force fu l)

Say ing it c lear ly

�  �  L is t e n  t o  th e se  fo rc e fu l  co m p la in ts , n o t in g  th e  sy l la b le  stress.
1 It's a bso lu te ly  un a cce ptable . 4 It's e n t ire ly  unsu itab le .
2 It's a l tog e th e r unre asonab le . 5 It's ut t er ly  inadequa te .
3 It's com p le t e ly  unpro fess iona l . 6 It's tota l ly unsat isfactory.
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UNIT 7 | M ak ing a com p la in t  on the  te lephone

Q  Listen aga in to the sentences and repeat them.

Say ing it appropr ia te ly

�  D It's v e ry  im p o rt a n t  t h a t  yo u  re m a in  ca lm  w h e n  m a k in g  a co m p la in t .
Do  n o t  b la m e  th e  p e rso n  yo u  are  sp e a k in g  to . L is t e n  t o  th e  f o l lo w in g  
sp e a k e rs a n d  d e c id e  w h e t h e r  th e ir  co m p la in ts are  p hrase d  a p p ro p r ia t e ly  
or in a p p ro pr ia t e ly .
speaker 1 
speaker 2 
speaker 3 
speaker 4 
speaker 5

appropr ia te ly
appropr ia te ly
appropr ia te ly
appropr ia te ly
appropr ia te ly

inappropr ia te ly
inappropr ia te ly
inappropr ia te ly
inappropr ia te ly
inappropr ia te ly

�  �  L is t e n  to  th e  co m p la in ts , n o w  p hrase d  a p p ro p r ia t e ly , a n d  re p e a t  th e m .
37

Get sp e a k ing

�  You  are  th e  CE O  o f  a sm a l l f irm , R ick m a ns a n d  Co . , and  y o u  h a v e  been
38 b a d ly  le t  d o w n  b y  y o u r  IT su p p o r t  co m p a ny , L e t t e rm a ns In t e rn a t io n a l ,

so  yo u  t e le p h o n e  to  co m p la in . F irst , re ad  a b o u t  th e  prob le m  a nd  y o u r  
p ro p ose d  so lu t io n . Th e n  p la y  th e  a u d io  CD  to  s tar t . W h e n  yo u  h e ar th e  
b e e p , p a use  and  resp o nd .

Th e  prob le m
Letterm ans have  recent ly insta l led new  IT systems, wh ich  your emp loyees 
are f in d ing  very d i f f icu l t  to  master because  they rece ived insu f f ic ient  
tra in ing . A lso , Let term ans agreed  to  prov ide  a 24-hour support  l ine and 
th is has proved unre l iab le .

Yo u r  p ro p ose d  so lu t io n
You  w ou ld  l ike  Letterm ans to  prov ide  add it iona l tra in ing  for emp loyees 
and ensure  tha t  the ir support l ine  is sta f fed  24 hours a day, as agreed .
1 Exp la in  w ho  you  are , w here  you  w ork , and  w hom  you w ou ld  l ike  to 

speak  to.
2 Exp la in  the  reason for your ca ll.
3 Ask  for the  speaker's name  and posit ion .
4 M ake  a po int  o f  w r i t ing dow n  her name  and  say tha t  you hope  tha t  

she can he lp .
5 Exp la in  the  exac t na ture  o f  your comp la int , us ing an introduc tory 

phrase  and a su itab le  ad jec t ive  and  adverb .
6 Exp la in  how  she can improve  the  situa t ion .
7 Ask  her to  let you know  w hen  the  prob lem  has been addressed .
8 Check w hen  th is w i l l be.
9 Than k  her for her he lp .
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Dea ling w ith a comp la int on the te lephone

Oh dear, I ’m sorry to hear that.

USEFUL TIPS: W hen  d e a l ing w i th  a com p la int , keep the  fo l lo w in g  po ints in m ind:

• Let the caller express their complaint. Don't interrupt, but try to get all the details. Take notes.

• Once they have finished complaining, summarize the complaint, clarify any unclear details and show 
empathy.

• Apologize. Do not try to make excuses but provide an explanation if the customer requests one.

• State what you are going to do to resolve the situation.

• Tell the customer when they can expect results/feedback.

• Stay calm with the customer at all times. Separate the problem from the person.

Conversa t ion

�
39

To ny  H o p ps is p h o n in g  K e l ly  M as t e rm a n  a t  A rg o n a u t  M e d i t e rra n e a n  C ru ises to  
m a k e  a co m p la in t .

Kelly M: Argonaut Mediterranean Cruises Ltd.
Tony H: Ah, this is Tony Hopps here. Is that Kelly Masterman, the general manager?

KM: Speaking.
TH: Ah, right. Well, you listen here, Ms Masterman. I've just arrived home from one of your eastern 

Mediterranean cruise ships -  Queen of the Waves -  and I'm not at all happy. I've got a whole list of 
complaints.

KM: Oh dear. I'm sorry to hear that. Let me just get a pen and I'll note them down. Right, can you 
give  me the details?

TH: Well, first of all, we booked an expensive cabin on the outside of the ship. But there was a problem 
with that cabin and there were no others available on the outside. So we had to have one in the 
middle of the ship and my wife spent three days feeling really seasick. Then, for the buffet lunch, it 
was supposed to be an all-you-can-eat buffet, but when we got there at 2 p.m. we found that there 
were only a few bits of cheese and salad left for us. And then, in the programme for Saturday 
evening, it said there was a fancy-dress party. So we dressed up, but we found that everybody else 
was just in jeans and T-shirts. It was so embarrassing!

KM: Oh, you must have fe lt terrib le!
TH: Yes, we did. And finally, 1 sent my costume to the ship's laundry to be cleaned and it got lost. That 

really was the last straw!
KM: So, let me just recap. In a nutshell, you didn't get the cabin you ordered, the buffet lunch was 

finished by the time you got there, the fancy-dress party listed in the programme didn't take place, 
and your costume was lost.

TH: That's right.
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UN IT 8 | D e a l ing w ith  a com p la in t  on the  te lephone

KM: Well, first of all, we're not going to try to pass the buck here, so w e w ou ld like to apo log ize  to
you for these problems. This is what I propose: I'm going to call the ship and see if I can find out 
what was going on. Can I call you back in 20 minutes?

TH: Urn... yes, that's fine. Do you have my number? It's...

TH: Tony Hopps speaking.
KM: Hello, Mr Hopps. It's Kelly Masterman here. I spoke to the ship's first officer. It seems that the porthole

in your cabin was broken by the previous passenger and water was coming in. But he apologized for 
not explaining what the problem was to you. I'm afra id w e can't refund the whole cost of the trip, 
but we can refund you the extra cost for the cabin that you didn't have.

TH: Hmm, that doesn't seem much. And my fancy-dress costume?
KM: On our website you can find a document for insurance claims. Send in the form and w e'll deal w ith

that w ith in a week . But, as I said, w e are really very sorry for these d if f icu lt ies. So, w e w ou ld 
like to offer you a 10 per cent discount the next time you book an Argonaut holiday as 
compensat ion for the problems you had. Is that acceptable to you, Mr Hopps?

TH: Well, er, yes, I think that sounds reasonable.

Understand ing

K e l ly  M as te rm an  t o o k  so m e  n o t es d u r in g  h er p h o n e  ca l l w i th  Tony Hopps. 
Co m p le t e  h e r no t es .

Tony H o p ps  -  Que en o f  th e  Waves 

Com p la in ts :

• cab in  p ro b l e m s : .............................................................................

• bu f f e t  lunch:

• progra m m e  ch a ng e s:

• laundry:

Propose d  a c t ion: 

• r e fu n d : .............

• insura nc e  c la im:

• d isco u n t :

Sect ion 2: Telephoningvk.com/englishlibrary

Say ing it accurate ly

Q  Match the tw o  ha lves o f the sentences, fo l low ing the examp le .
1 Cou ld  you bear w ith  me A . . .ge ts done  by the  end o f  the  w eek .

for 10 m inutes .. . ^ ------ � . . . for our part in this.
2 I'm t err ib ly sorry for th e . . . ) � . . .prob lem s tha t  you 're  exper ienc ing .
3 I can im ag in e . . . 1 D . . .have  been dre ad fu l .
4 1 propose  th a t . . . / E . . .w e  o f fer you some sort o f  compensa t ion
5 I'll m ake  sure th a t  it . . . F . . .exac t ly w h a t  happened?
6 Tha t  must . . . V . >  G . . .w h i le  I ge t  to  the  bottom  o f  w ha t  w ent
7 Cou ld  you te l l me . . . w rong  here?
8 1 do  a p o log ize . . . H . . . th a t  w as terr ib le .

Pu1t th e  se n t e n c es fro m  Say ing  i t  accurate ly 1 in th e  corre c t  ca t egory .
as sh o w n  in th e  e xa m p le .

To show  regre t / empa thy

To f ind  out  w ha t  the  prob lem  is 
1G

To apo log ize

To propose  a so lut ion / to prom ise  ac t ion

Q  Re ad  th e  t e le p h o n e  co n v e rsa t io n  a g a in .  F ind  m ore  se n t e n ces to  a d d  to  
e ach  o f  th e  c a t e g o r ie s in Say ing i t  accurate ly 2.

Say ing it c lear ly

�  D L is t e n  t o  th e se  se n t e n ces , n o t in g  h o w  th e  k e y  w o rds are  s t resse d  to  
40 m a k e  th e  sp e a k e r's m e a n ing  a n d  in t e n t io n  c lear.

1 I'm t err ib ly sorry for the  prob le ms tha t you 're  exp e r ie nc ing .
2 I propose  tha t  w e o f f e r  you  som e  sort  o f  com pe nsa t ion .
3 I'l l m a k e sure  tha t  i t  ge ts don e  by  the  e n d  o f  the w e e k .
4 I do a po log ize  for our p a rt  in this.
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UNIT 8 | D e a l ing w ith  a com p la in t  on the  te lephone

Q  Listen aga in to the sentences and repeat them.

Say ing it appropr ia te ly

�  D L is t e n  to  t w o  v e rs io ns o f  th is e x t ra c t  fro m  a t e le p h o n e  ca l l a n d  a nsw e r
41 th e  q u es t io ns .

Oh dear. I'm sorry to hear tha t . Let me jus t  ge t  a pen and I'll note  them  
dow n . R ight , can you g ive  me the  deta i ls?
1 W h ich  version is more  e f fec t ive , the  f irst  or the  second version?
2 W h ich w ords describe  the  most e f fec t ive  version?
A  concerned
�  d istrac ted 
�  annoyed  
D apo loge t ic  
E po l ite  
F bored

�  �  L is t e n  to  th e  se n t e n c es fro m  S a y ing  i t  a ccura t e ly 1 a n d  re p e a t  th e m ,
42 c o p y in g  th e  a p p ro p r ia t e  to n e .

Get sp e a k ing

�  a L is t e n  to  f o u r  sp e a k e rs m a k in g  co m p la in ts . R esp o n d  t o  th e m , u sing
43 e xp re ss io n s fro m  S a y ing  i t  a ccura t e ly 1 a nd  2 . P lay  th e  a u d io  CD  to  start . 

W h e n  y o u  h e ar th e  b e e p , p a use  a nd  resp o nd .

G a You  run  a c a t e r in g  co m p a ny . S im p ly  D e l ic io us Food . Yo u r t e le p h o n e  is
44 r in g in g  a n d  c o m p la in ts are  co m in g  in . P lay  th e  a u d io  CD  t o  start . W h e n  

y o u  h e ar th e  b e e p , p a use  a n d  resp o nd .
1 Express regre t tha t  there 's a prob lem  and  f ind  out exac t ly w ha t  the  

person is unhappy about .
2 Express em pa thy fo r  the  prob lem .
3 Sum m ar ize  the  prob lem  for them .
4 A p o log ize  for the  prob lem  and prom ise  tha t  you w i l l take  ac t ion on 

the  po ints ra ised .
5 Propose a so lut ion  and  check tha t  th is is acceptab le  for your c l ient .
6 Propose a more  substant ia l so lut ion  and check tha t  th is is acceptab le .
7 Respond to  the  request and  f in ish  the  ca ll po lite ly.

Q  Th in k  a b o u t  y o u r  w o rk p la c e .  W h a t  k in ds o f  co m p la in ts d o  y o u  d e a l w i t h
on  a re gu la r  b asis? H o w  w o u ld  yo u  resp o n d  to  th e m , u sing  a t  le as t  on e  
p hrase  fro m  th is u n i t?

Section 2: Telephoning i 35
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9 Running a face-to-face meet ing

So, le t ’s get started.

USEFUL TIPS:

• Go through the agenda at the start of the meeting and check no items are missing.

• Ensure good timekeeping during the meeting, making sure that participants stick to the agenda and don't 
get sidetracked.

• Control the discussion, making sure all participants contribute where relevant and that no one person 
dominates the whole meeting.

• Summarize key decisions at the end of each agenda point.

Conversa t ion

�
45

Ja n e t t e  is h a v in g  a m e e t in g  w i t h  h e r t e am  -  F a b ia n , Lucy , a nd  Tony  
to  d iscuss th e  ro l lo u t  o f  a so f t w a re  p rogra m .

Janette: Everybody is here now. So , let's ge t started. Now, we're here to discuss the rollout of the new SAP
customer relationship program. You are the people who'll have to implement it and we need to 
decide what you need for the rollout. So, let's look at po int number one on the agenda: 
resources. Fabian, w ou ld you like to start?

Fabian: Right, at the moment there's a shortage of human resources to...
J: .. .so by the time everyone has finished the training course, we should be OK. So, to sum up point

number one , we've agreed that Lucy will arrange training sessions for the rollout team together with 
SAP and I'll talk to Human Resources about finding more SAP specialists.

Lucy: Thanks.
J: Good. Let's move onto the next point: budget. Tony, that's your fie ld.

Tony: Well, I'm afraid that we have a very limited budget for this project, which means that we really have
to be imaginative about how we allocate resources...

F: ...Does that mean training will be cut? Because look at the problems we had last year with the
database. I spoke to Billy West in the data centre and he said that there was a problem with the —

J: Can I stop you there , Fabian? Let's not ge t sidetracked. Let Tony tell us what exactly is planned
and then we can...

J: ...the meeting has been very useful. We all have our action points to deal with and we know the
next steps. How  does everybody fee l about that?

T, L, and F: Fine. OK. Good.
J: Great! So, that wraps up everyth ing for today. Thanks very much for all your ideas. Anybody

want to go to lunch?
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UNIT 9 | Runn ing a face-to-face  m eet ing

Understand ing

Lo o k  ag a in  a t  th e  a p p ro a ch es o u t l in e d  in Use fu l t ips. W h ich  t ips d o es 
Ja n e t t e  f o l lo w ?  U n d e r l in e  th e  re le v a n t  p arts o f  th e  d ia lo g u e  a n d  no t e  
th e  t ips sh e  uses in th e  m a rg in . W h ich  t ip  d o es Ja n e t t e  n o t  f o l lo w ?

Say ing it accurate ly

Q  Co m p le t e  th e  se n t e n c es w i t h  w o rd s fro m  th e  b ox . N o t e  t h a t  in so m e  
se n t e n c es , m ore  th a n  o n e  w o rd  is p ossib le .

a im w e lco m e d o w n m a k e s tarte d s t a r t f ix p o in ts
k ick sid e tra c k e d b eg in see co m ing s ig h t on a gre e
p o in t t h o u g h ts th in k sum a g e n d a agre e d up lo o k

G e t t in g  th e  m e e t in g  s tar te d
1 Than k  you a ll f o r ..................... Let's g e t .................... to  business.
2 I'm g lad  you cou ld a l l  it. Perhaps w e  cou ld m ake  a

3 I'd l ike  t o .................. you a ll here today . Let's g e t ....................

Se t t in g  o u t  th e  a im s o f  t h e  m e e t in g / go in g  t h ro u g h  th e  ag e n d a
4 T h e  o f  th is m ee t ing today is t o ................... next year's budge t .
5 On t h e .................. today are  the  f o l lo w in g .................  for d iscussion .
6 Loo k ing  a t the  agenda , y o u ' l l .................  tha t  there  are  f ive  th ings to

d iscuss today.

In tro d u c in g  th e  f irs t  p o in t  f o r  d iscussio n
7 So, le t 's ................. a t ....................  number one .
8 John , w ou ld  you l ike  t o ....................?
9 Lynn , w ou ld  you l ike  t o .................. th ings o f f?

S t ic k in g  t o  th e  ag e n d a
10 Can you stop there , Pau l? Let's not g e t ...................
11 Let's not lo s e .................  o f  the  ma in ob jec t ive  here .
12 Sha l l w e  m o v e .................  to  the  next po int?

A s k in g  f o r  c o n tr ib u t io ns fro m  o th e rs
13 A n y ...................on th is, Jan ine?
14 Do w e  a l l  on th is?
15 W ha t  do  y o u ................. . S imon?

S u m m a r iz in g  a nd  co n c lu d in g
16 OK , tha t  w r a p s ................. everyth ing for today.
17 So, let's just summ ar ize  the  ma in th ings w e 'v e ....................
18 So, t o  up, w e 've  agreed  the  budge t  for next year.

Sect ion 3: Meetingsvk.com/englishlibrary

�  � Listen to the sentences to check your answers.

Say ing it c lear ly

�  L is t e n  to  th e  se n t e n ces in S a y ing  i t  a ccura te ly 1 a n d  re p e a t  th e m .
46

Say ing  it appropr ia te ly

�  о W h e n  w e  w a n t  to  h e ar fro m  o t h e r  p e o p le  a t  a m e e t in g  a nd  t o  g e t  th e ir
47 o p in io ns , w e  use  a r is ing  in to n a t io n  in th e  vo ice . L is t e n  to  th ese  

se n t e n c es a n d  re p e a t  th e m .
1 Any  ideas abou t  th is, E llen? *
2 Do w e  a ll th in k  th is is a good  idea? *
3 S imon , w h a t  do you  th in k? *
4 Is everyone  happy w ith  th is, then? *
5 Sha l l w e  move on to  the  next po int? *

�  �  To s to p  so m e o n e  fro m  d ig re ss in g ,  in t e rru p t ing , or d o m in a t in g  in a
48 m e e t in g , yo u  n e e d  to  be  f irm  y e t  p o l i te . L is t e n  to  th e se  se n t e n c es and  

re p e a t  th e m .
1 John , I th in k  you 're  ge t t ing  o f f  the  po int  here .
2 Pau la , cou ld  we just hear w ha t  Ne il has to  say f irst?
3 Ph i l ippa , cou ld  w e  come  back to  your po int  in a moment?

Ge t sp e a k ing

Q  You  are  c h a ir in g  (m a n a g in g ) a m e e t in g  w i t h  R i ta  a n d  Pa o lo  to  d iscuss th e  
p la ns f o r  th e  u p c o m in g  c o m p a n y  co n fe re nc e . H ere  is y o u r  a g e n d a .

M e e t ing  to  d iscuss u p c o m in g  c o m p a n y  co n fe re nc e
Date: 3 March 
Time : 10 a .m .

Attendees: You  (cha ir), R ita Kay, Pao lo  d i Franco

A g e n d a
Po int one : Programm e  for the  day 

Po int two : Possib le  loca t ions
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UNIT 9 | Runn ing a face-to-face  m eet ing

You  start . B eg in  b y  c h a ir in g  th e  m e e t in g , c o v e r in g  th e  f irs t  th re e  po in ts . 
Th e n  p la y  th e  a u d io  CD  a n d  f o l lo w  th e  cues.
1 Get the  m ee t ing started .
2 Go through  the  age nda  for the  m ee t ing .
3 Introduce  the  f irst po int  o f  d iscussion and ask R ita to  contr ibute .
4 Say tha t  you  l ike  Rita's suggest ion  and  ask Pao lo w ha t  he th inks .
5 Say tha t  you l ike  Pau lo's suggest ion  and ask h im to  come  up w ith  some 

deta i led  suggest ions on th is.
6 Move the  m ee t ing onto  po int  tw o  on the  agenda  and ask R ita to 

contr ibute .
7 Get the  m eet ing back on track  and  ask Rita to  cont inue .
8 Say tha t  you  l ike  Rita's idea and ask her to  ge t  some prices for you .
9 Summ ar ize  the  ma in po ints o f  the  m ee t ing and the  ac t ion items and 

check tha t  they agree .
10 Check if they have  anyth ing e lse to  add .
11 Conc lude  the  m eet ing .

W r i t e  an  a g e n d a  f o r  a m e e t in g  a t  y o u r  w o rk p la c e .  H o w  w o u ld  y o u  s t a r t  
th e  m e e t in g?  Prac t ise  a lo u d  a nd  record  y o u rse l f  i f  p ossib le , f o r  rev ie w .
Remember to  sound:
• posit ive
• interested
• keen to  hear w ha t  other peop le  th ink .

Language  note

N o t e  th e  use  o f  so , r ight , a nd  w e l l as s ig n a ls  in th e  m e e t in g .  W h e n  th e se  k in ds 
o f  w o rds are  sa id  e m p h a t ica l ly , t h e y  se rv e  t o  d ire c t  th e  co n v e rsa t io n .

So , le t's g e t  started.
Right , a t the  m om ent . . .
Well, I'm sure  e ve rybody . ..

Cu ltura l note

The scope o f meet ings varies from country to country. For examp le , in Japan , decisions 
are not usua lly made in a meet ing between two compan ies. Rather, meet ings are simply 
a w ay o f exchang ing informat ion , wh ich is then d iscussed interna lly before a decision is 
made . In the USA , however, if all the key members o f staff are present , a decision may 
be made there and then. Similarly, etiquette for meet ings varies considerably. For example , 
in Germany a degree o f forma lity is required whereas in Spa in , it is not unusua l for 
attendees to speak over each other to get the ir po int across.

Sect ion 3: Meetings i 39
vk.com/englishlibrary

Negot iat ing agreement

Well, that’s an interesting proposal, but...

USEFUL TIPS: Successfu l n ego t ia t ions usu a l ly fo l lo w  th is process:

Conversa t ion

� Ja n e t t e  w a n ts to  h ire  so m e  sp e c ia l is ts fro m  a co nsu l t a n cy  co m p a n y  fo r  a short-te rm  
p ro je c t  t o  ro l l o u t  a so f t w a re  p a c k a g e  w o r ld w id e  f o r  h er co m p a ny . Sh e  is m e e t ing  
S tu ar t , a se n io r  p art n e r fro m  th e  co nsu l t a ncy , to  d iscuss fe e s f o r  t h e ir  serv ices .

Janette:

Stuart:
J:

S:

S:
J:

S:
J:

And that, basically, is why I called you, Stuart. We don't have enough SAP specialists for this job 
ourselves.
I see. So, what exactly do you need?
We propose that you second us five programmers for customizing the basic SAP package to our 
needs, two web interface experts to make sure the package is user-friendly and one technical project 
manager.
OK. But w e need to ta lk about fees. They would have quite different daily rates: �650 for a 
programmer, �875 for the interface specialists and, urn, at least �1,250 for a project manager. 
Depending on his or her experience.
Well, we'd like to keep the bookkeeping easy. So, we'd like to aggregate these daily rates. We 
suggest that we pay you �700 per head per day.
I see. Well, that's an interest ing proposa l, but �700 per day is far too low. �950 is nearer the mark. 
I don't th ink w e could go  a long w ith that . You see, we have very strict budget limits.
Hmm... Let's th ink about how  we can make th is w ork . . . Another possib ility m ight be to have 
two rates: �650 for the programmers and �950 for the others.
But have you considered the advantages of just one single flat rate? It makes the administration 
so much easier. I mean, what's the downside?
I take your point . It's just a question of agreeing the rate.
Right. So, by my calculations if w e agree on a da i ly rate of �750 per head per day, over six 
months your company w il l rece ive ... just a second... �772,000.
�750 per head per day for six months. Yes, I think we can live w ith that.
Excellent! So, now we just need to decide which people will be most suited...
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U nderstand ing

Lo o k  a g a in  a t  th e  s t a g e s o f  n e g o t ia t io n  o u t l in e d  in Use fu l t ips. W r i t e  th e  
s t a g e s in th e  corre c t  p lace  in t h e  co lu m n  on  th e  le f t .

S t a g e Se n t e n c e s fro m  th e  co n v e rsa t io n

Ano th e r poss ib i l ity m igh t  be to  have  tw o  rates: 
�650 for the  program m ers and �950 fo r  the  others. 
But have  you cons idered the  advantages o f  just one 
s ing le  f la t  ra te?

W e need to  ta lk  abou t  fees.

W e ll , tha t 's an interest ing proposa l, but �700 per day 
is fa r too  low . �950 is nearer the  mark .

I take  your po int .
We can live w ith  tha t .

We suggest  th a t  w e  pay you �700 per head per day.

If w e  agree  on a da i ly rate o f  �750 per head per day, 
over six months your company w i l l rece ive  �772,000.

Ano th e r poss ib i l ity m igh t  be to  have  tw o  rates: 
�650 for the  program m ers and �950 for the  others. 
But have  you cons idered the  advantages o f  just one  
s ing le  f la t  ra te?

Let's th in k  abou t  how  w e  can m ake  th is w ork .

Say ing it accurate ly

Q  M a tch  th e  p hrases a nd  se n t e n c es on  th e  le f t  w i t h  t h ose  on  th e  r ig h t  t h a t  
h av e  s im i la r m e a n ings .
1 We propose  tha t . . . A I see w here  you 're  com ing
2 We need to  ta lk  abou t . . . from .

3 I don 't  th in k  w e  cou ld go  a long � Tha t 's not go ing  to  w ork  for us.
w ith  tha t . � Let's take  a c loser look  a t . . .

4 Ano th er poss ib i l ity m ight  be to . . . D We can go  a long  w ith  tha t .
5 I take  your po int . E W e suggest  tha t . . .
6 We can l ive w ith  tha t . F Instead , w e  cou ld a lw ays do . . .
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0  Re ad  th e  c o n t in u a t io n  o f  Ja n e t t e  a nd  S tu art 's n e g o t ia t io n  a n d  co m p le t e
th e  se n t e n c es w i t h  e xp re ssio ns fro m  S a y ing  i t  a ccura t e ly 1.
J: O f  course , (1) the  sub jec t o f  expenses.

(2) you cover the  trave l expenses for a ll the
spec ia lists dur ing th e ir stay.

S: Hmm , I'm a fra id  tha t  (3) ...........................................................
J: OK , (4) .....................................................................sp l it  the  cost betw een us

instead?
S: W e ll , OK , (5) ......................................................w e  pay 20 per cent and you

pay 80 per cent .
J: No, sorry (6) ................................................................How  about  we say

50-50 because , as w e  do most o f  our w ork  loca lly, such costs are  not 
bu i lt  in to  our fees.

S: Yes, I th in k  (7) .................................................
J: Great!

Say ing it c lear ly

Q  �  L is t e n  to  th e  f o l lo w in g  se n t e n c es , n o t in g  h o w  th e  sy l la b le  s t ress c h a ng es  
si w h e n  th e  w o rd  fo rm  ch a ng es .

1 W e ’l l present  our f ind ings to the client .
W e'll be do ing a presenta t ion in the board room.

2 We suggest that we increase the budget .
That's a suggest ion worth considering.

3 Anoth er poss ib i l ity m ight be to h ire more staff.
Would it be possib le to h ire more sta ff?

4 Have you  considered the advantages o f  temporary sta ff?
I'l l certa in ly take tha t into considerat ion.

0  L is t e n  to  th e  se n t e n ces a g a in  a nd  re p e a t  th e m .

Say ing it appropr ia te ly

0  W h e n  n e g o t ia t in g ,  it is im p o rt a n t  to  p h rase  y o u r  p ro p osa ls p o l i t e ly  and  
resp e c t fu l ly . Co m p a re  th e  f o l lo w in g  p a irs o f  se n t e n c es .
We recommend tha t  you g ive  us f ive  programmers .
G ive  us f ive  programm ers .

We suggest  the  agreem ent  is for a per iod o f  tw e lve  months.
The  agreem ent  must be for a per iod o f  tw e lve  months.

W e w an t  a 10 per cent d iscount .
W e propose  tha t  you o f fer us a 10 per cent d iscount .
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�  0 L is t e n  to  th e  se n t e n c es a g a in  a n d  re p e a t  th e  p o l i t e  o n es .
52

a  0  W h e n  n e g o t ia t in g ,  yo u  m a y  w a n t  to  m a k e  a p osi t iv e  co m m e n t  on  a
53 p ro p osa l w i t h o u t  c o m m i t t in g  y o u rse l f  fu l ly . L is t e n  to  th ese  se n t e n c es and  

re p e a t  th e m .
1 W e ll , tha t 's a proposa l tha t 's w orth  cons ider ing .
2 W e 'll certa in ly bear tha t  in m ind .
3 W e ll , tha t 's som e th ing tha t  w e  shou ld d iscuss further.
4 R ight , w e 're  certa in ly open  to  the  idea .

Get sp e a k ing

G  0  You  are  in a m e e t in g  to  n e g o t ia t e  a d e a l w i t h  a b u i ld in g  co n tra c t o r to
54 re n o v a t e  y o u r  o f f ic e . L is t e n  to  th e  a u d io  CD  to  h e a r t h e ir  q u o t a t io n  and

th e n  f o l lo w  th e  cu es. W h e n  yo u  h e a r th e  b e e p , p a use  a nd  resp o nd .
1 Ask  the  contrac tor to  c lar ify exac t ly w ha t  th a t  price w i l l inc lude .
2 Re ject his proposa l as it stands and  put forw ard  a counter-proposa l o f 

$150,000 inc lud ing ma teria ls .
3 Re ject his counter-proposa l . Suggest  $160,000 inc lud ing ma teria ls . 

Po int out  the  advantages o f  w ork ing  for you because  you p lan  to  
renova te  a ll your o f f ices around  the  country next ye ar and so th is 
pro jec t cou ld lead to  a lot more  w ork  for h im in the  future .

Q  W r i t e  a d ia lo g u e  b ase d  on  a n e g o t ia t io n  fro m  y o u r  w o r k  e xp e r ie n ce .
R e m e m b e r t o  in c lu d e  a l l s t a g e s o f  th e  process b e fo re  re a ch ing  an 
agre e m e n t .

Grammar note

N o t e  h o w  w e  use  th e  f irs t  c o n d i t io n a l to  in d ic a t e  t h a t  w e  are  c lose  t o  re ac h ing  
a gre e m e n t  on  a po in t .
Examp les from  the  text:
If  we agree on a da ily rate o f �750  per head per day over six months, your company will 
receive �772 ,000 .
If  we pay the ir trave ll ing expenses, then they won't [w ill not] be out o f pocket .
If  he delivers the product by Friday, then it'll [will] be on the she lves by Monday.
The bank w on 't [w ill not] have any concerns i f  we guarantee the loan.
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Assign ing action points

Who would like to take responsibility fo r  this?

USEFUL TIPS:

• Ask people to agree to action points rather than simply telling them to do something.

• For a general action point, e.g. organizing somebody to look after visitors to a company, offer the 
opportunity to anybody from the team. It may be seen as attractive, especially if it involves entertaining the 
visitors.

• If the action point is unattractive, such as writing the minutes of a meeting, and nobody volunteers, then ask 
the most qualified person. If necessary, ask if they can reprioritize other tasks.

• Summarize who is responsible for what and when they have agreed to deliver.

Conversa t ion

�
55

Ja n e t t e  is h a v in g  a m e e t in g  w i t h  h e r t e am  -  Lucy , F ab ia n , a nd  To ny  -  t o  d iscuss 
th e  ro l lo u t  o f  a so f t w a re  p rogra m .

Janette: ...and we need to work together with SAP experts on this if we want to get the rollout to work 
properly, right?

Lucy, Fabian, and Tony:
Yeah. Looks like it.

J: So, we need to speak to SAP about running a training program for all the system users. Cou ld you 
hand le that, Lucy?

L: Sure, I'll call Dieter Grossmann.
J: How  soon can you finish the complete training program, do you th ink?
L: To train everybody, we'll need about three months. So, not unt il the end of September.
J: Great, now the project kick-off meeting. We all agreed to have it on the twentieth of July but nobody 

has done anything yet, have they? No, 1 thought not. 1 know 1 haven't! Well, we need to move fast on 
that, so Fabian, could you dea l w ith that? Invitations to start with, refreshments, you know.

F: Of course.
J: When w il l the inv itat ions be ready, do you th ink?
F: I'll do them this afternoon.
J:

T:
F:

Fine. I'd like to have them out by this evening. Now, next week one of our biggest customers, 
Dimitri Mischkovic, is coming from Moscow to visit the company. Pie's arriving on Friday night and is 
staying here until Wednesday next week. Originally, 1 was going to take him out in London at the 
weekend, but my mother is in hospital. So 1 need somebody to take him out, all expenses paid by 
the company, of course. Who w ou ld like to take responsib il ity for th is?
Oh, 1 don't mind. 1 mean, if nobody else wants to that is.
That's OK with me.
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L: I don't think my boyfriend would like me going around London with somebody else anyway!
J: Good, I'll send you the details, Tony. Now, item number four on the agenda: we are going to be

audited.
, F and L: No. Not again! So soon?

J: Yes. Company policy, I'm afraid. I need somebody to write a report on our business activities over the
last twelve months. Is anybody interested in doing that? Tony, how  do you fee l about tak ing 
responsib il ity for that? You have the most experience.

T: Well, it's a bit difficult, Janette, you know. I've got the department meeting to organize and then the
budget to do and then Mr Mischkovic.

F: I could look after Mr Mischkovic for you, Tony.
T: No, I mean, I'm not saying I —
J: Would you mind priorit izing th is, Tony? It's really very important.
T: Oh. Well, I suppose so.
J: Thanks. Can you send me the report by Friday m idday? Then you can relax over the weekend

with Mr Mischkovic!

U nderstand ing

M a k e  n o t es a b o u t  th e  p o in ts agre e d  u po n  d u r in g  th e  m e e t ing .

Em p loye e Task(s) a l lo ca t e d F in ish  d a te / t im e

Tony • Tak ing c a re  o f  D im tr i M isch kov ic dur ing 
h is  s t a y

Th is weekend

Lucy

Fab ian

Say ing it accurate ly

Q  Re ad  th e se  re qu es ts a nd  d e c id e  in w h ic h  c a t e g o ry  t h e y  b e lo n g .
F o l lo w  th e  e xa m p les .
• ask ing for vo lunteers to  comp le te  a task : 1
• a l loca t ing a task  to  a part icu lar person: 2
• de term in ing a comp le t ion  t im e  for the  task: 3

1 W ou ld  anyone  l ike  to  put themse lves forw ard  for th is?
2 Can I leave tha t  w ith  you , Jean?
3 Can you send me tha t  by next M onday?
4 Cou ld  you  take  care  o f  tha t , Kum iko?
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5 How  soon do  you  th in k  you  can f in ish  tha t?
6 I'm loo k ing for som ebody to  look  a f ter th is.
7 Is anybody interested in do ing  th is?
8 Cou ld  you dea l w ith  tha t?
9 W ho  w ou ld  l ike  to  take  respons ib i l ity for the  m inutes?
10 is end February rea list ic as a dead l ine?
11 W hen  w i l l tha t  be ready, do you th ink?
12 Cou ld  you hand le  tha t?
13 W i ll you be ab le  to  ge t  tha t  done  by tom orrow?
14 W ou ld  you  take  respons ib i l ity for tha t , Dav id?
15 Are  there  any vo lunteers to  do  th is?

f j j  Co m p le t e  th e se  re q u es ts w i t h  w o rd s fro m  th e  box .

o f  by  f o r  a b o u t  w i t h  in

1 Can you take  c a r e .......................tha t?
2 Is anyone  in t e re s t e d .......................do ing  th is?
3 W ho  w ou ld  l ike  to  take  re sp o ns ib i l i ty .....................  th is?
4 How  do  you  f e e l .....................  do ing  th is?
5 W hen  do you th in k  the  report w i l l be r e a d y ....................... ?
6 W i ll you d e a l .......................tha t  for me?

�  Co m p le t e  th e  c o n v e rsa t io n  w i t h  q u e s t io ns fro m  S a y ing  i t  a ccura t e ly 2.
Jane tte : OK , and w e  a lso need to  dec ide  w ho  is go ing  to  prepare  the

f inanc ia l sta tem ents tha t  the  aud itors w i l l need to  see.

(1)  ?
Fab ian , ( 2 ) ...................................................................................?

Fab ian : I suppose  so.
J: Grea t , thanks . ( 3 ) .....................................................................?
F: W ou ld  f irst  th ing  M onday m orn ing be OK?
J: Perfect , so, m ov ing on ...

Say ing it c lear ly

� \  L is t e n  to  th e  re qu es ts in S a y ing  i t  a ccura t e ly 1 a n d  re p e a t  th e m .
l |  | l

56 Note  tha t  in the  Yes/No quest ions, the  intona t ion  go es up and in the
Who/How/When quest ions, the  intona t ion  can go  down .
Can you  I leave tha t w ith you, Je an? *
How  do you  fe e l about  tak ing responsib i l ity for that? ^
Remember to  stress the  key sy l lab les and words.
When w i l l tha t be ready, do you  th ink?
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Say ing it appropr ia te ly

�  D W h e n  m a k in g  a re qu es t , it is im p o rt a n t  to  so u n d  p o l i t e . L is t e n  t o  six 
57 se n t e n c es fro m  S a y ing  i t  a ccura t e ly 2 a nd  d e c id e  i f  th e  re q u es ts are

p hrase d  p o l i t e ly  or im po l i t e ly .
1 Can you take  care o f  tha t? im po l ite ly po l ite ly
2 Is anyone  interested in do ing th is? im po l ite ly po l ite ly
3 W ho  w ou ld  l ike  to  take  respons ib i l ity for th is? im po l ite ly po l ite ly
4 How  do  you  fee l abou t  do ing th is? impo l ite ly po l ite ly
5 W hen  do you  th in k  the  report w i l l be ready by? impo l ite ly po l ite ly
6 W i ll you  dea l w ith  th a t  for me? im po l ite ly po l ite ly

�  �  L is t e n  t o  th e  se n t e n c es , n o w  p hrase d  p o l i te ly , a nd  re p e a t  th e m .
58

Get sp e a k ing

Q  You  are  in  a p ro je c t  t e am  m e e t in g  w i t h  f iv e  co l le agu e s .  A sk  y o u r  
c o l le a gu e s t o  d o  th e  f o l lo w in g  t asks .  If  p ossib le , record  y o u rse l f  fo r  
rev ie w .

Task Person C o m p le t io n  d a t e / t im e

1 W r i t e  th e  proposa l f o r  a n e w  
pro jec t .

Jessica By Fr id ay

2 So urc e  sam p les f o r  th e  n e w  
co m p a n y  logo .

Chr is By th e  end  o f  th e  m on th

3 Pre p are  a q u o t a t io n  f o r  a 
p o t e n t ia l n e w  c l ie n t , M i l lw o o d  
and  Co .

Ay ish a By n ex t  Th ursd a y

4 W r i t e  an a dv e r t ise m e n t  to  go  
in th e  p ap e r f o r  a n e w  o f f ic e  
m a n age r .

Dan By th e  e nd  o f  th e  d ay

5 O rg a n iz e  th e  p urch ase  and  
d e l ivery  o f  th e  n e w  IT 
h ard w are .

So ph ie By N ov e m b e r

Q  Th in k  a b o u t  y o u r  o w n  w o rk p la c e .  M a k e  n o t es o f  re qu es ts y o u  t y p ic a l ly  
m a k e  to  c o l le agu e s .  Th e n  prac t ise  th e m  a lo ud .
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Running a te leconference

Hi, this is Lee Ming here.

USEFUL TIPS:

• One person should take the role of the facilitator. The facilitator should lay out the ground rules for the 
meeting at the start and control the participants. Only the facilitator should interrupt another speaker. 
Otherwise, it can get very confusing.

• As with regular meetings, there should be a clear agenda, if possible with strict time limits for each item.

• The facilitator should ask people by name to contribute to specific topics. Each speaker should give their 
name before speaking.

• Clarity is essential in a teleconference, so native speakers should aim to speak clearly, for example minimizing 
the use of difficult idioms, and non-native speakers should ask if anything is unclear.

• The facilitator should do a summary of all points discussed at the end of the teleconference.

Conversa t ion

�
59

Ja n e t t e  is f a c i l i t a t in g  a t e le p h o n e  co n fe re n c e  fro m  Lo n d o n  w i t h  p art ic ip a n ts fro m
a ro u n d  th e  w o r ld , Pe tra , Car lo , Sa n jay , a nd  Le e  M ing .

Janette ...so that's Petra, Carlo, Sanjay. We're just waiting for Lee Ming and then -
System Ping\ Speaker five is entering the conference room.

Lee Ming Hi, th is is Lee M ing here.
J Great! So, it's Janette here. Thank you all for participating today. Before we start, let's just check 

some ground rules for telephone conferences. Please a lw ays g ive  your name first, so that we all 
know who's speaking. Also, don't interrupt other speakers, please. I'll make sure that we keep 
the conversation on track and don't lose any time. Finally, p lease could you make sure that you 
speak clearly and just let me know  if anyth ing is unc lear? OK?

Petra, Carlo, Sanjay, and Lee Ming: 
Yes. Fine. Good. OK.

J Right, let's run through the agenda. First of all we want to look at...
P .. .the hardware and the software is now being tested and will be ready —

� But Petra, that's not the problem at all! We need to know when!
J Janette here. Sorry Carlo, can you let Petra f in ish? As 1 said at the beginning of the teleconference, 

just one speaker at a time .
� Ah yes. Urn, Carlo here. Sorry about that. Could you repeat that , Petra? About the software testing?

P Petra here. No problem. So it'll be ready...
S and w p  think that the advantaaes of outsourcina all activities to Mumbai will be much areater if 

we are working closely with Singapore.
LM Hmm. Lee Ming here. I'm not sure w hat you mean by 'close ly'.
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S:

J
LM

J

S and LM 

J
P and �  

J

Sanjay here. Well, we have a lot of software programmers who could quickly develop the products 
that your people in Singapore design.
Janette here. What do you th ink about that, Lee Ming?
Lee Ming here. Urn, well it depends on what the designers are looking for because...
...Well, that was all very helpful, I think. So, let me recap our discussion . The next step is for all of 

us to begin work on speaking with all the key suppliers in Mumbai...
.. .and when that's finished, the project will be over. Is that acceptable to you, Sanjay and Lee Ming? 
Yes. That's fine.
And how  about you , Petra and Carlo? Any questions?
No, I'm happy. Sounds good.
Excellent! Then, I think that's enough for today. We have another meeting scheduled for...

Understand ing

A  se cre t ary  t o o k  so m e  n o t es f o r  th e  m inu t es . C o m p le t e  her no t es .

A t  th e  s t a r t  J a n e t t e  la id o u t  ground  ru les. S h e  a sk e d  sp e a k e rs  to:

.................................... in t e rru p t e d ........................................ when sh e
w as t a lk ing  a b o u t  so f t w a re  t e s t in g .

.....................................a s k e d ........................................t o  c la r i fy  w ha t he
m e a n t  by working ‘c los e ly ’ toge ther .

Everyone  a gre ed  on an  a c t io n  p o in t  t o  s t a r t  d is c u ss io n s  w ith

A n o th e r  t e le con f e re nc e  is  booked .

Say ing it accurate ly

Pu t  th ese  se n t e n c es fro m  th e  b e g in n in g  o f  a t e le co n fe re n c e  in th e  corre c t  order.
[ ] Be fore  w e  start , let's just lay out  some  ground  ru les for te lephone

con ferences .
] F ina lly, jus t  let me know  if anyth ing is unclear.
] Firstly, p lease  a lw ays g ive  your nam e  f irst .

1] So, it's Karen  here .
] R ight , let's run through  the  agenda .
] Second ly, don 't  interrupt  other speakers, p lease .
] Than k  you a ll for part ic ipa t ing today.
] Th ird ly, p lease  cou ld  you m ake  sure tha t  you  speak  c lear ly?

Section 3: Meetings
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0  Comp lete the sentences w ith words from the box.

f in ish  com e  in t e rru p t  so rry  sp e a k e r  f in ish e d  th e re  le t

1 Excuse me, may I ......... . . . . you there?
2 Sorry Hans, let Zara
3 Excuse me, I 'm ............. . to  interrupt , but . . .
4 O n e ...............a t a t ime , p lease .
5 Sorry, can I ............... in here?
6 Sorry Kim , can I stop y o u ...............?
7 Fabrice , I don 't  th in k  Chr is h a s ...............yet.
8 G il l , p lease  cou ld you ............ A lex  f in ish?

M a tch  th e  t w o  h a lv es o f  th ese  q u e s t io n s use d  to  ask  f o r  c lar i f ic a t io n  and
re p e t i t io n .

1 Sorry, but I don 't . . . 3 A  . . .I m issed tha t . Cou ld  you say it aga in ,
2 Sorry, but I d idn 't p lease?

qu ite  ca tch tha t . Cou ld �  . . .qu it e  fo l lo w  you . Cou ld  you repea t
you . . . w ha t  you jus t  sa id?

3 Sorry, I'm a fra id . . . �  . . .w h a t  you m eant by tha t . W ou ld  you
4 Excuse me, but I'm not m ind repea t ing it?

sure . . . D . . .run  tha t  by me one  more  t ime?

Say ing it c lear ly

�  �  L is t e n  t o  t w e lv e  se n t e n c es fro m  Say ing  i t  accurate ly 1, 2 a nd  3 a nd  re p e a t  
60 th em .

Note how  the  speaker's intona t ion  go es d o w n  w hen  introduc ing a 
te lecon ference , interrup t ing po l ite ly and d e a l ing  w ith  interrupt ions , but 
up  when  ask ing for c lar if ica t ion  and repet it ion .
Be fore we start, let's jus t  check some ground  rules for te lephone 
conferences. ^
Fabrice , I don 't  th ink Chris has f in ished yet . ^
Sorry, can I come in here? *
Excuse me, but  I'm not  sure what you  m eant by that. Would you  m ind 
repea t ing it? *

Say ing it appropr ia te ly

�  D L is t e n  to  th e se  f o u r  re qu es ts , d e c id in g  w h e t h e r  th e  sp e a k e r  so u n ds 
61 p o l i t e  o r im p o l i t e .
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UN IT 12 | Runn ing a te lecon ference

1 Please a lw ays say your name  f irst . impo l ite po l ite
2 Beg in  by say ing your name , p lease . impo l ite po l ite
3 Please don 't  cut in on peop le . impo l ite po l ite
4 Please don 't  interrupt  other speakers. impo l ite po l ite

�  0 L is t e n  t o  th e  re qu es ts , th is t im e  sa id  p o l i te ly , a n d  re p e a t  th e m .
62

Get sp e a k ing

Q  You  are  th e  f a c i l i t a t o r  a t  a m e e t in g  in Ber l in  w i t h  th e  f o l lo w in g  
p art ic ip a n ts:
Kazum i from  Japan  P ierre from  France
Em in from  Turkey Jake  from  the  USA

In tro d u c e  y o u rse l f , w e lc o m e  th e  p art ic ip a n ts , a n d  la y  o u t  th e  gro u n d  
ru les f o r  th e  t e le co n fe re n c e .

�  0 Th e  m e e t in g  is u n d e rw a y . P lay  th e  a u d io  CD  t o  s tart . W h e n  y o u  h e ar th e
63 b e e p , p a use  a n d  resp o n d . Use  th e  pro m p ts b e lo w  t o  in t e rru p t

a p p ro pr ia t e ly .
1 Interrupt po l ite ly and dea l w ith  Em in interrup t ing Pierre .
2 Interrupt po l ite ly and  ask Ja k e  to  c lar ify w h a t  he means and not to  use 

id ioms.
3 Interrupt  po l ite ly and  ask P ierre to  repea t w ha t  he sa id.
4 Interrupt po l ite ly and ask Em in if he agrees w ith  the  suggest ion .
5 Interrupt po l ite ly and rem ind speakers not to  ta lk  a t the  same t ime .

Q |  Im ag in e  t h a t  yo u  are  f a c i l i t a t in g  a t e le co n fe re n c e  f o r  a p ro je c t  t e am  a t  
y o u r  w o rk p la c e .

First, m ake  notes on:
• how  you are  go ing  to  start the  m ee t ing
• w ho  is a t the  pro jec t team  m ee t ing
• the  purpose  o f  the  m eet ing .

Then  start the  te lecon ference  w ith  an introduc t ion  to  the  m eet ing:
• introduce  yourse lf
• w e lcom e  the  part ic ipants
• lay out  the  ground  ru les
• go  through  the  agenda .

Sect ion 3: Meetings
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Presenting a product or service

I want to tell you today about...

USEFUL TIPS: W hen  present ing a produc t or serv ice , an e f fec t ive  w ay  to  conv ince  yo ur aud ience  
is to  fo l lo w  the  FAB approach:

• Feature: highlight the features of the product or service you want the audience to focus on.

• Advantage: show how these features make the product or service better than its predecessors or 
competitors.

• Benefit: show how this product or service will improve the user's life.

Th is approach  can be grouped  into a thre e-step  presentat ion  struc ture:
1 Introduction: summarize what you are go ing to tell the audience.
2 Main body: tell them.
3 Conclusion: tell them what they should do next.

Conversa t ion

�  S t e v e  D u n n , sa les re p rese n t a t iv e  f o r  C o m p ix  Inc , is p re se n t in g  a n e w  Cus to m e r
’*64*' R e la t io nsh ip  M a n ag e m e n t  (CR M ) p iec e  o f  so f t w a re  ca l le d  iCustom er .

Steve: Well, good a fternoon , ladies and gent lemen . I’m Steve Dunn and I w ant to te ll you today
about Compix's new CRM application for your iPhone, the iCustomer.

Firstly, I'll demonstrate exactly what this software is capable of doing.
Then , I'll out line the advantages this has over conventional CRM systems.

Finally, I'll show  you how this can help boost the productivity of your salesforce significantly.
So, f irst o f ail, as a salesman I can tell you what we all want is up-to-the-minute information about 
our customers. iCustomer links your salespeople directly with your central customer database so that 
at any time they can check what exactly the...
...w ithout any time lost. M ov ing on to my next point , w hat are the advantages o f the real-time 
information provided by iCustomer over other CRM systems? Well, it means that for the first time 
ever your salespeople always have up-to-date details about your customers. Current credit ratings for 
example, any problems with recent orders or maybe a new special offer that headquarters wants...

.. .of course, because it has a phone function. So, f ina lly, w hat are the real benef its for your 
salespeople? Two words: increased productivity. Our research shows that salespeople are able to make 
at least 15 per cent more customer visits per week, leading to an increased sales volume of up to 30 
per cent and that's not all. With...
In conclusion, if you commit to using iCustomer, we are offering a free consultancy service for your 
business. Our experts will visit your company and...
Thank you for listening. If anyone has any questions. I'd be happy to answ er them.

Speaking vk.com/englishlibrary



UNIT 13 | Present ing a produc t or service

[ustomer: Yes, I do. Do you provide software training for users as part of the package?
Steve: I'm pleased that you asked that quest ion . We don't provide training ourselves, but our sister

company is responsible for that and I'm sure we could discuss ways that we could incorporate that 
into the package...

Understand ing

S t e v e  f o l lo w s th e  FAB a p p ro a ch  o u t l in e d  in Use fu l t ips. L is t e n  ag a in  
^ l 1 w i t h o u t  re a d in g  and  t ic k  th e  fe a tures , advantages , a nd  b e n e f i ts o f

iCus to m e r t h a t  he  m e n t io ns .
1 F e a tures
A  iCustom er a l low s your customers to  p lace  orders d irec t ly w ith  the  

company.
�  iCustom er prov ides a l ink  betw een sa lespeop le  and  customers' da ta . 
�  iCustom er prov ides a l ink  betw een sa lespeop le  and supp liers.

2 A d v a n t a g e s
A  Your sa lespeop le  a lw ays have  current in form a t ion  abou t  customers. 
�  It's cheap and easy to  insta ll.
�  It's more user-fr iend ly than  any other system .

3 B e n e f i ts
A  You w i l l save money.
�  You w i l l produce  a better produc t .
�  Your sa lesforce  w i l l be ab le  to  se ll more  products.

Say ing it accurate ly

Q  S t e v e  go e s on  to  p rese n t  a n o t h e r  n e w  pro d u c t , th e  To p -sp y  A n t i-v irus  
Sys t e m  4  (TAS 4). R e o rd e r th e  e x t ra c ts fro m  th is p rese n t a t io n  f o r  a n e w  
se c u r i ty  sys t e m  so  th a t  it f o l lo w s th e  FAB a pp ro a ch .
1 By ins ta l l ing TAS 4, you w i l l save t im e  and money by protec t ing your 

computers aga ins t  viruses.
2 It's w e l l w orth  upgrad ing  to  TAS 4 because  o f  its low  RAM  or memory 

usage  compared  to  prev ious versions. Consum er surveys have  a lso 
shown it to  be more re l iab le  than  other systems current ly ava i lab le .

3 TAS 4 is a comprehens ive  Interne t security system inc lud ing a f irew a l l 
and  ant ispyw are .

Section 4: Presentations and conferencesvk.com/englishlibrary

M a tch  S t e v e 's p h rases or se n t e n c es o n  th e  le f t  w i t h  t h ose  on  th e  r ig h t  
t h a t  se rv e  th e  sa m e  p urp ose .

1 I w an t  to  te l l you today abou t . . . A F irst o f  a ll, I'l l . . . Next ,
2 Firstly, I'll dem onstra te . . . Then , I'll I'l l . . . And  f ina l ly , I'l l . . .

ou t l in e . . . Last ly, I'll show  you . . . � Let's look  now  a t . . .
3 M ov ing onto  my next po int , ... � My ta lk  today is about .
4 W ha t  are  the  advantages o f . . .? D Please fee l free  to  ask
5 In conc lus ion , . . . quest ions.

6 If anyone  has any quest ions, I'd be E To sum up , . . .
happy to  answ er them . F Tha t 's a good  quest ion .

7 I'm p leased you asked tha t G W hy is th is important?
quest ion . Because . . .

�  C o m p le t e  S t e v e 's p rese n t a t io n  u sin g  p hrases fro m  S a y ing  i t  a ccura te ly 2.
.................................................................Te lesmart , a new  commun ica t ions
package  w e 're  o f fer ing to  our loya l custom ers .................................................
dem onstra te  how  it w orks ............................................... out l in e  the
advantages compared  to  other packages ava i lab le
.................................................show  you how  it can bene f it  your business...
. . .w h ich  means tha t  you can comb ine  a ll your business commun ica t ions

in one  s ing le  p a ck age ........................................Because it is much more
s tra igh t forw ard  than  hav ing a number o f  d if fere n t  prov iders for each
serv ice ................................................... how  much money th is can save you
every ye ar . . .
. . .and  s o , ............................................   Te lesmart is a conven ient  w ay o f

sav ing you money. Than k  you  for your t ime . Now  over to  you .

Say ing it c lear ly

�  n L is t e n  to  an  e x t ra c t  o f  S t e v e 's p rese n t a t io n  in S a y ing  i t  a ccura t e ly 1.
Note how  Steve's intona t ion  is var ied , w h ich  makes the  presenta t ion  
interest ing to  listen to . He a lso emphas izes im portant  words, such as 
produc t name  and fea tures , advantages , and bene f its.
TAS 4 is a com pre h e ns ive  In t e rn e t  se cur i ty  sys t e m  includ ing a f ire w a l l 
and ant ispyw are .

Q  L is t e n  to  S t e v e  a g a in .  R e p e a t  th e  se n t e n c es , u sin g  th e  sam e  e m p h asis on 
k e y  w o rds . Pa use  w h e n  y o u  n e e d  to .

54 Speaking vk.com/englishlibrary



UNIT 13 | Present ing a produc t  or service

Say ing it appropr ia te ly

Th e  w a y  yo u  d e l iv e r  y o u r  p rese n t a t io n  is a lm os t  as im p o rt a n t  as w h a t  
yo u  say. L isten  to  sen tences from  th e  presen ta t ion  in Say ing i t  accura te ly 3. 
T ic k  th e  s t a t e m e n ts t h a t  are  t ru e  a b o u t  th e  sp e a k e r's s ty le  o f  d e l ivery .

1 The  presenter sounds con f id en t  and se lf-assured .
2 She  sounds nervous and uncom fortab le .
3 She  sounds bored w hen  ta lk ing  about  her product .
4 She sounds passiona te  w hen  t a lk ing  abou t  her product .
5 The  presenta t ion  is s low  and  bor ing .
6 The  presenta t ion  is w e l l-paced  and easy to  fo l low .
7 The  presenta t ion  is rushed and  hard to  fo l low .

L is t e n  ag a in  t o  th e  p rese n t a t io n  a n d  re p e a t  it.

Get sp e a k ing

S t e v e  h ad  to  pu l l o u t  o f  th e  p rese n t a t io n  a t  th e  las t  m in u t e  and  he  g a v e  
yo u  h is n o t es a b o u t  iCus to m e r a n d  TA S 4 . D e l iv e r h is p rese n t a t io n  o f  th e  
t w o  p ro d u c ts , u sing  th e  n o t es b e lo w . In c lu d e  p hrases fro m  th e  u n i t . If 
possib le , record y o u rse l f  fo r  rev ie w . Co m p are  y o u r prese n t a t io n  to  Steve 's.

�

Pro duc t / serv ice F e a tures A d v a n t a g e s Be n e f i ts

P ro duc t F e a tures A d v a n t a g e s Be n e f i ts

iCustom er It prov ides a l ink  
betw een 
sa lespeop le  and 
customers' da ta .

Your sa lespeop le  
a lw ays have  up-to- 
da te  in form a t ion  
abou t  customers.

Increased produc t iv ity: 
sa lespeop le  can m ake  15 
per cent more  custom er 
v isits per w e e k  and 30 
per cent more  sa les.

TAS 4 A  comprehens ive  
Internet security 
system inc lud ing 
f ire w a l l and 
ant ispyw are .

• low  RAM  compared 
to  prev ious versions.
• consum er survey 
show ed it to  be more 
re l iab le  than  other 
systems ava i lab le .

You w i l l save t im e  and 
money by protec t ing 
computers from  viruses.

Co m p le t e  th is t a b le  w i t h  th e  f e a t u re s , a d v a n t a g e s ,  a n d  b e n e f i ts o f  a 
p rod uc t  or serv ice  from  y o u r  l in e  o f  w o rk .  Th e n  d e l iv e r y o u r  prese n t a t ion . 
If p ossib le , record  it f o r  rev ie w .

�

�  �
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Work ing on a stand

Would you be interested in finding out more about this?

USEFUL TIPS: When w ork ing on a stand, ask quest ions rather than simp ly present ing products. 
Th is w il l g ive  the stand v isitor the fee l ing that the focus is on the ir interests and needs.

• Find out what business the visitor is in and who their customers are.
• Find out what their customers want .

• Find out what would make the visitor's life easier and suggest ways to help them achieve that goal.

Conversa t ion

�
67

A m anda  is a sa lesperson  for Com p ix Inc, a so f t w are  d eve lopm e n t  company .
She  is on the  stand  at a com pu ter industry trade  fa ir in Los A nge les .

Amanda Hi there. Can 1 help you?
Colin What? Oh me? 1 was just look ing at some of these brochures.

A Well, I'm Amanda.
� Ah. I'm Colin.
A What field of business are you in, Colin?
� I'm a specialist publisher. 1 don't really know much about computer software and 

hardware, I'm afraid. 1 publish books about stamp collect ing.
A Reallv? Who are vour customers?
� Well, different types of people. Children, teenagers, adults, people who have retired... 

mostly male, of course.

A 1 see. And what are your customers looking for?
� Well, information and books about stamps. Particularly prices, trade fairs or articles about 

the history of particular stamps.
A O K . . . but what are the challenges you face in reaching them?
� Well, there are lots of stamp collectors, but they're all over the world. It's very hard to 

reach them so it's difficult to sell my company's books. Normal bookshops won't take 
them. So 1 put advertisements in stamp magazines, but that's expensive.

A O f course. Well, would you be interested in something to help you reach a worldwide 
audience, 24/7?

C: Using the Internet, 1 suppose 1 would. But 1 don't know anyth ing about programming.
A: Ah , but what would you think about a tool that does that for you? A  tool that lets 

you just upload the documents that you want into a template? And one that also saves 
information about customers so you can ...

C: .. .but that's really very interesting. So you think that a free newsletter would help my 
business?
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UN IT 14 | W ork ing on a stand

A: Definitely. At Compix, we have one that we send to our customers every quarter with information
about new developments in the industry. In fact, can I add you to our mailing list?

C: Hmmm, well yes, of course.
A: Great! Can you g ive  me your card? Then I have all your details and I'll make sure that you are

kept up to date on what we're do ing...
C: That sounds great. Can I take one of these demo software packages?
A: Unfortunate ly, I'm afraid I can't give you one today. I'm so sorry about that. But I can send you one.

C: OK. That's better. That way I don't have to carry it around with me all day.

U nderstand ing

A m anda  m ade  some  notes fo l lo w ing  her conversa t ion  w ith  her potent ia l 
customer, Co l in . Com p le te  her notes w ith  the  m issing in form at ion .

Name: Colin
Field of business:

Customers:

Customers look ing for:

Challenges: I
Add to mailing list? Yes/No

To do:

Say ing it accurate ly

Q  Using the  prompts, m ake  qu est ions to f ind  ou t  more abou t  a potent ia l 
customer.
1 W ha t  / l ine  o f  w ork  / in? ...................................................................................
2 W ha t  / invo lve  / exac t ly? ...................................................................................
3 W ha t  sort / customers / have? ..........................................................................
4 W ha t  / your customers / w ant? ........................................................................
5 W h a t / h e lp  you / he lp  your customers? ........................................................
6 W ha t  / issu es / fa c e  in your l ine  o f  w ork? ......................................................

0  M atch the  quest ions in Say ing it accura te ly 1 to the  fo l lo w ing  answ ers.
A  Com pe t it ion  and  r is ing food  prices are our m a in cha l lenges .
�  I ow n  a sma ll ca ter ing business.
�  It w ou ld  he lp if w e  cou ld  set up a better w ay o f  com m un ica t ing w ith  

our customers so tha t  w e  can m ake  sure tha t  they are  sa t isf ied and use 
the ir fe edback  to  improve  our perform ance .

D M ost ly large  compan ies.
E They w an t  us to  supp ly a h igh  qua l ity produc t for a fa ir price .
F W e supp ly food  and dr ink  to  con ference  venues around  the  country.

Sect ion 4: Presentations and conferences
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Kay  w orks in m arke t ing and is hav ing a m eet ing w ith a potent ia l customer, Jon . 
Number the  sec t ions o f  the  conversa t ion  in the  r igh t  order, 1-15 .

Kay: W e ll , w ou ld  you  be interested in he ar ing more  about  our 
w ebs ite  des ign  service to  pub l ic ize  w ha t  you do?

Kay: He l lo Jon , n ice to  meet you . F irst o f  a l l, w ha t  l ine o f  w ork  are 
you in?

Kay: And  w ha t  does tha t  invo lve  exac t ly?
I'm a surveyor.
W ha t  sort o f  customers do  you  have?
Yes, I w ou ld .

Kay: Here's some more  in form a t ion  on tha t  then . And  can I add  you 
to  our m a i l ing list?
W e ll , I carry out va lua t ions and bu i ld ing surveys on propert ies 
for c lients.
Tha t  sounds l ike  a good  idea . I th in k  it w ou ld  be use fu l to  keep 
up-to-da te  w ith  any new  m arke t ing ideas.

Kay: W ha t  cha l lenges do you  face  in your l ine  o f  w ork?
Kay: And  w ha t  do  your customers w an t  from  you?

He l lo  Kay, I'm Jon .
We f ind  it hard to  ge t  our message  out to  new  c l ients w ithou t  
spend ing lots o f  money on advert is ing .
M a in ly sma ll businesses or pr iva te  purchasers.
They are look ing for a pro fess iona l service tha t  is de l ivered 
prom pt ly and is good  va lue  for money.

Jon:
Kay:
Jon:

Jon:

Jon:

Jon:
Jon:

Jon:
Jon:

(j^ j) Q j  Listen to  the  conversa t ion  to check your answ ers.

Say ing it c lear ly

Q  Listen to the  quest ions from  Say ing it accura te ly 1 and 3.
Remember how  the  quest ions tha t  have  a Yes/No answ er go  up and 
quest ions tha t  start w ith wh- words can go  down .
What sort o f  customers do you  have? *
Wou ld you  like me to show  you  our ne w  produc t? *

j | ^j |  0  Listen aga in  to the  qu est ions from  Say ing it accura te ly 1 and 3 and repeat them .
69 _________________  ___________  ___________  _____ _____  _______

Grammar note

W hen  form ing quest ions , invert the  sub jec t  and the  aux i l iary  verb .
Examp les from  the  text:
Can I help you w ith anyth ing in part icu lar? W ha t fie ld o f business are you in? 
Would you like me to show  you a too l that does that for you?
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UNIT 14 | W ork ing  on a stand

Say ing it appropr ia te ly

O O  Listen to thre e  peop le  on a stand  w h o  are try ing  to ge n era te  interest in a
to n e w  produc t . M atch the  speakers to the  descr ipt ions.

speaker 1 A  pushy and  aggress ive
speaker 2 �  assert ive  and  exc ited abou t  the ir produc t
speaker 3 �  shy and  bored

OB W h ich speaker is l ik e ly to  gen era te  the  m ost interest in the  produc t and 
w hy? Listen aga in  to th is speaker and repeat w h a t  is sa id .

Q  Som e t im es on a stand , you  canno t  do  w h a t  a custom er w o u ld  like .
C: Can I take one o f  these demo sof tware packages?
A : Unfortunate ly , I'm a fra id I can't g ive you  one. I'm sorry about  that.

W hen you ap o log ize , it is im portant  to  use  the  r igh t  phrase  and to sound 
apo loge t ic. Listen to these  a po log ies and w r i te  in the  m issing w ords.
1 I 'm ....................... sorry but I haven 't go t  any brochures left .
2 Un fortuna te ly , I fo rgo t  to  br ing my business cards. I d o .........................
3 I 'm  I can 't he lp  on you on th is. I'll ask a co l league .

OB Listen to the  apo log ies on the  aud io  CD and repeat them . M ake sure  you
71 rea l ly do  sound apo loge t ic.

Get sp e a k ing

You w ork  for a te ch n o logy  com pany on a stand  at a trade  fa ir. Start 
72 a conversa t ion  w ith  a potent ia l customer. P lay the  aud io  CD  and fo l lo w

the  cues. You start w ith  the  f irst  quest ion .
1 Ask  h im if you can he lp .
2 Ask  h im w ha t  l ine  o f  w ork  he is in.
3 Ask  h im  w ho  h is customers are .
4 Ask  h im  w ha t  h is customers w ant .
5 Ask  h im w ha t  cha l lenges he faces.
6 Ask  h im if he w ou ld  be interested in hear ing abou t  a new  v ideo  l ink 

t e lecon ferenc ing system tha t  w ou ld  a l lo w  h im to  have  m ee t ings w ith 
customers around  the  wor ld .
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Closing a sale

We only have this offer fo r  a short time.

USEFUL TIPS: When c losing a sale , frame the sa les pitch as an open quest ion so that, if the 
customer has any quest ions or ob ject ions, it is still possib le for the sa lesperson to respond. 
Once the request has been made, be qu iet and let the customer decide!

These are three possib le styles for c losing a sale:

• Hard close: assume that the customer wants to buy the product/service and ask for quantities or delivery 
dates.

• Emotional close: point out to the customer the advantages of having the product or the disadvantages of 
not having it and appeal to their emotions.

• Urgent close: tell the customer that the product is only available for a short time due to scarcity, or that 
the price will soon rise.

Conversa t ions

A m anda  and Steve  from  Com p ix Inc are ta lk ing to four d if feren t  custom ers at 
a com pu ter industry trade  fa ir in Los A nge les abou t  a n e w  g a dg e t  from  the ir 
company , a hand-he ld  produc t scanner.

1

.. .really does the job, so with our PriceChex product scanner, you just scan the price tag of any 
product in a shop and it does an automat ic Internet search and tells you if the price in the shop is fair. 
But that's not all. It can also tell you where you can buy it cheaper! And it only costs $49.99!
Wow! That is so cool! But I want to have a look around at the other stands first and then —

Sure. I understand. But I should tell you, w e on ly have ten of these items here at the trade fa ir...
Ah, urn, I see. And how much did you say it cost?

2

...software performs an automatic Internet search and tells you if the price in the shop is fair. But 
that's not all. It can also tell you where you can buy it cheaper! And it only costs $49.99!
That could be very useful for my team.

Definitely. So, how  many can I put you down for?
Urn, I'm not quite sure. Well, I think I'll take two for now and try them out w ith ...

3
...But that's not all. It can also tell you where you can buy it cheaper! And it only costs $49.99!
Really? My brother is always driving me crazy te lling me how I paid too much for something.

Speak ing

Amanda:

Customer:
A:

C:

Steve:

C:
S:
C:

A:

C:
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A: Sounds like my mother-in-law. Just think. What w ill you feel like when you can scan something
he's bought and then tell him he could have got it 50 per cent cheaper somewhere else?

C: That would be awesome! OK, I'll take two and I'll give him one for his birthday...

S:

4
...It can also tell you where you can buy it cheaper! And it only costs $49.99!

C: I see. I need to th ink about it. I'll come back tomorrow.

S: No problem. Only I wouldn't want you to be disappointed. The PriceChex is only available at this
price today! It's a special promotion for the trade fair ODenina...

C: Oh dear! Well, could I reserve one and come back in a few minutes?

Understand ing

W h ich sty le  o f  c lose  -  hard , em ot iona l , or urgen t  -  is be ing used by the
se l ler in each conversa t ion?
c o n v e rs a t io n  1 : ....................................................................

c o n v e rs a t io n  2 : ....................................................................

c o n v e rs a t io n  3 : ....................................................................

c o n v e rs a t io n  4 : ...................................................................

Say ing it accurate ly

D Unscramb le  these  w ords to m ake  sentences th a t  you cou ld use  w hen
c losing a dea l .
1 it 's / d o  / in s t a l le d  / y o u  / H o w  / t h in k  / lo o k  / w i l l  / i t  / w h e n

?

2 put / many / you / can / fo r  / dow n  / How  / 1
 ?

3 ava i lab le  / today / a t / on ly / It's / th is / price

4 start / Sha l l / p a p e rw o r k / w e / t h e
 ?

5 o f fer / t im e  / for / have  / on ly / th is / short / a / We

6 six / stock / on ly / th is / le f t / in / item / W e 've  / go t  / o f

7 see / W ha t  / peop le  / it / say / w i l l / w hen  / they

8 in / you / it's / W ha t  / fee l / w hen  / w i l l / l ike  / p lace
 ?

9 s t a r t / y o u / W h e n  / l ik e / w o u ld / t o
 ?
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0  Look aga in  at the  sentences from  Say ing  i t  accurate ly 1 and dec ide  in 
w h ich  ca tegory  th ey  be long . Fo l lo w  the  examp le .

a hard close:

an em ot iona l close: 1

an urgen t  close:

Say ing it c le ar ly

Q  Listen to these  thre e  sentences and read the  fo l lo w ing  notes.
Hard close: How  many can I pu t  you down for?
Emot iona l close: What w i l l you  fe e l l ike  when you  can see it in p lace?
Urgent  close: It's on ly  ava ilable at this pric e today.
Note  a lso how  the  speakers stress the  em o t iona l and urgen t  w ords in 
th e ir sentences to  re in force  the ir style o f  close .

0  Listen aga in  to  the  sentences in Say ing i t  cle arly 1 and repeat them , using 
the  sam e  stress and intonat ion .

Say ing it appropr ia te ly

( j ^  0  Listen to  the  fo l lo w ing  sentences from  Say ing  it accurate ly 1.
Note  how  the  speaker uses a determ ined , business-like tone o f  vo ice  to 
m ake  a hard c lose .
Note  how  the  spe aker sounds fr iend ly when empath iz ing w ith  the  
l istener dur ing an em ot iona l c lose .
Note how  the  urgency can be detec ted in the  speaker's tone  o f  vo ice  
w hen  they are m ak ing an urgen t  c lose .

0  Listen aga in  to the  sentences from  Say ing i t  accurate ly 1 and repeat 
them , using the  same  tone .

0  W ha t  m istakes do these  se l lers m ake? W ha t  shou ld th e y  have  sa id
instead , to stand  a be tter chance  o f  c losing the  dea l? See Use fu l t ips for 
h ints.

1 Se ller: It's a gre a t  opportun ity . Do you w an t  it, yes or no?
Customer: No.
Se ller's m is t a k e : ...........................................................................................................
Se l ler shou ld have  s a id : .............................................................................................

2 Se ller: W ou ld  you  l ike  to  take  the  o f fer now , or do  you w an t  to  th in k
about  it?
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Customer: I'll have a th in k  abou t  it and ge t  back to  you .
Se ller's m is t a k e : ..........................................................................................................
Se l ler shou ld  have  s a id : ............................................................................................

3 Se ller: How  m any can I put you  dow n  for? It rea l ly is a gre a t
opportun ity . And  not one  th a t  comes a long  very o f ten . In 
fact , I can 't  remember w hen  w e  o f fered  a better price on this. 
And  w e 've  been inunda ted  w ith  requests. Very h igh  leve l o f  
dem and , w h ich  means tha t  there  m ight  not be much stock 
le ft . And  so it w ou ld  be good  if you cou ld  -  

Customer: Sorry, I'm la te  for my next appo intm ent . I'll ge t  back  to  you .
Se ller's m is t a k e : .......................................................................................................
Se l ler shou ld  have s a id : ...........................................................................................

Get sp e a k ing

Prac t ise c losing sa les using the  stra teg ies out l ined  be low . Fo l lo w  the  
examp le .

Examp le: 1. We have a specia l o f fer on this. The 24-hour ca l l-out feature 
is included in the basic package at no add it iona l cost. But we on ly have 
this o f fer for a short time.

Produc t /serv ice Pr ice / features C losing sty le

1 IT support 
service

There  is a spec ia l o f fer for l im ited t im e  on ly. 
A  24-hour ca l l-out  fe a ture  is inc luded in basic 
package  a t no  add it iona l cost.

urgent

2 Ca ter ing for 
company 
con ference

The  price is £8.99 per head for a fu l l bu f fe t . hard

3 New  o f f ice  
furn iture

�10 ,000 w i l l cover the  supp ly o f  handm ade  
Sw ed ish desks and  cha irs throughou t  the  
o f f ice .

emot iona l

4 A ud it  o f  
company 
accounts

$10,000 w i l l cover the  ent ire  job . hard

5 Cars for 
emp loyees

The  price is $5 ,000 per un it w hen  you order 
more  than  tw en ty veh ic les.
O n ly f i f ty  veh ic les are  le ft , otherw ise  you 'l l 
have to w a it  three  months for next sh ipment .

urgent

6 Gym
m embersh ip for 
emp loyees

Corpora te  m embersh ip w i l l cost on ly £30 per 
month and w i l l be very popu lar w ith  
emp loyees.

em ot iona l
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Say ing 'no' polite ly

Thanks, but I  have to say ‘no

USEFUL TIPS: Say ing 'no' is d iff icu lt for many people . It is, however, qu ite possib le to say no 
w ithout causing offence by adopt ing these strategies:

• Include an apology and, if possible, a brief explanat ion.

• Suggest that saying no is not your personal wish but is imposed by outside circumstances, for example, 
regulations or another appointment.

• Use emphasizers such as rea lly, so, and very with the word sorry.

Conversa t ions

�
76

A m a n d a  a n d  S t e v e  fro m  C o m p ix  Inc are  t a lk in g  t o  d i f f e re n t  c us to m e rs a t  a com pu ter 
in d u s t ry  t ra d e  f a ir  in Los A n g e le s .

1

Steve: ...an automatic Internet search and tells you if the price in the shop is fair. But that's not all. It can
also tell you where you can buy a product cheaper! And it only costs $49.99!

Customer 1: That could be useful for my team.

S: Definitely. So, would you like to make an order straight away?
� 1 I'd rather not, thank you. Although it is a nice piece o f software.

S: Exactly! Now, what if I gave you one to take away for yourself and then if you like it you can keep
that one but order ten more for your team.

� 1: I'm really sorry, but that's not possible. Company policy doesn't a llow me to make that kind of
deal.

S: I see. But let me just show you a couple of extra features that are so cool!

C l : No, I'm sorry, I have an appointment in ten minutes. I don't really have the time right now.
S: But you really need to see the way this program can slice and dice any information that—

� 1: Thanks, but I have to say no. Ah , Terry, there you are, shall we go for that meet ing? I was
beginn ing to think tha t . ..

Amanda:

Customer 2:

A:

...an automatic Internet search and tells you if the price in the shop is fair. But that's not all. It can 
also tell you where you can buy a product cheaper! And it only costs $49.99!

'Well, that is interesting. I work for a computer magazine , which specializes in comparing different 
products.

Well, that's perfect! And as a journalist we can give you a special discount price if you order three 
licences. You only need to pay $125!
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C2: Unfortunate ly, that's just not possible. I'm a freelance journalist so I really don't need three licences.

A: I understand. But maybe if you wrote a friendly article about us, you could have one licence for
nothing.

C2: Sorry, but that's out o f the question . I'd lose my job! We have to keep our independence from the
computer industry.

A: I see. But would it be possible for me to visit your company later this month and maybe I could do a
presentation for you and your colleagues?

C2: Well, thanks, I'll ge t back to you on that one. I must go now, but I have your card so I could give
you a ring next week, if you like. Now I have to . ..

Understand ing

Look  aga in  a t  the  stra teg ies out l ined  in Use fu l tips. W h ich stra teg ies do 
the  custom ers e m p loy w hen  say ing no po l ite ly? Under l ine  the  re levant  
parts in the  conversa t ions and note  the  stra teg ies used in the  m arg in .

Say ing it accura te ly

Q  Com p le te  the  sentences w i th  w ords from  the  box.

rather no back sorry possib le  no t  t im e  th anks w ork  quest ion

1 No, I 'm .......................
2 Un fortuna te ly tha t 's just n o t ......................
3 I'm rea l ly sorry, but tha t 's not go ing  t o .....
4 I'm a f r a id .......................
5 I ' d ..................... not , th an k  you .
6 Thanks, but I have to  say ........................
7 I'm a fra id  I don 't  rea l ly have  t h e ................. .... r igh t  now .
8 Thanks , I'll g e t ..................... to  you  on tha t  one .
9 Thanks, but n o .......................
10 Sorry, but tha t 's out  o f  t h e .......................

0  Dre w ery is try ing  to se ll Jess som e  o f f ice  equ ipm ent . Com p le te  the  
conversa t ion  using sentences or phrases from  Say ing i t  accura te ly 1.
Note  th a t  in som e  p laces, more than  one  answ er is possib le .

Drewery: And  so you can see w ha t  a gre a t  o f fer it is. Sha l l w e  sit down
and d iscuss f igures?

Jess: (1) .....................................................
D: I cou ld look  a t knock ing dow n  the  un it  price if you put in a

large  order?
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J: (2) ................................................... because  my m anager has to
p lace  large  orders.

D: W e ll then , perhaps you  cou ld just order a fe w  samp les?
J: (3) ................................................... because  I'm m ee t ing a

co l le agu e  a t 1 p.m.
D: I w on 't  keep you a m inute . Just have  another qu ick  look .

These  mon itors rea l ly are  sta te  o f  the  art . And , I te l l you 
w ha t , if you order jus t  f ive , I'll throw  in an extra free .

J: (4) ............................................................. I'll g ive  you  a r ing if we
dec ide  to  proceed . Goodbye .

Say ing it c lear ly

L is t e n  t o  d i f f e re n t  w a y s o f  sa y in g  n o  fro m  S a y ing  i t  a ccura t e ly 1.
Note  how  the  speakers use a f irm  ton e  and  how  the ir vo ices go  down to 
ind ica te  the ir re jec t ion o f  the  proposa l.

L is t e n  a g a in  t o  th e  w a ys o f  sa y in g  no  fro m  S a y ing  i t  a ccura te ly 1 and  
re p e a t  th e m .

L is t e n  t o  th e se  se n t e n ces , n o t in g  h o w  th e  so u n ds b e t w e e n  w o rd s are  
co n n e c t e d . W h e n  o n e  w o rd  e n ds w i t h  a c o n so n a n t  a n d  th e  n e x t  s t ar ts 
w i t h  a v o w e l ,  th e  so u n ds are  l in k e d .
Sorry, but  tha t's ou t  o f  the quest ion.

Thanks, but  I have to say no.

I'm a fra id I don 't  rea l ly have time.

L is t e n  to  th e  th re e  se n t e n c es ag a in  a n d  re p e a t  th e m .

Say ing it appropr ia te ly

Q  Je a n  is t ry in g  t o  sa y  no  to  Jo h n  p o l i te ly . Ch o ose  th e  m os t  a p p ro p r ia t e  
resp o nse  in e ach  case .
1 John : So, sha l l I put you dow n  for 100 un its?
A  Jean : No.
�  Jean : Thanks , but I have  to  say no.

2 John : Are  you  sure? Th is o f fer is on ly va l id  unt i l the  end o f  the  day? 
A  Jean : I'm a fra id  I can 't  m ake  any orders w ithou t  my boss's

au thor iza t ion .
�  Jean : No, I don 't  w an t  them .

�  D
77

�

�  �

66 Speak ing vk.com/englishlibrary



UNIT 16 | Say ing 'no ' po l ite ly

�  Jean : I'm rea l ly sorry, but tha t 's not go ing  to  w ork .

3 John :
A Jean :
� Jean :

4 John :
A Jean :
� Jean :

�  0  W h e n  sa y in g  no  p o l i te ly , yo u  n e e d  to  so u n d  sincere . L is t e n  to  th e  
79 f o l lo w in g  sp e a k e rs a nd  d e c id e  w h o  is u sin g  an  a p p ro p r ia t e  to n e .

speaker 1 sincere insincere
speaker 2 sincere insincere
speaker 3 sincere insincere
speaker 4 sincere insincere
speaker 5 sincere insincere

�  0  L is t e n  to  th e  se n t e n ces , th is t im e  sa id  in an  a p p ro p r ia t e  to n e , a nd  
80 re p e a t  th e m .

Get sp e a k ing

Q о You  are  sp e a k in g  to  a sa les re p rese n t a t iv e  a t  a t ra d e  fa ir. P la y  th e  a u d io
81 CD  to  start . W h e n  y o u  h e ar th e  b e e p , p ause  a nd  resp o n d  su i tab ly .

1 Say no po l ite ly and exp la in  th a t  you don 't  have  the  budge t  to  
purchase  add it iona l so f tw are  th is year.

2 Say no po l ite ly and exp la in  tha t  you  can 't change  company budge t ing 
policy.

3 Say no strong ly but po l ite ly and say goodbye .

�  �  You  are  sp e a k in g  to  a n o t h e r  sa les re prese n t a t iv e . P la y  th e  a u d io  CD
82 to  start . W h e n  yo u  h e ar th e  b e e p , p ause  a nd  resp o n d , sa y in g  sa y  no  

p o l i t e ly  t o  a l l h er su gg e s t io n s .  Try  t o  use  a l l th re e  s t ra t e g ie s o u t l in e d  in 
Use fu l t ips.

Cu ltura l note

Saying no comes more easily to business peop le in some cu ltures than in others, 
for examp le in Northern Europe where peop le tend to be direct . To some ears though , 
th is directness may sound rude.
In contrast , in some countries peop le rare ly say no, so a 'maybe' is common ly interpreted 
as a no. Elsewhere in the world though , a 'maybe' const itutes a real possibil ity o f a 'yes'. 
Th is can lead to a breakdown in commun ica t ions between business partners and waste 
a lot o f t ime unnecessarily.
So, a lways try to be clear about your intent ions, but remain polite at all t imes.
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The successful job interviewer

What makes you suitable fo r  this job, do you think?

USEFUL TIPS: W hen in terv ie w ing fo r a job , there  are fo ur ma in areas to  ask  about:

• work history

• personality

• suitability for the company and the specific job

• goals and ambitions.

Note  th a t  it is not appropr iate  to  ask  the  cand ida te  quest ions abou t  race , age , marita l sta tus, 
or sexu a l pre ferences. These  quest ions are po ten t ia l ly d iscrim inatory .

Conversa t ion

�  M a nsh a  K h a n  is a t t e n d in g  an  in t e rv ie w  f o r  a sa les p osi t io n .
S3

Chris H: .. .and so your online r6sume was very interesting and that's why we asked you to come for an
interview. I'm responsible for all human resources issues here at Bergerbild and my colleague here, 
Georgina Harris, is head of the sales department, which is where we currently have a position free.

Georgina H: Hello, nice to meet you.
Mansha K: Hi, nice to meet you too.

CH; Fine. So Mr Khan, what do you know  about our company?
MK: A lot! You're involved in big overseas infrastructure projects in South-East Asia, for example, and

among other things you are currently bidding for...
CH: ...and the Kuching metro project was very successful. But coming back to you, Mr Khan, w hat do

you feel has been your b iggest ach ievement to date?
MK: Well, I introduced a new process for prioritizing customer visiting schedules for our department and

in six months, we managed to increase sales by about 22 per cent. My manager was very pleased!
CH: Hmm, I can understand why. So, w hy wou ld you like to leave your current job?
MK: Well, the sales position that you are offering would give me opportunities to work internationally.

At the moment I'm just based in Seattle.
GH: I see. But what makes you su itab le for th is job , do you th ink?
MK: I've been very successful so far in sales and I think that I can offer a good service to your customers.
CH: Interesting point. What is good customer service , in your v iew?
MK: Definitely the most important skill is the ability to listen to what ...

...but of course learning is a never-ending process for anybody in business.
GH: Very true. Now, what are your weaknesses, wou ld you say?
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MK: Well, my mom criticizes my untidiness around the house, but I guess you don't mean that. Hmm, I
suppose I'm not very good at making sure all the paperwork involved in sales is completed quickly.
You know, I prefer to be out there, going on to the next customer. But of course, I know it has to be
done. I'm trying to improve.

GH: Well, you are quite young, aren't you?
MK: I'm 26.
CH: Right. Now, w hat are your goa ls for the next f ive  years?
MK: I hope that I can also take on responsibility for organizing other salespeople in the future. I see myself

in a management position when I have more experience and can share that experience with other 
salespeople.

GH: OK. Now, w hat are your sa lary expectat ions? For this sales position, I mean?
MK: Well, I'm sure that a mixture o f . ..

Understand ing

�  Lo o k  a g a in  a t  t h e  f o u r  in t e rv ie w  are as o u t l in e d  in Use fu l t ips. W r i t e  th e m  
a lo n gs id e  th e  c o rr e sp o n d in g  q u e s t io ns fro m  th e  in t e rv ie w .
• w ork  h istory
• persona l ity
• su itab i l ity for company and role
• goa ls and am b it ions

To f in d  o u t  a b o u t  
th e  ca n d id a t e 's:

Q u e s t io ns fro m  d ia lo g u e

• W ha t  are  your w eaknesses , w ou ld  you say?

• W ha t  are your go a ls for the  next f ive  years?

• W ha t do  you fee l has been your b iggest ach ievement to date?
• W hy w ou ld  you l ike  to  leave  your current job?

• W ha t  do  you know  abou t  our company?
• W ha t  makes you su itab le  for th is job , do  you th ink?
• W ha t  is good  custom er service , in your v iew?

Q  Th e  in t e rv ie w e rs sa y  o n e  p o t e n t ia l ly  in a p p ro p r ia t e  t h in g .  W h a t  is it?

Say ing it accurate ly

Q  Co m p le t e  th e  se n t e n c es w i t h  a w o rd  fro m  th e  box .

ch a l le n g e s re w a rd in g se e h ire curre n t
y o u rse l f in d e p e n d e n t ly si tu a t io n gr e a t e s t r ig h t

1 W hy shou ld  I ..................... you  for th is job?
2 Do you pre fer to  w o r k ......................or as part o f  a team?
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3 Te ll me a b it a b o u t .....
4 Te ll me about  a ....................w here  you w orked  w e l l under pressure
5 W ha t  are y o u r ............. ..... streng ths and  w eaknesses?
6 W ha t  has been m o s t .................... abou t  your current job?
7 W ha t  m a jo r ..................... have  you faced  in your current ro le? How

have  you hand led  them?
8 W ha t 's y o u r ..................... sa lary?
9 W here  do  y o u ............. ..... yourse lf in f ive  years?
10 W hy do you th in k  tha t  y o u 'r e .................... fo r  th is job?

Co m p le t e  t h e  co n v e rsa t io n  w i t h  q u e s t io n s fro m  U nd ers t a nd ing  1 and
S a y ing  i t  a ccura te ly 1. In p laces , m ore  th a n  o n e  a n s w e r  m a y  be  correc t .
Mary: ( 1 ) .............................................................................................................. ?

Y iann is: W e ll , I th in k  tha t  I'd be su itab le  fo r  the  posit ion  because I've
had lots o f  re levant exper ience  in my prev ious roles. A lso ,
I th in k  I'd be a good  f i t  fo r  the  company.

M: ( 2 ) ..............................................................................................................?

Y: Q u ite  a b it . I know  tha t  it's the  second largest advert is ing
company in the  country and tha t you emp loy over 500 staff .

M: Tha t 's r ight . Now , te l l me a b it abou t  yourse lf .
( 3 )  ?

Y: Hmm , interest ing quest ion . W e ll , I'm very h ard-w ork ing and
incred ib ly crea t ive , as you  can see from  my port fo l io . But , on 
the  dow ns ide . I'm a lso a b it o f  a perfec t ion ist , so I f ind  it hard 
to  let go  o f  a pro jec t somet imes. But I'm w ork ing  on tha t!

M: OK . And  ( 4 ) ............................................................................................. ?

Y: Tha t  w ou ld  have to  be w hen  an advert isem ent th a t  my team
deve loped  w as nom ina ted  for Best Loca l Ad  o f  the  Year. It was 
gre a t  to  ge t  some  acknow ledgem e n t  for a ll our hard w ork .

M: Uh-huh . ( 5 ) ............................................................................................. ?
Y: W e ll , I've en joyed w ork ing  for a sma ll company and learned a

lot, but I'd rea l ly l ike  the  opportun it ies tha t  are  o f fered  by 
w ork ing  for a large  company, for examp le , the  chance  to p itch 
to  b ig c lients.

M: R ight , so ( 6 ) ............................................................................................. ?

Y: I'd l ike  to  be w ork ing  as a sen ior advert is ing execut ive  w ith  a
number o f  gre a t  cam pa igns under my be lt .

L is t e n  to  th e  c o n v e rsa t io n  fro m  S a y ing  i t  a ccura te ly 2 to  ch e ck  y o u r 
answ e rs . R e m e m b e r th a t  in p laces, m ore  th a n  o n e  a nsw e r m a y  be  correc t .
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