BUSINESS ENGLISH
COURSE

PRACTICALSKILLEBOOK



TAKING PART IN MEETINGS



PARTICIPATING IN MEETINGS

1.MAKE SUGGESTIONS
2.GIVE OPINIONS
3.AGREE

4. DISAGREE



MAKING SUGGESTIONS

USEFUL PHRASES FOR MEETINGS: SUGGESTIONS

EXAMPLE TYPE

| think we should do a survey Modal Verb: Should +
of our employees. Infinitive

Why don’t we give incentives to Question: Why + Neg. Pres. Simple
those who participate?

How about paying for their benefits Question: How about + Gerund

cards? Gerund = (-ing) Form of Verb

It might be a good idea to reward Phrase: a good idea + Infinitive
the most enthusiastic.




GIVING OPINIONS

USEFUL PHRASES FOR MEETINGS: OPINIONS

EXAMPLE TYPE+ FUNCTION

We've gotto do something. Modal Verb: have (got) to for
obligation -> Strong Opinion
| think we should definitely pay for

_ o Use Adverbs for emphasis
their subscriptions,

It would certainly be popular. Modal Verb: Would for
hypotheticals

On the other hand, it could be Linking expressions to introduce

expensive. Opposing opinions




AGREEING

USEFUL PHRASES FOR MEETINGS: AGREEING

EXAMPLE

| suppose we could do that.

| think | (might) agree with you.

Yeah, you're [probably, definitely]
right.

| completely agree.

TYPE+ FUNCTION

Note Intonation for strength

Add Modals to qualify agreement

Combine Intonation and Adverbs for
strength of agreement

Totally, Completely for 100%
certainty




DISAGREEING

USEFUL PHRASES FOR MEETINGS: DISAGREEING

EXAMPLE TYPE+ FUNCTION

Mmm, | don’t know. Filler sounds to signal
disagreement

| still think it’s a good idea. Still to disagree with opposing view

I’'m not sure it’s a good idea. Expressions of uncertainty to signal
disagreement

I’'m afraid it’s out of the question. I’'m afraid to signal disagreement

LJ
Expression meaning not possible




Useful languagiJ

Asking for opinions

How do you feel about ... ?

What do you think?
What's your opinion?
What's your view?

Giving opinions

| think ... / | don't think ...

In my opinion ...

Agreeing

That's true.

| agree.

Absolutely / Exactly.
| think so too.

Disagreeing
| see / know what you
mean, but ...

I'm afraid | can't agree.

Maybe, but ...

Making suggestions
| think we should ...
How about ... ?

Why don’t we ... ?

Maybe / Perhaps we could ...




Useful language |

Interrupting
Could | just say something?

Excuse me, but could | just say ...

Asking for clarification

How do you mean, ...7

What exactly are you saying?
What exactly do you mean?

Are you saying we needto...?
Sorry, | don’t follow you.

Can you explain in more detail?

Clarifying

What | mean is ...
What I'm saying is ...
No, | was thinking of ...
To be more specific ...
To clarify ...

Dealing with interruptions
Hold on. Can | finish the point?
Let Stefan finish, please.

I'd like to finish if | may.

Just a moment ...

Making proposals
I suggest ...

| propose that ...
How about ...

We could...

Rejecting proposals

Sorry, | don't think it's / that's a good
idea.

I'm not sure | agree with you there.

It / That just won't work.

Well, I'm not happy about it/that.
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HOW WOULD YOU SAY THESE SENTENCES IN ENGLISH?

A: Dobar dan svima! Ako stespremni,mo ¢ e dag@ o | n €Ged kEh@rvo da sezahvalim D g e Ritersonu
g tnamsedanaspr i drugi o

B: Hvala Vama g tsteme pozvali. Radujemsed a n a ¢ sagtankn
A: Voleo bih da vam predstavimi svoju asistentkinju Margaret Simons
C: Drago mi je da samdanasovdesavama.

A: Dakle, danassmoovdeda bismodiskutovaliop o b o | jppdaje n a gprolzvodanat r ¢ i @ turalmma
oblastima. Najpre bih § e Idevaspitam kakvo jev a gne ¢ | jpatomjpiganju .

B: Ako menepitate, ja smatram da smosep r e Vidkugirli na gradovei da sadamoramo da plasiramo g t
Vi gra@zvodamo g emad r g urgraldm p o dr u |lDali saa| a gaanhom?

C: Jaseu potpunostis | a ¢Senatramdap ot r azgusalnih p o d r @ le flasseo s e jeljakov a gkao
ipot r &aj g I wgradovima.

A: Upravo tako. Mislim dasesvis | a gkadaije ovatemau pitanju. U z i matj obzir sveg tsmopokrili na
ovomi prethodnom sastanku,smatram da zaistatreba da sepotrudimo da plasiramo g tvoi g & gproizvoda
nanjihovot r §.iDglitnekoiman e gdadonda?

B: Da. Jasamog e | dadodamdajen a gtimovima zaruralna p o d r pdtr¢gbaov i igfermacija o samom
trgigtu

A: Naravno,natomet a k ontr@amodaradimo.Od | i fdredlog. Dalij ongkoiman e gdadoda?

C: Ne, sveje jasno.

A: Uredu. P o gnaroponestajevremena,mo § edaa a k | j sabtanakdlvalasvimag tsted o g | i







A: Dobar dan svima! Ako ste spremni, mo § e da o | n eGweol kehoprvo da sezahvalim D g e Ritersonu g t

namsedanaspr i drugi o

Good afternoon to everybody! If you are ready, we can start. First, | would like to thank Jack FOR joining ustoday.

(thank somebodyfor + ing na glagol)
B: Hvala Vama ¢ tsteme pozvali. Radujemsed a n a g sagtankn

Thank you for inviting me. | 6 looking forward tot o d amediiisg (I 6 mappy/pleasedto be here/l t l6vsly to be

here)

A: Voleo bih da vam predstavim i svoju asistentkinju Margaret Simons
| would like to introduce my assistant(secretary) M.S.

C: Drago mi je da samdanasovde savama.

| 6 gtad to be here with you.

A: Dakle, danas smo ovde da bismo diskutovali o p o b o | jptpdaje jn @ gproievoda nat r § i @ truramien
oblastima. Najpre bih g e |devaspitam kakvojev a qne ¢ | jpatam piganju.

So,today we are here to discussthe improvement of the salesof our products in the markets in rural areas First of
all, I would like to ask you about your opinion related to this topic/issudproblem/question (Would you like to share

your thoughtswith us? | would like to hear your opinion about this.)

Today, | am here to discussthe statusof our transfer. Namely, a problem related to é . occurred. (Namely, there has

beena problem that | would like to discusswith you.)




B: Ako mene pitate, ja smatram da smo se p r e vfokgsieali na gradove i da sada moramo da plasiramo g t wi @reizvoda mo ¢g e neot r ¢ iu guralmim

podr ulDbalisesal a §ganhom?

If you ask me/From my perspective(point of view)/ As far asl 6 eoncerned | think that we have beenfocusedon cities too much, sowe should launch/placeas many

products aswe canon the markets in rural areas Do you agreewith me?(Is it fine for you? Would you agreewith me? Do you sharemy opinion?)
C: Jaseu potpunostis | a §Senatramdap ot r dzguaalnih p o d r g le flaseo s e ljealjakov a gkadip ot r &ajig i M gradovima.

| completelyagree | think consumersfrom rural areaswant to feelasimportant as(equally important as)consumersfrom cities.

A: Upravo tako. Mislim dasesvis | a gkadaje ovatemau pitanju.U z i may obzir sveg t smopokrili naovomi prethodnom sastanku,smatram da zaistatreba

da sepotrudimo daplasiramo ¢ tvoi 1§ & gprolzvoda nanjinovot r ¢.iDglitnekoiman e ¢gda doda?

Exactly. | think that we all agree when it is about this topic/ when it comesto this topic (with respectto this topic/regarding this topic). Taking into account

everything we coveredin this and the previous meeting | think we should try to place as many products as possibleon their market. Doesanyonehave anything to
add?

B: Da. Jasamog e | dadodamdaje n a gtimovima zaruralna p o d r pdtr¢gbaov i igfermacija osamomt r §g.i gt u
Yes, | just want to add that our teamsfor rural areasneedmore information about the market itself.

A: Naravno,natomet a k ondr@mo daradimo.Od | i dredlog. Dalij ongkoiman e gdadonda?

Of course we needto work on that aswell. A good proposal'suggestion Doesanyoneelsehaveanything to add?

C: Ne, sveje jasno.

No, everything is clear.

A: Uredu. P o gnaro ponestajevremena,mo § e daa a k | | sabtanakdlvala svimag tsted o g | i

Fine Sincew e Oruna@ing out of time we can closethe meeting Thank you everyonefor participating .




MAKING ARRANGEMENTS ON
THE TELEPHONE




Before having a meeting, you should take
care of arranging It! As it usually happens
through a call, pay attention to the
following content to pick up some ideas . J



Donot forget to use future tenses
might need to use present tenses 0 the present simple or
continuous.



Useful l__anguageJ

Answering the phone
Hello, Erik Halse speaking.

Good morning, Madison Ltd.

Making contact

I'd like to speak to Anna
Schilling, please.

Could | have the sales
department, please?

Identifying yourself

This is / My name’s Marta
Blanco.

Marta Blanco speaking.

Stating your purpose
I'm calling about ...
The reason I'm calling is ...

Making arrangements

Could we meet on Monday at
10.307

How / What about April 10th?
Is 11.15 convenient / OK?

Changing arrangements

I'm afraid | can’t come on Friday.
We've got an appointment for
11.00, but I'm afraid something’s
come up.

Could we fix another time?

| can’t make it on...

Responding

That's fine / OK for me.
Sorry, | can't make it then.
No problem.

Closing

Good. So, I'll see you on the 8th.
Thank you. Goodbye.

Right. / OK then.

That’s great, I'li see you ...







A: Wiener Re, dobar dan. Kako mogu da Vam pomognen®
B: Dobar dan. Da limogudadobilemV a g @ g,imalim?

A: Povezujemv a sBbjim se dajelinija zauzetaDalig e ldat e
sal elkgeékdap @k u gandvekasnije?

B: P 0 z v pohouokasnije. Koja je njenadirektna linija ?

A: Njenadirektna linija je 564-3809.

B:Hvala.Dovi Lenj a




A: Wiener Re, dobar dan. Kako mogu da Vam pomognen®
B: Dobar dan. Da limogudadobijemV a g @ g,imalim?

A: Povezujemv a sBbjim se da jelinija zauzeta Dalig e |
das al ek g &€ edap @ k u @andvekasnije?

B: P 0 z v pohouokasnije. Koja je njena direktna linija ?

A: Njenadirektna linija je 56438009.

B:Hvala.Dovi Lenj a

A: Wiener Re, good afternoon. How can | help you?

B: Good afternoon. | _speak to your boss,

please.

A:lam #hi méom afraid
busy. Do you want to or would you like to call

back later?

B : | 61 | caWhabaskhkatdrrect
A: Her direct line is 564 -3809.

B: Thanks. Goodbye.







Match the definitions 1 to 12 to the words and phrases a) to 1).

the person in charge of the meeting a) actionpoints

the people at the meeting b) chairpérson

to go to a meeting ¢) propose

a list of topics to be discussed d) at{end

one topic on the list e) to send your apologies
the last topic on the list f) item

to make a suggestion formally g) vote

to support a formal suggestion h) any other business (AOB)
a method of making a decision i) participants

1
2
3
4
5
6
7
8
9
o

an official record of what was said j) second
and/or decided k) minutes

to say that you cannot go to a meeting  |) agenda
2 what needs to be done after the meeting,

and huawarkham
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- Useful langia__ge_}

Starting

OK, let’s get down to business.

Right, can we start, please?

Setting objectives

The purpose of this meeting is ...
The aims of this meeting are ...

Asking for reactions
How do you feel about ...?
What do you think?

Dealing with interruptions
Could you let him finish, please?
Could you just hangon a
moment, please?

Keeping to the point

I’'m not sure that's relevant.
Perhaps we could get back to the
point.

Speeding up
| think we should move on now.
Can we come back to that?

Slowing down

Hold on, we need to look at this
in more detail.

| think we should discuss this a
bit more.

Summarising

0K, let’s go over what we've
agreed.

Right, to sum up then ...




(7 8.4 (A=Andrew, B = Bob, M = Maria)

A

)

Good, everyone's here now. There’s coflee if you want it. Right, can
we start please? As you all know, Roberto’s been working as assistant
to Carla Nufiez for six months now. He’s just finished his
probationary period. How do you feel about offering him a full-time
contract?

I'm not sure we should do it really. It says in this report that he's been
ate to work a few times and he can be rather ..

Oh, I don’t think that’s too important ...

Could you let him finish, please?

Oh, sorry

Anotocr thing about Roberto 1'm not happy about. He leaves exactl
on time every day. Also he doesn’t have lunch with us very often, you
know, he goes ofl on his own ...

I'm not sure that's relevant

\lllﬂ . ﬂ'l.'i_\‘.'\k-.

| think we should move on now if we're going to finish by cleven
o'clock ...

What about his actual work? In my opinion, it’s fine. He's
contributed to several of the innovation projects

Well, | think we should discuss this a bit more. What exactly do you
mean by “contributed to the innovation projccts'?

By providing administrative support o the management team
somctimes beyond the call of duty. For example, he stayed behind
one evening and typed up all of the results from the feedback
scminars, | could go on. This shows he's motivated to go further in
the company

Wecll, thanks very much, Mania. You've made your views very clear
OK, let’s go over what we've agreed. Roberto will have a further
probationary period of threc months. After that




0 You are managers of a retail fashion chain called Space. You are holding your
regular management meeting. Use the Managing Director’'s notes below as
an agenda for your discussions. A different person should chair each item.

1 DRESS CODE

Following complaints from
customers, we need to discuss
ideas for a dress code for all
employees, as well as guidelines
on personal appearance.

2 POLICY FOR SMOKERS
Non-smoking staff compiain that
staff who smoke take frequent
‘cigarette breaks’ outside the
store. Should smokers work extra
time to make up for the time
lost?

3 COMMISSION PAYMENTS

At present, commission is based
on quarterfysales at each store
and is divided equally between all
staff. Now, our Sales Director
wants each person to receive
commission according to their
individual sales.

4 END-OF-YEAR BONUS

Staff receive sales vouchers as an
end-of-year bonus. The vouchers
give discounts on a range of
goods at major department

stores. Some managers are
proposing toyissue ho sales
vouchers thisyear. Instead, staff
will be invited to an end-of-year

party.

5 STAFF TURNOVER

Staff tend to be young.so
employee turnoverishigh. As a
result, training costs have
increased dramatically. What can
be done to keep staff longer?







7Useful languagg ]

COMPLAINING

Making the complaint

I'm ringing to complain about ...

I'm sorry, but I'm not satisfied with ...
Unfortunately, there's a problem with ...

Explaining the problem

The CD player doesn’t work.

There seems to be a problem with ...
We haven’t received the ...

Insisting
It really isn’t good enough.
I'd like to know why ...

Threatening

If you don’t replace the product, I’ll
complain to the manager.

If you can’t deliver on time, we’ll have to
contact other suppliers.

DEALING WITH COMPLAINTS

Showing understanding

Oh dear! Sorry to hear that.

Mmm, | see what you mean.

I'm sorry about the problem/delay.

Getting the facts

Could you give me some details, please?
What happened exactly?

What's the problem exactly?

Making excuses / denying responsibility
It's not our policy to replace items.

It's not our fault that it hasn't arrived.

I'm afraid that's not quite right.

Promising action

OK, I'll look into it right away.
I'll check the details and get
back to you.




\ 7 10.4 (CSR = Customer Service Represeatative, TG = Teresa
(ireen)
CSRGood allernoon. Electrical Goods Department
TG lcho. This 1s Teresa Green, I'm calling about the DVD player |
bought from you a few wecks ago. Unfortunatcly there's a problem
with it

CSR I'm sorry 10 hear that. What seems 10 be the problem?
TG Tt doesn’™ work
CSR Could you give me some details, please?

TG Well, the eject mechanism’s not reliable. Sometimes it works, and

sometimes it docsn’t,
L Can you bning 1t in? Then we can look into the matter and we'll
probably send the machine back to the manufacturer
TG I'm sorry but I'd prefer 10 exchange it
CSR I'm afraid it's not our pohicy to replace items. We'll send it back 10
the manuiacturer for repaw
G Well, that’s not really good enough. I'd hike a different makcand |
don’t mind paymg a little more {or a better model

CSR All right then. Bring the maching in and we'll see what we can do for
Yyou.










In his book The Art of Winning, Harry Mills says that most negotiations have
seven stages. These are listed below, but are in the wrong order, Put the
stages in order. What word do the initial letters of the stages spell?

* Tie up loose ends * Probe with proposals
Confirm what has been agreed. Make suggestions and find areas of
Summarise the details on paper. agreement.

Explore each other’s needs Close the deal
Build rapport. State your opening Bring the negotiation to a clear and
position. Learn the other side’s satisfactory end.

position. Signal for movement

Ready yourself Signal that you are prepared to move
Prepare your objectives, from your original position.
concessions and strategy. Respond to signals from the other
Gather information about the sidc.

other side. Exchange concessions

Give the other side something in
return for something you need or
want.




Useful language |

Starting positions
We'd like to reach a deal with you today.
Right, let's try to get 10% off their list prices.

Exploring positions
Can you tell me a little about ...?
What do you have in mind?

Making offers and concessions

If you order now, we'll give you a discount.
We'd be prepared to offer you a better price if
you increased your order.

If necessary ...

Checking understanding

What do you mean?

Have | got this right?

If | understand you correctly ...

You mean, if we ordered ... would ...?
Are you saying ...

Refusing an offer

I'm not sure about that.

That’s more than we usually offer ...
That would be difficult for us.

Accepting an offer
Sounds a good idea to me. As long as we ...
Good, we agree on price, quantity, discounts ...

Playing for time
I'd like to think about it.
I'll have to consult my colleagues about that.

Closing the deal
| think we've covered everything.
Great! We've got a deal.

Following up the deal
Let me know if there are any problems.
If there are any other points, I'll e-mail you.




~Useful language

Diplomatically giving bad news
I'm sorry, we weren't able to
agree on this.

I’'m afraid your price is

rather high.

Using speculative language

It would probably arrive late.

It could be a problem.

It may be difficult to deliver.

We might not be able to do that.

Using a past form to express
disappointment

We were hoping for ...

We were expecting ...




i
'

/9.7 (A=Dbuver A, B =buyer B, S = Supplier)

Extract |

A
B

-

A
B

OK, what do we want to get out of this meeting with Eastcm Fabnes?
| think our main aim should be to get a better deal on prices. 1've
been checking up on Eastern Fabnics, they've just built a new factory
in China, they nced to keep it working to full capacity. They'll be
kecn to get our business, 50 they'll lower their prices, if we play our
cards right.

Right, let’s try 10 get ten percent ofT their list prices

Agreed

Extract 2
S Can you tell us a hittle about your customers’ needs and their buying
habits? You know, what colours they like, what sizes are most

popular, and what your main sales outlets are -~ that sort of thing?

Extract }

B If you give us a discount on our first order, say len percent, we can
accept the end of May as a deliy ery date, We'd hike to have the goods
carlier, but we understand this would be diflicult for you
A 1en pereent discount -~ mmm, that's more than we usually offer new
customers, but it might be possible, especially if we can deliver some
of the shirts early in June.

Well, July and August are our peak selling months, so that would
probably be OK

Extract 4

S HHow about if we send the first consignment by air to make sure the
goods amve on time? And we'll sond the rest by sea as soon us
possible
Mmm, sounds like a good idea to me. As long as we get the first
consignment by the end of May, we'll be happy.
| can guarantee delivery by that date, OK?

Extract 5

a varicty of designs of course, If you wanted the T-shirt in other
colours .

What? You mean if we ordered other colours, the shirts would be
more expensive

Exactly, we'd have to charge a hittle more,

Normally we supply three colours only, black, blue and red, but with

Extract 6

Goed, we agree on price, quantity, discounts and, let’s see ... method
of transport. I'll send you an e-mail confirming everything. Let me
know if there are any problems.

| think we've covered everything. If there are any other points,
"Il e-mail you.
Great. That was a very good meeting. We covered a lot of ground.
What time shall I meet you for dinner tonight?




(M = Manufacturer, A = Agent) OK, 1t’s not rcally a problem if you prefer it that way [ won'
OK

A J s i F | . . & . . o 5 &
K. perhaps we could start, as we agreed, by discussing the kind of arguc with you. Now the commission: | suggest a ratc of fifteen

rclationship we want percent on all the revenue you obtain, cither directly or indirectly. Is
('\h |!| (]}"
Usually with a major distributor or agent, we don't offer an \ Fifteen percent is too low. We want at least twenty nercent. The

lusIve agency agreement, because they don't want it 7hCl— market 1s very competitive. We'll have to spend a lot on advertising

1 AictesMhive e by 3 Ty "
S¢ anNa ais A"h.*. NG ”I(N ICIS Of MOST Of 1IN oo comp anie ind promoting your ”"'1"UC“~
! U Pio }1 00

5, but we could help with this
How much will you pay us
we represent many famous brands and will be happy to add A Well, we might go fifty, fifty up to an agreed limit. We can tall
YOur I:‘d \l Ier\" '.'-.l Ou ‘j\! it"‘"b. l'—,c ,-\hLl ’l'ljl T i‘.k— ‘ ‘
- : » S8 LSRN+ 5 & .~ C- 2N . Y

make more money that way

non-exclusive contract would be perfect for us, too. As you

Right. Now. prices: we hike to recommend pnices for cach overseas 24 ‘ . . . :
g » PHC , ORGP e 1| have to think about it. We will talk abowt the commission later.

market - we advise on minimum and maximum pnces for cach of P ¢ )
i Let's discuss the iength of the contract. Normally we offer two years

our modcl

= . : and to be honest, with a new distributor we preler 4 shorter r«;.’:v(i.
No, that’s no good for us. We prefer to set the prices tu é T the

Either sidc can terminate with sixty days notice

products we offer. We know the conditions ¢ '.".c | e :
g vell, it must be a st three years for it to be profitable for us
than you, we would s¢t the correct prices to maximise pu:.ll ‘

‘»‘.u”. WC Can 1alx abou act 7, cst we break for luneh Nowv
SOUTSe







Student A is a supplier.

Student B is a buyer.

Supplier: You want to increase the list price
of your sports bag model PX7 by 10%. You
also want to change your delivery times.

Buyer: You can only afford a 2% increase.
You offer to buy a larger quantity of sports
bags at a lower increase. You want the
delivery times to stay the same. You also
want to change the length of your contract
with the supplier.

Student B is a company employee.
Student A is the employee’s boss.
Employee: You think you should have a
10% salary increase.

Boss: You think the company can only
afford a 2% increase.




Role play the negotiation below between a shop owner and a chocolate
manufacturer. Be diplomatic.

Shop owner Chocolate manufacturer

* You want to order 50 boxes * You get a bonus if the order is
of deluxe chocolates at the over 100 boxes,

quoted price. You don’t give a discount for
You want a 20% discount. orders of less than 100 boxes.

You want 30 days’ credit. You want payment on delivery.
You want delivery in two weeks. You can deliver in three weeks.







1 How important are rational and emotional factors when making decisions
about the following?

a present for someone a new company logo a partner
a holiday destination a new product to develop  someone for a job

2 Think of an important decision that you have made. How did you decide?

3 Do you think men and women have different ways of making decisions?

4& Who makes the big decisions in your household?




Which ideas below do you agree with? Which do you disagree with? Why?
1 Before making a decision it is advisable to:

a) write down the pros and cons.

b) take a long time.

¢) have a sleep or a rest.

d) consult a horoscope.

e) consult as many people as possible.

If 2 choice has cost you a lot of time and money, stick to it.
Rely on the past to help you make a decision.

Reduce all decisions to a question of money.

Be totally democratic in group decision-making.




Useful language |

Asking for the facts

Can you bring us up to date?
Can you give us the background?
Where do we stand with ...7

Making a suggestion

We should sell out as soon as
possible.

Why don’t we sell out?

Disagreeing
| don’t agree with that at all.
| totally disagree.

Identifying needs

We've got to get more
information.

We need more information about
where we're going wrong.

Agreeing
You're absolutely right.
| totally agree with you.

Expressing doubt

| am worried about the store’s
location.

I'm not sure about that.

Making a decision

The solution, then, is to keep
the store going.

| think, on balance, we feel we
should keep the store going.

Stating future action
So, the next thing to do is ...
What we've got to do now is ...




12.5 Listen to a marketing consultant presenting her report to the
management of a retail group. Complete these extracts.

| don’t think it will be too difficult to improve the store’s
l‘mr!'(tvr!r;.;’.'\.'. | SUggCsl you review your plUdLL( FANECS as soon as
possible and stop promoting those items which aren’t making any
MONCy

What you need 1s more knowledge of the yvouth market — they're the
consumers who arc spending most money on clothes. You should
target that segment of the market

Also, | think yvou should hire a top exccutive (o run that part of the
business. Someone with a really good track record 1n the retail
fashion trade. ] could suggest names, if you wish.

You need to take a hard ook at other parts of the business. I'm not
happy with the fumiture department in the siore. It takes up a lot of

space and 1sn't making any money. To be honest, | just don’t think it
will ever make much money. | also have doubts about your

tationery department. Is it really worth keeping
['he answer L0 your problems is to do something quickly, to stop
profits falling and tum the store around. So, this is what yon should
do now, In my opmnion: reduce your range of products, cut out the
loss makers, hire a new execotive with experience of the fashion
clothing business, Close down Fumniture and possibly Stationery
OK, any quceshons







Defime the N ra e
Ero hlem e [doas

Implement Evaluate and
and evaluate select solutions




Useful language |

a) Stating options
There are several ways we could deal
with this.

b) Balancing arguments
Let’s look at the pros and cons.

On the one hand ... On the other hand ...

¢) Changing your approach
Let’s look at this from another angle.

d) Considering less obvious options
We could try ...

e) Discussing possible effects
If we do this, then ...

f) Making a decision
The best way forward is to ...

g) Stating future action
The next thingtodoiis ...







Match the comments below to the correct headings in the Uselul language
box.

1 Let’s discuss the advantages and disadvantages.
2 My solution, then, is to ...

3 We have a number of options.

4 Let's look at this a different way.

5 Let’s think about the consequences of ...

6 It might be worth considering ...

7 What we've got to do now is ...

Useful language |

a) Stating options
There are several ways we could deal
with this.

b) Balancing arguments
Let’s look at the pros and cons.

On the one hand ... On the other hand ...

¢) Changing your approach
Let’s look at this from another angle.

d) Considering less obvious options
We could try ...

e) Discussing possible effects
If we do this, then ...

f) Making a decision
The best way forward is to ...

g) Stating future action
The next thing to do is ...




-

) 11.5

\ f

We've got 1o do somcthing about it. People are taking too many days
off sick. Sick leave increased by twelve percent last year. | got the
figures today. On average staff took fourteen days off sick
W00 many

Absolutely, it's rcally damaging for us. It's affecting the scrvice we
give our customers and it's costing us a lot of money each year. It
can t go on

OK, well, as | see it, thcre are several ways we could deal with this
We could get tough and simply say, no paid leave at all for the first
three days someone is sick. Or we could do it another way er ... offer
stafl a bonus at the end of the year if they don't take much sick leave
And there’s a third option, we could bring in a doctor and
physiotherapist for staff, and free health tests and counselling. They
could check up on stafl who are taking far too much sick leave, the
ones who think it's extra holidays for them

’h at'’s f;,; r

Let’s look at the pros and cons of the first option: no pawd lcave for
the first three days staff are sick. On the one hand, I think 1t will
reduce the amount of sick leave because people will lose pay when
they 're off work. On the other hand, it's very unfair to people who
are genuinely sick, you know if they ‘re suffering from a bad cold or
flu, for example, It wouldn't be popular with the staff, or with the
unions ...

Well, let's Jook at this from another angle. It might be worth using a
completely different approach. We could try sending a questionnaire
to all staff, asking them to suggest ideas for reducing absentecism
because of sickness. Of course, we'd explain why the present policy
isn't working,

Good 1dea. If we do this, then they re more likely to buy info any
new scheme. Yes, it should work well

Right. So, ... the best way forward is to sound out staff and get their
opinions. A survey will give us all the data we need.

And the next thing to do is to prepare a questionnaire, | take it you
want my department to do that?

Yes, if you would. Could you have a drall questionnaire ready by
next Monday, for our meeting”?

Yes, | think we can manage that. I'll let you know when it’s ready.




Where there Is problem -solving, there are
also agreements and disagreements!



Agreement Disagreement Partial Agreement
Expressions Expressions Expressions
® There is no doubt about ift... e | dont agree with you. * |tis only partly true that...
e | completely / absolutely * I'm sorry, but | disagree. e That's true, but...

agree with you. e I'm afraid, | can't agree with you. ® | can agree with that only

| agree with you enftirely. ® The problem is that... with reservations.

| fotally agree with you. e | (very much) doubt whether... ¢ That seems obvious, but...

| simply must agree with that.§ ® This is in complete contradiction to... | ® That is not necessarily so.

| am of the same opinion. * With all due respect... ® |tis not as simple as it

| am of the same opinion. * | am of a different opinion because ... seems.

* That's exactly what | think. | cannot share this / that / the view. | ® I agree with you in principle,
" | cannot agree with this idea. but...

What | object o is... * | agree with you in part, but..
| have my own thoughts about that. e Well, you could be right.




Mislim damoramodadzt 2 QAAYERBuku zaposlenih

BY bS 0AK Y23fl @GAO0OS RI a&4S aft20AY al (2
20l gt 2l 2dz LI2al 2 A LRGSOl adz LINRPFAG (1 2YLI
A: Upravo tako.

/'Y .22AY &S RI &S yS Y23dz at20AGA al @t
reklami proizvoda.

'Y t20LJzy2 &A dz LN} gdzd ¢NBOlF RNMXzZAF 6A2S
strategije za pakovanje i reklamiranje proizvoda.
BY t NBiULRadGlIgtaly RIFI 2SS G2 {(Fr6y2ad aS$sdz
/'Y bS atl OSY &S5 dz LR {GLHzy28GAd t2 Y2Y YA
diskutujemo o tome da bismo postigli kompromis.
BY ! Llaz2fdziy2d ¢2 2S aalayl ARS2FI® bl RIY




zaposlenih

A: The latest report on annual turnover shows that the turnover has fallen drastically since last year. | think we neede# in the
training of employees more.

BY bS8 6AK Y23fl GAO0S RIFE a8 at20AY &l d2062Y® {YFGN}Y RIpagjd A
B: 10 2 dzf dgrgemire. |believethe training would help them do work more efficiently and boostthe O 2 Y LJI pyoditQ &

A: Upravo tako.

Exactly

/'Y .22AY &4S Rl aS8S yS Y23dz at20AGA &l @FYlI® bAaaS &l Y2 LINROf
C:L Caffaidl O | yagedewith you. It is not only about the employeesbut it is about the bad marketing,too.

'Y t20GLzy2 &A dz LN} @dzd ¢NBO6F RNHAFSEA2S 2NHI VAT 23 (A préikvoth.S i

A: . 2 dzgoftlke point. TheMarketing Departmentshouldbe organiseddifferently, andthe strategiesfor packingand advertisingproducts
shouldbe improved.

BY t NBiLRadlgtalry RI 28 (2 GFL6y2d aSSdziaAYZ YA&AtAY Rl 206dz |
B: lassume K | righ® &owever | believethe training shouldbe our priority.

/'Y bS &t OSY &8 dz LRGLMzy2aiAd t2 Y2Y YAOtaSyzadzs

C. Ipartially agree Inmy opinion, we shouldarrangea meetinganddiscusghat to reacha compromise

BY ! Llaz2fdziy2e ¢2 2S5 aalaylt ARS2FI® bl RFEY a$8 R

B: Absolutely ¢ K | digedtidea |hopeg S @ehdhan agreementin the end.




Think about the situations where you need to express
your opinion, and give it a try in English! N



EMAILS



Thank you for
your email

(phr.) Stop giving me work and

solve your own problems!

What 0s your opinior
?

0
emails? J

| SIIRVH»IIE_%Ai-[,II“.R/gd?,EETINﬁ

THAT SHOULD HAVE BEEN AN E-MAIL



What 0s your | mpression about the
Which ones are less formal? Why?

4 4. 4

- 0 . I1‘_J I:'l'- . 4
| am writing to request ... HiPradeep! Hope to hear from you soon, Dear SirfMadam, Take care,

F I3 F

Yours sincerely, How'sitgoing? |look forward to a prompt reply.

Informal Formal




: 4 .y &
Hi Pradeep! Dear Sir/Madam,

&

) '_ 'ITJ o i [
Yours sincerely, Take care, How'sit going?

| am writing to request ...

i

I look forward to a prompt replg,f_"'r
Informal Formal

Hi Pradeep! Dear Sir/Madam,

How's it going? I am writing to request ...

Hope to hear from you soon, | look forward to a prompt reply.

Take care, Yours sincerely,




WHO IS THE AUDIENCE

Who do you address in formal and
Informal emails? J

This is what the tone of your emalill
depends on.



DIFFERENCES BETWEEN FORMAL AND INFORMAL EMAILS

The truth is that many of the emails you write in English mix the formal and the informal.
With an informal email, rambling and talking about how things are going is okay!
But with a formal email: Stick to the point as much as you can.

In a formal English email, you shc

A

> >y > D> D>y D>y >y D> D> D

Incomplete sentences

Runon sentences

Long, complicated sentences

Grammatical errors

Stories or anecdotes

Jokes

|l nspirational gquotes, UuUnless [ heyore essenti al
Long, unbroken paragraphs of more than three lines

Emojis or emoticons

Wor ds domn&k @ owanna. O

Too many (or any) exclamation points

Keep it and You want to make sure that everything in your email belongs there.






We usuallywrite informalemailsto friends,family,or
. We alsowrite informal

emails to quickly communicate a piece of

informationor sharethingswith our co-workers



HOW-TO: THE COMPOSITION OF AN INFORMAL EMAIL

1. WRITE A FRIENDLY SUBJECT LINE
Thesubjectline still mattersin an informal email, but you
canuseafriendliertone:

A S NtBeQchedule

A S NtRe®ideoyouaskedabout

AChecloutthisarticle!

Readhis!

2. START WITH A CASUAL GREETING

When é S QgxBting someonein an informal email, we R2 y Q (i
needto worry so muchaboutwhat we say We canusea casual
G K Sod & & ar B¢ canjust addresghem by name We canalso
usemore exclamatiompointsor emoticonsto expressexcitement
andfriendliness

Adey[Name],

Adi[Name],

Adeythere!

Ail

Aey!



3. WRITE THE BODY OF THE INFORMAL EMAIL
Whenit comesto the body of aninformalemailin English,
we canwrite asmuchor aslittle aswe want But, in terms
of practicality,think about your reader Youstill want to
savethemtime, soA (b&>tto be asbriefasyoucan

A S NtBeQchedule/ouaskedor.

A S NtBe®idea Hopeyouenijoyit!

ArheY S S (i At@:@Or Seegyouthere!
ACanyousendmethat file again?Thanks!

4, HOW TO END AN INFORMAL EMAIL

In an informal email, R 2 ywdiity too much about the
closing'Youcanusethesefriendlysignoffs:

fSeeyoulater,

Arakecare,

/Seeyousoon,

AThanks,

AdappyFriday,

Adavea goodweekend!



sound ‘chatty’ like you're talking to a friend.

. , L _ ) 4
miss out any of the necessary information. read the question/task carefully.

N . . ¥
use a formal beginning and ending.  use contractions.

-—
—

. —
write more than the word limit.

You should ...

You shouldn't ...




sound ‘chatty’ like you're talking to a friend.

miss out any of the necessary information.

" r I:I-
read the question/task carefully.

. b . o
use contractions.  write more than the word limit.

You should ...

read the question/task carefully.
use contractions.

sound ‘chatty’ like you're talking to a friend.

You shouldn't ...

wite e than the word limit.
6 "s

use a formal beginning and ending.

miss out any of the necessary information.







INFORMAL EMAIL EXAMPLE 1

Hey Anya,

¢CKFYyl1a FT2NJ GKS y20Sao
See you later,

Kira

INFORMAL EMAIL EXAMPLE 2

Hi Nancy!

2SS f20SR a4SSAy3 @&2dz I

you free?
Take care,
Joann






