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In a short time you may be studying Business English at school. But do you know exactly what it is? 

1 Read the questionnaire below and tick (./) the best answers for you. 

Yes No Don't know 
Business English: 

1 is a list of words that are used in finance and commerce. D D D 
2 is a language used in banking. D D D 
3 refers to economic issues. D D D 
4 is useful when you work with English-speaking people. D D D 
5 is the la nguage used in written correspondence . D D D 
6 is useful if you want to find a job ab road . D D D 
7 includes all aspects of buying and sell ing. D D D 
8 is the language used in ma rketing. D D D 
9 is important to understand economic issues. D D D 

10 requi res a good knowledge of basic grammar. D D D 

You can answer 'Yes' to every question in the questionna ire above. 
Simply speaking, Business English is the language used in international trade. In other words , it involves 
everyth ing re lated to buying and selling. But it involves much more. Of course the sta rting point is the language, 

so you must know grammar quite well , but vocabulary can be very specific because it depends on the topic : 
economy, finance, products , and so on. 

Business English wi ll develop all your language skills: 

• reading (documents, texts) 
• writing (emai ls, reports , documents) 
• listening (conversations , presentations) 
• speaking (conversations , presentations) 

These are all com municat ion skil ls that you will use in business situations: when you work in your office, w hen 

you are at a meeting, when you look for information , when you take decisions related to your job. 
Al so, Business English will help you connect many subjects that you study at school: Economics, 
Finance/Accounting, Legal Studies, Geography, and also IT, and other foreign languages. 

2 What other school subjects do you think you study these topics in? Write the name of the subject and 
check at the bottom of the page. 
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1 writing ema ils 
2 payment methods __ _ 

3 business legislation in the Eu ropea n Union 
4 logistics and t ransport 
5 different types of economic systems 
6 writing a CV __ 



In this book you will meet some basic and traditiona l Business English topics. 

3 Complete the table of topics with a description of the topic contents from the list below. 

Content: 
• Money is the driving force in business. Banks, profits , sales are key words. 
• An enterprise that sells or buys goods or services. It must be organized into depat1ments with different activities. 
• The place where goods and services are bought and sold. The people involved are producers, sellers, consumers. 
• There is a set of laws regulating international business that must be followed. Working in the business world also 

implies being able to understand and prepare documents like contracts, payment and transp011 documents, invoices, 
and others. 

• The process of buying and selling. It consists of personal contact, speaking over the phone, writing emails, preparing 
documents , sending goods, solv ing problems. 

• Today all companies must beat competition if they want to sell their product. This means that they must be good at 
producing the right product, at the right price and persuading people to buy it. 

• Looking for and finding ajob in a foreign country. It means wliting and speaking about your qualifications and skills. 

Topic Content 

The market 

The company 

Business transactions 

The job market 

Business documents and legislation 

Finance 

Marketing 
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A market is where people buy and sell. The people who sell are called sellers - also producers or manufacturers 

- they make and provide what the market needs. The people who buy are called buyers - also customers - they 

use what they buy from sellers. But what is bought and sold in a market? Goods and services. Goods are physical 

objects like computers, mobile phones, shoes, spaghetti. Services are non-physical objects like banking, transport , 

concerts, advertising. Of course the quantity and type of goods and services produced interacts with the quantity 

and type of goods and services the market demands. This is called the law of supply and demand. The supply is 

the quantity of goods or services that producers put in the market. Demand is the amount of goods and services 

that buyers will buy. Producers make what consumers require because they don't want to produce something that 

nobody wants to buy. This law is the driving force of any market. But what influences a customer 's choice of what 

product to buy and in what quantity? One of the most important factors that determines this choice is the price . 

In general, people buy more when the price is low and buy less when it is high. This can create competition in the 

market between different sellers of the same product who want to win as many customers as possible, so they must 

beat competitors but, at the same time, they must make a profit. 

Match these words with their definitions. 

1 producer a D A place where buyers and sellers are in contact with one another. 

2 customer b D The relationship between the quantity of products and services 

3 services that are for sale and the quantity that people want to buy. 

4 market c D A company or person that makes goods. 

5 price d D Things produced and sold. 

6 supply and demand e D Someone who buys goods or services. 

7 goods D The amount of money you pay for something. 

8 advertising g D The activity of persuading people to buy something. 

h D Products which are not goods. 

2 Complete the sentences with words from the text. 

1 The interaction of supply and determines what is produced and the quantity. 
2 Customers prefer buying products with a low ___ _ 

3 FIAT is an Italian car -----
4 Banking is a type of ____ _ 

5 is when sellers try to be more successful than others in a market. 

6 Every company wants to have a from its sales . 

3 Read the text and answer the questions. 

1 Who is a seller and who is a buyer? 

2 What is the difference between goods and services? 

3 What is the difference between supply and demand? 

4 Why is price an important factor in a market? 

5 Do you agree that market demand influences what a producer puts in the market? Why? 

4 Look at these two lists of similar words. Can you find any of them in the text? 
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to sell 

seller 

sales 

sales ma nager 

sales department 

to produce 

producer 

product 

production manager 

prod uction depa rtment 



Are these goods or services? Label the pictures. 

1 2 ---

3 4 _____ _ 

5 6 

8 

9 10 ---

Now write 5 examples of goods and 5 
examples of services typical of your country. 

Goods 
1 
2 
3 
4 
5 
Services 
1 
2 
3 
4 
5 

----~---

Read the interview with Paul Laxer, 
an MP3 player manufacturer. Complete the 
dialogue with these questions. 

Does your company invest much in advertising 

What exactl y ele you produce 

Do you mea n that you beat the competition w it h 
low prices 

Is there much demand in the market for thi s type o f 
product 

can we say that you 're not worri ed about sales 

isn't there strong competition from m obile phones 
or smartphones 

Interviewer: So, Mr Laxer. Tell us something about 
your company. (1) What exactly do you 

produce? 
Mr Laxer: Well, we make MP3 players. We 

specialise in sma ll , light, coloured, and 
of course, highly-technological MP3 
players. 

Interviewer: (2) ----------------
? 

Mr Laxer: Absolutely. At the beginning this product 
was just for young people. But now it's 
become very popular with older people 
as well. Today everybody listens to music 
any time, anywhere. 

Interviewer: I agree with you but (3) 

Mr Laxer: 

? ---------------
I mean, there are so many mobile phones 
with this function . 
It's true but sti ll , our MP3 players have 
a good market. They have an unbeatable 
price compared to other similar articles 
and of course they're cheaper than good 
mobile phones. 

Interviewer: (4) -----------------
? -----------------------------

Mr Laxer: Yes , low prices combined with excellent 
quality, I would say. 

Interviewer: (5) 
? ---------------

Mr Laxer: Not much . You see, our product has been 
on the market for a long time and has 
always been popular. So it's well-known 
and doesn't need too much advertising. 

Interviewer: So, (6) 

Mr Laxer: 
? ------

Fortunately no, we aren't at the moment. 
But, you know, customers' needs may 
change at any time. We'll be ready when 
it happens. 

1 
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8 Read the text below and then match the beginnings and the ends of sentences 1 to 3. 

Never think that the world of business or of economy is far from you just because you are a teenager! 
You are a consumer of goods and services which means that you play the rules of the market. 

Like a lot of teenagers, you probably receive pocket money from your parents. Are there times when you 
can't do something with your pocket money because you don't have enough? Have you ever thought what 

this means in terms of economics? Let's look at an example. 
Last Monday you received €20 .00 as pocket money. On Friday afternoon you talk to your friends and 
discuss going to the cinema tonight and going to the disco together tomorrow night. You want to do 
both . Unfortunately you've already spent €9.00 and you don't want to ask your parents to give you your 
pocket money for next week in advance because this means that you won't receive any money next week. 

So you decide that you' ll go to the cinema tonight (you have enough money for that) and you won't go to 
the disco. What does this means in terms of economy? 

1 For you, as a customer, it means that 
2 For the disco's owner, it means that 

3 For the cinema's owner, it means 

Globalisation 
Today we talk about the global market. 

This means that the whole world has 
become a single marketplace and is not 
formed by different national markets. In 
other words, we are in an international 

market whe re companies have more 
opportun ities to sell their products in any 
country in the world and customers have 
more opportun ities to buy products from 

all over th e world. In international economy 
this is called globalisation: the process 
by which companies operate in a lot of 

different countries all around the world. 
What has facilitated this process of buying 

A he has earned more money. 
B your choice is influenced by the costs of 

the two things you want to do. 

e he has lost a customer. 

and selling in the world market? One of the most important factors is that, over the past 20 years, there have 
been developments in new technology and in communication systems: thanks to the use of the Internet, email, 
mobile phones and video conferencing, companies can communicate 24 hours a day, 7 days a week . Also, 
improvements in transport and the reduction in restrictions to commerce (taxes on imports, for example) have 

given companies more opportunities in foreign markets and have contributed to free trade . 

9 Read the text about globalisation and decide if these statements are true (T) or false (F). Correct the 
false statements. 

1 Globalisation can be defined as the activity of buying and selling goods and services in all 
the countries in the world . T 

2 Globalisation started in 1920. 

3 Today people can communicate at any time on any day. 
4 Taxes on imports is an example of free trade. 
5 Today it is easier to transport goods from one country to another. 



10 n 1 Globalisation is a very controversial problem. Read the list below. Then, listen to two experts 
talking about it and tick the advantages and disadvantages of globalisation they mention. 

Advantages 

1 Poor countries can develop economical ly. 
2 Poor countries can improve their standard of living. 

3 Globalisation is a force for democratic freedom. 
4 Compa nies can sel l more goods and make more 

money. 
5 Globa lisation creates more jobs. 
6 There is more circu lation of money. 
7 Because of strong competition , prices are lower. 
8 Thanks to globa lisation, we know other cul tures 

better. 

11 What's your opinion of globalisation? 
Write a text about it using the information 
from the text and from the two boxes 
in exercise 10. Follow these guidelines and 
use linkers and expressions from the box. 

Say what it is and how it has deve loped . 
Say if you are in favour or against it and 

explain why. 

f irst then also finall y 
I th ink that in my opinion 

advertising / redV::ltaIZII)/ __________ _ 
amount /::l'maunt/ ____________ _ 
(O beat /t::l bi:t/ _____________ _ 
competition /kDmpd'tIJn/ __________ _ 
competitor /k::lm'petrt::l(r)/ __________ _ 
consumer /k::ln'sju:m::l(r)/ __________ _ 
customer /kDs'tju:m::l(r)/ __________ _ 
o demand /t::l dI'l11o:nd/ __________ _ 

development /dI'vei::lpl11::ll1t/ _______ _ 

Disadvantages 

1 Only multinationals, like Coca Cola or Nike, get the 
benefits. 

2 Rich countries become richer at the expense of 
poor countries. 

3 Globa lisation destroys the environment in poo r 
countries. 

4 People who work for big multinationals are not 
well-paid . 

5 Mu ltinationals invest in poor countries so there are 
fewer jobs in rich countries. 

6 Mu lt inationals control the economy of poor 

countries. 
7 Loca l cultures and t raditions are not respected . 
8 Workers in poor countries are exploited. 

free trade /fri: treld/ ___________ _ 
goods /gudz/ _____________ _ 
improvement /rm'pru:vl11::lnt/ ________ _ 
law of supply and demand /b: ::lV s::l'piaI ::In dI'l11o:nd/ 
manufacturer /mrenju'frektJr::l(r)/ _______ _ 
profit /prDfn/ _____________ _ 
to provide /t::l pr::l'vaId/ ___________ _ 
restriction /n'stnkJn/ ___________ _ 
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When you finish high school or university, you will look for a job. The first step will be contacting the company 

you want to work for. How? With a job appl ication w hich is a proposal to work for them. 

1 The application process involves different steps. How do you think this process works? Put the steps in 
the correct order. 

D The company reads your application, thinks you could be the right person and contacts you for an interview. 
D You accept and start working for them . 
D They contact you and offer you the job. 
D You go to the interview. 
D You send your application. 

[IJ You read an advertisement in which a company looks for a computer programmer. 
D Your interview is successful. 

We can say that the three main steps in the application process are: 
1 Advertisement 
2 Application 
3 Interview 

Let's look at them in detail. 

First step: The advertisement 
Job advert isements can be found on the Internet , on special sites or on company sites, but also in newspapers 
and magazines. 

2 Read these two advertisements and answer the questions. 

1 

10 

JOB: bank cashier 
COMPANY: Walkers Bank 
LOCATION: Boston ~ 

Walkers Bank 
TERMS: Permanent / Full-time 

DUTIES: customer service and administrative duties 
EDUCATION: high school diploma 
SKILLS: good knowledge of banking computer 
systems 

Cl ick here to apply or send an email plus CV 
to Staff Manager, walkersbank@wb.org 

1 Which job is better for a student? 
2 Which job is full-time only? 
3 Which job is not permanent? When are you 

required to work? 

4 Which job does not require a school diploma? 
5 How can you apply for both of them? 

2 

Experienced cafe staff 
needed to work at 

Party Cafe in Manchester. 

You will be required to work 

frorn the end of November 
ti l l the 23 rd December. 

Cafe 

There are various shifts and times available. 
Many of the shifts are in the evening allowing 
you to work around your studies or another job. 

Part time vacancies available . 

Email your application and CV to 
jobs@cafebar.uk 

• 



Second step: The application 
After reading a job advertisement, if you are interested in the job, you send your application, usually by email. 
Your application must include a CV (Curriculum Vitae). This a document with information about you and your 
work history. A CV must be clear and easy to read, so it must be organised into sections. 

3 Look at this information from a CV and put it 
in the appropriate sections. 

Section Information 

- Excellent English both written and spoken Persona I information 

- Email: c.parker@topmail.com 
- 2008-2010: accountant at Work experience 

French Foods, 11 Avenue St Antoine, Nantes 

- M. Gaston Artois , Directeur General at 

French Foods 

Education 

- 2007: High school diploma in accountancy 

from Lycee Saint-Louis, Tours 

Skills 

References 

4 Two people have decided to apply for the post of bank cashier from the first advertisement on page 10. 
Read these two applications and match the descriptions in the box to the paragraphs. 

attachments education 
references skills 

work experience opening (source of information + type of job) 
closing salutation (opening greeting) hope for interview 

Send Chat Attach Address Fonts Colors Save As Draft 

Dear Staff Manager, 

I am writing to apply for the post of bank cashier 
advertised on your site. 

As you can see from my CV, I got a high school diploma 
in 2009. Since then I have been working as a bank 
cashier for a major bank here in Boston where I deal 
with customers' accounts and sell financial products. 

I hope you will contact me for an interview. 

Best regards , 
Paul Ascott 

5 Complete the sentences with words from the box. 

2 A f'I () 

$ r .tt .-J 
Send Chat Anach Address Fonts Cotors Save As Draft 

Dear Sirs, 

-
I saw your advert on your site and I am interested in 
the post of bank cashier. 

I hope you will appreciate both my educational 
qualifications - I have a degree in Economics from 
Boston University - and my two years ' experience in 
the field of banking . 

My computer skills are excellent and I can speak 
Russian well. 

I attach my CV and two references. 

I look forward to meeting you for an interview. 

Regards, 
Mary Burton 

apply application deal w ith attach look forward to interview advertisement duties skills knowledge 

1 __ copies of my diplomas. 
2 I have good __ __ of French and 

Italian . 
3 My _ __ include organising meetings 

and events and advertising. 
4 I wou ld like to for the post of 

computer programmer. 

5 I saw your in The Daily Telegraph 
and I am applying for the post of secretary. 

6 I ____ your reply. 

7 I am available for an 
8 In my present job, I 

9 Excellent computer 
10 Please send your _ 

address. 

__ at any time. 

accounts. 
are required. 

to this email 

11 



6 These are the CVs that Paul Ascott and Mary Burton have attached to their applications. Read them 
and tick the table appropriately. 

1 

PERSONAL DETAILS 
NAME: Paul Ascott 
DAT E OF BIRTH: 311111991 
ADDRESS: 15 Park Avenue, Boston 
PHONE NO . 359 9921 77 
EMAIL: paul. ascott@gmail. com 

EDUCATION 
2004-2009 High School Diploma­
High School West, Boston 

PROFESSIO NAL EXPERIENCE 
2009 - present Atlantic Bank, 
163 High Street, Bosron - bank cashier 
Duties : dealing with customers' accounts, 
selling financial products 

SKILLS 
good knowledge of standard office 
software 

Who: 

has a degree? 

is sti II worki ng? 

does not provide any references? 

can speak a foreign language? 

is married? 

has experience as a bank cashier? 

can use a computer? 

lives in Boston? 

2 

PERSONAL INFORMATION 
Ms Mary Burton 
Born in Boston on 15th June 1986 
Married 
35 San Diego Rd - Boston 
(617) 466 2481 
mburton@hotmail.com 

EDUCATION 
High School: 2000 - 2005 Parker High School, Boston 
University: 2005 - 2009 Degree in Economics, Boston University 

EMPLOYMENT 
2009 - 2011 investment consultant at DT Bank - I assist customers 

in investments 

SKILLS 
Languages: Good Russian both written and spoken 
Computer: Certificate in Microsoft Office 

REFERENCES George Brown 
Teacher of Economics 
Boston University 
(617) 455 6002 
gbrown@bu.com 

Paul Ascott 

Gordon O'Neal 
Manager 
DT Bank State Street 
(617) 430 8832 
gordononeal@dtbank.com 

Mary Burton 

7 Now, you have decided to apply for the same post of bank cashier. Write your application email and CV 
using the information below. Use the layout and and vocabulary from the emails and CVs above to help. 

12 

- you have read the advertisement on the Internet 
- you are 25, from Boston 
- you have a high school diploma 
- after school you worked for 3 years as a representative for a videogame company, then for 2 years as a bank 

clerk with administrative duties for a bank in Boston 
- you have excellent computer knowledge 
- you attach 1 reference 

, 



Third step: The interview 
If your application is successful, the company contacts you 
for an interview before deciding whether to give you the job. 

3 Listen to Michael Green's interview 
for a job as an office clerk and decide if the 
statements are True (T) or False (F). Correct 
the false statements. 

8 () 2 This is a list of typical questions and answers 
during a job interview. First match these titles to the 
questions. Then match questions and answers. There 
may be more than one answer for each question. 

1 M ichael is 32. 
2 He finished school 2 months ago. 
3 He was a shop assistant in a sports store. 
4 He has been working as a clerk since he 

Skill s Work experience 
Educa ti on Interest in the job 

Questions 
1 What are your qualifications? Education e, f 

2 What school did you attend? _ 
3 Tell me about your experience. ____ _ 
4 What work experience have you got? 

5 What are your duties? __ 
6 What experience have you got in this field? 

7 Do you speak any foreign languages? 

8 What are your computer skills and what 
programs can you use? 

9 Why do you want this job? 
la What interests you about this job? 

Answers 
a I am familiar with all the main computer 

programs. 
b I have a good knowledge of computers. 
c I think this job will improve my skills. 
d I want to get experience in this field. 
e I have a diploma in accountancy (and a degree 

in Economics). 

I went to ITC Pascoli in Milan and got my 
diploma 3 years ago. 

g I worked for an import-export company called 
BC Ltd. from 2008 to 2010 . 

h I have several years of office experience. 
i I am responsible for/My duties are entering data 

into the computer and preparing statistical reports. 

Yes, I can speak English fluently. 

MY GLOSSARY 

':'C ount /;;J'kaunt/ ______ _ 
.:.c':ertisement /;;Jd'v3:tISm;;Jnt/ __ _ 
• ~ apply /tu: ;;J'plm/ ------
• '- anach /tu: ;;J't<.etJ/ _____ _ 
- 'ailable /;;J'veIl;;Jb,1I ________ _ 
.:~hier /k<.e'JI;;J(r)/ ___________ _ 
- ~eal with /t;;J di;;J l wIa/ ---
.:~ee /dl'gri:/ ------
':_:" 'dju:ti! _______ _ 
.2_,-"tion /edju'kerJn/ ___ _ 

stopped working for SportCentre. 
5 He wants to leave his job because he wants 

to improve his office skills. 
6 In his present job he does not use a computer. 
7 He has no experience of office work . 
8 He is good with computers. 
9 He can 't speak Italian. 

la He will be contacted in a couple of months. 

10 Now imagine you have applied for a job as a 
shop assistant in a music shop in London. 
Complete your interview with the missing 
words and phrases. 

Interviewer: Good morning and welcome. 
You : (1) 

I: I'd like to ask you a few questions. Let's sta rt 
with education. What (2 ) 

qual ifications? 
You: 1(3 ) 

I: Fine. And (4) in this :'e c ~ 

You : 1(5 ) 

I: Can you tell me about your computer 
(6) ? 

You : (7) 

I: That's great. Now, you ca n speak good 
English, but can you speak any other 
(8) ? 

You: (9 ) I ----

I: I see. Now, one last question . Why 
(10) ? 

You: (11) 

I: OK. That's all for now. Thank you for 
coming. We'll contact you soon . 

You: Thank you very much . 

interview /Int;;Jvj u:/ ____________ _ 
job application /d30b <.eplI'keIJn/_ 
knowledge I n IId3/ __ _ 
to look forward to /t;;J lok 'b :w;;Jd t;;J/ -----
permanent Ip3:m;;Jn;;Jnt/ -----------
reference I refr;;ms/ --------------
shift /Jlft/ ______________ _ 
skill /skll/ ______________ _ 
staff /sto:f/ ________________ _ 
vacancy I velbnsi! --------------
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Using Business English does not only involve reading or writing emails, documents, or contracts but also 
speaking about business matters with other people. 

Phone calls 
When you work in a company, a lot of your work is done over the telephone, so being able to speak over the 
phone is a fundamental skill in business. 

1 Look at this list of typical sentences used when speaking on the phone and fill in the gaps with 
sentences from the box. 

Right. I'll give him your message I'm sorry but the line is busy. Thank you. Goodbye. 
Can I speak to Jack Barnes, please? Would you like to leave a message? Yes, please. I'll hold. 

Receiver Caller 

Brown Ltd , good morning. Can I help you? Good morning. This is Ted Lee from Kelly & Sons. 

Just a moment. I'll put you through. (1) 
--------------------------

I'm sorry but Mr Parker is not in the office. Yes, please. Can you ask him to call me back, 

(2) please? 

(3) 

Wou ld you like to hold? 

(5 ) 

Right. I'll get him to call you back. 

All right. I'll tell him that you called. 

Thank you for calling. Goodbye. 

It's OK, thanks. I'll call back later. 

2 0 4 Listen to a phone call and complete it 
with the missing words and phrases. 

14 

Operator: (1) . Delta 
Limited . Can I help you? 

Karen Mills: Ah, yes, good morning. 

Operator: 

(2) Karen Mills 
from Jenkins Marketing. 
(3) Jan Dixon , 
please? 
Good morning Mrs Mills. 
(4) 

I'll put you through ... I'm sorry, Mrs Mills, but (5) _____ _ 
(6) ? 

. Would you like to hold or 

Karen Mills: I'll leave a message. Can you ask him to (7) , please? I'd like to ask him a few 
questions about his last order. 

Operator: No problem. I'l l (8) to call you back as soon as he's free. 
Thanks (9) . Goodbye. 

Karen Mills: Thank you . (10) -----



3 Tom White works for a company called Scott Bikes. He calls one of his customers, Action Sports, and 
asks to speak to Alice Ellis. The operator connects him but then says that the line is engaged. He says 
he'll call back later. Complete the dialogue. 

Operator: Good morning. (1) 
Tom White : Good morning (2) _________ _ 

Operator: Just (3) . I'll (4) 

? 

(6) 

Tom White: It's (7) 

I'm sorry (5) _____ _ . Would you li ke 
? 

Operator: OK, Mr White. I' ll tell Mrs Ellis that (8) ____ _ 

Tom White: Thanks. 
Operator: Thank you for (9) 

------- --- - ---
Tom White: (10) 

T'ixing appointments 

One of the reasons people speak over the phone is to fix appointments and organise meetings. 

Can you complete the translations of these typical questions and answers? When you have finished, 
check the translations with your partner. 

A: Can we / I'd like to fix an appointment (?) 
(1) 

B: Yes, certainly. Let me get my diary. 

B: Is Tuesday at 10 OK for you? 
(3 ) 

(2) 

A: I'm afraid I'm busy. Shall we meet on / What 
about Tuesday afternoon , instead? 
(4) 

B: Yes, that's fine. Shall we make it 3 o'clock? 
(5) 

OK. I' ll see you on Tuesday at 3 in your office , 

then. 
(6) 

B: When would be convenient for you? 
(7) ____ _ 

A: I'm free on Friday morning. 
(8) 

B: OK. What time shall we meet? 
(9) 

A: Shall we say at 10? / Would 10 be OK for you? 
(10) __ _ 

B: That's fine. See you on Friday at 10 in your 

office , then . 
(11) __ _ 
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5 n 5 Listen to a phone call and 
complete the memo. 

ARTTOUCH lTD 

To: (1) ___________ _ 

Name of caller. (2) ________ _ 

Company: (3) _________ _ 

Phone number: (4) ________ _ 

6 0 6 Listen to a phone call between 
Brett Collins and Sarah Young and choose 
the correct alternative. 

Message: (S) ___________ . 

1 Brett Collins ... 

a wants to speak to Sarah Young. 

b receives a phone calls from Sarah Young. 

2 a Brett wants to fix an appointment. 
b Sarah 

3 Brett is ... 

a free on Monday and Wednesday afternoon. 

b busy 

4 They decide to meet on ... 

a Monday. 

b Wednesday. 

5 They will meet at... 

a 5. 
b 3. 

7 Write the dialogue following the instructions. 

Operator: (Answer the phone. The name of your company is Martins Electronics.) 

-
Henry Pa lmer: (Greet. Say your name. You work for Olsen Ltd. You want to speak to Matt Russel!.) 

Operator: (Ask him to hold. Put Matt Russell through.) 

Henry Palmer: (Thank him.) 

Matt Russell: (Greet Mr Palmer. Ask him how he is.) 

Henry Palmer: (You are fine, now ask him.) 

Matt Russell: (You are fine. Ask him what you can do for him.) 

Henry Palmer: (You want to fix an appointment for the next month. Suggest Wednesday 18th
.) 

Matt Russell: (You are busy. Suggest Friday 20th.) 

Henry Palmer: (Accept. Ask him morning or afternoon.) 

Matt Russell : (Suggest 9 in the morning in your office.) 

Henry Palmer: (You have another appointment at 9. Suggest 11. ) 

Matt Russell: (Accept. Repeat the details of the appointment.) 

-------------- ------------ ---------------------
Henry Palmer: (Confirm. Thank. Say goodbye.) 

Matt Russell: (Thank. Say goodbye.) 
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Discussing 
Working in a company also means discussing issues, comparing different opinions and reaching an agreement. 

Asking for opinions 

What do you think about (that)? 
What's your opinion of (that)? 

Expressing opinions 

I think that... 
I'm sure that. .. 

Agreeing and disagreeing 

I agree with you. 
I think you 're right. 

I don't know. / I'm not sure about that. 
I don 't think you're right. 

I'm sorry but I don't agree . 
I disagree (completely). 0% 

8 Read the dialogue and complete the table. Tick (.1) the things they like and put a cross (X) for the 
things they don't like. 

Paul: So, let's talk about these proposals for our new advertising campaign. What do you think about it , Liz? 
Liz: I think the TV ad is really great but the photos used for the advertisement on our website are terrible. 
Jason: I agree with you . I mean , about the photos, I don't like them either. But I'm not sure the TV ad is good . 

I think it's too long. 
Paul: Yes, I think you 're right. The TV ad should be shorter. But I think that the online advertisement is 

fantastic - photos included. Anyway, what's your opinion of the gadgets? I think they're 'special' . Do 

you agree? 
Jason: Absolutely. I agree completely. 
Liz: Well, I'm sorry but I don't agree . We should find something better. 

Paul Liz Jason 

TVad 

website advert 

gadgets 

9 Read the dialogue and put the sentences in the correct order. 

rn Ann : As you know, a new Swedish customer, FCF Corporation, has just contacted us for a very large 
order of our crash helmets. We have to discuss what terms to give him . I mean price, discount and 
payment terms . Let's start with price. What do you think? 

o Alex: I agree with you. So let's tell him that we can 't and ask him to pay when he receives the goods. 
o Ann: Yes, Alex, I think you're right. It's a good price. But his order is very large, so I think we should give 

him a good discount, let's say 15%. 
o Ann: OK, 10% then. Now, he asks to pay after 30 days. I'm sure that we've never given these terms to 

any of our customers for their first order. 
o Alex: I don't agree. 15% is too high . Let's make it 10%. 

Ann : All right. I agree. I'll send him an email immediately. 
::J Alex: Well , I don't think we should change our catalogue price which is very competitive. 

MY GLOSSARY 

c ~\-ertising campaign !redvdtarZrl) krem'pern/ ______________________ _ 
.:::-a h helmet /krreI 'helmrt/ ____________________________ _ 

±count !drskaunt/ --------------------------------
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The most common form of written communication in business is email (electronic mail). Therefore, the ability to 

use email well is very important for anybody working in a company. 
If you already use emails to communicate with friends, you know how many advantages it has. 

1 This is a list of some advantages of communicating by email. Match the beginnings of the sentences to 
the endings. 

1 Sending emails is fast and ---
2 You can send emails any time and 

3 You can attach files 
4 You can send emails wherever you are 

5 You can send the same email to 
6 Using emails saves the time of printing, 

copying and 

7 You can store your emails and find them 
quickly when 

A (no matter how 'heavy' they are). 

B a large number of people. 
C you need them. 
D distributing information to many 

people. 

~-- E simple. 
F (but you must have a computer or a 

smart phone). 
G anywhere. 

2 Why do business people use emails? Read this interview with a businessman and find 4 reasons he 
gives for using email. 

18 

Interviewer: So, Mr Randall, let's talk about your relationship with your 

computer. Could we say that you can't live without it? 
Ti m Randall : Abso lutely! I don't do anything and I don't go anywhere 

without it. I travel a lot and I hate talking over the phone. 

So everything related to my work I do with my computer. 
Interviewer: But what do you do with your computer most of all? 
Tim Ra ndall: I read and send emails. I can send and read hundreds of 

ema il s every day. 
Interviewer: Hundreds? That's unbelievable. 
Ti m Randall: It's not if you think of how many reasons you have to send 

or read emails. 
Interviewer: Tell me about it. 

Tim Randall: Well, first of all I send information to customers, to 
colleagues. And of course I receive information from them . 
Then, giving instructions. For example to people who work 
for me. 

Interviewer: And do you ever use emails for appointments or do you 

use the telephone for that? 
Tim Randall: Sure. I use email to fix or change appointments. And I also 

use emails when I need to send documents, like offers or 

reports. 

He uses emai l: 
1 to ________ and _______ _ 
2 to ________________________________________________________________ ___ 

3 to ________ or _______ _ 
4 to __________________________________ _ 



Like any document, an email has a standard format: it is organ ised in different pa rts. 

3 Look at this email and label the parts correctly. 

Q ' 
S!:nd Chat Address Fonts Cclors Save As Draft 

From : A a. fantinel@bettoli .ar 

To : B brian. baker@topsport .uk 

Sent : C 13 March 2011, 15:38 
Subject: D your enquiry of 8 March 

.f(, AttClchments : 

F Dear Mr Baker, 

G Thanks for your enquiry about our line of football boots . I attach our best offer with deta ils of 

sales terms. I hope to hear from you soon . 

H Best regards, 

Antonia Fantinel 

[[] opening 

D closing 

D email address of the receiver 
(= the person who receives the email) 

D information about the content of the email 

D signature 

D anything attached to the email 

D email address of the sender 
(= the person who sends the email) 

D body of the message 

D date and time when the email is sent 

4 Read the email in exercise 3 and answer the questions. 

1 Who writes the email and who does she work for? 

2 Who receives the email and who does he work for? 

3 When is the email sent? 

4 What is attached to the email? 

5 Why does Mrs Fantinelli write the email? 

5 Now complete this text summarising the email in exercise 3. 

On 0) at (2) Mrs (3) ________ from 
(4) sent an email to (5) from (6) -----------------
She thanked him for (7) ________ and attached (8) _______ _ 
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When you write an email you must follow some rules about language, style and structure. 
These questions can help you write the perfect email. 

1 Is the message short and clear? 
2 Are grammar and spelling correct? 
3 Are the attachments mentioned in the message attached? 
4 Are paragraphs separated by a line space? 
5 Is the subject included and is it clear? 
6 Does the body contains all standard parts (opening, body, closing and signature)? 

ft ('l 0 

# -r; ~ G - ..A_ V 
Send cnat Attach Address Fonts Colors Save As Draft 

From: tina.richardson@fandsons.uk 

To : j.owens@citybank.com 
Sent : 8 August 2011,08:12 

Subject: 

f'; Attachments : 

Dear Mrs Owens, 

, 

Following our telepone conversation, I would like to fix an appointment for next 20 august at 10, if that 

is OK for you. 

I have attach the documents we wi ll discuss together. 

Please confirm our appointment. 

Best regards, 

Tina richardson 
. 

C) 

Read the email above, ask the questions 1 to 6 in the box and take notes of your answers to decide if it 
is a 'perfect ' email or not. 

2 
3 
4 
5 
6 

7 Now rewrite the email correctly. 

ft n o 

:# T -- - - v U 
Send Chat Attach Addre .. Fonts Colors Save As Draft 

From: 

To : 

Sent: 

Subject: 

f'; Attachments : 
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8 n 7 Listen to a businesswoman dictating an email to her secretary and complete the email. 

8(') 0 
- j 

Se"" 

;f; 
~ 

.rJ '{; G""" 
Coat Attach Address Fonts Cofor. Save As Draft 

From: clare.taylor@globalnet.com 

To : (1) 

Sent: 10 July 2011, 11 :45 

Subject: (2) 
f:. Attachments: -:(~3;)-===================~------------------------

Dear (4) ________ __ 

Thanks for (5) _________ of 
(6) ______________ __ 

Unfortunately I have to (7) __________ of 

2 August as I have another 

(8) ________ _ _ . Can we meet on 3 August 

at (9) ? 

I look forward to your reply. 

Best regards, 

Clare (10) _ ___ ____ _ 

9 Read the situation and complete the email. 

On 5th November 2011, at 2.32 in the afternoon, Carmen Lopez (c.lopez@garcia.com) sen ds an emai l to one 
of her customers, Dario Randi (dario.randi@marcolongo.it) to thank him for his order of 27 th October. She 
attaches the details of their sales terms and asks for confirmation before sending the materia l. 

RA O CJ 
-

~ Q - -- .fi~ 

Sem:. C1I-at AIti!dT Addre .. P""!5 CoIors Sa""As Draft 

From: 

To: 

Sent: 

Subj ect: 

,fo Attachments: 

MY GLOSSARY 

o attach /tu: d't<etJ/ ______ _ _ ____ _ sales terms /seds t3:rnzl - ---- ------
attachment /d't<etJrndnt/ _ _________ _ signature !sIgndtJd(r)1 _______ ____ _ 

content !kontent/ ____________ _ to store Itd stJ:(r)/ ____ ____ ____ _ 

detail!di:ted/ ______________ _ subject !sAbd3dkt/ ____ ________ _ 
enquiry /m'kWaIdri/ ___________ _ 
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The COlDpany . ~;.~. :~{::~ 
~ ("",,- _""\<"..m:>f'::~:t:. .. ~4U",,,"'M.fu'/fi 

, 

If an entrepreneur wants to start a business, he has a lot of important decisions to take - for example, what to 
produce, where to get the capital from and what type of company to set up. This one is a crucial point because 
there are different opportunities, but one of the most popular today is a franchise like McDona ld's, Benetton or 
H&M. 

1 Think of a franchise restaurant or store you know. What are its characteristics? Circle Yes or No in the 
table and then correct. 

They sell the same products/ Yes 
goods. No 

You can't find them in different Yes 
towns and countries. No 

Prices are sim ilar in different Yes 
countries. No 

They have the same Yes 
logo. No 

They never have the same shop Yes 
'Llrniture. No 

- e use different types of Yes 
,,: . e ising. No 

~_: 000 a exactly is franchise? Read the definition . 
.:. .o'a"chise is a contract between two parties - the franchisor and the franchisee. 
--2 ~(anchisee is a small business owner who sells goods or services produced by a large company, called the 
~',,--h ' sor, in exchange for some payment (a fee plus a percentage of the profit) . 

Who do these statements refer to? Write Franchisor or Franchisee. 

provid es the logo ________ _ 
2 sells a wel l-known product ________ _ 

invests in research and promotion ________ _ 
4 has a network of outlets in different geographical areas ----- ----
5 uses a famous trademark ------ ---
6 is ob liged to buy exclusively from one company ---------
7 has the exclusive right to sel l those goods in his geographical area ________ _ 

3 Look at the words A and B and choose the best alternative to complete the sentences. 

1 The new Coca Cola campaign is fantastic. A company B advertising 
2 M r Joh nson is the of this restaurant. A owner B trademark 
3 Please send the by train. A profit B goods 
4 We want to a new company. A set up B provide ---
5 IKEA has a lot of in Europe. A outlets B business 

- --
6 I hope I become a successful A fee B entrepreneu r - -- -
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Another form of business organisation is an unlimited partnership. It is formed by two or more owners (called 
partners) who share the management and financial responsibility for the business . This means that they take 

decisions together, share profits but are also responsible for the company's debts. What does that mean? It means 
that if the company goes bankrupt, they have to pay for the debts with their personal possessions. 

4 Read the text above about unlimited partnership and answer the questions. 

1 Who forms an unlimited partnership? 

2 What are the members of an unlimited partnership called? 

3 What are the advantages of this type of business organisation? 

4 What is the disadvantage? 

5 Match the words in the left hand column with their definitions in the right hand column. 

1 profit a 0 shop 
2 trademark b 0 sum of money that you have to pay 

3 to go bankrupt c 0 the money that remains after paying costs 
4 outlet d 0 name of a product than can't be used by any other company 

5 debts e 0 to be unable to pay your debts 

6 () 8 Listen to two entrepreneurs talking about their businesses and complete the table. 

Name of company 

When it was set up 

Type of business 

Advantages 

Disadvantages 
~ .. , 
V 7 Go back to all the information about franchises and unlimited partnerships and prepare a spoken 1\ 

presentation following these guidelines: 

- name and definition of the people involved 

- their duties/ responsibilities 
- the reason(s) why you think you would(n't) like to set one up 

These sentences may help you: 

The people involved in are called ------------------
These are their/his responsibilities/duties: ________________ _ 

I would(n't) like to set up a because ------------ 1 
t' 
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Company organisation 

There are many things to be done in a company, for example: buy materials, produce the goods, contact and sell to 
clients, administer the company's finances. This is why there are different departments responsible for the various 
tasks . 

8 These are some basic departments. Can you choose what each of the departments does from the box below? 

buys all m ateria ls necessary fo r p roduct ion o rganises advertising and p roduct promot ion 
looks after t he compa ny staff dea ls w ith the com pa ny's f inancial matters 

is responsib le for se ll ing w hat the com pa ny produces makes t he p rod uct s 

1 production department ____________________________ _ 
2 sa les department ______________________________ _ 
3 finance department _____________________________ _ 
4 human resources department ____________________ _______ _ 
5 marketing depa rtment ____________________________ _ 
6 purchasing department ____________________________ _ 

The structure or organisation of a company can be graphically shown in an organ igram, that is a diagram representing all 
departments. On top of this chart there is a Board of Directors, a group of people who control the company. 

9 () 9 This is the organigram of an English company called F&M Ltd. Listen to some managers who 
work there and complete the chart with their names in the correct department. 

Pu rchasi ng Manager 
M r (1) ______ ______ 

-=-1 ______ 

Product ion Ma nager 
Mr (2) _____ _ 

Sales Manager 
Ms (3) _____ _ 

Board of 
Directors 

10 Read the story of Richard Turner and do the exercises which follow. 

W hen he was 21, Richard Turner 
started working as an accountant 

for a mobile phone company. 'I sat at my 
PC in the office and checked the 
invoices and payments all day, every 
day. I didn't like my job - it was so 
boring and repetitive. But I was 
ambitious: I wanted to gain experience 
in the accounting field and maybe have 
my own business one day' he says. So, 
he stayed in the company for about IQ 

years with no hope of progressing in 
his career. 

One day, he went to a party and met 
Brian Harris, an old schoolmate. 

Brian was an agent - he worked for a 
company called Game World Ltd which 
produced video games. They talked for 
a while and Richard told Brian that he 
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wasn't happy with his job. His friend 
said that his company was looking for 
somebody to work in the Finance 
Department, so Richard applied for the 
post. He sent his CV and went for an 
interview. 

Marketing Manager 
Mr (4 ) _____ _ 

Fi nance Manager 
Ms (5 ) ____ _ 

Human Resources Manager 
Mr (6) _____ _ 

I n a couple of months he was an 
accountant at GameWorld Ltd. The 

atmosphere was completely different: 
it was a dynamic company where 
people could take the initiative and 
progress in their careers. Besides, in five 
years, the company grew considerably, 
controlling about 30% of the market in 
England. 

Richard became the Finance 
Department manager two years 

ago. 'I still work on everything related 
to money, that is ex enditure and 
costs.' he says. 'But the difference is that 
now I don't do it personally - I 
coordinate a team that checks invoices 
and payments like I used to do!' 



11 Match the words to their definitions. 

a 0 a document show ing how much you owe someone for goods or a service 1 accountant 
2 invoice 
3 to apply 

b 0 the total amount of money that people or organizations spend during a period of time 
c 0 a meeting in which someone asks you questions to see if you are suitable for a job 

4 interview d 0 to make a formal request 

5 expenditure e 0 someone whose job is to keep and check financial accounts 

12 Choose the best title for each paragraph. 

1 Richard 's recent successful career Paragraph ---
2 Richard's first job Paragraph __ 

3 His start at GameWorld Ltd. Paragraph ---
4 A fantastic job opportunity Paragraph __ _ 

13 Decide if these statements are T (True) or F (False). Correct the false sentences. 

1 Richard worked for his first company for about 10 years . 
2 He didn't like his first job but he had no ambition. 
3 He heard about the post in the Finance Department at GameWorld Ltd. from a newspaper. 

4 The new company was better than the old one. 
5 He became a manager as soon as he started working for GameWorld Ltd . 

14 Write a summary of the article including the information below (about 100 words). 

- what his first job was , whether he liked it and why 

- why he applied for the post at GameWorld Ltd . 
- why he liked working there 
- what career progression he had at GameWorld Ltd 

- what his present responsibilities are 

MY GLOSSARY 

~usiness / bIZU;}S/ ____________ _ outlet /autlet/ --------------
company /kAmp;mi/ ___________ _ owner /;}uu;}(r)/ _____________ _ 
':ebt /det/ _______________ _ profit /pmfrt/ _____________ _ 
'::epartment /dI'pa:tm;}ut/ _________ _ purchasing /p3:tJ;}SIl)/ __________ _ 
::-mrepreneur /on~pI';}'u3 :(r)/ ________ _ sales /seIls/ ----------------:ee /fi:/ ______________ _ to set up It;} set Ap/ ___________ _ 
:0 go bankrupt It;} g;}U 'b<el)1crApt/ ______ _ trademark /treldma:k/ __________ _ 
--:uman resources /hju:m;}n n 'z::J:sIZ/ ______ _ unlimited partnership /Au'hmmd 'pa:tn;}Jlp/ ___ _ 

anagement /m<emd3m;}ut/ ________ _ 
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Business involves buying and sell ing goods or services. When a buyer buys from a sel ler (and a seller se lls to a 
buyer), this is ca lled a business transaction. 

1 There are different steps in a business transaction. Look at this flow chart showing the 4 basic steps 
and match them with the corresponding explanation. 

Enquiry 

Reply to 
enquiry 

Order 

Reply to 
order 

The sel ler confirms he has received the order and sends the goods to the buyer. 

The buyer needs a product. He contacts a se ll er and asks for information about, for 

example, type of product, costs, discounts, delivery time, payment terms, means of 
transport. 

If the terms received from the seller are satisfactory, the buyer sends an order. He 
specifies the article he wants to buy, its quantity and price, and al l the terms: discount, 
payment, transport. 

The sel ler receives the enquiry from the buyer and gives him the information requested. 

2 ~ 10 Listen to 6 sentences taken from 6 dialogues and write which steps of a business transactions 
they refer to. 

1 5 
2 
3 
4 

6 
7 
8 

3 You will see these words and expressions in the emails in exercise 4. Can you guess what they mean? 
Write the corresponding word in your language. 

1 item a 
2 discount b GS\..IP 

3 to deliver c PAcK!l:t", 

4 hear from you d 
5 to look forward to e 
6 (best) regards f 
7 to attach g 
8 cata logue h 
9 receipt 

10 dear 
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4 Read these 2 emails written by a buyer and seller and complete the table . 

8 () () 1 C) 

- $ 
~ 

A -c; -
Send Cbat Attach Address Fonts C%rs Save As Draft 

From: areynolds@futuresport.uk 

To: george.altmann@bestonsportstuff.com 

Sent : Friday 24/01/2011 18:46 

Subject: enquiry 
,p Attachments: 

Dear Mr Altmann, 

I'm writing to ask if you produce Art.No. 74 of your catalogue in yellow. If yes, I'd like to know what 

discount you can give us for an order of 200 items . 

Can you also let us know when you can deliver them? 

I look forward to your reply. 

Best regards, 

Anthony Reynolds 

fH'I(') 2 C) 

7' T r=- - 'Ci LJ _"t! 

Send Chat Attach Address Fonts C%rs Save As Draft 

From: george. a Itma n n@bestonsportstuff.com 

To: areynolds@futuresport.uk 

Sent: Monday 27/01/2011 09:05 

Subject: your enquiry 
,p Attachments: catalogue 

Dear Mr Reynolds, 

Many thanks for your email . I attach a copy of our catalogue showing Art.No.74 in yellow and other 

colours. 

For an order of 200 items, we can give you a 5% discount. 

We can guarantee delivery in about 2 weeks from receipt of order. 

Hope to hear from you soon . 

Regards, 

George Altmann 

The buyer The seller 

Product He wants to know if ________ _ He replies that they do and _____ _ 

Discount He as ks what He replies that _________ _ 

Delivery He asks when He repl ies th at 
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5 After receiving the reply from Beston Sportstuff, Anthony Reynolds from Future Sport sends th is order. 
Read it and find this information. 

1 How many items he orders : ___________ _ 

2 What type of articles he orders: _ _________ _ 

3 How much each item costs : ------------
4 How much he will pay in total: ___________ _ 

5 When he wants to receive the goods: ____________ _ 

6 How he will pay: __ 

A "" O C) 

§ r ~ - G - --
Sent: Cnolt Attach Address Fonts Col or. Save As Draft 

From: areynolds @futuresport.uk 

To: george.altman n@bestonsportstuff.com 

Sent: Tuesday 11 102/20 11 10: 13 

Subj ect: order 

,p Attachm ents: 

Dear Mr Altmann, 

We wou ld like to pass you the following order: 

Art .No Description Quantity Unit Price I Total Price 

74 yellow sport bag 200 £58.60 I £ 11 ,720.00 

5% discount £586.00 

TOTAL £ 11,134.00 

Deli very by 26 February is essential. 

We wi ll effect payment 30 days from invoice date , as usual. 

We look forward to your reply. 

Regards . 

:\nrhony Reynolds 

6 This is Beston Sportstuff's reply. Read it and circle Yes or No to these questions. 

1 Does Mr Altmann confirm receipt of the order from Future Sport? Yes / No 
2 Will the goods be delivered when the client wants? Yes / No 

f' '''' O C) 

7 G 
~ - -

- -- LJ 
Senc CiTat Attad1 Add",,, Fonts Colon Save As Draft 

From: george.altmann@bestonsportstuff.com 

To : areynolds@futuresport.uk 

Sent: Thursday I 3/02/20 I I 1558 

Subject: your order 

,p Attachments: 

Dear Mr Reynolds, 

Thank you very much for your order of last Tuesday which I am pleased to confi rm. 

As requested, our courier will deliver the goods on 26 February in the afternoon. 

I hope you will contact us for future orders. 

Regards, 

George Altmann 
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7 Complete these enquiry and reply emails using words and phrases from the emails in this unit. 

The enquiry The reply 

,. f'I 0 C) " ( H ,,) C) 

~J ~ Q __ Cl b ~ . Q A CJ G 
Send Chat Attach Address Fonts Colors Save As Draft Send Chat Attach Address Fonts Colors Save As Draft 

(1) _ ________ Mrs Smart, Dear (6) _________ _ 

I (2) _________ to ask if you can Many (7) your enqui ry about 

send us your best price for your mobile phone 

covers, art.no. AA64 of your catalogue. 

our mobile phone covers. 1 (8) __ _ __ a copy of 

our catalogue with information about the arti cle. For an order 

(3) _________ also let us know 

about possible discounts, delivery times and 

means of payment requested? 
We look (4) ________ _ 

of about 100 items, we can (9) ________ _ 

\ 0% (10) _______ _ 

We (1\ ) ________ delivery 

( \2) __________ 1 month fro m 

( \3) ________ _ 

Best (5) _______ _ We require (14) _______ _ _ 30 days from 

David Hobbs (15) ________ _ 

We look (16) __________ your order. 

( 17) ________ _ 

Margaret Smart 

The order 
8 () 11 David Hobbs decides to send an order to Margaret Smart. Listen to him talking about the order 

with his secretary and complete the order form they will send to their supplier. 

Order Form 
Contact David Hobbs 

I ActN, 
Colour Quantity Uni t Price 

Deli very: ______ ~ ____________________ _ 

Payment ____________________________ _ 

The reply to the order 
9 Write the reply to David Hobbs' order from Margaret Smart following the guidelines below. 

- thank him for his order and confirm it 
- say that del ivery wi II be effected as req uested 
- say you hope he wi ll contact you for future orders 

as requested /'dZ n'kwesnd/ _________ _ invoice / mv'Jrs/ --------------
courier / kuri'd(r)/ _____________ _ means /mi:nz/ ---------------
delivery /dr'lIvri/ _____________ _ pleased /pli:zd/ _____________ _ 
to effect /tu: r'fekt/ ____________ _ term /t:3 :m/ ______________ _ 
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Any business transaction involves a number of documents. The most common are related to 

• the sale of goods 
• the transport of the goods 

• the payment of the goods 

The document related to the sale of goods is called an invoice. It is a document issued by a seller to a buyer and it 
shows details of the goods sold (quantity, description, price), name and contact information of both the seller and 

the buyer, as well as payment terms. It must contain a number and a date. 

The transport document depends on the means of transport used. In fact, goods can be transported by train, by lorry, 
by ship or by plane. Th is document is issued by the transport company which takes the goods and delivers them to 
the buyer. It contains the name and contact information of the seller, the buyer and the carrier, details of the goods 
(quantity, description and size) and all information about when and where the goods leave and arrive. 

Payments involve banks that move money from the buyer's bank account to the seller's bank account. One of the 
most frequently used means is the bank transfer. 
The choice of which payment terms to use in a business transaction depends on different factors. One factor is 
the relationship between the seller and the buyer because some means of payment can be safer for the seller: for 
example, payment in advance, which means that the buyer pays before receiving the goods. On the other hand, the 

means of payment that gives the maximum security to the buyer but represents the greatest risk to the seller is open 
account terms in which the buyer agrees to pay the seller's invoice at a future date, usually in 30 to 90 days. This 
means of payment is used only if the buyer is financially reliable and the seller trusts him . 

Answer the questions. 

What document refers to the sale of goods? ____________ _ 

2 Who issues it? ---- ---------
3 How many means of transport can you think of? ____________ _ 
4 Can you give a definition of carrier? ____________ _ 
5 What does payment in advance consist of? ____________ _ 
6 When does a buyer usually pay on open account terms? ____________ _ 

2 Look at this table. Tick (./) the documents where you can find these elements. 

Invoice Transport document Payment document 

Buyer's name 

Seller 's name 



D&M Fashion is an English company that makes accessories. One of its customers, an Italian shop, has sent 

them an order. Let's look at the documents in the transaction. 

The invoice 
3 Look at the invoice and answer the questions. 

D&M Fashion 
www.dandm.com 
15 Lockett Street 
Manchester, M8 8EE 
Tel.: 01618349652 
Fax: 0161 8349655 
info@dandm.com 

Buyer: Nonsologioielli 

Quantity 

40 

50 

35 

65 

Via Oriani 35 
48121 Ravenna 
Italy 

Cat.No 

A52 

A55 

G63 

H87 

Description 

ear ring 

ear ring 

rIng 

bracelet 

Payment Terms: bank transfer 30 days from invoice date 

1 What's the exporter's name? 
2 What's the importer's name? 
3 Where are the two companies based? 
4 When is the invoice issued? 
5 When did the buyer send his order? 
6 What are the invoice and the order 

numbers? 
7 How many different types of articles 

does the buyer buy? 
8 What is the most expensive art icle? 

9 How does the buyer pay? 
10 What is the total amount of the 

invoice? 

4 Complete this text summarising the invoice. 

Invoice no.: 45/A 
Invoice date: 14 April 2011 

Order no.: 66/ 11 
Order date: 2 March 2011 

Unit Price Total Price 

£12 .50 £500.00 

£10.90 £545.00 

£7.80 £273.00 

£22.40 £1456.00 

Total: £2774.00 

This document is an (1) ___________ sent by (2) ___________ to one of 

its customers called (3) __________ _ 

The invoice is issued on (4) ___________ 2011 and it refers to order no. 
(5) __________ of (6) __________ 2011. The Italian customer buys 

earrings, (7) __________ and (8) __________ for a total quantity of 
(9) __________ items and for a total amount of (10) £ _________ _ 
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The transport document 
Nonsologioielli needs the accessories urgently, so they require transport by air. The transport document used in 
transport by air is called an Air Waybill. 

5 () 12 Listen to Diana Downing, who works for the courier transporting the goods ordered by 
Nonsologioielli. She is writing the Air Waybill with a colleague. Complete it. 

406 - 0000 0000 

Consignor's name: 548 - 4310 - 9022 
(1) A ir waybill 
15 Lockett Street issued by 
Manchester, M8 8 EE UK Wor ld Courier 

72 Maple Road 
Manchester M3 2BY 

Consignee's name I 
Nonsolog io ielli 
V ia Ori ani 35 
(2) Ravenna 
Italy 

Airport of departure: (3) Airport of destinat ion (4) 

Flight no. BA 399 Flight Date (5) 2011 

I I 
No. of packages Gross weight Nature and Quantity of Goods 

I 

(includ ing dimensions or volume) 

(6) (7) ,80kg 1 box 40cm X 30cm X 15cm 

-

I 
Signature of Issuing Carr ier: V~ V~_ Date (8) /04/2011 

N.O.3 
ORIGINAL FOR 406 - 0000 0000 

SHIPPER 

6 Read the Air Waybill and find this information. 

1 The number of the Air Waybill and date issued : __ _ 
2 The name of the courier: --------------------
3 Where the goods leave from: _ ________________ __ 
4 When the goods leave: _________________ __ 
5 Where the goods arrive: ________________ _ 
6 The number of boxes, their weight and dimensions: ___ _ 
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The payment document 

As we know from the invoice on page 31, Nonsologioielli has to pay by bank t ransfer 30 days from the date of 

the invoice. 

7 Look at the bank transfer issued by their bank. What do you think IBAN and BIC stand for? Use some 
of the words in the box. Then check under the document. 

number amo unt internat ional customer account identificati on ident ifier nati o n code bank 

IBAN : ______________________________________________________________ __ 

BIC: 

D eutsch e Bank 

C.so Cavour 58 
8121 R avenna 

Italy 

Customer's name: Nonsologioielli 
IBAN IT57S0100503392000000218192 
BIC: BDMRIT3GXXX 

Amount to pay: £2774.00 
Reference: Invoice No. 45/A of 14/04/2011 

Beneficiary's name: D&M FASHION 
Beneficiary's IBAN: GB15400515128834735678 
Bank name: Allied Banks plc 
BIC: ALBS8355XXX 

apoJ Ja!f!lUapl >j ue8 = JI8 

JaqwnN lUnOJJit >jue8 leUOlleUJalUI = Nit81 

8 Complete these sentences and describe the document. 

1 This document is a 5 This amount refers to 

2 It is issued by 6 The bank that receives the amount is 

3 This bank t ra nsfer is ordered by 7 The English bank transfers the amount 

to the account of 

4 The bank transfer is for the amount of 

MY GLOSSARY 
bank account /breI]k ;)'kaunt/ ________ _ invoice /mvJrs/ ----------------
bank transfer /breJ]k 'trrensf3:(r)/ _______ _ to issue /tu: 'rJu:/ ____________ _ 
carrier / kreri;)(r)/ ____________ _ open account terms /::lupn ::l'kaunt t3:mz/ _______ _ 
consignee /bn'samr:/ __________ _ package / prekrd3/ ___________ __ 
consignor /bn'sam;)r/ __________ _ payment in advance /perm::lnt In ::ld'va:ns/ ____ _ 
to deliver I t;) dT'IrV;)(r)/ __________ _ payment terms /perm::lnt t3:mz/ _______ _ 
departure /dI'pa:tJ::l(r)/ __________ _ size /saJz/ ----------------
gross weight /gf;)US weIt/ _________ _ 
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Read the text and answer the questions. 

1 Who ca n set laws regulat ing trade? _____ _ 

2 What is the objective of trade legislation? __ 
3 What is fa ir and free trade? 

4 What is protectionism? ---
5 What are tariffs? 

6 What is the effect of tariffs? 

2 Which of these do you think are 
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advantages (A) and disadvantages (D) of 
tariffs? Write A or a D beside each sentence. 

a 0 Local companies can compete with foreign 
compa nies. A 

b 0 Prices are higher for consumers. 

c 0 There is no problem of unemployment. __ 

d [[] Competition is reduced so free trade is 
inhibited . 

e 0 Tariffs make governments richer. 

o People are encouraged to buy more local 
products than foreign products . 

g 0 There is less choice for consumers. 

Commercial relations between companies from 
different countries are regulated by laws. There are 

local laws set by each country and international 
laws set by international organisations like the 

WTO or by groups of countries with a common 
economic policy like the European Union. The 
objective of trade legislation is to ensure fair and 
free trade, which means that the world is seen 

as an open market where all companies have a 
right to trade in a correct manner. 
Laws regulating trade are of very different kinds. 
An example of laws that all countries adopt, are 
those regarding protectionism, that is a set of 
laws that protects local industries from foreign 
competition. In other words, these laws restrict 

international trade in favour of local trade. One 
of the most commonly used forms of trade 
restrictions is tariffs - these are taxes imposed 

on imported goods. The tax makes an imported 
product more expensive than similar products 

made in the country. 

3 ( 13 Now listen to two people discussing 
protectionism and tariffs and number the 
advantages and the disadvantages in the order 
you hear them, the first one is done for you. 

What do you think? Are you in favour of or 
against protectionism? Choose the arguments 
from the list in exercise 2. Use these words 
and expressions below. 

I'm 
protection ism. 
I think that! In my opinion . .. 

First of all ... 
Then / Next. .. 
Finally . .. 



5 Read the text about the WTO and complete the table below. 

The WIO (World Trade Organisation) is the most important organisation promoting and regulating free 
trade in the world. It was created in 1995 and includes 153 member states that meet, discuss trade problems, 
negotiate and sign agreements. These documents contain the rules for international commerce which all 
member states must respect. The result of this is that: 
• open markets are guaranteed to both producers and consumers 

• barriers between people and nations are broken down 

• there are common laws that regulate international trade 

• importers and exporters are helped in their business 

Definition of the acronym WTO 

Date of creation 

Number of members 

Its objective 

6 Read the text again. Can you give a definition of agreement? 

7 Read the text and complete the sentences with phrases from the box. 

infringe the law. trademarks and patents need it. 
examples of Intellectual Property. inventors and creators. 

One of the WTO's agreements is the Agreement on Trade-Related Aspects of Intellectual Property Rights 
(TRIPS). The basic principle is that ideas and inventions are an important part of trade and must be regulated 

by common international rules. This agreement protects creators and inventors and gives them the right to 
prevent others from using their inventions and creations. For example books , films, songs, computer programs 
are protected by copyright, inventions by patents and brand names and logos can be registered as trademarks. 
Copyrights do not have to be registered, while patents and trademarks have to be registered in order to receive 
protection . The symbol for a non-registered trademark is TM , wh ile the symbol for a registered trademark is ®. 
The registration includes a description of what you want to protect. 

1 Copyrights, patents and trademarks are ___________ _ 
2 The TRIPS Agreement protects _ __________ _ 
3 People who use other people's inventions or creations ____________ _ 
4 Copyrights don't need to be registered while ___________ _ 

8 Match the words with their definitions. 

1 Trademark 
2 Patent 
3 Copyright 

ants 

a 0 a form of protection of an invention given to the inventor. 

bOa form of protection given to authors of artistic works. 
c 0 a word, phrase, symbol or design that identifies a product and 

belongs legally to its inventor or manufacturer 
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9 How would you protect these? Put them into the correct box. 

a poem the computer mouse the logo of an A m erican high school the ly ri cs of a song D&G 
the M in McDonald's a Maths school textboo k an electri c coffee maker a painting 

------ -- -- -- ---
Copyright 

Trademark 

Patent 
--~-- -------

10 Read these situations. What are you infringing? A copyright or a trademark? 

1 You go to a concert and film parts of it with your mobile phone. Then, at home, you load it on your blog so 

all your friends can watch it. ___ _ 

2 You buy a fake belt. It looks exactly the same as the original by a famous fashion designer you like but it 

costs much less. -------------------
3 You buy a DVD film and make a copy of it for your friend who wants it but doesn't want to spend money to 

buy it. _________________ _ 

4 You like the Coca Cola logo. You down load it from the Internet and print it on your rucksack. 

11 Read this sentence taken from Directive 2006/116/EC of the European Parliament. What does it refer 
to: copyright, trademark right or patent right? Give reasons for your choice. 

L 372112 I EN I Official Journal of the European Union 

DIRECTIVE 2006/116/EC OF THE EUROPEAN PARLIAMENT AND OF THE COUNCiL 

of 12 December 2006 

27. 12.2006 

The rights of an author of a literary or artistic work ( .. . ) shall run for the life of the author and for 70 years after his 
death. 

12 Complete this sentence taken from an Act of the United Kingdom with the missing word. 

A which contains ( ... ) a representation of the Royal crown or any of the Royal flags 

or a representation of her Majesty or any member of the Royal family ( ... ) shall not be registered unless ( ... ) 

consent has been given by or on behalf of Her Majesty or (. .. ) the relevant member of the Royal family. 

\ l 

13 Read the text about the EU and find the questions for the answers. 
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1 
2 
3 

The European Union is a political and economic 
community of 27 European countries. It was created in 
1957 when only 6 countries formed the EEC (European 

Economic Community) with the Treaty of Rome. Since then, 
other countries have joined the community and other treaties 
have contributed to the creation of a community where 
people, goods and capital can circulate freely. With the 
Maastricht Treaty of 1992, the European Community became 
the European Union and the euro was introduced as a single 

currency which started to circulate in 2002. However, not all 
member countries have adopted it. 
The EU is organised as a single country, so it has a parliament 
that makes laws that all member countries must adopt. 
One of the objectives of the EU is to promote trade among 
its countries and there are many legislative acts, called 
Directives, that all member countries must apply. Many of 
these directives try to protect consumers' rights. 

? 27. 
? In 1957 . 

? In 1992 with the Maastricht Treaty. 



14 n 14 Listen to an expert on EU legislation talking to a group of students about The Toy Safety 
Directive 2009/48/EC of the European Parliament and complete his talk with the missing words. 

r 

I 

We all agree that (1) _ ~_ and games 
are vital for child development. And we all agree that 
chi ldren must be (2) __ _ __ by laws that 

I guarantee the safety of the toys they play with. We can 

be sure that toys sold and bought in the European market " lA ,# 

I are subject to a high level of (3) -- . ·~OIG ry A 
To start with, let's give a definition of toys. By toys we )1 Tt II\IG ,... ~A I 

I mean products which are designed for use by children Or Cl} ~ Ji4 ~ , "I ~G 
under (4) _ years of age. There are Z O're <4J:1,,.,. • 

I 
about 80 million children under 14 in the European 'n lJlJ~ u ... 8. • 
Union and about 2000 companies in the toys and er.3 'hq// Pq 
(5) sector with about 100,000 Yeqrc-. Its 
people working in the (6) 

research, marketing, sa les and distribution of toys. 80% of toys in the EU are produced in France, Germany, Italy, 
Ireland , (7) , the UK, the Czech Republic and Poland . 
To circulate freely in the European Union, toys must meet the safety requirements shown in Directive 2009/48/EC 
so that they can be used by (8) with no danger to their health or safety. For example, they I 

must be suitable for the children's age, they can't be inflammable or radioactive and they can't contain chemicals. 

Also, they must contain warnings, that is notes specifying the limitations of use. 
All economic operators are responsible for the toy's conformity: first of all, the manufacturer must declare the 
toy's conformity and must evaluate the toy's safety before it is put on the (9) _ _ . In fact, 

all toys marketed in the EU must carry a CE (which stands for 'Conformite Europeenne') conformity marking, 
which is the manufacturer 's declaration that the toy satisfies all safety requirements. Go home and check: 
you're sure to find the mark (10) _______ on any toys you have. Then , the distributor must verify 
the toy's (11) _ _. These rules are strict for all toys circulating in the EU : this means that 

they must be applied to toys produced in and exported from the EU and for those (12) 
from other countries. Our most important partners are the (13) for exports and 
(14) __ for imports with 86% of total imports. 
Finally, do you know who most toys are bought for in the EU? Infant and pre- (15) _______ children 

with about 20% of the market. 

15 Read the text in exercise 14 and say what these numbers refer to. 

1 80 million = number of 
2 80% = percentage of 

3 2000 = number of 
4 86% = percentage of 
5 20% = percentage of _ 

MY GLOSSARY 

brand name /brrend ne ll11/ protectionism /p~'tekJI1IZdm/ _______ . 

copyright /kopirart/ __________ _ research /n 's3:tJ/ ____________ _ 

to ensure /tu: Ill'Joo(r)/ __ right /ralt/ ______________ _ 

fair /feg(r)/ ______________ _ safety requirement /selfti n'kwargm;mt/ -----
health /helS/ _____ _ suitable /sju:tgb.l/ __ _ 

tariff /trerrf/ ---------------to infringe /tu: Ill'fnnd3/ 
trademark / treldma:k/ ------------law /l':J:/ ______ _ 

marketed / ma:kItId/ trade~related aspects of intellectual property /trerdn'lemd 
---

patent /peltgnt/ _____________ _ 'respekts gV mtg'lektJml 'pmpgti/ ______ _ 

policy / polgsi/ _____________ _ right /ran/ ______________ --

to prevent /tg pn'vent/ ____ _ 
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When you buy something, do you ever think about what a company does when it puts a product on the market? 

1 Look at this list of steps and put them into the correct order. 

o make the product 0 distribute the product 0 fi x the price of the product at a profit 

o advertise it 0 understand what consumers need or want 

2 Read the text and answer the questions below. 

Today's business world is very complex but the basic principle is still this: companies make products they want 
to sell at a profit. What makes it complex is that consumers are becoming more and more demanding, and 

there is more and more competition with other companies which offer similar products so that consumers have 
a wide range of choice. Therefore companies must plan their activities very carefully: the way they market their 
products can mean the difference between them and competitors. 
Marketing is the process of identifying and satisfying customers' needs. This process must be satisfactory 
for both sides: for the company because it must sell at a profit and for the consumer because he must be 
happy with the product so that he will buy it again. Marketing involves different activities . The first one 
consists of identify ing the consumer's needs and wants, that is what the consumer needs and what he wants 

to buy. This activity involves market research , that is the process of collecting and analysing information 
about the market for a new or existing product. The objective of market research is to help the 

company identify the target market, that is the specific consumer group that will buy its ~ 

product. A company needs to decide this before it starts to produce a product. S S~"-~ e . c'. 
There are different methods of market research which can be used: s.e~eS ~ '?,ooc.<;<:.~o'''' 
questionnaires, telephone or personal interviews, comments Q.. ~~'(}: 'lO"~'''-''-o 
on the Internet. They all consist of questions that ~'(.'()..~ s \.o~,,,-~,,,~e,,-
give the company information about, for ~7>\.co~e 7>"-

",7>"-. ""e~ 
example: co~'" ~ ~7>'" 

. . e ,\~S\. . 'O~7>'I' 
• the customer's profile: his age , .~ l \\7>\.\S \.\\! o~ ~,\.\\ . ",~o 
.. ... "" ~e 'l ~e'~ y 
Interests, lifestyle , etc. < ~,\\7>~?>' co\ 'S-e~ e~'Q~'l " 

\ "" ,7> \\e~~ ,,-e~ 
• the features of a product that ... '\ 0 "-e,,e~ ~.'Q~\.. o"-~\'\'i . 

r \"C \ \.\\e c~S\ 'Q7>S\ S 
customers want 

• the price they are willing to pay 
• the features of a product that they like or 

don't like 

• how often they use and buy a product 

, ~c 0 soc ~~~ 
• \'\..:.'<} c~c\: e~~ 

C \ ",,:, \; .\~ \'~o ",0"- '<} ~ 
\."'" ov,c\:, .:,'Q'>~::::-

C \ \:>\.\': . \'~" . 
\.\'\..:.\~ 

(' \ \:>\.\': . 
.. \,\ ,,\ 

~ ,-, \;;'" \\t'\":' 
'-\\ " ~ '" \;'\\..:. .. ,\ ',\ 

1 What is the final objective of any company? _____________________ _ 

2 Why do consumers have a wide range of choice? ____________________ _ 
3 What is the function of market research? _______________________ _ 

4 How can a company carry out market research? ____________________ _ 

5 What do these different methods consist of? ----------------
6 What type of information can a company get w ith market research? _____________ _ 

3 Now read the text again and find definitions for these words: 

1 marketing: 

38 

2 market research: ------

3 target market: 



Royal Sport is a sportswear company. It is now planning to launch a new model of training shoes. 
This is the market research questionnaire they have prepared before they start design and production. 
What information does Royal Sport want? Match the information to the question numbers from the 
questionnaire. 

1 Are you 

2 How old are you? 

3 How many trainers have you got? 

4 How often do you buy a pair of trainers? 

5 Are your trainers for a specific sport? 

If yes, what sport? 

6 Where do you buy your trainers? 

o male or 0 female? 

0 15 - 20 
021 - 30 
03 1 - 40 
DOver 40 

01 pair 

02 pairs 
03 pairs 
o More (please specify number) 

o Once a year 
o Twice a year 
o Three times a year 
o More (please specify how often) 

DYes 0 No 
o Tennis 

o Football 
o Jogging 

o Basketball 
o Other (please specify sport) 

o Sports store 
o Discount store 
o The Internet 

---

o Other (p lease specify place) --------

7 What are the features you look at, when buying your trainers? 0 Design 

o Price 

o Brand name 
o Comfort 
o Popularity 

8 How much are you willing to spend on your trainers? 

9 Which is your favourite brand of trainers? _ 

a 0 The average age of people who buy trainers 

b 0 What influences their choice 

c 0 If there are more men or more women interested in this article 

d 0 The competitors 

e 0 The place they usually go for their shopping 

o If they wear trainers every day or only when they do sport 

gOlf their potential customers buys many trainers 

h 0 What consumers think is the right price 

3 



5 Choose a popular product you know for each of the product categories in the table below. Then, try to 
identify the possible consumer profiles for each product, including the information required. 

Category Product Consumer Profile 

fucksack Age: 
Sex: 
Competitors: 

Price: 

Watch Age: 

Sex: 
Competitors: 
Price: 

----
Car Age: 

Sex: 
Competitors : 

Price : 

I PC Age: 

Sex: 

! --

Competitors: 

I !~~e: 

6 Now, choose one of the products and present your results to the class following these guidelines. 

The product I have analysed is ________ _ 

In my opinion, the typical consumer is about (age) _________ , and usually male/female. 

I think he/she would find similar products among these brands: ________ _ 

Finally, I think he/she would be willing to pay about _________ euros for this product. 

The marketing mix -After selecting its target market with market research, 
a company must take decisions about the so called 
marketing mix. This is the combination of 4 Ps: 

7 Match the Ps to their definitions. 

I Product 
2 Price 

3 Promotion 

4 Place 

a 0 the distribution of the product 
b 0 the method to persuade consumers to buy the product 

c 0 the type of goods to produce 
d 0 the cost of the product to the buyer 

8 What exactly do the 4 Ps involve? Complete with the names of the 4 Ps. 
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I involves the money spent by the consumer plus the profit for the company 
2 involves how and where consumers ca n buy the product 

3 involves giving the product a na me, an image, a design, a packaging, a quality 
4 involves deciding how to make consumers know about the product and persuade 

them to buy it 

I 

J 



Product 
9 n 15 John Newman works in the Research and Development Department of a company that produces 

make-up products for teenagers. Listen to him speaking about the importance of packaging in 
marketing and choose the right options. 

1 If a company wants to sell a successful product, it has to 

a sell it at a competitive price. b differentiate it from compet itors . 
2 a Packaging 

b Advertising 
plays an essential role in marketi ng strategy. 

3 What attracts a consumer at first is 

a the look of a product. 
4 Packaging 

5 Packaging helps to 

b the marketing strategy chosen by a company. 
a is simply 

b is not simply 
a container for a product. 

a protect a product and identify a brand. b identify a product and sell a product. 

Price 
10 Read the text about setting a price for a product and complete the sentences below. 

Setting a price is not easy. If the price is too high, consumers will not buy it. If it is too low, consumers will 
buy it but the money earned by the company may not be enough to cover the costs. Every company hopes to 

make a profit. This means that it must be sure that the price is higher than the cost of producing it. However, 
there are other factors to be considered . For example, it may be useful to see what competitors do: if they 

offer similar products, their price can be a good starting point. Also, if a company has used market research 
to ask potential customers what price they are wil ling to pay for its product, this is another important factor. 
After setting a product's price, a company may decide to offer discounts which means offering reduced prices 
to customers who buy large quantities of a product, who pay cash, who buy a product out of season or at the 
end of a season, that is during sales. 

1 Setting a price is not easy because __ _ 

2 The three factors to consider when setting a price are 

3 A discount is a ---
4 Discounts can be offered to customers who 

Place 
Place refers to the distribution of a product, that is the process of getting a product from the producer to the 

consumer. Between the producer and the consumer there are intermediaries like wholesalers, who buy from 
producers and sell to retailers, and retai lers who buy from wholesalers and sell to consumers . The majority of 
consumers buy from retailers, but there are different types of retailers . 

11 Look at the table below and complete it with examples. 

Type of Retailer 

Department store 

Shopping centre/ Mall 

Factory outlet 

Specialty store 

Description 

Large store with different departments for different articles 

Many different shops in the same place 

Store that sells articles from a specific manufacturer at 
discounted prices 

,- --
Store that sells one type of article from different 
manufacturers at regular prices 

Examples 

Discount store 

Internet 

Outlet 

Store that sells brand name articles at discounted prices 

Websites where consumers buy directly 

Mall with stores that sell designer articles at low prices ----1 
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Pot· 

Promotion is the element of the 4 Ps that people associate most with marketing. It is a form of persuasive 
communication that motivates consumers to buy a product. The most popular methods of promotion are 
advertis ing and sales promotions. 

Sale'" P or.1.otions 
'2 Look at these examples of sales promotions and match them with the definitions. 

1 free gifts (or freebies) 

2 samples 
3 coupons 
4 buy one, get one free offers 
5 loyalty cards 

a 0 certificates that offer discounts on particular products and can 
be found in newspapers or on the product 

b 0 cards given by stores or supermarkets that give advantages 
to owners: building up points to get gifts from a catalogue or 

discounts 
c 0 extra objects included with a product at no extra cost 

d 0 small sized version of a product offered free 
e 0 an offer of getting 2 products for the price of one 

, Look at these pictures and write what types of sales promotions they are. 

1 

.""-e<;l-tf'"eO!'er 

... ~''''8JtOoyember26th 

Buy one 
of these 

,_GooI ___ _ 
DlG.-lMc. . ...... _ 

-~ .. , .. 
a.1391U311 

Get any of these f re e 

1- . ·:Mobile· --_ ........ __ .... .,..-_._-... -

3 ____ _ 

INO MINI 3G VOUCHER 0 

FREE ,.a<llol lUnH'y'_IIw ... t~$l4."1 

FREE ...... ,.oI ... IM .... SlN • ., •• _ .. I_th-'"'UOJ 

2 

4 5 

Ad 9 
, 16 Listen to Ann Moore, a marketing consultant, talking about advertising and complete the text. 
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To start with, I'd like to give a definition of (1) and to specify its objectives. 
Advertising is the process of communicating (2) about a product and of persuading 

people to (3) it. There are different advertising media with advantages and 
disadvantages. Let's start with (4) __ ___ wh ich has a great impact on consumers. TV adverts 
can be shown several times a day but people can decide not to watch them. Then, (5) _ 

or magazines. It is true that they both reach a large number of (6) but the limit is that 
they are static, so they may have less impact than TV adverts because they don't attract consumers' attention 
so much. Billboards and (7) ___ displayed outdoors can be effective only if they are 
(8) ____ but people may not notice them. Finally the (9) . Of course 

advertising over the Internet is the way to reach the largest number of consumers and it has a 'total' impact : 

sight, sound and motion. But consumers may ignore it and (l0) it off. 



lS Read the text in exercise 14 and complete the table. 

Media Advantages Disadvantages 

TV 

Newspapers and magazines 

Billboards and posters 

Internet 

16 Look at these two adverts. Where would you find them? 

Our line 
has a long line 
behind it. 

~0 
~ 

'- .-~
.". 

. .\ " 

~ 

GUZZI 
• ,H •• ~ ... , ,~ ... " ... ",t. " .. " ... , ... ,.., ••• 

1 Advert from __________ _ 

., Boulevard XT 1000 RR 
Click on details for enlarged picture 

( TeChniCal info) ( Price 

2 Advert from 

17 What are their characteristics? Write G for Guzzi and B for Boulevard advert characteristics. 

1 If you want, you can read more details 5 It has a memorable slogan __ 
about it 6 It is not attractive 

2 It is black and white 7 It offers the opportunity to see other pictures and to 
3 all details are given on the page __ enlarge details 
4 You can read what other people think 8 There is a lot of text 

about the bike 9 The picture has a good visual impact __ 

MY GLOSSARY 

advert !<edv3:tf _____________ _ market research !mo:kn n's3:tJ/ _______ _ 
to advertise f tu: '<edvgtaIz/ _________ _ to plan /tg pJ<en/ ____________ _ 
billboard ! bllb:):d/ ___________ _ questionnaire !kwestJg'neg(r)/ ________ _ 
cash /k<eJ/ ______________ _ to reach /tg ri:tJ/ ____________ _ 
to collect /tg kg'lekt/ ___________ _ retailer ! ri:terlg(r)/ ____________ _ 
coupon ! ku:pDn/ ____________ _ sample !so:mp,l/ ____________ _ 
department store /dI'po:tm:mt st:):(r)/ _____ _ to set /tg setf _____________ _ 

to earn /tu: 3:n/ _____________ _ specially store !speJgli st:):r/ ________ _ 
factory outlet !f<ektri 'autJet/ ________ _ target market !to:gIt 'mo:klt/ ________ _ 
feature !fi:tJg(r)/ ____________ _ wholesaler !hgulserlg(r)/ _________ _ 
gift /grft/ _____________ _ wide range of choice /ward remd3 dV tJ:)rs/ ___ _ 
interview !mtgvju:/ ___________ _ willing !wrlnJ/ _____________ _ 
mail /med/ ______________ _ 
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1 Read the text about the Stock Exchange and match these titles to the corresponding paragraphs. 

W hat is a stoc k/share? What makes a stock go up o r down? 
W hat is the Stock Exc hange? The risks o f investing in shares 

The Stock Exchange is a place where stocks, also called 

shares, are traded, that is sold and bough! The most famous 

stock exchanges in the world are New York, London, 

Frankfurt and Tokyo. However, stocks can be also traded 

through the interne! The reason why stock exchanges exist 

is that companies sell stocks to get money from investors 

and people buy them to earn money, that is to get money 

from companies. 

2 ------------------------------------
A stock is a share of ownership in a company. If you imagine 

the capital of a company divided into equa l parts, each part 

is a stock in the company. So, a stock is part of a company's 

capital that people can buy 

3 ----------------------------
So, now that you have stock and ownersh ip of a company, 

what can happen? You will make a profit when the price of 

the stock goes up because you paid a lower price, or you 

will lose money if the price goes down because you paid a 

higher price. This means that investing in stocks can be very 

2 Read the text again and find the information. 

1 definition of stock exchange 

2 definition of stock 

risky: the hope of making money on your investment does 

not give you any guarantee that you will make money. 

4 --------- -
Basically, what happens is that if more people want to 

buy a stock than want to sell it, then the stock's price 

goes up. On the other hand, if more people want to sell 

a stock than buy it, then the price goes down because, 

in order to sell their stocks quickly, they accept a lower 

price. But what makes people like or disli ke a stock? 

The obvious answer would seem to be the company's 

profits, of course. If a company is successfu l, the value of 

its stocks will go up. But a stock's performance does not 

always depend on how well or badly a company IS doing. 

It can simply be determined by the perception, the idea that 

people have about a company's results. For example, if a 

company produces a product that is popular and everybody 

wants to buy it, investors think that the company's profits will 

go up. On the other hand, if there is a market crisis for a 

particular product, investors think that the company's profits 

will go down. 

3 result of a stock's positi ve pe rformance for investors 

4 result of a stock's negative performance for investors 

3 Now use your answers from exercise 2 to make a presentation about 'Investing in the Stock Exchange' . 
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4 () 17 Listen to Paul Jones, an expert on the stock market, speaking about the reasons why stocks go 
up or down. Tick (./) the reasons he mentions from the lists. 

Reasons stocks go up 

D growing sales and profits 

D an exciting new product is introduced 

D the company is bought by another company 

D a great advertising ca mpaign 

D other companies in the same sector are successful 

D the company starts selling in other countries 

Reasons stocks go down 

D sales and profits go down 

D a famous investor sells his stocks 

D a new product is not successful 

D the company has problems 

D a competitor introduces a better product 

D other companies in the same sector have a crisis 

When you invest in stocks, you will need to understand a stock market table that gives you basic information and 
price history for stocks to see how a stock is performing, has performed in the past and how its price is changing. 

You can find them in newspapers or on the Internet. Reading a stock market table is simple once you understand 
the basic elements it contains. 
These two stock market tables refer to Microsoft stocks. The first is taken from the American version of finance. 
yahoo.com . The second one is taken from a financial newspaper. 

1 

I Microsoft Corporation 
(NasdaqGS: MSFT) 

Last Trade: 27.34 

Trade Time: Dec 10, 3:59pm 

Change: 0.26(%) 

Prev Close: 27.08 

Open: 27.22 

Bid: 27.36 x 1000 

Ask: 27.42 x 400 

Day's Range: 

52wk Range: 

Volume: 

Avg Vol (3m): 

Market Cap: 

PIE (ttm): 

EPS (ttm): 

27.11 - 27.40 

22.73 - 31.58 

37,629,009 

61,739,800 

232.91 B 

11.75 

2.33 

Microsoft Corporation 

• MSFT 

10am 12pm 2pm 4pm 

1 Y Target Est: 32.57 Div & Yield: 0.64 (2.40%) .......... Previous Close 

2 

Company Name Sales Hi Low Last Change 

Microsoft Corporation 37,629,009 27,40 27,11 27.08 +0.26 

5 The online stock market table and the one from the newspaper look different but the information they 
give is the same. What do these words from the newspaper correspond to in the online market table? 
What are the equivalents in your language? 

Newspaper 

Sales 

Hi (High) 

Low 

Last 

Change 

finance.yahoo.com English 

6 Now complete the table in exercise 5 with these definitions. 

Definition 

the stock price yesterday total number of stocks traded for the day the stock's highest price today 
the dollar value change in the stock price from yesterday's closing price the stock's lowest price today 
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27.4 

27.3 

27.2 

27.1 

27.0 



ID 
7 Look at the two Microsoft stock tables and graphs from finance.yahoo.com and find this information. 

Some parts are highlighted in yellow to help you. 

1 The date and the time of the stock quotation: __________ _ 
2 The price of the stock on lOth December at 3:59 p.m .: __________ _ 

3 If the price of the stock was different the day before: Yes/No 
4 How much higher today's price is compared to yesterday's: % 
5 The maximum and the minimum prices of the stock today: _______ _ 

6 How many weeks are calculated in a year: 
7 The maximum and the minimum prices of the stock this year: _______ _ 

8 The total number of shares traded for the day: ___ _ 

9 The price of the stock at 10 p.m. on 10 December: between and 

10 The price of the stock at 12 p.m . on 10 December: between ___________ and 

How to read graphs 

8 The online Microsoft stock market table includes a graph. What's its function? Tick (.I) the right answer. 

D To show Microsoft's sales on lOth December. 

D To show the stock's performance on lOth December from 10 in the morning to 4 in the afternoon. 

D To show the value of Microsoft stock on 9 th December. 

In general , the advantage of presenting data with graphs, charts or tables is that they have a very good visual 
impact that helps people understand what is being presented in an immediate, clear and easy way. 
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There are different types of graphs/charts. Look at these and choose their names from this list. 

bar chart (x2) line graph pie chart pictogram 

10 
9 

"C 8 
~ 7 

~ 6 
:0 5 
"0 
;; 4 
~ 3 

" z 2 
1 

o 

December 

November 

October 

September 

AlIglI~ 

July 

June 

May 

Apnl 

March 

Februarv 

January 

1 

T 

16.400 32.800 49.200 65.600 82.000 

3 

48 

T 44 
H 
o 40 
U 
S 36 
A 
N 32 
D 
S 28 

24 

Jeans model 70A sold 

/~ / 
/ ..... 15 

/ 
I 

1993 1994 1995 

2 -------

_ Comedy 

Action 

• Romance 

• Drama 

_ Horror 

• Foreign 

• Science fiction 

4 ______ _ 

V 
... 

1996 

J\'1a .. ch 2002 Weather 

r,:;;;Ir,;;:;J('M;I~ 
L:J L~ ~ L::J 

5 



Presenting a graph involves being able to use a specific lexis. 

10 Look at this table and choose the best alternatives for the descriptions of the graphs in exercise 9. 

Verbs Nouns Adjectives Adverbs 

reach a peak increase / growth steady steadily 

go up / increase decrease / fa II grad ual gradually 

stabilize slight si ightl y 

go down / decrease considerab le considerab ly 

Graph No.3 This graph shows the sales of XY Company in 2010. From January to December sales decreased / 

increased from 82,000 articles to 65,000. From January to April they decreased gradually / slightly. In June 

there was a dramatic increase / fall to a value of 13,000. Then , they went up / went down again. 

Graph No.2 This graph shows the sales of jeans model 70A over a period of 3 years, from 1993 to 1996. The 

trend was positive because from 24,000 articles, sales reached a peak / stabilized to about 45,000. Let's look 

into details: from 1993 to 1994 sales had a steady growth / decrease from 24,000 to 40,000. Then they went 

up / went down slightly / considerably in 1995, but the following year there was a slight / steady growth / fall. 

11 Now, cover up the description of one of the two graphs. Can you describe it in your own words? 

12 Look at this graph and complete the description. 

This shows the 

from Sunday 9th May to From Sunday 

to Monday, sales had a increase from 

25 to 28 pieces . Then from Monday to Thursday there 

was a _ fall (down to 19 pieces only) 

but from Thursday to Saturday sales _ _ __ 

steadily up to 27. 

ICE CREAM SALES 

L. 

_____ s_un ___ M_o_n __ T_u_es ___ w_ed~_Th_u_rs ___ Fr __ i Sat I 
9'"-15'" May ---.J 

13 () 18 Listen to James Grant describing the sales of 
COs in his company over the last five months and draw 
the line graph. 

."ta!·t*t,;tl 

§ 4.0 I--~_.....---I_-+--,.....,...-+-_-j..-,...~-+-­

s::: 
g 
~ 

3.0 

2.0 

o ~%_--i,_--i,-.l. 

ownership /gumJrp/ ___ ________ _ stock /stuk/ ______________ _ 

performance /pg'fJ:mgns/ _________ _ to trade /tg trerd/ ____________ _ 

share 

47 



Flash on English for Commerce 

Editorial coordination: Simona Franzoni 

Editorial department: Pauline Carr 

Art Director: Marco Mercatali 

Page design: Sergio Elisei 

Picture Research: Giorgia D'Angelo 

Production Manager: Francesco Capitano 

Page layout: Sa ra Blasigh 

Cover 

Cover design : Paola Lorenzetti 

Photo: Shutterstock 

© 20 12 Ell S.r.1 

P.O. Box 6 

62019 Recanati 

Italy 

Tel. +39071 750701 
Fax. +39071 977851 
info@el ionline.com 

www.elionline.com 

No unauthorised photocopying 

All rights reserved. No part of this publication may be reproduced , stored in a retr~eval system, or transmitted, in any form or by 

any means, electronic, mechanical , photocopying, recording or otherwise, without the prior written permission of Ell. 

This book is sold subject to the condition that it shall not, by way of trade or otherwise , be lent, resold , hired out, or otherwise 

circulated w ithout the publisher's prior consent in any form of binding or cover than that in wh ich it is published and without a 

simila r condition being imposed on the subsequent purchaser. 

While every effort has been made to trace all the copyright holders, if any have been inadvertently overlooked the publisher will 

be pleased to make the necessary arrangements at the first opportunity. 

Printed by Tecnostampa 12.83.227.0 

ISBN 978-88-536-1446-9 

Acknowledgements 
Archi vio Ell : pp. 5 (from top to bottom: photo 7), 42 (photos 1-4), 43; 
Photos: pp 8, 9 , 42 (photo 5); 

Shutterstock: pp. 5 (from top to bottom: photo 1-6), 7, 14, 15,16,18, 19, 21,23 , 24,26, 30,31 , 34,35, 37,38, 39,45. 



FLASH 
on English 

for COMMERCE 

FLASH 
on English 

for TOURISM 

FLASH on English for COMMERCE is specifically designec 
for students who are studying for a career in commerce, 
business and finance. It introduces the vocabulary and 
the language functions specific to this language sector, 
and includes practice exercises in all four skills. 

Audio files in MP3 format are available online. 

FLASH 
on English 

for COMMERCE 

FLASH 
on English 

filf ;\1EC! IA:'\ICS. El .ECTRO:'\ ICS 
&TECI L,\ICAL\SSI S'L\~CE 

ISBN 978-88-S36-1447-6 ISBN 978-88-536-1446-9 ISBN 978-88-536-1449-0 

FLASH 
on English 

f()rCOOKI:'\(; . CATERI:,\( J 

& RECEPTIO'\; 

ISBN 978-88-536-1448-3 

FLASH 
on English 

for TRJ\;\'SPORT & I ,OC;ISTICS 

ISBN 978-88-536-1451-3 

FLASH 
on English 

fi)rC ):'\STRL'CI'IO. 

ISBN 978-88-536-1450-6 

IS BN 978-88-536-1446-9 

1111111111111111111111 111 
9 788853 614 469 


	IMG_0001
	IMG_0002
	IMG_0003
	IMG_0004
	IMG_0005
	IMG_0006
	IMG_0007
	IMG_0008
	IMG_0009
	IMG_0010
	IMG_0011
	IMG_0012
	IMG_0013
	IMG_0014
	IMG_0015
	IMG_0016
	IMG_0017
	IMG_0018
	IMG_0019
	IMG_0020
	IMG_0021
	IMG_0022
	IMG_0023
	IMG_0024
	IMG_0025
	IMG_0026
	IMG_0027
	IMG_0028
	IMG_0029
	IMG_0030
	IMG_0031
	IMG_0032
	IMG_0033
	IMG_0034
	IMG_0035
	IMG_0036
	IMG_0037
	IMG_0038
	IMG_0038a
	IMG_0039
	IMG_20001
	IMG_20002
	IMG_20003
	IMG_20004
	IMG_20005
	IMG_20006
	IMG_20007
	IMG_20008
	IMG_20009
	IMG_20010

