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1 Can | ask who is calling, please?

In this chapter you will:

* read a dialogue between Lucas
and a friend

* read an article about telephone
protocol

* write an email about a phone call

* practise words and phrases
connected with making telephone
calls

» practise useful phrases you heard
in this chapter of the DVD




Dialogue

Lucas talks to his friend after Jessica’s call

Lucas: That was Jessica — the project manager from Shore | was telling
you about,

L 421dey)

Friend: Does she often call you at this hour?

Lucas: It's happened twice already. She's calling from the United States
and forgets about the time difference.

Friend: That's the trouble with mobile phones, isn't it? People can call you
at any time; they forget that it may not he convenient. Why don't
you switch off yours?

Lucas: Well, I normally would. This is the phone | use for work and |
usually have another for private calls, but | forgot to charge it.

Friend: Oh, | see. Actually, | only have one phone, but | use different ring
tones so | know who's calling.

Lucas: How does that help?

Friend: Well, | can tell if it's a friend or family calling by the ring tone.
It anyone calls me about work, and it’s late, | just don't answer.

Lucas: Oh I couldn't do that. If a phone’s ringing, | just have to answer it!

Decide if these statements are true or false.

1 Lucas has talked about Jessica to his friend before.
A True B False

2 This is the first time that |essica has called Lucas at this hour.
A True B False

3 Lucas' friend doesn't like mobile phones at all.
A True B False

4 Lucas other mobile phone is broken.
Al True B False

5 Lucas’ friend sometimes leaves the phone ringing without answering.
A0 True B False

Can | ask who is calling, please? 5



. Chapter 1

20

Reading

Telephone protocol

We use the phone on a daily basis and it's easy to forget just what an
important business tool it is. Like any tool, there are ways to make it mare
effective, A little thought goes a long way when it comes to business
phone calls. "=

Section A
Always pick up the phone as promptly as you can. Don’t leave the phone
ringing endlessly. © When you pick up the phone, say clearly and slowly
who you are and, if appropriate, which department you work in. Callers

will feel more at ease if they have some idea who is on the other end.

Always keep a pen and notepad by your phone so that you can note down
names, numbers and facts. © Before finishing the call, read back a
summary of points mentioned and action to be taken, if any, to the caller.
Always thank them for calling and reassure them that you or a colleague
will respond as soon as possible.

5 Section B ]

Think about timing. Never call outside regular office hours.  Always ask
if this is a convenient time to talk.

Say clearly who you are and what company or department you're calling
from. * Be aware that phone calls can be seen as interruptions and a
waste of time for many people. For this reason it is important that you
plan what you are going to say before you pick up the phane.

Section C
Phone calls can be a difficult way to communicate because we can't see
each other's gestures, For this reason, it's important to be considerate on
the phone. When listening, make acknowledgement sounds to show that
you're paying attention, but don't interrupt too much. = Provide plenty
of opportunities for the other person to speak, and ask them if they have
any questions.




Exercise 1

These sentences have been taken out of the text. Find the right
place for each sentence.

A If you're going to be away from your desk regularly, then program
your answering machine to pick up the call after a few rings.

B Briefly give the background to your call, without going into a long
story, and then hriefly give your reason for calling.

It's also a good idea to note the day and time of the call.
Try not to dominate the conversation,

Here are a few tips:

- om O M

Take into account time zone differences when you're calling overseas.

Exercise 2
Choose the best title for each section:

Section A

A Making calls

2 Phoning in general
Answering a call

Section B

A Making calls

5 Phoning in general
= Answering a call

Section C

A Making calls
Phoning in general

 Answering a call

o) ()

Can | ask who is calling, please?

‘ | 43rdey)



' Chapter 1

Writing

nstructions: You took these notes during a tclephone conversation,
Use the noles to write an email to a colleague summarizing the call.

Caller: Robin Biggs ilegal department) Time' 3.00

Subject: PharmoMed contract

Notes: Mr Biggs checked draft contract = generally okay « not happy with
clause 4 (use of subcontractors) ¢ he suggested telcconference tomorrow
about 10 am (Mr Biggs, Dr Weiss, me, Dr Gibbans, Michele) « call back
before end today to confirm « tel. 00441954567823

Can I ask who is calling, please?



Vocabulary

Match the sentences to make useful phrases for telephoning.

U A WN =

TOoTMmMoA®>

Sorry, but you're breaking . ..

This is a very bad ...

I've been trying all morning to get ...
Could you possibly call ...

Please leave ...

Could you hold ...

One moment, please, while | put you ...
Can lask ..

.. connection. | can hardly hear you.

.. a message after the tone.

... who's calling, please?

.. the line, please?

... through to you. Where have you heen?
... through to Ms Grundig.

... back later?

.. up. Can you repeat that, please?

. | Jadey)



. Chapter 1

Structures

Here are some phrases that Jessica and Lucas used in this chapter of
the DVD. Match each statement with an expression that has a similar
meaning.

| 1 1s lhi‘sagrcno_c-l-‘"'--.I P S

. timetocall? |2 Sorry about that.

N
("3: Ldidn’t catch that. )

N Tg .

/" 4: Have you got a couple
' of minutes?

[ ~"6: Your new European .
- team is on top of things.

"~ 7: lwant to see exactly ™
. wherewestand. -~
. 0E

Do you have a moment?

[ want to knaw what our situation is,
I didn’t hear what you said.

Is it convenient for you to speak now?
They have everything under control.

I do apologize.

Y Mo oD oM M

I'm starting to have doubts,



Evaluation

Use words from the word bank to complete the sentences.

back — basis — breaking up — gestures — get through — hold the line -
on top of — pick — promptly — regular - second - tones

-

(¥

~N o A

10

1

12

I use different ring ____on my mobile so that
| know who's calling me.

It's good manners to return calls

You shouldn't call colleagues outside
office hours.

| didn't catch what you said. Your voice keeps

We all use the telephone on a daily

I'll call you in five minutes, if that's okay.

During a face-to-face conversation, we communicate a lot through

I've been trying to _ all morning but no one is
picking up the phone.

I'm beginning to have

thoughts about this project.
Don't worry! The team In
Paris is completely

things.

Can someone please

that phone up?

please, while | put you
through to Mr Jennings,

. L 491dey)



2 Let’s stick to the schedule

In this chapter you will:

+ read a dialogue between Jessica
and Lucas

* read a text about email etiquette

« write an email from Lucas

» practise words connected with
emailing

« practise phrases and expressions
you heard in this chapter of the
DVD




Dialogue

Jessica talks to Lucas

Complete the dialogue.

M MmO O W >

Lucas:

|essica:

Lucas:

Jessica:

Lucas:

Jessica:

Lucas:

|essica:

Lucas:

Jessica:

Did she tell you?

speaking.

any more delays

Were you aware of this, Lucas?

why didn’t you tell me?

to keep them on track with the agreed schedule

I'll keep you in the picture.

Hello, Lucas Meyers "
Hello Lucas, it's Jessica here.
Hi Jessica, Did you manage to speak to Catherine Girard?

Yes | did, and I've finally found out what's been causing the delay.
It seems they didn’t have plans for the Paris stores and Catherine
has had to make the measurements herself. 2

Yes, | was. Also, Catherine has had to convert all the
US measurements to metric. (2

Yes, she did. The question is, Lucas, ' | really need you to
keep me informed about problems like this as they arise.

Sure, Jessica. I'm sorry about that. It's been very hectic here,
as you can imagine, but in the future

Thanks, Lucas. | really hope so. Anyway, Catherine has
promised to get the plans to us hy Friday.

That's great. I'm sure she'll do a good job.

| think so, too, but | want you =, Lucas. If there are likely to be 7,
I want you to let me know immediately.



‘ Chapter 2
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Reading

Communicating by email

Email is a wonderful thing in many ways, but it can also be extremely
frustrating. We can now communicate with friends and colleagues much
more easily. However, we also have to deal with a daily mountain of
messages in our inbox. Many of these are unnecessary or so badly written
that they simply don't make sense. If we all followed a few simple rules,
the negative aspects of email would be lessened.

First of all, think before you write: Is this message necessary? If the
message you plan to write is urgent, perhaps it's better to make a phone
call. A necessary message is one that gives useful information, or makes a
reasonable request of the recipient. If your message doesn’t do either of
these things, it's not worth sending.

Bear in mind that many of us receive dozens and dozens of emails every
day, For this reason, make your message only as long as it needs to be. As
far as possible, summarize the main points in one or two sentences near
the top of your message so it can be seen on the first screen. Generally,
the style of an email is very different to the style of a letter. An email is
much more functional, and people won't think you rude if you just keep
to the point. However, it is possible to be both polite and concise: please
and thank you are still expected.

Make good use of subject lines. One-word subject lines, such as payment
say nothing. The subject line should at least indicate if the message is
giving information or requesting a response. So, for example, Payment
received with thanks — no response necessary is a more useful subject line.

Reply to messages as carefully as you send them. Don’t hit the reply

5 button if your message is not directly related to the one you received. For

a totally new subject, create a totally new message. Don't be tempted to
combine two messages in one reply, as this can become difficult for the
recipient to deal with.

Finally, be careful who you are replying to. Bear in mind that if you hit
the Reply to all button, then everyone cc-ed into the original message will
get your reply. That can be a very quick way to make a lot of enemies!



Choose the best way to complete each sentence so that it
summarizes a point made in the text.

1

Email is ...

(A essential for most businesses these days.

B a frustrating way to communicate.
£ both useful and frustrating,

Many emails we receive are ...
Al sent to the wrong people.
® difficult to understand.

© rude or silly.

Before you send an email, always make sure .

this is the best way to communicate your message
' you have typed the correct email address.

! you have changed the subject line if necessary.

@ @3>

Make your emails ...

A only one or two sentences long.

(B8] only as long as necessary,

€ short enough to fit onto one screen.

Compared to letters, emails are generally ...
(Al less polite.
{8 more informal.

) more concise.
The subject line of your message should ...
a) show what sort of message it is.

® clearly summarize your main point.
© not be longer than six or seven words.

You can make people annoyed if ...

(&) you mix two messages into one,

(B) you hit the Reply to all button when it's not necessary.
(©) you forget to cc others into your reply.

wonhantrvien con Let’s stick ta the schedule

15
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Writing

Instructions: Imagine you are Lucas. Send a message to another
colleague who is working on the project. Describe the misunderstanding
that occurred in this chapter of the DVD and say what new arrangements
you have made with Catherine Girard.




Vocabulary

Here are some common words connected with emailing.
Match the words with the definitions.

—_——Irxommgnm>

attachment

body

to bounce

to copy infto ccin
distribution list
read receipt
spam

-
subject line 1
VIrusS 2 |
web mail N

A short description which indicates what the message is ahout.

To send the message to a second or third recipient because the
message is of interest to them also.

A collection of email addresses to which a message will be sent.

Messages received from an unknown sender, usually advertising
something.

A reply sent back automatically to the sender to show that their
message has been read.

A piece of software that can enter your computer through email
and cause damage.

A file that you send with your email message. It may be a document
or a photo.

An email account that you can access via a web page on the internet.
The main part of your message.

When a message cannot be delivered because of a technical problem
or an incorrect address, it is said to do this.

¢ rihativiet ce Let’s stick to the schedule 17



‘ Chapter 2

Structures

Each of these sentences contains a phrase or expression you heard
in this chapter of the DVD. Put the words in the correct order to
complete the sentence.

same to twice mistake the make
1 Ididn't want
so I'm calling you earher today.

can you what do for |
2 Good morning, Ralph. =

speed little things up a
3 We're behind schedule and we really needto .~

about sorry mix-up the
4 _ vesterday. | forgot about

the time difference,

off just the with phone got
51 __ Lucas and the news

isn't good.

ahead go please,
6 I'm sorry for interrupling.

hound mistakes happen to are
7 Don't worry too much. | suppose .
____sometimes.

back my messages bouncing keep
8 I don’t know why. but __




Evaluation

Use words from the word bank 10 camplete the sentences.

attachment - body - bounce - cc - concise — inbox — mix-up —
recipient — response — spam — subject line — urgent

1 Oh dear! There are thousands of messages in my

again.

2 | marked the message as because we need

a reply by the end of todav.
3 Your message has nol reached the intended

4 Good emails are not too long. They give the message in a
way.

5 1t's not very helpful just to put one word in the

of your messages

6 This message does not require a

7 Can you . .. the message to everyone
Involved In the project? .

8 lhis message is taking ages to download. Perhaps il has a large

9 The main ot an email should be written

with care.

10 If you use an incorrect email address, your message will probably
back.

11 | keep getting from companies I've never

heard of. offering me things I don’t want.

12 I'm1 terribly sorry about the vesterday.

Let’s stick to the schedule

19
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3 We need to meet face-to-face

In this chapter you will:

* read a dialogue between Greg
and Jessica

* read an article about face-to-face
meetings

* write an email from Lucas
to his assistant

» practise useful words and
expressions you heard in this
chapter of the DVD

* practise using if sentences




Dialogue

Greg speaks to Jessica

oo Mo om 9O Mmom 3>

|essica:

Greg:

|essica:

Greg:

we're not happy with the proposals

She needs to get a feel for the atmosphere here.
How did your conference call with Paris go?

Can he make it?

She doesn’t take these things personally.
Otherwise we'll get even further behind schedule.

No ... Tell me about it.

Hello Greg.

Very well, Jessica, very well. | got right to the point and told them
that

Oh dear. How did Catherine take it?

She took it very well, actually. She’s a professional, Jessica.
| was surprised at Lucas, though. He seemed to like the proposals
a lot. Anyway, you haven’t heard my bright idea.

Jessica: ¢

Greg:

Jessica:

Greg:

|essica:

Greg:

I've decided that they need to come over here. | mean, Catherine
has never been to California. = I think it will inspire her.

That’s a greal idea, Greg. Can they do it, though? | mean,
if they're coming, they'll have to come next week, -

I know, | know. I've asked them to look into it, but | think
Catherine understands how important this is. I'm sure she'll
free up her schedule to make room for the trip.

Let’s hope so. What about Lucas? 7

He'll have to!



Reading

wi

20

&

WHEN ONLY FACE-TO-FACE WILL DO

We live in the age of the tele-
canference, the video conference and
even the web conference. With such
wonderful technology available to us,
is the traditional face-to-face meeting
necessary anymore? Of course! In
fact, there are times when a face-to-
face meeting is the only solution:

Practical reasons

Web and video canferencing are
wonderful tools, but they have their
practical limits. One of these is time-
zone restrictions. Colleagues in
Sydney and London simply cannot
meet at the same time, because
someone will have to give up a night's
sleep for the meeting.

Likewise, there is a limit to the
number of participants that can
practically meet during a tele-
conference. The greater the number
of people involved in a phone call,
the more confusing and chaotic it
becomes.

Bear in mind, also, that the telephone
or the web conference are not natural
ways to communicate. Most people
will begin to feel eye and ear strain
after an hour of holding the phone to
their ear or staring at the computer,

Strategic reasons

Web and teleconferencing are not
suited to the purpose of some
meetings. They are perfect if all you
need to do is give your team a quick
progress update, or pass on some
urgent information.

On the other hand, collaboration on
creative projects is very difficult
without face-to-face meetings. Teams
need to show each other their work
and to share real objects such as
fabrics, colour schemes, proofs or
sketches. This can only be done in
person.

Furthermore, some meetings at
important stages in a project can only
be done face-to-face. Examples of
these are initial planning meetings
or later review meetings. Participants
in these types of meetings need to
brainstorm ideas and make important
and informed evaluations of work
already completed. These are inter-
active activities, which are difficult to
do when you can only hear or see
your colleagues on your computer
screen.

45
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The text lists seven reasons why face-to-face meetings are often
the best solution. Which of these reasons are mentioned?

1
2
3

10

11
12

13

Not all team members may have the necessary technology.
Some people are not very good at using such technology.

When participants live in different countries, the time-zone difference
may make teleconferencing impossible.

Staff may not have suitable training for online meetings
or teleconferencing.

Sometimes there are too many participants.

Long teleconference calls are too expensive for projects
on a small budget.

Long meetings are tiring when conducted on the telephone or
over the computer.

The aim of some meetings can only be achieved by meeting
face-to-face. .

It's not possible to actually work together productively over the phone
or via computer.

If the topic for discussion is confidential, then online meetings are not
secure enough.

Sometimes colleagues need to work together with physical objects.

There are certain points in the life of a project when only a face-to-
face meeting will do.

Some meetings, such as staff performance evaluations, are too
personal or sensitive and only a face-to-face meeting is appropriate.



. Chapter 3

Writing

Instructions: Imagine you are Lucas. Write an email to your assistant,
Marie. Explain Greg's request (explain who needs to go and when). Ask her
to check the project schedule for possible dates and to find suitable
flights. Finally, ask her 1o contact Susan in San Francisco with the details.




Vocabulary

Exercise 1
Who said these things in this chapter of the DVD?

Jessica Greg Lucas Catherine

“6: I'll get right to the point \
_here.

“4: | wanted to make sure
vou are all set for the call.

L

g, " 2: lunderstood we were
. looking for something classier. |

5: Could you give me ™ B

some more specific feedback?
A

/711 It’s not what | had in mind. ™,

Exercise 2

Now match the expressions in bold from Exercise 1 with these similar
phrases.

A Are you ready for the call? D Thisisn't how | imagined
B We wanted a more it would be.

sophisticated image. E Give me more details of your
C I'll say what this is about reaction.

straight away. F  What do you think?

. ¢ adey



‘ Chapter 3

Structures

e oy /'If we had chosenx'"‘“*-».\.
~ Ifthe colourswere ™~ /" 3 californian design company, "\
( brighter, they would be much ) '\___ we would have finished the /
~__closer to what we want. _~ S designalready,
— - ~-,,ﬂ__q___<___ "t

L1 refer to Grammar section, p. 51

Complete these sentences by writing the correct form of the verbs
in brackets.

1 If Shore __ (not decide) to open stores in
Paris, they wouldn't have needed new designs.

2 If Paris weren't so far from San Francisco, communication

__(be} much easier.

3 If Catherine (visit) California betore she
created the first designs, she would have understood the Shore style
better,

4 If |essica were more thoughtful, she
(not call) Lucas late in the evening.

5 if Greg (think) of his idea earlier, it would
have been better for everyone.

6 If the Paris team went to San Francisco, they
(understand) what Greg means about the atmosphere and lifestyle.

26 We need to meet face-to-face



Evaluation

Use words from the word bank ta complete the sentences.

behind - collaborate didn’t have — direct — don’tact face-to-face -
figured - hadn’t had move — point — report - strain

1

1
12

Good morning, PBQ Plastics. How may )

your call?

If 1 a mobile phone. | wouldn’t be able
to do my job.

We are already three weeks __ —_ schedule
We can't 1alk about this over the phone. We need to meet

Sitting too close 1o your computer can causeceye -

I'd like 10 meet tomorrow so that you can give me a progress

It my mobile phone with me, | would
have been in big trouble. .

It's difficult for team members to if there
are big distances between them.

{ you wanted to speak to me personally.
We really need to on this. We don’t have
much time.

it we now, we'll miss our opportunily.
Let me get right to the , lohn. 'm not

at all happy with your work.

We need to meet face-to-face 27
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4 Tell us about yourself

In this chapter you will:

* read a dialogue between Jessica
and Rob Simons

* read a text about telephone
interviews

* write an email summarizing hotel
options

« practise useful phrasal verbs

» practise present perfect simple
and continuous




Dialogue

Rob Simons speaks to Jessica

This is part of the interview that Jessica had with Rob Simons at Axis.
Match Rob’s questions with Jessica’s answers.

A

m O M m

Rob:

Jessica:

Rob:

|essica:

Rob:

lessica:

Rob:

Jessica:

Rob:

Jessica:

Are interpersonal skills important for a project manager?

How much experience do you have of the international market?
What do you think are the qualities of a good project manager?
Are you a team worker or more of an individual?

What financial management experience do you have?

Well, Shore has a European office in Paris, and I've been working
very closely with them recently. We're setting up stores there, and
I've done a lot of research into the European market. Also, | have
regular dealings with our manufacturers based in China.

Oh, the ability to organize is the key skill, | think. But also
determination, persuasiveness and the ability to make decisions
independently.

Absolutely. You need to be able to motivate others, and to listen
to the problems they're encountering.

I'm actually managing quite a large budget for the design of
Shore's new Paris stores. Apart from that, I've been responsible
for managing accounts with suppliers here in the US for a
number of years now.

Oh, definitely the former. | mean, | can work on my own when
necessary, but | enjoy collaboration with colleagues more.



Reading

30

Dealing with telephone interviews: a few tips for success

Section 1
As companies expand around the globe, recruitment by telephone has
become more common. For your next career move, you may have to have
a job interview over the phone. If you find this idea terrifying, you're not
alane. Here are a few tips to help you deal with the dreaded telephone
interview.

Section 2
It's essential that you have a quiet place for the interview. This means a place
where there will be no interruptions and no background noise. If it's difficult
to find a quiet place, then take the morning off work and have the interview
at home,

Section 3
As far as possible, arrange the interview for a time that suits you best. Find

a time when you will not have any other distractions, and when you can
guarantee some peace and quiet. Also, think about the time of day when you
are most mentally alert. Some people, for example, think most clearly in the
morning. On the other hand, most of us are half-asleep just after lunch.

Section 4
Whatever you do, don't use a mobile for the interview. You can't be sure that
you'll get good reception, and your battery may even run out. To be safe, ask
the interviewer to call you on a landline.

Think about using a cordless phone or a phone that has a long cable. This
allows you to get up and walk around during the interview. Standing up
helps you to sound more confident on the phone. Also, some people think
more clearly if they can get up and walk around.

Section 5
It's important that you make yoursell comfortable at a desk or even on the
floor. Lay out your CV, the job advertisement and any other useful notes in
front of you. Most of us get a dry throat during tense situations like inter-
views. To avoid croaking your way through the interview, have a glass of
water nearby.




Exercise 1
Match the headings (A—E) with the sections of the text.

A The nght phone

B Fear of the phone

C Be womfortable and prepared
D The right place

E The right time

Exercise 2

Complete each sentence with ane word from the text.

1 Using telephone interviews for _ . _isnot
unusual thesc days.

2 Many people find telephone interviews a
experience.

3 It'simportant that there are no _ during
your interview,

4 Ity a good 1dea to do the interview from - .

5 Choose the time of day that you are most

alert.
6 It's not a good idea 1o use a phone
for the interview.
7 It'sagood idea to use a _ _ phonc so that
you can stand up and walk around.
8 Your voice will sound more when vou stand.
9 The place where you do the interview should be
and quict,
10 Have some next to you during the

interview in case you have problems speaking.

Tell us about yourself

31
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Writing

tnstructions: Imagine you arc Greg's assistant, Susan. Greg has asked
vou to look into available hotels for the Paris team to stay in during their
visit. You have found the following:

The Belvedere Hotel: $205/might, single room/$ 250/night. double room;
5 minutes from Shore office

The Trocadero: $265/night, double room (special rate, but no single
rooms): 20 minates from Shore office. Very well appointed {gym,
swimming pool, free internet access)

32 Tell us about yourself



Vocabulary

L1 refer to Grammar section, pp. 53— 55

Each of these sentences includes a phrasal verb. Choose the correct
particle to complete each phrasal verb.

1

10

Meeting face-to-face will help speed the project.
A aver 8 up £ on
| can't figure why they have taken so long
to get the initial designs ready.
A) up B in < out
How did you end in Paris?
Al out & with < up
| really hope your plan works , because | can’t
think of another solution.
A up & through C out
Susan, can you please set a teleconference call
with the Paris office?
A out £ off ooup
We need to get together in order to iron
a few problems.
A0 out 81 off C through
Hello. Could you put me to the accounts office,
please?
through B over ©in
Marie has come with a fantastic idea.
A out B up C) off
Let's meet tomorrow morning and go the
designs together.
Al on B with C) through
Let me think about this and I'll get fo you
Ia_:ter today.

A over 8) hack 'C! through

el

 1a1dey)
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' Chapter 4

Structures

= I've worked in the

Tve rPserved the boardroum | fashion industry for a

N _for Monday mormng . number of years. o

1 ve been Iuokmg
for a better position.

LY refer to Grammar section, p. 48

Use the present perfect simple or present perfect continuous form
of the verb to complete the sentences.

11

2 Catherine

(send) a message to Susan already.

(work) on the plans all morning.

3 Marie

4 Greg

51

6 Lucas

(not see) their new offices yet.

(be) to California twice befare,

7 Jessica

8 Don't worry. Greg

_{look) for a job for the last few months.

(not wait) long.

_ (book) hotel rooms for everyone now,

(runj Shore for nearly twenty-five years.



Evaluation

Use words from the word bank to complete the sentences.

career - confident — cordless — end up — have been writing -
have written — interruptions — iron out — mentally - recruitment —
set up - speed up

1

[E-J - N - Y]

L

12

Intcrviews are an important partof the
Process.

Henrt made a very good move when he
joined QPT

Sometimes a face-to-face meeting can help _
the decision-making process.

[ put a sign on the door so that we don't have any ___
during our meeting.

| this report all morning.

How did you In the advertising business?
I'm most . alert in (He morning,

There are still a few small problems to

The trouble with phones is that it’s easy

to forget where you have lelt them.

! dozens of reports over the last five years.

It's important that you sound . —_during
a job interview,

We need to _. d teleconference meeting
with the New York office.

‘ p 1deyd
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5 It’s great to be here!

In this chapter you will:

 read a dialogue between Greg
and Lucas

* read a brochure for teleconference
equipment

* write an email from Jessica
to Catherine

» practise vocabulary connected with
the internet and mobhile telephones

 practise using the future forms
going to and will




Dialogue

Greg talks to Lucas

Complete the dialogue.

A
B
C
D
E
2

Greg:

Lucas:

Greg:

Lucas;

Greg:

Lucas:

Greg:

Lucas:

Greg:

Lucas:

Just look out for a guy with glasses and a beard.
I'll arrange to have you picked up at the airport.
Well, | look forward to meeting up on the twelfth,
How far is the city centre from the airport by taxi?
What can | do for you?

Is this a good time to talk?

Hi Lucas, it's Greg here.
Sure, hi Greg.

Listen, | heard from my assistant Susan that you've booked
your flights over here and you get in late Sunday evening.

That's right, Greg. We get in at about a quarter to twelve
on Sunday night. -

It's about half an hour to your hotel at that time of night,
but don't worry about a taxi.

Really? That's very good of you, Greg.

Not at all. ~ That'’s Steve, our driver. He'll be holding a card
with your names on it.

Fine. Thanks a lot.

No problem. We've also booked you rooms at The Belvedere
Hotel. It's one of the best in this part of the city, so you'll be
comfortable, | hope.

Excellent. &



W Chapter 5

s and you'll see why.

» you to set up conference calls

Reading

VoiceTec: The market leader in teleconference solutions
VoiceTec has been leading the
teleconference industry for over a ‘
decade, Take a look at our latest

generation of teleconference units

a

Business as usual?
Not with VoiceTec!

In line with today's business conference needs, all our latest units offer
internet connection capability. This means you can plug your VoiceTec

» unit into your broadband network and make calls over the internet as an

alternative to a landline connection.

Another new feature which is now
standard with all VoiceTec units is the
ability to connect multiple external
microphones. This allows an almost
unlimited number of participants to
speak from almost any distance
without loss of sound quality.

Finally, all our units now include our

« patented VT Filter noise reduction system which cuts out background

noise and improves microphone performance.

V1300
The 300 series has had a major redesign. As well as its smart new look, if
now has more sensitive microphones. Without external microphones, this

» model allows participants to speak

from a distance of up to ten feet
without loss of sound quality.
Another useful feature is the ability
to plug in a mobile phone, allowing

anywhere via your mobile network,




s use of wireless technology. This gives

VT350
A brand new addition to the VoiceTec
range, the VT350 is the first to make

you the freedom to move out of the
conference room and make your
conference call from just about
anywhere in your office building. Like
the V1300, the internal microphones are sensitive enough to allow
participants to speak from ten feet away and still be heard clearly. The
V1350 also offers voice-encryption technology, ensuring that your
conference call is completely secure.

VT400vc

Top of the VoiceTec range, this state-of-the-art conference unit is the best
on the market today. Its super-sensitive internal microphones allow
participants to speak from up to twenty feet away without loss of sound
quality. In addition to internet connectivity and voice encryption, the
VT400vc also allows you to connect to video conferencing systems. The
VT400vc is truly the ultimate conferencing system.

Read the text and complete the chart which summarizes the features
of the VoiceTec range.

V1300 | VI350 | VT400vc

Max microphone sensitivity: 10 feet v
Max microphone sensitivity: 20 feet
Supports external microphones
Noise reduction system

Wireless connectivity

Mohile phone connectivity

Internet connectivity

Video conference compatible

Voice encryption security features

Lo~ e WN =
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Writing

instructions: Imagine that ucas and Catherine have returmed to Paris
atter a successful trip to Shore in San Francisco. Catherine has already sent
a new design inspired by her visit, and Greg and Jessica like it. Write an
email from Jessica to Calherine, Thank her lor coming, tell her thal you
like the plans and arrange a time for a phone call.

40 It's great to be here!



Vocabulary

Complete the crossword with words to do with the internet.

3
[v]
) B4
sfs| [ [ [ ]
4 ‘ W T
‘ ‘ ] | .;// Those pop-ups are \)
- — \ very annoying! -
- = —]
5 [w] [ [ []
6 7
80| | [ ]

Across
3 A ... isaprogram for viewing the internet.
4 A ... isasmall text file saved on a user's computer when he or she
visits a website,
5 It's very important for companies these days to have a ... on the
internet.
8 You can ... files from a website and save them on your own computer.

Down

1 1f you use the internet, it's very important that your computer is
protected against ...

2 Afast internet connection is often known as a ... connection,

6 Asearch ... isa program or a webhsite which helps you find what you
want on the internet.

7 A ... window is a small web page that appears in a separate browser
window.

‘ G Ja1dey)



' Chapter 5

Structures

“ We're going to take a look
[ at two new lines which will be )
~ coming out next summer

/" Il start looking for ™
S anew assistant

L1 refer to Grammar section, p.49

Exercise 1

Complete each sentence using going to and a verb from the box.

interview = open = visit * travel = work out

1 Catherine to America with Lucas.

2 We more stores in turope.

3 Daniel a marketing plan,

4 Gregand Jessica ____the Paris office in July.

5 MrsKimble __ Jessica tomorrow morning.
Exercise 2

Complete each sentence using will (’ll) and a verh from the box.

change = forward = have = phone * post

1 Don't worry. | - you tomorrow.

2 I'm nol very happy with these colours. I'think | them.
31 the pasta dish, please.

4 Give the letterstomeand | __them for you.
5. Gina's message to you right now.

42 It's great to be here!



Evaluation

Use words from the word bank to complete the sentences.

background - broadband - browser — download - I'll go  C’ll make -
I’m going — I'm going to make — landline — mobile teleconference -
virus

1 We need to set up 4 call with the Berlin
team so they can give us an updale.

2 A internet connection is much faster than
a chal-up connection.

3 It's still cheaper to use a telephone than
a mobile phone.

4 [ think a cup of coffee. Do vou want one?

5 It looks like my computer has been infected bya

6 .. afew more changes to this report before
I send it to you.

7 | can't hear what vou're saying. There's too'much
o noise

8 Peoplewhousether phones at the cinema
or theatre really anhoy me.

9 You can't surf the internet without 4

10 This s a big file. It may take a few minutes to . -
11 | think —

12 Don't forget that to Helsinki tomorrow.

it’s great to be here! 43

out for some [resh air. 1'll be back soon.
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‘ Answer key

CHAPTER 1
Diatogue
1 .27 32 445

Reading
Exercise 1 Exercise 2
EE. A ¢ F B D Section A " Section B+ Sechon (1

Writing Model

Hi Michele

I recerved a call at three o clack this alternoon trom someone called Robin Bggs He works in the
legal department of PharmaMed and hus call was m connection with the PharmoMed contract
They have been through the draft contract and it seems thev are generallv happy with it However
they have an issue with clause 4 This refers to onr 1se of subcontractors during the project They
wnald hike Lo discuss this with us further in a teleconterence session In particular, they would ke to
talk to Or Gibbons vou and me From their side there will be Mr Biggs and Dr Werss.

They are suggesting 1000 tomorrow morming That s okay for me, but can vou please check with
D1 Gibbons and then call Mr Biggs and el him know? His number 15 00441954567823

He's expecung our answer by the end uf Loday

Mant thanky

Glill

Vocabulary
1H: 2A 3E:46.5B8.6D: 7F; 8C

Structures
1:D. 20 3G 4AS: 6 F. 708

Evaluation

1tones, 2 promptly. 3 regular, 4 beeaking up, 5 basis, 6 back; 7 gestures.
B get throngh, 9 second: 10 on top of, 11 pick; 12 Hold the line

CHAPTER 2
Dialogue
B. D A E G F C

Reading
1:1:22.3.,4 5 6.

Writing Model
Hi Harriet
Justwanl to update you an deverspments with the new Shore designs for the Pars stores

Basically, there was a misunderstanding between our office and Jessica Whitheld in the States

44 Answer key



She wds expecting the imitial designs to be ready this week, but Catherine Girard the lead designer.
has been seriously neld up | suggested that Jessica speak directly with Catherine

Anywav, Lhe sood news 1s that | have cantacted Cathenine and she has agreed Lo have the plans sent
Lo us by the end of Trday our tme Allowing for the time difference, this means that the San
franciseo office will bave them by Tniday morning

Could you give me an update on the marketing plan you ve been working on® Thanks

Regards

Luicas

Vocabulary
1H:20 3E; 4G, 5F;61.7A,8):9B:10C

Structures

1 to make the same mustake twice, 2 Whalt can 1 do for you. 3 speed things up a hitde;
4 Sorry about the mix-up, 5 just got ott the phone with: 6 Please, go ahcad, 7 mistakes
are bound to happen, 8 miv messages keep bouncaing hack

Evaluation
11nbox: 2 urgent. 3 recipient, 4 conaise: 5 subject ine 6 response; 7 ¢¢, B attachment,
% hody: 10 hounce, 11 spam, 12 mix-up

CHAPTER 3
Dialogue ’
1CG2A3E46:5B6F.7D

Reading
3:5.7.8 911 12

Wwriting Model

Hi Karne

I have a rather urgent request for vou The San Franasco office have deaded that a small delegation
fram the Paris team need to go out and visit thern in California as saon as possible They want
Catherine Girard and me to go out Lhere for 4 week

(an you please check the project schedule and see which dates are possible for me? Catherine will
be I taach with vou separately to lel vou know when she's available Then please tind suitable
rerirn Hights, and make a provisional booking for us

Once vau've done that, can vou conlact Susdn at the San Francisco office and give her the details?
Please cc in evervone concerned

Many thanks

lucas

Answer key 45
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Vocabulary
Exercise 1
1: Greg; 2: Lucas; 3: Jessica; 4. Jessica; 5: Catherine; 6. Greg

Exercise 2
1D, 2B, 3F, 4A;5E, 6C

Structures
1 hadn't decided; 2 would be; 3 had visited; 4 wouldn't call/wouldn't have called,
5 had thought; 6 would understand

Evaluation
1 direct; 2 didn't have; 3 behind; 4 face-to-face; 5 strain; 6 report, 7 hadn't had;
8 collaborate; 9 figured; 10 move; 11 don't act; 12 point

CHAPTER 4
Dialogue
B (UG OANEEGD

Reading
Exercise 1
Section 1: B; Section 2. D, Section 3: E; Section 4: A; Section 5. C

Exercise 2
1 recruitment; 2 terrifying; 3 interruptions; 4 home; 5 mentally; 6 mobile; 7 cordless;
8 confident; 9 comlortable; 10 water

Writing Model

Dear Greg

As you requested, | have looked into the availability of suitable hotel rooms for the Paris team and
have come up with two options.

The most expensive option is the Trocadero, It's twenty minutes from our offices, but is very

well appointed. There is a swimming pool and gym and guests have free internet access,
Unfortunately, there are no single rooms, and double rooms cost $265 per night. However, this is a
special rate and good value considering the quality of the hotel,

The second, cheaper aption is the Belvedere. They have both single and double rooms, at $205 and
%250 per night respectively. As well as being cheaper, the Belvedere has the advantage that it is only
five minutes trom the office,

Please let me know which of these you would like me to book.

Regards

Susarn

Vocahulary
1E8;2C;3C:4©;5€,6R;73:86,9C;108



Structures
1 've sent; 2 has been working; 3 has booked; 4 has been running; 5 haven't seen;
6 has been; 7 has been looking; 8 hasn't been waiting

Evaluation
1 recruitment; 2 career; 3 speed up; 4 interruptions; 5 have been writing; 6 end up,
7 mentally; 8 iron out; 9 cordless; 10 have written; 11 confident; 12 set up

CHAPTER 5
Dialogue
FEOEDD B DAEC

Reading
VT300:1;3;4,6;7 VI350:1:3;4,5, 7,9 VI400vc: 2,3;4,7,8,9

Writing Model

Dear Catherine

| hope you had a good trip to Faris and that it didn’t take you too long to recover from the jet lag.
On behalf of Greg and everyone else here at the Shore San Francisco office, let me thank you once
again for coming. | think that it was a very successtul few days. Greg and | are confident that you
now have a good feel for the Californian style.

Indeed, looking at the latest design you have sent through, | can see that the trip really has inspired
you. We like it a lot. There are just a few things I'd like to talk throwgh with you, Could we arrange a
short call sometime on Thursday? Please let me know what time suits you best.

Look lorward to speaking ta you,

Kind regards

|essica

Vocabulary
1 viruses; 2 broadband; 3 browser; 4 cookie; 5 website; 6 engine; 7 pop-up;
8 download

Structures

Exercise 1

1 is going to travel: 2 're going to open; 3 is going to work oul; 4 are going to visit,
515 g0INg to interview

Exercise 2

1'll phone; 271l change; 3 Il have; 4 Il post; 5 Il forward

Evaluation
1 teleconference; 2 broadband; 3 landline; 4 I'll make; 5 virus; 6 I'm going to make;
7 background; 8 mobile; 9 browser; 10 download; 11 I'll go; 12 I'm going



Talking about the past:

Present perfect simple and
present perfect continuous

Use

Form

We use the present perfect simple to show that an action has been completed
and therefore has an effect in the present, or to talk about experiences.

We use the present perfect continuous when we want ta emphasize that an
action or situation that started in the past is still continuing or to point out how
long an action has been going an.

present perfect simple
| have ('ve) just spoken to Lucas

| have ('ve) spent some time on the East Coast,

present perfect continuous
We have ('ve) been having some communication difficulties.

| have ('ve) been searching for a better position for a couple of months.



Talking about the future:

will, going to, present continuous, present simple

There are many ways to talk about the future in English, Here are the most common

future forms and their uses.

Use

Form

We use will to make predictions or when we are fairly certain that something

will or won't happen (a) or to express ‘on-the-spot’ decsions {b).

We use going to when we talk about things that we have planned or
have decided to do (c) or to express intentions (d).

We can use the present continuous to talk about arrangements and firm plans

we have made for the future.

We use the present simple to talk about fulure events that have been scheduled.

This is sometimes called the ‘timetable' future.

will

{a} The new European stores will open in major city centres.
{b) 1 will (11} get right to the point.

going to

{c) It is('s) going to be a busy week for us.

(d) They are ('re) going to discuss the new contract on Tuesday,

{d) | am ('m) going to call one of the designers,

present continuous

we are ('re) visiting Paris this summer,

present simple

His plane leaves at six o'clock this evening.

Grammar
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Giving advice and making requests, offers and suggestions:

Modal verbs

Use  The verbs should, ought to, had better can all be used for giving advice and have
asimilar meaning.
The verbs can, could, will, would are useful in guestion form to make requests.
Remember that could and would are more polite than can and will.

Can, could and may are useful in making requests or giving permission,
We usually use be allowed to when we are talking about rules.

We can use the verbs will, shall, can in questions to make offers to do something
for athers.

The verbs let's, shall, can, could are useful for propasing ideas. Let's and can are
maore certain than could and shall,

Form Giving advice

we should start now.

We shouldn’t start yet.

You oughtto leave early.

You ought notto leave early.
You had better leave early.
You had better not leave early.

Making requests — question form

Can vou please call me as soon as you get in?
Could you give me some more specific feedback?
Would you mind telling me where the Loilets are?

Making offers

May | offer you something to drink?

Making suggestions

Shall | send you the details?
Let's all have a seat, shall we?



Talking about possibilities:

If sentences

Use

Form

Making suggestions using if sentences

Use

Form

Use if + present simple + the future with will to talk about situations or events
that are likely to happen if a certain condition occurs. You can also use modal
verhs do, must, can, etc. instead of will.

If they come to California, they will ('ll) understand the style we want.
If you want, | will ('ll) join the meeting, too.
I1fyou don’t hurry, you will ('ll) miss the deadline.

Note thal the if clause does not always come first. You can also say:
We don't have to hire him if you prefer another candidate.

‘ 1ewiwens

We can also use if + past simple + would or could to make polite suggestions
and to talk about something that is not true now and probably will not be true
in the future.

If | were you, | wouldn't miss the meeting tomorrow
If we came in earlier, we could get more done.

Again, the if clause does not always come first, You can therefore also say:
I wouldn’t miss the meeting tomorrow if | were you,



‘ Grammar

Speaking politely:

Polite forms

When speaking to colleagues. customers or strangers. a certain level of politeness
in your language s expected For example, i you wanted 1o borrow a pen from a
chent during a mecting, “Give me a pea’ would sound very rude! How cdan we make
the request sound more polite> (n Lnglish, there are a number of different ways,
each adding a different “level” of politeness to the request.

Adding please:
GIve me 4 pen, please

Using can, could and would to make polite questions:
Can yau give me a pen?

Could vou give me a pen?

would you give me a pen’?

Using question tags with negative statements:
You don't have a pen | could borrow, do vou?

Using other polite expressions with any of the above forms:
would you mind giving me a pen?

Could | possibly borrow a pen from vou, please?

You don’t happen to have a pen I can borrow, do you?

Reported speech

Ust  Instead of quoting someone’™s words directly, we use the following form for
reporting things that people have said
Direct speech: “There's a lot ol noise in the background.”
Reported speech: |essica said there was a (ot of noise in the hackground

Notce that we use quotation marks * around direct speech, but not with
reported speech

Form  When we report whal someane says, we use reporting verbs such as
He said. He asked. He mentioned, He enguired, He ordered and then
report the speaker s words

52 Groammar



Tense changes

The main verb in direct speech is often shifted back” a Lense in reported speech.
as follaws,

. oo )
“There is a problem with these delays, ' She said there was o problem with those
delays
“I've had to measure it myself She said she'd had to measure it herself

"1 started this job not long after feaving She sasd she had started tho! job nol long
college " ufter leaving college

“I’ll give them 4 call” He said he would give them a coll

Phrasal verbs

Many English verbs consist of two or three parts a base verb and one or two particles
These are called phrasal verbs and they are very common in English,

txamples of two-part verbs: help out, sum up, sit down
Examples of three-part verbs: catch up with, look forward to

Manv phrasal verbs are easy to understand because their meaning 1s simply the
combined meanming of the two parts
For example: sit down, come in, come Back

However, many other phrasal verbs have a special idiomatic meaning that 1s very
different
For example: hang on = wait

give up = slop doing something

Form and use

Some phrasal verbs do not take an object

For example: Lan vou come back later?
wWhy don't you sit down?

Others do take an object There are two types. separable and inseparable

Separable With these verbs, we can place the object of the verb hetween the verb and
the particle

For example: Please bring back the report tomorrow.

OR Please bring the report back tomorrow.

Grammar 53
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Note If the objed s a pronoun him, her it, me, etdl. then we must separate the verb

for exampie. Please bring 1t back tomorrow v/

Please-brirg-back it temorrow
Inscparahle With these verbs the hase verby and the particle cannot be separated
for example: Thieves broke into the office last night, v/

Hiteves hroke-the-sthee—mto last nght

All three-par( verbs are mseparable.
for example. Can vou get hold of John> v/
atyotrget John held-oh

Note If vou're unsure whether a phrasal verb 14 separable ar not, it's always safer
lo keep the hase verb and particle together

Here 1y a bist of the phrasal verbs which vou heard in the VD, Note that many of these
phrdsal verbs have a number of different meanings, the meaning shown here is the one
used 1n the DV For the phrasal verbs thal take an ohject. the object 1s shown intahcs
in the sample sentence from the DvI)

Verb Meaning Separable Examnple from DVD
browse to casually look through o We'll also he browsing
through 4 book or magazine through ofd catologues.
catehup on | to bring up to date no we'll ail be in one place

: together and be able to
calch up on the deadlines

come in to make a short visit i no I would like vou (0 come in
somewhere, Usually foran mterview
work related

come up to think of anidea orplan  no Once vou've come up with
with the working schedule
draw up o make a schedule or ves I've had to measure it
drawings for something myself and draw up plans
tree up to make ume available for  no | can tree up the week

something

i

get in 1o arrive home or at work 1 no Please call me as soon as
Ig vou getin,
i
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g0 dhead to give permission to no Okay Go ahcad, Jessica
someotie to speak or do
something

hook up to connect ves Do vou need 1o hook up

* your laptop’

lay out when items are laid out no We have a series of
in ¢ document, they are deadlines laid outn the
clearly slated or histed contract.

ook to walt for something to no I 1ok forward to making a

forward to ' happen which vou expect little announcement.
will be enjoyable

run by to show vour work or ideas ' yes Once you've come Up with
o someone else i order to the working schedule
get their opinion on i run ¢t by me

run inte to come up against no Catherine ran into a few
something unexpected ghitches.

send over (0 send yes Did you see the plans that

Catherne sent over?
stand for to represent no Our brand stands for ‘faid-
back’. ‘fur’. ‘casual’

take over to gain Lhe biggest share of 1 yes Axis has vintually taken over
the market and domimate the costume jewellery niche.
other competitors

work under  to take directions from no Who would | be working

vour immediate manager

or boss

under?
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CHAPTER 1

Lucas  Allo Ow?

Jessica Hello, Lucas? It's Jessicd calling from San Franusco, Greg Goldman’s assistant

lucas U, ves . Hello. [essica.

Jessiea  How are you?

lucas Um, hne and yvou’

Jessica  Fine, thanks There's a lot of noise In the background Is this a good tme
1o be calling?

Lucas:  Well. actually I'm not at the office I'm having dinner with a fiend ot mine
It's nine o'clock here

Jossica  Oh, I'm <o sorey to be disturbing you at this hour | must have miscalcutated
the ime difference Have you got a few minutes? [ just received your email
about the delay and I'm afraid it's rather urgent

Lutas  Well . whydon't inthe morning,

Jessicar  Um,sorry, you are bredking ap: this must be 4 bad connection.

Lucas I said, sure, yust one moment . Just a moment . Okav. Go ahead, Jessica.

lessica  Well, st wanted (o et you know that Greg was not pleased when he
received the email about the delay

lucas  No. I'msure he wasn't 1t's unfortunate, Catherine ran into a few ghtches.
She said there were no existing — and thal's . going . longer

lessica  Ldidn't quite catch that Lucas Why is there a delay?

lLucas What's that? I'm sorry what did you ask, |essica?

lessica  What were Catherine's reasons for the detay? When will the mitial design
be done? id she give you a new date?

Lutas  What's that. Jessicd .2

lessica  Eh, Lucas, can you understand me all rnight? I'm asking if Catherine gave you
a new date? It she ean’t meet the contraclual due date, then when will the
initial design proposdl be done?

Lucas  I'msorry, it's very loud here. My phone keeps cutting out The reception 15 not
good 1asked Cathernine about thatand . on Tuesday ~ meeting .. and the
final plans ... be ready . Tuesday.

lessica  Eh, Lucas? Are vou there? Did you say luesday® Next Tuesday?

lucas  Yes . Tuesday she'll send the ymitial design and then . continue developing

provided that you .

Jessica  What? Lucas. are you there?

CHAPTER 2

Hello Jessico,

Hapr you are well Please call me as soon as you get in

Regords, Lucas
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lucas:
|essica
Lucas
Jessica
Lucas
Jessica:

Lucas:
Jessica

lucas:
Jessica
Lucas

Jessica:

Lucay

Cathenine
Jessica:

Cathenne:

Jessica
Catherine
fessica

Catherine:

Jessica:

Catherine
Jessica

Cathenne
Jessica

Catherine

Hello, Lucas speaking.

Hi, Lucas, 1t's fessicd

Oh. hi, Jessica How are you?

Good, thanks, and you?

Good, thank you 11 must be very early lor you,

Yes well, T didn't want to make the same mistake twice. I'm sorry

about the other might, by the way

No problem. So did you receive my email?

Yes, | did Unfortunatelv. Greg was expecting to look at something today.

I must say that this really seerns like a fong time to wait for plans The
contract we signed with Girard & Partners cearly stated the first deadline
was last week

1 am sorry about the misunderstanding, |essica

How did vour meeting go®

Quite well, actuallv. CGatherine bas most of the preliminary plans.

There were some unanticpated conversions that cansed the delay

Hmm, well, perhaps | should speak with Catherine myself and have her
explain this to me Not to mention remind her that we have a series

of deadlines laid out in the contract and we need to get going

Okay. I'm sure she wouldn t mind explaining it to you herself .

Ouwi, Bonjour :

Hello, Catherine, it's fessica from Shore speaking — Greg Goldman's assistant
Ah, Jessica, of course | know who you are. We spoke before the contract
was sent How are you?

Fine, thank vou Cathenne And you?

Very well. thanks So. what can | do for you?

I'mm afraid that there's a problem with these delays.

I'mi sorry about this 1didn't expedt

Well. the thing is that before we signed a contract we laid out very

specific deadlines that everyone agreed upon and ..

Yes, | know we .

Essentially, | think these deadlines need to be honoured. We need to receive
the plans ASAP. This process is simply taking too long.

fessica, one moment, please — just one moment. let me explain

Yes, | know . Lucds mentioned something about conversions .. I'm sorry.
why don't you go ahead and explain.

The deadlines didn't take into account that there were no existing drawings
of the Paris store location. I've had to measure it mysell and draw up plans
of the carrent conditions This caused 4 nearly lwo-week delay.
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fesaicn But f thought vou had all the intormation to begin with

Cathenne  No, 1 receved the plans for all your shops in Amenica. Nol oaly 1s each
shop different, but all the drawings were in feet and inches. We've had to
convert them to metric scale before we could start working on the design
itself I'm really very sorry about these delays 1assumed (hat Lucas had
explained all this 1o vou

Jessica. No, he hadn’t. Only that there was a delay and that he had met with
you this morning

Catherine  I'm sorry aboul that (see that we've been having some communication
drfficulnes,

Jessica Yes, | guess so | suppose thal's bound to happen with a nine-hour time
difference

|essica Hello, [essicd speaking

Mrs Kimble, Hi, Jessica, this 1s Deborah Kimble calling from Axis. You sent in your
resumé for the project manager position

jessica Oh. hello. Ms Kimble, how are vou?
\rs Kimble: Fine, thank you, and you?
|essica very well, thank you

Mrs Kimble, 1 hope I'm not calling too early.

Jessica No. no, not at all. I'm already n the office, actually.

Mrs Kimble Okay, well, after reviewing vour résumé, | would like to invite you to
wme In for an interview

Jessica Really, well. eh. (hat's wonderful I'd love to When?

Mrs Kimble' How does Monday morning sound?

|essica Yes, 1 think | could arrange that. What time?

\rs Kimble 9:307

|essica Eh .

\rs Kimble Would vou prefer another time? Earlier, perhaps?

Jessica Yes, exactly, 1t's just that 1 haven’t given notice at my current position yet

and I've been here a number of years, so I'd like to make my absence as
subtle as possible.
Mrs Kimble | understand completely So 8:30 then? And vou have our details?

Jessicar Yes, 've got it all See vou Monday at 8 30 Thanks so much

Mrs Kimble My pleasure, see vou then. Rye.

Jessica Bve . . Ooh’ Oh dear, things are getung a little complicated . .
CHAPTER 3

Greg what’s that?> Where did you say the new tactory would be located?
Mr Chan In Xi-an

Greg Oh, I see, but | thought we already had a factory there?
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MrChan  Np, no. Idea was to open another factory in ditterent province,

Greg But we do The Xian {actory Isn't it the same place?
Wr Chan - Ah you're thinking of (he Xining factory
Greg Oh. 1see, Would you mind spelling that for me?

MrChan s X asin xylophone, | as m leeland, N as in Norway, 1as in Iceland.
N as in Norway and G as in Greece

Greg Fxcellent. now | ve got 1L; thats all | needed I'll speak to you later, Mr Chan.
Mr Char, Bye-bye. Mr Goldman
Greg, Come n

Jewsica lley, Greg, Susdn sard you were off the phone

Lrey Yo, Mr Chan again. Goodness, those conversations are exhausting

Jessicd 30, ) just wanted to make sure vou're ready for the call now Did you sce
the plans that Catherine sent over?

Grey Yes, | managed to take a quick glance

Jese What's vour impression?

Greg Wwell, 1o be honest, it's not exactly what | had in mind, Not at all. actually

[essica Oh. I'see

Greg What did vou think, Jessiaa?

lessica Well. i my opinion, there dre some 1deas there that are very
contemporary .

Greg But the colors are (oo pale We need semething hnighter. more tun.

Je<sica The Shore image does need something a bit livelier

Greg I'm afrard ths call 18 not going to be too much fun ..

Jessica Is there anylhing | can do to help? | did speak with Catherne a litde while
ago and

Girey No, that's okay. Jessica. I'm sure | can manage with Lucas and Catherine.

Thanks though Was there something else, Jessica?
Jessicd Oh, um_well yes, actually, ( just wanted to let vou know that I'll be in
a httle late on Monday . | have a, eh. an appointment.

Greg Sure, no problem

Greg Hello. Yes Please put them through

I ncas Hi. Greg, Whis is Lucas, Catherine 15 also on the line, How are you’
Greg’ Hi. Lucas Hello, Catherine, I'm fine, thanks You two?

licas very well.

Catnerninie Yes, very well, thank vou. but quite anxious to hear your response to
the plans

Greg well, then, I'll get night to the point. It isn't what ) had in mund. There are
aspecls Some great aspects, hut overall, it 1sn't what we want
Lucas Well. 1 must say I'm a bit surprised.

Video script 59



' Video script

Greg

Lucas
Cathernne:

Greg

Lucas

Greg:
l'ucas
Greg'

Catherine:

Greg

Catherine

Greg:
Luras:
Greg
Catherime,

Greg

I cas
Greg:
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Well, what did you think of the plans, Lucas’ This 1sn’t about good or bad,
please remember. Do vou think they're what Shore needs?

well, actually. | like Catherine's proposals a lol.

No. that's okay, Lucds, no need to defend the design. Please tell us more, Mr
Goldman,

Mawnly, I don't Lhink they say 'Shore”, When we had a teleconference at

the start ol this process, we all seemed to be on the same page. We talked
about bleached wood, surthoards. palim trees, splashes of olor .

Right. but on the other hand we said that we wanted something that was
difterent than what we already have . something more modern, more
Luropean. which would appeal to Luropean tastes

Yes, we did say that, buf this design just isn'tUShore'. We need something
that reflects our brand And our brand stands for 'laid-back’, ‘casual’. 'fun’
But I understood that we were looking for something a little classier.
Uassier?

Yes, | think what Lucas means s that we (hought you wanted something
mare high-end

Catherine, 1t's unguestionable that vou've mtroduced some interesting
elements. but | think vou need 3 better idea of the Califorman look and feel.
High-end or not the design still needs to refiect our brand’s image.

Okay. Could you give me some more specific teedback? You've already talked
about wolors and textures, but mavbe there s something else that you could
share with me that would give me some more Calilornia inspiration?

Funny vou should say that, because that's exactly what vou need: some
Calitornia mnspiration’ You need to come here.

Right. can vou recommend certain arl or maybce other shops that vou

think reflect the . .

No, no don’t you see? That's what's missing Catherine, have you ever

heen 1o Califormia?

Well_no | spent some time on the Last Coast and | can assure vou that

I've done plenty of research

Latherine, il’s obyvious to me that vou are a very talented designer. Though |
originallv wanted to hire a local Californian firm, | heard great things ahout
you and your firm. Also, t did want a more turopean aesthetic. But now here
we are, behind schedule and without a suitable design.

Wwell, what are you suggesting, Greg?

I ' was just thinking that the two of you should come out here for a week
Catherine, you can be mspired by the local scenery, the look and feel of the
real Califorma And we'll ail be i one place together and can catch up on
the deadlines
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Lucas:

Cathernine:

Wow. this s cenamly unexpected, but | think it's a good idea U'mi sure Ralph
can handle things on his own tor a week or so Well, what do vou think.
Catherine?

Well, the suggestion comes as quite a surprise. (1l have to check my schedule
before we set a date, but | think I'll be able to make that work. | teel very
conhdent that | can alter what we've got to give you exactly what you had in
mind

Greyg Excellent So. why don't you go ahead and take a look at vour calendars and
let me know as soon as possible so 1 can free up the week.

I1cas Sure thing, Greg

CHAPTER 4

Receptionist. You can go in now, Ms Whitheld 1t's the second office at the end of

the hall,

Mrs Kimble  jessical Hello, nice to meet vou

lessied.,

Nice to meet vou. too

Mrs Kimble: Please, have a seat

lessica:

Thank von.

Mrs Kimble. (an | get you anything to drink®

lessica

No. thank vou. | had some coffee while | was waiting

Mrs Kimble  So, Jessica, as | mentioned on the phone, | need to ind a jamor project

Jessica

manager as soon as possible. | understand that you've been working in
the shoe industry for somce time now

Yes I've been at my current position at Shore lor the last three vears

Mrs Kimble S0, why do vou want to leave?

|essica:

Well_1t’s not that | want to leave, it's just that the transition from executive
assistant to project manager 1sn't as smooth as | was told it would be

Mrs Kimble | seel

jessica

I started this job not long after fimshing college and | made my long-term
goals quite clear All along I've been assured that my performance 15
outstanding and that there's room to be promoted. I'm supposed to be
playing a key role in one ol our main projects, which is a senes of new
stores in Furope

Mrs Kimble How is that going for you?

Jessica

Fssentially my boss Shore's CEQ, has trouble seeing me as mare than his
personal assistant. no matter what Ldo So. | think it's time for a fresh start
with another company As you can sec on my (V. my responsibilities at
Share also include the responsibilitics ol a projedt manager.

Mrs Kimble, Yes. ves, | see that And | can also see that you're quite an ambitious

woman fell me about vourself strengths, weaknesses and the hike
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essica

Mrs kimble

|essica

Mrs Kimble

Jessica

Mrs Kimble

fessicds

Mrs Kimble

[essica
Mrs Kimble

Jessied
Mrs Kimble
Jessica:

Mrs Kinble.

jessieas

'd have to say that I'm a responsible person and 4 self-starter, { work
well under pressure, something that | mastered while at Shore. As (ar as
weaknesses, | tend not to assert myself as much as I should There have
becn occasions when | retreat when laced with a conflict of interest.

Pm also better at relaxing a tense situation with a bit of humour.

Fair enough | can understand why you want to leave Shore, bat why

do yoo want to work for us?

well, Pve been fooking for a better pasition for a couple of months how,
mostly in the tashion mdustry, but nothing seemed to fit. Then 1 saw vour
ad and did a bit of research. I found out that Axis has virtually taken over
Lhe costume gewellery niche and has been recently introducing high-end
merchandise. | have a feeling that Axis might also be expanding into other
markets in the ncar future, This is a very exciting prospect, which | would
love to be part ol. | want to be challenged and | think that a growing
company could provide me with just that.

wonderful It seems like you really did do vour research about us.

My concen 15 that most of vour experience is in the shoe industry.

{lave you ever worked with accessories?

Actually | spent quite 4 bit of tme about 6 months ago working on the
Shore accessory line 1t's a small line, as we want to keep out focus on
shoes. but it includes jewellery far men and women, and unisex hats,
Really? Well that certainly would come in handy for us Tell me. Jessica,
do vou have anv questions ahout the position?

[ do have one, actually | know that the position 15 tor 4 junior project
mandger, so who would | be working under®

You'll be reporung to one of our senior project managers, but hopetully
not for long Our godl s for every project manager to handle thetr own
projects as soon as possible Since we dre expanding, there 15 always a
need for new project managers. Anything else?

when would vou need me to start?

Wwell, funny you should ask that, but we are actually looking for someane
to start as soon as possible. The woman vou'l be warking under is going
an maternity leave 1n S months, so Lwant to get the ball rolling.

I see

Is starting quickly a possibility for vou?

Well.ves, 1t could be Of course, I'd have to give some notice.

Okay, great Well. thank you for coming in, Jessica. Oh one more thing
I'd like to bring in a colleague of minc to have a chat with you as well
Would that be okay?

Umm, yes, 1 guess 1 could stay 2 bit longer
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Jessica Hello, |essica spedking

Greg th, finally Jessica. where have vou been? I've been looking for vou
all morning’

lessica Oh, hi, Greg I'm sorry, but I had aa appointment Remember |
mentioned that to you last week?

Greg Oh, ves_ night Now { remember

|essica While I have vou on the phone Greg. | wanted to let you know thal | have
the details of Lucas and Catherine's flight in front of me here Do you
want me (o send vou the details and make sure to clear sufficent time for
vou that week?

Greg Oh ves, well that's what | wanted to know And speaking of the schedule

Jessica Yes {ve already gotten started on the itinerarv. | ve reserved the
boardroom for Monday morning and | thought we could start with a look
atthe current plans and have a feedback session autlining the points we
want 1o change or improve

Greg Oh, well, yes that's exactly what | was thinking, I see vou've got it all under
control

Jessica Absolutely

Greg Okay. 11l speak Lo you later. Once you've come up with the working
schedule for the entire week, run 1t by me for approval and then send
It over to Lutas and Catherine )

Jessica No problem Bve

Greg Bve.

CHAPTER 5

Lueas Nice to see you agam, |essica

IENIE Nice to see you too, Lucas.

Greg Nice to meet you, Catherine, in person this time Welcontie to Shore

Cathcrme
Greg

Lucas
Catherme

Greg
Cather ne
Greg

Thank vou very much, I'm very glad to be here

Let's all have a seat, shall we’ First of all, what are your first impressions

of San Francisco?

It's great to be here

From the moment I stepped oft the plane. | could feel the difference in the
atmosphere you were talking about. Lverything 1s more casual It's especially
apparent in the way people dress. Even elegantly-dressed people have a
certain lawd back look Not everyone, obviousty, but . .

I see vou're all ready to start on the new plans

Eh, well. 'm sure that | still have something to learn.

fust teasing? What you've noticed 1y exactly what we are talking about and,
of course the reason |'ve asked vou to come. So, shall we get started?
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Jessica

Lucas
lessica

Catherine:
Greg
Jessica
lucas.
Jessica
Catherine
Lucas
Jessica
Lucas
Jessica
Lucas

|essica

Catherine:
Greg
Catherine

Jessica
Catherine.
Greg:
Catherine
jessica
Cathernne

Greg
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Yes. Tjust wanted to mention that in addition (o the meetings outtined in
this week s schedule, we're going to be looking 4l (wo new product lines
which we re introducing for the next summer scason We'll also be browsing
through some old catalogues to give vou an idea ol the evolution of the
Shore brand.

That all sounds excellent, Jessica.

And | thought 1L would also be a good idea to speak (0 a few shop managers
as they have the most direct relation to our customers But not to worry,
there will also be a bit of fun Cathenne. do you need 1o hook up your laptop?
Yes, thanks

While vou're up Jessica, can | have the usual cream, no sugar?

Sure, no problem Lucas?

No, | m tine, thanks

Catherine?

No, thank you

Oh, by the way Jessica, | took a look at that website you mentioned

Which one?

I 'think it's called NoCal . Nerthern Califorma Streel Culture blog

Oh, right. What did you think? Do vou see whal | medn about its style?
Yes, it's interesting — A window on voung northeen California lifestvle

But those pop-ups are very annoying! ’

Ye<, they are' | 1ook 4 look as well Fvery few minutes someone 1s trying to
sell vou a skateboard or a T-shirt with their logo on it

Okay, | think I'm ready

Wonderful Please go ahead

Okav, I thought we could first discuss the colour scheme V've created a
palette up on the sareen and identified the area in which | was working
What do you think of this?

I think we wanl to shift it ta the right a bit_ 1o brighten it up.

Greg, Lucas, do you dagree?

'd say that's just about night, actually,

Okav. I'll make a note of that

Not to worry, I'm taking minutes.

Okav. greal. o conlinue .

well I'm really happy with these decisions And we all understand that
I'want 1o see imshed plans before the end of the week
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(atherine:

Greg.

Catherine
lucas
Greg'

Jessica,
Greg:
Jessica,
(JYPg:
Jessica:

Greg
jessica.
Greg
Jessica

Greg
Jessica:
Greg
Jessica
Greg

Jessica

Greg
|essica
Greg

Yes. ot course. bn fact. ( was just going Lo call one of my designers — Philippe
15 his name — and get him started on the new layouts They'll be ready to be
faxed over to vou by tomorrow alteruoon

Sounds great. Lathernine — I'm reallv pleased with how smoothly this day has
gone, Why don't we take a break for a few minutes, give you a chance to
speak to your colleagues in Paris and meet back here in 15-20 minutes?
That saunds wondertul

See vou shortlv.

Jessica, could you join me in my olhee, I'd ike to talk to vou about
something

sure Greg

1t's gomg to be a busy week for us

Yos, detimitely!

Is there something on your mind, |essica?

Wel. actually ves, there 1s bve received a job offer as a project manager

at Axis

| had a teeling it was something like that

I'm still considerimg it | didn't want Lo give notice daning this busy week.
Does that mean vou've already made up vour mind?

well. Greg, | think that I've proven myself ime and again here at Shore, and
I've made my goals clear — | want 1o advance 1t seerns like you are not
willing to give me the opportunity, and somebody ¢lse s

It would be a shame to lose vou

I'd hate to feave, bul | dont want Lo be a secretary for the rest of my hife
But vou're not a secretary, you are d personal assistant

Greg

Yes, nighl | know what you mean In the last couple weeks vou've been
much more assertive Honestly, at first | felt you were overstepping vour
bounds. Now | realize you've proven how capable you actually are How'd
vou like {0 be a co-project manager on the re-design? Work with Lucas, him
there. you here, and I'll start looking for a4 new asaistant

well | think | just might have to all Axis and (cll them that the accessory
business isn’t tor me,

Welcome aboard, project manager

Thanks, Greg.

Now we d better get back Lo the boardroom. I'm looking forward to
making 4 httle announcement!
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Useful Expressions: Emails
formal

infarmal

Beginning the email

When you don't know the name:
Dear Sir or Madam

To whom it may concern

When you know the name;

Dear Mr, Mrs, Ms _..

Dear John

When writing to a group:

Dear all

Hi everyone

Opening sentence

Replying to an email:

Thanks for your email.

I'm (just) writing to ... clarify ...

Just a (quick) note to ... confirm __.
Just a short email to ... inform you ...
follow up on ...

let vou know ..

reply to ..

update you .,

Attaching files

I'm sending vou/attaching ...

Please find attached ...

I'm sending vou the price list/document
as an attachment.

When things go wrong:

I'm afraid you forgot to attach the file/.
I'm afraid | can't open the file/document.
Can/Could you send it again in ... format,
please?

Making enquiries

We would be grateful if ...
Could/Can you please send me ... ?
Please send me |,

Would you be able to (help) ... ?
I'd appreciate a reply asap.

Please answer asap.

Replying to an enquiry

Thank you for your interest.

I'm pleased Lo send you ..

I'm sending you ... (in an attachment)
Please find the requested information
attached.

Informing

I'd like to inform you of .

Just a few comments about your last mail.
I'm writing to tell you about ...

Let mefus know if you need anything else.

Replying

Thanks for your email ..

In reply to your email, here are ...
You'll find the info{rmation) attached.
I'll get back Lo you asap ...

I'll follow up the points mentioned in
your email ..

Making arrangements

Just a quick note to arrange ...
I'm writing to set up/arrange ...
How/What about Tuesday?
Where should we meet?

Should | pick you up at/from ... ?
Could vou collect me at .., ?



Confirming arrangements

I'd like to confirm ...

Just writing to confirm ..

Tuesday 1s goad for me.

Please send me an email by 5 pm today
to confirm this.

Looking forward to seeing/meeting ...

Changing arrangements

I'm sorry but | can't do/make Thursday.
This is to let you know that I've had to put
off/postpone .,

I'm writing lo call off/cancel ...

I'm afraid | can't make/manage Friday.
How about .7

Announcing decisions

| am{We are pleased to inform you . .
I'm happy to tell you ...

You'll be happy/delighted to hear that ...
We regret to tell/inform you ..

I'm afraid that ...

Unfortunately, ...

Complaining

I'm writing to complain {about ...
We're not happy with .

| was disappointed to find/hear ..
I'm afraid that ..

Unfortunately, ...

Apologizing

| do apologize for the delay in replying.
Sorry for the delay in getting back to you.
I'm afraid | can't help you.

For something maore seripus:

We must apologize for ...

We deeply regret ...

My sincere apologies (close)

We apologize for any inconvenience
caused.

Please accept our apologies,

Friendly ending

When yvou want a reply:

Looking forward to hearing from you/to
your reply.

Hope to hear from you soon.

I'd appreciate a reply asap.

Do not hesitate to contact us if you need
any assistance.

Please get in touch if you have any other
questions, or if vou need more help.

- with any questions.

Thanks for your help/cooperation.

Have a nice day/weekend!

Close

Yours sincerely
Kind/Best regards
Regards
Best wishes
All the best
Best

See you soon

Useful Expressions: Telephoning
Opening a call

Identifying yourself:

This is Leo Pearson from Griffin Plc.

It's Steve Zimmerman (from) AFS here.
Explaining the reason for the call:

I'm calling about ...

| have a question about ...

| wanted to ask about ..

Are you the right person to ask?

Getting through to the right person
Asking for the person:

Could | speak to Bob Little, please?
Is Katja there, please?

Could you put me through to your
accounts department, please?
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' Expressions

listen, Steve, I'm actually trying to get
through to Pauld. Is she there at the
moment?

When the person 1sn't available:

Oh, that's a pity I'll try calling later.
Can | leave a message for him/her?
Can you ask him/her to cali me back.
please’

Taking a call

ldentifying vourself.

Micah Systems, Sylvia speaking

HCE Ltd Arno Mater speaking How can |
hetp vou?

So, what can | do for you?

When the person isn't ovaifuble.

I'm afraid hisiher ine 15 engaged (AF
busy)

I'm afraid Ms Thoms 15 unavailable
at the moment

She’s on another line/in a meeting/
on 4 business trp,

I'm sorry, but Decek sn'Lin the office
today

Calling someane back

Sorry, I'm really busy at the moment Can
I call you back ldter/in ten minutes?

I'm actually talking to someone on the
other line

I'think I've gotvour number, but can vou
grve it to e again just In case?

Ending the call

Thank vou very ntuch,

= You're welcome,

Just let me know 1t there's anything else |
«an do for vou,

> 1l do that,

Speak to you later

Bve now ‘Goodbve,

68 Expressions

Communication problems

I didn’t catch that tlast part}

Could you repeat thal. please?

Could you speak a litle bit more slowly,
please?

Could vou <pell that far me, please?
This is a really bad line

Sorry, we got cut ot . . Anyway. as | was
saving.

Messages (in person)

Taking a message

Can | take a message?

Daces 1sihe have vour number?

I'll tell mm/her vouo called,

Shall | ask him/her to call you back?
I'll make sure he/she gets your message
Checking the message

Let me just make sure | got that right.
You'd hike to know if .

Was thatM for Michael or N for Nancy?
Sorry, did you say . or ., .?

Sorry, what was the post code again?

Mobile phones

Where are vou’

I'm on the train

I'm actuallv in the office. vou can call me
on my landline.

I'm afrard 'm in a meeting at the
nioment,

Have you got a couple of minutes?

Is this a goad time 1o alk?

There's a lot of background noise

My battery s low — we might get cut off.
I'm afraid.

Sarry, vou're breaking up (a little).

I think were losing the connection,



Making arrangements

Suggesting a meeting

Do vou have time to meet next week?

I was wonderng if you might have time
to meet next week.

It would give us the chance to discuss
Sugeesting times and places”

When would suit you?

Where would you like to meet?

Wounld Mondav be OK for vou’

How about Wednesday morning?

Stall we sav 10 o'clock In my othce?
Reacting to suggestions.

I Just need to check my diary

I think that should be possible
Tuesday's bad for me, I'm atraid.

I'm busv all dav

Changing arrangements

I'm calting about our meeting tomorrow
I'm afraid something has come up.

I was wondering if we could reschedule
our appomtment.

Would it be possible to meet a bit later?
When vou are late for an appointment
F'm afraid mv meeting has taken longer
than expected

I might be a few minuies fale

Complaints

Making o complaint

Are you the right person to talk to?
There appears to be a problem with your
latest consignmeni,

Ihere seems to be a mistake on the
invaice vou sent us

Some ot the components don't seem to
work

Clanfying the problem

What's the problemn exactly?

Could you explain the problem in more
deaif?

Apologizing

I'm very/extremely sorry about that
Please accept my dpologics

Thal’s enuretv our fault

There must have been a mix-up

faking action.

IU's good that you've brought this problem
{o my attention.

I'll mdke sure it gets sorted ot straight
Awdy

Let me put you through o our accounts
department

You actually need to speak to our
technical support hotline

Ending on a positive note

Again, I'm really sorey about the mix-up
Well, thanks for sorting that out

- 1t5 the least | can do.

Expressions 69
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ability
absence
access
accessory
accaording to
account
acknowledgement
I advance
advertisement
age, in the ~ of
agree upon
aif
aler
all set
I allow
alter
ambitious
announcement
o annoy
anxiaus
apart from
i apologize
apparent
appeal
appropriate
approval
1 arise
| arrange
Cassert
assured
al ease, 10 pul sh ~
atlachment
available
avoid
aware

based in

! bear in mind
boardroom

11 bounce
bound

|1 break up
briefly

bright

I brighten
broken

11 browse through
button

70

khe ning

sif ving mat

sUf truy cap

ph kign

then

it khodn

s hoi dap

tién dén trie
quing tdo

trong thai das via
thoa thuin

mue fiéy

tinh tan

san sang

the phép

bién dii

tham vong
thiing bdo

giy phién phie
o

ngodl (vige gl ra
xin |oi

i Tt

hdp din

thich hap

suf tan thanh
phat sinh

sAp Xép

khing dinh

1w tin

lam ¢ho al da dé chiu
1l liéw, top tin dinh kém

ci thé dimg, mug, gap ... duge

tranh

ohin thi

duge bi tn, dong ta
nhi rang

phing hap

iha din, tra ithy, chi phiéu)

o kha nang, gidi han
dint doan, mit tin higy
ngin gon

sang, Lot

lam cho sdng lén

bi vit

xem Lt qus hét

niit him

Vocabulary fist

capabhility
Career move
carefully
casual
(1 cateh sth
L cause
certain
challenge
I charge
i check
Lo clarity
rlassy
tlause
I collaborate
collection
come up with
commaon
compared o
completed
concern
concise
condition
i conduct
conference call
confident
confidential
11 confirm
confusing
connection
connectivity
I cansider
considerate
contemporary
1 continue
contract
convenient
17 canvert; conversion
cordless
costume jewellery

I create
I croak
current
Ut out
v

kha ning

i tién trong su nghip

cdn thin

hiig hir, thoat mi

hit kip, hidu kip

gy ra

nhit dinh

#f thach thie

s4¢ pin

kiém tra

lam rd

thiigng hang, sang trong

diu khodn

rilng tae

bj suu tap

nay ra, tim ra

phil bién, chung

duie 50 vl

duge hoin 1at

mii guan tim

slic fich

diéu kign

tién hianh

cuic dign dim

i tin

tin ¢in

xic nhin

giy khd hifu

kél ni

suf kit nai

xem xit

in ¢in

hign dai, mdi me

tidp tue

hgp ding

thuin tién

chuyén ddi; sy chuyén doy

khéng diy

6 nul trang ré tién Inhai
hang hitw

tao ra

khén giong

hién tai

chap chim (dien thoai)

1y lich
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daily basis
damage
deal, ||
dealings
decade
decision-making
1 detend
detinitely
delay
‘i delver
department
determination
dial-up

- with

distance
distraction
distribution list
11 dominate
draht

drawing
dreaded
Codress

due date

E Cencounter
enemy
ensure

enter
equipment
evaluation
execulive
exhausting
existing

rexpand
expected
EXpErience

L explain

E fabric
faced
face-to-face
fashion
fear
feature
figure out
file
fit
forward
furthermore

hing ngay

thiét hai

wuly

giao dich

thiip nién

qud trinh ta quyet dinh
hao vé

thie ¢him

a1l cham tré

gl

bo phan. phang ban
tinh kién quyit

kit noit Internet bing
phung thie quay sa
khoang cich

sU 1l trl, sy ao ling
dunh sach gt

Jin at

han phie thao

phéc thae

dang sy

in mac

ngay dém han

gip phai

ke thi

ban dém

fién vag
trang thiét bi
af danh ma
quan trj

ghy kipt sl
dang hién hanh
md ring

duie tring difi
kinh pghiém
giai thich

vl dit

dii mat

mét déi mat
thifi trang
st I ngai
dac tinh
tinh ting si
hi s0

vita, khap v
chuvén

hon nifa

G

gesture

oget a feel for

get, 10~ to the point;
1= the ball rolling

glance

alitch
g0 ahead

gaal

gym

half-asleep
11 handle
handy
I happen
haredly
11" have doubls
11+ have in mind
high-end
tio hire
hit
- hold the line
honour
i hook up

tidentity
immediately
Cimprove
in regard to
independently
|1 indicate
initial
intended
interpersonal
I+ interrupt
involyved
I iron out
itinerary

[0 jein

1 keep shin the
picture

i keep Lo the point

key

ol chi

¢ cam nhin vé

v thing vin dé, bit diu thye
hién, bt dau cing viée ngay

eai lige

trd ngai

bt diu

mue Liéy

phing tip thé due

nifa thile na ngu
quan ¢

oo ich

XAY T8

khi ¢ thé

nght ngo

ngh vé edi gi di
ca0 cip

thué muiin

nhn, cham (phim, not )
il may (dién thoai|
tin trong

két nde

nhin dang

ngay lap tie

cdi thién

vé mit

mét cach doc lap

chi, bda higu

dau tién

oh  dinh

giao tiép gia ngui voi ngui
can thigp

o6 lién quan

idl quyat

lich trinh (cing vide, chuyén &
cung vol

thing tim day du cho i do

chi néi vé van dé chinh
diém miy chit
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laid-back
landline
leading

11 lessen
line

[vely
located
lang-term
loss

major
make a decision
10 manage
manufacturer
medsurement
mention
merchandise
message
minutes
miscalculate
miss
misunderstanding
mix
mix-up
multiple

notepad

notice, 1 give -

obstacle
11" occur
11 pffer
opportunity
otherwise
couthne
outstanding
overall
OVErseas
1 averstep

pass un
fay, 1 — attention
performance
Persuasiveriess
| pick up
plan
pleasure
plenty

ung dung, thodi méi
dién thoai ban

tdi quan trong

gidm di

duimg diy; dong, hing
sinh dong

toa lac

dai han

s mét mit

quan trong

ra quyét dinh

quan 1y, xoay xd

nhi san xuft

80 do, suf do luirng

dé cip

hang héa; mua bdn

tin nhin

bién ban

tinh toan sai

bi I

hif sai

trin Jin

sif nhém lin; sy lin xin

nhiduy

tdp gidy rii

thing béo trude (thin viéc,
sa thai .|

trif ngai

nay ra

é nghi

e hiji

néu khing thi

phic tho

nfi bt

ndi chung, nhin tong thé
ra nudt ngodi

vt qua

chuyén sang

chil ¥

thanh tich

stie thuygt phue
nhén eufie goi, din
ké hoach, so do
niém vul

nhiéu

72 Vocabulary list

1 plug in
palite
preliminary
prepared

11 process
Progress
promoted
promptly
proois
propasal
prospecl

| prove

v provide
provided
plUrpose
put. 10~ sh through

reasonable
11 reassure
receipt
I receive
recently
receplion
recipient
recruitment
reduction
reference -
relate, 1o be —d o
relation
remind
repeal
report
repart to
LTequest
| require
1 respond
response
responsible
restriction
résume
17 retreat
[0 review
111 Fing
ring tone
rude
rule
(e run out
It run sth by sh

¢am phich

lich sy

50 bi

4 gin sing

it 1, ché bién
s tién trién
dise thiing chie
nhanh ching
ching e

suf dé nghi

vien canh

ching minh

cung cap, cho
duge cip; midn li
mue dich

ndt may cho ai do ni chuyén

hap Iy

cam doan

hign nhin

nhin duge

gin diy

=iy bat song, thu tin hity
nguifi nhin

s tuyitn dung
sy thu nha

& tham khao

o lién quan tai
mii lién hé
nhiic nhd

lap lai

ban bdo cio

bdo cdo vt
thinh céu

din hod, quy dinh
phic dip

chu trd i

chiu tréch nhifm
il hign

bin 1§ lich

it bt

Xem xét

reo, vang lin
tifng chudng dién thoai
Khitm nhd

quy te

hét, can

héi § kién



schedule

= screen
second thoughts,

1o have ~

secure
self-starter
sensitive
SEries
|1 set up
shame
111 share
[11-shift
skelch
skills
smart
smaothly
solution
sophisticated
sort
sound
spam
speaking
special rate
I speed up
I stare
10 Slate
state-pf-the-art
Hstick to
straight away
strain
strength
subcontractor
subject line
SUCCeSS
sufficient
i1 suggest
0 suit
suitable
suited to
[ summarize
supplier
11 switch off

111 take a break

111 take ages
I+ take into account
1 take time off work

talented
taste

ki hoach lam viée
min hinh
suy nghi

hao mat

nguin nang djng
nhay cam

lnat, dot

thiét lip, tan ding
su iy ho

chia 3

kéo, dieh chuyén
ban tom tat
nhilng k¥ néng
khén leg

trii chay

mdi phap

cing phu

loai

nghe

thit rac”

dang nghe, xin nghe
mia dic bigt
tang tc

nhin chim chim
phat bidy

1l tin

bam sat liy
ngay lap te

st cang thang
mit manh

aha thiy phy
dang tieu dé

s/ thanh cong
tu

dé nghi

hop vou, dap ing due
phit higp

thich hop vai
tom tat lai

nha tung cip

tit

nghi mar lao

ton rit nhieu thii gian

t6 tinh dén

xin nght viée trong mijt
khoang thi gian

00 1a

54 thich

[ lease
10 tempt
rense
terribly
terrifying
texture
thought
thoughtful
throat
tiring
topic
transition
I type

unanticipated
under pressure
unfortunate
unit

unknown
unlimited
UNNecessary
unquestionable
unusual

urgent

virtually
voice-encryption

waste of time
way

weakness
well-appointed
willing
wireless

with care

1 wark out

15 worry

worth

dia

cam o

cing thing, bin chin
e ky

ding s

két ¢y

diew suy nghi

siu sée, chu ddo

¢d hong

gav mét mot

thi da

sul chuyen tiép, su qua df
dinh mdy

ngoat du doan

dudi sife ép cng théng
Tl ro

b cac thiét bi

khing biét

vl han, vi ké

khong can thict

khong thé nghi ngd, chic chin
fthae thuimg

gip, khan cdp

in nhy

m hoa giong néi

phi thai gian
cach

diEm yéu

day dd tién nghi
siin long

khéng day

thén trang

tién trién

I ling

ddng, bi cing
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Interactive Language Course
Business English: Communications

Ban hoan toan co thé yén tam khi giao tiép vdi cac déi tac thuong mai toan cau.
Quyén sach nhé gon nay, cling vdi nhiéu bai tap va dia DVD tuong tac kem theo,
sé giup ban:

Luyén tap cac loi thoai va cau tric ngii phap dé giao tiép tét bang tiéng Anh

Hoc thoai mai trudc man hinh hay hoc khi di xa vai mot Notebook/Dau DVD

Nam duoc néi dung cac cudc doi thoai khi giao dich thuang mai trong thuc té
Thuc hanh cac bai tap phu hop va don gian qua man hinh

Nam viing ngil phap tong quat, cic cach dién dat thudng gap va tir vung tiéng
Anh thuong mai

Cung loat sach va dia DVD tuong tac vé chu dé tiéng Anh thuong mai
Bén quyeén duge chuyén nhugng cho Céng ty TNHH Nhén Tri Viét, doc quyén xuat ban tai Viét Nam.

Gia 86.0004
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