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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 .
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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 .

�  �
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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?
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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?

Speaking vk.com/englishlibrary



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

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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33

�  �
32

Section 2: Telephoning i 27
vk.com/englishlibrary

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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vk.com/englishlibrary

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.
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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.
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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 .
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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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Say ing it c lear ly

�  �  L is t e n  t o  th e se  q u e s t io ns , n o t in g  h o w  th e  u n d e r l in e d  sy l la b le s are  
as s tresse d .

1 What are your greatest strengths and w eaknesses?
2 Why w ou ld you  l ike  to leave your current jo b ?
3 Why do you  th ink tha t you 're  r ight  for this jo b ?
4 What are your goa ls for the next  f ive ye ars?

0  L is t e n  a g a in  to  th e  q u e s t io ns in S a y ing  i t  c le ar ly 1 a n d  re p e a t  th e m .

Say ing it appropr ia te ly

Q  It is v e ry  im p o rt a n t  t h a t  yo u  o n ly  ask  q u e s t io n s t h a t  are  a p p ro p r ia t e  and  
pro fessio n a l . T ic k  th e  q u es t io ns th a t  w o u ld  be  a p p ro pr ia t e  in an  in terv ie w .

1 Te ll me abou t  your typ ica l 6 Are  you o lder than  40?
w ork ing  day. 7 How  w ou ld  your fr iends

2 W ha t 's your star s ign? describe  you?

3 Do you go  to  church? 8 Are  you a H indu?
4 W ha t  is your grea test 9 Do you  come  from  Ch ina  or ig in a l ly?

w eakness? 10 W ha t 's your grea test
5 Are  you  s ing le? ach ievem ent  to  da te?

�  0  L is t e n  t o  th e  se v e n  in t e rv ie w  q u e s t io n s fro m  Und ers t a nd ing  1 a nd  re p e a t  
86 th e m , c o p y in g  th e  sp e a k e r's in t e res t e d  a n d  e n t h u sias t ic  to n e .

Get sp e a k ing

�
87

You  are  in t e rv ie w in g  so m e o n e  fo r  th e  p osi t io n  o f  assis t a n t . P la y  th e
a u d io  CD  a nd  f o l lo w  th e  cu es. You  start .
1 W e lcome  the  cand ida te  and ask h im about  h is su itab i l ity for th is 

posit ion .
2 Respond in an encourag ing m anner and then  ask about  h is strengths 

and weaknesses .
3 Respond in an e ncourag ing  m anner and ask h im to  g ive  you an

exam p le  o f  w hen  he m u lt itasked  in h is current job .
4 Respond in an e ncourag ing  m anner and ask h im about  h is reasons for

leav ing his current role .
5 Respond in an e ncourag ing  m anner and ask h im about  h is goa ls and 

am b it ions for the  next f ive  years.
6 Respond in an e ncourag ing  m anner and end the  interv iew .

W o u ld  y o u  co nsid e r e m p lo y in g  th is p e rso n  f o r  t h e  jo b ?  W h y / W h y  n o t?
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The successful interview  candidate

So, tell me about yourself.

USEFUL TIPS:

• Answer questions fully. Avoid very short answers.

• Be sure about the details on your rdsume, and be prepared to talk about your achievements and experience 
in depth.

• Research the background of the company or organization.

• Listen carefully to the questions you are asked. Answer them with relevant information.

Interv ie w s

K a r l Ev e re t t  fro m  B e rg e rb i ld  is in t e rv ie w in g  p e o p le  f o r  d i f f e re n t  p osi t io ns in th e  
'•gg'1 Eu ro p e a n  sa les te am .

Karl: I see from your resume that you have web design experience as well as in sales.
Candidate 1: Yes, that's right.

K: Hmm. That could be interesting for the development of our Internet presence in Europe. Our website
is very US-oriented at the moment.

C1 : Well, it's something I really enjoy doing. In my current job I was part of a team that did a redesign of
the company website and I learned a lot.

K: What software can you work with?

C1 : Well, I can use Dreamweaver, which is the classic web design tool of course, but I've also got 
experience of using...

K: So, do you th ink you can make a use ful contribut ion to this company?
Candidate 2: Oh, yes.

� : I see.
C2: Yes.

K: Is your previous experience suitable for this position?
C2: Hmm. Yes. Yes, definitely.

K: And you don't think it would be difficult moving into a management position?
C2: No, I don't think so.

K: Really?
C2: No, not at all.

K: Right.
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K:
Srada te  3:

K:
C3:

K:

Perhaps you could tell me, w hat do you know  about th is company?
Well, I know you have been very active in India over the last five years with the Mumbai City Transit 
System. What was it now? A two billion-dollar contract to provide not only the trains but also all the 
electronic equipment for the system, I think.
Yes, quite a difficult project. We had a lot of trouble with subcontractors.
Yes, I understand it was very challenging. But in the end the project was completed on time and 
within budget. So you must have been pleased with the final result.
That's true and, of course, it is an excellent reference project for us...

K:
date 4:

K:
C4:

K:
C4:

Now, could you tell me, w hat are your greatest strengths and w eaknesses, in your opinion?
Hmm, that's an interesting question. Weil, I think my greatest strength is that I never give up. In my 
experience, in order to win a customer you just have to really go on and on looking for a way to give 
them what they want and then you get the sale.
True. And what about weaknesses?
Well, I need to improve my team player skills. Like many salespeople I don't like sharing customer 
information with other salespeople, but sometimes it makes the customer angry when he or she gets 
a visit from two different salespeople with different products from the same company. So, I realize it's 
necessary to share information, but it isn't easy for me to put this into practice.
Right. Well, here at Bergerbild, teamwork is very important.
Yes, yes, I agree. I'm just telling you what I think is my greatest weakness. And I'm working on it.

K:
Sdate 5:

K:
C5:

K:
C5:

So, perhaps you could tell me, w hat has been your b iggest ach ievement to date?
Oh well, I took part in this quiz competition a few years ago when I was at university. I was the head 
of the team and we got to the final of the national tournament. And we only just missed out on the 
top prize. So, there we were in the final round and the other team came from Cambridge —
Sorry, I meant more in the way of —
and we both had eighteen points each and the question came up 'What are the main tributaries of 
the Volga?' Now I knew that.
I meant what was your biggest achievement at work?
Oh, sorry, yes. Urn, well, in my current job we have a team which takes part in quiz competitions in 
pubs and last year we got to the finals. There we were, facing a team from a pub in Cambridge when..

Understand ing

A n sw e r  th ese  q u e s t io n s a b o u t  th e  f iv e  ca n d id a t es .

C a n d id a t e W o u ld  yo u  h ire  
th is c a n d id a t e ?

W h y / W h y  n o t?

1

2

3

4

5
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Say ing it accurate ly

D  Match the interview quest ions w ith the appropriate strategies to answer them.
So, cou ld  you te ll 
me abou t  yourse lf?

W hy do you w ant  
th is job?

How  w ou ld  your 
co l leagues describe  
you?

How  do you cope 
w ith  w ork ing  
under pressure?

W ha t  is your 
grea test  strength?

W ha t's your 
grea tes t  w eakness? 
Are  you a team  
p layer?
W here  do  you see 
yourse lf  in f ive  
years' t im e?

A lw ays answ er th is quest ion  w ith  a 'yes' and 
back it up w ith  examp les o f  t imes w here  you 
have  demonstra ted  your ab i l ity to  w ork  as 
part o f  a team .
Answ er by em phas iz ing the  posit ive  aspects 
o f  your charac ter tha t  other peop le  may have 
not iced .
Answ er to  show  tha t  you  are  am b it ious but 
not over ly am b it ious . M ake  sure tha t  your 
answ er imp l ies tha t  you env isage  tha t  you 
w i l l st i ll be w ork ing  for the  ta rge t  company 
f ive  years from  now .
Answ er w ith  care . If you say you have  no 
weaknesses, then  you are  c lear ly ly ing . But, 
don 't  choose  anyth ing too  serious tha t  w il l 
make  the  interv iew er lose interest in you . 
Instead , m ent ion  a sma ll w eakness, re levant 
to  your w ork , w h ich  you are  try ing to 
improve .
Don 't  g ive  your l ife  story. S im p ly g ive  re levant 
fac ts re la t ing to  your educa t ion  and w ork  
exper ience .
Exp la in  how  the  ta rge t  posit ion  re la tes to 
your own exper ience , persona l ity , and goa ls . 
M ake  sure tha t  you  choose  a streng th  tha t  is 
re levant to  a w ork  situa t ion .
Emphas ize  the  posit ive  aspects o f  your 
charac ter tha t  m ight  em erge  in a pressurized 
situa t ion .

0  T ic k  th e  w o rds yo u  m igh t  use  to  d escr ib e  y o u r  s t re n g t h s d u r in g  an
in t e rv ie w .
consc ient ious log ica l
crea t ive loya l
dependab le m ethod ica l
determ ined mot iva ted
d ip lom a t ic pract ica l
enthus iast ic re l iab le
exper ienced resource fu l
fa ir trustw orthy
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Say ing it c lear ly

�  n Listen to  the  ad jec t ives from  Say ing i t  accurate ly 2. Under l ine  the  sy l lab le
89 stress, fo l lo w ing  the  exam p le .

0  L isten aga in  to  the  ad jec t ives from  Say ing i t  accurate ly 2 and  repea t
them .

Say ing it appropr ia te ly

�
90

Listen  to  the  aud io  CD . Dec ide  in each case  w h ich  cand ida te  g ives the  
most appropr ia te  response  to  the  quest ion .

quest ion  1 cand ida te  1 cand ida te  2
quest ion  2 cand ida te  1 cand ida te  2
quest ion  3 cand ida te  1 cand ida te  2
quest ion  4 cand ida te  1 cand ida te  2
quest ion  5 cand ida te  1 cand ida te  2
quest ion  6 cand ida te  1 cand ida te  2
quest ion  7 cand ida te  1 cand ida te  2
quest ion  8 cand ida te  1 cand ida te  2

Get sp e a k ing

G  D Th in k  o f  your o w n  l ine  o f  w o rk  and  the  k ind  o f  in terv ie w  you  m igh t
a t tend . P lay the  aud io  CD to  start . W hen  you  hear the  beep , pause  and 
respond su itab ly .

0  W r ite  ano ther f ive  qu est ions you  m igh t  be asked  a t an interv iew .
Then  prac t ise  answ e r ing  them . Record yourse l f  for rev iew , if poss ib le .

Cu ltura l note

There are non-verba l w ays o f mak ing a good  impression in an interview. A lw ays dress 
appropriate ly. In most lines o f business, conservat ive dress is the sa fest opt ion . Remember 
to use appropriate body language . Greet your interviewers w ith a sm ile and a firm 
handshake (where appropriate) and , if you're be ing interviewed by a pane l o f people , 
try to make eye contact w ith all o f them as you answer the quest ions.
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19 How do you fe e l about your performance this year?

Carrying out performance reviews

USEFUL TIPS: Th e  purpose  o f the  perform ance  rev ie w  is fo r the  line m an ager to  rev ie w  w h a t  
the  em p loye e  does, eva lua te  ho w  w e l l th ey  perform , and  d iscuss ob jec t ives fo r th e  n ext  year. 
The  line m an ager shou ld:

• discuss the scope of the job, for example the job description, the employee's responsibilities, and any 
changes to them.

• find out the employee's opinion of their performance, and then present their own assessment supported by

• set SMART -  Specific, Measurable, Attainable, Relevant, and Timed -  objectives for the coming year.

Conversa t ion

O Ca t e r in a  B lack , a se n io r  m a n a g e r  a t  Ch esh a m  P h arm a c e u t ica ls , is g iv in g  o n e  o f  h er 
te am  le a d e rs , Ed w ard  W ard , h is a n n u a l p e r fo rm a n c e  re v ie w .

Caterina: So, first of all. I'd like to check if we're on the same page regarding your responsibilities. You supervise
the sales staff for the whole south-eastern region, you're a member of the European sales committee, and 
you coordinate the cooperation between the production team and marketing. Have I missed anyth ing?

Edward: Don't forget, I'm captain of the company's basketball team as well!
C: Of course not! Especially after you won the Intercompany Cup in April. Would you like to add

anyth ing else?
E: No, I think that's covered pretty much everything.
C: Good. So, how  do you feel about your performance th is year?
E: Well, quite good. I hit all my sales targets we set in last year's review.
C: Yes, that's true. My impression is that you enjoy that part of your work most.
E: Hmm, well that is my main responsibility.
C: Quite right. However, working together with the production department is very important and I've

observed that the cooperation between marketing and production hasn't really improved. We still 
seem to have the same problems that we had last year.

E: I'm not quite sure what you mean.
C: Production still complains about lack of advance information from us.
E: Well, they are just so inflexible.
� : I quite agree. But the bottom line is, we have to work together. So, I would like you to establish a

job rotation scheme. I want two salespeople to spend six months in production and two people from
production to replace them in our sales team. That way, both departments will get a better idea of 
what needs to be done.

E: Oh.. . but they won't know any of our customers!
C: Well, you'll have to train them. I expect you to organ ize th is by the end of the month.

evidence.
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C: Yes. I've spoken to Tom Wilkinson in production and he agrees with me that this is the best way
forward. He'll set up a meeting with you for later this afternoon.

E: I see. Well, perhaps it will help.
C: Good. Now, let's move on to discuss your development. Look ing ahead, I think it would be a good

idea if you took part in some project management training.
E: Sure. It's definitely something I'm interested in.
C: Good, because down the line, project work is going to be where the best opportunities for

promotion are in our company. And I feel you need to deve lop your leadership skills.
E: Definitely. I mean I would really appreciate any opportunities I get to improve on that aspect of my work.

E: The end of the month?!

Understand ing

A re  th ese  s t a t e m e n ts t ru e  or f a lse ?
1 Ca ter ina  asks Edward how  he fee ls he has perform ed  th is year.
2 She asks h im  if he has any prob lems a t w ork .
3 She asks h im  w ha t  he th inks abou t  the  produc t ion  departm ent .
4 She describes the  various aspects o f  his job  and makes sure tha t he agrees.
5 She d iscusses his pro fess iona l deve lopm ent  for the  future .
6 She sets h im  a spec if ic ob jec t ive  to  meet .
7 She te l ls h im about  the  future  p lans for the  company.
8 She te l ls h im how  she fee ls he has perform ed  th is year.
9 She te l ls h im  tha t  she is d isappo inted  w ith  h is perform ance .
10 She asks h im  for fe edback  on how  his team  has perform ed  th is year.

it accura te ly

Re ad  th ese  in t e rv ie w e r  q u e s t io ns a nd  s t a t e m e n ts . G ro u p  th e m  in th e  
corre c t  c a t e go r ies , f o l lo w in g  th e  e xa m p le .
D iscuss ing emp loyee 's job  descr ipt ion : 1
Assess ing emp loyee 's perform ance :
Se t t ing emp loyee  an ob ject ive :
D iscuss ing emp loyee 's fu ture  deve lopm ent :
1 Are  you happy w ith  how  I've out l ined  your job  descr ipt ion?
2 Down the  line , I th in k  it w ou ld  be he lp fu l for you to  deve lop  your 

interpersona l sk il ls.
3 Have  I m issed out  anyth ing tha t  you  do  in your pos it ion?
4 How  do you fee l abou t  your perform ance  th is year?
5 I expec t you to  have  comp leted  your rev iew  o f  expenses by Tuesday.
6 I w ou ld  l ike  you  to  organ ize  an emp loyee  F irst A id  course  by January .
7 I've observed tha t  you  are  stead i ly improv ing in a ll areas o f  your job .
8 Is tha t  a fa ir descr ipt ion  o f  your ro le?
9 Look ing ahead , I th ink  you shou ld w ork  to improve your leadersh ip skills.
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10 M oving forward , perhaps we  cou ld look a t management tra in ing courses.
11 My impress ion is tha t  your perform ance  has w ay exceeded our 

expec ta t ions th is year.
12 Please cou ld  you set up a m eet ing w ith  a ll the  re levant personne l by 

the  end o f  the  w eek?

Q  Co m p le t e  th e  c o n v e rsa t io n  w i t h  se n t e n c es fro m  Say ing it accurate ly 1.
In so m e  p laces , m ore  th a n  o n e  a n sw e r  is p ossib le .

M anager: And  so, as personne l assistant , your respons ib i l it ies inc lude
w r i t ing  advert isem ents fo r  vacanc ies , se lec t ing possib le  
cand ida tes , and s it t ing in on the  interv iews w ith  the  
re levant manager. 1

Emp loyee : Yes, tha t 's r ight , but I a lso carry out  induc t ion  days for new
emp loyees and some in-house tra in ing for exist ing employees.

M anager: Oh yes, o f  course ................................................................................
Emp loyee : W e ll , I th in k  I've done  w e l l . I've he lped  to  recru it tw enty-

three  new  members o f  s ta f f  and carried out successfu l 
induc t ions w ith  a ll o f  them .

M anager: Yes, I've had some  posit ive  fe edback  on tha t . As for my
persona l o p in io n , ............................................................................

Emp loyee : Tha t 's very encourag ing  to  hear.
M anager: Grea t . R ight , some emp loyees have  m ent ioned  to  me tha t

they w ou ld  l ike  to  rece ive F irst A id  tra in ing . I'm a ll in 
favour o f  tha t  so

Emp loyee : OK . Shou ld  tha t  be open to  everyone  in the  company?
M anager: Yes, abso lute ly . O K , ........................................................................
Emp loyee : Yes, I'd be very keen to  go  on a m anagem ent course . Thanks.

Say ing it c le ar ly

�  D L isten  to  th ese  sen tences, n o t ing  th e  d if fere n t  pronunc ia t ions o f  's' and  'th'.
93

I've observed tha t you  h i t  a l l your sa les targets.
Have I m issed out  any areas tha t you 'd  l ike to deve lop?
Is there anyth ing e lse tha t you 'd  l ike  to d iscuss?
Moving forward, I th ink tha t we shou ld look  a t management courses.

Q  L is t e n  a g a in  to  th e  se n t e n c es fro m  Say ing i t  cle arly 1 a n d  re p e a t  th e m .

Say ing it appropr ia te ly

�  �  L is t e n  to  th e  sp e a k e rs . H o w  d o  t h e y  so u n d?
1 interested or un interested

78 | Speaking vk.com/englishlibrary



UNIT 19 | Carry ing out perform ance  rev iews

2 nega t ive  or posit ive
3 po l ite  or impo l ite ; assert ive  or shy
4 d ip lom a t ic or b lunt ; angry  or encourag ing

�  �  L is t e n  to  t h e  se n t e n c es fro m  S a y ing  i t  a ppropr ia t e ly  1 a nd  re p e a t  th em .
94

Ge t sp e a k ing

( | ^  �  You  are  c a rry in g  o u t  a p e r fo rm a n c e  r e v ie w  w i t h  y o u r  o f f ic e  m a n age r .
95 K am i l . P la y  th e  a u d io  CD  a nd  f o l lo w  t h e  cues. You  s tart .

1 O ut l ine  Kam i l's job  descr ipt ion  (in the  fo l lo w ing  bu l le t  po ints) and ask 
if  he agrees to:

• m a in ta in ing o f f ice  services
• superv is ing o f f ice  sta f f
• oversee ing o f f ice  records and  e ff ic iency.

Ask  if you have m issed anyth ing .
2 Ask  h im abou t  h is op in ion  o f  h is per form ance  th is year.
3 Agre e  w ith  w ha t  Kam i l says and g ive  h im posit ive  fe edback  on his 

perform ance  th is year.
4 Set h im  an ob jec t ive  regard ing the  im p lem enta t ion  o f  the  second 

phase  o f  the  o f f ice  re furb ishm ent : new  furn iture  and equ ipm ent  for 
the  ground  f loor. M ake  sure tha t  it meets the  SM ART requ irem ents.

5 Move the  conversa t ion  on to  ta lk  about  the  fu ture  and suggest  tha t  
Kam i l shou ld deve lop  his IT sk i l ls and  suggest  tra in ing  on th is.

Q  Th in k  a b o u t  y o u r  o w n  w o rk p la c e .  W r i t e  a l is t  o f  e m p lo y e e s f o r  w h o m
y o u  c arry  o u t  p e r fo rm a n c e  re v ie w s .
1 O ut l ine  the  jobs o f  the  emp loyees tha t  you have  listed . How  m ight  you 

describe these  in a perform ance  rev iew? Pract ise them  a loud .
2 How  have  the  emp loyees perform ed  th is year? Say a sentence  about  

each o f  them  as you  m igh t  in th e ir perform ance  review .
3 Th ink  o f  an ob ject ive  (rea l or im ag inary) for each o f  the  emp loyees and 

make sure tha t  it meets the  SM ART requ irements. Pract ise them  a loud .

Language  note

Well, qu i t e  good , mean ing 'to a degree/ fairly/rather'.
Q u i te  right , mean ing 'comp lete ly'.
I'm not  qu i t e  sure , mean ing 'comp lete ly'.
I qu i t e  agree, mean ing 'comp lete ly'.
In British English , 'qu ite' usua lly means 'to a degree/ fairly/rather', for example , 
'the conference was qu i t e  short .'
In American English , 'qu ite' usua lly means 'comp lete ly' or 'very', for example , 
'the conference was qu i t e  fascinat ing .'
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Persuading your manager

Would you be willing to support my request?

USEFUL TIPS: If you  w a n t  to  ask fo r som e th ing spec ia l from  yo ur manager, you  need to  be w e l l 
prepared .

• Be proactive. Ask your manager for a meeting to discuss what is on your mind.

• Persuade, don't threaten. Decide what exactly you want and be prepared to justify your demands with 
logical arguments, rather than emotional ones.

• Be ready to negotiate. Think in advance about the best alternative to your preferred solution.

• Remain polite. Whatever the result, always thank your manager for their time at the end of the meeting. You 
still have to work with them.

Conversa t ion

� 96
C a n d y  is a h ig h ly  sk i l le d  p rogra m m e r  in a la rg e  so f t w a re  co m p a ny . 
Sh e  w a n ts to  d iscuss an  issu e  w i t h  h e r m a n age r , Jo h n .

Candy Hi John! Do you have a moment?
John Sure, Candy. What can 1 do for you?

� I'd like to schedu le a meet ing w ith you to ta lk about my posit ion. When's a good time for you?
J Er, well, it's probably best if you fix a time with my secretary, OK?
� Fine. I'll do that.

J Come in, Candy, take a seat. Now, what can 1 do for you?
� Well. I'd like to d iscuss my compensat ion packaqe w ith you.
J Really? 1 thought you were happy with the increase we gave you last year!
� Yes, but 1 hope you'l l agree that since last year I've achieved such a lot and we need to consider 

these achievements. For example, 1 was responsible for organizing the conference in Astana last 
month and...
...and finally, 1 managed the ISO 9001 audit, which we successfully completed. So, w ou ldn't you 

agree that my performance th is year has been very successful?
J Well, yes. But what exactly do you want?
� I understand that this year the pay increase is between 3 and 8 per cent. 1 wou ld like to ask for a 

raise at the top end of that scale.
J Ooh! 1 don't know about that, Candy, 1 mean, what about the others?
� If you look at my responsibilities in comparison to my colleagues, 1 am currently underpaid. 

W ou ldn't you say th is shou ld be taken into considerat ion?
J I'm not sure that that is really quite true, Candy.
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C: Oh, I think so. I checked. Compared to programmers in other companies, I'm earning about 4 per
cent less than the market average. Here are the figures.

J: Are you saying you want to leave?
C: No, I just want you to know the background to my request, that's all. I'm sure you can see that it

wouldn't be hard for me to get a better paid job elsewhere.
J: I see.

C: So, would you be w illing to support my request for a higher wage increase?
J: Well, the problem is also your qualifications. Even though you are a fantastic programmer, you don't

have the qualifications on paper for me to justify to the HR department putting you into a higher 
salary level.

� : I thought that might be a problem. So, wouldn't it make sense for the company to invest in
sending me on an advanced programming skills course? The company benefits from my improved 
skills, I have the necessary qualifications on paper and you could then justify to the HR department 
paying me more. I hope you'll agree that that would be a win-win situation for everybody.

J: Hmm. I need to think about this idea.
C: Sure. I'll find a time for another meeting towards the end of the week with your secretary. But thanks

for your time today. I do appreciate that.

U nderstand ing

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  C a n d y  a n d  Jo h n .
1 She agrees w ith  her boss tha t  she doesn 't have  the  qu a l if ica t ions on 

paper and accepts tha t  th is w i l l mean she can 't ge t  a top-end  pay rise.
2 She becomes em ot iona l , t e l l ing  h im  how  much she loves her job .
3 She n egot ia tes w ith  regard  to  her lack o f  qua l i f ica t ions on paper.
4 She  dem ands add it iona l tra in ing .
5 She is po l ite  and than ks her boss for his t ime .
6 She rem inds h im  tha t  he prom ised her a good  pay rise last year.
7 She presents log ica l argum ents on w hy shou ld  she rece ive a top-end  

pay rise .
8 She  says tha t  she w i l l look  fo r  another jo b  if he w on 't  g ive  her a pay 

rise.
9 She  schedu les a m ee t ing w ith  her boss.
10 She  stops by to  see her boss unannounced .

Section 5: Interviews i 81vk.com/englishlibrary

Say ing it accurate ly

Match the tw o  ha lves o f the sentences.
1 I th in k  you 'l l agre e  tha t . . . A . . .a  transfer to  a d if feren t  departm ent .
2 I'd l ike  to  ask for . . . � ... your t im e  today . I do apprec ia te  tha t .
3 W ou ld  you be w i l l ing � . . .m e  to  a t tend  a m anagem ent  tra in ing

to . . . course?
4 I'd l ike  to  schedu le  a D . . .com pensa t ion  package  w ith  you .

m ee t ing w ith  you . . . E . . .m y proposa l for unpa id  leave  is qu ite
5 W ou ldn 't  you  say th is conv inc ing .

shou ld be . . . F . . .support  my request for extended
6 I'd l ike  to  d iscuss my . . . leave?
7 W ou ldn 't  it m ake  sense G . . .w ou ld  be possib le  for me to  extend

for . . . my pa tern ity leave?
8 Thanks for . . . H . . . ta k en  into  cons idera t ion?
9 I tho ugh t  th a t  m ight  be a I . . . to  d iscuss my posit ion .

prob lem . . . J . . . , so perhaps you w ou ld  cons ider th is
10 I w anted  to  ask you if it . . . proposa l?

Say ing  it c lear ly

�  D L is t e n  to  th e  s t a t e m e n ts fro m  S a y ing  i t  accura te ly . R e p e a t  th e m , c o p y in g  
97 th e  rh y th m  o f  th e  spe aker .

�  a L is t e n  a n d  co m p are  th e se  sim i la r so u n ds fro m  th e  un i t .

1. 'ch ' 2.*j* 3. 's' 4. 'z'

ach ie ve d m a n age d d iscuss o rg a n iz in g
such jo b se nse ra ise
m uch sugg e s t io ns sk i l ls sk i l ls

Q  L is t e n  a g a in  to  th e  w o rds fro m  S a y ing  i t  c le ar ly 2 a nd  re p e a t  th e m .

it appropr ia te ly

W h e n  y o u  are  t ry in g  t o  p e rsu a d e  y o u r  m a n a g e r  to  a gre e  to  so m e t h ing , 
use  an  a p p ro p r ia t e  to n e  o f  vo ic e : p o l i t e , co n f id e n t , a n d  p e rsu asiv e .  
W h ich  o f  th e  f o l lo w in g  sp e a k e rs use  an  a p p ro p r ia t e  to n e ?

Say ing

�  D

82 Speaking vk.com/englishlibrary



UNIT 20 | Persuad ing your m anager

speaker 1 speaker 6
speaker 2 speaker 7
speaker 3 speaker 8
speaker 4 spe aker 9
speaker 5 spe aker 10

�  �  L is t e n  a g a in  to  th e  sp e a k e rs fro m  S a y ing  i t  a ppropr ia t e ly  1. Th is t im e , 
100 t h e y  w i l l  a l l use  an  a p p ro p r ia t e  to n e . R e p e a t  w h a t  t h e y  say .

Get sp e a k ing

�  D You  w o u ld  l ik e  a t ra n s f e r  to  th e  US o f f ic e .  P la y  th e  a u d io  CD  a n d  f o l lo w  
th e  cu es . You  s tart .
1 Ask  your boss, Karen , i f you can schedu le  a m ee t ing w ith  her.
2 Th an k  her and exp la in  your request .
3 Rem ind her tha t  you 've  been a loya l emp loyee  over the  last six years 

and exp la in  how  you  are keen for a new  ch a l le nge  and the  
opportun ity to  live abroad .

4 Say th a t  you 've  cons idered th is po int  and w ere  w ond er ing if anyone  
from  the  US o f f ice  w ou ld  cons ider a jo b  sw ap for a fe w  months.

5 Thank  her for her t ime .

W r i t e  a sh o r t  d ia lo g u e  sim i la r to  th e  o n e  in G e t  Sp e a k ing  1. Im ag in e  a 
si t u a t io n  in y o u r  w o rk p la c e  a n d  re p lac e  th e  re q u es t  f o r  a t ra n s f e r  w i t h  
o n e  yo u  m ig h t  m ak e . Prac t ise  th e  d ia lo g u e  a lo ud .

Cu ltura l note

In some cultures, there is more respect for hierarchy than in others. This means that 
employees in some countries are less likely to approach their managers with a diff icult 
issue than employees in other countries. This is worth bearing in mind when work ing 
across cultures.

Grammar note

N o t e  h o w  C a n d y  uses q u e s t io n s t o  m a k e  h er la n g u a g e  so u n d  m ore  p e rsu asiv e .
Sh e  fo rm s m os t  o f  th e se  w i t h  th e  m o d a l v e rb  wou ldn't , w h ic h  im p l ies t h a t  Jo h n  
w i l l a gre e  w i t h  th e  p o in t  t h a t  sh e  is m a k ing .  Th is m a k es h e r so u n d  c o n f id e n t  and  
p e rsu asiv e .
Examp les from  the  text:
Wou ldn't you  say th is shou ld  be take n  into  cons idera t ion?
Wou ldn't it m ake  sense for the  company to  invest in send ing me on an advanced 
program m ing sk il ls course?
Wou ldn't you agre e  th a t  my per form ance  th is ye ar has been very successfu l?
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APPENDIX -  Extended learn ing through COBUILD

This section provides you with information from the COBUILD corpus on key 
vocabulary items in the conversations. It gives information on meaning, usage 
and collocations.

U n i t  1 S t a r t in g  a c o n v e rs a t io n

exactly
• When I left school, I wasn't sure exactly what I wanted to do.
• It is difficult to explain exactly what it is.
• I do exactly what stockbrokers do.

COLLOCATIONS: d o / k n o w / u n d e rs t a n d / d e f in e / e xp la in  something exactly 
exactly r igh t / sure / corre c t  

exactly m a tch / m irror / re p l ica t e  something

SYNONYM : precisely

U n i t  2 T a lk in g  a b o u t  jo b s

challenging
• We cont inue to face a cha llenging retail environment.
• After ten years, I still find my job immensely cha llenging and satisfying.
• My last job wasn't mentally challenging.

COLLOCATIONS: a cha l leng ing r o le / t a sk / e n v iro n m e n t / m a r k e t p la c e  

e x t r e m e ly / in c r e d ib ly / im m e n s e ly  cha l lenging 
in t e l le c t u a l ly / m e n t a l ly / p h y s ic a l ly  cha l lenging

SYNONYMS: demanding, rigorous

rewarding
• Teaching is a worthwhile and rewarding career.
• It's huge ly rewarding when you can sort out a problem for someone.
• Real estate is an industry I've found financially and emotionally rewarding.

COLLOCATIONS: a reward ing jo b / c a r e e r / p r o f e ss io n / p u rsu i t / e n d e a v o u r /  
e x p e r ie n c e

r ic h ly / h u g e ly / im m e n s e ly / h ig h ly  reward ing 
f in a n c ia l ly / e m o t io n a l ly / s p ir i t u a l ly  reward ing

SYNONYMS: gratifying, sat isfying, stimulating
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U n i t  3 S h o w in g  in t e r e s t  in  o t h e r  p e o p le  

negotiation
• It's a matter for negot iation between an employer and their workforce .
• We're currently in negot iat ions over a new contract.

COLLOCATIONS: negot iat ion(s) b e t w e e n  peop le
negot iat ion(s) between m a n a g e m e n t / s t a f f / e m p lo y e rs /
w o r k e rs / r e p r e s e n t a t iv e s

negot ia t ions o v e r  som ething
negot ia t ions over a c o n t r a c t / issu e / s e t t le m e n t

negot ia t ions over p a y / p a y m e n t / c o m p e n s a t io n

negot ia t ions w i t h  som eone
negot ia t ions w ith a su p p l ie r / v e n d o r / b u y e r / d e v e lo p e r /  
c r e d i t o r

SYNONYMS: discussion, dialogue

PHRASES: under negot iation, subject to negot iation, open to negotiation,
in negot iations

U n i t  4  E x c h a n g in g  in f o rm a t io n

apparently
You use appare n t ly to indicate that the information you are giving is something
that you have heard, but you are not certain that it is true.
• Apparently, all new manufacturing is to take place in eastern Europe.
• Apparently, the meeting today was very positive.
• He resigned, apparent ly because of disagreements w ith his boss.

SYNONYMS: seemingly, supposedly

U n i t  5 C o ld  c a l l in g

risk
• Most investors avoid risk when they can do so w ithout sacrificing return.
• There is a significant risk that the company will fail.
• Most firms are tak ing risk management seriously.

COLLOCATIONS: a v o id / e l im in a t e / m in im iz e  risks
a h ig h / p o t e n t ia l / s ig n i f ic a n t / s e r io u s  risk 
a lo w / m in im a l / s l ig h t / t in y  risk 
a risk o f  som ething 
a risk o f f a i lu r e / in ju ry / d e a t h  
a se c u r i t y / s a f e t y / in v e s t m e n t / in f la t io n  risk 
risk a ss e ssm e n t / m a n a g e m e n t
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U n i t  6 C o n f ir m in g  o r  r e a r r a n g in g  a p p o in t m e n ts  

appointment
• Just give me a call and we can arrange an appointment .
• Your appointment is scheduled for tomorrow morning.
• Can I possibly make an appointment for another day?

COLLOCATIONS: m a k e / r e q u e s t / a rr a n g e / b o o k / sc h e d u le  an appo intment 
c o n f irm / c a n c e l / m iss / r e sc h e d u le  an appo intment 
a s c h e d u le d / u rg e n t / a v a i la b le  appo intment 
an appo intments d ia ry / c a l e n d a r / b o o k / sc h e d u le

an appo intment w i t h  som eone
an appo intment w ith a m a n a g e r / c o n su l t a n t / sp e c ia l is t /  
a d v is e r

U n i t  7 M a k in g  a c o m p la in t  o n  t h e  t e le p h o n e
unsatisfactory

• I found the service totally unsatisfactory.
• Their behaviour has been wholly unsat isfactory and foolish, to say the least.
• The new charging arrangements are patently unfair and unsatisfactory.

COLLOCATIONS: an unsat isfactory s i t u a t io n / p e r f o rm a n c e / e x p la n a t io n /  
o u t c o m e

p r o f o u n d ly / d e e p ly / w h o l ly / t h o r o u g h ly / t o t a l ly
unsat isfactory
f in d / c o n s id e r / d e e m  som eth ing unsat isfactory 

SYNONYMS: inadequate, unacceptable

ANTONYMS: satisfactory, acceptable

U n i t  8 D e a l in g  w i t h  a c o m p la in t  o n  t h e  t e le p h o n e
refund

• Unfortunately, we can only offer a refund, exchange , or repair if a product 
is faulty.

• I'm afraid that we cannot offer refunds for cancellations.
• We will replace it or issue a refund, whichever you choose.

COLLOCATIONS: a f u l l / c o m p l e t e / p a r t ia l / p o ss ib le  refund 
d e m a n d / e x p e c t / r e q u e s t / o b t a in  a refund 
o f f e r / p ro m is e / issu e / a rr a n g e / g iv e  a refund 
a refund p o l ic y / o f f e r / g u a r a n t e e / r e q u e s t

SYNONYM : reimbursement
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U n i t  9 R u n n in g  a f a c e - t o - f a c e  m e e t in g  

agenda
• There are four main points on the agenda of today's meeting.
• Point one on the agenda is to welcome the new staff.
• We may need to postpone some items on the agenda for the next meeting.

COLLOCATIONS: the agenda f o r  som ething
the agenda for the m e e t in g / c o n f e r e n c e / s e ss io n

o n  the agenda 
a p o in t / i t e m  on the agenda 
som eth ing t o p s / d o m in a t e s the agenda 

som eone s e t s / o u t l in e s the agenda

SYNONYMS: plan, programme

U n i t  10 N e g o t ia t in g  a g r e e m e n t  

proposal
• We would certainly consider any proposals you have in mind.
• I think that's an interesting proposal, but it won't suit everyone.
• We have already discussed several proposals affect ing tender offers.

COLLOCATIONS: su b m i t / p r e se n t / o u t l in e / p u t  f o r w a r d  a proposal 
a c c e p t / r e je c t / d isc u ss / c o n s id e r / r e v ie w  a proposal 
a w o r k a b le / a c c e p t a b i e / in t e r e s t in g / a t t r a c t iv e  proposal 
an u n w o r k a b le / u n a c c e p t a b le / u n r e a l is t ic  proposal

SYNONYMS: plan, suggestion, idea

U n i t  11 A s s ig n i n g  a c t io n  p o in ts  

prioritize
1. If you p r io r i t iz e  someth ing, you treat it as more important than other
things.
• The company wants to prioritize debt repayments.
• The government is prioritizing the service sector.
2. If you p r io r i t iz e  the tasks that you have to do, you dec ide wh ich are the
most important and do them first.
• We'll need to prioritize assignments so that everything continues to run 

smoothly.
• I tend to prioritize ruthlessly and sacrifice the non-essentials.
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U n i t  12 R u n n in g  a t e le c o n f e r e n c e  

outsource
• Outsourcing graphic design tasks and printing jobs would make sense for us.
• Cost saving is the big driver for outsourcing work.

• Offshore outsourc ing isn't always the cheapest option.

COLLOCATIONS: outsource a se rv ic e / f u n c t io n / t a s k / a c t iv i t y

outsource w o r k / m a n a g e m e n t / m a n u f a c t u r in g / r e p a ir  

outsource o f fsh o r e / o v e rs e a s / a b r o a d

SYNONYM : relocate

U n i t  13 P r e s e n t in g  a p ro d u c t  o r  s e rv ic e  

advantage
• Our key advantage over competitors is that we manufacture all our products 

to order.
• This means we are able to take advantage of the very latest costs.
• To take advantage of this incredible offer, you need only visit our website.

COLLOCATIONS: a d is t in c t / o b v io u s / d e f in i t e / c o m p e t i t iv e  advantage  
an advantage  o f  som ething 
t a k e  advantage  o f som ething 
take advantage  o f a d is c o u n t / o p p o r t u n i t y / o f f e r  

an advantage  o v e r  som eone /something 
an advantage  over c o m p e t i t o rs / r iv a ls / o t h e rs

U n i t  14 W o r k in g  o n  a s t a n d  

customer
• What are you doing to improve your customer services and support?
• You should ask quest ions in order to understand exactly what the customer 

wants.

• Customer satisfact ion has to be the top priority in all we do.

COLLOCATIONS: a customer b ase

customer sa t is f a c t io n / r e la t io n s / s e rv ic e / f e e d b a c k  

p o t e n t ia l / p r o sp e c t iv e / e x is t in g / lo y a l  customers 
a t t r a c t / t a rg e t / se rv e / sa t is f y / r e t a in  customers 
customers o f  som ething
customers o f a re t a i le r / s t o r e / p ro v id e r / c o m p a n y  

customers w a n t / p r e f e r / d e m a n d  som ething

SYNONYM : client
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U n i t  15 C lo s in g  a sa le  

promotion
• We're target ing this promot ion at business travellers.
• Our latest promotion offers discounts for passengers who book well ahead 

of time.
• We're doing a special promotion on champagne .

COLLOCATIONS: la u n c h / ru n / h o ld / t a rg e t / a im  a promot ion 
target /a im a promot ion a t  som eone 
a promot ion f e a t u r e s / in c lu d e s / in v o lv e s / o f f e rs
som ething
a promot ion h e lp s / e n c o u r a g e s / g e n e r a t e s / b o o s t s
som ething
a sp e c ia l / in -s t o r e / c u t -p r ic e / s e a so n a l / s a le s promot ion 

SYNONYM : offer

U n i t  16 S a y in g  'n o ' p o l i t e ly  

order
• You may cancel within 14 days of placing an order.
• We have received 10,000 orders for this digital music player already.
• I can send you our free mail order cata logue.

COLLOCATIONS: p la c e / m a k e / re c e iv e / c a n c e l  an order
a p o s t a l / m a i l / o n l in e / e x p o r t / m in im u m  order 
an order f o r  som ething
an order for g o o d s / e q u ip m e n t / m a c h in e ry / i t e m s

U n i t  17 T h e  su c c e ss f u l  j o b  in t e r v ie w e r  

position
• Do you see yourself in a management position?
• Wherever possible, senior positions are filled from within the company.
• She has been offered and has accepted the position of managing director.

COLLOCATIONS: h o ld / f i l l / t a k e / a c c e p t / a d v e r t is e / v a c a t e  a posit ion 
a v a c a n t / u n f i l le d / c u rr e n t / f u l l- t im e / s e n io r /  
m a n a g e m e n t  posit ion 
a posit ion as som ething
a posit ion as a c o n su l t a n t / a ss is t a n t / c l e r k / m a n a g e r /  
t r u s t e e

a posit ion w i t h in  som ething
a posit ion w ith in a c o m p a n y / o rg a n iz a t io n / h ie r a r c h y
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U n i t  18 T h e  su c c e ss f u l  in t e r v i e w  c a n d id a t e  
team

• I head the project management team, overseeing major projects for our 
clients.

• As a manager, I try to instil a sense of team spirit and togetherness.
• I'm a big team player and I always place an emphasis on the team.

COLLOCATIONS: le a d / h e a d / m a n a g e / jo in  a team
a c a p a b le / c o n f id e n t / t a le n t e d  team 
a m a n a g e m e n t / d e s ig n / r e s e a rc h  team 
a team p la y e r / m a n a g e r / le a d e r / e f f o r t  
team sp ir i t

U n i t  19 C a r r y in g  o u t  p e r f o rm a n c e  r e v ie w s  

opportunity
• There are certainly opportunities for promotion in the company.
• We like to feel that we can offer a lot of career opportunities to our staff.

• I would welcome the opportunity to travel and discuss projects w ith clients.

COLLOCATIONS: p ro v id e / o f f e r / p r e s e n t / c r e a t e  an opportun ity
s e iz e / w e lc o m e / e x p lo i t / r e l ish / g r a sp  an opportun ity 
a u n iq u e / id e a l / p e r f e c t / g o o d / g r e a t  opportun ity 
a b u s in e ss / c a r e e r / n e t w o r k in g / m a r k e t in g  opportun ity 
an opportun ity f o r  som ething
an opportun ity for a d v a n c e m e n t / p r o m o t io n / g r o w t h /  
in p u t

U n i t  20  P e rsu a d in g  y o u r  m a n a g e r  

package
• They've offered a good redundancy package and are confident they'll get 

enough volunteers.
• The compensat ion package will be added to staff salaries at the end of 

January.

• Can you negot iate a package that suits both you and your boss?

COLLOCATIONS: a c o m p e n s a t io n / r e d u n d a n c y / se v e r a n c e / r e t ir e m e n t
package
o f f e r / u n v e i l / p ro p o s e / a n n o u n c e  a package  
n e g o t ia t e / a c c e p t / t a k e / r e j e c t  a package  
a g e n e ro u s / a t t r a c t iv e / a c c e p t a b le / f a ir  package  
a package  in c lu d e s / in c o rp o r a t e s / c o m b in e s som ething
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ANSWER KEY

Unit 1

Understand ing

Conversat ion 1 D Conversat ion 3 �
Conversat ion 2 A  Conversat ion 4 �

Say ing it accurate ly

D
1 been 6 looking
2 lovely 7 from
3 get 8 isn't
4 long 9 do
5 means 10 come

�
[ 3 ] Alex: No, it's my first trip.
[ 6 ] Sophia: I'm a forensic auditor, which means that

I help hedge funds and banks make sure none of 
their staff are do ing anything illegal.

[ 1 ] Alex: It's a beautiful day today, isn't it?
[ 7 ] Alex: Really? And do you often f ind any illegal

activities?
[ 2 ] Sophia: Absolutely, I love New York in the spring. 

Have you been here before?
[ 8 ] Sophia: More than you m ight expect! Anyway, 

we'd better get back to the presentation...
[ 5 ] Alex: I'm from Athens. It's a great place to live. 

What do you do?
[ 4 ] Sophia: Oh, you must visit the Guggenhe im

Museum and the Empire State Building. Where do 
you come from?

�
1 isn't it?
2 Where do you come from?
3 How did you get here?
4 How long did that take?
5 What do you do exactly?

Say ing it appropriate ly

D
1 friendly
2 unfriendly
3 friendly
4 friendly
5 unfriendly

Get speak ing

D
(Answers will vary. Suggested answers only.)
I'm a ...[insert job t it le]..., which means that ... 
[add interesting fact about job]... .
I took the plane from Charles de Gaulle.
Only an hour or so. It's a very easy flight.
Yes, it is. Have you been here before?
I'm from ...[insert place]... . Did you know t h a t . 
[add interesting fact about p lace],..?

�
Answers will vary.
Model answers from Saying it accurately 2 and 3.

Unit 2

Understand ing

Be brief and precise: 'Well, actually I'm a lawyer. I'm in 
charge o f managing the legal department and we make 
sure that Foodaid understands any legal issues there 
might be in the work it does.'

Show how your job benefits people: 'You feel you are 
doing someth ing useful with vour skills, not iust mak ing 
some company shareholders richer.'

Make it relevant to the person you're talking to: 'J: There 
are lots of different jobs at Foodaid. What subject do you

study at university? / S: Engineering. / J: Very important 
for Foodaid.'

Accentuate the positive: 'You'll never be rich work ing 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 onto other jobs. Lots of companies like that.': 
'And even if the work is demanding, it's never boring.'

Jenny's mistake was using the acronym 'NGO ', which 
she needed to explain to the student.
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Say ing it accurate ly

D
1F
2D
3H
4G

5C
6A
7E
8B

(Answers will vary. Suggested answers only.)
2 My job involves he lping people to sort out their 

legal affairs.
3 My main responsibility is to prepare and submit 

accounts to the tax authorities.
4 I help children who are sick.
5 I'm in charge of look ing after the employees at 

my company.
6 My job entails carrying out research and teaching 

students at my university.
7 I'm responsible for helping people who are having 

difficulties with their computers.
8 I develop new and excit ing business ideas.

as
in/with
with
for/in

5 at/for
6 on
7 to
8 for/under

(Answers will vary. Suggested answers only.)
1 monotonous
2 rewarding/ fulfilling
3 stressful
4 absorbing/ interest ing/demanding
5 challenging/ interest ing/ fulf illing/absorbing 

interesting/stressful/demanding

Say ing it clearly

D
(Stressed syllables are underlined.)
1 cha llenging 5 interesting
2 monotonous 6 stressful
3 rewarding 7 absorbing
4 fulf illing 8 demanding

Say ing it appropriate ly

D
The speakers are verv(^nthusiast io iinenthusiastic. which 
helps them to a cc e n tu a l th e kDositiy&neaative aspects of 
the ir jobs.

Get speak ing

�  and Q

Answers will vary. Model answer in Saying it accurately 1.

Unit 3

Say ing it accurate ly [ 2 ] Rachel: How awful!

D [1 ] Rachel: Terrible?
[ 4 ] Rachel: That's unbelievable!

1 know 5 How [ 7 ] Rachel: So what you're saying is I went on holiday
2 Really 6 other for a week and come back to find you're a senior
3 terrible 7 saying manager?!
4 That's 8 mean [ 3 ] Rachel: You mean that you were stuck in traffic for 

three hours!
� [ 5 ]

[ 6 ]
Rachel: Really? 
Rachel: Promoted?

To show positive empathy: 1, 3, 6, 7, 9 [ 8 ] Rachel: How amazing! Congratulations!
To show negat ive empathy: 2, 5, 8, 10
To show disbelief: 4, 9

Note that 9 'How incredible!' has two meanings.

1 echoing
empathizing
paraphrasing
empathizing

5 empathizing
6 echoing
7 paraphrasing
8 empathizing

Say ing it appropriate ly

D
In the first extract, Emily's tone isfkeenftjninterested and 
her intonation isfnsina)5fallina. This response encourages 
Casper totfontinueifetop talk ing about the topic.

In the second extract EmjJyMone is keen^uninterestedbnd 
her intonation is risinar a l in a )This response'5nronrages 
Casper to continue ŝtopTCTlona about the topic.
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UNITS 3^1

�
� That's wonderful!
/ Fantastic!

How amazing!
/ Great!

How terrible!
� That's awful!

Oh no!
/ That's dreadful!
/ That's unbelievable!

How incredible!

Get speak ing

D
(Answers will vary. Suggested answers only.)

Unit 4

Understand ing
Offer appropriate informat ion first: 'Christine is so 
successful. She did an amazing job for us dealing with 
that whole corruption scandal last year, don't you th ink?’

Ask questions indirectly: 'You used to work for our new 
chief legal officer. Christ ine Bender, didn't you?'

Create intimacy: 'I really want to thank you, Michae l, for 
tak ing me with you to the meeting.'
'You used to work for our new chief legal officer, 
Christ ine Bender, didn't you?'
'She did an amazing job for us dealing with that whole 
corruption scandal last year, don't you think?'

Say ing it accurate ly

D
1 Candy 2 Michael

�
/ Accord ing to Jane ...

I'm sure that ...
/ I overheard Ben saying...
� Apparently, ...

I'm convinced that ...
/ I heard on the grapevine that

It's certain that ...
� It seems/appears tha t . ..

By all accounts , ...
� ... so I'm told.

It's guaranteed that ...
Did you hear tha t . ..?

� I heard that ...

1 I see/Really?
2 Next year?
3 So what you're saying is you'd like me to source 

some possible new offices?
4 Fantastic! / Great!

�
(Answers will vary. Suggested answers only.)
1 That's fantastic! / A  new job?
2 Really?
3 How terrible!
4 Late?
5 Fantastic! / You mean you'll be moving to America?
6 Oh no! / Really?

�
(Answers will vary. Suggested answers only.)
2 ,3  .. .so I'm told/by all accounts.
1, 4, 5, 8 Apparently/I heard that/lt seems that/

It appears that ...
6 Accord ing to . ..
7 Did you hear tha t ...

�
1 You've spent time in our Washington office, haven't 

you ,Jay?
2 You approved our new brochure before it was sent 

to the printers, didn't you, Rachel?
3 You know our new CEO , don't you, Matt?
4 You're attending our conference this year, aren't you, 

Lianne?
5 You've seen our budget for next year, haven't you, Dan? 

Say ing it appropriate ly

�
question 1: intimate question 4: intimate
question 2: direct question 5: direct
question 3: intimate question 6: intimate

Get speak ing

�
(Answers will vary. Model answers only.)
1 I heard on the grapevine / 1 overheard that the 

company is planning to set up a sports and social 
committee, Max.

2 You don't know anything about that, do you Max?
3 Well, according to Janice, the CEO  is very enthusiastic 

about it.
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4 You don't know when the meeting m ight happen,
do you Max? ... _ � i i |

5 You would want to be involved with it, wouldn't you Answers wl11 varV- Dia lo9ue 15 a model answer 
Max?

U n i t5

Understand ing

[ 4 ] She explains what her company specializes in and 
the reason for her call.

[ 1 ] Macey Chance checks that she is speaking to the 
correct person.

[ 6 ] She sets up a meeting to discuss the matter 
further.

[ 2 ] She introduces herself and says where she works. 
[ 5 ] She asks quest ions to gauge the person's interest. 
[ 3 ] She checks that the person she is speaking to has 

time to talk.

Say ing it accurate ly

D
A  Do you think that's someth ing that might be of 

interest to you?
�  Cou ld we set up a meeting for next week, Mr Lee?
�  My company specializes in designing bespoke

software.
D This is Tom Sweeney from Lermans and Co.
E May I ask you a question, Mr Lee?
F Do you have a moment to speak to me?

�
1 D 4 A
2 F 5 E
3 � 6 �

�
1 � 4 �
2 D 5 A
3 E

Say ing it appropriate ly

D
1 pushy 4 friendly
2 enthusiastic 5 polite
3 abrupt 6 bored

Get speak ing

�
(Answers will vary. Suggested answers only.)
1 Am I speaking to Mr Gulbert?
2 Hello, this i s ......................[first nam e] ......................

[last name] from Top Tier Training.
3 Do you have a moment to speak to me?
4 My company specializes in providing motivational 

tra ining courses for staff. Do you think that's 
something that might be of interest to you?

5 Could we set up a meeting for next Tuesday at 10 a.m.?

�
Answers will vary. Model answer in Get speaking 7.

Unit 6

Understand ing

Tuesday Wednesday
9 a.m. 9 a.m.
10 a.m. 10 a.m. Gerhard Schmidt;
11 a.m. Hippax, Berlin
12 p.m. 11 a.m.

12 p.m.
2 p.m. 2 p.m. Teleconference for
3 p.m. Sabine Gerland, Gerhard Schimdt

Quiddestrasse and colleague
� f4 40 3 p.m.

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

Say ing it accurate ly

D
1 confirm 4 better
2 check 5 teleconference
3 spell 6 forward

�
1 � 4 �
2 A 5 D
3 E
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UNITS 5-7

1 A  3 �
2 �  4 A

Get speak ing

D
(Answers will vary. Suggested answers only.)
The call to Giovanni
1 Hello Mr Fabro, this is ...[first name][last name]... 

from Marlow Construction. How are you?
2 Fine, thanks. I'm just ringing to conf irm our 

appointment for Wednesday morning at 10 a.m. to 
discuss the Westdene Hospital building contract.

3 Can I just check the address? That's 40 Findon Street, 
isn't it?

4 Oh OK, could you spell that for me?
5 Thanks, I look forward to seeing you then. Goodbye.

Say ing it appropr ia te ly
6 Hello Ms Lee, this is ...[first name][last name]... from 

Marlow Construction. How are you?
7 Fine, thanks. I'm just ringing to confirm our 

appointment for Thursday afternoon at 3 p.m. to 
update you on the Queen's Hotel building project.

8 No problem. Would Friday at 3 p.m. be more 
convenient?

9 Great, I look forward to seeing you then. Goodbye .

�
(Answers will vary. Suggested answers only.)
1 Hello, ...[f irst name][last name]...
2 I'm fine thanks, Valerie. And you?
3 No problem. Would Tuesday be more convenient?
4 Would you like me to arrange a telephone 

conference instead?
5 Yes, I'll email them over as soon as possible.
6 Goodbye .

The call to Joy

Unit 7

Understand ing

Strategy Sentences from the te lephone 
conversat ion

Make sure you're 
speaking to the 
person who can 
help you.

• Cou ld I speak to your 
supervisor, please?
• Cou ld you tell me your name 
and position, please? I'll just 
make a note of that.

State your 
complaint.

• I need to make a complaint.
• I'm afraid I'm not satisfied 
w ith ...

Set out your 
expectations to 
solve the problem.

• I'd like you to ...

Confirm when your 
expectations will 
be met.

• Cou ld you let me know when 
you have ...?
• When will you get back to me?

Say ing it accurate ly

f l
1 I'm sorry to say that I'm not satisfied with this 

product.
2 There appears to be a problem with this product.
3 I'm not at all happy with this service.
4 There seem to be some concerns regarding this 

product.
5 Please could you replace it?
6 Would you ensure that the replacement is sent

today?
7 Would you be able to email me when it has been 

sent?
8 When can I expect to hear from you?

�
damaged mediocre
defective so-so
delayed indifferent
disappointing unacceptable
tolerable unprofessional
poor unreasonable
passable unsatisfactory
inadequate unsuitable

�
forceful not so forceful
extremely absolute ly slight ly
considerably totally somewhat
very complete ly rather
utterly altogether quite
entirely

�
(Answers will vary. Suggested answers only.)
1 I need to make a comment about the latest sales 

figures because they are somewhat/quite/rather/ 
slightly; disappointing/unsatisfactory/mediocre. I'd 
like you to concentrate your efforts on improving 
them over the next quarter.

2 There seem to be some concerns regarding the latest 
delivery, which was extremely/very/considerably 
delayed. Please could you ensure that it's prompt 
next time.

3 I'm afraid I'm not at all happy about the budget 
for the new project, which is altogether/absolutely/
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completely/entirely; unsatisfactory/disappointing/ 
mediocre/ indequate. Please could you revise it 
immediately?

4 There appears to be a problem with the accounts 
system, which is quite/rather/somewhat/slightly; 
disappointing/unsatisfactory/mediocre. I'd like you to 
see that it's fixed by first thing tomorrow.

5 I'm afraid that I'm not satisfied with the new 
catering company because their food was entirely/ 
completely/totally/altogether; unsuitable/ inadequate/ 
disappointing. I'd like you to source some alternative 
suppliers by the start of next week.

Say ing it appropriate ly

D
speaker 1: appropriate ly speaker 4: inappropriately
speaker 2: inappropriately speaker 5: inappropriately
speaker 3: appropriately

1 My name's ...[f irst name][last name]... and I'm CEO 
for Rickmans and Co. I want to speak to somebody 
senior, please.

2 I need to make a complaint.
3 Hello, could I have your name and position, please?
4 I'll just note that down. I hope you can help me.
5 I'm afraid I'm not satisfied with the IT systems that 

have recently been installed in our offices. Employees 
haven't received sufficient tra ining and so are finding 
it very hard to get to grips w ith the new systems.
And the support line, which was supposed to have 
been ava ilable 24 hours a day, has proved unreliable.

6 I would like you to provide addit ional training for 
employees and ensure that the support line is staffed 
24 hours a day, as agreed.

7 Cou ld you inform me when you've addressed the 
problem/spoken to him?

8 When can I expect to hear from you?
9 Thank you for your help on this.

Get sp e ak ing

Un it 8

Understand ing

Tony Hopps -  Queen of the Waves
• cabin problems: booked a cabin on the outside, 

allotted a cabin inside, w ife got seasick.
• buffet lunch: finished by the time they arrived 

at 2 p.m.
• programme changes: fancy-dress party in 

programme for Saturday night didn't take place.
• laundry: fancy-dress costume got lost in laundry.

Proposed act ion:
• refund: refund cost of more expensive outside 

cabin that they didn't receive.
• insurance claim: form on website to complete.
• discount: 10 per cent discount on next booking.

Say ing it accurate ly

D
1G Cou ld you bear with me for 10 minutes while I get 

to the bottom of what went wrong here?
2C I'm terribly sorry for the problems that you're 

experiencing.
3H I can imagine that was terrible.
4E I propose that we offer you some sort of 

compensat ion.
5A I'll make sure that it gets done by the end of 

the week.
6D That must have been dreadful.
7F Cou ld you tell me exactly what happened?
8B I do apologize for our part in this.

�  and �

Phrases to show rearet/empathv: 3H, 6D 
Oh dear, I'm sorry to hear that.
You must have felt terrible!

Phrases to find out what the problem is: 1G, 7F 
Can you give me the details?
So let me just recap.

Phrases to apo logize : 2C , 8B
We would like to apologize to you for these problems. 
We are really very sorry for these difficulties.

Phrases to propose a solution/promise act ion: 4E, 5A 
This is what I propose.
We'll deal with that within a week.
We would like to offer you a 10 per cent discount 
the next time you book an Argonaut holiday as 
compensation for problems you had. Is that acceptable 
to you, Mr Hopps?

Say ing it appropriate ly

D
1 Version 1
2 A , D, and E

Get speak ing

�
(Answers will vary. Suggested answers only.)
1 I can imagine that was terribleVThat must have been 

dreadful. Oh dear, I'm sorry to hear that.
2 Cou ld you bear with me for 10 minutes while I get to
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UNITS 8-9

the bottom of what went wrong here?
3 I'm terribly sorry for the problem that you 

experienced./ l do apologize for our part in this./
We are really very sorry for these difficulties.

4 I propose that we offer you some sort of
compensation./We would like to offer y o u  as
compensation f o r  Is that acceptable to you,
Mr/Ms ...[last name]...?

�
(Answers will vary. Suggested answers only.)
1 Oh dear, I'm sorry to hear that. Cou ld you tell me 

exactly what happened?
2 That must have been dreadful!

Unit 9

Understand ing

So. let's get started, [ensure good timekeeping]
Fabian, would you like to start? [control the discussion] 
So. to sum up point number one, [summarize key 
decisions]
Let's move onto the next point: budget, [ensure good 
timekeeping]
Tony, that's vour field, [control the discussion]
Can I stop you there. Fabian? Let's not get sidetracked. 
Let Tony tell us what exactly is planned and then we 
can ... [control the discussion]
We all have our action points to deal with and we know 
the next steps, [summarize key decisions]
How does everybody feel about that? [control the 
discussion]
So. that wraps up everything for today, [ensure good 
timekeeping]

The one tip that Janette does not follow: she does not 
go through the agenda at the start of the meeting.

Say ing it accurate ly

�
1 coming, down 10 sidetracked
2 make, start 11 sight
3 we lcome, started 12 on
4 aim, fix 13 thoughts
5 agenda, points 14 agree
6 see 15 think
7 look, point 16 up
8 begin/start 17 agreed
9 kick/start 18 sum

3 So let me just recap. The food was delivered late, the 
wait ing staff were not very professional and the food 
itself was not up to our usual standards?

4 I'm terribly sorry for the problems that you've had. I'll 
ensure that all the issues you've raised are addressed.

5 I propose that we offer you a 5 per cent discount on 
your next order as compensation. Is that acceptable 
to you, Mr Grant?

6 OK, shall we say a 10 per cent discount? How does 
that sound?

7 I won't let it happen aga in. Thank you for your call. 
Goodbye .

�
Answers will vary. Dia logue is model answer.

Get speak ing

D
1 I'm glad you could both make it. Perhaps we could 

make a start.
2 The aim of this meeting is to discuss plans for the 

upcoming company conference. On the agenda 
today are the fo llow ing points for discussion: one, 
the program for the day and two, possible locations.

3 So, let's look at point number one on the agenda, 
the program for the day. Rita, would you like to 
start?

4 I like that idea, Rita. What do you think, Paolo?
5 Yes, that's great. Would you be w illing to come 

up with some detailed suggest ions for the type of 
sessions that we could offer?

6 Shall we move onto the next point: possible locations 
for the conference? Any thoughts on this, Rita?

7 Can I stop you there, Paolo? Let's not get sidetracked. 
So, tell us more about the conference facilities at the 
racetrack, Rita.

8 Sounds promising, Rita. Cou ld you get some prices 
for us?

9 Shall I go over the main points that we've agreed? 
With regard to the program for the day, we think 
it would be good for middle managers to give the 
presentations this year and Paolo is go ing to come up 
with some ideas for some interactive sessions for the 
rest of the employees. And with regard to location, 
Rita is go ing to get some prices on the conference 
venue at the racetrack. Is everyone happy w ith that?

10 Would anyone like to add anything?
11 OK, that wraps up everything for today.
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Unit 10

Understand ing

Stage Sentences from the conversat ion
1 Proposal We suggest that we pay you �700 

per head per day.
2 Clarif ication 
of proposal

We need to talk about fees.

3 Counter�
proposal

Well, that's an interesting proposal, 
but �700 per day is far too low. 
�950 is nearer the mark.

4 Discussion Let's think about how we can make 
this work.

5 Suggestions 
of alternatives

Another possibility 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?

6 New proposal If we agree on a daily rate of �750 
per head per day over six months, 
your company will receive �772 ,000 .

7 Agreement I take your point.
We can live with that.

Say ing it accurate ly

n
1 E 4 F
2 �  5 A
3 � 6 D

�
(Suggested answers.)
1 we need to talk about
2 We propose/suggest that
3 that's not go ing to work for us
4 another possibility might be to
5 We suggest /propose that
6 I don't think we could go along with that/That's not 

go ing to work for us
7 we can live with that

Get speak ing

D
(Suggested answers.)
1 We need to talk about what exactly that price would 

include.
2 I don't th ink we could go a long with that. We 

propose that we pay you $150 ,000 inclusive of 
materials.

3 That's an interesting proposal, but I don't think that's 
go ing to work for us. We suggest that we pay you 
$160 ,000 including materials. Have you considered 
the advantages of work ing with us. We're planning 
to renovate our offices all over the country next year, 
so this could lead to a great deal more work in the 
future.

Un it 11

Understand ing

Employee Task(s) a llocated Finish date /  
time

Tony • Taking care o f  Dimitri 
Mischkovic during his 
stay
• Writing report on 
business activities for 
last twelve months.

This weekend 
By Friday 
midday

Lucy • Running SAP training 
programme for system 
users

By end 
September

Fabian • Organizing project 
kick-off meeting

Invitations out 
by this evening

Say ing it accurate ly

�
Ask ing for volunteers to complete a task: 1, 6, 7, 9, 15 
Allocat ing a task to a particular person: 2, 4, 8, 12, 14 
Determining a complet ion time for the task: 3 ,5 ,  10, 11 
13

�
1 of 4 about
2 in 5 by
3 for 6 with

�
1 Is anyone interested in doing this? / Who would like 

to take responsibility for this?
2 .. .can you take care o f that? / .. .will you deal with 

that for me?
3 When do you th ink the statements will be ready by?
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UNITS 10-12

D
1 impolitely 4 impolitely
2 politely 5 impolitely
3 politely 6 politely

Get speaking

D
(Suggested answers only.)
1 Is anyone interested in writing the pitch for the new 

project? Could you handle that, Jessica? Will you be 
able to get it done by Friday?

2 I need somebody to source samples for the new

Say ing  it appropr ia te ly company logo. Would anyone like to put themselves 
forward for this? Chris, could you take care of that? 
Is the end of the month realistic as a deadline?

3 I'm looking for somebody to prepare a quotation 
for a new client, Millwood and Co. Can I leave that 
with you, Ayisha? Can you send that out by next 
Thursday?

4 Are there any volunteers to write an advertisement 
to go in the paper for a new office manager? Would 
you take responsibility for that, Dan? Will you be 
able to get it done by the end of the day?

5 We need to decide who is going to organize the 
purchase and delivery of the new IT hardware. Who 
would like to take responsibility for this? Could you 
deal with that, Sophie? Is November realistic as a 
deadline?

Unit 12

Understanding

At the start, Janette laid out ground rules. She asked 
speakers to:

• give their name first so they knew who was 
speaking

• not interrupt other speakers
• speak clearly
• let her know if anything was unclear.

Carlo interrupted Petra when she was talking about 
software testing.
Lee Mina asked Sanjav to clarify what he meant by 
working 'closely' together.
Everyone agreed on an action point to start discussions 
with key suppliers in Mumbai.
Another teleconference is booked.

Saying it accurately

1 So, it's Karen here.
2 Thank you all for participating today.
3 Before we start, let's just lay out some ground rules 

for telephone conferences.
4 Firstly, please always give your name first.
5 Secondly, don't interrupt other speakers, please.
6 Thirdly, Please could you make sure that you speak 

clearly.
7 Finally, just let me know if anything is unclear.
8 Right, let's run through the agenda.

1 interrupt
2 finish
3 sorry
4 speaker

come
there
finished
let

3 A
4 �

3 polite
4 impolite

2 D

Saying it appropriately

1 impolite
2 polite

Get speaking

(Answers will vary. Suggested answer only.)
So, it's ...[first namej[last name]... here. Thank you all for 
participating today. Before we start, let's just lay out some 
ground rules for telephone conferences. Please always 
give 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, please could you make sure that you speak 
clearly and let me know if anything is unclear. OK?

Excuse me Emin, but I don't think Pierre has finished yet. 
Sorry Jake, could you repeat that using clearer terms, 
please?
Excuse me, Pierre, but I'm afraid I missed that. Could 
you say it again, please?
Excuse me, is that acceptable to you, Emin?
Sorry, can I just come in here? One speaker at a time, 
please.

Answers will vary. Model answer in dialogue and Get 
speaking 1.

Answer key
vk.com/englishlibrary

Un it 13

Understanding

1 �
2 A
3 �

Saying it accurately

D
3, 2, 1

B
1 C  5 E
2 A  6 D
3 �  7 F
4 G

I I
Mv talk today is about/I want to tell you today about 
Telesmart, a new communications package that we're 
offering to our loyal customers. First of all./Firstly. I'll 
demonstrate how it works. Next/Then I'll outline the 
advantages compared to other packages available 
and, finallv./lastlv. I'll show you how it can benefit your 
business...

...which means that you can combine all your business 
communications in one single package. Why is this 
important? Because it is much more straightforward than 
having a number of different providers for each service. 
Let's look now at/Movina onto my next point, how much 
money this can save you every year...
.. .and so, to sum up./in conclusion. Telesmart is a 
convenient way of saving you money. Thank you for your 
time. Now over to you, please feel free to ask questionsTif 
anybody has any questions. I'd be happy to answer them.

Saying it appropriately

�
Sentences 1, 4, and 6 are true. The rest are false.

Get speaking

�
Answers will vary. Model answers in dialogue and Saying 
it accurately 1.

�
Answers will vary.

Unit 14

Understanding

Colin
Field of business: Specialist stamp collecting book 
publisher.
Customers: Children, teenagers, adults, people who have 
retired, mostly male.
Customers looking for: information and books about 
stamps.
Challenges: Reaching customers all over the world.
Add to mailing list? Yes
To do: send copy of demo software

Saying it accurately

f l
(Answers will vary. Suggested answers only.)
1 What line of work are you in?
2 What does that involve exactly?
3 What sort of customers do you have?
4 What do your customers want?
5 What would help you to help your customers?
6 What issues do you face in your line of work?

�
1 �  4 E
2 F 5 �
3 D  6 A

�
(Order of questions/answers may vary, but answers must
follow correct questions.)
[12] Kay: Well, would you be interested in hearing 

more about our website design sen/ice? It would 
be a great way to publicize your services.

[ 2] Kay: Hello Jon, nice to meet you. First of all, what 
line of work are you in?

[ 4] Kay: And what does that involve exactly?
[ 3] Jon: I'm a surveyor.
[ 6] Kay: What sort of customers do you have?
[13] Jon: Yes, I would.
[14] Kay: Here's some more information on that then. 

And can I add you to our mailing list?
[ 5] Jon: Well, I carry out valuations and building 

surveys on properties for clients.
[15] Jon: That sounds like a good idea. I think it would 

be useful to keep up-to-date with any new PR 
ideas.
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[10] Kay: What challenges do you face in your line of 
work?

[ 8] Kay: And what do your customers want from you?
[ 1] Jon: Hello Kay, I'm Jon.
[11] Jon: We find it hard to get our message out to 

new clients without spending lots of money on 
advertising.

[ 7] Jon: Mainly small businesses or private purchasers.
[ 9] Jon: They are looking for a professional service, 

which is delivered promptly and is good value for 
money.

Saying it appropriately

D
speaker 1 �
speaker 2 A
speaker 3 �

Unit 15

Understanding

conversation 1: urgent close 
conversation 2: hard close 
conversation 3: emotional close 
conversation 4: urgent close

Saying it accurately

D
1 How do you think it will look when it's installed?
2 How many can I put you down for?
3 It's only available at this price today.
4 Shall we start the paperwork?
5 We only have this offer for a short time.
6 We've only got six of this item left in stock.
7 What will people say when they see it?
8 What will you feel like when it's in place?
9 When would you like to start?

�
a hard close: 2, 4, 9 
an emotional close: 1, 7, 8 
an urgent close: 3, 5, 6

Saying it appropriately

�
(Answers will vary. Suggested answers only.)
1 Seller's mistake: Seller should not use closed

questions. They should frame the request or sales

�
Speaker 3 is likely to generate most interest because of
the style of their approach.

�
1 I'm [really] sorry but I haven't got any brochures left.
2 Unfortunately I forgot to bring my business cards.

I do [apologize].
3 I'm [afraid] I can't help on you on this. I'll ask a 

colleague.

Get speaking
(Answers will vary. Suggested answers only.)
1 Hello, can I help you?
2 What line of work are you in?
3 Who are your customers?
4 What do your customers want?
5 What challenges do you face in your line of work?
6 Would you be interested in hearing about a new video

link teleconferencing system that would allow you to 
have meetings with customers around the world?

pitch in an open wav.
Seller should have said: It's a great opportunity. Shall 
we start the paperwork?

2 Seller's mistake: Seller should assume customer wants 
to buy the product. Seller should not allow customer 
an easy wav out.
Seller should have said: When would vou like to start?

3 Seller's mistake: Seller should be quiet and let 
customer decide.
Seller should have said: How many can I put vou 
down for?

Get speaking
(Suggested answers.)
1 We have a special offer on this. The 24-hour call �

out feature is included in the basic package at no 
additional cost. But we only have this offer for a 
short time.

2 And so we can do £8.99 per head for the full buffet. 
Shall we start the paperwork?

3 It's only �10,000 to supply hand-made Swedish 
desks and chairs throughout the whole office. What 
will you feel like when you can see the stunning 
designs in place?

4 Our fee is $ 10,000 for the whole audit. When would 
you like us to start?

5 That means it costs only $5,000 a unit when you 
order more than twenty. I should point out though 
that there are only fifty units left in stock. Otherwise, 
you'll have to wait three months till the next 
shipment.
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6 And corporate membership will work out at only feel when you tell them those amazing rates?
£30 a month. How do you think your employees will

Unit 16

Understanding

Conversation 1
C 1 : l'm really sorrv. [Uses emphasizers, for example, 

'really' with 'sorry'] but that's not possible. Company 
policy doesn't allow me to make that kind of deal. 
[Outside circumstances.]

� 1: No, I'm sorrv. [Apology] I have an appointment in 
ten minutes. I don't really have the time right now. 
[Outside circumstances.]

Conversation 2
C2: Unfortunately, that's just not possible. [Apology] I'm 

a freelance journalist, so I really don't need three 
licences. [Explanation.]

C2: Sorry, but that's out of the question. [Apology] I'd 
lose mv job! We have to keep our independence 
from the computer industry. [Outside circumstances/ 
explanation.]

Saying it accurately

�
1 sorry 6 no
2 possible 7 time
3 work 8 back
4 not 9 thanks
5 rather 10 question

�
1 No, I'm sorry. Note that all sentences from Saying it 

accurately 1 would fit here.

2 Unfortunately, that's just not possible ... /I'm really 
sorry, but that's not going to work...

3 I'm afraid I don't really have the time now ...
4 Sorry, but that's out of the question.

Saying it appropriately

D
1 в 3 в
2 A 4 A

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

Get speaking

D
(Answers will vary. Suggested answers only.)
1 No, I'm afraid not. We just don't have the budget 

to purchase additional software this year.
2 I'm really sorry, but I can't change company 

budgeting policy.
3 Sorry, but it's out of the question. Goodbye.

�
Answers will vary. Model answers in Get speaking 1.

Unit 17

Understanding

�
To find out about 
the candidate's:

Questions from dialogue

personality • What are your weaknesses, 
would you say?

goals and ambitions • What are your goals for the 
next five years?

work history • What do you feel has been 
your biggest achievement to 
date?
• Why would you like to leave 
your current job?

suitability for • What do you know about our
company and role company?

• What makes you suitable for
this job, do you think?
• What is good customer service,
in your view?

�
Georgina Harris comments on Mansha Khan's age when 
saying 'Well, you are quite young, aren't you?'
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Saying it accurately

D
1 hire 6 rewarding
2 independently 7 challenges
3 yourself 8 current
4 situation 9 see
5 greatest 10 right

�
1 Why do you think you're right for this job?/What 

makes you suitable for this job, do you think?/Why 
should I hire you for this job?

2 What do you know about our company?
3 What are your greatest strengths and weaknesses?
4 What has been most rewarding about your current 

job?/What do you feel has been your biggest 
achievement to date?

5 So why would you like to leave your current job?
6 Where do you see yourself in five years' time?/ 

What are your goals for the next five years?

�
Appropriate questions: 1, 4, 7, 10. The rest are
inappropriate questions.

Get speaking
(Answers will vary. Suggested answers only.)
1 Thanks for coming today, it's nice to meet you. What 

makes you suitable for this job, do you think?
2 OK, great. And what are your greatest strengths and 

weaknesses?
3 Uh-huh, could you give me an example of a time 

when you had to multitask in your current role?
4 That's good. And why would you like to leave your 

current job?
5 Right. And what are your goals for the next five 

years?
6 That's interesting. Thanks for your time. We'll be in 

touch.

Answers will vary with regard to employing this
candidate, but most people would probably think that
the candidate answered the questions effectively.

Say ing it appropr ia te ly

Unit 18

Understanding

Candidate Would you 
hire this 
candidate?

Why/ Why not?

1 Yes He effectively expands on 
details in his resume and 
talks about his relevant 
experience in depth.

2 No He does not reply using 
full sentences and so offers 
no useful or convincing 
information about his 
suitability for the job, 
even when pressed.

3 Yes She demonstrates that 
she has researched 
the background of the 
company and emphasizes 
the positive aspects.

4 Yes She answers the question 
honestly and shows 
that she is aware of her 
weakness and working to 
improve it.

5 No He misinterprets the 
question and does not 
listen when the interviewer 
tries to correct him.

Saying it accurately

�
1 E
2 F
3 �
4 H

There are no correct answers here. It depends on your 
opinion of yourself.

Saying it clearly

�
conscientious
creative
dependable
determined
diplomatic
enthusiastic
experienced
fair

Saying it appropriately
question 1: candidate 2 
question 2: candidate 1 
question 3: candidate 2 
question 4: candidate 2

logical
loyal
methodical
motivated
practical
reliable
resourceful
trustworthy
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question 5: candidate 1 
question 6: candidate 2 
question 7: candidate 1 
question 8: candidate 2

Unit 19

Understanding
Sentences 1, 4, 5, 6, and 8 are true. The rest are false.

Saying it accurately

�
Discussing employee's job description: 1, 3, 8
Assessing employee's performance: 4, 7, 11
Setting employee an objective: 5, 6, 12
Discussing employee's future development: 2, 9, 10

�
Manager: And so, as personnel assistant, your

responsibilities include writing advertisements 
for vacancies, selecting possible candidates, 
and sitting in on the interviews with the 
relevant manager. . . .1,3,  8 ...

Employee: Yes, that's right, but I also carry out induction 
days for new employees and some in-house 
training for existing employees.

Manager: Oh yes, of course. . . .4. . .
Employee: Well, I think I've done well. I've helped to 

recruit twenty-three new members of staff 
and carried out successful inductions with all 
of them.

Manager: Yes, I've had some positive feedback on that. 
As for my personal opinion, . . .7, 11. . .

Employee: That's very encouraging to hear.
Manager: Great. Right, some employees have

mentioned to me that they would like to 
receive First Aid training. I'm all in favour of 
that so . . . 6 . . .

Employee: OK. Should that be open to everyone in the 
company?

Q a n d Q

Answers will vary. Model answers in Saying it accurately 2.

Get sp e ak ing

Manager: Yes, absolutely. OK, . . .10. . .
Employee: Yes, I'd be very keen to go on a management 

course. Thanks.

Saying it appropriately

D
1 interested
2 positive
3 polite: assertive
4 diplomatic: encouraging

Get speaking

�
(Answers will vary. Suggested answers only.)
1 So, your main responsibilities are maintaining office 

services, supervising office staff, and overseeing 
office records and efficiency. Have I missed anything, 
Kamil?

2 How do you feel about your performance this year?
3 Yes, absolutely. My impression is that your 

performance has been very good this year.
4 I'd like you to implement the second phase of the 

office refurbishment, namely new furniture and 
equipment for the ground floor, by [indicate a 
deadline] March of next year.

5 Great. Moving forward, I think you should work 
to improve your IT skills. Perhaps we could look at 
training courses for that?

�
Answers will vary. Model answers in dialogue.
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Unit 20

Understanding
Sentences 3, 5, 7, and 9 are true. The rest are false.

Saying it accurately
1 E 6 D
2 A 7 �
3 F 8 �
4 I 9 J
5 H 10 G

Saying it appropriately

D
Those using an appropriate tone are speakers 1,4,  5, 8, 
and 9. The rest use an inappropriate tone.

Get speaking

D
(Answers will vary. Suggested answers only.)
1 Excuse me, Karen, I'd like to schedule a meeting with 

you to discuss my position.
2 Thank you. I wanted to ask you if it would be 

possible for me to get a transfer to the US office?
3 I appreciate that. But I think you'll agree that I've 

been a loyal employee over the last six years and 
I'm very keen now for a new challenge and the 
opportunity to live abroad.

4 I thought that might be a problem, so perhaps you 
would consider this proposal. Would you be willing 
to see if any of the employees in the US office would 
like to do a job swap for a few months?

5 Thanks for your time today. I do appreciate that.
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AUDIO SCRIPTS

Unit 1

Tra c k  02

Tra c k  06

Unit 2

Tra c k  09

Start ing a conversat ion

A lex: It's a beautiful day today, isn't it?
Soph ia: Absolutely, I love New York in the spring. Have you been here before?

A : No, it's my first trip.
S: Oh, you must visit the Guggenhe im Museum and the Empire State Building.

Where do you come from?
A: I'm from Athens. It's a great place to live. What do you do?
S: I'm a forensic auditor, which means that I help hedge funds and banks make sure

none of their staff are doing anything illegal.
A: Really? And do you often find any illegal activities?
S: More than you might expect! Anyway, we'd better get back to the

presentat ion...

So, what do you do exactly?
[beep]
How did you get here?
[beep]
How long did that take?
[beep]
Marseilles's really beautiful, isn't it?
[beep]
Where do you come from, then?
[beep]

Talking about jobs

1 I'm a nurse. I help to look after people when they are sick.
2 I work in market ing. My main responsibility is to promote new products ahead of 

their launch.
3 I'm a manager on a construction site. I oversee a team of 250 builders and 

twenty administrative staff.
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Unit 3

Tra c k  12

Tra c k  13 

Tra c k  16

4 I'm a PA. My job entails organ izing my boss's affairs.
5 I'm an IT programmer. My company develops websites for my clients.
6 I'm a project manager. I'm responsible for making sure that our projects come in

on schedule and within budget.
7 I'm an architect. I'm in charge of designing new buildings and pitching ideas to 

new clients.
8 I'm a banker. My job involves managing my customers' money effectively and 

profitably.

Show ing interest in other people

Extract 1:
C: For example, in Singapore you discuss prices much earlier in a negotiation than

we do in Germany.
E: Really?

Extract 2:
C: Back in Berlin, I play centre forward for the company football team.
E: Really?

C: For example , in Singapore you discuss prices much earlier in a negotiation than
we do in Germany.
[beep]

C: Back in Berlin, I play for the company football team.
[beep]

I've got some news. I've just found out that they won't renew our lease on this building, 
so we're go ing to have to find a new off ice space.
[beep]
The good thing is that we don't have to be out until the start of next year.
[beep]
And so we've got plenty of time to sort everything out. I'd like you to go away and do some 
research about potential new sites.
[beep]
That's right. And we should put a bit more in the budget for rent next year.
[beep]
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Track 17

Unit 4

T ra c k  19

T ra c k  21 

Tra c k  22

1 I've got a new job!
[beep]

2 I've been to Milan three times on business this month. I think it's a beaut iful city. 
[beep]

3 I went for a wa lk in my lunch hour and it started to rain and I got soak ing wet! 
[beep]

4 I missed my train and was late for the meeting.
[beep]

5 I'm being transferred to the New York office.
[beep]

6 My secretary has just resigned.
[beep]

Exchanging information

Candy: The company is go ing to make redundancies next year. Our department will be
affected.

M ichae l: Apparently, the company is go ing to make redundancies next year. It seems that
our department will be affected.

1 You used to work for our new chief legal officer, Christ ine Bender, didn't you?
2 Have you spent time in our Washington office?
3 You approved our new brochure before it was sent to the printers, didn't you,

Rachel?
4 You know our new CEO , don't you, Matt?
5 Are you attending our conference this year?
6 You've seen our budget for next year, haven't you, Dan?

1 You used to work for our new chief legal officer, Christ ine Bender, didn't you,
Michael?

2 You've spent time in our Washington off ice, haven't you, Jay?
3 You approved our new brochure before it was sent to the printers, didn't you, 

Rachel?
4 You know our new CEO , don't you, Matt?
5 You're attending our conference this year, aren't you, Lianne?
6 You've seen our budget for next year, haven't you, Dan?
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Track 23
[beep]
Uh-huh.
[beep]
Yeah, I've heard the same thing. But it's something that the board isn't keen on, so I'm told. 

[beep]
Well, that's good news. Maybe he'll convince the board in their next meeting.

[beep]
No, I'm afraid not. But I don't think they will approve it this year because they have to wait 
until the new budget is signed off before making any decisions that might require additional 
funding.
[beep]
Absolutely, I think it's a great idea.

Unit 5 Cold calling

Tra c k s 26  a n d  27
1 Do you think that's something that might be of interest to you?
2 Could we set up a meeting for next week, Mr Lee?
3 My company specializes in designing bespoke software.
4 This is Tom Sweeney from Lermans and Co.
5 May I ask you a question, Mr Lee?
6 Do you have a moment to speak to me?

Tra c k  28

[beep]
Speaking.
[beep]
Oh, yes.
[beep]
Yes, I have a few minutes.
[beep]
The idea sounds interesting.
[beep]
Yes, that sounds good. Look forward to meeting you then.
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Unit 6 Con f irm ing or rearranging appo intments

Tra c k  31

1 Hello, it's Jan Stevenson here. How are you?
[beep]

2 I'm very well, thank you. But I'm afraid I have to cancel our meeting next 
Tuesday.
[beep]

3 No, Wednesday isn't any good. I'm afraid, because my partner will be in 
Shangha i and she really needs to attend too.
[beep]

4 Yes, a te lephone conference on Wednesday at 9 a.m. would be great. 
[beep]

Tra c k  32

Giovanni Fabro.
[beep]
Hello, I'm well, thanks. And you?
[beep]
Yes, that's right. I'm looking forward to it.
[beep]
No, it's not Findon, it's Fenchurch Street.
[beep]
O f course, F-E-N-C-H-U-R-C-H Street.

Hello, Joy Lee.
[beep]
Very well, thanks. How are you?
[beep]
Ah, I was go ing to call you today. I'm afraid I can't do Thursday.
[beep]
Yes, that'll be fine.
[beep]

Tra c k  33

[beep]
Hello, this is Valerie Auguste from Finch and Co . How are you?
[beep]
I'm fine. I'm afraid I have to cancel our meeting on Monday.
[beep]
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No, I'm afraid I'm out of the country on business then.
[beep]
A  te lephone conference sounds like a great idea. Will you send me the details? 
[beep]
Thank you, I look forward to hearing from you. Goodbye.
[beep]

Unit 7 Making a complaint on the te lephone

T ra c k  36

1 I need to make a complaint about the latest sales figures, because they are 
somewhat disappoint ing. I'd like you to concentrate your efforts on improving 
them over the next quarter.

2 There seem to be some concerns regarding the latest delivery, which was 
extremely delayed. Why is this? Whose fault is it? I want you to get to the 
bottom of it and tell me who I should shout at.

3 I'm afraid I'm not at all happy about the budget for the new project, which is 
unsatisfactory. Please could you revise it asap.

4 There appears to be a problem with the accounts system, which is extremely 
disappoint ing. Now, you were the one who installed it so I'm holding you 
personally responsible for this. Sort it out.

5 I'm not satisfied with the new catering company because the food was 
disgust ing. I just can't believe that you hired them. What were you thinking?
It was so embarrassing in front of our clients.

Tra c k  37

1 I need to make a compla int about the latest sales figures, because they are 
somewhat disappoint ing. I'd like you to concentrate your efforts on improving 
them over the next quarter.

2 There seem to be some concerns regarding the latest delivery, which was 
extremely delayed. Please could you ensure it's prompt next time.

3 I'm afraid I'm not at all happy about the budget for the new project, which is 
unsatisfactory. Please could you revise it asap.

4 There appears to be a problem with the accounts system, which is extremely 
disappoint ing. I'd like you to see that it's fixed by first thing tomorrow.

5 I'm afraid that I'm not satisfied with the new catering company because their 
food was entirely unsuitable. I'd like you to source some alternative suppliers by 
the start of next week.

Tra c k  38
Recept ion ist:

Recept ion ist:

Hello, Lettermans International, how can I help you? 
[beep]
Can I ask what it's regarding?
[beep]
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Recept ion ist: Please hold the line and I'll connect you.
Jane t : Hello, Customer Relations.

[beep]
Janet : I'm Janet Green and I'm customer relations manager.

[beep]
Jane t : I hope so too. What can I do for you today?

[beep]
Janet : I'm very sorry to hear that. What can we do to improve the situation?

[beep]
Jane t : That sounds perfectly reasonable. I'll have a word with our training manager

today and set up a time for him to return to the offices.
[beep]

Jane t : Of course.
[beep]

Jane t : By tomorrow morning, at the latest.
[beep]

Janet : Not at all, we'll get this fixed as soon as we can.

Unit 8 Dealing w ith a complaint on the te lephone

Tra c k  42

T ra c k  43

1 Cou ld you bear with me for 10 minutes while I get to the bottom of what went 
wrong here?

2 I'm terribly sorry for the problems you're experiencing.
3 I can imagine that was terrible.
4 I propose that we offer you some sort of compensation.
5 I'll make sure that it gets done by the end of the week.
6 That must have been dreadful.
7 Cou ld you tell me exactly what happened?
8 I do apologize for our part in this.

1 And I had to wait for over an hour at the airport before the taxi came to pick me up. 
[beep]

2 The whole conference was a farce! Delegates were wandering from room to 
room and nobody knew where they should be or what was happening. What 
went wrong?
[beep]

3 And it was all your company's fault.
[beep]

4 So what are you go ing to do about it?
[beep./
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Hello, my name is John Grant and I'm afraid there have been several complaints about the 
food that you supplied for our recent conference.
[beep]
Well, firstly the food was delivered late. It was supposed to be served at 12 p.m. and your 
staff didn't reach the building until 12.15 p.m. and by the time they started serving, it was 
12.30. And speaking of staff, several of your waiters didn't seem to know what they were 
doing and ended up spilling food all over the place.
[beep]
Anyway, when the food was finally served up it was cold and tasteless. We ordered Chicken 
Provengal and all we got was a lump of lukewarm meat sw imming in a bland sauce w ith a 
few limp tomatoes. Not very impressive.
[beep]
Yes, that's about the sum of it.
[beep]
OK.
[beep]
Frankly, that doesn't seem enough.
[beep]
OK, I suppose that's acceptable. As long as you can assure us that we won't have the same 
problems again.
[beep]

Track 44

Unit 9 Running a face-to-face meeting 

Tra c k  46
1 Thank you all for coming. Let's get down to business.
2 I'm glad you could all make it. Perhaps we could make a start.
3 I'd like to welcome you all here today. Let's get started.
4 The aim of this meeting today is to fix next year's budget.
5 On the agenda today are the follow ing points for discussion.
6 Look ing at the agenda, you'll see that there are five things to discuss today.
7 So, let's look at point number one.
8 John, would you like to begin?
9 Lynn, would you like to k ick things off?

10 Can you stop there, Paul? Let's not get sidetracked.
11 Let's not lose sight of the main objective here.
12 Shall we move on to the next point?
13 Any thoughts on this, Janine?
14 Do we all agree on this?
15 What do you think, Simon?
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16 OK, that wraps up everything for today.
17 So, let's just summarize the main things we've agreed.
18 So, to sum up, we've agreed the budget for next year.

Track 49
Rita:

Pao lo:

Pao lo:

Rita:

Pao lo:

Rita:

Rita:

Rita and Pao lo:

Rita:
Pao lo:

Yes, I've had some thoughts on this. Last year, we had a series of speakers from 
the senior management team, so we thought that perhaps this year it would be 
good if we asked some middle managers to do the presentations instead?
[beep]
Yes, great idea, as long as the middle managers want to do it, of course! It might 
be nice to include some interactive sessions for the rest of the employees as well.
[beep]
Yes, I'd be happy to.
[beep]
Urn, yes, there's a conference room at the racetrack near the office and I thought 
that we could look into the possibility of having it there. Speak ing of racetracks, 
did you see the Grand Prix last night? Nail-biting stuff ...
Yes, it was great. I couldn't believe that last lap...
[beep]
Sorry, yes, I heard that they have a large conference room and then a separate 
lounge area alongside.
[beep]
Sure, no problem.
[beep]
Yes.
[beep]
No.
I don't think so.
[beep]

Unit 10 Negot iat ing agreement 

Tra c k  54
So I reckon we can do the whole job for you, all in at $200,000.

[beep]
Well, that figure would cover manpower and insurance, but not materials, of course. 

[beep]
I'm afraid we can't go along w ith that. Let's think about how we can make this work. 
Another possibility is to pay us by the day for labour and materials?
[beep]
I take your point ... OK, I think we can live with that.
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UNITS 10-12

Unit 11 Assign ing action points

Note that the text for all the audio is on the page of the unit. 

Unit 12 Running a teleconference

Tra c k  60

1 Thank you all for part icipating today.
2 Before we start, let's just check some ground rules for telephone conferences.
3 Firstly, please always give your name first.
4 Right, let's run through the agenda.
5 Sorry Hans, let Zara finish.
6 One speaker at a time, please.
7 Sorry, can I come in here?
8 Fabrice, I don't think Chris has finished yet.
9 Sorry, but I don't quite follow you. Could you repeat what you just said?

10 Sorry, but I didn't quite catch that. Cou ld you run it by me one more time?
11 Sorry, I'm afraid I missed that. Could you say it again, please?
12 Excuse me, but I'm not sure what you meant by that. Would you mind repeating it?

Tra c k  63

P ierre: It's Pierre here. I'm just not sure that's go ing to work if we don't —
Em in: This is Emin here. How about we look at —

[beep]
Jake : .. .Jake  here. I just think it's time to take the bull by the horns on this one.

Kazum i: Excuse me, this is Kazumi. What does 'bull by the horns' mean?
[beep]

P ierre: .. .This is Pierre, [becomes very unclear]
[beep]

Kazum i: ...Kazum i here. It's just I'm not sure what my manager will say if we go down
that route. It depends on a lot of things. I'll have to think about it and look 
over the figures more carefully. It really is a difficult decision, especially in this 
cl imate ...
[beep]

Pierre , Em in ,
Kazum i ,

and  Jake : [all speaking at once]
[beep]
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Un it 13 Present ing a product or service

Tra c k  66

My talk today is about Telesmart, a new communications package we're offering to our loyal 
customers. Firstly, I'll demonstrate how it works. Then I'll outline the advantages compared to 
other packages available and, finally. I'll show you how it can benefit your business...
This means that you can combine all your business communications in one single package . 
Why is this important? Because it's much more stra ightforward than having a number of 
different providers for each service. Let's look now at how much money this can save you 
every year...

And so, to sum up, Telesmart is a convenient way of saving you money. Thank you for your 
time. Now over to you. Please feel free to ask questions.

Unit 14 Working on a stand

Tra c k  68

Jon : Hello Kay, I'm Jon.
Kay: Hello Jon, nice to meet you. First of all, what line of work are you in?
Jon : I'm a surveyor.
Kay: And what does that involve exactly?
Jon : Well, I carry out valuat ions and building surveys on properties for clients.
Kay: What sort of customers do you have?
Jon : Mainly small businesses or private purchasers.
Kay: And what do your customers want from you?
Jon : They are looking for a thorough and professional service, which is delivered

promptly and is good value for money.
Kay: What challenges do you face in your line of work?
Jon : We find it hard to get our message out to new clients w ithout spending lots of

money on advertising.
Kay: Would you be interested in hearing more about our website design service to

publicize what you do?
Jon : Yes, I would.
Kay: Here's some more information on that then. And can I add you to our mailing

list?
Jon : That sounds like a good idea. I think it would be useful to keep up to date with

any new PR ideas.
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UNITS 13-14

Track 69

Tra c k  70

Tra c k  71

Tra c k  72

1 What line of work are you in?
2 What does that involve exactly?
3 What sort of customers do you have?
4 What do your customers want?
4 What would help you to help your customers?
6 What issues do you face in your line of work?
7 Would you be interested in something that could make your life easier?
8 Would you like me to show you our new product?
9 Would you like to hear more about our new product?

10 Do you have a couple of minutes to look at our new product?

Speaker 1: Excuse me, sorry... er, do you have any challenges, er, at work? ...Well, I could
show you the new mailing system, I suppose.

Speaker 2: Tell me about your challenges at w ork . .. Well, then, you need this new mailing
system.

Speaker 3: What challenges do you face in your line of work? ...Would you be interested in
something that could make your life easier, our new mailing system?

1 I'm really sorry, but I haven't got any brochures left.
2 Unfortunately, I forgot to bring my business cards. I do apo logize .
3 I'm afraid I can't help you on this. I'll ask a colleague.

[beep]
Er, hello, urn, I'm just having a look.
[beep]
I run an interior design company.
[beep]
I have some private customers, but mostly it's shops or businesses.
[beep]
They want us to redesign their workspaces and oversee the renovation works.
[beep]
Well, it's hard to get a final decision out of our customers sometimes because the managers 
are dotted around the world in different offices. This can delay our projects and have an 
impact on our costs.
[beep]
Yes, that does sound interesting.
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Unit 15 Closing a sale

Tra c k  75

For a hard close
Flow many can I put you down for?
Shall we start the paperwork?
When would you like to start?

For an emotional close
Flow do you think it will look when it's installed? 
What will people say when they see it?
What will you feel like when it's in place?

For an urgent close
It's only available at this price today.
We only have this offer for a short time.
We've only got six of this item left in stock.

Unit 16 Say ing'no 'po l ite ly

Tra c k  77

1 No, I'm sorry.
2 Unfortunately, that's just not possible.
3 I'm really sorry, but that's not go ing to work.
4 I'm afraid not.
5 I'd rather not, thank you.
6 Thanks, but I have to say no.
7 I'm afraid I don't really have the time right now.
8 Thanks, I'll get back to you on that one.
9 Thanks, but no thanks.

10 Sorry, but that's out of the question.

Tra c k s 79  a n d  80

Speaker 1: 
Speaker 2: 
Speaker 3: 
Speaker 4: 
Speaker 5:

I'm really sorry, but I don't have the authority to make a decision on that. 
I'm very sorry, but I'm afraid I have to say no.
I'm so sorry, but that's out of the question.
I'm terribly sorry, but that's not go ing to work.
I'm extremely sorry, but it's just not possible.
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UNITS 15-17

.. .and so that just about sums it up. Shall we start the paperwork?
[beep]
But this offer is a one-off, not-to-be-missed opportunity.
[beep]
Really? But wou ldn't you be able to make an exception for an opportunity such as this one? 
[beep]

Tra c k  82

And so our designers could completely revamp your website for just $5,000. Shall we set up 
a consultation meeting?
[beep]
But just think of all the additional customers that a new website would attract. Surely you 
don't want to miss this opportunity?
[beep]
We could possibly bring it down to $4,500. Would that be of interest to you?
[beep]
Well, that's a shame. But here's my card and if you do change your m ind...

Track 81

Unit 17 The successful job interviewer 

Tra c k  84
Mary: Why do vou think you're right for this iob?

Y iann is: Well, I think that I'd be suitable for the position because I've had lots of relevant
experience in my previous roles. Also, I think I'd be a good fit for the company.

M: What do vou know about this company?
Y: Quite a bit. I know that it's the second largest advertising company in the country 

and that you employ over 500 staff.
M: That's right. Now, tell me a bit about yourself. What are vour greatest strengths

and weaknesses?
Y: Hmm, interesting question. Well, I'm very hard-work ing and incredibly creative,

as you can see from my portfolio. But, on the downside , I'm also a bit of a 
perfectionist, so I find it hard to let go of a project sometimes. But I'm work ing 
on that!

M: OK. And what has been most rewarding about vour current job?
Y: That would have to be when an advertisement that my team developed

was nominated for Best Local Ad of the Year. It was great to get some 
acknow ledgement for all our hard work.

M: Uh-huh. So why would vou like to leave vour current iob?
Y: Well, I've enjoyed work ing for a small company and learnt a lot, but I'd really like

the opportunities that are offered by work ing for a large company, for example, 
the chance to pitch to big clients.
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M: Right, so where do yo u  see yourself in five years' time?
Y: I'd like to be work ing as a senior advert ising executive with a number of great

campa igns under my belt.

[beep]
Well, I've had lots of experience that's relevant for the assistant's position. From what I've 
learned about the company, I think this would be a great place for me to develop my skills 
and learn more about the business.
[beep]
Urn, I'm very well organized and able to multitask. But I also have a tendency to take on too 
much, so I'm trying to improve on that.
[beep]
Well, yes, I organized the company conference last year and had to sort out the venue, 
catering, speakers and so on. My phone didn't stop ringing in the weeks running up to it, 
but it all turned out well in the end.
[beep]
I've been there for six years now and I'm ready for a new challenge.
[beep]
I'd like to gain experience in all areas of business, perhaps with a view to moving into a junior 
sales position.
[beep]

Track 87

Unit 18 The successful interview candidate

Tra c k  90

1 So. could vou tell me about yourself?
Cand ida te  1: Well, I'm 32 years old. I was born in Vancouver but my family moved to the US

when I was 16, so that's how I ended up in Washington. I really enjoyed math 
at high school, so I studied that at college as well. I had a great time while I was
there, made lots of friends and really enjoyed the course. Then I got my first job 
when I was...

Cand ida te  2: I did Business Studies at Princeton and then joined Kays Brothers where I worked
part-time while finishing my accountancy qualif ications. I joined my current 
company five years ago and have worked my way up to audit manager.

2 Whv do vou want this job?
Cand ida te  1: I'd like this job because it would give me an opportunity to work for a larger

organizat ion than I do currently and so broaden my professional experience.
Cand ida te  2: Because it pays well.
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UN IT 18

3 How would vour co lleagues describe vou?
Cand ida te  1: They'd say that I'm very good at team sports and that I'm always good fun. Just

don't ask them what I did after last year's summer conference!
Cand ida te  2: They'd describe me as a team player, who is always dedicated to getting the job

done.

4 How do you cope with work ing under pressure?
Cand ida te  1: I don't really like it.
Cand ida te  2: I try hard not to let pressure get to me and just to concentrate on gett ing the job

done.

5 What is vour greatest strength?
Cand ida te  1: I'm very enthusiast ic. I'm always keen to learn new skills and move out of my

Cand ida te  2:
comfort zone.
I'm really good at motor car racing.

Cand ida te  1:
Cand ida te  2;

What's vour greatest weakness?
I can be a bit lazy.
I have a tendency to take on too much, but I'm trying to improve on that by 
delegat ing wherever appropriate.

7 Are vou a team plaver?
Cand ida te  1: Yes, I was part of the team of people who put together a successful pitch for a

large multi-nat ional client. We each played our part in putting together a great 
presentation and we ended up being awarded the contract.

Cand ida te  2: Not really. I prefer to work by myself.

8 Where do vou see vourse lf in five years?
Cand ida te  1: I'd like to have retired and be sitting on a beach.
Cand ida te  2: I like to think that I would still be work ing here, perhaps as a senior product 

designer.

Tra c k  91

1 So, could you tell me about yourself?
[beep]

2 And why do you want this job?
[beep]

3 How would your colleagues describe you? 
[beep]

4 How do you cope with work ing under pressure? 
[beep]

5 What is your greatest strength?
[beep]
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Unit 19

Tra c k  94

Tra c k  95

Unit 20 

Tra c k  97

6 What's your greatest weakness?
[beep]

7 Are you a team player?
[beep]

8 And where do you see yourself in five years' time? 
[beep]

Carrying out performance reviews

1 How do you feel about your performance this year?
2 I've observed that you are steadily improving in all areas of your job.
3 I would like you to establish a job rotation scheme. I expect you to organize this 

by the end of the month.
4 Down the line, I think it would be helpful for you to deve lop your interpersonal 

skills.

[beep]
No, I think that about covers it.
[beep]
I think I've done well. I've met all my targets in terms of budget cuts and I think the first 
phase of the office refurbishment was successful too.
[beep]
Thanks. That's good to know.
[beep]
OK, that sounds reasonable.
[beep]
Yes, I'd be keen to work on that.

Persuading your manager

1 I think you'll agree that my proposal for unpaid leave is quite convincing.
2 I'd like to ask for a transfer to a different department.
3 Would you be w il ling to support my request for extended leave?
4 I'd like to schedule a meeting w ith you to discuss my position.
5 Wouldn't you say this should be taken into considerat ion?
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UNITS 19-20

6 I'd like to discuss my compensat ion with you.
7 Wouldn't it make sense for me to attend a management training course?
8 Thanks for your time today. I do appreciate that.
9 I thought that might be a problem, so perhaps you would consider this proposal.

10 I wanted to ask you if it would be possible for me to extend my paternity leave.

Tra c k  98
1 achieved, such, much
2 managed, job, suggestions
3 discuss, sense, skills
4 organ izing, raise, skills

Tra c k s 99  a n d  100
1 I think you'll agree that my proposal is quite convincing.
2 I'd like to ask for a transfer to a different department.
3 Would you be w il ling to support my request?
4 Wouldn't you say this should be taken into considerat ion?
5 I'd like to discuss my compensat ion w ith you.
6 Wouldn't it make sense for me to attend a management training course?
7 I thought that might be a problem, so perhaps you would consider this proposal.
8 I wanted to ask you if it would be possible for me to extend my paternity leave.
9 Don't you agree that my performance has exceeded expectations?

10 I'm sure you can understand my concerns.

Tra c k  101

[beep]
Yes, of course. Actua lly I'm free for 15 minutes now, if that suits you.
[beep]
Oh, I'm not sure about that. We need you here, really.
[beep]
I do understand. But what would we do in this office w ithout you?
[beep]
Well, maybe. I'll need to think about it.
[beep]
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