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Abstract

The ultimate purpose for this research is to investigate the effects of role-playing simulation in
developing oral business English communication skills for the students. To justify using this teaching
method, there needed to be a comparison of the students’ communicative competence in oral
business English and their levels of self-confidence in speaking business English before and after having
participated in the class lessons, and an investigation of their opinions on learning oral business English
communication skills through role-playing simulation. The subjects were 45 third-year students majoring
in Languages, Communications, and Business (LCB) in the Faculty of Liberal Arts and Management
Sciences (LAMS) at PSU. The students were enrclled in an English for Business course in the second
semester of the 2014 acaderic year at the university. The research instruments included: (1) the
proto-syllabus for Course 936-261 English for Business, (2) a test for oral business English
communication skills that was administered as both a pre-test and post-test, {3) a form to assess
students’ levels of self-confidence in speaking business Enelish before and at the end of the course, (4)
an interview form on students’ opinion and self-confidence in speaking business tnglish before and at
the end of the course, (5) daily diaries of the students, the teacher, and the observers, (6) a
questionnaire of students’ opinions on learning oral business English communication skills through role-
playing simulation, and {7) video recording the students’ language performances through role-playing
simulation exercises. The students did role-playing simulations as part of the lessons. The study was
carried out over the course of the semester, which inciuded 15 weeks of instruction. The class met for
three 60-minute sessions per week, for a total of 45 hours of instruction. Statistics were derived by
using the mean, standard deviation, effect size, and t-test dependent samples,

The results showed positive effects of the teaching method that was employed: (1}
communicative competence in oral business English increased at a rate that was considered statistically
significant (p=.000) with the really targe effect size (g = 3.96), (2) the students’ average self-confidence
in speaking business English increased at a rate that was considered statistically significant {p=.000) with
the really large effect size (g = 1.83), and (3) the students were satisfied with practicing spoken business
Enslish through role-playing simultation at a high level. The students also strongly agreed that everyday
practice in role-playing simulation helped them gain more self-confidence in speaking business Enelish,
and they thought that using English actively as in this activity would serve them beneficially in practical
business Engiish conversations in their future careers. Although conclusiveness is highly restricted by
the scope of the study, the results indicate that incorporating role-playing simulation exercises in the
lessons could be an effective method for teaching oral English in order to improve students’ business
communication skills as role-playing simutation provides three conditions necessary for communicative
competence to be achleved: real communication context, motivation for self-expression, and the

freedom to speak in a non-threatening classroom environment.

Keywords: role-playing simutation, oral business English communication skills, self-confidence in

speaking English
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dueSumaiaminveniswenwidinguld 2 Useuvluvg 9 Ao
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Chapter 2 Working with others,
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Chapter 3 Making arrangements,

Chapter 4 Socializing,

Chapter 5 Meetings uaz

Chapter 6 Sightseeing
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Scenario 1 - Emphasis on applying for a job: At an interview for a job at
the Ammatara Pura, pool villas at Koh Samui, the company president
And the customer service manager are interviewing an applicant for a
position of customer service advisor. The other two applicants are
talking about a perfect resume and cover letter while waiting for the
interview.
Scenario 2 - Emphasis on delegating and giving feedback: In the studio
at Channel 3, the managing director of the Take Me out Thailand
program is delegating the project manager and the marketing manager
to do some tasks. At the end of the season, the executive director and
the company president give some feedback to the project manager and
the marketing manager.
Scenario 3 - Emphasis on making arrangements: In the offices of Utopia
Holidays and Asia Web Direct, some staff are making arrangements by
telephone.
Scenario 4 - Emphasis on socializing: At the registration area of the
International Customer Service seminar, the managing director of John
Robert Power is welcoming a new business partner. The other three
people are networking. They make contact and build the relationship.
Scenario 5 - Emphasis on running a business meeting: In the company
boardroom, the chairperson is holding a business meeting which will
share ideas for marketing activities to solve the problem that sales of
the L’OREAL Professional Hair Spa are falling. Participants are the
marketing managers in different countries.
Scenario 6 - Emphasis on sightseeing: At the business meeting of the
Ballantines international sales teams at the Rajapruek Resort, Kho Samui,

Surat Thani, some participants are discussing about changing some
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meeting schedules, booking a city tour, and hiring a car for travelling
around Kho Samui.
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meeting schedules, bocking a city tour, and hiring a car for travelling
arcund Kho Samui.
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Scenario 1 - Emphasis on applying for a job: At an interview for a job
at the Le Meridien Hotels & Resorts, the company president and the
customer service manager are interviewing an applicant for a position of
customer service advisor. The other two applicants are talking about a
perfect resume and cover letter while waiting for the interview.
Scenario 2 - Emphasis on delegating and giving feedback: In the studio
at Channel 3, the managing director of The Voice Thailand program is
delegating the project manager and the marketing manager to do some
tasks. At the end of the season, the executive director and the company
president give some feedback to the project manager and the marketing
rmanager.
Scenario 3 - Emphasis on making arrangements: In the offices of
Nitipon and Victoria’s Secret Beauty Company, some staff are making
arrangements by telephone.
Scenario 4 - Emphasis on socializing: At the registration area of the
International Customer Service seminar, the managing director of
Healthzone Solutions is welcoming a new business partner. The other
three people are networking. They make contact and build the
relationship.
Scenario 5 - Emphasis on running a business meeting: In the company
boardroom of S&P Syndicate Public Company, the chairperson is
holding a business meeting which will share ideas for marketing activities
to solve the problem that sales of the coffee cookies are falling.
Participants are the marketing managers in different countries.
Scenario 6 - Emphasis on sightseeing: At the business meeting of the
Jubilee Diamond intemational sales teams at the Racha Kiri Resort and

Spa, Khanom, Nakhon Si Thammarat, some participants are discussing
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Scenario 1 - Emphasis on applying for a job: At an interview for a job
4t the Le Meridien Hotels & Resorts, the company president and the
customer service manager are interviewing an applicant for a position of
customer service advisor. The other two applicants are talking about a
perfect resume and cover letter while waiting for the interview.
Scenario 2 - Emphasis on delegating and giving feedback: In the studio
at Channel 3, the managing director of The Voice Thailand program is
delegating the project manager and the marketing manager to do some
tasks. At the end of the season, the executive director and the company
oresident give some feedback to the project manager and the marketing
manager.

Scenario 3 - Ernphasis on making arrangements: In the offices of
Nitipon and Victoria’s Secret Beauty Company, some staff are making
arrangements by telephone.

Scenario 4 - Emphasis on socializing: At the registration area of the
International Customer Service seminar, the managing director of
Healthzone Solutions is welcoming a new business partner. The other
three people are networking. They make contact and build the
relationship.

Scenario 5 - Emphasis on running a business meeting: In the company
boardroom of S&P Syndicate Public Company, the chairperson is
holding a business meeting which will share ideas for marketing activities
to solve the problem that sales of the coffee cookies are falling.
Participants are the marketing managers in different countries.

Scenario 6 - Emphasis on sightseeing: At the business meeting of the
Jubilee Diamond international sales teams at the Racha Kiri Resort and

Spa, Khanom, Nakhon $i Thammarat, some participants are discussing




about changing some meeting schedules, asking about a city tour, and

booking a car for travelling around Khanom.
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Q1 When creatineg a theme for the provided situation and

assigned role, to which point did you pay attention?

25

20

15

10

. .--.

Expressions Information Words and  Pronunciation Stories Acting out

Grammar




70

a = a ¢ v D a U oa Ao e o

NNUEUYIN 1 Fudumsleszideyaluwuvasuaiuded 1 inedfvdmdndnuili

o w = ° o oo = Y % o v W
AuddUINgalunsimuaLiuizes wud dnfinwidesas 51.11 (23 aw) Wianuddgyiu
nsliteyanaenndesivaniunisainiuawazunumilasuneunune dnAnwisosay 17. 78
8 aw Wenuddgydunistddnuamandusssund dnfnwidosas 11.11 5 au) i

o w [y 1

Auddyiuanudelunsuans dnAnwisesas 8.89 (4 au) ianudAyiuaugnsadly

o

nsldduazliensal Unfnwisesas 6.67 (3 Aw) TianudiAyiunisaidusessiliussg

[y

TogUszasn waztnfnwiiosay 4.44 (2 aw) WanwdAgyiuanudglunsesnides

wnundif 2: Uselevdilaannisinnudungs

a ¢ Y Y A a 1Y cal v [ ) !
PNMTIRTgviveyalukuuasuauden 2 eiiuusglevdnlaannmsviheudungy
wud dnfAnwdeway 28.89 (13 aAw) Tanwiiuiinisviaudunquiluselovdaniigalunis
waniasuiseusisnsanduilededifadiladng dnfnwsesag 20.00 (9 Aw) A
fusglovilunmsuandsuissuiisniseenidesiignies UnfAnwisesay 20.00 (9 au) 4
Anuiuduseleidlunisuansimsliunzauduunuiuazaaiunisal dndnwiiesay
15.55 (7 aw) fenuwiwinisinudunguiivsslosilunisuaniiswseudisnisidenld
e luunaununlignaos wnzay dnfnwiiesas 8.89 (4 aw) dauwiuindivselovdlunis
waniUaguseuiIisnsdeasiiiangauwaziusednSan uastnfnuiesar 6.67 (3 Aw) i

< ! [J < oA A a VYol 4 ! !
aariunMshnulunguiivsslenilunisuaniudsussuiisnmswaunaunulvindeuas?

2 a aa
G]\ﬁ']ﬂﬁ%L@EJ@IIULLNUQZJVl 2

Q2 What kind of advantages do you have in working in groups,

instead of working alone?
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Q3 You learn conversational expressions in everyday Business English
classes, and use language in a simulated situation in front of class in
the next class. Do you think these experiences serve you

beneficially?
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Q4 When acting out the assigned role in front of class, to which

point did you pay attention?
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Q5 Would you like to perform in more role-playing simulation? If yes, in

which point do you see its usefulness?
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Q6 Was there something you learned by watching the other students’
language performance?
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Q7 Are you satisfied with practicing spoken English through role-playing

simulation?
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Extremely satisfied Satisfied Neither satisfied nor Unsatisfied Extremely unsatisfied Nothing in particular
unsatisfied
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Q8 Do you find this activity interesting?
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Q9 Do you think that everyday practice in role-playing simulation helps you

cain more self-confidence in speaking English?
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Strongly agree Agree Neither agree nor Disagree Strongly disagree Nothing in

disagree particular
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Q10 Do you think that using English actively as in this activity will serve you

in practical English conversation in your future career?
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0 —
Strongly agree Agree Neither agree nor Disagree Strongly disagree Nothing in
disagree particular
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Student’s rules and procedures:

Divide into groups of five. Choose one of the
six scenarios. Each scenario holds one
situation and five role cards. Each student
picks up one of the five role cards in the
box. Look at the information in your card,
prepare your own conversations, and work
in group to accomplish the assigned task.
You have 20 minutes for preparation.
Perform role-playing simulation in group for

about 20 minutes.

+1

+1

+1

14la

Scenario 1 Applying for a job

Situation: Emphasis on applying for a job:
At an interview for a job at the Le Meridien
Hotels & Resorts, the company president
and the customer service manager are
interviewing an applicant for a position of
customer service advisor. The other two
applicants are talking about a perfect
resume and cover letter while waiting for
the interview.

Student A

You are an applicant applying for a job as a
customer service advisor at the Le Meridien
Hotels & Resorts. While waiting for the
interview, you ask your friend, the other
applicant, to check the spelling and
punctuation for your resume and cover

letter one more time. And ask if it attracts

+1

+1

+1

14la
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the employers and make them want to
employ you. Make up any details that you
need.

Student B

You are an applicant applying for a position
as a call center support agent with the Le
Meridien Hotels & Resorts. While waiting for
the interview, your friend, the other
applicant, ask you to look over her resume
and cover letter. You say that it is easy to
read and professional-looking, and tailored
to the job and the employer. Tell her that
she did a great job, all of the experience she
listed really demonstrates her
accomplishments in this department. Make
up any details that you need.

Student C

You are an interviewee at an interview for a
job as a customer service advisor at the Le
Meridien Hotels & Resorts. Think of the
interview as the time to apply all the rules
of business etiquette. Learn as much as you
can about the company before you arrive
for the interview so that you can let the
interviewer know about your skills and
abilities in the light of what the company
needs. Listen carefully to the interviewers
and answer their questions promptly and
sincerely. Make up any details that you
need.

Student D

You are an interviewer. You are working as a

customer service manager for the Le
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Meridien Hotels & Resorts. You have to
interview the applicant for a job as a
customer service advisor. Ask her to talk
about her good points and negative points.
Make up any details that you need.
Student E

You are an interviewer. You are a company
president of the Le Meridien Hotels &
Resorts. You have to interview the applicant
for a job as a customer service advisor. Ask
her to talk about her future plans and
experience. Ask her how to cope with
people who resent her success. Make up

any details that you need.

Scenario 2 Working with others

Situation: Emphasis on delegating and giving
feedback: In the studio at Channel 3, the
managing director of The Voice Thailand
program is delegating the project manager
and the marketing manager to do some
tasks. At the end of the season, the
executive director and the company
president give some feedback to the project
manager and the marketing manager.
Student A

You are working as a managing director of
The Voice Thailand program. You delegate
the project manager to attend the weekly
meeting with the executive director, have
meetings with sponsors, plan the advertising
campaign, and place advertisements in
newspapers. Then, you delegate the

marketing manager to send brochures to

+1

+1

+1

14la
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talented people, and write replies to email
requests. Make up any details that you
need.

Student B

You are working as a project manager of The
Voice Thailand program. You are delegated
to do some tasks. Ask what the task is, ask
for more details, and agree to do the task.
Then, at the end of the season, the
executive director gives you some feedback.
Respond to thanks and praise. Accept
criticism, ask for advice and respond to
advice. Make up any details that you need.
Student C

You are working as a marketing manager of
The Voice Thailand program. You are
delegated to do some tasks. Ask what the
task is, ask for more details, and agree to do
the task. Then, at the end of the season, the
company president gives you some
feedback. Respond to thanks and praise.
Reject criticism, ask for more details,
apologize, give reasons, and offer a solution.
Make up any details that you need.
Student D

You are an executive director of The Voice
Thailand program. You give some feedback
to the project manager: thanking, praising,
criticizing, and giving advice. Make up any
details that you need.

Student E

You are a company president of The Voice

Thailand program. You give some feedback
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to the marketing manager: thanking, praising,
criticizing, and giving advice. Make up any

details that you need.

Scenario 3 Making arrangements
Situation: Emphasis on making
arrangements: In the offices of Nitipon and
Victoria’s Secret Beauty Company, some
staff are making arrangements by telephone.
Student A

You work as an operator of Nitipon. The
credit control manager of Victoria’s Secret
Beauty Company is calling you to speak to
the sales manager. Find out who is calling,
and why. Explain that the sales manager is in
a meeting. Ask her to leave a message. Make
up any details that you need.

Student B

You are a credit control manager of
Victoria’s Secret Beauty Company. You got
an email from the sales manager of Nitipon.
You call him. The operator of Nitipon is
answering your call. Identify yourself, ask for
connection, and give the reason for calling.
Then, you have to answer a call from the
executive secretary of Nitipon. She calls to
make an appointment for the meeting.
Agree on a time, ask for the place, and close
a call. Make up any details that you need.
Student C

You are a sales manager of Nitipon. You got
the message from the credit control
manager of Victoria’s Secret Beauty

Company. You are returning her call, but

+1

+1

0.67

1gla
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she is on the other line. You ask her
personal secretary to take a message. Make
up any details that you need.

Student D

You are working as a personal secretary for
the credit control manager of Victoria’s
Secret Beauty Company. You are answering
the sales manager’s call. Identify your
company, ask about the purpose, identify
the caller, apologize that the credit control
manager is on the other line, then receive
and take messages. Make up any details
that you need.

Student E

You are working as an executive secretary
for Nitipon. You call the credit control
manager of Victoria’s Secret Beauty
Company to arrange a meeting for discussing
about the payment schedule for your
company’s products. Agree on a time,
confirm, and close a call. Make up any

details that you need.

Scenario 4 Socializing

Situation: Emphasis on socializing: At the
registration area of the International
Customer Service seminar, the managing
director of Healthzone Solutions is
welcoming a new business partner. The
other three people are networking. They
make contact and build the relationship.
Student A

You work as a managing director for

Healthzone Solutions. You set a two-day

+1

+1

+1

1glel
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seminar called International Customer
Service for one thousand people in
Thailand. You have invited a new European
customer service manasger to join this
course. You have to welcome him.
Introduce yourself and another person.
Make polite offers. Make small talk asking
about travel, accommodation, place and
weather. Then, close the introduction. Make
up any details that you need.

Student B

You are a new European customer service
manager of Healthzone Solutions. You are at
the seminar. The managing director is
welcoming you. Introduce yourself to your
new business partner. Respond to
introductions and polite offers. Get a share
in the conversations. Make up any details
that you need.

Student C

You are an executive director of Lu Chun
Cha, Jia Hor Brand. You meet the new
European customer service manager of
Healthzone Solutions near the registration
area. Begin by asking your target at least
three questions. Introduce yourself. Talk
about your jobs, responsibilities, products
and services. Make up any details that you
need.

Student D

You are working as a call center support
agent for Nestle, Nesvita. You meet the new

European customer service manager of
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Healthzone Solutions and the executive
director of Lu Chun Cha, Jia Hor Brand near
the registration area. Make contact and build
the relationship. You have to be the first to
say hello and introduce yourself to others.
Make an effort to remember people’s
names. Be able to tell others what you do
in a few short sentences. Encourage others
to talk more by showing interest, and
respond positively to what they say. Make
up any details that you need.

Student E

You are working as a district sales manager
for Puree Vite. You would like to network
with the three people talking at the
registration area. You may need to interrupt
conversations to join the group, but try not
to make your presence felt immediately.
Introduce yourself. Talk about your jobs,
responsibilities, products and services. Make

up any details that you need.

Scenario 5 Meetings

Situation: Emphasis on running a business
meeting: In the company boardroom of S&P
Syndicate Public Company, the chairperson
is holding a business meeting which will
share ideas for marketing activities to solve
the problem that sales of the coffee cookies
are falling. Participants are the marketing
managers in different countries.

Student A

You are a chairperson of the meeting. You

open the meeting with welcoming and

+1

+1

+1

1gla
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introducing, apologies for absence, defining
the objective, and introducing the agenda.
Encourage ideas from all the participants.
Control the meeting by keeping to the
agenda, confirming a decision, and closing
and moving on. Make decisions by closing
the discussion, focusing, and establishing
consensus. Then, close the meeting by
completing the agenda, summarizing, and
setting a date for the next meeting. Make up
any details that you need.

Student B

You are a marketing manager in Thailand.
You are taking part in the business meeting.
Give and respond to opinions. You propose
the ideas to do some market research, and
make different packaging designs. Make up
any details that you need.

Student C

You are a marketing manager in Indonesia.
You are attending the business meeting. You
comment to support the other participant’s
idea. Recommend to expand the products
into the eastern European markets. Make up
any details that you need.

Student D

You are a marketing manager in Singapore.
You are taking part in the business meeting.
You interrupt to show a disagreement with
the other participant, and propose to open a
new S&P shop in Singapore and recruit more
assistants for the shops in every ASEAN

country. Make up any details that you need.




118

Student E

You are a marketing manager in China. You
are attending the business meeting. You
disagree with the other participant. You
explain that the company needs to reduce
the number of employees because that’s
the best way to cut costs. You change the
focus of the discussion bringing up the
problem that one manager has made an
excuse not to be present in the meeting.
You think he may be reluctant to come to
team meetings because he has much lower
level of English than the rest of you. He told
you that he doesn’t feel he can contribute
much. How can you encourage him to take
part in future meetings? Make up any details

that you need.

Scenario 6 Sightseeing

Situation: Emphasis on sightseeing: At the
business meeting of the Jubilee Diamond
international sales teams at the Racha Kiri
Resort and Spa, Khanom, Nakhon Si
Thammarat, some participants are discussing
about changing some meeting schedules,
asking about a city tour, and booking a car
for travelling around Khanom.

Student A

You are a company president of the Jubilee
Diamond. You are joining the business
meeting of the Jubilee Diamond
international sales teams at the Racha Kiri
Resort and Spa. Talk with the executive

secretary of the TRIS Academy of

+1

+1

0.67

14la
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Management, the meeting organizer, to
confirm the details of your flight home, and
request to change some meeting schedules.
You would like to put off one of the
meetings until Monday, and take a city tour
on Sunday. Make up any details that you
need.

Student B

You work as an executive secretary of the
TRIS Academy of Management. You are the
meeting organizer for the Jubilee Diamond
international sales teams. Talk with the
company president of the Jubilee Diamond.
You agree to change some meeting
schedules and suggest new times for the
meeting with region sales managers. Make
up any details that you need.

Student C

You work as a personal secretary for the
company president of the Jubilee Diamond.
Ask the front clerk at the Racha Kiri Resort
and Spa to book a city tour for him on
Sunday. Ask about the cost, the route, the
starting time, the point of departure, the
length, and transportation. Make sure that
the guide can speak English. Make up any
details that you need.

Student D

You are working as a front clerk at the Racha
Kiri Resort and Spa. Tell the personal
secretary for the company president of the
Jubilee Diamond specific information about

a city tour. Make a reservation for her. Then,
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explain the information about car rental to
the sales manager of the Jubilee Diamond in
Malaysia, and book one Honda Jazz for him
on Tuesday. Make up any details that you
need.

Student E

You are a sales manager for the Jubilee
Diamond in Malaysia. Ask the front clerk of
the Racha Kiri Resort and Spa to rent a car
for travelling around Khanom with the
company president of Jubilee Diamond. Ask
about car hire prices, the items the prices
include and do not include, and driver
requirements. Ask about the directions to

the most popular tourist attractions in

Khanom. Make up any details that you need.
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1. I can explain how to write a good +1 +1 +1 1 Tale
resume and cover letter to attract
employers.
2. 1 can apply good communication +1 0 +1 0.67 Tale
skills to win the interview for a job.
3. | can deal with delegation effectively. +1 +1 +1 1 ikt
4.1 can handle giving feedback and +1 +1 +1 1 i)
receiving it effectively.
5. | can explain how to write emails for +1 | +1 | +1 1 it
making arrangements.
6. | can make a good telephone call for +1 +1 +1 1 ikt
making arrangements.
7.1 can establish contacts and build the +1 +1 0 0.67 Tale
relationship at networking events.
8. | can welcome and socialize with +1 | +1 | +1 1 kit
business partners before a meeting.
9. | can explain how to write effective +1 +1 +1 1 %1%
agendas and minutes.
10. I can chair and participate in a 0 +1 +1 0.67 Tale
business meeting successfully.
11. | can book a city tour and describe +1 | +1 | +1 1 kit
tourist attractions interestingly.
12. 1 can hire a car for travelling around +1 +1 +1 1 %1%
correctly.
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Right after each role-playing simulation, please
write in your daily diary to reflect on your
attitudes based on the specific focus questions.
Questions for the students

1. How useful was involvement in the role-

playing simulation for you?

+1

+1

+1

14la

2. Did involvement in the role-playing simulation
help you develop your communicative

competence? Why? Please explain.

+1

+1

0.67

14l

3. Did performing in the role-playing simulation
help you gain more self-confidence in speaking
English for business communication? Why?

Please explain.

+1

+1

+1

14la

Questions for the teacher

1. How did you feel about class activities today?
Were the students interested in learning and
doing the role-playing simulation? Why? Please

explain.

+1

+1

+1

14la

2. How did you feel about the students’
language performance? Did the students
develop their communicative competence?

Why? Please explain.

+1

+1

+1

5%}

Questions for the observers

1. How did you feel about the students’
language performance? Did they gain more self-
confidence in speaking English for business

communication? Why? Please explain.

+1

+1

+1

14la

2. How would you evaluate the students’

language performance?

+1

+1

+1

+1

155}
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1. When creating a theme for the provided
situation and assigned role, to which point did
you pay attention?

a. Naturalness of expressions

b. Appropriate information to the
provided situation and assigned role

c. Correctness of words and grammar

d. Ease of pronunciation

e. Development of stories to
accomplish the objectives

f. Ease of acting out

g. Others ()

+1

+1

+1

1gla

2. What kind of advantage do you have in
working in groups, instead of working alone?

a. Suggestion of advices on the fluent
conversation

b. Suggestion of advices on the
appropriate and effective communication

c. Suggestion of advices on the
appropriate language choice

d. Suggestion of advices on the
intelligible pronunciation

e. Suggestion of advices on the
development of stories accessible for the
audience

f. Suggestion of advices on the acting
appropriate to the context and relationship

g. Others ()

+1

+1

+1

14la

3. You learn conversational expressions in

+1

+1

+1

14la
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everyday Business English classes, and use
language in a simulated situation in front of
class in the next class. Do you think these
experiences serve you beneficially?

-Yes / No.

If you think it is beneficial, in which
point?

a. Speak more fluently

b. Give information more appropriately

c. Acquire more vocabulary and
grammar

d. Pronounce more intelligibly

e. Carry more intelligent conversations

f. Build more self-esteem and courage

to speak in front of many people

g. Others ()
4. When acting out the assigned role in front of | +1 +1 0 0.67 i)
class, to which point did you pay attention?
a. Speaking clearly and fluently, by
putting appropriate emphases on important
parts
b. Appropriate information
c. Language choice
d. Pronunciation
e. Showing clearly the development of
stories
f. Facial expressions and gestures
g. Others ()
5. Would you like to perform in more role- +1 +1 +1 1 %1%

playing simulation?
-Yes / No.
If yes, in which point do you see its

usefulness?
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a. | can improve proficiency in oral
Business English.

b. It provides me opportunities to
practice speaking English.

c. | can produce my own language and
control the content of the speech.

d. | can use language in a meaningful
way.

e. It prepares me to participate in the
broader international community.

f. 1 can adapt my knowledge to the

real-life situation.

g. Others ()
6. Was there something you learned by +1 +1 +1 1 1la
watching the other students’ language
performance?
-Yes / No.
If yes, in which point did you learn
something?
a. How to make natural expressions
b. How to give appropriate information
to the provided situation and assigned role
c. Vocabulary and grammar
d. Ease of pronunciation
e. Development of stories accessible
for the audience
f. How to use body language and
speech intonation
g. Others ()
7. Are you satisfied with practicing spoken +1 +1 0 0.67 Talel

English through role-playing simulation?
a. Extremely satisfied

b. Satisfied
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c. Neither satisfied nor unsatisfied
d. Unsatisfied

e. Extremely unsatisfied

f. Nothing in particular

g. Others ()

8. Do you find this activity interesting?
a. Extremely interesting
b. Interesting
c. Neither interesting nor uninteresting
d. Uninteresting
e. Extremely uninteresting
f. Nothing in particular
g. Others ()

+1

+1

+1

1gla

9. Do you think that everyday practice in role-
playing simulation helps you gain more self-
confidence in speaking English?

a. Strongly agree

b. Agree

c. Neither agree nor disagree

d. Disagree

e. Strongly disagree

f. Nothing in particular

g. Others ()

+1

+1

+1

14la

10. Do you think that using English actively as
in this activity will serve you in practical English
conversation in your future career?

a. Strongly agree

b. Agree

c. Neither agree nor disagree

d. Disagree

e. Strongly disagree

f. Nothing in particular

g. Others ()

+1

+1

0.67

1glel
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Lesson Plan 1: Chapter 1 Applying for a Job

Course Objective: Use English for business communication in applying for a job.

Terminal Objectives

Learning Activities

Periods

1. Students should be
able to explain how
to write a good
resume and cover
letter to attract
employers.

2. Students should be
able to apply good
communication skills
to win the interview

for a job.

Preparation Stage

Prepare the students to enact a situation. Background
information pertinent to the situation they would enact
come from the four main sections in each unit:
Vocabulary Preview, Reading, Listening and Speaking,
and Writing.

Unit 1 Resumes and cover letters

Vocabulary Preview
application qualification employer position

emphasize cover letter persuade resume

Reading
Resumes and Cover Letters
- Listening and Speaking
Preparing ourselves when applying for a job
Writing a resume
Writing a cover letter
Writing a good resume and cover letter to get
an interview
- Writing
Writing resumes to capture the employers’
attention
Writing cover letters to attract the employers
Choosing a job advert to write a resume and

cover letter to apply for that job

2 hrs.




130

Unit 2 Job interviews
- Vocabulary Preview
advice competitor  professional rapport
gesture  enthusiastic confidently negative
- Reading
How to win the interview game
- Listening and Speaking
Talking about your good points
Answering difficult questions
Preparing for an interview
Being a good interviewer
- Writing
Explaining viewpoints about working hours
Answering the question: Where do you see
yourself in five years’ time?
Answering the question: How did you cope with
the stress?

Practice Stage

Ask the students to practice role-playing simulation in
group using the conversations in Listening and Speaking
of Units 1-2.

Language Production Stage

Use Scenarios for Everyday Practice: Scenario 1. Ask
the students to work in groups of five. Create a theme
and make their own conversation for the situation
provided and assigned roles. Allow the students to use
Glossary of Vocabulary and Useful Expressions in Units
1-2.

Performance Stage

Allow the students to perform role-playing simulation
in group for about 15 minutes. Use Scenarios for

Everyday Practice: Scenario 1.

1 hr.

0.5 hr.

2 hrs.
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Discussion and Evaluation Stage 0.5 hr.
Allow the students to see video recordings of
themselves and of their friends, and lead discussions.
Give feedback together with immediate remedies and
reinforcement, and attain assessments to ascertain the
students’ rate of progress.
Lesson Plan 2 : Chapter 2 Working with Others
Course Objective : Use English for business communication in working with others.
Terminal Objectives | Learning Activities Periods
3. Students should be | Preparation Stage 2 hrs.

able to deal with
delegation effectively.
4. Students should be
able to handle giving
feedback and

receiving it effectively.

Prepare the students to enact a situation. Background
information pertinent to the situation they would enact
come from the four main sections in each unit:
Vocabulary Preview, Reading, Listening and Speaking,
and Writing.
Unit 3 Delegation
- Vocabulary Preview
constructive responsibility motivate efficient
concentrate punish deadline delegate
- Reading
The art of delegating
- Listening and Speaking
Making the request
Giving details and deadlines
Agreeing to do the task
Acting properly when you work with others
- Writing
Writing the reason why the manager should do
or why he should delegate each task

Writing the responses for each request
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Writing what the employee needs permission for
and what the boss could delegate
Unit 4 Feedback
- Vocabulary Preview
feedback frequently encourage evaluator
request  specific remain benefit
- Reading
Dealing with feedback at work
- Listening and Speaking
Thanking and praising
Criticizing and giving advice
Giving reasons and offering a solution
Dealing with giving and receiving feedback
- Writing
Writing a note to give some feedback

Using the given responses to create a dialog

Writing the responses for each statement

Practice Stage

Ask the students to practice role-playing simulation in
group using the conversations in Listening and Speaking
of Units 3-4.

Language Production Stage

Use Scenarios for Everyday Practice: Scenario 2. Ask the
students to work in groups of five. Create a theme and

make their own conversation for the situation provided
and assigned roles. Allow the students to use Glossary

of Vocabulary and Useful Expressions in Units 3-4.

Performance Stage

Allow the students to perform role-playing simulation
in group for about 15 minutes. Use Scenarios for
Everyday Practice: Scenario 2.

Discussion and Evaluation Stage

Allow the students to see video recordings of

1 hr.

0.5 hr.

2 hrs.

0.5 hr.




133

themselves and of their friends, and lead discussions.
Give feedback together with immediate remedies and
reinforcement, and attain assessments to ascertain the

students’ rate of progress.

Lesson Plan 3 : Chapter 3 Making Arrangements

Course Objective : Use English for business communication in making arrangements.

Terminal Objectives

Learning Activities

Periods

5. Students should be
able to explain how
to write emails for
making arrangements.
6. Students should be
able to make a good
telephone call for

making arrangements.

Preparation Stage

Prepare the students to enact a situation. Background
information pertinent to the situation they would enact
come from the four main sections in each unit:
Vocabulary Preview, Reading, Listening and Speaking,
and Writing.
Unit 5 Arrangements by email
- Vocabulary Preview
communicate conventional content error
correspondence informal normal annoy
- Reading
Does grammar matter?
- Listening and Speaking
Writing effective business emails
Writing the subject of the message
Writing the position and contact details
Selecting the right language
- Writing
Completing three emails.
Unit 6 Arrangements by telephone
- Vocabulary Preview
enquiry vital image ineffective

failure  prompt factor opportunity

2 hrs.
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- Reading
Telephone frustration

- Listening and Speaking
Opening a call and making the connection
Changing and cancelling appointments
Making arrangements
Making a call effective

- Writing
Writing the schedule for attending the annual

business leadership training workshop.

Completing the guidelines for making a good
telephone call.

Writing about advantages and disadvantages of
making arrangements by telephone.

Practice Stage

Ask the students to practice role-playing simulation in
group using the conversations in Listening and Speaking
of Units 5-6.

Language Production Stage

Use Scenarios for Everyday Practice: Scenario 3. Ask the
students to work in groups of five. Create a theme and
make their own conversation for the situation provided
and assigned roles. Allow the students to use Glossary
of Vocabulary and Useful Expressions in Units 5-6.

Performance Stage

Allow the students to perform role-playing simulation
in group for about 15 minutes. Use Scenarios for
Everyday Practice: Scenario 3.

Discussion and Evaluation Stage

Allow the students to see video recordings of themselves
and of their friends, and lead discussions. Give feedback
together with immediate remedies and reinforcement,
and attain assessments to ascertain the students’ rate of

progress.

1 hr.

0.5 hr.

2 hrs.

0.5 hr.
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Lesson Plan 4 : Chapter 4 Socializing

Course Objective : Use English for business communication in socializing.

Terminal Objectives

Learning Activities

Periods

7. Students should be
able to establish
contacts and build
the relationship at
networking events.

8. Students should be
able to welcome and
socialize with
business partners

before a meeting.

Preparation Stage

Prepare the students to enact a situation. Background

information pertinent to the situation they would enact

come from the four main sections in each unit:
Vocabulary Preview, Reading, Listening and Speaking,
and Writing.

Unit 7 Networking

Vocabulary Preview

client target fold registration
private  valuable collect  accidentally
- Reading

Networking events

Listening and Speaking

Talking about your jobs and responsibilities
Talking about your products and services
Talking about your background

Interacting with people

Writing

Writing the organization chart

Answering the question: Is networking necessary

in business?
Explaining why conversational etiquette is
essential for networking
Unit 8 Welcoming business partners
- Vocabulary Preview
intelligence

compliment sincere religion

occasionally mentally sensitive lunatic

2 hrs.
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- Reading
How to start a conversation
- Listening and Speaking
Making small talk
Talking about business environment
Making invitations
Dealing with socializing
- Writing
Completing the text about small talk.
Answering the question: What do you find
difficult about socializing with foreign people?
Explaining why socializing is necessary in
business

Practice Stage

Ask the students to practice role-playing simulation in
group using the conversations in Listening and Speaking
of Units 7-8.

Language Production Stage

Use Scenarios for Everyday Practice: Scenario 4. Ask the
students to work in groups of five. Create a theme and
make their own conversation for the situation provided
and assigned roles. Allow the students to use Glossary of
Vocabulary and Useful Expressions in Units 7-8.

Performance Stage

Allow the students to perform role-playing simulation in
group for about 15 minutes. Use Scenarios for Everyday
Practice: Scenario 4.

Discussion and Evaluation Stage

Allow the students to see video recordings of themselves
and of their friends, and lead discussions. Give feedback
together with immediate remedies and reinforcement,
and attain assessments to ascertain the students’ rate of

progress.

1 hr.

0.5 hr.

2 hrs.

0.5 hr.
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Lesson Plan 5 : Chapter 5 Meetings

Course Objective : Use English for business communication in meetings.

Terminal Objectives

Learning Activities

Periods

9. Students should be
able to explain how
to write effective
agendas and minutes.
10. Students should
be able to chair and
participate in a
business meeting

successfully.

Preparation Stage

Prepare the students to enact a situation. Background
information pertinent to the situation they would enact
come from the four main sections in each unit:
Vocabulary Preview, Reading, Listening and Speaking,
and Writing.
Unit 9 Agendas and minutes
- Vocabulary Preview
direction decision agenda  participant
invite include  minutes contribute
- Reading
Why are not meeting always successful?
- Listening and Speaking
Drawing up the agenda
Discussing about the agenda
Preparing effective meeting minutes
Explaining the content in the minutes
- Writing
Writing the agenda
Completing two minutes
Unit 10 Chairing and participating
- Vocabulary Preview
productive spontaneous colleague achieve
brainstorm skepticism  specialize announce
- Reading
Think before you meet.
- Listening and Speaking

Opening a meeting

2 hrs.
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Having comments and feedback

Making suggestions and recommmendations

Closing a meeting

- Writing

Writing the minutes

Answering the question: Why do business
people have meetings?

Completing what you should do and not do when

chairing and participating a meeting

Practice Stage

Ask the students to practice role-playing simulation in
group using the conversations in Listening and Speaking
of Units 9-10.

Language Production Stage

Use Scenarios for Everyday Practice: Scenario 5. Ask the
students to work in groups of five. Create a theme and

make their own conversation for the situation provided
and assigned roles. Allow the students to use Glossary

of Vocabulary and Useful Expressions in Units 9-10.

Performance Stage

Allow the students to perform role-playing simulation
in group for about 15 minutes. Use Scenarios for
Everyday Practice: Scenario 5.

Discussion and Evaluation Stage

Allow the students to see video recordings of
themselves and of their friends, and lead discussions.
Give feedback together with immediate remedies and
reinforcement, and attain assessments to ascertain the

students’ rate of progress.

1 hr.

0.5 hr.

2 hrs.

0.5 hr.
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Lesson Plan 6 : Chapter 6 Sightseeing

Course Objective : Use English for business communication in sightseeing.

Terminal Objectives

Learning Activities

Periods

11. Students should
be able to book a city
tour and describe
tourist attractions
interestingly.

12. Students should
be able to hire a car
for travelling around

correctly.

Preparation Stage

Prepare the students to enact a situation. Background
information pertinent to the situation they would enact
come from the four main sections in each unit:
Vocabulary Preview, Reading, Listening and Speaking,
and Writing.

Unit 11 City tours

Vocabulary Preview
chauffeur route prearranged souvenir

concierge landmark translation  brochure

Reading
City tours: the best way to see the city!

Listening and Speaking
Booking a city tour
Describing tourist attractions
Giving advice for going sightseeing
Arranging some sightseeing

Writing

Listing some tourist attractions in your region
and explaining why the tourists shouldn’t miss them

Writing the advantages of booking a city tour
Completing the information about Rome

Unit 12 Car rental

- Vocabulary Preview
unspoilt  insurance vandalism approximately
deposit license  deliver voucher

- Reading

Car rental

2 hrs.
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- Listening and Speaking
Hiring a car

Asking for direction

Asking for tourist information and safety reminders

Travelling around the city
- Writing
Writing the meaning of each traffic sign means
Explaining why you agree or disagree with the
statement: Hiring a car for travelling around the city on
your own is the key to real holiday independence.
Explaining why you agree or disagree with the
statement: Hiring a car for travelling around the city on
your own can be excellent value for your money.

Practice Stage

Ask the students to practice role-playing simulation in
group using the conversations in Listening and Speaking
of Units 11-12.

Language Production Stage

Use Scenarios for Everyday Practice: Scenario 6. Ask the
students to work in groups of five. Create a theme and
make their own conversation for the situation provided
and assigned roles. Allow the students to use Glossary
of Vocabulary and Useful Expressions in Units 11-12.

Performance Stage

Allow the students to perform role-playing simulation
in group for about 15 minutes. Use Scenarios for
Everyday Practice: Scenario 6.

Discussion and Evaluation Stage

Allow the students to see video recordings of
themselves and of their friends, and lead discussions.
Give feedback together with immediate remedies and
reinforcement, and attain assessments to ascertain the

students’ rate of progress.

1 hr.

0.5 hr.

2 hrs.

0.5 hr.




141

Role-Playing Simulation on Stage

- Ask the students to work in groups of 15, and apply 3 hrs.
all the lessons they have learned to create a play
about at the company. Ask them to set the roles for
each member in their group, and make up their own
information, situations and conversations. Use Scenarios
for Everyday Practice: Scenario 7.

- Rehearsal the play. 3 hrs.

- Perform role-playing simulation on stage in group for 3 hrs.

30 minutes.
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Introduction
- 1]

Who is this compiled book for?

English for Business is intended to be used as the compiled book for 936-261 (English for
Business) for third-year undergraduate students majoring in Languages, Communication
and Business in the Faculty of Liberal Arts and Management Sciences at Prince of

Songkla University, Surat Thani Campus.

English for Business covers conversations and language used in applying for a job, working
with others, making arrangements, socializing, meetings, and sightseeing. The 6 chapters
deal with different work situations. These practice situations will equip learners with
knowledge and self-assurance when dealing with resumes and cover letters, job
interviews, delegation, feedback, arrangements by email, arrangements by telephone,
networking, welcoming business partners, agendas and minutes, chairing and
participating, city tours, and car rental. With consistent practice, the language in these

situations will become second nature to learners using this compiled book.

How is the compiled book organized?

There are six chapters in English for Business, and each contains two units. Each chapter
focuses on everyday communicative situations, and the skills and techniques to help gain
confidence and build strategies for business communication in English. Each unit contains

four conversations with four different exercises and activities.

What does English for Business contain?

The main focus of English for Business is on speaking and listening because these are the
skills that are most important when dealing with international business. However, you will

also have a chance to improve your reading and writing skills in every unit, as follows:

‘Vocabulary Preview’ sets the scene and introduces a topic. Learners become familiar
with 8 key words in two exercises. The first exercise requires learners to match each word
with its definition. The second exercise requires learners to complete sentences with the

appropriate keywords.
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‘Reading’ consists of a piece of informative text related to the unit topic, and a series of
comprehension questions. This section facilitates reading comprehension skills and also

provides essential information about business writing.

‘Listening and Speaking’ focuses on language that can be used in real-life conversations.
This section invites learners to participate in listening skills by completing the four topic-
related conversations as well as to improve listening comprehension skills with a series of
comprehension tasks. The recordings include many different people’s voices at their
natural speed. This will help you to understand different people when they speak to you
in English and give you an accurate model of what could be said in certain situations.
After completion, you practice the conversations with partners to enhance your English
speaking skills for dealing with any kinds of business writing. However, whenever
possible, try to extend or develop the conversations so that they sound natural and not

memorized.

‘Writing’ provides authentic topic-related documents offering learners an opportunity to
assess understanding by completing the kinds of documents that will be encountered in
the business world. In addition, this section includes writing tasks which help you to
improve your business writing skills so that you can write a paragraph or composition to
show your opinions related to the unit topic. The writing exercises are meant to reinforce

learning of the language including the key phrases for business English writing.

The ‘Glossary of Vocabulary and Useful Expressions’ at the end of this book is employed
to help learners work better on a particular area of this book as you can use this section
for reference when you need it. ‘Scenarios for Everyday Practice’ works especially well
when you refer to, and try to put into practice, the relevant language in the ‘Useful
Expressions’ part which lists phrases in useful categories for easy reference. There is also
a list of definition of words in the ‘Vocabulary’ part where the meanings are stated in

terms of a uniquely revised and clearly defined vocabulary.
Above all, have some fun while you are learning English.

Thank you for reading this introduction.

Suchada Tipmontree



145

Thanks & Acknowledgements
- ]

This compiled book would not be accomplished without the encouragement and support

from a great number of people.

My deep appreciation and uncountable thanks are to Asst. Prof. Wawta Sukkhanantapong
and Ajarn Bordin Waelateh, English lecturers in the Faculty of Humanities and Social
Sciences, Prince of Songkla University (PSU), Pattani Campus, and Ajarn ratchadaporn
Janudom, an English lecturer in the Faculty of Liberal Arts and Management Sciences,
PSU, Surat Thani Campus,, for sharing their valuable time and expertise through

reviewing my work.

| wish to express my appreciation to Assoc. Prof. Narumon Karnchanatat, an English
lecturer in the Faculty of Humanities and Social Sciences, PSU, Surat Thani Campus, for
her enthusiastic and expert editing of English for Business, without whom many of my errors

might have gone uncorrected.

| would like to thank all my students, who studied the ‘English for Business’ course during
the second semester of 2013, for their kindness in producing the pictures illustrated in this

compiled book.

| would like to express my indebtness to the Suchada Villa and all the organizations,
companies, firms, offices, brands, projects, or websites that | mentioned in the practice
situations in this compiled book in order to make the lessons understandable to the
learners. However, the persons and the stories are all fictional, and any resemblance or

similarity to real life is purely coincidental.

| am indebted to Ajarn Carissa Vyonne Sirikitputtisak, Ajarn Peter John Wall, Ajarn Salinla
Hiransalee Sangtong, and Ajarn Jose G. Del Rosario, English lecturers in the Faculty of
Liberal Arts and Management Sciences, PSU, Surat Thani Campus, for recording their

voices in the conversations.

Part of this compiled book is taken or adapted from Suchada Tipmontree: English for

Business. Surat Thani: Prince of Songkla University, 2012.



146

All key word definitions are taken from or based on the Cambridge Advanced Learner’s

Dictionary. New York: Cambridge University Press, 2003.

| am grateful to the following authors, publishers, websites and others for the useful
sources and images, and other illustrative material that make my book complete. It has
not always been possible to identify the source of material used or to contact the
copyright holders, and in such cases | would welcome information from the copyright

owners.

Achin Maryprasith for preparing for an interviewee, p. 37, being a good
interviewer, p. 38, acting properly when you work with others, p. 50, guidelines to
be borne in mind in a conversation, p. 106, tips for tourists in big cities, p.144;
Alan Bond for resumes and cover letters, p. 16; Andrea B. Geffner for resumes
and cover letters, p. 16, writing a resume, p. 19, writing a cover letter, p. 20,
preparing effective meeting minutes, p. 116; Andrew Vaughan & Dorothy E.
Zemach for viewpoints about working hours, p. 39; Bob Dignen for the guidelines
for writing a resume and cover letter, p. 21, the good emailer, p. 67, opening a call
and making the connection, p. 79, changing and cancelling appointments, p. 80,
making arrangements, p. 81, What makes a good telephone call?, p. 84, making
small talk, p. 101, talking about business environment, p. 102, making invitations,
p. 103, opening a meeting, p. 127, closing a meeting, p. 130, what you should do
and not do when chairing and participating a meeting, p.135; Christine Johnson &
Irene Barrall for interacting with people, p. 94; Francis O’Hara for describing tourist
attractions, p. 142, a short break in Rome, p.147, asking for tourist information, p.
153; Gareth Knight, Mark O’Neil & Bernie Hayden for how to win the interview
game, p. 33, the art of delegating, p. 45, making the request, p. 47, giving details
and deadlines, p. 48, agreeing to do the task, p. 49, dealing with feedback at
work, p. 55, thanking and praising, p. 57, criticizing and giving advice, p. 58, giving
reasons and offering a solution, p. 59, dealing with giving and receiving feedback,
p. 60, Why are not meetings always successful?, p. 111, drawing up the agenda,
p. 113, discussing about the agenda, p. 114, having comments and feedback, p.
128, making suggestions and recommendations, p. 129; Irene Barrall & Nikolas
Barrall for making a call effective, p. 82; Jacques Uhrenholt for from Germany to

Khanom, pp. 132-133; Jon Naunton & Mark Tulip for networking events, p. 89;



147

Kristian Olsen for the High Season versus Low Season in Khanom, pp. 118-119,
the reasons why Europeans do not visit Khanom during the Low Season, p. 119;
kvangzaa.blogspot.com for traffic signs, p. 155; Leo Jones for dealing with
socializing, p. 104, car rental, p. 149, a few safety reminders, p. 153; Mark
Ibbotson & Bryan Stephens for small talk, p. 105; Rob Jordens & Terry Jordens
for city tours: the best way to see the city, p. 139, booking a city tour, p. 141,
giving advice for going sightseeing, p. 143, arranging some sightseeing, p.144;
rtaf.mi.th for traffic signs, p. 155; Simon Clarke for 360-Degree Feedback, p. 55,
Does grammar matter?, p. 67, ringing in the millions, and handling calls, p. 77,
talking about your jobs and responsibilities, p. 91, talking about your products and
services, p. 92, talking about your background, p. 93, how to start a conversation,

p. 99.



Contents
-]

Chapter Communicative Area Page
1 Rpplying for a Job 150
Unit 1 Resumes and cover letters 151
Preparing ourselves when applying for a job 154

Writing a resume 155

Writing a cover letter 156

Writing a resume and cover letter to get an interview 151

Unit 2  Job interviews 166

Talking about your good points 171

Enswering difficult questions 172

Preparing for an interview 173

Being a good interviewer 174

2 Working with Others 118
Unit 3  Delegation 1719

Making the request 182

Giving details and deadlines 183

HAgreeing to do the task 184

Hcting properly when you work with others 185

Unit 4 Feedback 189

Thanking and praising 192

Criticizing and giving advice 193

Giving reasons and offering a solution 194

Dealing with giving and receiving feedback 195

3 Making Arrangements 199
Unit 5 Arrangements by email 200

Writing effective business emails 203

Writing the subject of the message 204

Writing the position and contact details 205

Selecting the right language 206

Unit 6 Arrangements hy telephone 210

Opening a call and making the connection 213

Changing and cancelling appointments 214

Making arrangements 215

Making a call effective 216



Chapter Communicative Area

4 Socializing

Unit 1 Networking
Talking about your jobs and responsibilities
Talking about your products and services
Talking about your background
Interacting with people

Unit 8 Welcoming husiness partners
Making small talk
Talking about business environment
Making invitations
Dealing with socializing

5 Meetings

Unit 9 Rgendas and minutes
Drawing up the agenda
Discussing about the agenda
Preparing effective meeting minutes
Explaining the content in the minutes
Unit 10  Chairing and participating
Opening a meeting
Having comments and feedback
Making suggestions and recommendations
Closing a meeting

6 Sightseeing

Unit 11 City tours
Booking a city tour
Describing tourist attractions
Giving advice for going sightseeing
Arranging some sightseeing
Unit 12  Car rental
Hiring a car
Asking for direction
Hsking for tourist information and safety reminders
Travelling around the city

Glossary of Vocabulary and Useful Expressions

Bibliography

Page
220

221
224
225
226
221
231
234
235
236
231

242

243
246
241
248
249
251
260
261
262
263

269

210
213
214
215
216
280
283
284
285
286

290

334






150

Chapter 1
Rpplying for a Job

Unit 1 Resumes and cover letters
Unit 2 Job interviews



151

RESU

Carcer Obijectives

)
Profe ssional | Xperienc
o

Resumes and cover letters

Vocabulary Preview

A Match the words to the meanings.
1. ... resume a. an official request in writing for a job

2. ... qualification b. a note which demonstrates one’s skills,

personality, ambition and enthusiasm

3. ... position c. a person who gives a job to others

4. ... employer d. a particular job in an organization

5 ... emphasize e. asummary of one’s education and experience
6. ...... cover letter f.  make someone willing to do something

7. ... persuade g. place special attention to show its importance
8. ... application h. a suitable ability for a particular job

B Complete the sentences with the correct word from exercise A. You may change its form.

1. He wrote five ..................... for jobs but didn’t get a single reply.

2. Charles would like to apply fora ..................... in a travel industry.

3. Despite all my efforts to ..................... the manager, he didn’t agree with me.
4, We ....coooiiiiiinnil. that we are ready to meet the management at any time.
5. A university graduate is an essential ..................... for this job.
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Reading

IResSvmeskandiCoyerdifetters;

Resumes

A resume is a summary of a person’s business or professional qualifications, educational
background, and work experience for a particular position. The purpose of a resume (also known as a
‘curriculum vitae’ or ‘CV’) is to interest potential employers in an applicant’s capabilities, qualifications,
and credentials for a given job.

There are two basic types of resumes: chronological and functional. In a chronological resume, which
is the most common and the most readily accepted resume format, you arrange your jobs in reverse
chronological order beginning with your present or most recent position. The name and address of the
company, the dates of employment, job titles or titles as promoted, and a description of your duties
and responsibilities in order of importance must be provided. In a functional resume, you emphasize
your responsibilities and duties, instead of your employers, exact employment dates, and job titles.
Cover Letters

A cover letter is a sales letter on which you are both salesperson and product, for its purposes is to
inform a potential employer about the type of position you are seeking, to attract the employer’s
attention, and to persuade him to grant you an interview. To do this, the letter should present what
you can offer the employer, rather than what you want from the job. It should also highlight the specific
qualifications, accomplishments, abilities and work experience that have a special relevance for the
position for which you are applying.

There are two types of cover letters: solicited and unsolicited. A solicited letter is sent in response to a
help-wanted ad. Because such a letter will be in competition with many, perhaps several hundred,
others, it must be composed with distinction. At the same time, it must refer to the ad and the specific
job advertised. If you are responding to an advertisement in a newspaper or magazine, always state
that fact in the first paragraph of your cover letter. An unsolicited letter is sent to a company for which
you would like to work though you know of no particular opening. The advantage of this type of
application is that there will be little competition and you can define the position you would like to
apply for.

Like a resume, it is a sample of you work, and it is an opportunity to demonstrate your skills and
personality, and communicate your ambition and enthusiasm. If it is written with flair and understanding
and prepared with professional care, it is likely to hit its mark. Moreover, because a cover letter must
sell your qualifications, it must do more than simply restate your resume in a paragraph form. While
the resume must be factual, objective and brief, the cover letter is your chance to interpret and
expand. It should state explicitly how your background relates to the specific job, and it should
emphasize your strongest and most pertinent characteristics. The letter should demonstrate that you

know both yourself and the company.
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K Choose the best answer for each question.

1.

What is not the purpose of a resume?

a. to interest potential employers in your capabilities and qualifications

b. to demonstrate your skills and personality

c. tointerpret and expand your qualifications

What do you have to emphasize in a functional resume?

a. your employers

b. your responsibilities and duties

c. the name and address of the company

What should you do to persuade an employer to grant you an interview?

a. highlight the specific qualifications and abilities in your resume

b. present what you can offer the employer in your cover letter

c. present what you want from the job in your cover letter

Which type of cover letters is sent in response to a help-wanted ad?

a. solicited

b. unsolicited

c. solicited and unsolicited

What is the advantage of an unsolicited letter?

a. You can inform a potential employer about the type of position you are
seeking.

b. There will be in competition with many others.

c. There will be little competition.

B Read the text again and correct the statements.

1.

You can send a solicited letter to a company for which you would like to work
though you know of no particular opening.

A cover letter must sell your qualifications, so you should simply restate your
resume in a paragraph form.

While the cover letter must be factual, objective and brief, the resume is your
chance to interpret and expand your qualifications.

Your resume should state how your background relates to that specific job.

You should emphasize your strongest characteristics, and demonstrate that you

know both yourself and the company in your resume.
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Listening and Speaking

1. Preparing ourselves when applying for a job

R Listen to the conversation and choose T for true or F for false.
1. If you present yourself efficiently, you will have a chance to get a job. T

2. You should find out what jobs are suited to your parents.

3. A good short resume should not be written more than one page.

B Listen again and fill in the blanks.

Charles: What should we do to prepare ourselves when applying for a job?
Delicha: | think the important thing is that we have to study the market for jobs in
the particular line and in ourown ..................... . It is very likely that

opportunities for work in the future will go to those who can learn new
skills and adapt to the new ..................... of the labor market.

Charles: The more efficiently you present yourself, the better will be your chance of
getting a job.

Delicha: That’s right! You should find out what jobs are suited to your professional
qualifications, experience, ..................... , and the courses you have
studied at university. You should discuss the pros and cons of the various

positions you are interested in with someone able to help you.

Charles: Is it a good idea to ask for advice from our parents, teachers and others
with ... experience?
Delicha: Yes. However, you shouldn’t let anyone make up your mind for you. We

should get practical experience from some people who are already at work
and learn about likely jobs from ..................... or other sources and send
in an application.

Charles: Do you have any more ..................... about sending an application?

Delicha: You should write a good short resume not more than one page giving your
full name, address, schools, colleges, or universities with relevant
academicC ...............euee. and details of your current and past jobs. Then,
don’t forget to write a short cover letterto ..................... your resume
expressing your admiration for the company and your wish to work for it.

Charles: | won’t. I’'m writing my resume and cover letter tonight.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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2. Writing a resume

R Listen to the conversation and circle the correct answer.

If you are a recent graduate with:  few some little or no work
experience career program,
place your job education location section directly
under the career  skill work objective section.
Your references can be two of: your former present new employers.

B Listen again and fill in the blanks.
Charles: Delicha, would you mind looking over my resume?

Delicha: No, of course not. Let me see. For the first section, you should write your
full name, mailing address, telephone number, and email address. Then, |
think you should place your education section directly under the career
objective section because you are arecent ..................... with little work
experience. You should begin with your last educational program and work
backward; include the name of the educational institute, its location, study
program and the number of months or years .................... . In the career
objective section, if you are responding to an advertisement, you can omit

the employment or career objective. However, your career objective should

be mentioned in unsolicited cover letters to ..................... employers.
Charles: | see. Then, can | include part-time or trainee experience in the work
experience section as I'm just startingmy ..................... ?
Delicha: Yes, you can. Your present or most recent job should be presented first.

Brief descriptions of present and past jobs should be included. Anyway,
if you have some work ..................... , you should place your work
experience section directly under the career objective section in order

to attract the employers. Proficiency in foreign ..................... , desktop
publishing skills, familiarity with special business computer programs, or
stenography should be listed in the special skills section. In addition,
17010 | can be two of your former employers or your
university lecturers. However, references may not be necessary in a
resume. You can just write in your resume: “References are available
upon request.” If employers want references or letters of ..................... ,

they will ask for them during an interview.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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3. Writing a cover letter
K Listen to the conversation and tick (v') the information that should contain in a cover letter.

O
|
O
O

1.
2.
3.
4.

special skills and interests

ambition and enthusiasm

education and work experience [0 5. guidelines for a good cover letter

. the employer’s attention

O 6
background and qualifications O 7. all of the experience in university
O 8

. advantage of a sales letter

B Listen again and fill in the blanks.

Charles:

Delicha:

Charles:
Delicha:

Charles:

Delicha:

Charles:

Delicha:

Charles:

What about my cover letter?

Your cover letter should look as good as your resume and be prepared
with the same care on plain business-size bond. It is vital that this letter
should be neatly written or typed and ..................... correct. Thus, when
you begin to write your cover letter, keep in mind the principles of writing a
sales letter in order to make the employer want to employ you. ... Let me
see. | think it is very well-structured and follows all the guidelines for a
good cover letter we learned in university. You said why you were writing,
then you wrote about education, work experience, capabilities relating to
the job, special skills, ..................... , and interests and plans. You did a
great job. All of the experience you listed really demonstrates your
..................... in this department. It states explicitly how your background
relates to the job, and it emphasizes your strongest and most pertinent
Do you think it shows my capability as a tourist guide?

Yes, | do.

Will my cover letter attract the employer’s attention and persuade him to
grant me an interview?

Sure! Your cover letter ..................... your skills and personality,
communicates your ambition and enthusiasm, and interprets and expands
17010 | .

Can you check the spelling and punctuation for me one more time? Do
you see anything to edit in my cover letter? ... What about this sentence?
Should | use a colon or semi-colon between ..................... ?

You need a semi-colon here. Use a ..................... before a list.

Thank you for your kindness, Delicha. You're very good in writing.

C Practice the conversation with your partners, first with the script, then without. Change roles.



157

4, Writing a resume and cover letter to get an interview

R Listen to the conversation and choose the best answer.
1. Which one is not a characteristic of a good resume and cover letter?

a. well-structured, short, and clear b. without spelling and punctuation errors

c. tailored to the job and the employer d. with irrelevant detail

2. What should you not do when you write a resume and cover letter?
a. Plan thoroughly before writing. b. Organize your ideas clearly and logically.

c. Create interest by using simple forms. d. Support recommendations with facts.

3. What should you do when you finish writing a resume and cover letter?
a. Ask a friend to give you feedback. b. Make it easy by editing and re-drafting.

c. Talk to a friend about job seeking. d. Ask an employer to check your writing.

B Listen again and fill in the blanks.
Delicha: Do you agree that finding work is rather difficult these days, Joseph?

Joseph: | agree with you. Job seeking has a high rate of failure. Someone is
..................... for many years. However, if we put in for as many jobs as
we can, we will most probably get a job in the end.

Delicha: Right. By the way, the applicant’s resume and cover letteris an ...............
important document and vital part of getting an interview. So, you should
learn how to write a resume and cover letter to attract ..................... and
make them want to employ you.

Joseph: A good resume and cover letter should be ..................... , short, simple
and clear, easy to read and professional-looking, tailored to the job and
the employer, focused on results not simply competency, free of irrelevant
detail, without spelling and .................. errors, and grammatically perfect.

Delicha: When you write a resume and cover letter, you should keep the reader in
mind at all stages of writing; plan thoroughly before you put pen to paper;
let your reader know quickly why you are writing; ..................... your
ideas clearly and logically; link ideas, sentences, and paragraphs with
connecting language; support ..................... and ideas with facts;
create interest by using a variety of sentence forms; be simple and direct,
as if talking to a friend; ask a friend to check your writing and give you

feedback; andmake it perfect by ..................... and re-drafting.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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Writing

K Complete the following resumes and cover letters to capture the employers’ attention. Write only one
word in each blank.

Delicha Ninlamat
100 Moo 1, Tongnien
Khanom, Nakorn Si Thammarat, 80210
08 1978 6833
ndelicha@hotmail.com
Career Objective
Toobtaina .................... of marketing specialist.
Education
B.A. in Languages, Communication and Business, Prince of Songkla University, Surat Thani
Campus, Muang, Surat Thani, March 2013
Courses included: English for Business Communication

English for Tourism

Principles of Marketing

Quality Management

Supply Chain Management and Business Logistics
Work Experience
Marketing Coordinator  Hatyai Central Hotel, 180-181 Niphatutit 3 Road, Hatyai, Songkhla,

90110 (March 2013-present)

* plan marketing and advertising ....................

* manage marketing projects

» arrange coordination of sales and promotional activities

* provide sales force ....................
Trainee Suchada Villa, 65/3 Moo 8, Nai Plao Beach, Khanom,

Nakorn Si Thammarat, 80210 (October 2012-February 2013)

* researched and selected target visitors

* managed receptions

» arranged special .................... for international visitors

* reorganized office to be more ....................
Special Skills
Languages: English and Mandarin

Computer: Microsoft Office Word, Excel, and Power Point

References

Ms. Piyanut Kaewkasi, Lecturer Ms. Emma Terry, Marketing Executive
Prince of Songkla University, Hatyai Central Hotel,

31 Moo 6 Makhamtia, 180-181 Niphatutit 3 Road,

Muang, Surat Thani, 84100 Hatyai, Songkhla, 90110

08 1691 3147 08 0648 3751
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100 Moo 1, Tongnien
Khanom, Nakorn Si Thammarat, 80210

May 2, 2013

Mr. Fred Melanie, Marketing Director
Suchada Villa,

65/3 Moo 8, Nai Plao Beach,

Khanom, Nakorn Si Thammarat, 80210

Dear Mr. Melanie,

| would like to apply for the position of ..................... specialist advertised in the Bangkok
Post on May 1, 2013. Your advertisement attracted my attention because | have been
impressed with your warm and friendly welcomes during five months as a trainee at

Suchada Villa, and | believe that my qualifications will fulfill your ..................... .

o from Prince of Songkla University, Surat Thani Campus in March 2013
with a Bachelor of Arts from the Faculty of Liberal Arts and Management Sciences
majoring in Languages, Communication and Business. The attached resume will enable

you to investigate my working experience, training ..................... and other skills.

| have worked for Hatyai Central Hotel since March 2013. My experience has provided me
with the ... to develop my skills in planning marketing and advertising
strategies, and managing marketing projects. Besides, while | was a trainee at Suchada
Villa, | was trained to research and select target visitors, manage receptions, and arrange
special events for international visitors. | am ..................... that | will be able to perform
my duties to your satisfaction. Moreover, | have good computer and time-management
skills. I'm self-motivated and able to work to tight deadlines. | am also ..................... in

new marketing and advertising strategies.

| shall be able to call for an interview at your convenience. If you need any additional

information, please donot ..................... to call me at telephone number 08 1978 6833.

Sincerely yours,
Dlieha Nnlamas

Delicha Ninlamat
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Linda Pimsane
161/11 Moo 1, Sriwichai Road
Muang, Surat Thani, .....................
08 7384 2505

plinda@hotmail.com

Career Objective
Toobtaina ..................... of receptionist.

Education

Prince of Songkla University, Surat Thani Campus, 31 Moo 6 Makhamtia, Muang, Surat Thani,

84100, Bachelor of Arts .............e..... , March 2013
Maijor: Languages, Communication and Business
Courses included: Chinese for Business

English for Business Communication
English for Hospitality Services
English Listening-Speaking

German |, |l

Oral English for Communication

Khanompittaya School, 93 Moo 12, Khanom, Nakorn Si Thammarat, 80210, Diploma, March 2009

Work Experience
Receptionist Varinda Resort, 82/3 Moo 3, Koh Samui, Surat Thani, 84000 (March 2013-

present)
Trainee Tourism Authority of Thailand (Surat Thani), 5 Talaad Mai Road,
Talaad, Muang, Surat Thani, 84000 (October 2012-February 2013)

Volunteer Rajapruek Resort, 95/5 Moo 2, Lipa Noi, Thong Yang Beach, Kho Samui, Surat
Thani, 84140 (..c.ccovvnveninnnn. 2012)

Special Skills

Languages: English, Mandarin, and .....................

Computer: Microsoft Office Word, and Microsoft Office Power Point

References

Mr. Chawalin Pengbun, Lecturer Miss Jessica Cohen, Section Manager

Prince of Songkla University, Varinda Resort,

Surat Thani Campus, 82/3 Moo 3, Koh Samui,

31 Moo 6, Makhamtia, Surat Thani, 84000

Muang, Surat Thani, 84100 08 9731 8292

08 7890 1191
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161/11 Moo 1, Sriwichai Road
Muang, Surat Thani, 84000

May 3, 2013

Ms. Olivia McDermott, Customer Service Director
Suchada Villa,

65/3 Moo 8, Nai Plao Beach,

Khanom, Nakorn Si Thammarat, 80210

Dear Ms. McDermott,

| have learned that Suchada Villa now needs the staff to jointhe ..................... team. | am
confident that my qualifications and capabilities will fulfill the requirements, so | would like to

apply for the post of receptionist ..................... in this week’s Evening Express.

| am 22 years old. | have a bachelor’'s degree in Languages, Communication and Business
from Prince of Songkla University, Surat Thani Campus. | have excellent .....................
skills, and a friendly, professional approach. | have a good appearance and can get along
exceedingly well with people. | am an enthusiastic ..................... , and | am willing to learn

to work.

You can see from my enclosed resume that | have been working as a receptionist at
Varinda Resort for two months. | have had ..................... practice in customer services. |
enjoy managing receptions and ..................... services. Moreover, | used to deal with
customer complaints while | was working in the customer service departments at Tourism
Authority of Thailand (Surat Thani) and Rajapruek Resort. Realizing that, this summary, as
well as my resume, cannot cover my ..................... in-depth. | would appreciate if you

could grant me an opportunity to discuss with you in person at your most convenience.

| would like very much, Ms. McDermott, to put my skills to work for your organization. | am
available for an interview on Monday through Friday during ..................... hours. You can

reach me at 08 7384 2505.

Sincerely yours,

Linda Pimsane
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Charles Bernard
7 Shelter Street, Causeway Bay, Hong Kong
(00852) 2127 8812

bcharles@hotmail.com

Career .....................

An entry-level position in a travel ..................... .

Education
Prince of Songkla University, Surat Thani Campus, 31 Moo 6 Makhamtia, Muang, Surat Thani, 84100
Bachelor of Arts degree, March 2013
Maijor: Languages, Communication and Business
Courses included: Advanced Chinese
English for Business Communication
English for Hospitality Services
English for Presentation
English for Tourism
English for Tourist Guide
Oral English for Communication
Mayflowers High School, 382 Wuluo Road, Wuchang, Wuhan, Hubei, P.R. China, 430070
Diploma, March 2009

Work Experience

Tourist Guide Vesna Hotel Hanoi, 137B Nguyen Van Cu, Long Bien, Hanoi
March 2013 t0 .......ccvvivens

Assistant Travel Agent  Best Western Beijing, 15 South Dong San Huan Road, Chao Yang
District, Beijing, ........c..ccoeeunnee , 100021
March 2012-May 2012, October 2012-February 2013

Special Skills

Typing: 50 w.p.m.

Language: Mandarin, English, and Spanish

Computer: Microsoft Office Word, and Microsoft Office Power Point

References

Mr. Simon Bright, Regional ..................... Mrs. Blaire Scott, President
Best Western Beijing, Vesna Hotel Hanoi,

15 South Dong San Huan Road, 137B Nguyen Van Cu,
Chao Yang District, Long Bien, Hanoi

Beijing, China, 100021 +84 4 2207733

010 6762 6655
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7 Shelter Street, Causeway Bay,
Hong Kong

May 4, 2013

Ms. Margaret Anderson, Personnel Director
Suchada Villa,

65/3 Moo 8, Nai Plao Beach,

Khanom, Nakorn Si Thammarat, 80210

Dear Ms. Anderson,

[ am writing in ..................... to the position as a tourist guide which was advertised
on Internet Times on May 3, 2013 because | believe that my qualifications will fulfill

your requirements.

| completed a four-year ..................... of study in Languages, Communication and
Business from the Faculty of Liberal Arts and Management Sciences, Prince of
Songkla University, Surat Thani Campus last March. As you will see from my
..................... resume, | have taken courses in nearly every aspect of travel and

tourism.

My work experience as a tourist guide at Vesna Hotel Hanoi for two months has
helped me develop an ..................... to deal with difficult customer situations.
Workingas an ..................... travel agent at Best Western Beijing, moreover, made
me customer oriented, and | have found that courtesy and a smile keep business
flowing smoothly. I'm also creative, dynamic, energetic, and ..................... . I'm

good at Mandarin, English, and Spanish. | am keen to work with foreign visitors.

Lastly, | would like to thank you for your time considering my rough ..................... .
If you require any further information, please do not hesitate to contact me at (00852)

2127 8812. | look forward to ..................... from you.

Yours truly,

Cliarles Bernand

Charles Bernard
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B Complete the following resumes and cover letters to attract the employers. Write two words in each
blank.

Sandra Stephens
212/251 Moo 3, Songprapa Road, Si Kan, Donmuang, Bangkok, 10210
08 9222 1148

ssandra@hotmail.com

CAREER OBJECTIVE:

To obtainapostasan ...........coeviiiiiinine with a large corporation.

WORK EXPERIENCE:

March 2011 to Present Secretary, Mostwell Company, 242/254 Moo 3, Songprapa
Road, Si Kan, Donmuang, Bangkok, 10210
Responsible for ............cocoviiiiiiininnn including typing,
answering letters and emails, answering telephones,

................................. , and arranging monthly meetings

October 2009 to March 2011 Receptionist, Golden Beach Resort, 254 Moo 2, Ao Nang,
Muang, Krabi, 81000
April 2009 to October 2009 File Clerk, Health Is Wealth Company, 197 Moo 7, Si Toi,

Mae Saruai, Chiang Rai, 57180

EDUCATION:

Prince of Songkla University, Surat Thani Campus, B.A.
June 2005-March 2009

Central High School, Berne, Indiana, Diploma

August 2002-May 2005

SPECIAL SKILLS:

Shorthand — 120 w.p.m.
Languages — English, French, German, and Mandarin

Computers — IBM Word Perfect, and Microsoft Office Word

REFERENCES:

Ms. Caroline Jacob, Owner Mr. Brown Hatton, General Manager
Golden .....cooviiiiiiii, Mostwell Company,

254 Moo 2, 242/254 Moo 3,

Ao Nang, Muang, Songprapa Road, Si Kan,

Krabi, 81000 Donmuang, Bangkok, 10210

08 9651 9443 08 1832 1529
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212/251 Moo 3, Songprapa Road
Si Kan, Donmuang, Bangkok 10210

May 6, 2013

Mr. Andrew Regalado, Chief Executive Officer
Suchada Villa,

65/3 Moo 8, Nai Plao Beach,

Khanom, Nakorn Si Thammarat, 80210

Dear Mr. Regalado,

Having served for the past several years as the secretary of a ..................... ,
I would like to apply for the post as an executive secretary that you advertised in the

Nation of Sunday, May 5, 2013.

AS @ i the Mostwell Company here in Bangkok, | was directly
responsible to Mr. Brown Hatton, the general manager. In addition to the usual typing,
| was responsible for scheduling all of Mr. Brown Hatton’s appointments, screening his
telephone calls and visitors, organizing his paperwork and correspondence, and

arranging .......oceveeiiiiiiien .

Essentially, | did everything | could to make Mr. Brown Hatton’s heavy responsibilities
easier. Thus, | am .........cccooiiiiiiiiiiinn. the duties of an executive secretary and
believe | am prepared to anticipate and meet all your expectations. | can communicate
very well both in written ...l English, French, German, and
Mandarin. | am confident with enthusiasm and sincere effort, and | can make the
............................... a small business to a large corporation smoothly. Also, I'm

keen on international and teamwork environment.

| would appreciate your giving me the opportunity to discuss ...............cccviiiinnen. in
person. | would be happy to come for an interview at your convenience, and | can be

............................... 5.00 pm at 08 9222 1148.

Sincerely yours,
Sundra Stephen
Sandra Stephen
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C Choose a job advert you are interested, then write a resume and cover letter to apply for that job.
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Job interviews

Vocabulary Preview

K Match the words to the meanings.

1. ... advice a. without any active, useful or helpful qualities

2. ... competitor b. opinion given to someone about what he can do
3. ... professional c. the use of movement of the body

4. ... rapport d. having a strong active feeling of interest

5. .. gesture e. a firm who tries to win something with others

6. ...... enthusiastic f. close agreement and understanding

7. ... confidently g. showing the qualities of a career training

8. ... negative h. showing a calm unworried feeling

B Complete the sentences with the correct word from exercise A. You may change its form.

1. The president shrugged his shoulders ina ..................... of impatience.

2. Youwill look ..................... if you take a briefcase to the job interview.

3. There are five giant ..................... in the cell phone business.

4. The manager was Very ................... when we presented new marketing plans.
5. Actingonher ..................... , | decided to learn Chinese to get the better job.
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Reading
HOW TO WIN THE INTERVIEW GAME

Do you get nervous before a job interview? Of course, everybody does. But if you follow our
advice, perhaps you won'’t feel so nervous, and you will probably be more successful!
Preparation

Prepare well. If you know what you want to say in advance, you will be able to express it
more clearly in the interview. Identify your skills, interests and career goals before you arrive
at the interview. Find out as much as you can about the company — its products or services,
number of employees, competitors, problems, etc. This will show your interviewers that you
are genuinely interested.

First impressions

It's important to make a good impression, so choose clothes that are appropriate for the
company — this may not necessarily be a suit and tie, but you should always wear clothes
that convey an image of professionalism and competence. You could take a briefcase or
notebook, which will make you look professional, and you could have questions written in

your notebook in advance.

Arrival

Don’t be late! Being late for your interview could make the interviewer think that punctuality
isn’t important for you. Aim to arrive 10 to 15 minutes early. Show that you can arrive on
time, even if you have had a long journey.

During the interview

Be polite and friendly with the interviewer, even if he/she annoys you — it could be a test of
how you react to pressure! Establish a rapport with the interviewer by using eye contact,
facial expressions and gestures to show that you understand what he/she is saying. Try to
look enthusiastic and confident — for example, avoid moving around too much in your chair,
which will make you look nervous and uncomfortable.

Pause slightly before answering a question, to give yourself time to prepare your answer.
Answer questions directly and fully. Don’t just say “Yes.” or “No.”, but don’t go on for too
long either! Listen to questions carefully; speak clearly and confidently. Be positive about
yourself and your background — if the interviewer asks what you think your negative points
are (a common question), say just one or two things, then say what you are doing or have
done to improve in these areas. And don’t say anything negative about your past jobs or

employers!
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K Complete the sentences with only one word in each blank.

1.
2.

4.
5.

Everyone feels .................. before a job interview.
You should find out about the products or services, number of employees,

competitors, or problems of the .................. .

You should always wear .................. clothes for an interview.
You should have questions .................. in your notebook in advance.
When the .................. annoys you, it can be a test of how you react to pressure.

B Choose the best answer for each interview question.

1.

What can you offer our company?
a. I'm a talkative, friendly person.
b. I'm self-motivated, and | have good experience in travel industry.
c. | get up very early every morning and work very late.
Why do you think we should employ you?
a. | think marketing is challenging and | would like to learn more about it.
b. I need to get experience in sales before | start work in my uncle’s company.

c. I'm creative and dynamic, and | have an excellent track record in marketing.

. What areas do you think you could improve in?

a. | haven’t got very good team leader skills, but I'm doing a leadership training course at the
moment.

b. None. | think | have all the necessary skills to do this job.

c. My communication skills have been very bad. They could be much better.
Can you demonstrate your skills in marketing?

a. Researching the customers’ requirements is not my duty.

b. | seldom inform the sales teams and give suggestions to them.

c. | research the market places in order to expand the existing client base.
Have you ever worked abroad before?

a. No, | haven't, but | have travelled and I'm sure | would enjoy the challenge.

b. No, | haven’t. I'm too poor to go abroad.

c. No, because my English and other foreign languages are very poor.
| see that you don’t have a university degree. Why is that?

a. | think university courses cannot help me very much in the workplace.

b. | wanted to gain a practical working knowledge of the industry.

c. | think | don’t earn any money when I'm a student.

. Why are you leaving your current job?

a. | need to earn more money, and have more vacation days,
b. | like my current job, but | want to develop my customer service skills more.

c. I don't like my job at all, it's really hard work. | want to work fewer hours.
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Listening and Speaking
1. Talking about your good points

R Listen to the conversation and choose T for true or F for false.

1. Delicha has good experience in planning marketing and advertising strategies. T F
2. Andrew’s organization is moving forward fast in fields of travel industry. T F
3. Delicha would like to be a marketing manager now. T F

B Listen again and fill in the blanks.

Fred: Come in. Good morning, Miss Ninlamat. | received your application form last week.

Delicha: Good morning, sir and madam. | would like very much to put my skills to work for
{Y/o 10| .

Fred: I’'m sure you'’re aware of the marketing projects we are involved in. So, what have

you got to offer us? Why should we employ you?

Delicha: Well, | think my record shows that | have good ..................... in planning marketing
and advertising strategies, and managing marketing projects. Moreover, I'm self-
motivated and able to work to tight deadlines. | am confident that | will be able to
perform my duties to your ..................... .

Rachel: Can you demonstrate your skills in managing marketing projects?

Delicha: Certainly! At my present company, my responsibilities include direct marketing,
business-to-business and trade press advertising, coordination of sales and
promotional activities, involvement in market analysis, ..................... of sales force
support, and budget administration.

Rachel: What might your current employer want you to ..................... ?

Delicha: | don’t always delegate as much as | should, and | sometimes try too hard to get
everything exactly right, but I'm working on these at the moment and | think I've

improved a lot.

Andrew: Why does this position attract you?
Delicha: | think this position offers a good opportunity to develop my marketing skills because
your organization is ..................... moving forward fast in fields of travel industry

that I'm interested in.

Rachel: And where do you see yourself five years from now?

Delicha: Well, | think with the right experience and further training, | would like to be a
marketing manager in five years. | hope to climb the ..................... ladder as fast as
| can.

Andrew: We enjoy talking with you today. We’ll contact you shortly. Thank you.

Delicha: | would appreciate your giving me the opportunity to discuss my qualifications in

..................... . | will look forward to hearing from you. Good bye.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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2. Answering difficult questions

R Listen to the conversation and circle the correct answer.

Charles is in charge of holding welcome: customers parties situations for
foreign tourists every group  some people and
escorting coach company career excursions.

Charles was bad at taking time: management responsibility organization.

Knowing how well you're doing is essential: to staying happy enjoyable motivated.

B Listen again and fill in the blanks.

Margaret:

Charles:

Olivia:

Charles:

Justin:

Charles:

Margaret:

Charles:

Justin:

Charles:

Margaret:

Charles:

Olivia:

Good afternoon. I've looked through your application. Then, have you ever held
welcome parties for the groups of foreign visitors?

Yes, | have. I've done that a lot in my current job. Apart from organizing and
escorting coach ..................... to local places of interest, I'm in charge of holding
welcome parties for each group of tourists on the day after their arrival.

Why are you leaving your ..................... job?

I’'m very happy in my current job, but | feel your company would offer more
opportunities to develop my career.

Where do you see yourself in five years’ time?

Well, | see myself as a top performing tourist guide. | plan to gain experience and
learn new skills in making my program tours more enjoyable. Hopefully, in five years’
time, | would be ready to move up to a position with more ..................... .

How do you cope with people who resent your ..................... ?

One of my team always leaves me to deal with difficult customer situations as he
wants me to be blamed by the customers. However, | always try my best, and | have
learned tobe ...l oriented. | have found that courtesy and a smile keep
business flowing smoothly.

How do you motivate people to do their best?

Well, | think there are two important aspects to this ..................... . The first is

to create a positive atmosphere. If people feel happy about what they’re doing,
they’re much more motivated to work. The second thing is to give feedback,
especially when somebody does a good job. | realized that knowing how well you're
doing is essential to staying motivated.

What are your ..................... ?

Well, I'm aware that there are some areas that | can improve on. Last year, | was
bad at taking time management, so | followed a time management course. | applied
what | learned, and now | would say that organization is one of my ..................... .
Besides, some people might say | talk too much. I'm working on this at the moment.

We will contact you shortly. Thank you for coming.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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J. Preparing for an interview
K Listen to the conversation and tick (v') the guidelines to win the interview for a joh.

O
|
O
O

1.
2.
3.
4.

Be properly dressed.

Blame your former employer.

Learn about the company. O 5. Show your skills and abilities.

. Listen carefully to the interviewee.

O 6
Don'’t apologize for being late. [0 7. Ask permission to ask questions.
O 8

. Complain about being kept waiting.

B Listen again and fill in the blanks.

Richard:

Delicha:

Richard:

Daniel:

Delicha:

Richard:

Daniel:

Delicha:

The interview is a crucial situation to persuade the employers to give you
a job. Careful preparation for the interview may spare you from regrets
later on. Think of the interview as the time to apply all the rules of
business etiquette. The ..................... are the company’s representatives
who want to locate the best person for the job.

Right! They won’t mind whether that is you or someone else. It is essential
that you are feeling and looking your best at the time of the interview.
Towinthe ..................... for a job, you have to learn as much as you
can about the company before you arrive for the interview so that you can
let the interviewers know about your skills and abilities in the light of what
the ..o, needs. You should learn how to answer each question
always asked by the interviewers in order to win the interview game.

In addition, be properly dressed and ..................... for the interview. This
will give the interviewer a good impression of you.

Don'’t be late for the interview. If you happen to arrive late and the
interviewer is willing to see you, you should apologize for being late.

If you are asked to sit and wait for the interviewer, be ..................... to
rise when the interviewer enters the room. If you have to shake hands,
use a firm grip, and shake the person’s hand once or twice.

Listen carefully to the interviewer and answer his or her questions
..................... and sincerely. And ask permission to ask questions.

Don’t discuss politics, ..................... , traffic problems or personal likes
and dislikes. Don’t offer to get something or do something special for the
interviewer. It may appear to be a bribe. Don’t complain about being kept
waiting. And don’t ..................... anything about your former employer.

This is wrong, and it suggests that you are not trustworthy.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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4. Being a good interviewer

R Listen to the conversation and choose the best answer.
1. What should you not do as an interviewer?

a. Keep an interviewee waiting. b. Give your name and position.

c. Listen to the interviewee carefully. d. Ask clear and straight questions.

2. Why should you not ask ambiguous questions?

a. They are forbidden by local laws. b. They are too personal.

c. They may be interpreted differently. d. They are not related to the position.

3. Which one is not a forbidden question?

a. Are you HIV-positive? b. Have you ever been abroad?

c. Have you got AIDS? d. Have you ever been dismissed?

B Listen again and fill in the blanks.

Belinda:

Andrew:

Oscar:

Belinda:

Delicha:

Belinda:

If you’re an interviewer, don’t keep an interviewee waiting. It is an
important aspect of business etiquette to show ..................... for another
person’s time.

Rise and greet the interviewee by name and give your name and position.

Don't ...ccoovvei, the interviewee’s name. If it is a name with an

Listen to the interviewee carefully so that you can ask related questions
that may reveal his orher ..................... for the position.

Ask clear and straight questions. Say what you mean. Remember that
ambiguous questions may be interpreted differently. And you don’t have to
ask personal questions thatare ..................... by local laws.

Could you please show me some forbidden questions?

Here are some such questions: Have you ever been arrested? Have you
got AIDS or are you HIV-positive? Have you ever been dismissed from
1770 10| job? Do you have the responsibility for caring for
young children? Moreover, you don’'t have to ..................... questions. If
you can’t answer a question or divulge information, say so. Don’t permit
anyone or anythingto ..................... the interview. Lastly, make it clear

the interview is over by rising and thanking the interviewee for coming.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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Writing

A Read Viewpoints about Working Hours. What is important to you when you look for a job? Rate the
following items 1-5 (1 = very important, 5 = not important). Explain why that item is the most important
for you.

Maggie Kirk, Office worker, Australia

| work for a busy property developer in Sydney. | travel a lot, so I'm a telecommuter. This means | can
work from home, a hotel, or anywhere. | go to the office once or twice a month for meetings with my
boss. | work a 40-hour week, but | can decide my schedule every day. This is good for me because |
have two small children. | have four weeks’ vacation every year, and | try to take time off in summer
when my children are out of school.

Soo-hyun Park, Administrative staff, Korea

| start work at 8:30. | work five days a week for eight hours a day, with one hour off for lunch. When
we are busy, | work overtime. Sometimes | work on Saturdays. In my first year with the company | had
ten vacation days, but now | have 20 days a year. It's difficult for me to take more than four or five
days at one time, because my job is very busy. Most people don’t use all their vacation days.

Michael Dubois, Systems engineer, France

In France work-life balance is important. | work a 35-hour week from Monday to Friday. We have a
flextime system. | can decide when to come to the office, but | must be there between 10:00 a.m. and
3:00 p.m. In my company there is no overtime. We have five weeks' vacation every year. Many
companies in France close for a month in the summer — my company closes for three weeks in

August.

Items Friendly Flextime | Interesting Long No Good Telecommuting

colleagues work vacations overtime salary

Importance
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B Where do you see yourself in five years’ time? Write a paragraph to answer this question.



177

C How did you cope with the stress? Write a short essay to answer this question.
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Chapter 2
Working with Others

Unit 3 Delegation
Unit 4 Feedback
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Delegation

Vocabulary Preview

A Match the words to the meanings.

1. ... delegate a. cause someone to suffer

2. ... responsibility b. provide others with a strong reason to do a task
3. ... motivate c. working well, quickly and without waste

4. ... concentrate d. the duty of looking after someone or something
5 ... efficient e. useful to help improve or develop something

6. ...... punish f.  give some tasks to the people who work for you
7. ... deadline g. direct the attention towards a particular activity
8. ... constructive h. a date or time before something must be done

B Complete the sentences with the correct word from exercise A. You may change its form.
1. The head of a large company has many ..................... .

2. Our employer always gives us a very ..................... suggestion.
3. Next Friday isthe ..................... for sending in your application.
4. Delicha has been ..................... to organize this monthly meeting.

5. lcant ........oooeeeini, on my work when I’'m hungry.
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Reading
a2 vt aT Dalogating

a. Delegating means giving some of your tasks and responsibilities to the people

who work for you.

b. Delegating gives employees more responsibility, which motivates them to work
harder. It also helps employees learn faster and develop more quickly into possible
managers. Delegating helps managers because they don’t have to do everything
themselves, and they have more time to concentrate on ‘the big picture’ and check

how things are going.

c. It can take longer to tell others what to do than to do something yourself. And
managers sometimes worry that the job won'’t get done, or at least not the way that
they would like. But the more the managers delegate, the more efficient everyone

becomes!

d. Choose tasks for people according to their abilities and how much time they have.
You could let people choose — if they are interested in a particular task, they should
be motivated to do it well. Don’'t always give the most important tasks to the most

successful employees; this is like punishing them with more work.

e. Separate work logically, so that each person has reasonable and complete tasks.
Clearly explain what needs to be done, and why. Explain how to do the task. Give
deadlines, and set up systems where employees can check their own progress, so
that you don’t have to check work in too much detail. Give constructive feedback

— praise in public, criticize in private.



181

K Match the questions 1-5 to the paragraphs a-e.

1. Are there any disadvantage? ...l
2. How should you delegate? ...l
3. Why delegate? L
4. Who should you delegate to? ...l
5. What is delegating?

B Read the text again. Correct the underlined words.

1. Delegating gives employees learn faster and develop more slowly.

2. Delegating motivate managers to check progress more difficultly.
3. Managers should let employees explain which tasks to delegate.
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10. Giving the most important tasks to the most unsuccessful employees is like

punishing them with less work.
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Listening and Speaking
1. Making the request

R Listen to the conversation and choose T for true or F for false.

1. Delicha asks Fred to research the tourists’ ongoing requirements. T F
2. Delicha will be able to finish the research within two weeks. T F
3. Delicha can design the web for the current client base tomorrow. T F

B Listen again and fill in the blanks.

Fred:
Delicha:

Fred:

Delicha:
Fred:

Delicha:

Fred:
Delicha:

Fred:

Delicha:

Fred:
Delicha:
Fred:
Delicha:
Fred:

Delicha:

Fred:

Excuse me, Delicha. Could you do something for me?

Probably, yes. What exactly is it?

I, if you could do some research for me. Do you think you
could research the tourists’ ongoing requirements and the market place in
order to expand the existing client base and keep up-to-date with current
competition?

No problem, but how ..................... do you need it?

Well, as soon as possible. When could you do it?

| think | could start next week because I'm a bit busy this week. Then, it
would take atleasta ..................... of weeks.

That would be all right. Can you ..................... back in a month?

No problem. I'll be able to finish it within two weeks, in fact.

Then, | would like you to arrange next monthly meeting to present the
results to the board of directors and sales teams in order to give
suggestions for promotional ..................... .

Sure. I'll do that. Is it OK if | report the results of my research to the
board of directors and sales teams at the beginning of next month?

Fine! ... | don’t suppose you could find out about web design companies.
What kind of web design do you want?

| want you to design the web for ..................... the current client base.

| see. I'll call the Advice to talk about this. How urgent is it?

Can you get backtome ..................... ?

Could I do it the day after tomorrow? This’s because I'd like to ask for
..................... to work at home tomorrow. I've got to write the weekly report
and | can concentrate better at home.

Well, | suppose so.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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2. Giving details and deadlines

R Listen to the conversation and circle the correct answer.
Delicha asks Laura to check if the:  marketing teams  customers  board of directors

can research report give the presentation

in the afternoon next week in about an hour.

Delicha would like to invite Justin: to listen to make tell the presentation

next Friday Thursday Wednesday.

B Listen again and fill in the blanks.

Delicha:

Laura:

Delicha:

Laura:

Delicha:

Laura:

Delicha:

Jonathan:

Delicha:

Jonathan:

Delicha:

Jonathan:

Delicha:

Excuse me, Laura. Can | ask you to do something for me this morning?

| could do it in about an hour. What ..................... is it, Delicha?

Would you check if all of our marketing teams are ready to present the
results of the research about the customers’ requirements to the sales teams
in order to help them plan for the new sales ..................... ?

How soon do we need to make the presentation? How ..................... is it?
Do we have to report to the board of directors next week?

Sure! | think next monthly meeting would be fine. However, ask them if
they'dbe ...........oon for giving the presentation next week.

Yes, | will. ...

Excuse me, Jonathan. | was wondering if you could contact Mr. Justin
Witzansky, the sales director, and ask him if all the sales teams would be
available for attending the meeting and listening to our presentation next
week.

No problem. I'll call him in the afternoon.

Please don’t forget to tell him that we would like to ..................... them
about the tourists’ requirements, and we have good suggestions for
..................... activities.

No, | don’t. What exact day do you want to make the presentation?
Anyday ........ooeeiiennn, Thursday. Wednesday is fine for me.

I'll make arrangements by email and telephone.

Fine. When you’ve heard from everyone, please book the conference room
for a day, and ask Mr. Richard Kingston, the business center manager, to
prepare fresh brewed coffee with pastry for the morning session, apple
..................... served hot with home-made ice cream for the afternoon

session, and genuine southern Thai food with seasoning Thai fruits for lunch.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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3. Agreeing to do the task

K Listen to the conversation and tick (v') the tasks that Harold is delegated.
O 1. Call Andrew about the meeting. [ 5. Ask Hillary to prepare some martini.
O 2. Ask Linda to welcome Andrew. [J 6. Reserve three tables near the pool.
O 3. Ask Daniel to arrange the party. [0 7. Arrange the informal meeting for Linda.
O 8

O 4. Send an email to Daniel. . Reserve three twin single rooms.

B Listen again and fill in the blanks.

Delicha: When you have already passed the interview for a job, you should prepare
yourself to be ready for working with others. In your work, if you are a
boss, you should delegate some of your tasks and ..................... to the
people who work for you. You don’t have to do everything by yourself, and
you have more time to concentrate on the ..................... and check how
things are going. You should learn how to introduce the request, make the
..................... , give details, and include deadlines. At the same time, if
you are an employee, you may be delegated by your boss to do some
tasks. Asking what the task is, asking for more details, and agreeing to do
the taskare ..................... manners you should practice. By the way,
Harold, could you call Mr. Andrew Regalado, the CEO, to .....................
about the meeting this afternoon?

Harold: Yes, of course. By the way, | sent an email to remind him this morning.
I've already told him that you prefer to have an informal meeting at the
coffee corner at 3 pm. Besides, I've just asked Linda, the receptionist, to
welcome our region marketing managers, and asked Hillary, the front
clerk, to reserve three ..................... twin single rooms for them.

Delicha: Thanks. And please don'’t forget to call Mr Daniel Thomson, the restaurant

manager, to reserve three tables near the swimming pool for us.

Harold: Shall we have a barbecued seafood party after the meeting?

Delicha: It's a good idea! Would you mind asking Daniel to arrange the party for
us?

Harold: Not at all. And I'll ask himto ..................... some martini for us, too.

Delicha: Great! Can you get back to me when you’ve set it up?

Harold: OK. I'll let you know before the end of this week.

Delicha: Thank you very much, Harold. You’re sO ..................... !

C Practice the conversation with your partners, first with the script, then without. Change roles.
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4. Rcting properly when you work with others

R Listen to the conversation and choose the best answer.
1. What can you do to keep your job for very long and succeed in your career?

a. Make your boss know your friends. b. Show that you are a difficult employee.

c. Try to exceed expectations. d. Do your job worse than ever before.

2. Which one is not a good tip to act properly when you work with others?

a. Try to earn management’s trust. b. Accept additional responsibilities.

c. Make yourself a valuable employee. d. Adapt yourself to new situations slowly.

3. How can you improve your speaking and writing skills?

a. Attend seminars. b. Gain knowledge from results.

c. Buy audio tapes. d. Accept new projects.

B Listen again and fill in the blanks.

Edward:

Delicha:

Edward:

Delicha:

Edward:

Delicha:

Edward:

Jeremy:

We all know that finding work is rather difficult these days. Thus, when you
get a job, you should ..................... yourself very well in order that you
can keep your job for very long and succeed in your career. For this, you
should learn the tips to act properly when you work with others and when
YOU Ar€ ...vvvinarnenne, .

Right! You have to think of ways to make your boss know you, your work
andyour ............oeeeeeen. . Show that you are an honest, hardworking and
responsible employee who can act wisely. Try to earn management’s trust
and your job will be safe. Do your job better and faster than ever before.

In addition, you should take ..................... and try to exceed
expectations. Adapt yourself to new and different ..................... quickly.
Good results can enhance your credibility.

You have to accept new projects and additional responsibilities.

Make yourself a valuable employee by positively ..................... the
people around you.

You should be optimistic. Remember that good morale is essential to a
successful working ..................... .

Lastly, improve your speaking and writing skills by attending seminars, and
gaining ..........ccoeveeenen from books and audio tapes.

Thank you very much for your kind advice.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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Writing

A Which tasks do you think a manager should do, and which should he delegate? Write the reason why
the manager should do or why he should delegate of at least 5 sentences for each task.

Task Delegate?
Yes/No?

1. Meet a new customer for the first time.
Write a weekly departmental progress report.

Write a progress report on a specific area in the department.

> 0N

Take the minutes of a departmental meeting.



187

B Write the responses for each request.

1.

10.

1.

12.

13.

14.

15.

| was wondering if you could contact all the sales teams.

Don'’t forget to tell them that we would like to inform them about the customers’

requirements.

Would you check if all of our marketing teams are ready to present the results of

the research?
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C Decide if each item below is something that the employee needs permission for (P), or something that
the boss could delegate (D). Write one sentence for each item to clarify your answer.

1. buy notebooks for sales team
submit a report late
research new suppliers

send a memo

© N 0 »

make an appointment with the president
11. plan a meeting schedule

13. send emails to all staff

15. chair a meeting

17. attend the conference

19. discuss payment options

2
4.
6
8

10.
12.
14.
16.
18.

. plan a sales campaign

take a day off

. make a personal call

. take a long lunch

send out new catalogues
book a city tour

come in a bit late tomorrow
write minutes

make a presentation

. work at home
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Feedback

Vocabulary Preview

A Match the words to the meanings.

1. ... feedback a. continue to be in an unchanged state

2. ... frequently b. make others feel brave enough to do something
3. ... encourage c. remarks passed back to the person in charge
4. ... evaluator d. detailed, exact and clear

5 ... request e. anything that brings help, advantage or profit

6. ...... specific f.  repeated habitually

7. ... remain g. an act of asking for something politely

8. ... benefit h. a person who judges the degree of something

B Complete the sentences with the correct word from exercise A. You may change its form.
1. Our company welcomes all ..................... from customers.

2. The project manager has made an urgent ..................... for more budget.
3. Despite the bad criticism, Delicha ..................... calm.

4. You should ..................... your employees to try new marketing strategies.
5

. Sarahgave us ..................... instructions for dealing with shipping problem
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Reading

ﬂea/ﬁ(} with Feedback at Work

a. You should always ask for lots of feedback so that you become better at handling
it, and you may also find out something useful. Some people are not keen to criticize,
so if you ask for more feedback, you are more likely to get it. Make sure you ask

frequently, so that people get used to offering feedback.

b. Remember that giving feedback is often more difficult than receiving it, and most
people find it hard to give honest feedback. Encourage your evaluators and thank

them.

c. Make your request for feedback more specific. Ask: “What can | do to improve?”
rather than: “How am | doing?”, or. “What would you like me to do more/less often?”
rather than: “Was my performance good?” Give people time to prepare their feedback:

“I'd like some feedback. Could we talk next week?”

d. It is hard to remain calm when someone is criticizing you. Remember that honest

feedback is for your own benefit and may save you a lot of pain later on. Feedback

(whether it is good or bad) is a tool that will help you develop.

360-Degree Feedback

‘360-DEGREE FEEDBACK’ is an alternative performance appraisal system, where

feedback comes from different people, all of whom work with the employee. Feedback
can be obtained from colleagues, subordinates, managers and even customers to have a
clear understanding of the employee’s contribution and needs. ‘360’refers to the 360
degrees in a circle. It happens on a regular basis and individual performance objectives
are things which can be objectively measured. The focus of this kind of feedback is on
developing relevant plans and training opportunities for each staff member. Both the
employee and the manager have an equal opportunity to make contributions. The
organization has an open and public commitment to help each person expand his or her
knowledge and skills. This is the foundation upon which a continuously improving

organization can build.
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K Say if these statements are true (T) or false (F) according to the text.

1.

The more feedback, the better you handle it, and you will find out something
useful.

Be understanding with the person giving feedback as it is easy to give honest
feedback.

Explain what you want, then you can get specific feedback.

Honest feedback is for your own benefit and may give you a lot of pain later on.

Keep cool when someone is criticizing you because it will help you develop.

B Discuss the following questions with your partners. Make notes in the space below.

1.

Why should you always ask for lots of feedback?

How can you help people get used to offering feedback?
Which is more difficult, giving feedback or receiving it?
Why do most people find it hard to give honest feedback?

How can feedback help you develop your work?
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Listening and Speaking

1. Thanking and praising
R Listen to the conversation and choose T for true or F for false.
1.  The customers enjoy ‘Buy One Get One Free’ very much.
2. Everyone appreciates all Delicha’s efforts on the ‘BOGOF’ project.

3. The ‘BOGOF’ project is a very big success as Fred sets realistic targets. T

B Listen again and fill in the blanks.
Belinda: Good morning, everyone. Is this a good time to give Delicha some

..................... on the BOGOF project? Well, Delicha, everyone would like
to thank you very much for all your hard work. Our ..................... enjoy
‘Buy One Get One Free’ very much.

Delicha: Not atall. ltwasavery ..................... and fantastic project to work on.

Fred: We would like to say how much we appreciate all your efforts. Our
customers book one bungalow for one night and get free one more night,
one meeting or one special event of at least 100 guests in a conference
room and get free one set of barbecued seafood with draught beer, and
one trip for pink dolphins watching and get free kayaking. Then, they buy
one SOUVeNIr or ONe .......ccovvvnenee. T-shirt and get free one mug of
cappuccino or espresso, one large tray of fried prawns served with white
and red wine and get freeone ..................... for the Ample Moon Party,
and one grilled fillet steak and get free one drink of vodka.

Justin: It's a very big success — sales are already very good. Our bungalows,
..................... rooms, and one-day tours are booked up through Agoda
and Booking.com during the low season till the end of next two years.

Delicha: Excellent. I'm glad to hear that. Then, our hotel rooms and bungalows,

restaurants, and coffee corners will be crowded with tourists all the year

round.
Belinda: We really appreciate everything you've done. We were pleased that you
set realistic ..................... . This enabled everyone to meet their

deadlines and keep the projecton ..................... .

Delicha: | was, too. That can be quite hard sometimes.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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2. Criticizing and giving advice
R Listen to the conversation and circle the correct answer.

The guests enjoy the benefits of: SV Green Card success efforts as they can get
10% discount project budget for other bookings.
Spending control should have been: more frequent bigger better as public relations
went over improved got budget quite a lot.
Jasmine needs to improve team: feedback success communication.

B Listen again and fill in the blanks.

Justin: Many thanks for all your hard work on the SV Green Card project.

Jasmine: You're welcome. Itwas a ..................... .

Justin: We’'re very pleased with what you did. We are very grateful for all your
work. It looks like being a success, ..................... all the problems!

Delicha: We would like to say how much we ..................... all your efforts. Our

guests enjoy the benefits of SV Green Card as they can get 10% discount
and get free one Premier Salute flavored drink for other bookings. Your

project is also a part that makes my project successful.

Jasmine: I’'m glad to hear that. twas avery ..................... project to work on.
Thomas: Yes. Now, of course, there are always areas which can be improved.
Jasmine: Sure, of course. I'd like some feedback as it helps me develop.
Thomas: Spending ................... should have been better because the budgets

are so tight these days. You should have more frequent budget reviews.

Jasmine: I’'m not exactly sure what you mean. Could you explain that in more
details? Can you give me specific ..................... ?

Thomas: As you know, public relations went over budget quite a lot.

Jasmine: Yes. | can only apologize. Have you got any ideas for dealing with that?

Thomas: Well, identify potential overspends before they get too big, and make

Jasmine: Thanks for that. I'll try in future. I'll make sure it doesn’t happen again.

Delicha: Furthermore, you need to improve team communication. Some team

members didn’t always know what was ..................... .

Jasmine: I’'m really sorry about that. How could | improve that?
Delicha: What about working more closely with your team?
Jasmine: Thanks for that. I'll try that next time.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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J. Giving reasons and offering a solution

R Listen to the conversation and tick (v) the complaints from customers.

O 1. They didn’t get free drinks. O 5. They didn't get an SV Green Card.

O 2. They didn’t have enough support. O 6. They didn't get the flavors they wanted.
O 3. They didn’t have enough cards. O 7. They had problem with booking rooms.
O 4. The manager didn’t check emails. [ 8. Some scenic views couldn’t print out.

B Listen again and fill in the blanks.

Olivia: As you know, we got ..................... from many customers saying they
didn’'t get an SV Green Card after they had booked ten bungalows as we
didn’t have enough cards, and some guests didn’t get free drinks when
they showed the card or some didn't getthe ..................... they wanted
as we didn’t have any left.

George: Some had problem with booking rooms through our email addresses as
our front desks didn’t check emails ..................... .

Ronald: | did my best but | didn’t always receive the information. What can | do?

Delicha: How about working more closely with your team? You'll need to control

your staff better on the next project. Hold a small meeting every week!

Ronald: I'll try in future, and I'll pass this feedback on to the rest of my team.
Olivia: | have had some comments from the advertising agencies, saying that
SOME ..cevvvieininnnn. scenic views couldn’t print out because of poor files.

However, quality control needs to be improved.

Ronald: Yes, that’'s true. I'm really sorry about that. They all wanted to publicize
Our Services more ..................... and help us reach our target audience.
George: I've another point to think about. Some of the staff said they didn’'t have

enough support — they didn’t feel anybody came up with .....................
for their problems.

Ronald: Mm ..., well, it was a big project team. How could | improve that?

Delicha: Have you thought of sending out weekly email updates to the whole team?
That way you keep everyone informed without ..................... .

Ronald: No, but that sounds good. I'll try that next time. Thanks for that.

Delicha: OK. As | said, it was a very successful project, and ..................... we're

very pleased with what you did. It’'s good that you try new ways.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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4. Dealing with giving and receiving feedback

R Listen to the conversation and choose the best answer.
1. Why should we always ask for lots of feedback?

a. You become better at criticizing it. b. It will help you develop your performance.

c. Feedback is a good tool. d. You will find out something difficult.

2. How can you help people get used to offering feedback?

a. Ask for feedback frequently. b. Remain calm when you are criticized.

c. Give honest feedback. d. Encourage your evaluators and thank them.

3. Which one is a good question to make your request for feedback more specific?

a. How am | doing? b. Could we talk next week?

c. Was my performance good? d. What can | do to improve?

B Listen again and fill in the blanks.

Delicha:

Antonio:

Delicha:

Stefan:

Delicha:

Carolina:

Stefan:

Why should we always ask for lots of feedback?
Feedback whether it is good or bad is a tool that will help you
..................... your performance at work. You should always ask for lots

of feedback so that you become better at handling it, and you will find out

How can you help people get used to ..................... feedback?

Some people are not keen to criticize, so if you ask for more feedback,
you are more likely to get it. Make sure you ask ..................... , S0 that
people get used to offering feedback.

That’s a good idea.

Remember that giving feedback is often more difficult than receiving it, and
most people find it hard to give honest feedback. You should encourage
170] | S and thank them.

You should make your request for feedback more specific. Ask: “What can
| do to improve?” rather than: “How am | doing?”, or: “What would you like
me to do more or less often?” rather than: “Was my .....................
good?” Remember to give people timeto ..................... their feedback,
saying “I'd like some feedback. Could we talk next week?” It is hard to
remain calm when someone is ..................... you. Remember that honest

feedback is for your own benefit and may save you a lot of pain later on.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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Writing

A Supposing you are a managing director of the Dance Your Fat off project. This project in Thailand looks
like a success. Write a note of at least 15 sentences to give some feedback to the project manager. Include
both good points and criticisms using the following phrases.

set realistic targets deal with the problems quickly
go over budget have more frequent budget reviews
know what was happening improve team communication

send out weekly email updates have enough support
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B Match the headings a-e with the responses to criticism 1-10, then use these responses to create a
dialog of at least 15 sentences. Make up any details that you need.

a
b.

® o o

—_—

© ©® N o g A~ Db

Accepting criticism

Giving reasons

Rejecting criticism

Asking for more details

Apologizing

| understand, but | don’t think it was my responsibility.
Can you be more specific about the complaint?

I'll have to work on this area to make improvements.

| see your point, but | think there are other factors.
That’s a valid point. Let me think about what | can do.
| think you may be expecting too much from me.

I’'m sorry about that.

Yes, that’s true.

| did everything | could with the resources available.

10. | don’t entirely agree with you on that.
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C Write the responses for each statement.

1.

10.

1.

12.

13.

14.

15.

16.

How about making each international team responsible for their own budget?
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Chapter 3
Making Arrangements

Unit 5 Arrangements by email
Unit 6 Arrangements by telephone
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Arrangements by email

Vocabulary Preview

A Match the words to the meanings.

1. ... informal a. share opinions, feelings or information

2. ... communicate b. suitable for ordinary conversation; not official
3. ... normal c. make someone a little angry or impatient

4. ... content d. a mistake

5 ... annoy e. letters exchanged between people

6. ...... error f. according to what is expected and usual

7. ... conventional g. the subject matter of a book or a speech

8. ... correspondence h. following accepted customs and standards

B Complete the sentences with the correct word from exercise A. You may change its form.

1. | like the style of his writing, but | don’t like the ..................... .
2. working hours of my company are from nine to five.

3. The executive director ..................... his ideas very clearly.

e

All members were .................. with Vanessa because she kept interrupting.

o

More and more people are turning away from ..................... letters to emails
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Reading

Does grammar matter?

According to a report published recently, standards in written English are falling. This is
because people see the email as an informal way of communicating where the normal
rules of grammar and punctuation do not apply. In a survey by MSN, two-thirds of those
aged 18-24 said that they were more concerned about the content of their email than
grammatical correctness. Of older users, one in four also admitted they were not
concerned about grammatical correctness in their messages. Surprisingly, in the same
survey, most people said they were annoyed by errors in the emails they received. This
was a bigger problem with conventional letters. In another survey, bosses said they

would not do business with companies whose correspondence had mistakes in it.

The good emailer ....

v keeps messages short.

v presents information clearly with bullet point.
v enters a precise subject in the subject box.

v doesn’t over-use the ‘reply’ function.

v limits personal mail and small talk.

v checks mail box at least three times daily.

v gives people time to reply.

¥’ doesn't forward mail without thinking.

v reports offensive mail.

v creates a filing system for mail/attachments.
v keeps address book up-to-date.

v never abuses the system for private messages.
v’ attach smaller files.

v adds key information in the e-mail signature.
v telephones if an immediate answer is required.

v is professional at all times.
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K Discuss the following questions with your partner. Make notes in the space below.

1.
2.
3.
4.

Do you agree that emails are an informal way of communicating?
If someone sends you a badly written email, do you find it annoying?
Are you more tolerant if you know they are not writing in their first language?

Is there anything else about emails that annoys you, e.g. not using a sensible title

in the subject line, and not including the original message when replying?

5.

If you own a company, will you do business with companies whose correspondence

has mistakes in it? Why/Why not?

B What do you use email for? Tick (v') the boxes.

making arrangements O placing orders O
contacting clients O contacting colleagues O
chatting to friends O asking for information O
giving information O giving invitations O
arranging a meeting O confirming arrangements O
confirming reservations O delegating O
planning a business trip O dealing with problems O
advertising your products O making an appointment O
making complaints O applying for a job O
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Listening and Speaking

1. Writing effective business emails

R Listen to the conversation and choose T for true or F for false.
1. The ‘Subject Line’ is a title that replies what you are writing about. T

2. You have to include a friendly personal comment in the ‘Introduction’ part. T
3. You have to write your position and contact details in the ‘Signature’ part. T
B Listen again and fill in the blanks.
Benjamin: Writing effective business emails is essential in today’s .....................
environment. You should plan before you write: establish a clear objective,

plan how much time you will need, decide what and how much to write,

and write togetthe ..................... you want.
Alisa: | see. Could you please tell me what an effective business email contains?
Benjamin: The first part is the ‘Subject Line’ which is a title that explains what you

are writing about. When you reply, you should normally keep the same
subject line. But if most of your reply is about something different, you can
change the subject line. If you use the ‘Reply’ button for the email you've
received, the same subject line, with ‘Re:’ in front of it, will be entered
................... . Next, you have to greet your reader, and include a friendly
personal comment to begin the email in the ‘Opening Comment’ part.

Delicha: Then, write a brief ..................... of what you are writing about in the
‘Introduction’ part. After this part, you should write the main point, the most
important thing that you want to say. You should keep your message short
and simple. People don’t like reading long emails, so keep to the subject.
Don’t write everything in capitals because this is like shouting and makes
people think you are ..................... !

Alexander: After your main point, you should write a ..................... sentence to finish
off your message. In the ‘Signing off’ part, usually write “Best wishes,”, or
“All the best,” ..........cooeieniil. by your name. In less formal emails, this

could be “Thanks,” followed by your name. Lastly, write your position in

the ..o, and contact details in the ‘Signature’ part at the end of
your email.
Alisa: Thank you very much for your advice.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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2. Writing the subject of the message

R Listen to the conversation and circle the correct answer.
Don’t forget to write the subject of:  the slides copies email in order to

organize  confirm capture the reader’s
attention  message presentation.
Keep the ‘Subject Line’ as short: and clear annual kind as possible.
Choose key words that will explain:  quickly better soon what your email is about.

B Listen again and fill in the blanks.
Delicha: Excuse me, please. Could you help me send an email to Mr. Christopher

James, the conference organizer, to confirm the ..................... at the
annual business leadership training workshop to be held in Rome?

Mayrissa: How many people will join the conference with you?

Delicha: AS i , Fred Melanie, Olivia McDermott, Justin Witzansky, and
Robert Jason are coming with me to the conference.

Mayrissa: When are all of you flying to Rome?

Delicha: We’'re flying out from Bangkok on Wednesday, December 3 at 00.20 am.
Our flight will get into Rome at 06.50 am, local time. So, please tell Mr.
James that we regret thatwe are ..................... to meet her for dinner on

Wednesday evening and thank him for the kind invitation. Then, don’t

forgetto ... the slides for the presentation I'm making at the
conference.

Mayrissa: What type of file should we send him?

Delicha: A PowerPoint file is better.

Mayrissa: All right. Do you want other people to get copies of the same
..................... ?

Delicha: Sure! Please send ‘CCs’ which are copies of the message to Mr. Andrew

Regalado, the CEO, and Ms. Sylvie Luther, the project manager of this
annual ..................... , OK? Then, don’t forget to write the subject of the
message in order to capture their attention. Keep the ‘Subject Line’ as
short and clear as possible. Choose key words that will .....................
quickly what your email is about.

Mayrissa: Can | say ‘Confirming the Annual Workshop'?

Delicha: That ..., good. Thank you.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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3. Writing the position and contact details

R Listen to the conversation and tick (v) the items that should contain in the ‘Signature’ part.

o 1.
o 2
o 3.
o 4.

the registration fee

the list of your colleagues

the reader’s fax number O 5. your contact details

6. the name of the training center

O
your position in the company O 7. your direct phone number
O

8. your mobile number

B Listen again and fill in the blanks.

Christopher:
Delicha:
Christopher:

Delicha:

Christopher:

Delicha:

Christopher:

Delicha:

Christopher:

Delicha:

Christopher:

Sylvie:

Hello, Delicha. Have you read the email | sent you this morning?

Not yet. Is it about the business leadership training workshop in Rome?
Sure! This ......cocooiiiin. email is a notice that we have listed you and
your colleagues as attending. However, full payment for the workshop
must be received before November 30. ..................... made after this
date will result in overdue fees being added to the registration fee.

| see. I'll make the payment tomorrow.

Thank you. Please feel free to use our convenient on-line payment service
provided through the conference ..................... .

I will. Well, would you mind helping me find a hotel near the training center
where we will hold the workshop?

No, of course not. What kind of room would you like?

Please book one twin room for Olivia and me, and three single rooms for
Fred, Justin and Robert. Deluxe ..................... would be nice.

No problem. If you require any further information, please do not
..................... to contact me. In the ‘Signature’ part at the end of my
email, | have contained information about my position in the company and
other ways of contacting me including my direct phone number, mobile
..................... or fax number.

| see. We should usually add this automatically to every email because it
offers other ways for peopleto ..................... us.

You're right! Delicha, do you agree that the use of email continues to
grow?

| agree with you, but its popularity will begin to decline quickly if there are

no measures to guarantee availability and ..................... .

C Practice the conversation with your partners, first with the script, then without. Change roles.
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4. Selecting the right language
R Listen to the conversation and choose the best answer.
1. What should you do when you write a business email?
a. Include only relevant information. b. Adapt style and tone to the writer.

c. Remain courteous and impolite. d. Consider your background, age, and gender.

2. How can you do to use the right language when writing a business email?
a. Use jargon and complex words. b. Start and finish with the correct phrases.

c. Use difficult everyday English. d. Pay attention to grammar and punctuation.

3. Why have most business letters been replaced by email?
a. Email makes your business informal.  b. Email makes business writing less formal.

c. Email is faster, cheaper and simpler. d. You can treat your customers politely by email.

B Listen again and fill in the blanks.
Amanda: When you write a business email, you have to know your reader, include

onlyrelevant ..................... , remain courteous and polite, and adapt style

and tone to the reader. You have to consider the reader’s specific

relationship with you, professional position, level of ..................... with
topic, cultural ..................... , age, and gender.
Steve: You have to select the right language: be concise, use plain everyday

English, avoid jargon and complex words, be careful not to repeat words
and phrases, start and finish with the correct phrases, and pay attention to

grammar, spellingand ..................... .

Delicha: I will. When I've finished, I'll read the whole message through to make
sure it looks right and ..................... the right information.
George: Great! People are annoyed by errors in the emails they received! By the

way, Delicha, do you think the use of email has made the business world
eSS .o, ?

Delicha: Well, most business letters have been ..................... by email because
it's faster, cheaper and simpler, and this increased use of email for
business communication has definitely made business writing less formal.
But that doesn’t mean that you should suddenly start being very informal
with important customers. You still need to treat your customers politely.

Steve: Email is so quick and ..................... that we easily forget to be polite.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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Writing

A Complete the following emails with only one word in each blank.

Subject: Annual Workshop

From: Delicha Ninlamat < dnsuchadavilla@gmail.com >

Date: Mon, November 18, 2013 10:10:15

To: Sylvie Luther < Isylvie@hotmail.com >

Hello Sylvie,

| hope you had a good .................. . It was good to talk to you yesterday. Thanks again for ..................

me find a hotel.

I’'m writing to check if you can read the slides for the .................. I’'m making at the conference. It's a
short summary of my work. Do let me know if you can’t read the attachment, and | can send it as a Word

document. Your .................. will be welcome.

As discussed, my colleagues and | are arriving in Rome at 06.50 am on Tuesday, December 3. We look
forward to seeing you on Tuesday morning. The .................. starts at 09.00, but I'll be there early to
prepare for my presentation. I'd like to meet you to share ideas about training sessions. Could you tell me

if you are available on Tuesday morning around 8 o’clock? Can you let me know if you can’t make it?

All the best,
Delicha

European Marketing Manager, Suchada Villa Tel. 0 7530 0213, 08 1978 6833

Subject: Meeting with Marketing and Sales Teams

From: Delicha Ninlamat < dnsuchadavilla@gmail.com >
Date: Tue, November 19, 2013 09:10:15

To: Edward Barton < ebsuchadavilla@gmail.com >

Dear Edward,
| hope you're well and that you had a good .................. .

As you know, we've had too few Europeans visiting our .................. . The marketing manager is arranging a
meeting with marketing and sales teams to discuss this problem, and we’d like to hear your views as European

Sales Manager. Could you give us your availability for next week? We .................. need half a day for this.

We will be in Rome on December 3-7. December 5 is fine. Would it be convenient to hold a meeting on December

5 at 09.00 am? | would be .................. if, in your reply, you could let me know by tomorrow.
Attached is the .................. . | look forward to hearing from you.
Best wishes,

Delicha Ninlamat

European Marketing Manager, Suchada Villa  Tel. 0 7530 0213, 08 1978 6833
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B Complete the following emails with two words in each blank.

Subject: Hotel Reservation

From: Rita Gomez < grita@hotmail.com >

Date: Wed, November 20, 2013 09:30:12

To: Delicha Ninlamat < dnsuchadavilla@gmail.com >

Dear Ms. Ninlamat,

I'd like to confirm your .............ooieiinne. for next month. Please find below details of the booking.
* 1 deluxe twin room — in the names of Delicha Ninlamat and Olivia McDermott, from Suchada Villa
* 3 deluxe single rooms —inthe ........................... Fred Melanie, Justin Witzansky and Charles
Bernard, from Suchada Villa
4 : December 3-7
» Booking reference: 0819786833 DN

As discussed, you'’re checking in at 07.30 am. | have attached ........................... for a city tour in Rome. |

hope this is useful for you. If you need any further details, please do not hesitate to ........................... .

Best regards,
Rita Gomez, Hotel Manager

Relais Fontana di Trevi Hotel Tel. 0039 06 6797317 Fax 0039 06 69790348

Subject: Request Information

From: Delicha Ninlamat < dnsuchadavilla@gmail.com >

Date: Fri, November 22, 2013 09:40:19

To: Mayrissa Wilson < mwsuchadavilla@gmail.com >

Hi Vanessa,

| hope you’re well. Could you send me ............ccceeeenen... for business meetings during my stay in Rome? |
just want to know if it is possible to add a one-day city tour. Also, am | free for ...................oooeel. the city
on my own? I'd rather visit all attractions as thisismy ........................... to Rome, one of the most popular

tourist spots in the world.

| hope you can execute a good schedule. Please don’t forget to plan the schedule that ........................... to
have a chance for some sightseeing. | may be able to do a city bus tour on December 6. My preferred date
for travelling around Rome by .........c.cocoiiinane. would be December 7. Can you call me about this

tomorrow? Thank you for your help.

Cheers,
Delicha
European Marketing Manager, Suchada Villa Tel 0 7530 0213, 08 1978 6833
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C Complete the following emails with three words in each blank.

Subject: Executive Training

From: John Brendon < jbsuchadavilla@gmail.com >

Date: Mon, November 25, 2013 10:50:22

To: Management Team < mdteamsuchadavilla@gmail.com >

Dear Management Team,

We have decided that ................ociil, would benefit from ... . After talking
with several well-known training organizations, we have signed an agreement with the Executive Trainers in
New York. The training will consist of a six-month .................co. New York. Everyone receiving this

message will go through the training, in groups of three.
PEDe .o about this course next week. The first group will start the training in January.

Best regards,
John Brendon

Managing Director, Suchada Villa Tel 0 7530 0213, 08 7383 8862

Subject: Progress Report

From: Susan Jira < sjsuchadavilla@gmail.com >
Date: Tue, November 26, 2013 11:20:45

To: Belinda Montree

Dear Belinda,

Please find below a report on progress here at the new Singapore branch.

We'vemade ......ccoooiiiiiiiiii the new accounts department. I've already hired three accountants and
I’'m interviewing an accounts assistant next week. This means we'’re three weeks ahead of schedule with
recruitment for that department. Unfortunately, we're ...............ccoiiiiiits the IT installation. We’ve had
trouble finding IT people, so we haven’t made much progress there. We've only found one technician so far (we
need another two), ............cooiiiL started work yet — she’s starting next Monday. That means we'’re
two weeks behind schedule with IT. I've written to Daniela in Zurich to ask her if she can send us someone

from the office there. She hasn’t replied yet. I'll give her a call today.

Our new sales rep Anna is doing very well. So far, she’s been to Bangkok, Manila, Jakarta, Hong Kong, and
has just gone to Seoul. She’s only been here four weeks and she’s ..............coooiiiin. half of the cities
in Asia! It certainly hasn’t taken her long to make a start. She’s sent me a few text messages to say her
meetings have gone well. She’s seen about 20 clients so far. And she’s also done ..............ccoceiiiiiiiiinnne.

at the TAW trade fair in Hong Kong.

So, in general, | think things are going well. We can still open the ..................coiiil. , if we can solve

the problem with the IT people. I'll send another progress report next week.

Best regards,

Susan Jira, Accounting Director, Suchada Villa Tel 0 7530 0213, 09 3689 3018
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Arrangements by telephone

Vocabulary Preview

A Match the words to the meanings.
1. ... enquiry a. not able to produce the desired result

2. ... vital b. the general opinion about an organization that

intentionally created in people’s minds

3. ... image c. asking for information

4. ... ineffective d. a favorable moment or occasion

5 ... opportunity €. very necessary

6. ...... failure f.  quick to take action

7. ... prompt g. any of the conditions that bring about a result
8. ... factor h. lack of success

B Complete the sentences with the correct word from exercise A. You may change its form.
1. The company tries to project an ..................... of being innovative.

. The customers made some ..................... about after-sales services.

2

3. Their efforts to improve the sales have been largely ..................... .

4. My personal secretary is always ..................... in dealing with angry callers.
5

I'd like to take this ..................... for thanking everyone for your hard work.
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Reading
TELEPHONE FRUSTRATION

Ringing in the Millions

In this age of the Internet, e-mail and electronic communication, the telephone continues to be one of
the most important business tools. Ninety percent of all sales enquiries begin on the telephone, so
from the start, it is vital to project a company image which is friendly and professional. At the same
time, poor and ineffective telephone behavior can cost millions of dollars in terms of lost sales
opportunities. For example, in the insurance business, failure to answer a call promptly and respond
efficiently could result in a valuable policy going straight to the competition. The average telephonist

can answer as many as 300,000 calls in a year, so in many companies, this is a vital role.

Although good receptionists have a certain amount of natural ability, companies need to train in
specific skills of telephone use: transferring a call, placing a call on hold, dealing with angry callers,
answering correspondence by phone, using a caller’'s name and taking messages correctly. Callers
should not hear informal expressions like “Oh, she’s just gone out.” or “Sorry, he’s not with us
anymore.” Surveys show that customers want a prompt response from a real person (not a machine)

who can take a decision, and so answering systems will often be a false economy.

More business is lost through bad service than by poor product performance, and the quality of a firm’s

response to a call is one of the chief factors in creating a perception of good or bad service.

Handling Calls

The reason computers can do more than people is that computers never have to answer the

phone. (ANONYMOUS)

Time-management Consultancy Priority Management found that 55% of all calls received by executives
are less important than the work they interrupt and 21% are a complete waste of time. To test this
theory, the Northwestern Mutual Life Assurance Company decided to block all incoming calls for just

one hour a week and productivity rose by an amazing 23%.

According to an article in the Associated Press, an increasing number of the world’'s 2.5 million
Blackberry owners are so used to incessant calls they report feeling ‘phantom vibrations’ even when
they don’t have their smartphones on them. Compulsive texting has also given them a medical

condition known as ‘Blackberry thumb’.

According to a survey by marketing and media consultancy BBDO, 15% of cell phone users are so
addicted to their mobiles they are even prepared to interrupt love-making to answer them! ‘People
can't bear to miss a call’, says Christine Hannis, head of communications for BBDO Europe.

‘Everybody thinks the next call could be something really exciting.’
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K Read the text Ringing in the Millions’ again and answer the following questions.

1. What percentage of all sales enquiries do you think begin on the telephone?
2. For what type of companies might effective use of the telephone be especially

important?

6. According to the text, “More business is lost through bad service than by poor

product performance.” Do you agree? Discuss with your partner.

B Read the text ‘Handling Calls’ again and answer the following questions.
1. Why do computers can work more than people?

3. What percentage of the executives’ time spending on the phone is a complete

waste of time?
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Listening and Speaking

1. Opening a call and making the connection

R Listen to the conversation and choose T for true or F for false.
1. Jeffry asks Delicha to tell Antonio to call him back about the payment. T

2. Antonio calls Jeffry back to discuss the payment schedule.

3. Antonio and Jeffry agree to have a meeting on Tuesday afternoon.

B Listen again and fill in the blanks.

Delicha:
Jeffry:
Delicha:

Jeffry:

Delicha:
Jeffry:
Delicha:

Larry:
Antonio:
Larry:
Jeffry:

Antonio:

Jeffry:

Antonio:

Jeffry:

Antonio:

Good afternoon. Suchada Villa. Delicha speaking. How can | help you?
I'd like to speak to Mr. Antonio Smiths, the fitness center manager.
Please hold while | put your call through. ... I' m sorry. I'm afraid

Mr. Smiths is out of the office at the moment. He won’t be back until this
afternoon. Would you like to leave a ..................... ?

I’'m calling to check to make sure he remembers to inform me of the
payment .................. for his order. Please tell him to call me back.

| will. Can | have your name and number, please?

Certainly. My name is Jeffry Watson. My number is ...

Just a moment. I'd better write this down. Let me get a pen. OK. Go
ahead. ... Should | read that back, just to check? ... I'll get him to call you
as soon as he gets back to the office. Is there anything else? ... Bye. ...
Good afternoon. Index Living Mall. How ..................... | help you?

I'd like to speak with Mr. Jeffry Watson, please.

Just a moment. I'm putting you ..................... now.

Good afternoon. Sales Department. It's Jeffry Watson speaking.

This is Antonio Smiths. | got your message, so I'm .................... your
call. Delicha said you called to discuss the payment schedule. Do you
have a few minutes to talk about this now? Is this a good time to talk?
..................... , 'm very busy now. Can we have a meeting next week?
We need to discuss your options. When would be best for you?

I'm free on Tuesday afternoon. Is thatday ..................... for you?
Could we make it Thursday morning ..................... ?

Let me check my planner. OK. Thursday morning at ten would be fine.

| will expect you at my office on Thursday at ten. Good bye.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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2. Changing and cancelling appointments

R Listen to the conversation and circle the correct answer.
Delicha and Leonardo agree to: rearrange postpone change their appointment

until Monday Friday Tuesday at ten at

Leonardo’s Khanom  Delicha’s office.
Vanessa asks Leonardo to: rearrange arrange expect the meeting for Friday.
Vanessa calls Leonardo to cancel: their visit schedule  appointment on Thursday.

B Listen again and fill in the blanks.

Delicha: Good morning. Suchada Villa. Delicha speaking. What can | do for you?

Leonardo: Hello, Delicha. Can we change our appointment time? Something has
come up. Could we ..................... it for Friday?

Delicha: Actually, I'm busy on Friday. Could we .................. it until Monday?

Leonardo: Great. Monday is good for me. Where shall we have the meeting?

Delicha: I'll come to your office if you like.

Leonardo: OK. So, | will expect you at my office on Monday at ten. I'll send you an

email tomorrow to confirm that time again. I'm sorry but | have to go. The
other line is ringing. Have a good ..................... . Good bye. ...

Vanessa: Hello, Leonardo. I'm Vanessa Manhattan, MICE sales manager. | called
earlier to make some small changes in the schedule for our business
meeting in Khanom. Could we ..................... it for Friday?

Leonardo: It may not be easy to change that. Now, on Friday, it seems there are a
lot of short meetings in the afternoon. Could we make it Thursday instead?

Vanessa: | can’t make it on Thursday, sorry. Actually, I'm very busy on Thursday.

I’'m afraid | have to cancel our appointment on Thursday as well. Sorry for

any ..ooooeieiiiieennn, .
Leonardo: OK, well, is it at all possible to put the meetings off till my next visit? Then,
| can leave time for ..................... around the city on my own before |

head off to the airport at 05.00.

Vanessa: | think we can. Well, I'll sendyoua ................... schedule next week.

Leonardo: OK. I look forward to hearing from you next week. I'm very grateful for
17010 | S . Is there anything else?

Vanessa: | think that’s everything. Thank you for your patience. Nice talking to you.

Have a good trip. Good bye.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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J. Making arrangements

K Listen to the conversation and tick (v') the correct schedule arrangements for December 5.
O 1. sightseeing at 6 pm O 5. meeting with the marketing team at 1 pm

O . starting the meeting at 2 pm . meeting with the customer service team at 3 pm

2 O 6
O 3. finishing the meetingat 5 pm [OJ 7. putting off the meeting with the senior managers
4 o 8

O . having dinner at 6 pm . getting back to the hotel before dinner

B Listen again and fill in the blanks.

Carlo: Hello. I'm Carlo King. May | speak to Ms. Delicha Ninlamat?

Helen: I’'m sorry, could | have your name again, please? What is it in regard to?

Carlo: I’'m Carlo King. I'm a marketing coordinator. | work in Rome. I'm calling about
the schedule for business ..................... in Rome.

Helen: One moment, please. I'll check if she’s in her office. ... I'm afraid she’s on
the other line. Do you wantto ..................... ?

Carlo: No, | don’t. Could you ask her to call me back? She has my number.

Helen: Il make sure she gets the message. ...

Delicha: Hello, this’s Delicha. I'm returning your call.

Carlo: Hello, Delicha. Thanks for getting back to me so soon. Did you

..................... the schedule | sent?

Delicha: Yes, | did. Thanks very much. | have some questions about it, actually. | was
wondering if we could make some small ..................... .

Carlo: Oh, yes, | expect so. What would you like to change?

Delicha: Well, on December 5 in the afternoon, ..................... seems quite short and
the meetings quite long. Do you think we could cut down the meeting with
the customer service team?

Carlo: That could be difficult. It won’t be possible to cut down the meeting with them
because Ms. Christina Lee has already prepared the agenda.

Delicha: Then, could we put sightseeing for 2 hours before dinner, at 04.00-06.00?

Carlo: Yes, we certainly can. ... Shall we say 01.00 pm meeting with the marketing
team? Now, how about meeting with the customer service team at 03.00,
finishing at 04.007 Then, we put the meeting with the senior .....................
off till Saturday morning.

Delicha: Fine! Well, would itbe ..................... to put dinner back an hour, so that |
can get back to the hotel before dinner? Let’s say 07.00 pm having dinner.

Carlo: That shouldn'tbe a ..................... . Hillary will pick you up there for dinner.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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4. Making a call effective
R Listen to the conversation and choose the best answer.
1. What should you do before making a call?
a. Deal with urgent problems. b. Prepare what you want to write.

c. Prepare reference details. d. Ask yourself how to collect documents.

2. What should you not do during the call?
a. Speak clearly and respond frequently. b. Let the other person rush you.

c. Confirm any arrangements. d. Tick off the points as you complete them.

3. What should you do after the call?
a. Be polite and friendly. b. Predict any problems you could have.

c. Repeat important information. d. Send an email to confirm what you said.

B Listen again and fill in the blanks.
Calvin: Many people nowadays avoid the telephone and prefer to send emails

instead. But calling is more effective in a number of situations that you
have to make ...................: : making and changing appointments, dealing
with urgent problems, getting an immediate response, ................... and
joint decision-making, and making personal contact with your business
partners. To make a call effective, you should write down what you want to
talk about and in what order, and prepare .................. details in advance.

Delicha: Before making a call, you should ask yourself: What is the purpose of this
call? Who am | going to speak to? What do they need to know? How can
they help me? Then, you have to collect together any ................... and
documents that you may need to refer to, prepare what you want to say,
and predict any problems you could have. During the call, you should
speak clearly and check that the other person ................... you. Don’t let
the other person rush you. Respond frequently so the other person knows
you are still there. Make notes during the call, tick off the points as you
complete them, and check that you have ................... correctly. Repeat
important information and confirm any arrangements. Always be polite and
friendly, and smile while talking. After the call, you should not forget to
sendan ................... to confirm what you said.

Patricia: Thank you very much for your ...................
C Practice the conversation with your partners, first with the script, then without. Change roles.
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Writing

K Write the schedule for Delicha Ninlamat who is coming to attend the annual business leadership training
workshop in Rome, and then join the business meetings at your office. Make up any details that you need.

Schedule — Delicha Ninlamat December 3-7, 2013
Tuesday, December 3, 2013
06.50 am

07.30 am

08.00 am

09.00 am

11.00 am

12.00 pm

01.00 pm

06.00 pm

Wednesday, December 4, 2013
09.00 am

12.00 pm

01.00 pm

06.00 pm

Thursday, December 5, 2013
09.00 am

12.00 pm

01.00 pm

03.00 pm

04.00 pm

06.00 pm

07.00 pm

Friday, December 6, 2013
09.00 am

06.00 pm

Saturday, December 7, 2013
09.00 am

11.00 am

05.00 pm

10.00 pm




B Complete the guidelines for making a good telephone call. Write two words in each blank.

What nakes a pood &@lﬂa cal?

Before the call:

prepare well before ... ,
..................................... you want to say,

prepare answers 0 .........cooieiiiiiiiiiiiiii ,

send an email beforethe call ...........cccoiviiiiiiiiiiii... ,
and ... information available.

make a greeting and ... clearly,

aSK .o to the person you want to speak to,
after connection greet ... ,
..................................... talk,

and give areason for .............coiiiiiiiins .

During the call:

..................................... positive atmosphere,

communicate Your ...........ccoocieviiiiiniinanns :

..................................... and friendly,

SMile ..o ,

listen —make sure .........ccoooiiiiiiiiii ,

and check — make sure the other person ... .
Ending the call:

..................................... information,

confirm ..o of the call,

and ... and positively.

218
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C In international business, what are the advantages and disadvantages of making arrangements by
telephone? Write a four-paragraph essay about its advantages and disadvantages.
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Chapter 4
Socializing

Unit 7 Networking
Unit 8 Welcoming business partner
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Networking

Vocabulary Preview

K Match the words to the meanings.

1. ... client a. entering one’s name on the list

2. ... target b. a person who buys goods or services
3. ... registration c. a limited group

4. ... accidentally d. personal, secret and not to be shared
5 ... fold e. happening by chance; not by intention
6. ... private f. press a pair of limbs together

7. ... valuable g. gather; bring together in one place

8. ... collect h. having great usefulness; worth

B Complete the sentences with the correct word from exercise A. You may change its form.

—_—

All company guests must be recorded atthe ..................... desk.
It's wrong to read people’s ..................... letters without permission.
The reception ..................... details on tourists’ complaints.

Their market research into customer satisfaction seemstobe ..................... .

o > oD

The ..o of our new collections are ASEAN teenagers.
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Reading

NI Xy, y a P " : \
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Networking is so important in business. If you want to find customers or improve your career
prospects at networking events, preparation is essential. In making contact and building the
relationship, you have to be the first to say hello and introduce yourself to others. Use eye
contact and smiling as your first contact with people. Make an effort to remember people’s
names. Ask open questions (not questions that can be answered Yes or No). Encourage others
to talk more by showing interest, and respond positively to what they say. You should look for
common interests, goals and experiences that you can talk about. You have to be tolerant of
other people’s beliefs if they differ from yours. The most important thing is that you should be
able to tell others what you do in a few short sentences at networking events.

The ability to establish contacts and network is critical in business because good
communication skills project an image of confidence and intelligence. Although these are natural
to some extent, they can be acquired by practice and preparation.

If you want to find clients or improve your career prospects at networking events,
preparation is essential. Find out who will be there — list the most important people you'd like to
meet.

Arrive at the event early and walk around so you feel at home there. Take one drink but
never eat — keep one hand free to shake and give business cards. One of the best ways of
making contact with your targets is to stay near the registration area so that you meet them
accidentally as they arrive.

Begin by asking your target at least three questions. Don’t keep your arms folded in front of
you — this is a negative body language. Never look over the shoulder of the person you're
talking to for someone more interesting. The worst mistake is spending too long with one
person, so keep moving around. You may need to interrupt conversations, but try not to make
your presence felt immediately. It's easier to join a group than to join two people, who may be
having a private discussion. Have your business cards ready but only hand them out when
people ask you for one — it'll seem more valuable that way.

After the event, study the cards you've collected and, before you forget, write when and
where you met that person on the back of each one. Call important contacts a day or two after
the event, or write a short note to say how much you enjoyed meeting them and suggest
another meeting. A typed email is fine but isn't as personal as something through the post. A

handwritten note can seem much warmer.
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B What kind of contacts would you like at a networking event? Discuss with your partner. Make notes in
the space below.

B Read the text again and answer the questions.

1. What two main reasons for networking does the writer give?
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] o o
Listening and Speaking
1. Talking about your jobs and responsibilities
R Listen to the conversation and choose T for true or T for false.
1. Marina is a marketing executive of Best Western Shenzhen in Europe. T
2. Fred is in charge of the marketing department of Suchada Villa.
3. Pepys has to report to the general sales manager, Mr. Andrew Regalado. T
B Listen again and fill in the blanks.
Marina: Hello. 'm Marina Galvez. I'm a marketing executive of Best Western
Shenzhen in China, a member of Best Western International Group.
Delicha: Nice to meet you. My name’s Delicha Ninlamat. | work for Suchada Villa in
Thailand. I'm in the marketing ..................... . I'm the European

marketing manager. | look after direct marketing in Europe.

Marina: So,areyouin .............ooeeee. of the department?
Delicha: I’'m not the department manager. | report to the marketing director.
Fred: Hello! I'm Fred Melanie. I'm a marketing director. I'm in charge of the

marketing department. At the moment, I'm dealing with 3 ..................
marketing managers. | report to the CEO, Mr. Andrew Regalado. He is

..................... for 16 departments. He works with 300 people.

Pepys: It's a big company! So, Delicha, do you have a team in the department?
Delicha: Yeah, | manage a small teamof ..................... , Six people.
Pepys: Right. And how big is the region you look after?
Delicha: We’re responsible for maintaining the current client base in Europe,
18 countries, ..............oo . We research their ongoing requirements

and inform the sales teams, as well as give suggestions for promotional
activities. We will also be expected to research the market place in order
(o T the existing client base, and keep up-to-date with
current competition. ... What are your main responsibilities, Pepys?
Pepys: The main responsibilities of my position are to call on prospective
customers, to close sales with senior decision makers, and to
..................... and maintain close relationships with department stores,
supermarkets and major cash-and-carry sales organizations located within

my sales district. | report to the general sales manager.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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2. Talking about your products and services

R Listen to the conversation and circle the correct answer.
Alfred is a district sales manager: for Suchada Villa Coral Calvin Klein.

Martin’s company manufactures: interesting wide various collections of

OTOP products plastic perfume.

Charles is responsible for ensuring:  that excursions clients program tours will be

enjoyable rental local and safe.

B Listen again and fill in the blanks.

Olivia:

Alfred:

Delicha:

Olivia:

Martin:

Olivia:

Charles:

Alfred:

Charles:

Delicha, may | introduce my friend to you? This is Alfred Russell.
Pleased to meet you, Delicha. I'm a district sales manager for Coral. My
company ........ceeeieennnnn. a wide range of plastic consumer products.
Nice to meet you, Alfred. Olivia, this is Mr. Martin Hilton. He'd like to talk
with you as he’s planned to hold a seminar in Khanom, Thailand. He’s
interested inour ..................... .

Hello. My name’s Olivia McDermott. I'm a customer service director.

My pleasure. I'm Martin Hilton. | work for Calvin Klein. We provide various
collections of perfume. So, Alfred tells me that Delicha and you work for
Suchada Villa, a big-name travel ..................... with a reputation to visit.
Thank you. That’s right. We provide hotel rooms, bungalows, conference
facilities, one- day tours, sports and recreations, restaurants and bars,
coffee corners, and OTOP products. And, this is Charles Bernard, he is
atour ... of Suchada Villa.

Glad to know you. | ..................... in managing travel and tourism.

Glad to know you, too. What are your main responsibilities?

I’'m responsible for ensuring that our program tours will be enjoyable,
..................... and safe. My duties will include meeting clients at the
airport and escorting them to our bungalows, holding welcome parties for
each group on the day after their arrival, arranging a city tour, managing
car rental, organizing and ..................... coach excursions to local places
of interest, assisting clients who cannot speak the local language,
escorting clients from our resorts to the airport at the end of their holiday,

and being on call 24 hours a day to deal with .....................

C Practice the conversation with your partners, first with the script, then without. Change roles
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3. Talking about your background

K Listen to the conversation and tick (v') the correct Charles’ work experience.

O 1. dealt with difficult customers O 5. marketing coordinator in March 2013
O 2. was employed as a sales rep O 6. was promoted to tour manager last month
O 3. planned marketing activities O 7. worked for European tourists in May 2013
O 4. worked with Hatyai Central Hotel [ 8. worked for Suchada Villa since June 2013

B Listen again and fill in the blanks.

Delicha: This punch is wonderful. Thanks for bringing me here, Monica.

Monica: With pleasure. | was hired at Suchada Villa last year. Before that | was a
..................... consultant.

Nikolas: Really? | heard consultants earn great ..................... . Why did you
quit that?

Monica: lwas too ......c.cooeieniin. moving from job to job. | wanted steadier work.

And | have found the work I'm involved in now is very interesting and
exciting. I'm responsible for making all customers feel at home even

when they’re away. We deal with individuals at all levels, and with difficult

customer ..........c.ooeeen. most of the time.
Nikolas: That sounds fascinating! What is your background, Charles?
Charles: | wanted a career in international business so | studied Languages,

Communication and Business in university. The first job | applied for was a
marketing .................... with Hatyai Central Hotel. They recruited me in
March 2013. | left this hotel in May 2013 and joined Suchada Villa seven
months ago. | have worked for Suchada Villa since June 2013. It was a
good move. | was promoted to tour manager last month, and now earn a
good salary. I'm currently working on a new project for European tourists.
It will be ready soon. The downside of the job is that | work long hours,
and | only get three weeks’ vacation. I'm always under pressure and
..................... it is a bit stressful. | also spend a lot of time traveling.
Nikolas: That sounds interesting! | am currently employed as a sales coordinator of
the Finnesta Corporation. | coordinate support fornew .....................
introductions and sales and marketing activities, as well as business-
oriented sales research. Moreover, | offer ..................... to local sales

companies in the areas of planning strategies, promotions, and distribution.
C Practice the conversation with your partners, first with the script, then without. Change roles.



227

4, Interacting with people
R Listen to the conversation and choose the best answer.
1. How can you do to create the right impression for a first meeting new business partners?

a. Remember foreign names. b. Check your appearance after you meet.
c. Give important information slowly. d. Greet your partners in a friendly manner.
2. How can you show interest in the other person?
a. Dress appropriately. b. Take a slow deep breath when speaking.
c. Make eye contact. d. Make him feel uncomfortable.
3. What should you not do when interacting with people?
a. Avoid being too familiar. b. Force guests to participate in conversation.
c. Be good company. d. Research the background of guests.

B Listen again and fill in the blanks.
Nathan: You kKnow ................... with people that we do not know well is difficult.

The first few seconds of a first meeting new business partners are the
most important, so it is vital to ..................... the right impression.

Delicha: You're right! You should dress appropriately, and check your appearance
just before you meet. Greet your partners in a warm and friendly manner.
Introduce everyone who is present, or have them introduce themselves.
You should speak clearly, ..................... when giving important
information, and remember that foreign names are often difficult to catch.

Miranda: You can show interest in the other person by making eye contact when
they are speaking. Try to relax — taking a slow deep breath can help.

Kent: Besides, a good host should make quests feel relaxed and welcome by
..................... what they need to feel comfortable and helping to avoid
what might make them feel uncomfortable. It is a good idea to welcome
guests .......ocoiiiiennn. and ask if they need anything.

Nathan: You should avoid being too familiar. It is not a good idea to shorten names
or use nicknames unless invited to do so. Encourage, but don’t force,
guests to participate in ..................... . Be good company, which means
being a good listener as well as a good talker. You should move the
conversation away from controversial subjects or areas that might make
guests .......ooiiiinnin. . You should research the cultural .....................

of guests to check what their expectations will be.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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Writing

KB Write the organization chart of Suchada Villa staff. Use the information in Conversations 1-3 on pages
91-93.

Delicha Ninlamat

Olivia McDermott
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B Is networking necessary in business? Write a paragraph to answer the question.
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C Conversational etiquette is essential for networking. Write a well-organized essay to support this
statement.
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Welcoming business partners

Vocabulary Preview

A Match the words to the meanings.

...... intelligence a. an expression of praise, admiration or respect

...... compliment b. done or made only in the mind

...... sincere c. happening from time to time; not regular

...... mentally d. a system of the belief and the worship

...... religion e. needing to be dealt with carefully so as not to
cause trouble

...... sensitive f. an extremely foolish person

...... occasionally g. good ability to learn, reason and understand

...... lunatic h. without any deceit; real, true or honest

B Complete the sentences with the correct word from exercise A. You may change its form.

1.

2
3
4.
5

| don’t think the brand manager was ..................... in what she said.
. Politicsissucha ..................... issue that you should avoid.
. He was showered with ..................... on his excellent performance.

Good communication skills project your confidence and ..................... .

. Youshould ..................... let the audience comment during the presentation.
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Reading

How to start a conversation

The ability to establish contacts and network is critical in business.

Good communication skills project an image of confidence and intelligence. Although these

are natural to some extent, they can be acquired by practice and preparation. Sometimes it

is useful to develop a strategy for when you want to start a conversation with someone you

don’t know.

1.

Start with “Hello.” and then simply tell the other person your name and ask them
theirs. Then offer your hand to shake.

Look around and see if there is anything unusual to point out. (Talking about the
weather is probably not a good idea unless there is something very unusual about it
— a storm, snow, tornado, etc.) “Have you seen that picture over there?” “This is an
interesting building — | wonder how old it is?”

If you can offer a compliment about something, but only if it is sincere and not too
personal. For example, “That’s a great tie, where did you get it?” or “I saw you using
a Palm Treo earlier — looks very nice. Are you happy with it?”

Ask questions which will make the other person feel that they are interesting. People
like talking about themselves but don’t make the questions too personal. Ask for their
opinions about things and their possible experience of current issues and situations.
“What did you think of the presentation?” “Have you been affected by this postal
strike?” It's not a bad idea to mentally prepare a list of possible topics before you
begin the conversation. Avoid politics and religion because they are sensitive
subjects for some people.

Instead of worrying about what you are going to say next, listen carefully to what the
other person is saying and take up any conversation opportunities they offer you.
Agree, disagree, ask follow-up questions and offer opinions to show that you are
interested.

Look the other person in the eye, but don't stare or get too close. Occasionally

smile, but avoid using a fixed grin like a lunatic.

All the strategies above are really just tricks to get going. Once you have broken the ice,

hopefully the ongoing conversation will be relaxed and enjoyable. If things don’t go well

and the rapport really isn’t there, it's better to give up and back off gracefully.
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K Do you agree with all the strategies in this article? Why/Why not? Discuss with your group. Make
notes in the space below.

B Are the following sentences true or false according to the text?

1.

10.

Good communication skills may not project an image of confidence and
intelligence.

You should start with offering your hand to shake, say “Hello.” and then simply tell
the other person your name and ask them theirs.

Talking about the weather is a good idea if there is something very unusual about
it.

People like talking about themselves and you can make the questions very
personal.

Avoid politics and religion because they are sensible subjects for many people.
You do not have to listen carefully to what the other person is saying and take up
any conversation opportunities they offer you.

You may look the other person in the eye, stare and get very close to him.

You may agree, disagree, ask follow-up questions and offer opinions to show that
you are interested.

If you have not broken the ice, the ongoing conversation will be relaxed and
enjoyable.

Although things don’t go well and the rapport really isn’t there, you should not give
up.
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Listening and Speaking
1. Making small talk

R Listen to the conversation and choose T for true or F for false.

1. Fred arrived in Rome on Tuesday, December 3 at 06.50 am. T F
2. It took 11 hours and a half flying from Bangkok to Rome. T F
3. Frank flew out from Nakhon Si Thammarat to Bangkok on Monday. T F
B Listen again and fill in the blanks.
Delicha: Excuse me, are you Kathy Moretti, Mr Barton’s ..................... secretary?
Kathy: That’s right. You must be Delicha Ninlamat. Nice to meet you.
Delicha: Nice to meet you, too. May | introduce my colleagues to you? These are

Olivia, Natalie, Fred, Frank, and Charles. Fred will chair the meeting today.

Kathy: Pleased to meet you. Welcome to Rome. Sorry to keep you waiting. | had
a long phone call froma ..................... . May | take your coat?

Frank: Thank you, that’s very kind of you.

Kathy: Well, we have 30 minutes before the meeting. Let’'s go up to my office.

Edward and Alex are waiting for you there. When did you arrive in Rome?

Fred: We arrived here on Tuesday, then attended the workshop for two days.

Kathy: How was your ..................... ? Did you have a good trip?

Delicha: It was fine — but a bit tiring and stressful. | spend a lot of time travelling!

Kathy: How long does it take from Thailand? Do you have to change planes?

Delicha: Eleven hours and a half! It's a direct flight. We flew out from Bangkok at
0.20am,and ............ce.nenee. in Rome at 06.50 am. It was a red-eye flight!

Kathy: Yes, and that’s a long time to be in a plane. Did you fly from Nakhon Si
Thammarat to Bangkok, ..................... ?

Frank: No, we flew out from Surat Thani. The flight took off at 08.15 pm, and
arrived in ..., at 09.25 pm on Monday, December 2, then from

Bangkok to Rome on Tuesday, December 3. It was a long journey!

Kathy: | know. ... Well — here we are. Please have a seat.

Fred: Thanks. Your office looks very chic, tasteful, and ..................... !
Kathy: Thank you. Can | get you something to drink, coffee, tea, or juice?
Delicha: Oh, no, thank you. Perhaps a glass of water, if that's ..................... .
Kathy: Yes, of course. ... Here you are.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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2. Talking about business environment

R Listen to the conversation and circle the correct answer.

Few tourists from Europe consider: Thailand Europe Khanom for their vacations.

Suchada Villa’s hotels and resorts are:  booming growing declining.

Edward thinks that companies will: downsize consider decline next year as this
recession recovery inflation can get much worse.

Natalie thinks the unemployment rate:  has grown gone down been steadily a lot.

B Listen again and fill in the blanks.
Edward: How are things in Thailand?

Natalie: We’'re very busy at the moment. Our hotels and resorts are booming.
Alex: Great! So, we're ..................... more people all the time. It’s really rapid
growth. How many people in the whole ..................... do we have?

Delicha: Three hundred employees. However, as you know, we've had too few tourists
from Europe. They don’t consider Khanom for their vacations.

Edward:  That’s the agenda of our meeting! By the way, do you think companies will
..................... next year as this ..................... can get much worse?

Natalie: On the contrary, | see signs of a recovery. The inflation rate has been steadily
declining. And the unemployment rate has gone down a lot.

Delicha: | agree with you. By the way, | have an appointment to have lunch with Mr.
Matthew Miller tomorrow. I'd like to talk with him about a sales promotion
..................... . Would you like to go with me, Alex?

Alex: I'd love to, but I've got another appointment. A business lunch is a good
..................... to relax and get to know people as well. However, it is important
to remember that it is still business. If you are visiting people in another country,
do some research to check on what behavior is expected, for example: Is it OK
to discuss business during the meal? If you visit your host at home, should you
take a gift? Moreover, it is a good idea to order a dish that is not difficult to eat
because you can concentrate on the people that you are having lunch with
..................... of worrying about how to eat the food.

Edward: Right! If you do not know the people well, it is a good idea to stay formal and
..................... , arrive on time, turn off mobile phones during the meal, and

thank your host at the end of the meal.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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J. Making invitations

K Listen to the conversation and tick (v') the programs Delicha did.

O 1. had lunch with Mr. Miller O 5. had an appointment with Mr. Miller

O 2. took over a smaller company O 6. made a good presentation yesterday

O 3. hold the conference in Rome O 7. missed the speech of the keynote speaker
O 8

O 4. learned a lot from Mr. Miller . expanded the company very fast

B Listen again and fill in the blanks.

Delicha: Hello, I'm Delicha Ninlamat. | have an appointment with Mr. Miller.
Alessandra: Please take a seat. I'll see if he’s free. ... You may go in now.

Matthew: How do you do. I'm Matthew Miller. Please call me Matt.

Delicha: Pleased to meet you. Let me ..................... myself. I'm Delicha Ninlamat.

Please call me Deli. | work for Suchada Villa, Thailand.

Matthew: A pleasure to meet you, Deli. You made a good presentation yesterday.
Delicha: Thank you. Your training session this morning was also very practical and
motivational. | love the way you employ the ..................... lesson in

Shakespeare’s work as a kind of case study. Dramatic training courses

bring ............l results in the world of business training.
Matthew: I’'m glad you like it. How was the flight coming here, by the way?
Delicha: It was fine. | thought | might be late because the flight was delayed by the

..................... weather. But the pilot somehow managed to make up the
time. I'd have been very disappointed if | had missed the speech of the
..................... speaker. Mr. Taylor is important in this field.

Matthew: Dennis Taylor is the greatest executive at this time! ... We've been at the

..................... all morning. Let’s take a break and go out for lunch.

Delicha: That sounds like a good idea. I'd be delighted to have lunch with you.
Matthew: | know a great buffet down the street if you don’t mind walking a bit.
Delicha: Not at all. Let’s go. ... How is your business, Matt? I've heard you have
taken over a smaller company and are ..................... very fast.
Matthew: Right! We are focusing on core business. Our mission is to be market
leader by 2017, so we are going to ..................... our manufacturing to

Italy. We are planning a joint venture in Rome. That's why we hold this
annual conference in Rome. It's a public relations strategy.

Delicha: | see! I've learned a lot from you. And thank you for a wonderful lunch.
C Practice the conversation with your partners, first with the script, then without. Change roles.



237

4. Dealing with socializing

R Listen to the conversation and choose the best answer.
1. Why is socializing necessary in business?

a. It is more difficult than a meeting. b. It is more rewarding to deal with strangers.

c. You can make influence to people. d. You can build a relationship with someone.

2. Which one is not an advantage of a good relationship?
a. It helps you deal with strangers. b. It helps you to do business more easily.
c. You can make business partners. d. It creates a stronger business relationship.
3. Why is socializing difficult?
a. There is usually a deadline. b. You have to find topics to talk about.
c. You have to talk business. d. You have to follow the agenda.

B Listen again and fill in the blanks.

Delicha: Is holding a conference or a seminar a sales promotion strategy as well?

Angela: Right! You see, conferences are meetings where people talk and share
..................... with a great number of audience around the world. Our
purpose is notto make asale or ..................... immediate business, but
rather to convey to the public such positive qualities, seek to establish and
maintain ..................... , make influence to public opinion, and create a
favorable company image.

Christ: When you organize a business meeting, you may have to invite some
..................... partners from other branches, regions or countries to join
the meeting. Good business practice for socializing is also one of the
..................... skills that you have to learn.

Arnold: Socializing is necessary in business if you want to build a relationship with
someone. A good ...............e.e. can help you to do business more easily,
and it’s more rewarding to deal with people you know than with strangers.
A good personal relationship creates a stronger business relationship.
However, many business people find socializing more difficult than a
business meeting. In a meeting there’s usually a deadline and
..................... knows they have to talk business and they have an agenda
to guide them while socializing is hard because people who don’t know

each other will have to find topics of ..................... interest to talk about.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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Writing

R Complete the following text with three words in each blank. Please write down as many options as you
can.

Small Talk

Small talk can be all or nothing in international business.

Making small talk .................ll. for socializing with business associates.
Small talk .........ccoiiiiiiiii, it can help you to start conversations that let you get to
know the person who you ........................e. with. When making small talk, it is a good

to think about suitable conversation topics such as the weather, recent holidays, etc. You
........................... some social questions and think about the social questions your
host/guest might ask you, then prepare some replies. You ..............cooevenenenn. on what
the other person is saying at the moment. Moreover, read about the country where your
visitor comes from or the country you are visiting. You ........................... information to
start conversations and .......................... the country.

To develop a mutual understanding with your business partners, it will be

important to devote some time to getting to know them through small talk and

conversation. YoU ...............oil aware of how important small talk is in the cultures
you do business with. If you ........................... difficult, you should prepare some topics
before the meeting. You ........................ that could arouse strong feelings. Prepare

some open questions (What? Where? How?). Listen and respond to the other person —

you should not .................oeell ! Even if the meeting is difficult, always stay calm and
polite. After the meeting, ..................o.oo.l. goodbye and talk about the next contact.
When talking to one person, you .............c.ocooiel. to every word he says.
Acknowledge his jokes even if they ........................... , and look him firmly in the eye
and smile. It ...............o hurtful to glance over your companion’s shoulder to spy
who else is at the party. It is important that everybody ........................... in the
conversation. Do not dominate the conversation. If somebody ........................... what is
being said, you ............col. subject immediately. Personal questions are

embarrassing in different cultures. Sometimes cultural differences are an interesting topic
of conversation. Sometimes, they’re a barrier. There’s a lot to learn. Be tactful. If a guest
makes a mistake or is unsure what to do, ...............oooininll. attention to the situation.

........................... deal with the problem as quickly as possible without embarrassment.
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B Begin each sentence with the given phrases. Then, choose one guideline and write more explanation.

In the case of Joke-telling needs to be Making appreciative comments about
The use of first Interrupting is irritating to ~ Excessive gossiping can make
Sex is a common  Asking a woman her Discussion about ailments has

Money is a private Politics is an unpleasant Any compliment should be

Guidelines to be borne in mind in a conversation

T topic of conversation with new acquaintances.

e matter for many people.

B become acceptable, but it can be very boring.

A subject among close friends, but others are
more reticent.

5 T food is now almost encouraged.

B, o a negative impression.

e kept carefully in check.

P age remains forbidden.

O delicately given.

10 others who are following a conversation.

L names grows more widespread, but many
people find it offensive.

12 people of the same sex, juniors are

introduced to seniors.
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C Hpart from having to talk in English, what do you find difficult about socializing with foreign people?
Write a well-organized essay to answer the question.
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Communicative Activity

Work in groups of five. Create a theme and make your own conversation for the situation provided and
assigned roles. Try playing the different roles in this scenario.

Situation: Near the registration area of the International Customer Service seminar, the managing
director of John Robert Power is welcoming a new business partner. The other people are
networking. They make contact and build the relationship.

Student A

You work as a managing director for John Robert Power. You set a two-day seminar called
International Customer Service for one thousand people in Thailand. You have invited a new
European customer service manager to join this course. You have to welcome him. Introduce
yourself and another person. Make polite offers. Make small talk asking about travel,
accommodation, place and weather. Then, close the introduction. Make up any details that you
need.

Student B

You are a new European customer service manager of John Robert Power. You are at the
conference. The managing director is welcoming you. Introduce yourself to your new business
partner. Respond to introductions and polite offers. Get a share in the conversations. Make up any
details that you need.

Student C

You are an executive director of Aviance International. You meet the new European customer
service manager of John Robert Power near the registration area. Begin by asking your target at
least three questions. Introduce yourself. Talk about your jobs, responsibilities, products and
services. Make up any details that you need.

Student D

You are working as a call center support agent for Sharp Electronics. You meet the new European
customer service manager of John Robert Power and the executive director of Aviance
International near the registration area. Make contact and build the relationship. You have to be the
first to say hello and introduce yourself to others. Make an effort to remember people’s names. Be
able to tell others what you do in a few short sentences. Encourage others to talk more by showing
interest, and respond positively to what they say. Make up any details that you need.

Student E

You are working as a district sales manager for Good Health Products Ltd. You would like to
network with the three people talking at the registration area. You may need to interrupt
conversations to join the group, but try not to make your presence felt immediately. Introduce
yourself. Talk about your jobs, responsibilities, products and services. Make up any details that you

need.
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Chapter 5
Meetings

Unit 9 Agendas and minutes
Unit 10 Chairing and participating



Rgendas and minutes

Vocabulary Preview

A Match the words to the meanings.

...... direction a. a list of the subjects to be talked at a meeting

...... decision b. ask for or request politely or formally

...... agenda c. a person who takes part in a meeting

...... participant d. join with others in sharing ideas or giving help

...... invite e. the point or position which a thing is aimed

...... contribute f.  choice or judgment

...... include g. an official written record of what is said at the
meeting

...... minutes h. putin with something else

B Complete the sentences with the correct word from exercise A. You may change its form.

o > oD

The interviewer ................... the design managers to comment on the model.
Drawing up the ..................... is usually the responsibility of the secretary.
The chairman has to remind people of any ................... that must be reached.
All o should prepare any information that they need to talk about.
The ..o of the last meeting must be read out before the discussion.
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Reading
WhygarelnomeetingsgalaySESUc eSS i

The meeting never seems to

It's never clear at the end

follow a clear direction. exactly who is going to do what.

C. The same few people do all the talking, d. W ¢ K
e never seem to make any

and most of us say nothing. decisi
ecisions.

Meetings always go on much We never know what we're going to

longer than they need to. talk about, so we don’t have any time

to think about it before the meeting.

successiul meetltings

Everyone complains about having too many meetings! But in fact, if the meetings
are useful, people don’t mind. Here are a few tips for successful meetings:

1. Always send an agenda to all participants well in advance.

2. Set a time for the meeting, and keep to it. If you haven't finished discussing everything,
stop. That way you will learn to keep within your time limits in future.

3. Keep to the agenda. Don’t ‘wander off’ into other topics of discussion not on the
agenda.

4. For each point on the agenda, invite each person to speak in turn. If someone has
nothing to contribute on a particular point, he or she can say that.

5. For each point on the agenda, make sure that a decision is reached, and that everyone
knows what that decision is. Include all decisions in the minutes.

6. For each point on the agenda, state clearly if there is an action point, and check that
everyone knows who is going to carry out the action, and when. Include all action points

in the minutes.
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K Read the text again and match the pieces of advice 1-6 to the comments a-f.

Advice 1 .o AdVice 2 .o
Advice 3 ... Advice 4 ...
Advice 5 .o Advice 6 ..o

B Why are not meetings always successful? Discuss with your group. Make notes in the space below.
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Listening and Speaking
1. Drawing up the agenda

R Listen to the conversation and choose T for true or F for false.

1. ‘Apologies for Absence’ are explanations from people who can attend. T F
2. ‘Motion’ is a suggestion formally made at a meeting. T F
3. Participants can raise other issues not included in the agenda under ‘AOB’. T F

B Listen again and fill in the blanks.
Andrew: The agenda for today’s meeting seems clear! Have you made sure the

agenda includes items that may be required by the bylaws?

Lisa: Yes, | have. | invited participants to ..................... items or points for the
agenda before drawing it up. The first item is usually “..................... for
Absence’ which are explanations from people who cannot attend. The
second one is ‘Minutes of the Previous Meeting'. I'll read the minutes
showing whatwas ..................... at the last meeting. Then, it's ‘Matters
Arising’ that allows participants to go through the minutes of the previous
meeting. ..........cooeeennil. of old business, events, or situations are reported
in ‘Reports of Officers’ and ‘Reports of Committees’.

Delicha: Three points will be discussed in ‘New Business’. ‘Motion’ which is a
suggestion formally made at a meeting is also listed on the agenda.

Andrew: It will be followed with ‘Resolution’, a formal decision or statement made
by the vote of a group. By the way, did you remind everyone about the
..................... for today’s meeting?

Lisa: Yes, | did. We’re supposed to find reasons why European tourists do not
consider Khanom for their ..................... and brainstorm ideas for better
sales in Europe.

Andrew: Right! And it's excellent that you set 20 minutes for coffee break. The
meeting is scheduled for a whole day, so it is typical to take a break to
adjourn for lunch, and to ..................... after lunch.

Lisa: Sure! At the end of the meeting, the next-to-last point is often ‘AOB’ which
gives participants the opportunity to raise other issues not included in the
main agenda. The last item contains ‘Date of Next Meeting’. This is where

YOU v, when the group will meet again.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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2. Discussing about the agenda

R Listen to the conversation and circle the correct answer.
Rachel will report on the reasons why: Europeans members participants do not

consider arrange visit Khanom for their
discussion planning vacations.
It is important to invite participants to: circulate propose solve points for the

minutes agenda documentation.

B Listen again and fill in the blanks.
Lisa: Three points will be discussed in ‘New Business’. The first point is

‘Presentation on the High Season ..................... the Low Season in
Khanom’ by Charlotte Thornton, the resort manager. The second one is
‘Report on the reasons why Europeans do not visit Khanom during the
Low Season’ which Rachel Smedley, the marketing assistant director, will
explain why European tourists do not consider Khanom for their vacations.
The last one is ‘Discussion of the ..................... for European people’.
Andrew: That’s right! During the discussion, participants can make .....................

and proposals in order to solve problems. The meeting will be a

combination of ..................... and brainstorming session.

Lisa: Fine. Anyway, I'll serve llly coffee with trifle for coffee break. The meeting
will .o at 12.00 for lunch.

John: Great! Before the meeting take place, it is important to invite participants

to propose items or points for the agenda. When you finish drawing up the
agenda, please don’t forget to mail the agenda to the members or may be
given to them as they arrive at the meeting. When | open the meeting, it is
easy to run through the ..................... quickly. In addition, during the
meeting, please don’t forget to nominate someone to take the minutes,
and after the meeting this person will write up the minutes for circulation to
the other ..................... before the next meeting.

Delicha: When you arrange a meeting, you should consider when and where the
meeting is, how long it will last, who will attend, who will chair, what
documentation is required, who will prepare and circulate it, if participants
have special responsibilities, and if we have a room with ..................... .

Successful meetings require good planning.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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J. Preparing effective meeting minutes

K Listen to the conversation and tick (v') the tips for preparing effective meeting minutes.

O 1. Write minutes very carefully. O 5. Include complete papers read at the meeting.
O 2. Use the agenda for taking notes. [0 6. Create an outline after the meeting.

O 3. Write that the vote was angry. O 7. Write the minutes immediately after the meeting.
O 4. Review all the recorded minutes. [ 8. Avoid writing anything embarrassing anyone.

B Listen again and fill in the blanks.

Victoria: Do you have some tips and ideas that will help me get started with writing
and preparing ..................... meeting minutes, Delicha?

Delicha: | think it's important to write minutes very carefully because they need to
be an accurate ..................... of what took place and what decisions

were taken. They are also useful because people can easily forget what
was decided at a meeting if nothing is written down. In addition, in
preparing the ..................... , you may include complete versions of
statements and papers read at the meeting.

Raphael: In my opinion, it's essential to write the minutes immediately after the
meeting or the next day at latest. They should then be .....................
straight away in order to remind those who attended about action points. |
also think one of the most important things when writing minutes is to
avoid writing anything which could embarrass anyone. It's important

always to be positive. | never write, for example, that the discussion was

angry of ......cooeeeeiinnnn. . | prefer to say that it was lively or energetic.
Kristen: Before a meeting, the minute-taker should review the minutes from
previous meeting, all of the names of the ..................... if possible, and

the items on the agenda. At the very least, it's important to get a copy of
the meeting ..................... and use it as a guide or outline for taking
notes and preparing the minutes — with the order and numbering of items
on the minutes matching those of the agenda.

Raphael: It also helps to create an outline before going to the meeting. An outline
should include a title for the meeting, the location of the meeting, a blank
spot to write the time the meeting started and ended, the name of the
..................... , a list of attendees that can be checked off or a blank list

for attendees to sign, and a blank spot for any attendees who arrive late.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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4. Explaining the content in the minutes
R Listen to the conversation and choose the best answer.
1. What should the first paragraph of the minutes not contain?
a. approximate number of attendees b. the name of the chairperson and secretary

c. the name of the organization d. the date, time and place of the next meeting

2. What should the body of the minutes include?
a. the exact wording of motions b. the name of the presiding officer
c. establishment of a quorum d. the minutes of the previous meeting
3. What should the last paragraph of the minutes contain?
a. the record of each person’s vote b. the opinion or interpretation of the secretary

c. the time of adjournment d. tellers’ reports and discussion

B Listen again and fill in the blanks.

Darin: Excuse me. Could you tell me how to write ..................... minutes? |
have to takeonanew ..................... as minutes-taker.
Thomas: When you’re assigned to take the minutes at a meeting, be sure to ask the

chair what his expectations are of your role during the meeting, as well as
the type of detail he ..................... in the minutes.

Delicha: For content, the first paragraph includes kind of meeting: regular or
special; the name of the organization; the date, time and place of the
meeting; the name of the ..................... officer and secretary;
approximate number of members present; establishment of a quorum; and
..................... of the action taken on the minutes of the previous meeting.

Joey: The body should include, with each motion being a separate paragraph,
the exact wording of motions, whether passed or failed, and the way they
were disposed of, along with the name of the maker. If the vote was
counted, the count should be recorded. Tellers’ reports, if there are any,
are included. In roll call votes, the record of each person’s vote is
included. Last ..................... includes the time of adjournment.

Delicha: Importantly, you must not include the opinion or ..................... of the
secretary, judgmental phrases like ‘heated debate’ or ‘valuable comment’,
and ... . Minutes are a record of what was done at the

meeting, not what was said at the meeting.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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Writing

R Write the agenda for the meeting in Conversation 2 on page 241.

50@

European Marketing and Sales Teams Meeting
Central Office Boardroom in Rome

December 5, 2013 09.00-16.30

Chairperson: Andrew Regalado

Secretary: Lisa Guzman

Members: John Brendon, Fred Melanie, Justin Witzansky, Olivia McDermott, Margaret
Anderson, Carolina Jordan, Amanda Morton, Natalie Marconi, Kenneth Jacob, Thomas
Raines, Susan Jira, Robert Jason, Delicha Ninlamat, Rachel Smedley, Charlotte
Thornton, Edward Barton, Alex Hudson, Jeremy Basuki, Darin Cedino, Katarina Wagner,

Julie Matinelli, Hanna Paris, and Pandora Smiley

—_

09.00
09.10
09.20
09.30
10.30
10.50
11.20
12.00
13.00
. 14.30
. 14.50
. 15.20
. 15.40
. 16.00
. 16.30
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B Complete the minutes for the meeting in Conversations 1-2 on pages 192-193. Write only one word in
each blank. Please use your dictionary to assist you.

Minutes of the Meeting of the Board of Directors
held on Wednesday, July 3, 2013 at 09.00 am

in the Company Boardroom

Agenda

1. Apologies for absence
Minutes of the meeting held on June 5, 2013
Matters arising from last meeting
Report on the tourists’ ongoing requirements
Presentation on SV Green Card project
Discussion of the project for the Low Season
Motion

Resolution

© ©® N o a0 M~ 0D

Any other business

10. Date of next meeting

Present

Belinda Montree (Chairperson) Andrew Regalado John Brendon
Susan Jira Justin Witzansky Fred Melanie
Olivia McDermott Kenneth Jacob Carolina Jordan
Thomas Raines Amanda Morton Robert Jason
George Columbus Natalie Marconi Margaret Anderson
Stefan Norman Jasmine Watthana Delicha Ninlamat

Apologies for absence

Apology for .................... was received from Monique Rosenberg.

Minutes

The minutes of the June 5, 2013 meeting were read by the secretary and approved.
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Report on the tourists’ ongoing requirements

Fred Melanie, the marketing director, reported that the .................... teams had done
some research about the tourists’ ongoing requirements and the market place in order to
expand the existing client base and keep up-to-date with current .................... . The
results showed that most tourists have been satisfied with Suchada Villa as we tailor our
services and .................... to their needs and we offer a range of activities to their
desires. They said that Suchada Villa is a spectacular place where .................... come
true, and where the little things mean everything. They also emphasized that Suchada
Vilaisa .........cooennnn. that flirts with their senses. However, Katarina Wagner suggested
that we should provide more .................... activities in order to exist the client base and
keep up-to-date with current competition. Besides, we should consider Europe as the
market place to expand the existing client base as Europeans always visit Thailand during
their .................... months. Nevertheless, Khanom is not their choice. That's why only 5
% of our guests are Europeans. We should find a new way to persuade more European
.................... to consider scheduling their Khanom vacation and choose Suchada Villa

as their destination.

Presentation on SV Green Card project

Jasmine Watthana, the sales assistant director, suggested an ‘SV Green Card’ as a sales
promotion strategy in order to establish and maintain .................... and keep up-to-date
with current .................... . She said that the guests will get an ‘SV Green Card’ after
they have booked ten rooms. Then, they will enjoy the benefits of ‘SV Green Card’ as
they can get 10% .................... and get free one drink for other bookings. Moreover, as
our ‘family’, every time they show the card, they can join free an .................... climbing
up to Khao Wang Tong Cave, or an attractive trip walking through the mangrove trail in
Bang Noord. And after five years of membership, they will get 20% discount for every

booking.

Discussion of the project for the Low Season

The Chairman .................... that for the last two years, Suchada Villa has had a small
number of tourists during our Low Season which lasts 4 months. Sales fell ....................
during June to September. All members brainstormed to find new ideas for dealing with

this problem.
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Motion

Delicha Ninlamat, the marketing specialist, proposed a .................... , seconded by Justin
Witzansky, the sales director, and Carolina Jordan, the commercial director, that we
should provide a .................... activity during the Low Season. She recommended the
BOGOF project as a strategy to .................... tourists to visit us more because most
.................... will enjoy ‘Buy One Get One Free’. For example, they can book one suite
for one night and get free one more night, one wedding party or one meeting of at least
200 guests in the conference .................... and get free one set of barbecued seafood
with draught beer, one ftrip for pink dolphins watching and get free kayaking. She
concluded that the BOGOF project will work better if itis .................... with an SV Green
Card.

Resolution

All members have adopted a resolution to arrange the BOGOF project and provide an SV
Green Card for .................... guests. Delicha Ninlamat, the marketing specialist, is
delegated to be the project manager of the BOGOF project. Jasmine Watthana, the sales

assistant director, is delegated to be the project manager of the SV Green Card

Date of next meeting
It was agreed that the next meeting will be held on August 7, 2013 at 09.00 am in the

.................... boardroom.

There being no business, the meeting .................... at 15.50.

Respectfully submitted,
Sandra Stephen
Sandra Stephen, Recording Secretary

Approved,
DBelinda Montree

Belinda Montree, Chairperson
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C Complete the minutes for the meeting in Conversation 2 on page 247. Write only one word in each
blank. Please use internet to look for possible answers.

Minutes of the Meeting of the European Marketing and Sales Teams
held on Thursday, December 5, 2013 at 09.00 am

in the Central Office Boardroom, Rome

Present

Andrew Regalado (Chairperson) John Brendon Fred Melanie
Justin Witzansky Olivia McDermott Margaret Anderson
Carolina Jordan Amanda Morton Natalie Marconi
Kenneth Jacob Thomas Raines Susan Jira

Robert Jason Delicha Ninlamat Rachel Smedley
Charlotte Thornton Edward Barton Alex Hudson
Jeremy Basuki Darin Cedino Katarina Wagner
Julie Matinelli Hanna Paris Pandora Smiley

Apologies for absence

Apologies for absence were .................... from Paul Ferris and Carlo King.
Minutes
The ..o, of the meeting of November 7, 2013 were read by Lisa Guzman and

approved. The following amendment was made in the minutes of October 3, 2013. The
sentence which refers to providing the ‘BOGOF’ project and the ‘SV Green Card’ project
during the Low Season should be .................... to read “Although we provide the
‘BOGOF’ project together with the ‘SV Green Card’ project during the Low Season, we
cannot seduce the European tourists to consider .................... their Khanom vacation.

They are not interested in our promotions.”

Presentation on the High Season versus the Low Season in Khanom
Charlotte Thornton, the resort .................... , presented the High Season versus the Low

Season in Khanom. She said that in general Thailand has three seasons: wet season
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from June to October, cool season from November to February, and hot season from
March to May. Temperatures are generally warm, but it can get cold in the north,
.................... at night, and very hot in April and May. The .................... High Season in
Thailand is from November to May with the Peak Season in December and January due
to Christmas and New Year. The Low Season is from June to October. The High Season
is the time .................... the best time for Westerners to visit Thailand. It is sunny every
day, but not too hot and less humid than the Low Season. Hence, it is also the most
crowded and expensive time to visit. In the High Season, most Westerners visit Thailand
and all the hotels and resorts raise their prices with up to 100% .................... to the Low
Season. For the Low Season, it is also called the rainy season because at this time of
year the monsoon hits the .................... with hot and humid winds and rain from the
South West coming from across the Indian Ocean. This means the nature is green, green
and green, and the flora is just awesome at this time of year with .................... of colors.
The High and Low Season in Khanom is different from other parts of Thailand even
though it is officially the same time as .................... . In Khanom we have in average
more sunny days and less rainy days than in Phuket because we face the Gulf of
Thailand and the mainland to the west protects us against the monsoon. In
.................... , the High Season in Phuket lasts only 4 months from November to
February, the rest of the time from March to October is the Low Season as the weather is
mostly .................l. and rainy. In Khanom, the High Season lasts some 8 months from

October to May, and our Low Season lastsonly 4 ................... from June to September.

Report on the reasons why Europeans do not visit Khanom during the Low Season

Rachel Smedley, the marketing assistant director, .................... the reasons why
Europeans do not visit Khanom during the Low Season. She said that many guidebooks
and travel agents always tell .................... that the weather is always bad this time of
year and many people believe it. Moreover, the travel agencies overseas do not often
offer charter vacation to Thailand in the Low Season, at least not to Khanom. That's why

they try to convince tourists that the .................... is terrible during the Low Season.

Discussion of the project for European people
Since Europe has been considered the market place to expand the .................... client

base, and we have still had only a small number of European tourists, the Chairperson
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encouraged the ideas for better sales approaches to persuade Europeans to consider

scheduling their Khanom vacation and make our hotels and ................ their best choice.
Motion
Delicha Ninlamat, the European marketing manager, made the .................... , seconded

by Edward Barton, the European sales manager, and Katarina Wagner, a marketing
coordinatoor, to manage the project for European people. Delicha Ninlamat said that she
would turn the Low Season to be the chance for European people to save 50% on their

Khanom .................... .

Resolution
A resolution authorizing the European marketing team to manage the project for European

people was .................... adopted by all members.

Any other business

Edward Barton informed all participants that he provided two vans for sightseeing at
04.00-05.30 pm, and invited all members to .................... at the Hotel Roma Via del
Vantaggin at 06.00 pm.

Date of the next meeting
It was agreed that the next meeting will be held on January 2, 2014 at 09.00 am in the

central office .................... in Rome.

The meeting adjourned at 04.30 pm.

Respectfully submitted,

Lisa Guzman, Recording Secretary

Approved,

pibore Dogaticdt

Andrew Regalado, Chairperson
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Chairing and participating

Vocabulary Preview

K Match the words to the meanings.

1. ... achieve a. happening naturally; without being planned

2. ... productive b. finish successfully; get the result of action

K spontaneous c. think very quickly to find answers to problems
4. ... brainstorm d. limit most of one’s study to a particular subject
5 ... skepticism e. resulting in goods or wealth

6. ...... specialize f. someone who works in the same office

7. ... announce g. doubting

8. ... colleague h. state in a loud voice

B Complete the sentences with the correct word from exercise A. You may change its form.
1. Office work is necessary, but most of it is not directly ..................... .

2. After she qualified as a negotiator, she decided to ..................... in contract
negotiations.

3. The chairperson asked usto .................. ways that we could use the material.

4. Katarinais my best ..................... ; we have worked for Suchada Villa.

5. He willnever ..................... his objectives if he doesn’t work harder.
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Reading

Too many meetings are a waste of time!

WHAT do corporate leaders do all day? Much of their time is spent in meetings. No wonder:
the rules of team-working are established in meetings, which in turn are the basic building blocks of
corporate existence. However, meetings might not always be the best use of the team’s time.

Meetings, like teams, do not necessarily achieve what they set out to do. One recent study in
America by consultants Synectics found that senior and middle managers spent more than three-
quarters of their time in meetings. On average, only 12 percent of managers thought their meetings
were productive. In high-performing companies, that figure rose to 25 percent. In the lower
performers, it dropped to 2 percent.

“Despite IT, we all go to more and more of them,” reflects Jonathan Day of McKinsey. But
there must be a way to make them work. They can’t all be a waste of time. Perhaps team leaders
should do everything they can to make sure they organize them properly. Indeed, running meetings
well is clearly an art, and a growing number of companies (including Synectics, which modestly claims
to run the best meeting in the world) are offering help. Lots of meetings, of course, happen in the
corridor or around the coffee machine and those are probably the most efficient sort, because they
tend to be spontaneous, small and quick. Bigger ones are usually more problematic, and team
members have to put up with meetings where too little thought goes into the agenda, the location, the
people asked to attend and the outcome, say those who try to improve them. That allows unimportant
ideas or tedious individuals to hog the floor, with the result that a lot of team members find it hard to
look forward to the next meeting.

Meetings tend to be held either to share information or to solve problems. For the first sort,
Roger Neill of Synectics advocates asking all the participants to say at the end what they think they
have heard, and correcting their accounts if they are wrong. With problem-solving, the aim ought not to
be just brainstorming and coming up with ideas but also paying proper attention to putting solutions
into practice. He also thinks it is wise to ask people what they liked about the things they heard;
criticism usually comes unasked. Pessimism, skepticism and challenge all cause trouble.

What makes meetings especially important to companies, though, is that this is where teams
are molded. That is why companies must learn how to run them. David Bradford, a professor at
Stanford Business School, who specializes in studying teams, argues that meetings often waste huge
amounts of time: in one business, the executive team spent three meetings designing business cards.
Of course, one person should have done this before the team started working together. The way to get
a good decision is to frame the question carefully. If you want to invest in China, do not announce that
you are planning to do this, or ask the meeting whether you should. Instead, enlist your colleagues’

help by saying: “We want to be in the Chinese market: how do we get there?”
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K Write a sentence to answer each following question.

1.

What do corporate leaders do all day?

How much time do most senior and middle managers in America spend in
meetings?

B Do you agree or disagree with the following sentences? Discuss in groups. Make notes in the space

below.

1.

o &~ 0N

The rules of team-working are established in meetings.

Meetings, like teams, do not necessarily achieve what they set out to do.
Running meetings well is clearly an art.

Meetings tend to be held either to share information or to solve problems.

Meetings often waste huge amounts of time.
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Listening and Speaking

1. Opening a meeting
R Listen to the conversation and choose T for true or F for false.
1. The objective of the meeting is to brainstorm ideas for European people. T

2. The first item to be discussed is about The Secret of Low Season project. T
3. The meeting is scheduled to finish at 16.00.

B Listen again and fill in the blanks.

Fred: | think we’re all here. That was pretty quick, thanks. OK. Let’s get down to
business. I'd like to start by welcoming everybody to today’s meeting. I'm
afraid that Rachel Smedley, Charles Bernard, and Antonio Smiths cannot
be with us today because they have been to the Tourism and Travel
Roadshow in Chicago for three days. Our ..................... today is to
..................... ideas for the project for European people during the Low
Season. That is our target this afternoon. Have you all seen a copy of the
agenda? Can we start with the advantages of our Low Season, The Secret
of Low Season project, then go on to the advertising ..................... for
this project, and finish with the article in the new magazine? Laura Kilroy
will be taking the minutes. | suggest we go around the table and hear
other ideas from each person. We'll try to keep to 10 minutes for the
discussion of each idea. That way the meeting won't run too long. I'd like
to finish by four o’clock. Firstly, I'd like to give you a little more
..................... . As mentioned, I'd just like to turn our Low Season to be
the great chance for European tourists to save 50% on their Khanom
vacation. Would anyone like to comment on this ..................... ?

Delicha, would you like to start with the first point?

Delicha: o, agree with you. | can see how it can really help sales.

Marty: Then, we have to emphasize the advantages of our Low Season in order
(o T, the tourists’ attentions and draw their interests.

Fred: Marty is right. So, let's start with the advantages of our Low Season.

Sheila: Low Season in Khanom has far less rain and far more sunny days than in
Phuket even though itis ..................... the same time.

Delicha: Yes, same time, but not the same conditions!

C Practice the conversation with your partners, first with the script, then without. Change roles.
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2. Having comments and feedback

R Listen to the conversation and circle the correct answer.
In Khanom, we have no flooding: problems seasons  holidays because of

green nature less rain  many hotels and resorts.

You can save 50% on your Khanom: in December February July and August.

International airlines give up to 40%: discount agency price on their tickets to Thailand
for holidays  everyday during the Low Season.

B Listen again and fill in the blanks.

Vanessa: Actually, sometimes it's hard to say whether it is High or Low Season.
They look very much ..................... in Khanom.
Delicha: Can | come in here? Also, in Khanom, we have no flooding problems like

they have in both Phuket and Koh Samui. This is because of less rain.

Maribel: A secret is that all hotels and ..................... in Khanom including
Suchada Villa don’t know that Low Season in Khanom is actually more
interesting, beautiful and ..................... than the High Season. So, in the
Low Season we discount tourists 50% on all rooms!

Vanessa: Then, the name of the project would be ‘The Secret of Low Season’. So,
why pay up to 100% more for your Thailand vacation in ..................... or
February when you can save 50% on your Khanom vacation in say July
and August when the nature is green, and the flora is just awesome.

Fred: Great! We'll provide The Secret of Low Season project for European
tourists. We're goingto ..................... them to consider scheduling their
Khanom vacation and go for the Low Season, where most Europeans
have their industry holidays anyway.

Delicha: Could | just say one thing? I'm really glad you brought that up. Thai

Airways and other international airlines also don’t know this little secret, so

they also give them up t0 40% ..................... on their tickets to Thailand!
Maribel: Could | just comment on that? Well, | know that the travel agencies
overseas often do not offer ..................... vacation to Khanom in the Low

Season. That’s why they try to convince you that the weather is bad.

Delicha: | haven't ..................... what | was saying.
Fred: Just a moment, Maribel. I'll come back to you when Delicha’s finished.
Delicha: May | just finish? I'll tell Europeans to forget these agencies anyway.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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J. Making suggestions and recommendations

K Listen to the conversation and tick (v') the correct information of Martha Cranz.

O 1. Sheis a German woman. O 5. She travelled around South East Asia.
O 2. Sheis a guidebook owner. [ 6. She has stayed at Suchada Villa since 2008.
O 3. She retired in Germany. O 7. She writes articles for Khanom Beach Magazine.
O 4. She prefers Phuket. O 8. She will live in Khanom for the rest of her life.

B Listen again and fill in the blanks.
Delicha: You can save a lot of money arranging this yourselfl No need to pay their

fees! Simply book a room on one of Suchada Villa’s nice hotels or resorts
with 50% discount and then book a ..................... ticket from say Thai
Airways with direct flights to Bangkok from any large airport

..................... and save another 40%.

Fred: Doweall ..................... on that, then? Is that clear?
Carolina: It's a more effective sales ..................... for European people.
Fred: Alright. Does anyone have any further questions at this point? ... That

brings us to the next point on the agenda, the advertising strategy for this
project. What are your ..................... about it, Oscar?

Oscar: | think we should publicize this project in Khanom Beach Magazine as well
for it has a lot of European readers.

Fred: That's a great idea! | agree with you entirely. | think we’ve spent enough
time on this topic. We only have 25 minutes remaining and there’re two
items left to cover. Shall we turn to the ..................... in the new
magazine? Can we hear what Carolina has to say?

Carolina: | think we should make an interview of Martha Cranz, a German woman
who would decide to live in Khanom for the rest of her life, for the article to
be published inthe new ..................... which we are sponsoring. Before
Martha decided to stay in Khanom, she went around South East Asia to
look for a place to live when she retired. Martha came to Khanom in 2008
to spend her holidays at our resort, and she has been living at Suchada
Villa now for 4 years after she retired in Germany. She finds life very easy
in Khanom because the people of Khanom are much more friendly and
helpful than in many other popular ..................... of Thailand.

Oscar: Good point! She always says that Khanom is an attractive quiet place.
C Practice the conversation with your partners, first with the script, then without. Change roles.



263

4, Closing a meeting

R Listen to the conversation and choose the best answer.
1. What time is the meeting scheduled to finish?

a. at 16.00 o’clock b. at 5 pm

c. at 13.00 o’clock d. at 3 pm
2. Which question is suitable for making an interview of Martha Cranz?

a. What do you like about Khanom? b. Why did you choose to live in Koh Samui?

c. How does she like Western food? d. What was the hardest thing to visit Khanom?
3. What should the chairperson not say when closing a meeting?

a. | declare this meeting adjourned. b. That covers everything | wanted to accomplish.

c. It was a very aggressive meeting. d. We can finish there.

B Listen again and fill in the blanks.
Louise: May | have a word? Martha told me that it is hard to find places like Khanom

in Thailand, where you have beautiful beaches, clean water, no sand flies, no
jelly fish,and no ..................... roads and beaches.

Fred: The meeting is scheduled to finish at 4 pm. We're ..................... of time, so
can | ask you to be brief?

Jasmine: Can | make a suggestion? | think we should think of the questions and the

answers for the interview that can help support The Secret of Low Season

project. Here are the lists of some ...................... Why did you choose to live
in Khanom, and not one of the more popular ..................... ? What was the
hardest thing you had to adjust to when livingas an ..................... in

Khanom? What do you like specially about Khanom? What would you change
about Khanom if you had the ..................... ?

Delicha: In addition, we should ask her how she likes Thai food in Khanom compared
to other destinations she has visited in Thailand, how she sees the future of

Khanom, how Khanom looks like in say 10 years’ time from now, and why

more and more foreigners ..................... down in Khanom.
Louise: One more question: Will Khanom be able to compete with Koh Samui? ...
Fred: | don’t think there is any more to be said. That covers everything | wanted
tO o at this meeting. Thank you for coming and for your

contributions. | thought this was a very productive meeting. OK. We can

finish there. | declare this meeting adjourned.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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Writing

K Write the minutes for the meeting in Conversations 1-4 on pages 260-263. Make up any details that you
need. Please use your dictionary to assist you.

Minutes of the Meeting of the Marketing Department
held on Monday, December 9, 2013 at 01.00 pm

in the Company Boardroom

Agenda

1. Apologies for absence
Minutes of the meeting held on November 7, 2013
Matters arising from last meeting
Discussion of the advantages of the Low Season in Khanom
Presentation on The Secret of Low Season project
Presentation on the advertising strategy for the project
Discussion of the article to be published in the new guidebook

Motion

© ® N o g M~ 0D

Resolution
10. Any other business

11. Date of next meeting

Present

Fred Melanie (Chairperson) Carolina Jordan Jasmine Watthana
Maribel Acevedo Victoria Dominic Sakuntala Jackson
Primrose Walkley Oscar Silesia Sheila Procter
Vanessa Manhattan Charlotte Thornton Bertha Chesterfield
Miranda Dupont Delicha Ninlamat Marty Carpenter
Louise Evans Jeremy Basuki Darin Cedino
Pandora Smiley Julie Matinelli Kimberly Hitching

Apologies for absence
Apologies for absence were received from Rachel Smedley, Charles Bernard, and Antonio

Smiths.
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Minutes

The minutes of the November 7, 2013 meeting were read by the secretary and approved.

Discussion of the advantages of the Low Season in Khanom

Discussion of the article to be published in the new guidebook
As Suchada Villa is sponsoring a new guidebook, Tourism & Business Guide of Nakhon
Si Thammarat, and the publisher gives us one column to provide an article, the

Chairperson encouraged the ideas for the article to be published in the first edition.

Motion

Carolina Jordan, the commercial director, proposed a motion, seconded by Oscar Silesia,
the public relations assistant director, and Louise Evans, the marketing coordinator, that
we should make an interview of Martha Cranz, a German woman who would decide to
live in Khanom for the rest of her life, to be published in our column. Before Martha Cranz
decided to stay in Khanom, she went around South East Asia to look for a place to live
when she retired. Martha Cranz came to Khanom in 2008 to spend her holidays at our
resort, and she has been living at Suchada Villa now for 4 years after she retired in
Germany. She has a plan to own a small home in Khanom. She finds life very easy in
Khanom because the people of Khanom are much more friendly and helpful than in many
other parts of Thailand especially in the popular destinations. She always says that

Khanom is an attractive quiet place, and it is hard to find places like Khanom in Thailand.
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Jasmine Watthana, the sales assistant director, proposed a motion, seconded by Delicha
Ninlamat, the European marketing manager, and Bertha Chesterfield, the spa and
wellness manager, that we should think of the questions and the answers for the interview

that can help support The Secret of Low Season project. They listed some questions:

Will Khanom be able to compete with major tourist destinations like Koh Samui and
Phuket? Why do more and more foreigners settle down in Khanom? Are there any
attractions that you can recommend visitors to Khanom? How do you like the Thai food in
Khanom compared to other destinations you’ve visited in Thailand? Do you consider living

in Khanom till the end of your days?

Resolution

All members have adopted a resolution to make an interview of Martha Cranz, a German
woman, for the article to be published in the new guidebook which Suchada Villa is
sponsoring. Primrose Walkley, the commercial assistant director, is delegated to interview

Martha Cranz using the listed questions, and write the article for the first edition.

Any other business
Vanessa Manhattan, the MICE sales manager, suggested that the title for this article

would be ‘From Germany to Suchada Villa’. It was unanimously adopted by all members.

Date of the next meeting

The meeting adjourned at 04.30 pm.

Respectfully submitted,

Lrra Tty

Laura Kilroy, Recording Secretary

Approved,
Fred PMelonie

Fred Melanie, Chairperson
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B Why do business people have meetings? Write a well-organized essay to discuss this question. Use the
given phrases in your essay.

dealing with information resolving problems

making decisions encouraging ideas
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C Complete what you should do and not do when chairing and participating a meeting. Write only one
word in each blank. Please write down as many options as you can.

Do

Don’t

‘/plan the ..o thoroughly.
‘/begin o) objectives.
‘/encourage ........................ from all the participants.

‘/Iisten: clarify, summarize and focus the ........................ .
‘/impose control on ........ccooeiiieinnnnn. personalities.
v respect time: maintain pace but slow down for ........................ .

‘/guarantee a result: identity the issues and find ........................ .

\/summarize ........................ at the end.

‘/implement any action planand ........................ the next meeting.

forget the environment: you may need name cards, .................... , refreshments.
dominate and ........................ people with your authority.

allow over-elaboration or ........................ .
postpone ............ooeieinll. too quickly to another meeting.

close ameeting .................ooel. reviewing decisions.

Participating

Do

Don’t

\/read the agenda before and bring ........................ documentation.
‘/speak with sufficient ........................ and clarity for everyone to hear you.
\/respect and ... other speakers: develop their ideas.

‘/be flexible and ........................ to improvise.

‘/Iisten and check to make sure thatyou ........................ .

Y o to a consensus.

leave meetings to make ........................ phone calls.
interrupt too much or ........................ too strongly.
react personally to ........................ of opinion.

pretend to understand, and leave a meeting without clearly ............ the decision.
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Chapter 6
Sightseeing

Unit 11 City tours
Unit 12 Car rental
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City tours

Vocabulary Preview

A Match the words to the meanings.

1. ... chauffeur a. a small booklet describing a place or thing

2. ... concierge b. a specific course or path

3. . route c. a famous building or structure

4. ... prearranged d. drive someone in a vehicle

5 ... landmark e. expressing the same meaning in a different
language

6. ... souvenir f.  planned in advance

7. ... brochure g. a person who looks after the entrance to a hotel

8. ... translation h. an object kept as a reminder of a trip

B Complete the sentences with the correct word from exercise A. You may change its form.

1. He bought a little model of the Eiffel Toweras a ..................... of his holiday in
Paris.

2. The .o of this booklet from Chinese to English was accurate.

3. We liked the city tour ..................... in Rome. We saw many monuments.

4. The .cooeeiiiiiiiins at your hotel can give you information about a city tour.

5. | have the driver .................. me to work as it will allow me to be stress-free.
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Reading

Booking a city tour is a great way to save time and avoid stress. The tour will take you to,
and teach you about, popular attractions. Additionally, it will allow you to be stress-free

because someone chauffeurs you.

The concierge at your hotel can give you specific information about a city tour. You
should ask about the cost, the route, the starting time, the point of departure, and the

length. You should also ask about transportation and reservations.

Double-decker buses are commonly used for city tours. These offer passengers good
views of the city. The bus driver may be your tour guide, or there may be a separate
guide on the bus. The guide will explain what there is to know about each attraction. Keep
in mind that you won'’t stop at every attraction that the guide discusses because there isn’'t
enough time. Each city tour has a prearranged route. You will likely see cultural
attractions such as museums and art galleries, places of entertainment like parks or

exhibits, and other famous areas or landmarks.

On the tour, lunch may be included. On many tours, you will be dropped off near a
restaurant and given some free time to eat, shop, and do sightseeing on your own. Most

tours will also make stops at local markets for you to buy local handicrafts and souvenirs.

Depending on the size of the city, there may be more than one company giving tours.
Choose the tour that has a brochure you like. Also, make sure that your guide speaks
your language or that there is a translation service. If you can’t understand your guide,

you will have a bad day.
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R Write T for True or F for false.

1.
2.

4
5
6.
7
8
9

10.
11.
12.
13.
14.
15.

Booking a city tour is a great way to save money and avoid stress.
Booking a city tour will allow you to be stress-free because someone chauffeurs
you.
The concierge at your hotel can give you specific information about transportation
and reservations.
The brochure is an important piece of information.
City tour companies usually use double-decker buses.
Double-decker buses offer passengers good views of the city.
The bus driver cannot be your tour guide.
You can stop at every attraction that the guide discusses.
The tour route is planned after the tour begins.
You will see places of entertainment like museums and art galleries.
On many tours, lunch may be included.
You can buy local handicrafts and souvenirs at local markets.
On many tours, your guide speaks your language or there is a translation service.
If your guide doesn’t speak your language, you cannot take the tour.

If you understand your guide, you will have a happy day.

B Booking a city tour is the hest way to see the city. Do you agree or disagree with this statement?
Discuss with your partner. Make notes in the space below.
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Listening and Speaking

1. Booking a city tour

R Listen to the conversation and choose T for true or F for false.
1. The city tour leaves at 08.00 o’clock and will take about 8 hours.

2. The tour will make stops at the shops for the guests to buy local souvenirs. T

3. The tour costs $35 for the hotel guests, and $25 for the general public.

B Listen again and fill in the blanks.

Delicha: Does this hotel have a city tour for guests?

Clive: Yes, it does.

Delicha: When does it start, and how long does it take?

Clive: It leaves at 08.00 o’clock and will take about 8 hours. It's a one-day tour.
Delicha: Sounds great! What is the tour route?

Clive: Here is our brochure. You will see ..................... attractions such as

museums and art galleries, places of entertainment like parks or exhibits,

and other ..................... areas or landmarks.
Delicha: Wow! The tour stops at all of the places | want to see.
Clive: Martin Webber will be your tour guide. The guide will explain what there is

to know about each attraction. However, you won’t stop at every
..................... that the guide discusses because there isn’t enough time.
Delicha: | see. Will the tour make stops at the shops for me to buy .....................
handicrafts and souvenirs?
Clive: Sure! You will be dropped off at local markets near a restaurant to go

shopping and do sightseeing on your own.

Delicha: That’s perfect! How much is it?

Clive: It's $25 for the hotel guests, and $35 for the general ..................... :

Delicha: Does it include lunch?

Clive: Certainly! Lunch is included. The bus will drop you for an hour at a
great ...l restaurant that specializes in international food.

Delicha: Great! Now, I'd liketo ..................... two seats on the city bus tour on

Friday, December 6. They’re for my friend, Natalie Marconi, and me.
Clive: . May | have your name, please?
Delicha: My name’s Delicha Ninlamat. N-I-N-L-A-M-A-T.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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2. Describing tourist attractions

R Listen to the conversation and circle the correct answer.
Rome is one of the most popular:  priced shops visitors tourist spots.

Rome now has over three million:  inhabitants museums monuments.

If you want a taste of the more: interesting expensive  beautiful high fashion

tasters budgets items, go shopping at

the Vatican St Peter’s Via Veneto.

B Listen again and fill in the blanks.

Clive:

Delicha:

Clive:

Delicha:

Clive:

Delicha:

Clive:

Martin:

Delicha:

Martin:

Would you like ..................... seats or a window seats?

Two window seats, please.

Here're your tickets. They're $50.

Can | pay by credit card?

Certainly. Please sign here. ... Thank you. Enjoy!

By the way, where can | get on the bus?

The bus will pick you up here atthe ..................... lot of our hotel. ...
Welcome to Rome. | will be your tour guide today. My name is Martin
Webber. Rome, founded over 2,700 years ago, is today one of the most
popular tourist ..................... in the world, and for many people one of
the most interesting. From a population of 200,000 a century ago, Rome
now has over three million ..................... .

I’'m very excited about the tour. | heard that Rome is full of museums
containing ..................... works of art, beautiful monuments,
..................... , churches, and great places to eat.

Right! For the visitors there is something to see and do for all tasters and
all budgets. There are of course many ..................... priced shops and
restaurants, but if you want a taste of the more expensive high fashion
items, stroll up to the Via Veneto or along the Via del Corso. First we will
take you to the Vatican, the smallest state in Europe. The Vatican is right
in the center of Rome. It contains the biggest ..................... in the world,
St Peter’s. Here too you will find one of the largest museums in Rome and
one of the most crowded, the Vatican Museum. It is very large, so you will
give yourself a day to get round it if you can. However, today we’ll stop

there about 2 hours. Well, here we are!

C Practice the conversation with your partners, first with the script, then without. Change roles.
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3. Giving advice for going sightseeing
K Listen to the conversation and tick (v') the advice for visiting museums.

O
|
O
O

1.
2.
3.
4.

Don'’t allow photography.
Ask before taking a picture.
Avoid disappointment.

Go early and reserve tickets.

O 5. Hire a car to travel on your own.
O 6. Give yourself time to explore.

O 7. Don't take the car.
O 8

. Wear shoulder bags under your coat.

B Listen again and fill in the blanks.

Martin:

Natalie:

Delicha:

Martin:

Delicha:

Martin:

Natalie:

Martin:

Delicha:

Martin:

Natalie:

Martin:

Delicha:

Please remember that museums and arts galleries often don’t allow
..................... . You should ask before taking a picture.

| see. Most museums are large. Give yourself time to ..................... .
Right! | will hire a car to travel on my own tomorrow after the meeting. |
will give myself time to explore the Vatican Museum. | like museums.

You should avoid lines and crowds by going early and reserving tickets.
Don'’t forget to plan ahead, and reserve all of your ..................... choices
to avoid disappointment.

No, | don’t. Thank you.

You should avoid flaunting wealth and expensive jewelry. In addition, you
should use zipped handbags which are harder to open than those with a
simple catch, and wear shoulder bags under your coat. By the way, next,
we will go to the Spanish Steps. It's a very popular tourist spot, popular
with ... and locals alike. Come on! You'll love it!

That’s crazy! ... Excuse me, is there a beach in Rome?

Yes, there is. There is a beach, though it's about half an hour by car from
the ... of the city.

We could go there tomorrow before we head off to the airport at 05.00 for
flight home. Then, what is the other landmark we will be seeing?

Another sight worth visiting is the ..................... Pantheon. It is older
even than the Coliseum. ... Do you have any questions?

That’s perfect! It sounds like avery ..................... tour.

Getting around even in summer, the busiest season, is not generally a
problem, as long as you don’t take the car. There are plenty of buses and
= L too. ... | hope you enjoyed our one-day city tour.

Wonderful! It's a good short break in Rome. | really love it! Thank you.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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4, Arranging some sightseeing

R Listen to the conversation and choose the best answer.
1. What should you not do when planning and executing an effective business conference?

a. Find hotels and catering. b. Prepare the agenda and minutes.

c. Plan the schedule for all day meeting. d. Arrange some sightseeing for attendees.

2. What should you do if you have to attend a business meeting?

a. Let yourself go sightseeing. b. Plan the schedule for shopping.

c. Plan a budget and invite people. d. Give attendees some sightseeing.

3. Which one is not a good tip for tourists in big cities?

a. Keep your money in a money-belt. b. Put your money in your back trouser pockets.
c. Walk on busy roads after dark. d. Don'’t fight back when you get mugged.

B Listen again and fill in the blanks.

Delicha: Planning and executing an effective business conference or meeting is a
lot of work. Apart from finding hotels and catering, booking rooms, planning a
budget, ................. the format, inviting people, and preparing the agenda
and minutes, you may have to arrange some sightseeing for attendees from
other branches, regions or ..................... .

Vanessa: Modern conferences or meetings are more than just business. Meetings can
be fun. Meetings can be a great chance for some ..................... .

Charles: A business meeting needs to execute a good schedule. If you have to
arrange a schedule, don’t forget to plan the schedule that allows the
participants to have agreat ..................... for some sightseeing.

Thomas: At the same time, if you have to attend a ..................... meeting, don’t
forget to let yourself go sightseeing.

Delicha: | see. Anyway, could you please give me some tips for tourists in big cities?

Charles: When you are in a city, you should stay clear of no-go ..................... . Walk
on well-lit or busy roads after dark. Keep your money in a money-belt. Don’t
put your money in your back trouser ..................... .

Thomas: Remember that pickpockets often work in pairs, one to distract and one to
steal. Remember the tomato ..................... trick: one thief squirts your
clothes with tomato ketchup and offers to clean it off while the other lifts your
wallet or rob you. If you happen to get mugged, it's usually best to hand over
your cash than to resist. Don’t fight back unless you know you can win.

Delicha: Thank you very much.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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Writing

K If you have to arrange some sightseeing for your business partner, which place will you recommend?
List some tourist attractions in your region and explain why the tourists shouldn’t miss them.
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B Write the advantages of booking a city tour in a four-paragraph essay of at least 300 words.
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C Complete the information about Rome. Write five words in each blank.

A Short Bresk in Rome

Rome is one of the most popular tourist spots in the world.

Rome, called the Eternal City, founded over 2,700 years ago, is today one of the most
POPUIAN ..o , and for many people one of the most interesting.
From a population of 200,000 a century ago, Rome ..........cooviiiiiiiiiiiiiiiiiiiieeeee,

inhabitants.

For the visitor, ... and do for all tasters and all budgets.
Rome is full of museums containing priceless works of art, beautiful monuments, piazzas,
churches, and great places to eat. There are of course many reasonably priced shops
and restaurants, but ...........................cceeeeeee..... Of the more expensive high fashion

items, stroll up to the Via Veneto or along the Corso.

Right in the center of Rome is ......occociiiiiiiiiiiiiiiieeeee, , the Vatican, but it
contains the biggest church in the world, St Peter's. Here too you will find one of the
largest museums in Rome and one of the most crowded, the Vatican Museum. Give

yourself adaytoget ...co.ooooiiiiiiiii

A very popular tourist spot is the Spanish Steps (Piazza di Spagna), popular with tourists
and locals alike. Another ... historic Pantheon — older even

than the Coliseum (Colosseo). And there is a beach, though it's about half an hour by car

fromM e,

Getting around even in summer, the busiest season, ..............cccooiiiiiiii , as
long as you don'’t take the car. There .......................ccciiiiieiiveeeeen. @ Metro too.

To see Rome in relative comfort, ................cceeeiiiiiiiiiiiiieiinnne..e... bus tour around the

most famous monuments? Tour buses leave Piazza dei Cinquecento, just in front of the
railway station (Station Termini), ..........c.oooiiiiiiiiii, 18.00. The tour takes

2.5 hours.
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Vocabulary Preview

A Match the words to the meanings.

1. ... unspoilt

2. ... insurance

3. ... vandalism

4. ... approximately
5 ... deposit

6. ...... license

7. ... deliver

8. ... voucher

f.

g.
h.

Car rental

a sum of money paid when you rent something, and
refunded when you return that thing

intentional and needless damage or destruction

take goods to people’s places

a contract to pay money to someone if a misfortune
happens to them

a receipt given to prove that money has already been paid
not having been changed or damaged by people

nearly correct but not exact

an official card giving you permission to drive

B Complete the sentences with the correct word from exercise A. You may change its form.
1. It costs $280 a week to hire the yacht, plus a $40 returnable ..................... .

2. | will find an island with clean,

3. The plane will be landing in

..................... beaches for my next holiday.

................... 15 minutes.

4. All drivers in Britain must have third-party ..................... .

5. Carswillbe ..................

to your hotel on the first day of hire.
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Reading

Car rental

Car hire

Leave the local bus timetables behind. Make the most of your holiday! Book a car and give yourself the
freedom to find secluded beaches, unspoilt villages, and rural landscapes. It's the key to real holiday
independence. What's more, hiring a car can be excellent value for money, and if four of you share, it
could set you back just about the same as public transport.

Car hire prices include:

® Unlimited mileage.

® Insurance for fire and theft, and third-party cover.

® Collision Damage Waiver (this means you are protected, subject to any excess for which you may be
responsible, against the cost of any damage to the car, regardless of the cause but excluding thetft,
attempted theft and vandalism).

® Maintenance and replacement in case of breakdown.

® | ocal taxes (excluding local taxes on some extras which are payable locally).

® Delivery/collection during office hours.

Car hire prices do not include:

® Personal Accident Insurance which can be arranged and paid for in resort. (If you have taken First
Choice Travel Insurance, you are covered as outlined.)

® Car contents insurance, garaging, refueling charges, parking and traffic fines.

® Delivery/collection for out of office hours, which may incur a local charge.

® Optional extras such as baby seats (approximately 500 drachmas a day), roof racks, etc.

® Petrol deposit of approximately 1,000 drachmas for a full tank of petrol which will be taken at the time
of hire and refunded if the car is returned with the same amount of fuel.

® Charges for additional drivers.

Driver requirements

® Drivers must have a full UK license and a minimum 1 year’s experience. Minimum driving
age is 21. DO REMEMBER TO TAKE YOUR DRIVING LICENCE WITH YOU.

General information

® Cars will normally be delivered to your hotel or apartment between 9 am to 12 noon on the first day of
hire and should be retuned or ready for collection by 8 pm on the day of hire. If you wish to collect your
car on arrival at the resort airport, please make this known at the time of booking.

How to book

It couldn’t be easier! Just reserve your car at the time of making your holiday booking; your car hire
arrangements and price will then be confirmed on your holiday invoice. You will receive a car hire
voucher, along with your documents, about three weeks before your departure. This voucher must be

handed to the car hire company as proof of reservation when you collect the car.
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omplete the sentences below with only one word. Please write down as many options you can.
Hiring a car is the way thatcan be ..................... for your money.
If four of you share a rental car, you will have to pay the ..................... as public
transport.
BY oo in advance, you'll know just what the deal is.
You do not have to pay for the maintenance and ..................... in case of
breakdown.
You will have to pay for ..................... taxes on some extras.
Delivery/collection can be any time during ..................... hours.
Car hire pricesdonot ..................... car contents insurance, garaging, refueling

charges, parking, and traffic fines.

8. Do remember to have your driving ..................... with you.

9. Cars will normally be delivered to your hotel or apartment between 9 am to 12 noon
on the firstday of ..................... .

10. If you wish to collect your car on arrival at the resort airport, please make this known
atthetimeof ..................... .

11.0Nn i, of the car, the driver will be asked to sign the car hire company’s
terms of hire.

12. ltisagood ..........eeenenil. to reserve your car at the time of making your holiday
booking.

13. Your car hire ..................... and price will be confirmed on your holiday invoice.

14. You will receive a car hire voucher, along with your documents, about three weeks
before your ..................... .

15. This ..., must be handed to the car hire company as proof of reservation

when you collect the car.

B Read the text again and answer the following questions. Work in pairs.

1. What is the key to real holiday independence?
2. How can hiring a car be excellent value for money?
3. s it better to book a car in advance? Why?

What do car hire prices include?

4

5. What do car hire prices exclude?

6. Do you have to pay for additional drivers?
7

What does the driver have to do when he/she collects the car?
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Listening and Speaking

1. Hiring a car

R Listen to the conversation and choose T for true or F for false.

1. You do not have to pay for each kilometer. This rate is for all day. T F
2. The car hire prices do not include insurance for fire and theft. T F
3. Car hire prices do not include charges for additional drivers. T F

B Listen again and fill in the blanks.

David:
Delicha:

David:

Jacqueline:

David:
Delicha:

David:

Jacqueline:

David:
Delicha:

David:

Jacqueline:

David:

Jacqueline:

David:

Delicha:
David:
Delicha:
David:

Delicha:

Hello. First Choice. David Clevenger speaking. Can | help you?

Is it at a special rate for ..................... of either half a day or a full day?
This is a special price.

Do we have to pay for each kilometer?

No, you don’t. This rate is for all day.

Do | need extra insurance in case the caris ..................... ?

The car is insured if it is stolen. The car hire prices always include

insurance for fire, theft and third party cover.

Great! Do | have to pay forthe ..................... and replacement in case of
breakdown?
The car is insured in case of ..................... damage.

Will | have to pay any local taxes in local currency?

The price ........ccooenii. local taxes on some extras which are payable
locally.

Do | have to pay for garaging, refueling charges, parking and traffic fines
by myself?

Certainly! The price does not include these items.

Will you take petrol deposit at the time of hire?

Yes, | will. Itis ..., if the car is returned with the same amount
of fuel.

Fine! Is there an extra charge for more than one driver?

Sure! Car hire prices do not include charges for ..................... drivers.
| see! Must | have a driving ..................... ?

Please do remember to take your driving license with you!

I will. Thank you.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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2. Asking for direction
R Listen to the conversation and circle the correct answer.

You turn right out of the door, then: go along  turn left take the first right to
the hotel  gift shops car rental office.

You go along this road, then turn: along right left at Station Termini to the
Vatican Pantheon Via del Corso.

The Vatican Museum is on the left: of Rome Via del Corso the historic Pantheon.

B Listen again and fill in the blanks.
Fred: Do we have to collect the car from the car rental office?

David: The carwill ..................... be delivered to your hotel between 9 am to 12
noon on the day of hire and should be returned or ready for ...................
by 8 pm on the day of hire.

Delicha: OK, now | will reserve one car seated for four passengers for one day,
tomorrow, Saturday, December 7. My name is Delicha Ninlamat. The car
should be delivered to my hotel, Relais Fontana di Trevi Hotel, at 12.00
noon and please ..................... it at 05.00 pm.

David: On delivery of the car, you will be asked to sign the car hire company’s

terms of hire to make a direct contract between the company and you.

Delicha: | see. ... Excuse me, do you have any information about Rome? Any
leaflets, brochures, or ..................... ?

Jenifer: Yes. Just behind you, on the shelf, here. They're free.

Delicha: Great. Thank you. Is there anywhere near here where we can buy gifts?

Yesterday the city bus tour could not drop us for ..................... .

Jenifer: Yeah. You turn right out of the door, then take the first right, there are
gift shops all along the street there. If you want a taste of the more
expensive high fashion items, ..................... up to the Via Veneto or
along the Via del Corso. Rome is forall ..................... .

Fred: Great. What is the best way to go to the Via del Corso?

Jenifer: If you go by car, go along this road, then turn left at Station Termini. It's on
your right. It's near the historic Pantheon.

Fred: Thanks so much. And how can we go to the Vatican Museum?

Jenifer: It is in the Vatican, inthe ..................... of Rome. It's on the left of the

historic Pantheon, actually.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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3. Asking for tourist information and safety reminders

K Listen to the conversation and tick (v') the safety reminders for visitors when hiring a car.

O 1. Drive to a deserted area. O 5. Stop when passing motorists wave you down.
O 2. Leave luggage unattended. O 6. Drive to populated area if your car is broken.
O 3. Leave valuable items in car. O 7. Call the emergency road service for help.

O 8

O 4. Place all valuables in trunk. . Keep doors and windows locked at all times.

B Listen again and fill in the blanks.

Delicha: Can we visit the museum all day? What are the opening times?

David: It opens at ten and closes at five. Give yourselves a day to get round it
because it is one of the largest and the most ..................... museums in
Rome. Museums are always popular ..................... attractions.

Betty: Do you have any tips for visiting a museum?

William: When visiting a museum, remember that the ..................... are designed
for looking. Touching is ..................... because of the time and money

that is spent on them.

Betty: | see. Thank you. Excuse me, have you gotany ..................... maps?
William: Here you are.

Delicha: Thank you. Anyway, could you please give us some safety reminders?

William: With pleasure! Before you proceed with your travel plans, please take a

moment to review these important safety tips for visitors. While at the
rental car facility, do not leave bags or luggage unattended. Place all
valuables in trunk or glove compartment and lock. Do not leave valuable
items in car if visible to ..................... passing by. If your car is

malfunctioning, drive to a well-lit area, or call the emergency road service.

Delicha: What should we do if we are told by passing motorists that something is
wrong with our ..................... ?
David: Do not stop. You should drive to the nearest service station or populated

area. Keep doors and windows locked at all times. In addition, do not pull
over to assist what may appear to be a disabled car, even if someone tries

to wave you down for help. If your vehicle is bumped from behind, do not

stop until ... a service station or well-populated area.
Betty: No, we don’t. Do you have any maps of the city center? Oh, they’re here.
William: Please remember, your personal belongings are not worth physical harm.

C Practice the conversation with your partners, first with the script, then without. Change roles.
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4. Travelling around the city

R Listen to the conversation and choose the best answer.
1. Which one is not the correct statement about hiring a car for travelling around the city?

a. It is a great way to enjoy yourselves.  b. It is the key to real holiday independence.

c. You can save time and avoid stress. d. It can be excellent value for your money.

2. When will Delicha and Fred’s flight take off from Rome to Bangkok?
a. At 07.00 pm on Sunday b. At 06.25 am on Monday
c. At 07.00 pm on Monday d. At 06.25 am on Sunday

3. Which one is the correct information about Delicha and Fred’s flight?
a. They spend 11 hours in the plane. b. They will fly from Rome to Bangkok with Lufthansa.
c. They do not have to change planes. d. They will fly to Bangkok with Thai Airways.

B Listen again and fill in the blanks.
Delicha: | was so happy .....cccoeevennnnn. all the afternoon in the Vatican Museum.

Edward: Although booking a city tour is a great way to save time and avoid stress,
sometimes you may want to travel around the city on your own. While you
are in a foreign country during your business meeting, hiring a car for
travelling around the city can be excellent value for your money. It is the
key to real holiday .................... . Prior to departure, take the time to
know the route to your destination. If you do not know the route, ask the

car rental owner to supply you with a map of the area and explain the

route to you. Then, youcan ask .................... from the police or at a
well-lit business area or .................... station.

Fred: Right! Look at the time! We had better leave soon or we will miss our
flight. Let's go to the airport for .................... homel!

Edward: You've already booked a Business Class with Lufthansa, haven’t you?

Delicha: Yes, we have. Flight LH 239 will take off from Rome at 07.00 pm. We

have to change planes, then we will fly to Bangkok with Thai Airways.

Fred: We will arrive in Bangkok at 06.25 am on Monday, 11 hours and 25
.................... in the plane. ...
Delicha: We ..., a lot while we were here. Thank you very much for

driving us to the airport, Edward.

Edward: Have asafe .................... back! Write or give me a call anytime. Bye.
C Practice the conversation with your partners, first with the script, then without. Change roles.
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(] (]
Writing
K Tmagine you own a car rental business. Write a sentence to explain the renters what these signs mean.

This sign means that you have to/mustn’t/should/shouldn’t/can/can’t ...................... .
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B Hiring a car for travelling around the city on your own is the key to real holiday independence. Do you
agree or disagree with this statement? Write a four-paragraph essay to explain why.
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C Hiring a car for travelling around the city on your own can he excellent value for your money. Do you
agree or disagree with this statement? Write a four-paragraph essay to explain why.
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Glossary of Vocabulary and Useful Expressions
- 0000000000

Vocabulary

accidentally (adv)
achieve (v)
advice (n)
agenda (n)
announce (V)
annoy (v)
application (n)
approximately (adv)
benefit (n)
brainstorm (v)
brochure (n)
chauffeur (v)
client (n)
colleague (n)
collect (v)
communicate (v)
competitor (n)
compliment (n)
concentrate (v)
concierge (n)
confidently (adv)
constructive (adj)
content (n)
contribute (v)
conventional (adj)
correspondence (n)
cover letter (n)
deadline (n)
decision (n)

delegate (v)

happening by chance; not by intention

finish successfully; get the result of action
opinion given to someone about what he can do
a list of the subjects to be talked at a meeting
state in a loud voice

make someone a little angry or impatient

an official request in writing for a job

nearly correct but not exact

anything that brings help, advantage or profit
think very quickly to find answers to problems
a small booklet describing a place or thing
drive someone in a vehicle

a person who buys goods or services
someone who works in the same office
gather; bring together in one place

share opinions, feelings or information

a firm who tries to win something with others
an expression of praise, admiration or respect
direct the attention towards a particular activity
a person who looks after the entrance to a hotel
showing a calm unworried feeling

useful to help improve or develop something
the subject matter of a book or a speech

join with others in sharing ideas or giving help
following accepted customs and standards

letters exchanged between people

a note which demonstrates one’s skills, personality and ambition

a date or time before something must be done
choice or judgment

give some tasks to the people who work for you



deliver (v)

deposit (n)

direction (n)
efficient (adj)
emphasize (v)
employer (n)
encourage (v)
enquiry (n)
enthusiastic (adj)
error (n)
evaluator (n)
factor (n)
failure (n)
feedback (n)
fold (v)
frequently (adv)
gesture (n)

image (n)

include (v)
ineffective (adj)
informal (adj)
insurance (n)
intelligence (n)
invite (v)
landmark (n)
licence (n)
lunatic (n)
mentally (adv)
minutes (n)
motivate (v)
negative (adj)

normal (adj)

291

take goods to people’s places

a sum of money paid when you rent something, and refunded when
you return it

the point or position which a thing is aimed

working well, quickly and without waste

place special attention to show its importance

a person who gives a job to others

make others feel brave enough to do something
asking for information

having a strong active feeling of interest

a mistake

a person who judges the degree of something

any of the conditions that bring about a result

lack of success

remarks passed back to the person in charge

press a pair of limbs together

repeated habitually

the use of movement of the body

the opinion about an organization that intentionally created in
people’s minds

put in with something else

not able to produce the desired result

suitable for ordinary conversation; not official

a contract to pay money to someone if a misfortune happens to them
good ability to learn, reason and understand

ask for or request politely or formally

a famous building or structure

an official card giving you permission to drive

an extremely foolish person

done or made only in the mind

an official written record of what is said at the meeting
provide others with a strong reason to do a task
without any active, useful or helpful qualities

according to what is expected and usual



occasionally (adv)
opportunity (n)
participant (n)
persuade (v)
position (n)
prearranged (adj)
private (adj)
productive (adj)
professional (adj)
prompt (adj)
punish (v)
qualification (n)
rapport (n)
registration (n)
religion (n)
remain (v)
request (n)
responsibility (n)
resume (n)

route (n)
sensitive (adj)
sincere (adj)
skepticism (n)
souvenir (n)
specialize (v)
specific (adj)
spontaneous (adj)
target (n)
translation (n)
unspoilt (adj)
valuable (adj)
vandalism (n)
vital (adj)

voucher (n)

happening from time to time; not regular

a favorable moment or occasion

a person who takes part in a meeting

make someone willing to do something

a particular job in an organization

planned in advance

personal; secret and not to be shared
resulting in goods or wealth

showing the qualities of a career training
quick to take action

cause someone to suffer

a suitable ability for a particular job

close agreement and understanding

entering one’s name on the list

a system of the belief and the worship
continue to be in an unchanged state

an act of asking for something politely

the duty of looking after someone or something
a summary of one’s education and experience

a specific course or path

needing to be dealt with carefully so as not to cause trouble

without any deceit; real, true or honest

doubting

an object kept as a reminder of a trip

limit most of one’s study to a particular subject
detailed, exact and clear

happening naturally; without being planned

a limited group

expressing the same meaning in a different language
not having been changed or damaged by people
having great usefulness; worth

intentional and needless damage or destruction

very necessary

a receipt given to prove that money has already been paid
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Useful Expressions

Chapter 1 Applying for a Job

Unit 1 Resumes and cover letters

The format used for a resume

Full Name, Mailing Address, Telephone Number, and Email Address

Delicha Ninlamat 100 Moo 1, Tongnien, Khanom, Nakorn Si Thammarat, 80210
08 1978 6833 ndelicha@hotmail.com

Career Objective
To obtain a position of marketing specialist.

To obtain a post as an executive secretary with a large corporation.

Education
B.A. in Languages, Communication and Business, Prince of Songkla University, Surat Thani

Campus, Muang, Surat Thani, March 2013

Work Experience
Marketing Team Hatyai Central Hotel, 180-181 Niphatutit 3 Road, Hatyai, Songkhla, 90110
(March 2013-present)

Special Skills
Languages: English, Mandarin

Computer: Microsoft Office Word, Excel, and Power Point

References

References are available upon request.

Writing a cover letter

Saying why you are writing

| would like to apply for the position of marketing specialist advertised in the Bangkok Post on
May 1,2013.

| am writing in regards to the position as a tourist guide which was advertised on Internet Times
on May 3, 2013.

| would like to apply for the post as an executive secretary that you advertised in the Nation of

Sunday, May 5, 2013.
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Writing about education
| graduated with a Bachelor of Arts majoring in Languages, Communication and Business.
| have a bachelor’s degree in Languages, Communication and Business.

| completed a four-year course of study in Languages, Communication and Business.

Writing about work experience

| have worked for Hatyai Central Hotel since March 2013.

| have been working as a receptionist at Varinda Resort for two months.

My work experience as a tourist guide at Vesna Hotel Hanoi for two months has helped me

develop an ability to deal with difficult customer situations.

Showing capabilities relating to the job

My experience has provided me with the opportunity to develop my skills in planning marketing
and advertising strategies, and arranging coordination of sales and promotional activities.

While | was a trainee at Suchada Villa, | was trained to research and select target visitors.

| used to deal with customer complaints while | was working in the customer service
departments at Tourism Authority of Thailand (Surat Thani) and Rajapruek Resort.

Working as an assistant travel agent at Best Western Beijing made me customer oriented, and |
have found that courtesy and a smile keep business flowing smoothly.

In addition to the usual typing, | was responsible for scheduling all of Mr Brown Hatton’s
appointments, screening his telephone calls and visitors, organizing his paperwork and

correspondence, and arranging monthly meetings.

Writing about special skills

| have good computer and time-management skills.

| have excellent communication skills, and a friendly, professional approach.
I’'m good at Mandarin, English, and Spanish.

| can communicate very well both in written and spoken English, French, Chinese, and German.

Writing about personalities

I'm self-motivated and able to work to tight deadlines.

| have a good appearance and get along exceedingly well with people.
I am an enthusiastic person, and | am willing to learn to work.

| am confident with enthusiasm and sincere effort.

Writing about interests and plans

| am interested in new marketing and advertising strategies.



295

| enjoy managing receptions and customer services.
| am keen to work with foreign visitors.

I'm keen on international and teamwork environment.

Closing

| would like to thank you for your time considering my rough introduction.

| shall be able to call for an interview at your convenience.

| am available for an interview on Monday through Friday during business hours.

| would appreciate your giving me the opportunity to discuss my qualifications in person.

If you require any further information, please do not hesitate to contact me at 08 1978 6833.

| look forward to hearing from you.

Unit 2 Job interviews

Questions and answers for job interviews

Talking about your good points

What have you got to offer us?

What can you offer this company?

Why should we employ you?

Why do you think we should employ you?

| think my record shows that | have good experience in planning marketing and advertising
strategies.

| have good computer and time-management skills.

I'm self-motivated and able to work to tight deadlines.

I am interested in new marketing and advertising strategies.

I am confident that | will be able to perform my duties to your satisfaction.

Talking about your negative points

What do you think your negative points are?

What about negative points?

What are your weaknesses?

What might your current employer want you to improve?
What areas do you think you could improve in?

| don’t always delegate as much as | should.

| sometimes try too hard to get everything exactly right.
I'm aware that there are areas that | can improve on.

| realized that | was bad at taking time management.
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Some people might say | talk too much.
I’'m working on this at the moment and | think I've improved a lot.
| followed a time management course.

| applied what | learned, and now | would say that organization is one of my strengths.

Talking about work experience

Can you demonstrate your skills in managing marketing projects?

Have you ever held welcome parties for the groups of foreign visitors?

My responsibilities include direct marketing, business-to-business and trade press advertising,
coordination of sales and promotional activities, involvement in market analysis, provision of
sales force support, and budget administration.

Yes, | have. I've done that a lot in my current job.

Apart from organizing and escorting coach excursions to local places of interest, I'm in charge

of holding welcome parties for each group of tourists on the day after their arrival.

Talking about future plans

Where do you see yourself five years from now?

Where do you see yourself in five years’ time?

Do you know where you want to be in five years’ time?

I think with the right experience and further training, | would like to be the European marketing
manager in five years.

| hope to climb the career ladder as fast as | can.

| see myself as a top performing tourist guide.

| plan to gain experience and learn new skills in making my program tours more enjoyable.

In five years’ time, | would be ready to move up to a position with more responsibility.

Answering difficult questions

Why does this position attract you?

What is it about this post that attracts you?

Why are you leaving your current job?

How do you cope with people who resent your success?

How do you manage working with someone who doesn'’t like you?

How do you motivate people to do their best?

| think this position offers a good opportunity to develop my marketing skills.
Your organization is obviously moving forward fast in fields of travel industry.
| used to be a trainee here, so I'm familiar with your managements.

I’'m impressed with your warm and friendly welcomes.



I’'m very happy in my current job, but | feel your company would offer more opportunities to
develop my career.

| have learned to be customer oriented.

| have found that courtesy and a smile keep business flowing smoothly.

The first is to create a positive atmosphere, and the second thing is to give feedback.

Chapter 2 Working with Others

Unit 3 Delegation

Delegating
Introducing the request
Could you do something for me?

Can | ask you to do something for me this morning?

Asking what the task is
What exactly is it?

What kind of web design do you want?

Making the request

| wonder if you could do some research for me.

| was wondering if you could contact all the sales teams.

| would like you and your team to inform the sales teams about the results of the research.
| don’t suppose you could find out about web design companies.

Do you think you could research the tourists’ ongoing requirements?

Could you call Carolina to remind about the meeting this afternoon?
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Would you check if all of our marketing teams are ready to present the results of the research?

Would you mind asking Mr. Daniel Thomson to arrange the party for us?

Ask them if they’'d be available for giving the presentation next week.

Don’t forget to tell them that we would like to inform them about the customers’ requirements.

Asking for more details
How soon do you need it?
How soon do we need to make the presentation?

What exact day do you want to make the presentation?

Giving details and deadlines

Can you report back in a month?
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Can you get back to me tomorrow?

Can you get back to me when you've set it up?

Agreeing to do the task

Probably, yes. / No problem. / Sure. / I'll do that. / Yes, of course. / Not at all. / | will. / | don’t.
| could do it in about an hour.

I'll let you know before the end of this week.

| think | could start next week because I'm a bit busy this week.

Could | do it the day after tomorrow?

Unit 4 Feedback

Giving and receiving feedback

Thanking

Everyone would like to thank you very much for all your hard work.
Many thanks for all your hard work on the ‘SV Green Card’ project.
We are very grateful for all your work.

We would like to say how much we appreciate all your efforts.

We really appreciate everything you've done.

Responding to thanks
Not at all. It was a very enjoyable/fantastic project to work on.

You're welcome. It was a pleasure.

Praising

I's a very big success.

It was a very successful project.

It looks like being a success.

Sales are already very good.

Our customers enjoy ‘Buy One Get One Free’ very much.
Our guests enjoy the benefits of SV Green Card.

Your project is also a part that makes my project successful.
We were pleased that you set realistic targets.

We’'re very pleased with what you did.

Responding to praise
Excellent. I'm glad to hear that.

Thank you.



Criticizing

There are always areas which can be improved.
You need to improve team communication.
Quality control needs to be improved.

Spending control should have been better.
Public relations went over budget quite a lot.
We got complaints from many customers.

| have had some comments from the advertising agencies.

Some team members didn’t always know what was happening.

Some of the staff said they didn’t have enough support.

Accepting criticism
Yes, that’s true.
| realize that.

That’s a fair point.

Apologizing
I’'m really sorry about that.

| can only apologize.

Asking for advice
Have you got any ideas/suggestions for dealing with that?
What can | do to improve?

How could | improve that?

Giving advice
You should have more frequent budget reviews.

You'll need to control your staff better on the next project.

Identify potential overspends before they get too big, and make adjustments.

Have you thought of/considered sending out weekly email updates to the whole team?

How/What about working more closely with your team?

Responding to advice
Thanks for that.

That sounds good.
That’'s a good idea.

I'll try in future/next time.
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Asking for more details

I’'m not exactly sure what you mean.

| don’t think | get what you mean.

I’'m not sure | understand.

Could you explain that in more details?
Can you give me specific examples?

Can | just check what you mean?

Offering a solution

I'll make sure it doesn’'t happen again.

I'll pass this feedback on to the rest of the team.

Rejecting criticism
I’'m not sure that’s entirely fair.
I'm afraid | can’t accept that.

| don’t entirely agree with you on that.

Giving reasons

| did my best but | didn’t always receive the information.

| did everything | could with the resources available.

It was a big project team.

Chapter 3 Making Arrangements

Unit 5 Arrangements by email

Writing effective business emails
Greeting

Hi Sylvie

Hello Sylvie

Sylvie

Dear Sylvie

Dear Sylvie Luther

Dear Ms. Luther

Opening comment
| hope you're well.

| hope you had a good weekend/holiday.

300



301

Introduction

I’'m writing to check if you can read the slides for the presentation.

I'd like to confirm your hotel reservation for next month.

| just want to know if it is possible to add a one-day city tour.

As discussed, my colleagues and | are arriving in Rome on Wednesday, December 3.

As you know, we’'ve had too few Europeans visiting our accommodations.

Explaining the reason

I'd rather visit all popular attractions in Rome.

I'd like to meet you to share ideas about a training session.
We’d like to hear your views as a European sales manager.

The manager is arranging a meeting with marketing and sales teams to discuss this problem.

Checking people’s availability

Could you tell me if you are available on Tuesday morning?
Could you give us your availability for next week?

Can you let me know when you'’re free?

Are you free on December 57

Giving your availability
I'm free/available on December 5.
| can do it on December 5.

| may be able to do a city bus tour on December 6.

Giving preferences
I'd prefer to hold a meeting on December 5.
The best date for me is December 5.

My preferred date for travelling around Rome by rented car would be December 7.

Concluding sentences

Do let me know if you can’'t read the attachment.

Please let me know if anything isn’t clear.

Can you let me know if you can’t make it?

Can you call me about this tomorrow/by Tuesday?

| hope this is useful/helpful for you.

If you need any further details/more information, please do not hesitate to contact me.

| would be grateful if you could let me know by tomorrow.
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Attachments
| have attached the brochure for a city tour in Rome.
Please find attached the slides for the presentation.

Attached is the agenda.

Signing off

Cheers.

Bye, Delicha

All the best, Delicha

Best, Delicha

Best wishes, Delicha Ninlamat
Regards, Delicha Ninlamat

Best regards, Delicha Ninlamat

Unit 6 Arrangements by telephone

Switchboard speaking
Identifying your company/department
Good morning. Suchada Villa.

Good afternoon. Sales Department.

Asking about the purpose
How can/may | help you?
What can | do for you?
What is it in regard to?

What would you like to speak to?

Identifying the caller
I'm sorry, could | have your name again, please?

Who is calling, please?

Connecting
One moment, please.

I'll check if he’s in his office.

Apologies
I’'m afraid the line is busy.

I'm afraid she’s on the other line.



I'm afraid he’s out of the office today
I'm afraid he’s on vacation.
He’'ll be back soon/later this afternoon.

He won’t be back until this afternoon.

No connection

Do you want to hold?

Would you like to speak to her colleague?
Would you like her to call you back?
Would you like to leave a message?

Can | take a message?

Making the connection
Just a moment. I'm putting you through, now.

I'll connect you now.

Answering a call - identifying yourself

Good morning/afternoon. Vanessa Manhattan speaking.
Hello. It's Jeffry Watson speaking.

Hello. This is Antonio Smiths.

Opening a call

Making the call - identifying yourself

Hello, this is Delicha Ninlamat from Suchada Villa, Thailand.
My name is Delicha Ninlamat.

This is Delicha speaking.

Asking for connecting

I'd like to speak to/with Mr. Antonio Smiths.
Could/Can/May | speak to Mr. Antonio Smiths?
Could you put me through to Mr. Antonio Smiths?

Giving more details

It's in connection with Mr. Antonio Smiths.

Checking after connection
Is this the Sales Department?

Are you the person responsible for the payment schedule?
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Reason for calling
I’'m calling about the schedule for business meetings in Rome.
I’'m calling to check to make sure he remembers to inform me of the payment schedule.

The reason | called is to discuss your payment options for your order.

Receiving and taking messages
Names and numbers

Can | have your name again?
Could | just have your name?

Could you spell that for me, please?

Can | have your number?

Noting and responding
Just a moment. OK. Ready.
I'd better write this down.

Let me get a pen. OK. Go ahead.

Checking
Could you go over that again, please?
Let me just repeat that for you.

Should | read that back, just to check?

Don’t worry!
I'll make sure she gets the message.
I'll tell him you called.

I’ll get him to call you as soon as he gets back to the office.

The message
Could you tell him | called?

Could you ask him to call me back?

Spelling
It's Jeffry Watson. Should | spell that for you?
It's Jeffry. J-E-F-F-R-Y.

Thanks
Thank you very much.

Good bye.
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Structuring a call

The purpose

| would like to discuss the schedule for business meetings in Rome.
We need to organize the meeting to discuss your payment options.
We have to arrange the meeting to discuss your payment options.

Delicha asked me to call you to discuss the payment schedule.

Structure
There are three things | would like to talk about.

First, | want to discuss the payment schedule.

Checking
Is that OK with you?
Is this a good time to talk about this?

Do you have time right now?

Deciding
OK. Then we have decided to arrange the meeting next week.
So, you’re going to handle this. OK?

Should | deal with the conference organizer?

Deflecting
Can we deal with that another time?

I'll have to get back to you about payment options.

Further action
Could you send me an email to confirm that?

Would you please inform Mr. Antonio Smiths?

Final check
Is there anything else?

Is that everything/all?

Calling back

Opening

I’'m returning your call.
Delicha said you called.

| got your message.
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Thanking
Thanks for calling back/earlier.

Thanks for getting back to me so soon.

Reason for call
What | wanted to talk about was the schedule for business meetings in Rome.
| called earlier to make some small changes in the schedule for business meetings in Rome.

The reason | called earlier was that | have some questions about the schedule.

Timing

Is this a good time to talk?

Do you have time now to talk?

Do you have the information with you?

Do you have a few minutes to talk about this now?

Can we go over the schedule now?

Excuses

Actually, I'm in a meeting right now.

I’ m sorry, | was just on my way to a meeting.
Honestly, I'm discussing with my team now.
I’'m afraid I'm on the other line.

I’ m very busy now.

Call back
I'll call you back.
Let me call you back.

Can | call you back in five minutes?

Calling back - restarting

This is Antonio returning your call.
Hello again. It's Antonio.

Is the line any better?

Can you hear me alright now?

Back to the subject
The reason | called was to make some small changes in the schedule for business meetings.
As | was saying, | wanted to make some small changes in the schedule for business meetings.

OK. Where were we?



Making appointments

Arranging a meeting

Can we schedule a meeting?

Can we have a meeting next week?
Would you like to meet for lunch?

Let me check my calendar/planner.

Responses
Yes, of course.
Sure.

That would be nice.

Agreeing on a time

Could you manage sometime next week?
When would be best for you?

When is good for you?

How would Tuesday suit you?

How does Tuesday sound?

Are you free on Tuesday?

I'm free on Tuesday. Is that convenient for you?

Shall we say 2 o’clock?

Changing or canceling appointments

Can we change our appointment time? Something has come up.

Could we reschedule it for Friday?
Could we rearrange it for Monday?
Could we make it Friday instead?
Could we postpone it until Monday?

Could we move it up/forward to Monday?

Jeffry, I'm afraid | have to change our appointment. Can you make the 25 of December?

I'm afraid | have to cancel our appointment on the 22. Sorry for any inconvenience.

Saying “yes”

Yes, | can make Friday.

OK. Friday would be fine.
Great. Friday is good for me.

Fine. I'm available on Friday.
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Saying “No”

Actually, I'm busy on Friday.

| can’t make it on Friday, sorry.
That's not ideal, I'm afraid.

I’'m afraid | have a meeting.

Place
Where shall we have the meeting?
Your office or mine?

I'll come to your office if you like.

Confirming
OK. So, I will expect you at my office at ten, then.
OK, I'll see you on Monday at 10.00 o’clock in my office.

I'll confirm that by e-mail.

Organization

Someone will meet you at the airport.

Carol will pick you up at your hotel and bring you to dinner.

If you're driving, there’s a parking lot in front of the main building.

Just ask for me at the reception desk.

Making arrangements

Changing schedules

| was wondering if we could make some small changes.

I wonder if | could do sightseeing in the early afternoon.

| don’t suppose we could have a shorter lunch break, could we?

Is there any chance of putting off one of the meetings until Saturday?
Is it at all possible to finish slightly earlier?

Is it at all possible to put the meetings off till my next visit?

Could we put the last meeting off till my next visit?

Would it be possible to put dinner back an hour?

Do you think we could cut down the meeting with the customer service team?

Agreeing to changes
Yes, | think we can.

Yes, | expect so.
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Yes, we can certainly put sightseeing for 2 hours before dinner.
I’ m sure that will be alright/fine.

That should be possible.

That shouldn’t be a problem.

Suggesting new times
Let’'s say 01.00 meeting with the purchasing team.
Shall we say, 02.00 to 03.00, meeting with the senior managers?

How about meeting with the customer service team at 03.00, finishing at 04.00?

Refusing changes

That could be difficult.

That might be a problem.

It may not be easy to change that.

It won’t be possible to cut down the meeting with the customer service team.

Closing a call
Confirmation
I'd like to confirm that we shall have the meeting on Monday.

Let me just go over that again.

Promised action
I'll send you a revised schedule tomorrow.

I'll send you an email on Friday to confirm that time again.

Closing signals

OK. | think that’s everything.

Is there anything else?

| think | will leave this to you.

OK. Well, let’s leave it at that for the moment.
I’'m sorry but | have to go.

The other line is ringing.

Thanking

Thanks for calling back.

Thank you for your help.

Thank you very much for your patience.

I’'m very grateful for your assistance.



Looking forward — positive close

I'll get back to you next week.

| look forward to hearing from you next week.

| look forward to seeing/meeting you next week.
Nice talking to you.

Have a good weekend/trip/vacation.

Goodbye

Goodbye. / Good bye. / Good-bye. / Bye.
Talk to you again soon.

See you later.

See you on Monday.

See you next week.

Chapter 4 Socializing

Unit 7 Networking

Talking about your jobs, responsibilities, products, and services
What do you do?

I’'m a marketing executive of Best Western Shenzhen in China.

I’'m a marketing/customer service manager.

I'm the European marketing manager.

I'm in the marketing/customer service department.

What are your main responsibilities?
| look after direct marketing in Europe.

| specialize in managing travel and tourism.

My duties will include meeting clients at the airport and arranging a city tour.
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The main responsibilities of my position are to call on prospective customers, and to develop

and maintain close relationships with department stores.
I'm in charge of the marketing/customer service department.
I’'m dealing with 3 regional marketing managers/7 section managers.

I'm responsible for 16 departments. | work with 300 people.

I’'m responsible for ensuring that our program tours will be enjoyable and safe.

We’'re responsible for making all customers feel at home even when they’re away.

We’re responsible for maintaining the current client base in Europe.
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Who is your boss?
| report to the marketing manager/general sales manager/managing director.

My marketing director is Mr. Fred Melanie.

Who do you work for?

I work for Suchada Villa in Thailand. We provide hotel rooms, bungalows, conference facilities,
one-day tours, sports and recreations, restaurants and bars, coffee corners, and OTOP
products.

I work for Calvin Klein. We provide various collections of perfume.

I’'m a district sales manager for Coral. My company manufactures plastic consumer products.

What is your background?

| wanted a career in international business so | studied Languages, Communication and
Business in university.

The first job | applied for was a marketing coordinator with Hatyai Central Hotel. They recruited
me in March 2013. | left this hotel in May 2013 and joined Suchada Villa seven months ago.

| have worked for Suchada Villa since June 2013. It was a good move.

| was promoted to European marketing manager last month, and now earn a good salary.

I’'m currently working on a new project for European tourists. It will be ready soon.

The downside of the job is that | work long hours, and | only get three weeks’ vacation.

I’'m always under pressure and sometimes it is a bit stressful. | also spend a lot of time

traveling.

Unit 8 Welcoming business partners

First meetings
At the reception
Good morning, my name is Delicha Ninlamat.

| have an appointment with Mr. Matthew Miller.

Receptionist
Please take a seat.

I'll see if he’s free.

Introducing yourself
How do you do. I'm Matthew Miller.

Let me introduce myself. 'm Delicha Ninlamat.
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Excuse me, are you Kathy Moretti?
You must be Delicha. Nice to meet you. I'm Kathy.

| don’t think we’'ve met. I’'m Delicha Ninlamat.

Responding to introductions
Pleased to meet you.

Nice to meet you. I'm Matthew Miller.
That'’s right.

Hi. But please call me Deli.

Sorry, | didn’t catch your name.

Introducing another person
May/Can | introduce you to Mr Witsansky?
Ms. Moretti, this is Mr. Justin Witsansky.

Kathy, do you know Justin?

Polite offers

May | take your coat?

Do you need some help with that?

Would you like Espresso with steamed egg?
Would you like a cup of coffee or tea?

Can | get you something to drink? Tea? Juice?

Responding to polite offers
Thank you, that’s very kind of you.
Thanks, but | think | can manage it.
Yes, please.

No, thanks.

Coffee would be great, please.

Perhaps a glass of water, if that's possible.

The host — small talk

Travel

How was the flight coming here?
When did you arrive in Rome?
How was your journey?

Did you have a good trip?



313

Accommodation
Where are you staying?

How’s the hotel?

Place
Is this your first visit to Rome?
Have you had a chance to look around?

What do you think of Rome?

Weather

How’s the weather in Rome?

Is the weather the same in Thailand?

| hope the weather is better in Rome.

The weather should be nicer this weekend.

Traffic was awful because of the bad weather.

Closing the introduction

OK. Let’s get down to business.

Talking about business environment

The economy

This recession can get much worse.

The inflation rate has been steadily declining.

The unemployment rate has gone down/up a little/a lot.

The company

We are expanding very fast.

Our travel industry is really rapid growth.
Our hotels and resorts are booming.

Sales rose/fell in 2012.

Corporate strategy

We have taken over a smaller company.

We are planning to merge with another company.
We have abandoned diversification.

We are focusing on core business.

Our mission is to be market leader by 2015.

We are going to relocate our manufacturing to Italy.
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Management

Lots of companies will continue to downsize over the next few years.
Companies are restructuring and laying off people in redundant positions.
They’re also outsourcing more work.

They need fewer permanent staff on the payroll.

The future
What is the forecast?

What do you expect in terms of investment?

Do you agree?

| think investment has increased/gone up a little a lot.

In my opinion, the balance of trade has increased/gone up a little/a lot.

As | see it, interest rates have decreased/gone down slightly/significantly.

| agree with you that exports - imports have decreased/gone down slightly/significantly.
Definitely.

| think so, too.

| see what you’re saying.

I'm not sure.

Making invitations

Inviting

We’d like to invite you to dinner.
Would you like to come to dinner?

We were wondering whether you could come to dinner.

Accepting
Thank you. I'd love to.
That would be nice.

I'd be delighted to have lunch/dinner with you.

Declining
I'd love to, but I've got another appointment.
I’'m sorry, but I've an appointment with marketing team.

I’'m afraid | can’t come. I'm going to have dinner with the European sales manager.

Time

Would Wednesday evening be okay?



What's a good time? Shall we say 6 o’clock?
Is 6 o'clock too early?

Let’'s say between 7 and 7.30.

Place

We’'ll have dinner at the Hotel Roma Via del Vantaggin.
What's the best way of getting there?

I'd recommend that you take a taxi.

I'll send/give you a map.

Number

There’ll just be the six of us.

There’ll be six people there.

There will be a couple | know from China.

We've invited a few friends.

Formality
What should | wear? Jacket and tie?

It will be fairly informal.

Confirming

So, that's 07.00 on Wednesday at the Hotel Roma Via del Vantaggin.

Let me just confirm that, Wednesday at 07.00. I'll look forward to it.

Eating out
Arriving for dinner
I've brought you a present.

These are for you.

In the restaurant

As a starter, could | have Potato Skins?

As a main course, I'd like Broiled Salmon.

As a dessert, I'll have Cheesecake.

Can you recommend anything?

Do you have anything vegetarian?

Could we see the wine list?

Would you like to try a dish of barbequed seafood?

| recommend a Margarita.

315



During dinner

All of the food is delicious.

My favorite is Cocktail Shrimp.

The Broiled Salmon is also very tasty.
I noticed you didn’t try Chicken Wings.
Are you a vegetarian?

| try to avoid fatty foods.

After the meal
That was very good.

Thank you for a wonderful evening.

The host
Thank you.
Don’t mention it.

It was good to have you over.

Saying goodbye

Time to go

I’'m afraid I'll have to go, otherwise I'll miss my flight.
| really should leave now.

| should be thinking about going.

Positive comments

It's been great working with you.

We’ve had a wonderful time.

| really appreciate everything you've done for me.

Everything was great.

Response

The same for me.

I’'m glad you found it interesting.
No problem. | hope it was useful.

I’'m pleased you enjoyed it.

More comments

On behalf of us all, I'd like to say it's been a pleasure working with you.

| learned a lot while | was here.
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It's going to be sad to see you go.

We’'ll all be sorry to see you leave.

Future contacts

| hope we'll see you again soon.

I’'m sure we’ll meet again.

I’'m sure we’ll be seeing each other again very soon.

| look forward to seeing you next month.

Give me a call next time you are in Rome.

You've my business card with my email address, so write or give me a call anytime.

Keep in touch.

Contact numbers

Do you have my phone number?

Can | give you my office and email address?
Let me give you my business card.

Let me give you my home number.

I'll give you my phone number.

You can reach me at 08 1978 6833.

Final comments

Enjoy a city bus tour.

Drive carefully while travelling around!
Have a good trip!

Have a good weekend!

Take care!

Have a safe trip back!

Final responses

I will.

| hope so.

You, too.

Same to you.
Goodbye!

Thanks.

Thank you very much.

Thank you for your kindness.
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Chapter 5 Meetings

Unit 9 Agendas and minutes

Agendas

The formats used for agendas

1. Apologies for absence: explanations from people who cannot attend

Minutes of the meeting: notes showing what were discussed at the last meeting
Matters arising from last meeting: discussion of points from the last meeting
Report on the tourists’ ongoing requirements: a full list of what will be discussed
Presentation on ‘SV Green Card’ project: a full list of what will be discussed
Discussion of the project for the Low Season: a full list of what will be discussed
Motion: a suggestion formally made at a meeting

Resolution: a formal decision or statement of made by the vote of a group

© © N o o ~ 0w N

Any other business: discussion of points not named in the agenda

10. Date of next meeting: this is where you arrange when the group will meet again

Drawing up the agenda

The first item is usually ‘Apologies for Absence’ which is the explanation from people who
cannot attend.

The second one is ‘Minutes of the Previous Meeting’ showing what were discussed at the
last meeting.

Then, it's ‘Matters Arising’ that allows participants to go through the minutes of the
previous meeting.

Descriptions of old business, events, or situations are reported in ‘Reports of Officers’ and
‘Reports of Committees’.

The discussion of the other points will be discussed in ‘New Business’.

‘Motion’ which is a suggestion formally made at a meeting is also listed on the agenda.

It will be followed with ‘Resolution’, a formal decision or statement made by the vote of a
group.

During the discussion, participants can make recommendations and proposals in order to
solve problems.

The meeting is scheduled for a whole day, so it is typical to take breaks and to adjourn
for lunch. It is necessary to resume after lunch.

At the end of the meeting, the next-to-last point is often ‘AOB’ or ‘Any other business’ which

gives participants the opportunity to raise other issues not included in the main agenda.
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The last item on the agenda contains ‘Date of next meeting’. This is where you arrange
when the group will meet again.

Finally, it is ‘Adjournment’ which is the time the chair will close the meeting.

Minutes

The formats used for minutes

1. The name of the organization

2. The place, date, and time of the meeting

3. Whether the meeting is regular (weekly, monthly, special, etc.)

4. The name of the person presiding

5. A record of attendance (for small meetings, a list of those present or absent; for large
meetings, the number of members in attendance)

6. A reference to the minutes of the previous meeting (a statement that they were read and
either accepted or revised, or that the reading was dispensed with)

7. An account of all reports, presentations, discussions, motions, or resolutions made (including
all necessary details and the results of votes taken)

8. The date, time, and place of the next meeting

9. The time of adjournment

Discussing about the content in the minutes

The first paragraph includes kind of meeting; the name of the organization; the date, time and
place of the meeting; the name of the presiding officer and secretary; approximate number of
members present; establishment of a quorum; and recording of the action taken on the
minutes of the previous meeting.

The body should include the exact wording of motions and the way they were disposed of,
along with the name of the maker. If the vote was counted, the count should be recorded.

Tellers reports are included. In roll call votes, the record of each person’s vote is included.

Last paragraph includes hour of adjournment.

Preparing effective meeting minutes

It is crucial that the minutes are accurate since they are the legal record of the proceedings and
actions of the organization.

Before a meeting, the minute-taker should review the minutes from previous meeting, all of the
names of the attendees if possible, and the items on the agenda.

It's important to get a copy of the meeting agenda and use it as a guide or outline for taking

notes and preparing the minutes.

It also helps to create an outline before going to the meeting.



An outline should include a title for the meeting, the location of the meeting, a blank spot
to write the time the meeting started and ended, the name of the chairperson, a list of
attendees that can be checked off or a blank list for attendees to sign, and a blank spot
for any attendees who arrive late.

You must not include the opinion or interpretation of the secretary, judgmental phrases like
‘heated debate’ or ‘valuable comment’, and discussion.

Minutes are a record of what was done at the meeting, not what was said at the meeting.

The official copy of the minutes should have attached to it the original signed copy of
committee reports, officers reports, written motions, tellers reports, and correspondence.

After the minutes have been corrected and approved by the membership, they should be
signed by the secretary and can be signed by the president.

The official copy of the minutes should be entered in the Minutes Book and kept by the
secretary.

The word ‘approved’ and the date of the approval should also be included.

Writing up the minutes

They all agreed with the decision.

He brought up the question of expenses.

The chair complained that some action points had not been completed.
It was decided to cancel the meeting.

One point was discussed under AOB.

The presenter emphasized the quality of the product.

The chairman explained the procedures.

He promised to complete the report.

Under AOB, she raised the question of expenses.

He recommended stopping the project.

The marketing director reported on his visit to the trade show.

The team stresses their commitment to the project.

Unit 10 Chairing and participating

Chairing a meeting

Opening a meeting

Starting

| think we're all here. That was pretty quick, thanks.

Let's get down to business.

320



321

OK, shall we make a start?

Right, let’'s begin.

Welcoming and introducing

Welcome, everyone.

I'd like to start by welcoming everybody to today’s meeting.
Firstly, I'd like to introduce Mr. Robert Vogler.

| don’t think everyone knows Miss Darin Cedino.

Apologies for absence

Carlo King sends his apology for this absence from today’s meeting.

I’'m afraid that Rachel Smedley, Charles Bernard, and Antonio Smiths cannot be with us today
because they have been to the Tourism and Travel Roadshow in Chicago for three days.

| have received apologies for absence from Monique Rosenberg and Paul Ferris.

Defining the objective

Our objective today is to brainstorm ideas for the project for European people during the Low
Season. That is our target this afternoon.

By the end of this meeting we should have the project for European people in detail.

I've called this meeting to look at the project for European people during our Low season.

Introducing the agenda

Have you all seen a copy of the agenda?

| suggest we follow the agenda.

OK. As you can see from the agenda, there are three items.

Can we start with the advantages of our Low Season, The Secret of Low Season project, then
go on to the advertising strategy for this project, and finish with the article to be published in
the new guidebook?

Is there any other business?

The minutes
I've asked Julie Matinelli to take minutes for this meeting.
Sandra Stephen will be taking the minutes.

Vanessa, could you take the minutes?

Process and roles
| suggest we go around the table and hear other ideas from each person.

I'd like to hear what everyone thinks before we make a decision.
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We'll try to keep to 10 minutes for the discussion of each idea.

That way the meeting won’t run too long.

Firstly, | would like to give you a little more background.

As mentioned, I'd just like to turn our Low Season to be the great chance for European tourists
to save 50% on their Khanom vacation.

Would anyone like to comment on this suggestion?

Perhaps | should start by outlining my view on this.

Delicha, would you like to start with the first point?

Delicha is going to take us through point one.

Length of meeting

I would like to finish by four o’ clock.

The meeting is scheduled to finish at 12.00.
We’re short of time, so can | ask you to be brief?

Can we keep each item to ten minutes?

Let’s begin

Right, let’s start with the advantages of our Low Season.

So, the first item on the agenda is the presentation on ‘The Secret of Low Season’ project.
Vanessa, could you introduce this item?

Delicha, would you like to start with the first point?

Controlling

Responding to motivate
Right. Thank you.

OK. Yes, | see.

Good idea. Thank you for that.

That’s interesting.

Reformulating to clarify
In other words, Low Season in Khanom has far more sunny days than in Phuket.
So you think that High and Low Season look very much alike in Khanom.

You mean that Thai Airways gives you up to 40% discount on your tickets to Thailand.

Moving off the point
Could | digress for a minute?

I's not on the agenda but I'd like to share.
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Keeping to the agenda

| think we are digressing. Can we come back to the main question?

| think we're getting side-tracked. The main question is the advertising strategy.

I’'m not sure that is strictly relevant. Can we return to the article published in the new
guidebook?

That is outside the scope of this meeting. Can we stick to the agenda, please?

Referring forward
We'll come to that later.
We’'ll be dealing with that in a moment.

Can we get to that later?

Referring back
As we said earlier, we’re going to persuade Europeans to consider scheduling their Khanom
vacation and go for the Low Season.

We have already discussed this.

Postponing
Shall we skip this item?
| think we can forget point three. We've already discussed it.

| suggest that we deal with this at another meeting.

Length of meeting

We’re pretty short of time.
Can we move on?

That’s fifteen minutes on this.

We agreed ten minutes per item. Let's move on.

Confirming a decision
OK. So we have decided to publicize this project in Khanom Beach Magazine.
Does everyone agree with that? Is that clear?

Do we all agree on that, then?

Closing and moving on
| think that’s everything on that. The next item on the agenda is the discussion of the article to
be published in the new guidebook.

Can we leave this point now and move on to the next item?



Interruptions
Interrupting
OK. Thomas, if | could just interrupt you there.

Calvin, sorry but I'd like to hear some other views on this.

Stopping an interruption

Just a moment, Ronald. I'll come back to you when Vanessa has finished.

We can'’t all speak at once.
One at the time, please.

Please, let her finish.

Changing the focus of the discussion

We need to go into this in more depth/detail.
We’re looking at this too superficially.

There is another way of looking at this.

Perhaps this point is worth considering.

Commenting on an interruption
That's a good point.
| see what you mean.

You're right.

Exploiting an interruption

OK. Perhaps we should talk more about how to get a more enjoyable stay at Suchada Villa.
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So, is it more important to discuss about some tips to how you can save money in Khanom?

Let’s think about this new point.

Asking for clarification

Sorry, | didn’t quite catch that.

Sorry, | missed that last point.

What did you say?

Can you expand on that?

I'm not sure | understand how that would help.
I’'m afraid | don’t follow what you’re saying.
What exactly do you mean?

Would you mind expanding on that?

Sorry, | don’t understand what you’re getting at.
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Sorry, | don’t quite follow you.

Sorry, I'm not quite with you.

Reviewing what people have said

Shall we just go over what we've said so far?

I'd just like to recap what’s been said.

Let me just go over that.

Can we just go over what you’re saying?

You're saying that The Secret of Low Season project can really help sales.

You think we would get more sales by reducing prices.

Making decisions

More discussion

| still feel we need to discuss the advantages of our Low Season a little more.
| think we should have more information on The Secret of Low Season project.
| would like to look more closely at the advertising strategy for this project.

| still can’t agree to the article to be published in the new guidebook.

Referring to time

We’re running out of time.

We are almost out of time.

We don’t have any more time to spend on this.

We are really behind schedule.

Closing the discussion
I'm afraid that I'll have to bring this point to a close.
| think we've discussed everything.

| don’t think there is any more to be said.

Focusing
| really would like a decision on this.
Can we try and come to a decision now?

Are we ready to make a decision?

Establishing consensus
Can we agree to provide The Secret of Low Season project for European tourists?
Does everyone agree that we will make an interview of Martha Cranz in our article titled ‘From

Germany to Suchada Villa’ in order to support The Secret of Low Season project?



Can | take it that everyone is now happy with the decision?

Well, it seems that we are all agreed that we’ll publicize our project on our website.

Voting

Can we have a quick show of hands?
All in favor?

Those against?

The proposal is carried/rejected.

Confirming

So, we are going to provide The Secret of Low Season project for European tourists.

All right, we have decided to make an interview of Martha Cranz in our article.

Just to confirm, we will publicize our project on our website.

Deferring
| think we will have to leave this until the next meeting.

We don’t have enough information about this.

Moving on
Great, now can we move on to the discussion of the name of this project?
All right, now we should turn to the advertising strategy for this project.

Let’'s go on to the article to be published in the new guidebook.

Closing a meeting

Completing the agenda

| think we’re covered everything.

OK. That’s everything on the agenda.
Is there anything else to discuss?

| don’t think there is any more to be said.

Summarizing
Before we close, | should summarize the main points.

So, our objective was to brainstorm ideas for the project for European people.

To sum up, we have decided to provide The Secret of Low Season project for European

people.

Delaying decisions

We’'ll leave this until a later date.
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We’'ll discuss this at our next meeting.

We need more time to make a decision on this.

Everything is clear
OK. Is that clear?
Does everyone agree?

Any final questions?

Final questions
Can | check just one thing?

Did we agree to provide The Secret of Low Season project for European people?

Confirm new responsibilities

So, what'’s the next step?

| should be able to give you an answer by Friday.

So you’ll do the research by the end of the month.

Olivia, could you let us have a report on the number of bookings?

Primrose will interview Martha Cranz and write the article for the first edition.
Laura, you'll let us have a copy of the minutes by next week.

Laura will make sure everyone gets a copy of the minutes outlining all of the ideas.

Next meeting

Can we set time for our next meeting?

Is January 2 convenient as a date for another meeting of the European marketing team?

We’ll meet again on January 3 in the company boardroom and look into how some of the ideas
can be implemented.

I'll confirm the date and location by next week.

Closing the meeting

That covers everything | wanted to accomplish at this meeting.
Thank you for coming and for your contributions.

| want to thank you all for your contributions of stimulating ideas.
| thought this was a very productive meeting.

It was a pleasure to see you all today.

OK. We can finish there.

Let's call it a day.

| declare this meeting adjourned.
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Participating in a meeting
Asking for clarification
Sorry, | didn’t quite catch that. What did you say?

Sorry, | missed that last point.

Asking for expanding

I’'m not sure | understand how that would help.
Sorry, | don’t understand what you're getting at.
Sorry, | don’t quite follow you.

Sorry, I'm not quite with you.

I'm afraid | don’t follow what you're saying.

What exactly do you mean?

Reviewing what people have said

Shall we just go over what we’ve said so far?

I'd just like to recap what’s been said.

Let me just go over that.

Can we just go over what you're saying?

You're saying that by focusing on costs, we can increase profits.

You think we would get more sales by reducing prices.

Interrupting

May | have a word?

Excuse me for interrupting.
May | come in here?
Excuse me, may | interrupt?
Can | come in here?

Could | just comment on that?

Why did you interrupt?

I'd like to add something to how to get a more enjoyable stay at Suchada Villa.

I'd like to point out that the travel agencies overseas often do not offer charter vacation to
Khanom in the Low Season.

| think we are forgetting an important point: some tips to how you can save money in Khanom.

Stopping an interruption

May | just finish?
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No, just one minute.
If | could just finish.

| haven't finished what | was saying.

Referring to other opinions

Ronald, you said that in Khanom we have no flooding problems because of less rain.

Somebody mentioned why pay up to 100% more for your Thailand vacation in December or
February when you can save 50% on your Khanom vacation in say July and August.

What you said about our Low Season is that the nature is green, and the flora is just awesome.

As Delicha suggested, Low Season in Khanom is more beautiful than the High Season.

Giving Opinions
| really feel that if we change the logo, | think we risk losing some of our market share.
In my opinion, | think we should keep our old logo.

If you ask me, | tend to think that the company should not change its logo.

Asking for Opinions

Do you really think that the company should change its logo?
Sarah, can we get your input?

How do you feel about online marketing?

What do you think about our new website?

Commenting on other people’s opinions
I never thought about it that way before.
Good point!

| get your point.

| see what you mean.

Having comments and feedback

If | could just come in here, | don’t think we can ignore the fact that we are now selling a
lot of new Stella Luna products.

I'm afraid I'd have to disagree about that.

Could | just say one thing?

I'm really glad you brought that up, Veronica.

| couldn’t agree with you more.

Frank, could you please speak up? We can’t hear you at the back.

If | could have the floor for a moment, | tend to agree with my colleagues about the logo.
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We don’t seem to be getting anywhere with this.

Perhaps we should come back to this at another time.

Deciding who is going to do things
So, first of all, we need to decide who is going to interview Martha Cranz.

Second, somebody needs to think about online marketing.

Chapter 6 Sightseeing

Unit 11 City tours

Going sightseeing with a city tour

Booking a city tour

Good morning. Can | help you?

Yes, please. Does this hotel have a city tour for guests?
Yes, it does.

When does it start, and how long does it last?

It leaves at 08.00 o’clock and will take about 8 hours. It's a one-day tour.
How much is it?

It's $25 for the hotel guests, and $35 for the general public.
Great. I'd like to reserve two seats on the city bus tour.
Certainly. May | have your name, please?

My name’s Delicha Ninlamat.

Could you spell that, please?

N-I-N-L-A-M-A-T.

Would you like aisle seats or window seats?

Two window seats, please.

Here're your tickets. They're $50.

Can | pay by credit card?

Certainly. Please sign here.

Thank you.

Describing tourist attractions

Rome, which was founded over 2,700 years ago, is called the Eternal City.

Rome is today one of the most popular tourist spots in the world.

From a population of 200,000 a century ago, Rome now has over three million inhabitants.

For the visitors there is something to see and do for all tasters and all budgets.
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Rome is full of museums containing priceless works of art.

There are beautiful monuments, piazzas, churches, and great places to eat in Rome.

There are many reasonably priced shops and restaurants.

If you want a taste of the more expensive high fashion items, stroll up to the Via Veneto.

You can also go along the Via del Corso for high fashion items.

Right in the center of Rome is the smallest state in Europe, the Vatican.

It contains the biggest church in the world, St Peter’s.

Here you will find the Vatican Museum, one of the largest museums in Rome.

The Vatican Museum is also one of the most crowded museums in Rome.

Give yourself a day to get round the Vatican Museum if you can.

A very popular tourist spot is the Spanish Steps (Piazza di Spagna).

Another sight worth visiting is the historic Pantheon — older even than the Coliseum (Colosseo).
There is a beach, it's about half an hour by car from the center of the city.

Getting around even in summer, the busiest season, is not generally a problem.

As long as you don’t take the car, there are plenty of buses and a metro.

To see Rome in relative comfort, why not take a city bus tour around the famous monuments?
Tour buses leave Piazza del Cinquecento every day between 10.30 and 18.00.

It is just in front of the railway station, Station Termini.

The tour takes 2.5 hours.

Unit 12 Car rental

Travelling around the city on your own

Hiring a car

What is the price of car hire for a day?

Is it at a special rate for rentals of either 1 or 2 days?

Do | have to pay for each kilometer?

Do car hire prices always include insurance for fire and theft and third-party cover?
Is the car insured if it is stolen?

Do | need extra insurance in case the car is stolen?

Do | have to pay for the maintenance and replacement in case of breakdown?

Is the car insured in case | damage it?

Will I have to pay any local taxes in local currency?

Do | have to pay for garaging, refueling charges, parking, and traffic fines by myself?
Will you take petrol deposit at the time of hire?

How much do you take for petrol deposit?
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Is it refunded if the car is returned with the same amount of fuel?
Is there an extra charge for more than one driver?

Do | have to take my driving license with me while driving?

Do | have to collect the car from the car rental office?

What time will the car normally be delivered to my hotel?

When will | receive a car hire voucher?

On delivery of the car, do | have to sign any documents?

Asking for advice

Do you have any tips for visiting a museum?

Must | have a driving license?

How long will it take to drive to some other cities in the country?
How can | know the route to my destination?

Where should | stop to ask directions?

How can | contact the emergency road service?

What should | do if my vehicle is bumped from behind?

What colors of the lights are on emergency vehicles?

Giving safety tips to visitors

While at the rental car facility, do not leave bags or luggage unattended.

Place all valuables in trunk or glove compartment and lock.

Do not leave valuable items in car if visible to individuals passing by.

If your car is malfunctioning, drive to a well-lit area, or call the emergency road service.

If you're told by passing motorists that something is wrong with your vehicle, do not stop.

You should drive to the nearest service station or populated area.

Keep doors and windows locked at all times.

Do not pull over to assist what may appear to be a disabled car, even if someone tries to wave
you down for help.

If your vehicle is bumped from behind, do not stop until reaching a service station or well-

populated area.

Asking for directions

Excuse me, can you tell me how to get to the Coliseum?
Can | get to the Via Veneto on the subway from here?
Can you tell me how to get to St Peter’s from here?
Could you tell me how | can get to the Vatican from here?

Would you mind telling me how to go to the center of Rome?
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How can | go anywhere near here where | can buy gifts?
How can | drive to the Spanish Steps?

How can we go to the Vatican Museum?

What is the quickest way to go to the Via del Corso?

What is the best way to get around Rome?

Giving directions

You turn right out of the door, then take the first right, there are gift shops all along the street
there. If you want a taste of the more expensive high fashion items, stroll up to the Via
Veneto or along the Via del Corso. Rome is for all budgets.

If you go by car, go along this road, then turn left at Station Termini. It's on your right. It's
near the historic Pantheon.

It is in the Vatican, in the center of Rome. It's on the left of the historic Pantheon, actually.

Asking for tourist information

Excuse me. Is there a tourist information office near here?

For visit during peak periods, is it best to buy tickets in advance?
Is there a guided tour every hour?

Is there anywhere near here where we can buy gifts?

Is the Vatican the smallest state in Europe?

Is the Spanish Steps a very popular tourist spot with tourists?

Is the historic Pantheon older than the Coliseum?

Is the historic Pantheon worth visiting?

Are there buses and a metro around Rome?

Are there any reasonably priced shops and restaurants?

Do you have any information/booklets/leaflets about the attractions in Rome?
Do you have any maps of the city center?

Can | buy souvenirs from the museum shop?

Can | visit the Vatican Museum with a guide?

Can | take a city bus tour around the famous monuments?

Can we visit the museum all day?

What are the opening times?

What are the most popular tourist attractions in Rome?

Where is the historic Pantheon?

Where is the place for a taste of the more expensive high fashion items?

Which place should we visit most? Why?
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Scenarios for Everyday Practice

Work in groups of five. Create a theme and make your own conversation for the
situation provided and assigned roles. Perform role-playing simulation in group for

about 15 minutes.
Scenario 1 Applying for a job

Situation: Emphasis on applying for a job: At an interview for a job at the Ammatara
Pura, pool villas at Koh Samui, the company president and the customer service
manager are interviewing an applicant for a position of customer service advisor. The
other two applicants are talking about a perfect resume and cover letter while waiting
for the interview.

Student A

You are an applicant applying for a job as a customer service advisor at the Ammatara
Pura. While waiting for the interview, you ask your friend, the other applicant, to look
over your resume and cover letter. Ask if it attracts the employers and make them
want to employ you. Make up any details that you need.

Student B

You are an applicant applying for a position as a call center support agent with the
Ammatara Pura. While waiting for the interview, your friend, the other applicant, ask
you to look over her resume and cover letter. You say that it is easy to read and
professional-looking, and tailored to the job and the employer. Tell her that she did a
great job, all of the experience she listed really demonstrates her accomplishments in
this department. Make up any details that you need.

Student C

You are an interviewee for a job as a customer service advisor at the Ammatara Pura.
Think of the interview as the time to apply all the rules of business etiquette. Learn as
much as you can about the company before you arrive for the interview so that you
can let the interviewer know about your skills and abilities in the light of what the
company needs. Listen carefully to the interviewers and answer their questions
promptly and sincerely. Make up any details that you need.

Student D

You are an interviewer. You are working as a customer service manager for the

Ammatara Pura. You have to interview the applicant for a job as a customer service
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advisor. Ask her to talk about her good points and negative points. Make up any details
that you need.

Student E

You are an interviewer. You are a company president of the Ammatara Pura. You have
to interview the applicant for a job as a customer service advisor. Ask her to talk about
her work experience and future plans. Ask her how to manage working with someone

who doesn’t like her. Make up any details that you need.
Scenario 2 Working with others

Situation: Emphasis on delegating and giving feedback: In the studio at Channel 3, the
managing director of the Take Me out Thailand program is delegating the project
manager and the marketing manager to do some tasks. At the end of the season, the
executive director and the company president give some feedback to the project
manager and the marketing manager.

Student A

You are working as a managing director of the Take Me out Thailand program. You
delegate the project manager to attend the weekly meeting with the executive
director, have meetings with sponsors, plan the advertising campaign, and place
advertisements in newspapers. Then, you delegate the marketing manager to send
brochures to single guys, and write replies to email requests. Make up any details that
you need.

Student B

You are working as a project manager of the Take Me out Thailand program. You are
delegated to do some tasks. Ask what the task is, ask for more details, and agree to do
the task. Then, at the end of the season, the executive director gives you some
feedback. Respond to thanks and praise. Accept criticism, ask for advice and respond
to advice. Make up any details that you need.

Student C

You are working as a marketing manager of the Take Me out Thailand program. You are
delegated to do some tasks. Ask what the task is, ask for more details, and agree to do
the task. Then, at the end of the season, the company president gives you some
feedback. Respond to thanks and praise. Reject criticism, ask for more details,

apologize, give reasons, and offer a solution. Make up any details that you need.



337

Student D

You are an executive director of the Take Me out Thailand program. You give some
feedback to the project manager: thanking, praising, criticizing, and giving advice. Make
up any details that you need.

Student E

You are a company president of the Take Me out Thailand program. You give some
feedback to the marketing manager: thanking, praising, criticizing, and giving advice.

Make up any details that you need.
Scenario 3 Making arrangements

Situation: Emphasis on making arrangements: In the offices of Utopia Holidays and
Asia Web Direct, some staff are making arrangements by telephone.

Student A

You work as an operator of Utopia Holidays. The credit control manager of Asia Web
Direct is calling you to speak to the sales manager. Find out who is calling, and why.
Explain that the sales manager is in a meeting. Ask her to leave a message. Make up
any details that you need.

Student B

You are a credit control manager of Asia Web Direct. You got an email from the sales
manager of Utopia Holidays. You call him. The operator of Utopia Holidays is answering
your call. Identify yourself, ask for connection, and give the reason for calling. Then,
you have to answer a call from the executive secretary of Utopia Holidays. She calls to
make an appointment for the meeting. Agree on a time, ask for the place, and close a
call. Make up any details that you need.

Student C

You are a sales manager of Utopia Holidays. You got the message from the credit
control manager of Asia Web Direct. You are returning her call, but she is on the other
line. You ask her personal secretary to take a message. Make up any details that you
need.

Student D

You are working as a personal secretary for the credit control manager of Asia Web
Direct. You are answering the sales manager of Utopia Holidays’ call. Identify your

company, ask about the purpose, identify the caller, apologize that the credit control
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manager is on the other line, then receive and take messages. Make up any details
that you need.

Student E

You are working as an executive secretary for Utopia Holidays. You call the credit
control manager of Asia Web Direct to arrange a meeting for discussing about the
payment schedule for your company’s website. Agree on a time, confirm, and close a

call. Make up any details that you need.
Scenario 4 Socializing

Situation: Emphasis on socializing: At the registration area of the International
Customer Service seminar, the managing director of John Robert Power is welcoming a
new business partner. The other three people are networking. They make contact and
build the relationship.

Student A

You work as a managing director for John Robert Power. You set a two-day seminar
called International Customer Service for one thousand people in Thailand. You have
invited a new European customer service manager to join this course. You have to
welcome him. Introduce yourself and another person. Make polite offers. Make small
talk asking about travel, accommodation, place and weather. Then, close the
introduction. Make up any details that you need.

Student B

You are a new European customer service manager of John Robert Power. You are at
the conference. The managing director is welcoming you. Introduce yourself to your
new business partner. Respond to introductions and polite offers. Get a share in the
conversations. Make up any details that you need.

Student C

You are an executive director of Aviance International. You meet the new European
customer service manager of John Robert Power near the registration area. Begin by
asking your target at least three questions. Introduce yourself. Talk about your jobs,
responsibilities, products and services. Make up any details that you need.

Student D

You are working as a call center support agent for Sharp Electronics. You meet the new

European customer service manager of John Robert Power and the executive director
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of Aviance International near the registration area. Make contact and build the
relationship. You have to be the first to say hello and introduce yourself to others.
Make an effort to remember people’s names. Be able to tell others what you do in a
few short sentences. Encourage others to talk more by showing interest, and respond
positively to what they say. Make up any details that you need.

Student E

You are working as a district sales manager for Good Health Products Ltd. You would
like to network with the three people talking at the registration area. You may need to
interrupt conversations to join the group, but try not to make your presence felt
immediately. Introduce yourself. Talk about your jobs, responsibilities, products and

services. Make up any details that you need.
Scenario 5 Meetings

Situation: Emphasis on running a business meeting: In the company boardroom, the
chairperson is holding a business meeting which will share ideas for marketing activities
to solve the problem that sales of the L’OREAL Professional Hair Spa are falling.
Participants are the marketing managers in different countries.

Student A

You are a chairperson of the meeting. You open the meeting with welcoming and
introducing, apologies for absence, defining the objective, and introducing the agenda.
Encourage ideas from all the participants. Control the meeting by keeping to the
agenda, confirming a decision, and closing and moving on. Make decisions by closing
the discussion, focusing, and establishing consensus. Then, close the meeting by
completing the agenda, summarizing, and setting a date for the next meeting. Make up
any details that you need.

Student B

You are a marketing manager in Thailand. You are taking part in the business meeting.
Give and respond to opinions. You propose the ideas to do some market research, and
make different packaging designs. Make up any details that you need.

Student C

You are a marketing manager in Indonesia. You are attending the business meeting. You
comment to support the other participant’s idea. Recommend to expand the products

into the eastern European markets. Make up any details that you need.
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Student D

You are a marketing manager in Singapore. You are taking part in the business meeting.
You interrupt to show a disagreement with the other participant, and propose to open
a new L’OREAL spa in Singapore and recruit more receptionists for the spas in every
ASEAN country. Make up any details that you need.

Student E

You are a marketing manager in China. You are attending the business meeting. You
disagree with the other participant. You explain that the company needs to reduce the
number of employees because that’s the best way to cut costs. You change the focus
of the discussion bringing up the problem that one manager has made an excuse not
to be present in the meeting. You think he may be reluctant to come to team
meetings because he has much lower level of English than the rest of you. He told you
that he doesn’t feel he can contribute much. How can you encourage him to take part

in future meetings? Make up any details that you need.
Scenario 6 Sightseeing

Situation: Emphasis on sightseeing: At the business meeting of the Ballantines
international sales teams at the Rajapruek Resort, Kho Samui, Surat Thani, some
participants are discussing about changing some meeting schedules, booking a city tour,
and hiring a car for travelling around Kho Samui.

Student A

You work as a managing director for the Ballantines. You are joining the business
meeting of the Ballantines international sales teams at the Rajapruek Resort. Talk with
the executive secretary of the Pernod Richard (Thailand) LTD, the meeting organizer, to
confirm the details of your flight home, and request to change some meeting
schedules. You would like to put off one of the meetings until Monday, and take a city
tour on Sunday. Make up any details that you need.

Student B

You work as an executive secretary of the Pernod Richard (Thailand) LTD. You are the
meeting organizer for the Ballantines international sales teams. Talk with the managing
director of the Ballantines. You agree to change some meeting schedules and suggest
new times for the meeting with region sales managers. Make up any details that you

need.



341

Student C

You work as a personal secretary for the managing director of the Ballantines. Ask the
front clerk at the Rajapruek Resort to book a city tour for him on Sunday. Ask about
the cost, the route, the starting time, the point of departure, the length, and
transportation. Make sure that the guide can speak English. Make up any details that
you need.

Student D

You are working as a front clerk at the Rajapruek Resort. Tell the personal secretary for
the managing director of the Ballantines specific information about a city tour. Make a
reservation for her. Then, explain the information about car rental to the sales manager
of the Ballantines in Scotland, and book one Toyota Altis Sportivo for him on Tuesday.
Make up any details that you need.

Student E

You are a sales manager of the Ballantines in Scotland. Ask the front clerk of the
Rajapruek Resort to rent a car for travelling around Kho Samui with the managing
director of the Ballantines. Ask about car hire prices, the items the prices include and
do not include, and driver requirements. Ask about the directions to the most popular

tourist attractions in Kho Samui. Make up any details that you need.
Scenario 7 - At the company

Work in groups of 15. Apply all the lessons you have learned to create a play about at
the company. Set the roles for each member in your group. Make up your own
information, situations, and conversations. Perform role-playing simulation on stage in

group for 30 minutes.
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WUUNAFBUIAANEINTTATUNTNAN BN BINEN1THRETN19TINANBULAT AN TITEU

(A Pre-And Post-Speaking Tests on Oral Competence in Business English Communication)

Divide into groups of five. Choose one of the six scenarios. Each scenario holds one
situation and five role cards. Each student picks up one of the five role cards in the
box. Look at the information in your card, prepare your own conversations, and work in
group to accomplish the assigned task. You have 20 minutes for preparation. Perform

role-playing simulation in group for about 20.

Scenario 1 Applying for a job

Situation: Emphasis on applying for a job: At an interview for a job at the Le Meridien
Hotels & Resorts, the company president and the customer service manager are
interviewing an applicant for a position of customer service advisor. The other two
applicants are talking about a perfect resume and cover letter while waiting for the
interview.

Student A

You are an applicant applying for a job as a customer service advisor at the Le
Meridien Hotels & Resorts. While waiting for the interview, you ask your friend, the
other applicant, to check the spelling and punctuation for your resume and cover
letter one more time. And ask if it attracts the employers and make them want to
employ you. Make up any details that you need.

Student B

You are an applicant applying for a position as a call center support agent with the Le
Meridien Hotels & Resorts. While waiting for the interview, your friend, the other
applicant, ask you to look over her resume and cover letter. You say that it is easy to
read and professional-looking, and tailored to the job and the employer. Tell her that
she did a great job, all of the experience she listed really demonstrates her
accomplishments in this department. Make up any details that you need.

Student C

You are an interviewee at an interview for a job as a customer service advisor at the Le
Meridien Hotels & Resorts. Think of the interview as the time to apply all the rules of
business etiquette. Learn as much as you can about the company before you arrive for

the interview so that you can let the interviewer know about your skills and abilities in
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the light of what the company needs. Listen carefully to the interviewers and answer
their questions promptly and sincerely. Make up any details that you need.

Student D

You are an interviewer. You are working as a customer service manager for the Le
Meridien Hotels & Resorts. You have to interview the applicant for a job as a customer
service advisor. Ask her to talk about her good points and negative points. Make up any
details that you need.

Student E

You are an interviewer. You are a company president of the Le Meridien Hotels &
Resorts. You have to interview the applicant for a job as a customer service advisor.
Ask her to talk about her future plans and experience. Ask her how to cope with

people who resent her success. Make up any details that you need.

Scenario 2 Working with others

Situation: Emphasis on delegating and giving feedback: In the studio at Channel 3, the
managing director of The Voice Thailand program is delegating the project manager and
the marketing manager to do some tasks. At the end of the season, the executive
director and the company president give some feedback to the project manager and
the marketing manager.

Student A

You are working as a managing director of The Voice Thailand program. You delegate
the project manager to attend the weekly meeting with the executive director, have
meetings with sponsors, plan the advertising campaign, and place advertisements in
newspapers. Then, you delegate the marketing manager to send brochures to talented
people, and write replies to email requests. Make up any details that you need.
Student B

You are working as a project manager of The Voice Thailand program. You are
delegated to do some tasks. Ask what the task is, ask for more details, and agree to do
the task. Then, at the end of the season, the executive director gives you some
feedback. Respond to thanks and praise. Accept criticism, ask for advice and respond

to advice. Make up any details that you need.
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Student C

You are working as a marketing manager of The Voice Thailand program. You are
delegated to do some tasks. Ask what the task is, ask for more details, and agree to do
the task. Then, at the end of the season, the company president gives you some
feedback. Respond to thanks and praise. Reject criticism, ask for more details,
apologize, give reasons, and offer a solution. Make up any details that you need.
Student D

You are an executive director of The Voice Thailand program. You give some feedback
to the project manager: thanking, praising, criticizing, and giving advice. Make up any
details that you need.

Student E

You are a company president of The Voice Thailand program. You give some feedback
to the marketing manager: thanking, praising, criticizing, and giving advice. Make up any

details that you need.

Scenario 3 Making arrangements

Situation: Emphasis on making arrangements: In the offices of Nitipon and Victoria’s
Secret Beauty Company, some staff are making arrangements by telephone.

Student A

You work as an operator of Nitipon. The credit control manager of Victoria’s Secret
Beauty Company is calling you to speak to the sales manager. Find out who is calling,
and why. Explain that the sales manager is in a meeting. Ask her to leave a message.
Make up any details that you need.

Student B

You are a credit control manager of Victoria’s Secret Beauty Company. You got an
email from the sales manager of Nitipon. You call him. The operator of Nitipon is
answering your call. Identify yourself, ask for connection, and give the reason for
calling. Then, you have to answer a call from the executive secretary of Nitipon. She
calls to make an appointment for the meeting. Agree on a time, ask for the place, and
close a call. Make up any details that you need.

Student C

You are a sales manager of Nitipon. You got the message from the credit control

manager of Victoria’s Secret Beauty Company. You are returning her call, but she is on
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the other line. You ask her personal secretary to take a message. Make up any details
that you need.

Student D

You are working as a personal secretary for the credit control manager of Victoria’s
Secret Beauty Company. You are answering the sales manager’s call. Identify your
company, ask about the purpose, identify the caller, apologize that Miss Anderson is
on the other line, then receive and take messages. Make up any details that you need.
Student E

You are working as an executive secretary for Nitipon. You call the credit control
manager of Victoria’s Secret Beauty Company to arrange a meeting for discussing about
the payment schedule for your company’s products. Agree on a time, confirm, and

close a call. Make up any details that you need.

Scenario 4 Socializing

Situation: Emphasis on socializing: At the registration area of the International
Customer Service seminar, the managing director of Healthzone Solutions is welcoming
a new business partner. The other three people are networking. They make contact
and build the relationship.

Student A

You work as a managing director for Healthzone Solutions. You set a two-day seminar
called International Customer Service for one thousand people in Thailand. You have
invited a new European customer service manager to join this course. You have to
welcome him. Introduce yourself and another person. Make polite offers. Make small
talk asking about travel, accommodation, place and weather. Then, close the
introduction. Make up any details that you need.

Student B

You are a new European customer service manager of Healthzone Solutions. You are at
the seminar. The managing director is welcoming you. Introduce yourself to your new
business partner. Respond to introductions and polite offers. Get a share in the
conversations. Make up any details that you need.

Student C

You are an executive director of Lu Chun Cha, Jia Hor Brand. You meet the new

European customer service manager of Healthzone Solutions near the registration area.
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Begin by asking your target at least three questions. Introduce yourself. Talk about your
jobs, responsibilities, products and services. Make up any details that you need.
Student D

You are working as a call center support agent for Nestle, Nesvita. You meet the new
European customer service manager of Healthzone Solutions and the executive
director of Lu Chun Cha, Jia Hor Brand near the registration area. Make contact and
build the relationship. You have to be the first to say hello and introduce yourself to
others. Make an effort to remember people’s names. Be able to tell others what you
do in a few short sentences. Encourage others to talk more by showing interest, and
respond positively to what they say. Make up any details that you need.

Student E

You are working as a district sales manager for Puree Vite. You would like to network
with the three people talking at the registration area. You may need to interrupt
conversations to join the group, but try not to make your presence felt immediately.
Introduce yourself. Talk about your jobs, responsibilities, products and services. Make

up any details that you need.

Scenario 5 Meetings

Situation: Emphasis on running a business meeting: In the company boardroom of S&P
Syndicate Public Company, the chairperson is holding a business meeting which will
share ideas for marketing activities to solve the problem that sales of the coffee
cookies are falling. Participants are the marketing managers in different countries.
Student A

You are a chairperson of the meeting. You open the meeting with welcoming and
introducing, apologies for absence, defining the objective, and introducing the agenda.
Encourage ideas from all the participants. Control the meeting by keeping to the
agenda, confirming a decision, and closing and moving on. Make decisions by closing
the discussion, focusing, and establishing consensus. Then, close the meeting by
completing the agenda, summarizing, and setting a date for the next meeting. Make up

any details that you need.
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Student B

You are a marketing manager in Thailand. You are taking part in the business meeting.
Give and respond to opinions. You propose the ideas to do some market research, and
make different packaging designs. Make up any details that you need.

Student C

You are a marketing manager in Indonesia. You are attending the business meeting. You
comment to support the other participant’s idea. Recommend to expand the products
into the eastern European markets. Make up any details that you need.

Student D

You are a marketing manager in Singapore. You are taking part in the business meeting.
You interrupt to show a disagreement with the other participant, and propose to open
a new S&P shop in Singapore and recruit more assistants for the shops in every ASEAN
country. Make up any details that you need.

Student E

You are a marketing manager in China. You are attending the business meeting. You
disagree with the other participant. You explain that the company needs to reduce the
number of employees because that’s the best way to cut costs. You change the focus
of the discussion bringing up the problem that one manager has made an excuse not
to be present in the meeting. You think he may be reluctant to come to team
meetings because he has much lower level of English than the rest of you. He told you
that he doesn’t feel he can contribute much. How can you encourage him to take part

in future meetings? Make up any details that you need.

Scenario 6 Sightseeing

Situation: Emphasis on sightseeing: At the business meeting of the Jubilee Diamond
international sales teams at the Racha Kiri Resort and Spa, Khanom, Nakhon Si
Thammarat, some participants are discussing about changing some meeting schedules,
asking about a city tour, and booking a car for travelling around Khanom.

Student A

You are a company president of the Jubilee Diamond. You are joining the business
meeting of the Jubilee Diamond international sales teams at the Racha Kiri Resort and
Spa. Talk with the executive secretary of the TRIS Academy of Management, the

meeting organizer, to confirm the details of your flight home, and request to change
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some meeting schedules. You would like to put off one of the meetings until Monday,
and take a city tour on Sunday. Make up any details that you need.

Student B

You work as an executive secretary for the TRIS Academy of Management. You are the
meeting organizer of the Jubilee Diamond international sales teams. Talk with the
company president of the Jubilee Diamond. You agree to change some meeting
schedules and suggest new times for the meeting with region sales managers. Make up
any details that you need.

Student C

You work as a personal secretary for the company president of the Jubilee Diamond.
Ask the front clerk at the Racha Kiri Resort and Spa to book a city tour for him on
Sunday. Ask about the cost, the route, the starting time, the point of departure, the
length, and transportation. Make sure that the guide can speak English. Make up any
details that you need.

Student D

You are working as a front clerk at the Racha Kiri Resort and Spa. Tell the personal
secretary for the company president of the Jubilee Diamond specific information about
a city tour. Make a reservation for her. Then, explain the information about car rental
to the sales manager of the Jubilee Diamond in Malaysia, and book one Honda Jazz for
him on Tuesday. Make up any details that you need.

Student E

You are a sales manager for the Jubilee Diamond in Malaysia. Ask the front clerk of the
Racha Kiri Resort and Spa to rent a car for travelling around Khanom with the company
president of the Jubilee Diamond. Ask about car hire prices, the items the prices
include and do not include, and driver requirements. Ask about the directions to the

most popular tourist attractions in Khanom. Make up any details that you need.
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Assessment Scales of Oral Competence in Business English Communication

Directions: Please assess the student’s oral competency by v"in the ‘Marks’ boxes.

Criteria for Rating Marks

1. Fluency

Level 1 Speech is extremely fragmented and incomprehensible.

Level 2 Usually hesitant or silent because of lack of English language skills.

Level 3  Speed and fluency are strongly affected by difficulties with the
English language.

Level 4 Speed of speech is slightly affected by difficulties with the English
language. Speech is quite comprehensible.

Level 5 Speech is nearly as fluent and effortless as that of a native speaker.
2. Giving Information

Level 1  The information is completely inappropriate to the provided
situation and assigned role.

Level 2 The information is largely inappropriate to the provided situation and
assigned role.

Level 3 The information is sometimes inappropriate to the provided situation
and assigned role.

Level 4 The information is mostly appropriate to the provided situation and
assigned role.

Level 5 The information is completely appropriate to the provided situation
and assigned role.
3. Selecting Language

Level 1 Limited vocabulary, errors in grammar, and errors in word order
make conversation virtually unintelligible.

Level 2 Limited vocabulary, errors in grammar, and errors in word order
make comprehension difficult.

Level 3  Makes frequent errors in vocabulary, gsrammar and word order.
Meaning is occasionally obscured.

Level 4 Sometimes uses inappropriate terms and grammar. Conversation is

understandable.
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Level 5 Selects language for conversation appropriately and occasionally,
and makes few (if any) noticeable errors in grammar or word order.
4. Pronunciation

Level 1  Severe pronunciation problems. Speech is virtually unintelligible.

Level 2 Very hard to understand because of pronunciation problems.

Level 3 Pronunciation problems necessitate concentrated listening and
occasionally lead to misunderstanding.

Level 4 Usually intelligible. Accent is very pronounced.

Level 5 Always intelligible. Accent is hardly noticeable or nonexistent.
5. Confident Acting

Level 1  Speaks without adding body language

Level 2 Speaks with some body language, often with inappropriate affect.

Level 3 Body language and speech intonation are mostly appropriate to the
assigned role and situation.

Level 4 Body language and speech intonation are almost entirely appropriate
to the assigned role and situation.

Level 5 Body language and speech intonation are entirely appropriate to the
assigned role and situation.
6. Problem Solving

Level 1 Unable to carry an intelligent conversation. Does not understand
responses or questions.

Level 2  Shows great lack of understanding of responses and questions.
Occasionally contributes an appropriate remark.

Level 3 Able to correct most problems and carry a conversation.

Level 4 Able to correct almost all problems and carry a conversation going
with mostly accurate remarks.

Level 5 Shows strong ability to carry an intelligent and continuous

conversation, and critically think through problems.

Total
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wuuyszliuauessuaudulalunisuaneidanguiinenisieasniegsianaunaznaensisey

(An Assessment Form on Students’ Self-Confidence in Speaking Business English)

1. The form consists of 12 items.
2. There is no judgment of a right or wrong answer as it is individual’s fact that it should not
be identical with others. Therefore, you can truly reply to the best of your situations.

Score of 5: Students’ highest self-confidence

Score of 4: Students’ high self-confidence

Score of 3: Students’ medium self-confidence

Score of 2: Students’ less self-confidence

Score of 1: Students’ least self-confidence

Can Do Ratings highest | high | medium | less | least
No.
| can ... (5 (@) (3 (2 ¢))

1 explain how to write a good resume and cover

letter to attract employers.

2 | apply good communication skills to win the

interview for a job.

deal with delegation effectively.

handle giving feedback and receiving it

effectively.

5 explain how to write emails for making

arrangements.

6 make a good telephone call for making

arrangements.

7 establish contacts and build the relationship at

networking events.

8 | welcome and socialize with business partners

before a meeting.

9 | explain how to write effective agendas and

minutes.

10 | chair and participate in a business meeting

successfully.

11 | book a city tour and describe tourist attractions

interestingly.

12 | hire a car for travelling around correctly.
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wuudunwalanuAaiiukazausiulalunsyandinguwitansiedimegsianeuaznanisieu

(An Interview Form on Students’ Opinion and Self-Confidence in Speaking Business English)
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UVUNNUTZA1IUVDIUNANEN HeioU LasKHaItnAN1Id

(Diaries of the Students, the Teacher, and the Observers)

Right after each role-playing simulation, please write in your daily diary to reflect on

your attitudes based on the specific focus questions.
Questions for the students

1. How useful was involvement in the role-playing simulation for you?

2. Did involvement in the role-playing simulation help you develop your
communicative competence? Why? Please explain.

3. Did performing in the role-playing simulation help you gain more self-confidence in

speaking English for business communication? Why? Please explain.

Questions for the teacher

1. How did you feel about class activities today? Were the students interested in
learning and doing the role-playing simulation? Why? Please explain.
2. How did you feel about the students’ language performance? Did the students

develop their communicative competence? Why? Please explain.
Questions for the observers
1. How did you feel about the students’ language performance? Did they gain more

self-confidence in speaking English for business communication? Why? Please explain.

2. How would you evaluate the students’ language performance?
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(A Questionnaire Representing Students’ Opinions on Learning Oral Business

English Commmunication Skills through Role-Playing Simulation)

Choose the best answer that is true for you.

1. When creating a theme for the provided situation and assigned role, to which point
did you pay attention?

a. Naturalness of expressions

b. Appropriate information to the provided situation and assigned role

c. Correctness of words and grammar

d. Ease of pronunciation

e. Development of stories to accomplish the objectives

f. Ease of acting out

g. Others ()

2. What kind of advantage do you have in working in groups, instead of working alone?

a. Suggestion of advices on the fluent conversation

b. Suggestion of advices on the appropriate and effective communication

c. Suggestion of advices on the appropriate language choice

d. Suggestion of advices on the intelligible pronunciation

e. Suggestion of advices on the development of stories accessible for the
audience

f. Suggestion of advices on the acting appropriate to the context and
relationship

g. Others ()


http://en.wikipedia.org/wiki/Communication
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3. You learn conversational expressions in everyday Business English classes, and use
language in a simulated situation in front of class in the next class. Do you think these
experiences serve you beneficially?

-Yes / No.

If you think it is beneficial, in which point?

a. Speak more fluently

b. Give information more appropriately

c. Acquire more vocabulary and grammar

d. Pronounce more intelligibly

e. Carry more intelligent conversations

f. Build more self-esteem and courage to speak in front of many people

g. Others ()

4. When acting out the assigned role in front of class, to which point did you pay
attention?

a. Speaking clearly and fluently, by putting appropriate emphases on important

parts

b. Appropriate information

. Language choice

d. Pronunciation

e. Showing clearly the development of stories

f. Facial expressions and gestures

g. Others ()

5. Would you like to perform in more role-playing simulation?
-Yes / No.
If yes, in which point do you see its usefulness?
a. | can improve proficiency in oral Business English.
b. It provides me opportunities to practice speaking English.
c. | can produce my own language and control the content of the speech.
d. I can use language in a meaningful way.
e. It prepares me to participate in the broader international community.
f. I can adapt my knowledge to the real-life situation.

g. Others ()
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6. Was there something you learned by watching the other students’ language
performance?

-Yes / No.

If yes, in which point did you learn something?

a. How to make natural expressions

b. How to give appropriate information to the provided situation and assigned

role

c. Vocabulary and grammar

d. Ease of pronunciation

e. Development of stories accessible for the audience

f. How to use body language and speech intonation

g. Others ()

7. Are you satisfied with practicing spoken English through role-playing simulation?
a. Extremely satisfied
b. Satisfied
c. Neither satisfied nor unsatisfied
d. Unsatisfied
e. Extremely unsatisfied
f. Nothing in particular
g. Others ()

8. Do you find this activity interesting?
a. Extremely interesting
b. Interesting
c. Neither interesting nor uninteresting
d. Uninteresting
e. Extremely uninteresting
f. Nothing in particular
g. Others ()
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9. Do you think that everyday practice in role-playing simulation helps you gain more
self-confidence in speaking English?

a. Strongly agree

b. Agree

c. Neither agree nor disagree

d. Disagree

e. Strongly disagree

f. Nothing in particular

g. Others ()

10. Do you think that using English actively as in this activity will serve you in practical
English conversation in your future career?

a. Strongly agree

b. Agree

c. Neither agree nor disagree

d. Disagree

e. Strongly disagree

f. Nothing in particular

g. Others ()
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tinAnuiaui nousey nsuUana nauseu | nsudawa
1 3.33 Urunans 4.08 a
2 217 i 4.00 a9
3 2.08 i 5.00 geun
i 1.00 fann 4.50 geun
5 2.25 i 4.50 gen
6 2.75 Yunan 4.17 6N
7 3.33 Yrunan 4.25 gaun
8 2.25 i1 4.00 o
9 2.25 i1 4.08 o
10 3.17 Yrunan 4.08 6N
11 2.92 Yunan 4.08 G
12 2.25 i1 4.08 o
13 3.00 Yrunan 4.08 6N
14 1.00 Aann 4.42 e
15 2.00 i1 4.08 a9
16 2.08 i 4.42 G
17 1.42 Aann a.67 e
18 3.33 Yunan 5.00 gan
19 3.41 Urunans 4.50 917N
20 2.75 Yunan 4.67 917N
21 3.00 Yunan 4.67 917N
22 3.17 Urunans 4.08 GN
23 2.75 Urunans 4.50 917N
24 2.67 Uunan 4.00 G
25 2.33 1 4.33 geun
26 1.50 AN 4.50 G
27 2.75 Uunan 4.08 GN
28 2.92 Uunan 4.58 917N
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29 2.00 1 4.50 geun
30 2.00 i 4.58 gen
31 2.75 Uunang 4.42 Gl
32 3.00 Uunan 4.58 N
33 2.67 Yunan 4.75 N
34 2.00 i 4.33 gen
35 2.50 Uunan 4.83 gaun
36 1.83 1 4.17 a9
37 2.83 Uunan 4.33 917N
38 1.33 finann 3.83 a9
39 2.58 i 5.00 e
40 2.00 1 4.33 a9
a1 2.33 i1 3.83 o
a2 2.00 i1 4.50 gan
a3 2.00 i 3.58 a9
a4 2.33 i1 4.83 gan
45 2.17 i1 4.08 o

A7URATEAUANMUAINTATUNITHANT BB INUNBNITHOAI1TNNGSAA

YBIUNANYINDULALVIAINITHI8U

szé’u fgjlx‘l&l']ﬂ E;N Yrunang M1 G?’]&Hﬂ
YRNNIINAGDU
nouLIYUY 0 0 20 20 5
nasIU 26 19 0 0 0
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AU 1 AuAaaewAal (Fluency)

infnenaud nouTeU waIIU Infnwaufl | newdeu NG

1 3 4 24 4 5
2 2.5 4 25 3 4
3 1 5 26 2 4.5
4 1 4 27 1.5 5
5 2 5 28 3 4
6 3.5 4 29 3 4.5
7 3.75 4 30 2 4
8 2 3 31 1.5 5
9 2 5 32 2.5 5
10 3 4 33 3 4
11 3 4 34 2.5 5
12 2.5 4 35 2 4.5
13 3 3 36 3.5 5
14 1 4.5 37 1 q
15 3 a4 38 2.5 4
16 2 4.5 39 1 3
17 1 5 40 2 5
18 3 5 41 2 5
19 4 4.5 42 25 4
20 4 4.5 43 1 4
21 3 4 a4 1 3
22 4 5 45 2.5 5
23 3 4




auin 2 msliidaya (Giving Information)
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infnenaud nouReu WAL Infnwnaufl | newdeu NAUTBY

1 3 4 24 3 4
2 2.5 4 25 2 4.5
3 2 5 26 1.5 5
4 1 5 27 3 4.5
5 2 5 28 3 3.5
6 2.5 4 29 2 5
7 3.75 5 30 2.5 4
8 2 3 31 2.5 4.5
9 2 5 32 3 4
10 4 3.5 33 2.5 5
11 3 4 34 2 4.5
12 2.5 4 35 2.5 5
13 3 4 36 2 4
14 1 4.5 37 2.5 4
15 2 4 38 1 4
16 2 4.5 39 2 5
17 1 5 40 2 5
18 3 5 41 2.5 4
19 3.5 4.5 42 1 4
20 3 4.5 43 2 3
21 3 5 44 2.5 5
22 4 5 45 2 3.5
23 2 5
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infnenaud nouReu WAL Infnwnaufl | newdeu NAUTBY

1 3 4 24 2.5 4
2 2.5 4 25 2 3.5
3 2 5 26 1.5 5
4 1 5 27 3.5 4
5 2.5 4 28 3 4.5
6 2.5 3 29 2 5
7 3.5 5 30 2.5 4
8 2 4 31 2.5 4.5
9 2 4 32 3 5
10 3 3 33 2.5 5
11 3 4 34 2 4.5
12 2.5 4 35 2.5 5
13 3 4.5 36 2 4.5
14 1 4.5 37 2.5 5
15 2 4 38 1 4
16 2 4.5 39 2 5
17 1 4 40 2 5
18 3.5 5 41 2.5 4
19 3.5 4.5 42 2 4
20 3 4.5 43 2 3
21 3 5 44 1.5 5
22 3 a4 45 2 35
23 2.5 4.5




AU 4 n1seenides (Pronunciation)
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infnenaud nouReu WAL Infnwnaufl | newdeu NAUTBY

1 4 4 24 25 4
2 2.5 4 25 2 4.5
3 3 5 26 1.5 4
4 1 4 27 2 4
5 2 4 28 3 5
6 3.5 5 29 2 4
7 2 4 30 1.5 5
8 2.5 4 31 3 4.5
9 3 4 32 3 5
10 2 4.5 33 2.5 4.5
11 3 4.5 34 2 4.5
12 2.5 4.5 35 2.5 5
13 3 4 36 2 4.5
14 1 5 37 3.5 4
15 2 4.5 38 1 4
16 2 4.5 39 3.5 5
17 1 4 40 2 3
18 3.5 5 41 1.5 3
19 3.5 4.5 42 3 5
20 3.5 4.5 43 2 4
21 3 4 a4 2.5 5
22 2 a4 45 2 4.5
23 3.5 4.5
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infnenaud nouTeU WAL Infnwaufl | newdeu NG

1 3 4.5 24 2.5 4
2 1.5 4 25 3 4.5
3 2.5 5 26 2 4.5
4 1 5 27 2 4
5 2 5 28 2.5 5
6 1 4 29 2 4
7 3 4.5 30 1.5 4.5
8 2.5 5 31 3 4.5
9 2.5 3 32 3 5
10 3 5 33 3 4.5
11 2.5 4 34 2 5
12 1 4 35 2 4
13 3 4 36 2 4.5
14 1 4.5 37 3 5
15 1 4 38 2 5
16 2.5 5 39 2.5 5
17 2.5 5 40 2 4
18 3.5 5 41 2.5 4
19 2.5 4.5 42 2 5
20 1 5 43 3 4.5
21 3 5 44 25 4.5
22 2 3.5 45 3 4.5
23 2.5 3.5




it 6 n1suAdeyn (Problem Solving)
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infnenaud nouReu WAL Infnwnaufl | newdeu NAUTBY

1 4 4 24 25 4
2 1.5 4 25 3 4.5
3 2 5 26 1 3.5
4 1 4 27 3 4
5 3 4 28 3 5
6 3.5 5 29 2 5
7 4 3 30 2.5 5
8 2.5 5 31 3 3.5
9 2 3.5 32 3 4.5
10 4 4.5 33 3 4.5
11 3 4 34 2 3
12 2.5 4 35 2 5
13 3 5 36 2 3.5
14 1 3.5 37 3 4
15 2 4 38 2 3
16 2 3.5 39 3.5 5
17 2 5 40 2 4
18 3.5 5 41 2.5 4
19 3.5 4.5 42 3 5
20 2 5 43 2 4
21 3 5 44 25 4.5
22 4 3 45 2 4.5
23 2 4.5
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Tinfneaui naulseU nsuUana NAITBY nsuUana
1 3.00 Junang 4.17 Ul
2 3.42 N 4.25 1Nl
3 3.50 1N 4.33 1Nl
il 3.75 11N 4.08 110
5 3.50 110 3.17 U1unang
6 2.92 Junang 3.42 11N
7 3.83 un 3.50 4N
8 3.33 Junang 3.36 U1unang
9 342 11N 3.75 41N
10 3.33 Junang 3.42 11N
11 3.08 Junang 3.75 110
12 3.17 Junang 3.17 U1unang
13 2.75 Jrunang 3.50 11N
14 3.33 Junang 3.42 41N
15 2.50 oy 3.42 170
16 2.75 Junang 4.50 mnﬁq@
17 3.08 Junang 4.08 11N
18 2.83 Junang 3.08 Urunang
19 3.17 Junang 3.67 41N
20 3.08 Junang 3.50 11N
21 292 Urunans 5.00 Mﬂﬁqﬂ
22 2.75 Junang 3.08 Urunang
23 2.75 Junang 4.25 mﬂﬁq@
24 3.00 Junang 3.58 1A
25 3.25 Urunans 4.33 maﬁqm
26 2.42 oy 3.50 170
27 3.25 Junang 4.83 mﬂﬁq@
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28 2.83 Yunan 3.92 iy

29 3.42 1 4.33 1niign
30 3.33 Uunan 4.25 mm?’iajﬂ
31 2.75 Yunan 3.08 Uuna
32 3.33 Urunang 4.25 mﬂﬁq@
33 2.33 ffot 5.00 1Nl
34 1.00 ERED) 4.50 1Nl
35 2.25 tiog 4.75 1Ntgn
36 2.00 ffot 4.58 1Nl
37 1.25 ERED) 4.92 1Nl
38 1.83 tiog 4.58 1nitgn
39 1.50 tioeiign 4.58 1Nitgn
40 1.25 ffoviian 4.58 1niign
41 1.00 tfouian 4.50 1nitga
a2 2.00 liey 3.92 1N

43 2.00 ffoe 5.00 1niign
a4 1.25 tiouiign 4.00 1N

45 1.67 tioeiign 4.92 1Nitgn

aunaszauauiulalun1syan1wdenguivanisieniegsiavastindne

ADULATNAINITITU
5TAU | WNAign N tunans oy Waelign
PANITNATDIU
nauLsyU 0 7 23 8
Vadseu 21 18 6 0
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Q1 When creating a theme for the provided situation and

Amount | Percentage
assigned role, to which point did you pay attention?
Expressions 8 17.78
Information 23 51.11
Words and grammar a4 8.89
Pronunciation 2 4.44
Stories 3 6.67
Acting out 5 11.11
Total 45 100.00
Q2 What kind of advantage do you have in working in groups,

Amount | Percentage
instead of working alone?
Conversation 3 6.67
Communication 4 8.89
Language choice 7 15.55
Pronunciation 9 20.00
Stories 13 28.89
Acting 9 20.00
Total 45 100.00
Q3 You learn conversational expressions in everyday Business
English classes, and use language in a simulated situation in
front of class in the next class. Do you think these Amount FRIEEES
experiences serve you beneficially?
Fluency 3 6.67
Information 20 44.45
Vocabulary and grammar 5 11.11
Pronunciation 3 6.67
Conversation 7 15.55
Building self-esteem 7 15.55
Total a5 100.00
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Q4 When acting out the assigned role in front of class, to

which point did you pay attention? Amount SR
Fluency 20 44.45
Information 7 15.55
Language choice 3 6.67
Pronunciation 4 8.89
Stories 9 20.00
Facial expressions and gestures 2 a.44
Total 45 100.00
Q5 Would you like to perform in more role-playing

simulation? If yes, in which point do you see its usefulness? Amount SRS
Improving proficiency 7 15.55
Providing opportunities to practice 17 37.79
Producing own language 1 222
Using language meaningfully 2 4.44
Preparing to international community 6 13.33
Adapting to the real-life situation 9 20.00
No willing to perform 3 6.67
Total 45 100.00
Q6 Was there something you learned by watching the other

students’ language performance? AR | PR
Natural expression 15 33.34
Information 12 26.67
Body language and intonation 12 26.67
Pronunciation 2 4.44
Stories 2 4.44
Vocabulary and grammar 2 4.44
Total 45 100.00
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Q7 Are you satisfied with practicing spoken English through

role-playing simulation? RS || e
Extremely satisfied 10 22.22
Satisfied 30 66.67
Neither satisfied nor unsatisfied 5 11.11
Unsatisfied 0 0.00
Extremely unsatisfied 0 0.00
Nothing in particular 0 0.00
Total 45 100.00
Q8 Do you find this activity interesting? Amount | Percentage
Extremely interesting 14 31.11
Interesting 30 66.67
Neither interesting nor uninteresting 0 0.00
Uninteresting 0 0.00
Extremely uninteresting 1 2.22
Nothing in particular 0 0.00
Total a5 100.00
Q9 Do you think that everyday practice in role-playing

simulation helps you gain more self-confidence in speaking Amount | Percentage
English?

Strongly agree 26 57.78
Agree 14 31.11
Neither agree nor disagree 5 11.11
Disagree 0 0
Strongly disagree 0 0
Nothing in particular 0 0
Total a5 100.00
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Q10 Do you think that using English actively as in this activity

will serve you in practical English conversation in your future Amount | Percentage
career?

Strongly agree 25 55.56
Agree 19 42.22
Neither agree nor disagree 1 222
Disagree 0 0.00
Strongly disagree 0 0.00
Nothing in particular 0 0.00
Total a5 100.00
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