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English for Business Administration

2 days workshop

1* Day
Time Description Instructors
08:00-09:00 | » Icebreaking / Welcoming Activity v E. Nikiforou
Discussion of participants expectations from 0
the workshop C
* Learning Outcomes A
09:00-10:00 | » Understanding theory for communication 8
= Cultural diversity and Socializing Skills U
* Listening and Speaking tasks using Multi- L
media A
R
Y
10:00-10:15 | COFFEE BREAK
10:15-11:15 } »  Telephoning: welcoming, small-talk, v
inviting/declining, setting up appointments, 0O
changing appointments, problem-solving C
* Listening and Speaking tasks using Multi- A
media B
11:15-12:00 | = Listening and Paraphrasing in communication L
* Role -playing tasks: putting theory into L
action A
R
Y
12:00-12:30 | COFFEE BREAK
12:30-13:30 | = Presentations: technigue and preparation v
* Llisting information, linking ideas, sequencing, O
summarizing and concluding, questions & C
discussion, body language A
B.
13:30-14:00 | =  Mini-presentation task discussion
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English for Business Administration

2 days workshop

2™ Day

Time Description Instructor
08:00-09:00 | = Mini-presentations E. Nikiforou
09:00-10:00 | = Discussion of presentations

10.00-10:15 | COFFEE BREAK

10:15-11:15 | = Meetings: making meetings effective |
Opinions & Statements

Agree & Disagreeing, Linking Arguments
Interrupting & Handling interruptions, Asking
for clarification

11:15-12:00 | « Negotiations, Accepting &  Confirming,
Summarizing.
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12:00-12:30 | COFFEE BREAK

12:30-13:30 | * Mock Meeting — Role Playing

13:30-14:00 | = Summarization and discussion of Workshop




English for Business Administration

Tutor: Efeni Nikiforou

Day One

University of Cyprus, Language Centre

Adult Education Programme
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Who is who?

¢ Let’s break the ice!

T R b et

KO gt Fasgipvmn

Philosophy of the workshop

* Coflaborative learning
* Task -based learning

* Constructive learning
* Authentic tasks

° Reflective learning

Ty o BaT Lkt Lentr
A Eha gl Susgrmr




The participants...

Job-experienced learners know a iot about
their business and their own jobs and often
have very pracise notions about why the need
business English {Frendo, 2005, p.1).

ey 08 Lo, Lrio go S gt
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Expectations

* What would you like to get cut of this
workshop?

ey 1 fypn Lanpusgs ceamy
B L b Fogiamims

Learning outcomes

OuUnderstand theory of communication
Uimprove socializing skills

LiEnhance telephoning skifls

UDevelop and improve paraphrasing skills
[IDevelop and improve business vocabulary
LIDevelop presentation skills
Qlmprove meeting skills




Theory of communication

Sender Meassage
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Feedback
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Communication theory

--communication  typicaily includes making
information known or the exchanging of
information or news. Communication typicaity
involves two or more people with a sender,
receiver and a message. These are the

elerments of the basic communication theory,
Bt ffwww speechmastery com/definition-of-communication himl)

.

Socializing skills

Aot of business-related interaction is done in
places like restaurants, airports, before and
after meetings or standing chatting at trade
fair stands.

Socializing may be vital in establishing rapport
with a business partner, and good rapport is
often considered essential to good business.

(Frenda, 2005, p. 61)
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Cultural Diversity

* Cultural diversity is the variety of
human societies or cultures in a specific regian,
orin the world as 2 whole.

* As well as the mare obvious cultura!
differences that exist between people, such as
language, dress and traditions, there are also
significant variations in the way societies
organize themselves, in their shared conception
of morality, and in the ways they interact with
their environment,

(htip://en wikipedia arg fwiki/Cultural diversity}

2/6/2011

My experience of culture ©

Therefore...

Before receiving a visitor from a foreign country
or before traveiling abroad you need to think
about cultural issues that may affect the
reiationship.

What issues should you think about?
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Small talk

alk at work is not confined to talk about

work...

{Frendo, 2005, p. 65}

~.while waiting at the photocopier

Smak talk...

* ..just before a meeting is to start

..d

uring a meeting when the coffee and biscuits are

brought in

* ... while waiting o say goodbye

..when meeting someone unexpectedly in 2 cornidaor
- socializing with a client

- while waiting in someone's office for sormeone else
tc come

etc
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Break

: 4
Telephoning §Mgo
\f. -__2%3

Talking on the telephane has became an
extremely important part of business.

You need to be able to answer a call
professionally and create a good image of
yourself and your company with only your voice.
Having effective telephone skills leaves a good
impression on your customers, clients, and
colfeagues.

People are busy, s0 you want ta be very clear,
poiite and organized.

otz fiwacn by tatnnd c0 T IRI0 L LA ep B0 Lo ek g veeng 2ol




Telephoning

¢ Apgood phone call has a clear aim.

O welcoming;

{J small-tatk;

0} inviting/ declining;

0 Setting up appointments;
LI Changing eppointments;
{J Probiem-soiving.

iy o Ko, Lanfage Crs
R Lot Pragramma
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Task

ey o Ly | s §Bncrn

i g boramam

Paraphrasing

* Paraphrasing or reflecting content feeds back
the essence of what has just been said.

* Paraphrasing is not parroting; it is using your
own words.

ey Kot et e
i s preg e
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Paraphrasing involves:

Asentence stem such as, you appear to be
saying...@ or what | hear you saying is...@

Key descriptors and concepts of the original used
to describe the situation or person.

The essence of what has been said in
summarized form,

A check for accuracy. Am | hearing you

correctiy? @

{htp:/ fvowew plobathealthcommunication.org ftoot docs/aRfproviession 4.
S.pdf)

2/6/2011

Task
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Presentations

The primary aim of a prasentation is to get
through to the audience,

A good presenter considers the foliowing:
* Context
* Structure
* lLanguage
* Voice
* Bedy language
* Visual aids

b o Crprut, L G
A (mrion Brograseme
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Present like Steve Jlobs ,21?"

A good presentation...

..appeals to:

* Visually intefligent people
« Auditory intelligent people

* Kinestheticalty intelligent people

~12-



Making your presentation coherent

* Clarify the purpose of your presentation

* The focus of your presentation must be clear
* Identify the point of your presentation

* Choose some main ideas to taik about

*+ Develop the main ideas and support them

Doy of Ctrn. LenLtat Coren
At Eduation beoprameme

2/6/2011

Organisation of presentation

s Introduction
0 Should be interesting {use rhetorical questions, humour,
quotations)
o Should convince the audience that the topic is important
to them

¢ Main Bogy
o Use organisational patterns 1o connect your key pomts,

= Conciusion
a Summarise the main points of the presentation

Organize your ideas:

¢ Make a point

* Explain it

* Support it (through examples, statistics,
illustrations, definitions, testimenies, ete)

* Conclude it

-13-
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Language

Use transition words in your
presentation to achieve
coherence among main ideas

ey o Ly, g ey
LA febg abie by umm

Present Professionally

* To trust you, your audience must believe you
are a competent person, a professional

* Present information accurately

~The data

—~The names

—~The speling & grammar

e St s

PowerPoint slides

~14 -



Useful tips:

* Good preparation leads to a good presentation,

* Practice does make perfect!f

* Do NOT read your presentation!

* Catch the audience’s attention from the introduction,
through examples, statistics, or even emotional
appeals,

* Make eye contact in order to keep your audience
engaged throughout the presentation.

+ Use your voice effectively.

*+ Speak at moderate speed.

* Hand gestures to give emphasis can be very effectiva.

by B Lrprue, Lingurgs Lenton
Mo Cbanion Segramoms.

2/6/2011
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Task One:

Step One: Answer the following questions about your work context.
Step Two: Compare your answers with two people sitting next to you.

Question One: What information do you give the visitors that come to the University of

Cyprus?

1.

Question Two: What information do the visitors ask for when they come to the University of

Cyprus?

1.

Business Administration Weorkshap June 2006 £, Nikiforou

-16-



Listening Tasks: Welcoming visitors

2 Welcoming visitors

What happens when a visitor arrives with an appointment to visit a company?
What are the typical stages of the first meeting? What conversations take place?

1 Listen to the recording in which Klaus Ervald arrives for a meeting with
Lars Elstroem and Louise Scott of Evco S.A., a Swedish advertising agency.

a) Is the meeting between Klaus Ervald and Evco formal or informal? Give reasons

for your answer. ‘
b) Do they know each other quite well?
¢) Klaus has a problem. What is it?

2 Listen again. Think a'gain about how Louise and Lars talk to Klaus.
She interrupts him at the start. Is this acceptable?

They use first names. Is this right, given the situation?
Lars begins to talk about the programme for the day. Is this appropriate at
this stage?

[omo] @ 3 Listen to the recording of Peter Marwood’s arrival at SDA Ltd., in Sydney, Australia.
He has to wait a few minutes and asks Stephanie Field for some assistance. Identify
two things he needs and three things he does not need.

Needs

a)

Does not need

C) o

e) ...

Business Administration Workshop June 2011 E. Nikifarou

-17-
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Etiquette for Meeting
People in Business

Meeting new clients, colleagues or associates is an integral part of daily business life.
Follow these rules to help ensure that those critical initial encounters will be the start of

profitable relationships,

by Lydia Ramsey

A day in the life of every businessperson is made up of a series of meetings and greetings.

Whether you are making the initial contact with a client or a colleague, you want to get off
on the right foot. Doing so will make the first encounter and subsequent ones go smoothly

and easily.

Getting off on the wrong foot can make for a difficult recovery. Save your energy for later
and use these simple strategies for a successful start

1. Stand up when you meet someone

This allows you to engage the person on an equal level - eye to eye. By remaining seated,
you send a message that you don't think the other person is important enough to warrant
the effort it takes to stand.

If you find yourself in a position where you can’t stand up (such as being trapped behind a

potted plant) offer an apology and an explanation. You might say something like, "Please
excuse me for not getting up. f can't seem to get around the foliage."

2. Smile

Your facial expression says more than your words. Look as if you are pleased to meet the
other person regardiess of what is on your mind. Put a smile on your face for the person
standing before you.

3. Make eye contact

Looking at the people you meet says you are focused and interested in them. If you are
staring off somewhere else, you may appear to be looking for someone more to your liking
to come atong.

4. Introduce yourseif immediately

As soon as you approach people you don‘t know or are approached by them, say who you
are. Don't stand around as if someone eise is in charge of introductions.

5. Include a statement about who you are when necessary

-18-



ftis not always enough to say, "Hello, I'm Mary Jones." Give more information. “Hello, I'm
Mary Jones. | work for XYZ Corporation.”

6. Offer a firm handshake

Extend your hand as you give your greeting. The person who puts a hand out first comes
across as confident and at ease,

Make sure that this physical part of your greeting is professional. Don’t offer bone-crushing
grips or wimpy limp-wristed shakes.

tf you are confused about men and women shaking hands, don't be. There once was a time
when women didn't shake hands with men. We are past that. Everyone in business shakes
hands with everyone eise.

7. Learn how to make smooth introductions

in business you aiways introduce less important people to more important people. The way
to do this is to say the name of the more important person first, followed by the words "I'd

like to introduce..." and then give the other person's name.

Be sure to add something about each person so they will know why they are being
introduced and will have some information with which to start a conversation.

8. Know whao the more important person is

The client or the business prospect is more important than your boss. Just hope your boss
agrees.

9. Pay attention to names when you meet people

Itis all too common to be thinking about what you are going to say next and not focus on
the other person. if you concentrate and repeat the name as soon as you hear it, you stand a
better chance of remembering it later.

10. Use first names of people whom you have just met only after they give you permission

Not everyone wants to be addressed informally on the initial encounter. It is better to err on
the side of formality than to offend the other person right off the bat.

Your goal within the first few minutes of meeting other peaple is to make them feel
comfortable and to put them ease so they will want to do business with you.

When you are confident of the rules for those critical initial encounters, you will have a solid
start for long-term profitable relationships.

From: hitp://www.hodu,com/meeting-etiquette.shtml

-19-



Useful Language

Starting a conversation with someone you recognize but haven’t met or
don't know very well:

* You're Mr. Barnes, aren’t you? Hi, my name is Sally,
* Excuse me, aren't you Baxter Gordon? Wow, it's great to finally get the chance

to meet you. I've heard a lot about you.

* You must be Monica Childes. You have no idea how great it is to finally meet

you. What a wonderful surprise!

To introduce yourseif to somebody new:
*  We haven't met, I'm Lin Jacobs. What's your name?

[ don't think we've met. My name is Abdullah.
Hello! My name is Josh. What's yours?

Starting conversations with tag questions:

Horrible weather, isn't it?

Great hotel, isn't it?

A beautiful day, isn't it?

Great game, wasn't it?

Splendid program, don’t you think?
The food here is really great, isn't it?
Amazing team, aren't they?

It's been a long day, hasn't it?

Wh-questions (who, what, where, when, why, ho
to get the conversation going:

Where are you staying?

How long have you been in Singapore?
How was your flight?

Is this your first time here?

What do you think of the food?

When did you arrive?

w questions) you can use

Referring to a previous meeting and checking a persons name:
* Ah, yes... Of course. You and I met at the trade fair in Venice last year. You're a

big Juventus fan, right?

*  You know, I remember talking with you about the new marketing strategy last
month very weH, but your name has just slipped my tongue.

Polite excuses for finishing the conversation:
Well, I'm afraid I'll have to be going. It's been nice talking to you.

Would you excuse me a moment?
Oh dear! If you'll excuse me, I must just go and check on something.

Will you excuse me? There's something I have to at

tend to.




32 ¢ Unit Four Showing Interest/Appreciation 4 Communication Strategies

Part 2: Fill in the blanks with the phrases in bold type. When you're finished, read the
dialogs with a partner, Then switch roles and read the dialogs again.

® CD 1 track 8
I owe you big time  appreciate I thought you did a great job
Don’t mention it Thanks What’s going on a million
Seriously What are you working on
A ?
B: Some visual aids. I have to give another presentation next week.
A: Really? with the last one.
B: . Ireally
~ that. | with you?
A: T'm finishing up the report we were working on.
B: Hey, thanks
A: No problem.
B: '] don’t think T could get this presentation
done without your help.
A

Are you sure stressed out I'd be happy to
Is there something on your mind That’s not your fault

A: You seem a little
?
B: Ijust got off the phone with a client who's really upset.
A: What happened?
B: Something with the delivery. The package was damaged when it arrived.
A
B: 1 know, but he’s blaming us.
A: call the delivery company if you like.
B: Thanks, but I'll take care of it this afternoon.
A: ?
B: Yeah. This is something I have to deal with.

I couldn’t have done it without you Are you positive Take your time
just let me know rush My pleasure thank you for all your help

A: When do you need me to check the sales figures?
B: __. There's no

21-



A: ? Tsn’t there a deadline?
B: Usually there is, but not this time. Just check them when you can.

A: OK. Oh, I wanted to . at
the orientation for new trainees. '

B: . If you need help again next

month, _
- Section 2 ¢ Communication Strategies: Showing Interest

Showing interest

What are you working on?

How’s it coming along?

I think you did a nice/great job with/on .
What’s going on with you?

Asking about thoughts and feelings

Are you OK?

What’s on your mind?Is something on your mind?
What are you thinking about?

You seem a little preoccupied with something.

Is there anything you want to talk about?

Is something bothering you?

Making sure something is fine

Is that OK/all right?
Are you sure/positive?

Being understanding

No problem, I understand.

Take your time. There’s no rush.
That’s not your fault.

I'd be happy to ___ if you like.

Expressing appreciation

Thanks for all your help.

Thanks for everything you've done.
Thanks a million. 1 owe you big time,

I really appreciate your help (with that).
You've been very helpful.

I couldn’t have done it without you.

Responding to appreciation

You're welcome.

(It was) My pleasure.

Don’t mention it.

Anytime.

If you need ___, just let me know.
No problem.

Not at all.

_DD.



Make a dialogue based on the following flow chart. If you need help, look at the
Language Checklist on page 12.

Receptionist

~—» Welcome visitor.

‘Explain that SB will be along shortly.

!

Offer a drink / refreshments,

skif you can'use"a bﬁqn‘

Say yes. / Offer emaif as welt.

Show visitor to the phone.

/

few m[ni:fes [ater)

> Reply — offer any other help.

- Two miles - ten minutes by taxi.

|

Offer to book one,

Ask How far itis to station. :

. Accept offer - suggést a time
Promise to do that — say that SBis
free now.

|

Offer to take him / her to SB's office.

From Sweeney, S. {2003}. English for Business Communication. italy: Cambridge University
Press,

Business Administration Workshop June 2011 £ Nikiforow
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Listening Task:

Listen to the recording. An American, Peler Wasserman, who is CEQ of an international
company, talks about what he thinks is important in preparing for business contacts with
people from other cultures. He mentions several key areas to find out about. ldentify six of
them. Did you think of any of the same issues?

Adapted from Sweeney, S. (2003). English for Business Communication. Italy: Cambridge

University Press.

Business Writing Workshop June 2011 E. Nikiforou

~24-



Small Talk Quiz ©

Are the foilowing statements True or False?
1. It is common to use small talk when you are waiting in a fong line-up.
2. Religion is a "safe" topic when making smail talk.

3. It Is rude for both children and adults not to make small talk with
strangers.
4. ftis inappropriate to make small talk with your mailman.

5. Sport is not a safe topic when making small talk.

6. One should never compliment another person’s clothes in order to
make small talk.

7. Politics is a controversial subject according to society.
8. Itis common to discuss the weather in an elevator.
9. itis rude to interrupt a conversation in order to make small talk.

10. One reason people use small talk is to eliminate an uncomfortable
silence.

Adapted from; http://www.englishclub.com/speaking/small-talk quiz.htm

Business Administration Workshop June 2011 E. Nikiforou
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Smali Talk Practice: At the Office
Task: Read the small talk befow and find the 10 mistakes.
Woman: Hi there.
Man: Hi. | haven't seen you around here before, Have you been working long?
Woman: No, I've only been here a few months. 1 work in the Human Resources Department,
Man: Oh, you must make more money than | do then. I'm in Sales.
Woman: Sales sounds like an interesting job.
Man: It's okay. Hey, you look like you could really have a coffee.
Woman: Yes, it's been a really hectic week.
Man: Tell me about it! At least it's supposing to be a nice weekend.
Woman: Yes, I've listened that they are calling for blue skies.
Man: Say, did you happen to catch the game fast night?
Woman: No, f was working late.
Man: It was a great game. We won in overtime.
Woman: Actually, | don't even know who was playing. | don't really follow sports.
Man: The Chiefs! Do you think they're going to make it to the finals this year?
Woman: I'm not sure. Well, | better get back to my desk.
Man: Speaking of desks, what do you think of the new office furniture?

Woman: It's nice, but | would rather get paid for my overtime hours than have new
furniture,

Man: Oh. Well, I think I'lf be heading home early today. It might be snow.
Woman: | know. | can't believe all of this cold weather. Hopefully Spring will come soon,
Man: | can't wait until Spring.

Woman: Me neither! My divorce will finally come through by then!

From: http://fwww englishclub.com/spea king/small-talk practice2¢ffice him

Business Administration Workshop lune 2011 . Nikifcrou
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Task: Smalf Talk

Small talk: keeping the conversation going

[owo] 1 Ruud Hemper from the Netherlands is visiting a customer in India. He is talking to
the Production Manager of a marnufacturing plant in Delhi. Listen to the recording
of an extract of their conversation.

MANAGER: Is this your first visit here?
HEMPER: No, in fact the first time I came was for z trade fair. We began our Southeast

Asian operations here at the 2003 Exhibition.
MANAGER: Shall we have a look round the plant before lunch?

a} What is wrong with what the Production Manager says?
The answer is, of course, that it breaks a ‘rule’ of conversation, Generally, if you ask

a question you should comment on the answer or ask a supplementary question.

Answer

b) Now suggest a better version of the same conversation. There is a recording of a
model version,

From Sweeney, S. (2003). English for Business Communication., Italy: Cambridge University

Press,

h

Business Administration Workshop lune 2011 E. Nikiforou
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Small talk language

In a social situation, we often do "small talk". Many students find it hard to start a
conversation. In this Unit, we will look ar some common topics for small tatk, and
expressions that can be used to start such conversation topics.

s Asking a Question to Start a Conversation

+ S0, what's new with you?

¢+ How have you been?

»  What have you been doing lately?

e What's new? Fill me in. {Fill me in = Tell me everything)

s How's your son doing? How old is he now?

+  Your daughter must be in her teens now. How's she doing?
+ Seen any good movies lately?

e Read any good books lately?

+ Starting a Conversation Using the Weather

s  Nice weather today, isn'tit?

+ Lovely weather, isn't it?

* Lousy weather, isn't it?

¢« What a storm we had last night!
*  What a blizzard!

+ It's hot and humid today, isn't it?
» It's cold and windy out, isn't it?

» Starting a Conversation Using Sports

» Have you been following the baseball games?

* Great game last night between the Giants and the Carp, huh?

» The Giants are not doing so well this season, huh?

+  Are you still playing volleyball?

* Springis here, It's tee-off time again, huh? (= it's time to play golf again)

From http://2ndnature-online-eikaiwa.com/Expressions/Module-3/Unit 3.5.htm

Business Administration Workshop June 2011 E. Nikiforou
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Small Talk: Conversation Starters

Talking about the s Beautiful day, isn'tit?

weather *  Canvyou believe all of this rain we've been having?
® It looks like it's going to show,
*  ltsure would be nice to be in Hawaii right about now.
* | hear they're calling for thunderstorms alt weekend.
*  We couldn't ask for @ nicer day, could we?
How about this weather?
+«  Did you order this sunshine?

~Talking about current ¢ Did you catch the news today?
_events s Did you hear about that fire on Fourth 5t?
*  What do you think about this transit strike?
s | readin the paper today that the Sears Mall is closing.
* |heard on the radio today that they are finally going to start
building the new bridge.
@ How about those Reds? Do you think they're going to win tonight?

At the office s {ooking forward to the weekend?
*  Have you worked here fong?
* | can't believe how busy/quiet we are today, can you?
*  Hasit been s long week?
*  You ook like you could use a cup of coffee.
*  What do you think of the new computers?

_ At asocial event : ®  So, how do you know Justin?
*  Have you tried the cabbage rolls that Sandy made?
*  Are you enjoying yourself?
= Itlocks like you could use another drink.
. Pretty nice place, huh?
*  {love your dress. Can | ask where you got it?

Out for a walk e Howold's your baby?
& What's your puppy's name?
¢ The tulips are sure beautiful at this time of year, aren't they.
*  How do you like the new park?
*  Nice day to be outside, isn't it?

Waiting somewhere +  ididn't think it would be so busy today.
' *  Youlcoklike you've got your hands full (with children or goods).
*  The bus must be running late today.
e itlooks like we are going to be here a while, huh?
*  ['fi have to remember not to come here on Mondays.
*  How long have you been waiting?

From http://www.englishclub.com/speaking/small-talk conversation-starters.htm

-29-



Telephoning Tasks

Task One:

You will listen as Justin, an employee with Trivesco, calls a shipping company called
Daneline. Justin is hoping to speak with Sylvie Petersen, but it is a receptionist named Amy
who answers the phone.

Listening Questions (example one}
1. How would you describe Amy’s attitude?
2. Does Justin seem prepared?

Listening Questions {exampie two)

1. What information does Amy include in her first sentence?
2. How does Mark Rand introduce himself?

From http://www . businessenglishpod.com/2010/11/14/bep-65-a-telephoning-answering-a-call/

Task Two:

Now, let’s rejoin Mark, who works for a company catled Trivesco. He is calling a shipping
company, Daneline, hoping to speak with someane named Sylvie Petersen. Sylvie is not
there, so Mark has to leave a message with Amy, the receptionist.

Listening Questions

1. How does the tone of Amy's voice saund?

2. What information does Mark include in his message?

3. How does Amy make sure she has Mark's phone number correct

from http://www.businessenglishpod com/20106/11/21/bep-69-b-telephoning-taking-a-message/

Task Three:

Justin Thomas is with Trivesco, a major shipyard, or maker of ships. He is calling Sylvie
Peterson at Daneline, a shipping company. Sylvie is a sales and purchase (S&P) broker. A
broker is a middieman or negotiator. Sylvie specializes in negotiating the purchase of
“newbuildings” or newly built ships. Amy, the receptionist, answers the phone.

Listening Questions:

First Example

1) Does Amy answer the phone professionalty?
2) Is Justin prepared?

Second Fxample

1) How does Amy answer the phone?

2) What is Mark calling about?

3) How does Amy make sure that she has got Mark’s correct phone number?

From http://www husinessenglishpod.cem/2007/10/2 1 /ben-6%-int-telen honing-lesving-a-message/
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Task Four:

Justin Thomas works for a shipping broker called Trivesco. Brokers are “middlemen” — in this
case Justin is a “newbuildings” broker, which means he helps people buy and sell new ships.
lustin is calling Sylvie Peterson, a manager at the shipbuilding company Schmidt and Larsen.
In the second example we hear justin’s colicague, Mark Rand, leave a message.

Listening Questions {second example):

1) What is Mark Rand hoping to talk to Sylvie about?

2) When will he be available to take Sylvie’s call?

3) How does Mark put a positive finish on the message?

From http:/jwww.businessenglishpod.com/2007/11/10/bep—72—int~telephoning%eavinp»awoicemail-message/
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Telephoning Language

A. Answering the phone

Answering the Phone At Home
» Hellp?
» Hello, Sato residence.
» Hello, Ken Sato speaking.
s Ken Sato.

* Yeah! {informal)

Answering the Phone in the Office
« Sato Corporation. May | help you?
e Ken Sato speaking. May | help you?

» Personnel Department. How may | help you?

Asking a Caller Who He/She Wants to Talk to
» Who do you want to talk to?
= Who would you like to talk to?

¢ Who do you wish to speak te?

Asking a Caller to identify Him/Herself
« Mayiask who's calling, please?
» Who shall I say is calling?
* Whao's calling, please?
* Who's calling? (informal)

* Whoisit? {informal)

Putting a Caller on Hold
» Hold the line, please,
* Just a moment, please.
» Just a second, please.
» Please hold on,
+ Please hold on a second,

* Please hang on a second.

Business Administration Workshop lune 2011 £. Nikiforou
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¢ Hold on. {informal)
* Hold on asec. {informal) (sec = short for second)

+ Hang on asec. {informal)

B. Offering Help to a Caller
Offering to Take a Message from a Caller

o He's not in right now; can { take a message?

o Mr. Brown is not available. Can{ take a message?

o Mrs. Sato is off today. Couid | take a message?

o Mr. Lee is busy right now. Would you like to leave a message?

o Mr. Kim is on holiday, Could | have someone call you?

Offering to Help a Caller

o Would you like to talk to someone else?
o Could { help you?

o 1s there anyone else who could help you?
o Would you care to talk to his secretary?

o Would you like me to put you through to his secretary?

Caller - Leaving a Message

o Please tell him to call me at 438-389-3383,
o Please ask him to give me a calt at 416-508-3839.

o Please ask him to call me back. He has my number.,

Caller - Not Leaving a Message

o I'licall back later.
o I'll try him again later.
o Pl call him again tomorrow.

I'll give him a call next week,

o]

C. Wrong Number

Business Adminiziration Waorkshop sune 2011 Lo Nikiforou
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Telling a Caller He/She Has Got the Wrong Number

« I'msorry, you've got the wrong number,

L

There is no one by that name here.

| think you've dialed the wrong number.

You've got the wrong number,

Sorry, wrong number. {informal)

Caller - Apologizing after Dialing a Wrong Number

s |I'm so sorry.

¢ Sorry for disturbing vou.

Excuse me.

D. Ending a Telephone Call

Bringing a Telephone Conversation to an End {informal)

*

Hey, 1 gotta go. Talk to you later,

| have to get back to work now. Will talk again later.

I have to pick up my kids now, Bye,.

Hey, | gotta run. Nice tatking tc you.

Hey, | really have to go now. Bye.

Listen, there's someone at the door. 1'l call you back later.

There's someone on the other line. | must say good-hye now.,

Bringing a Telephone Conversation to an End {More formal)

It's been a pleasure talking to you. Bye now,

Thank you far calling. Good-bye,

Can we continue this later? [ have a call on anather line.

Could we continue this later? | have a meeting right now.
Excuse me, can | cail you back? Something urgent has come up.

Excuse me, I'm in the middle of something. Can i call you back?

From http://2ndnature-oniine-cikaiwa.com/Expressions/TOC htm

Business Admimisiration Workshoo June 2011 : K. Mikiforou

~34-



On the telephone

Exercise 1. Complete these dialogues with words and expressions from the box.

Receptionist:

automated services  call back  camping on the line  connect  convenient
cutoff dead directline engaged extension getback hangon  hash
hold the line  hungup junkcalls message on behalf of on hoid
put through  speaking  star switchboard tone voicemail  zeroing out
Caller: Couid | speak to Jennifer Thompson in Accounts, please?

I'm afraid her line is at the moment. Shall | get her to you
{vou need one expression for these two gaps)?

Catler: Oh, heilo, could you me {you need one expression for these two
gaps) to Ron Atkinson, please?
Receptionist: Certainly. please.

Caller: Hello. Adam Harrison, please,
Receptionist:  He's out of the office, I'm afraid, butlcan _______ you and you can leave a
on his . if you like.

Caller: No, that's OK. {'li try again later. When would be a time?

Speaker 1: Oh no, not again!

Speaker 2: What's up?

Speaker 1. I'm trying to call my credit card company, and ['ve got one of those stupid .

Speaker 2: Well, try . You might get through to a real human being.

Speaker 1: QK. Oh, the line'sgone . i'vebeen .

Answering Hello, This is Anthony Roberts. I'm not in the office at the moment,

machine; but if you leave your name and number after the i 10 you

Speaker 1: Bob's been on the phone for ages.

Speaker 2: tknow. He's calling our supplier, but they've put him . He's been
— for over ten minutes!

Speaker 1. {Answering the phone) Hello?

Recorded Hello there. I'm Sandy from Moneygrubbers international, and I'm delighted to

message; iell you that you have been personaily selecied from a2 list of literally millions to
receive a fantastic travel offer...

Speaker 2: Who is it?

Speaker 1: {putting down the phone}. Oh, just one of those irritating

Mir Floyd: (Answering the phone) Hello?

Telemarketer:  On, hello. Could 1 speak to Mr Floyd, please?

MrFloyd: .

Telemarketer:  Good evening, Mr Fioyd. I'm Tim Spanner, and I'm calling ________ Superglaze
windows, | was wondering if..

Mr Floyd: {Says nothing, but puts the phone down}

Telemarketer;

Ch dear. That's the fifth one who's ________ on me today.

a———

o

For reference see Di(rimzary af Businesy - 2t edition (AR Zlack Publishers Ltd, 978.0-713-67218-2)
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iC.

Caller: Hello. Could ! have Sarah Knowles' please?
Receptionist:  Well, actually, she has a . which means you can by-pass the the
next time you call. If you a moment, I'ff get you her number.

Speaker 1; How do | access my messages on this phone?

Speaker 2: Press zero, then the _ key. That's the little asterisk at the bottom of the
keypad. Then press zero again, followed by the key.

Speaker 1: Which one’s that?

Speaker 2: The key with the four verticat and horizontal lines crossing one another.

Exercise 2. The popularity of SMS mobile phone text messaging has led to an increase in
the use of certain abbreviations to communicate ideas (for example, 'FYI' means ‘For your
information’). Many of these are used by business people, not only in SMS messages, but
also in emails and handwritten notes and messages.

took at these messages, and try to decide what the abbreviations in bold mean. Choose
the words you need from the box. You will need to use some words more than once,

a
ha

matter mind my not of on only opinion other out over
own  possible  respect right  simple  soon  stupid  the  this  to

am as back be business by «crying eyes fact for glaze
hand helps hope | in it it's keep kidding lawyer loud

way what with  words worth  your

NV s W

w oo

11.

12,
13.
4.
15.
16

We didn't make a profit last month. AAMOF, we iost almost £8000.

I'need a reply from you urgently. Please cail me ASAP.

Must go to a meeting now. BRB.

Thanks for sending the contract. BTW, have you received our jatest catalogue?

I still haven't received your reply. FCOL, what are you playing at?

I'm sorry the boss was so rude 10 you. FWIW, | think you've done a fantastic job.
Thanks for lending me your maobile, but I'm afraid I've dropped it down the loo.
HHOK! I'ff bring it right back.

Here's the information you asked for (see attachment). HTH.

How should | know if our fatest advertising campaign has broken the iaw. JANAL!
You asked me what we should do about the fall in sales. IMO, we should meet and
discuss this problem face to face.

The papers we needed have finaily arrived. 10W, we can get on with putting the
project together at last.

Cne bit of advice for the report you're writing: KISS!

Have you seen his report? It's almost 200 pages long. Oh my god, MEGO!

This is my project, not yourst Hands off, and MYOB!

You could be wrong. OTOH, you're probably right.

WRT your reguest for a day off next week, i'm afraid my answer is no.

Far reference see Dictionary of Busiaess - 2 pdition {ASC Black Publishers trd, $78-0.-713.67518-2)
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Paraphrasing Language

Some useful phrases for a listener to ask include the following:

* Are you saying...?

* Do vyou mean..?

* What are you getting at?

* If understand you correctly, you are saying...
*  Sovyou are saying... Right?

e Didlget that right? ..,

Speakers can also check to see if the listeners understand what they are saying using the
following:

*  Are you with me?

e Canvyou understand me?

¢« Was!going too fast?

*  Should | rephrase that?

¢ Do you follow?

s Isthat clear?

+  Should | repeat that?

*» Do you want me to repeat that?

*  Would it be better for me to repeat that?
* Cantanswer any questions?

* Is anybaody iost?

Adapted from: http://compellinpconversations com/biog/ESL/paraphrasing/

Biisiness Administraiion Workshep June 2611 ) £. Nikiforou
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Presentation Skills

While watching the video with apple’s CEQ Steve Jobs make note on what makes a
presentation effective;

Susiness Administration Workshop June 211 ‘ E. Nikiforou
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Language for Presentations
Simplicity and Clarity

If you want your audience to understand your message, your fanguage must
be simple and clear.

Use short words and short sentences,
Do not use jargon, unless you are certain that your audience understands it.
fn general, talk about cancrete facts rather than abstract ideas.

Use active verbs instead of passive verbs. Active verbs are much easier to understand. They
are much more powerful. Consider these two sentences, which say the same thing:

1. Toyota sold two million cars last year.
2. Two million cars were sold by Toyota fast year.

Which is easier to understand? Which is more immediate? Which is more powerful? #1is
active and #2 is passive.

Signposting

When you give a presentation, how can your audience know where
they are? How can they know the structure of your presentation? How
can they know what is coming next? They know because you tell them. ﬁ
Because you put up signposts for them, at the beginning and all along

the route. This technigue is called 'signposting’ (or 'signalling’}.

During your introduction, you should tell your audience what the structure of your
presentation will be. You might say something like this:

"I'lt start by describing the current position in Europe. Then 'l move on to some of the
achievements we've made in Asia. After that I'll consider the opportunities we see for
further expansion in Africa. Lastly, I'll quickly recap before concluding with some

recommendations,"

A member of the audience can now visualize your presentation like this:

Introduction ' «  Welcome
: « Explanation of structure (now)

Body « FEurope

*  Asia
» Africa
Conclusion +  Summing up
- Business Administration Workshop June 2011 : £ Nikiforou
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»  Recommendations

He will keep this image in his head during the presentation. He may even write it down. And
throughout your presentation, you will put up signposts telling him which point you have
reached and where you are going now. When you finish Europe and want to start Asia, you
might say:

"That's all | have to say about Europe. Let's turn now to Asia."

When you have finished Africa and want to sum up, you might say:

“Well, we've looked at the three continents Europe, Asia and Africa. I'd tike to sum up now."
And when you finish summing up and want to give your recommendations, you might say:
"What does all this mean for us? Well, firstly | recommend..."

The table below lists useful expressions that you can use to signpost the various parts of
your presentation.

Signposting
Function : lLanguage

Introducing the subject » I'd like to start by...
¢ Let's begin by...
o Firstofall, I'fl...
s Starting with..,
»  "lbegin by...

Finishing one subject... s Well, I've told you about...
' « That's all | have to say about...

+  We've looked at, ..
s  So much for...

..and starting another « Nowwe'llmove onto...

s [etmeturnnow to...
«  Next..

s« Turning to...
» i'dlike now to discuss...
e Let'slook now at...

Analysing a point and giving s Where does that lead us?
recommendations : + let'sconsider this in more detail...
« What does this mean for ABC?

Business Adminisization Workshop June 2011 ' E. Nikiforou
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»  Translated into real terms...

+ Forexample,...

« Agoodexample of thisis...
s Asanillustration,...

¢ Togive you an example,...
» Toillustrate this point...

Giving an example

- Dealing with questions l *  We'll be examining this point in more detail later
: on...

« I'd like to deal with this question later, if I may...
» 'l come back to this question later in my talk...

+ Perhaps you'd like to raise this point at the end...

+ | won't comment on this now...

Summarising and concluding ¢ » Inconclusion,...
' ¢ Right, let's sum up, shall we?
+ [I'dlike now to recap...
¢ Llet's summarise briefly what we've looked at...
+ Finally, et me remind you of some of the issues
we've covered...
* ifican just sum up the main points...

Ordering s Firstly..secondly...thirdly.. fastly...
» First of all...then...next..after that...finally...
+ To start with...later...to finish up...

Most presentations are divided into 3 main parts (+ questions):

1 INTRODUCTION
2 BODY : {Questions)
3 CONCLUSION

Questions

As a general rule in communication, repetition is valuable. In presentations, there is a golden
rute about repetition:

1. Say what you are going to say,

2. sayit,
3. then say what you have just said.

Business Admiristration Werkshop June 2011 E. Nikiforou
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Introduction

The introduction is a very important - perhaps the most important - part of your
presentation. This is the first impression that your audience have of you. You should
concentrate on getting your introduction right, You should use the introduction to:

welcome your audience

introduce your subject

outline the structure of your presentation
give instructions about questions

B oW =

The following table shows examples of fanguage for each of these functions. You may need
to modify the tanguage as appropriate.

Function : Possible language
1 Welcoming » Good morning, ladies and gentlemen
your audience ¢« Good morning, gentlemen

s Good afterncon, ladies and gentleman
» Good afternoon, everybody

2 introducing e | am going to talk today about...

your subject » The purpose of my presentation is to introduce our new range
: of...
3 Outlining your » To start with ' describe the progress made this year. Then 1'il
structure mention some of the problems we've encountered and how we

overcame them. After that|'ll consider the possibilities for
: further growth next year. Finally, I'l summarize my presentation
(before concluding with some recommendations).

4 Giving ¢ Do feel free to interrupt me if you have any questions.

instructions : « llltry to answer all of your guestions after the presentation.
about questions | + Iplan to keep some time for questions after the presentation.
Body

The body is the 'real' presentation. If the introduction was well prepared and delivered, you
witl now be 'in control'. You will be relaxed and confident.

The body should be well structured, divided up logically, with plenty of carefully spaced
visuals,

Remember these key points whiie delivering the body of your presentation:

« donot hurry

Business Administration Workshop june 2011 . Nikiforou
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« be enthusiastic

+ give time on visuals

* maintain eye contact

« modulate your voice

« look friendly

» keepto your structure

*  use your notes

* signpost throughout

» remain polite when dealing with difficult questions

Conclusion
Use the conclusion to:

1. Sumup

2. (Give recommendations if appropriate)
3. Thank your audience

4. Invite questions

The following table shows examples of language for each of these functions. You may need
to modify the language as appropriate.

Function ' Possible language
1 Summing up * Toconclude,...
= in conciusion,...
s Now, to sum up...
¢ 50 let me summarise/recap what I've said.

* Finally, may i remind you of some of the main points
we've considered.

2 Giving ¢ In conclusion, my recommendations are...

recommendations ' = Itherefore suggest/propose/recommend the following
strategy.

3 Thanking your « Many thanks for your attention.

audience f ¢ May | thank you all for being such an attentive audience.

4 Inviting questions * Now I'll try to answer any questions you may have.

« Canlanswer any questions?
¢ Are there any questions?

« Do vyou have any questions?

» Are there any final questions?

Business Administration Workshop June 2011 E. Nikiforou
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Questions

Questions are a good opportunity for you to interact with your audience. It may he helpful
for you to try to predict what questions will be asked so that YOU ¢an prepare your response
in advance. You may wish to accept questions at any time during your presentation, or to
keep a time for questions after your presentation. Normally, it's your decision, and you
should make it clear during the introduction. Be polite with all questioners, even if they ask
difficult questions. They are showing interest in what you have to say and they deserve
attention. Sometimes you can reformulate a question. Or answer the question with another
question. Or even ask for comment from the rest of the audience.

Material adapted from http//www.englishclub.com/speaking/presentations-pres.tm

Business Administration Workshop June 2011 E. Nikiforou

-44-



Presentations

The material of your presentation should be concise, to the point and tell an interesting story. In addition to the
obvious things like content and visual aids, the following are just as important as the audience will be

subconsciously taking them in:

*  Your voice - how you say it is as important as what you say

°  Body language - a subject in its own right and something about which much has been written and said. in
essence, your hody movements express what your attitudes and thoughts realfly are.

* Appearance - first impressions influence the audience's attitudes to you, Dress appropriately for the

occasion.

As with most personal skills oral communication cannot be taught. So as always, practice is essential, both to

improve your skills generally and also to make the best of each individual presentation you make,

Preparation

Prepare the structure of the tatk carefully and logicaily. What are:

s the objectives of the talk?

* the main points you want to make?
Make a list of these two things as your starting point

Write out the presentation in rough, just like a first draft of a written report. Review the draft, You will find things
that are irrelevant or superfiuous - delete them. Check the story is consistent and flows smoothly. If there are
things you cannot easily express, possibly because of doubt about your understanding, it is better to leave them

unsaid.

Never read from a script. It is also unwise to have the talk written out in detail as a prompt sheet - the chances are
you will not locate the thing you want to say amongst all the other text. You shoutd know most of what you want
to say - if you don't then you should not be giving the talkl So prepare cue cards which have key words and phrases
{and possibly sketches) on them. Postcards are ideal for this. Don't forget to number the cards in case you drop

them.

Remember to mark on your cards the visual aids that go with them so that the right slide is shown at the right time

Business Administration Workshop june 2011 E.Nikiforou
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Rehearse your presentation - to yourself at first and then in front of some colleagues. The initial rehearsal should
consider how the words and the sequence of visual aids go together. |low will you make effective use of your

visual aigs?

Making the presentation

Greet the audience {for example, 'Good morning, ladies and gentlemen'}, and tell them who you are. Good

presentations then follow this formula:

» teil the audience what you are going to teli them,
* then tell them,

¢ atthe end tell them what you have told them,

Keep to the time allowed. If you can, keep it short. It's better to under-run than over-run. As a rule of thumb, allow
2 minutes for each general Powerpoint sfide you use, but longer for any that you want to use for developing
specific points. However, the audience will get bored with something on the screen for more than § minutes,

especialty if you are not actively talking about it.

Stick to the plan for the presentation, don't be tempted to digress - you will eat up time and could end up in a

dead-end with no escape!
Unless explicitly told not to, leave time for discussion,

At the end of your presentation ask if there are any questions.

Delivery

*  Speak clearly. Don't shout or whisper - judge the acoustics of the room.

*  Don'trush, or talk deliberately slowly. Be natural - although not conversational.

» Deliberately pause at key points - this has the effect of emphasizing the importance of a particular point
you are making.

*  Avoid jokes - always disastrous unless you are a natura expert

¢ Tomake the presentation interesting, change your delivery, but not too obviously,

Business Administration Workshop June 2011 E.Mikiforou
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*  Useyour hands to emphasize points but don't induige in too much hand waving. People can, over time,
develop irritating habits.

* Look atf the audience as much as possible, but don't fix on an individual - it can be intimidating. Pitch your
presentation towards the back of the audience, especiaily in larger rooms.

» Don't face the display screen behind you and talk to it.
Other annoying habits inciude:

* Standing in a position where you obscure the screen. In fact, positively check for anyone in the
audience who may be disadvantaged and try to accommodate them.

*  Notrealizing that you are blocking the projection of the image.

& Avcid moving about too much, Pacing up and down ¢an unnerve the audience, although some
animation is desirable.

*  Keep an eye on the audience’s body language. Know when to stop.

Visual Aids

Visuat aids significantly improve the interest of a presentation. However, they must be relevant to what you want
tosay. A careless design or use of a slide can simply get in the way of the presentation. What you use depends on

the type of tafk you are giving. Here are some possibilities:

+  Computer projection (Powerpoint, applications such as Excel, etc)
+  \Video, and film,
*  Real objects - either handled from the speaker's bench or passed around

*  Flip chart or blackboard - possibly used as a 'scratch-pad’ to expand on a point

Keep it simple though - a complex set of hardware can result in confusion for speaker and audience. Make sure
you know in advance how to cperate the equipment and also when you want particular displays to appear. Edit
your slides as carefully as your taik - if a slide is superfluous then leave it out, If you need to use a slide twice,

duplicate it. And always check your slides - for typographical errors, consistency of fonts and layout.

slides should contain the minimum information necessary. To do otherwise risks making the slide unreadable or

will divert your audience's atlention so that they spend time rezding the slide rather than listening to you.

Try to limit words per slide to a maximum of 10. Use a reasonable size font and a typeface which will enlarge well,

Business Administration Workshop June 2011 E.Nikiforou

~47 -



Use colour on your slides but avoid orange and yellow which do not show up very well when projected. For text
only, white or yellow on blue is pleasant to look at and easy to read. Books on presentation techniques often have

quite detailed advice on the design of slides. If possible consult an expert such as the Audio Visual Centre

Room lighting should be considered. Too much light near the screen will make it difficult to see the detail. On the
other hand, a completely darkened room can send the audience to sleep. Try to avoid having to keep switching

lights on and off, but if you do have to do this, know where the light switches are and how to use them,

Finally ...,

Enjoy yourself. The audience will be on your side and want to hear what you have to sayf

Material adapted from http://lonen.ncl.ai.uk/mw;/depl/Tips/presem/mrnms.htm
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Task: Mini Presentations

Choose a topic to talk about for about 3 minutes.

Possible topics:

1. Hobby
2. Family
3. Work challenges
4. Traveiling
5. Pets
6.
Notes:

1. You can create up two (2) powerpoint slides if you want,
2. Use the presentation handouts to help you prepare.

Business Administration Workshop June 2011 E. Nikiforou
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Mock Meeting
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Task: Evaluate at least three of the presentations using the criteria discussed. Use 3 +
if you felt it was excellent, use a v/ if you felt it was satisfactory and use a - if you felt

it was not evident,
Name:

Topic:

Evaluation Criteria

Eye contact

Voice Control

Body Control

introduction

Conclusion

Content

Visuals

Name:

Topic:

Evaluation Criteria

Eye contact

Voice Control

Body Control

Introduction

Conclusion

Content

Visuals

Name:

Topic:

Evaluation Criteria

fye contact

Voice Control

Body Control

Introduction

Conclusion

Content

Visuals

Business Administration Workshop
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Effective meetings

If you want to have more effective meetings, first you have to learn the basics. Here are some
simple, easy-to-foliow and proven guidelines that should be followed each and every time
your group meets,

Guidelines you and your group can follow before, during and after your meeting:

1. Only hold a meeting if necessary.

2. All meetings must have clear cbjectives.

3. Invite a neutral facifitator to sensitive meetings.

4. All meetings must have an agenda which includes:
* topics for discussion
» presenter or discussion leader for each topic
* time allotment for each topic

5. Meeting information needs to be circulated to everyone prior to the meeting.
Make sure to include:

» meeting objectives

» meeting agenda

¥ location/dateftime

¥ background information

» assigned items for preparation

6. Meetings must start precisely on time so as not to punish those who are
punctual. This also sets the stage for how serious you are about making the
meeting effective.

7. Meeting participards must:
* arrive on time
* be weil-prepared
» be concise and to the point
* participate in a constructive manner

8. Meeting notes must be recorded and made part of the company's meeting
information archives,

9. The decisions made by the group must be documented.

10. Assigned action items must be documented, and the host, or an appropriate
participant, must be appointed to follow-up on the completion of all action
items.,

11. Meeting effectiveness must be reviewed at the end of each meeting and
suggested improvements applied to the next meeting.

Business Adminisiration Workshop June 2411 E. Nikiforou
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Vocabulary

' Word

Part of speech

‘ absent
adjf
accomplish

tverbh

. address
verb

adjourn
verb

agenda
noun

AGM
nounf{abbr.)

allocate
verb

AOB
nounf{abbr.)

apologies

noun

ballot
noun

board of directors

noun
boardroom
noun

brainstorm
verh

Business Administration Workshop

not present

~ succeed in doing

. deal with; speak on
close a meeting

st of objectives to cover in a
. meeting

- Annual {yearly) General

- Meeting

assign roles/tasks to certain
" people

. Any Other Business
- {unspecified item on agenda) |

_item on agenda announcing

" people who are absent;

- atype of vote, usually in

. writing and usually secret

. group of elected members of
- who meet to make decisions
‘a large meeting room, often

. has one long table and many
* chairs

. Meaning

i

Example Sentence

' The vice president is absent due
: to unforeseen circumstances,

. We have a lot

. to accomplish today, so let's

: begin.

i I hape we do not have

* to address this matter again in
: the future.

If there are no further
| comments, we will adjourn the

. meeting here.

. Please forward the agenda to

anyone who is speaking at the

- meeting.

apologies for absence

an organizationfcompany

thinking to gather ideas

We always vote for a new
¢ chairperson at the AGM.

" | forgot to allocate someone to
- bring refreshments.

. The last item on the agenda

is AOB,

" Everyone is present today, so we
¢ can skip the apologies.

: Please fold your ballot in half
. before you place it in the box.

; The board of directors meets
- once a month to discuss the
. budget.

. The boardroom is reserved for a
- managers’ meating, so we'll
- have to meet in the lounge.

Let's take a few minutes

© andbrainstorm some ways that

. we £an cut costs.

June 2011
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casting vote
noun

deciding vote {usually by the
chairman) when the votes
are otherwise equal

chairperson/chair
noun

clarification/verification
noun

expianation/proof that
. something is

i the person who leads or
- presides at a meeting

true/understood

closing remarks

verb or noun

conference
noun

last thoughts spokenin a
! meeting (i.e. reminders,

noun
- thank yous)

collaborate - work together as a

verb . pair/group

commence . begin

verb :

comment express ane’s opinions or

" thoughts

 formal meeting for
. discussion, esp. a regular one

- held by an organisation

conference call
noun

telephone meeting hetween
© three or more people in

 different locations

confidential
adjective

consensus
naun

deadline
noun
designate

verb

' formality

Lusiness Administration Workshop

private; not to be shared
general agreement

due date for completion
' assign

© a procedure {often

June 2G11

-58.

‘ The role of treasurer was
- decided based on the
! chairman's casting vote.

As chair, 1t is my pleasure to

- introduce to you, Mr. Allan

¢ Davis.

Before we address this matter,

. 'l need some clarification as to
- who was involved.

I just have a few closing

- remarks and then you will ail be
- free to go.

" The board fell apart because the

members had

 difficulty collaborating.

- We will commence as soon as
. the last person signs the
. attendance sheet,

If you have a comment, please

raise your hand rather than

. speak out,

 Before the conference there will
. be a private meeting for board

- members only.

" Please make sure | have no

interruptions while I'm on

. theconference call.

- Any financial information shared

during this meeting should be

keptconfidential.

1f we cannot come to

a consensus by the end of the
meeting we will put it to a vote,

. The deadline for buying tickets
to the conference is May 25th.

If no one volunteers to take the
minutes | will be forced

" to designatesomeocne.

- Everyone knows who is going to

. Nikiforou



neun

grievance
noun

guest speaker
noun

make something happen;
- follow through

implement
verb

mandatory
odjective

minutes
noun

motion
noun
objectives

noun

opening remarks
noun

overhead projector

noun

participant
noun

proxy vote
noun

Lusiness Administration Workshop

unnecessary) that has to he
. followed due to a rule

" complaint
- person who joins the group in

" order to share information or
" deliver a speech

required
| a written record of
- everything said at a meeting
a suggestion put to a vote
goals to accomplish
. chairperson or leader's first

- words at a meeting (i.e.
- welcome, introductions)

machine with a special light

. that projects a document
- onto a screen or wall so that
all can see

person who attends and joins

inon an event

a vote cast by one person for

~orin place of another

June 2011
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be the next vice president, so
. this vote is really just
- a formality.

The first item on the agenda

' relates to a grievance reported
| by the interns.

tam delighted to welcome

our guest speaker Holly, who is
going to be offering some sales

pitch tips.

. It's not a question of whether or
i not we're going to use this idea,

" it's whether or not we know

" how toimplement it,

. Itis mandatory that all

supervisors attend Friday's

- meeting.

Before we begin with today's
" meeting, let's quickly review

- the minutes from last month.

The motion to extend store

| hours has been passed.

i

1

- I'm pleased that we were able to

- cover alf of the objectives today

~ within the designated time.

As I mentioned in my opening
- remarks, we have to clear this

room before the end of the
" hour.

- ¥'m going to put a pie chart on
- theoverhead projector so that
- everyone cah visualize how our

profits have declined,

. Can 1 have a show of hands of all

- of those who

- were participants in ast year's

~conference?

. There must have heen

" one proxy votebecause | count
twelve haliots but only eleven

attendees.

7. Nikiforou



punctual on time {not late) Firstly, | want to thank you all
adjective i for beingpunctual despite this
‘ early meeting.

recommend suggest - I recommend that you sit closer

verb - to the front if you have trouble
' - hearing.

show of hands - raised hands to express an From the show of hands it

noun . opinion in a vote | appears that everyone is in

 favour of taking a short break.

strategy plan to make something work . We need to come up with
neun ‘ - 3 strategythat will allow us 1o i
have meetings fess frequently. |

e b b e 28t 48 0 e 88 41 £ 428442 1 2 st o e 12

" unanimous in complete agreement; | The vote was unanimous to cut
adjf . united in opinion - work hours on Fridays.
vote to express (the expression of)  We need to vote for a new vice
verb or noun * an opinion in a group by - chairperson now that Jerry is
- voice or hand etc ' retiring.
wrap up finish Let's wrap up here so that we

verh - can get back to our desks.

Meetings in English

Whether you are holding a meeting or attending a meeting, it is imporant that you
understand key English phrases and expressions related to meetings. A successful meeting
has no surprises. With proper preparation and careful organization, a meeting can run
smoothly. The most typical complaint about meetings is that they run too long. Meetings
that run longer than necessary can be very costly to a company or business. As the famous
business expressicn says: Time is money. Setting goals and time limits, keeping to the
agenda, and knowing how to refocus, are key components of an effective meeting. This may
sound simple in your own native language, but it is a little trickier when you or the
participants do not speak fluent English. These pages will help you hold or attend a meeting
with success. Review the vocabulary, read through the lessons, and then check your
understanding.

“usiness Administration Warkshop June 2911 E. Nikiforou
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Opening a Meeting
Smail Talk

Whether you are holding the meeting or attending the meeting it is
polite to make small talk while you wait for the meeting to start.
You should discuss things unrelated to the meeting, such as
weather, family, or weekend plans.

Sample Dialogue:

Pierre: Hi Thomas. How are you?

Thomas: Great thanks, and you?

Pierre: Well, I'm good now that the warm weather has finally arrived.

Thomas: | know what you mean. | thought winter was never going to end.

Pierre: Have you dusted off your golf clubs yet?

Thomas; Funny you shoutd ask. I'm heading out with my brother-in-law for the first round of
the year on Saturday.

Woelcome

Once everyone has arrived, the chairperson, or whoever is in charge of the meeting should
formally welcome everyone to the meeting and thank the attendees for coming.

*  Well, since everyone is here, we should get started.

¢ Hello, everyone. Thank you for caming today.

¢ 1think we'll begin now. First I'd like to welcome you all.
+ Thank you all for coming at such short notice.

» lreally appreciate you alf for attending today.

* We have a lot to cover today, so we really should begin.

Sample Welcome:

Pierre: | think we'll begin now. First 'd like to welcome you alf and thank everyone for
coming, especially at such short notice. | know you are all very busy and it's difficult to take
time away from your daify tasks for meetings.

Introductions

If anyone at the meeting is new to the group, or if there is a guest speaker, this is the time
when introductions should be made. The person in charge of the meeting can introduce the
new person, or ask the person to intraduce him or herself.

¢ I'd like to take a moment to introduce our new tour coordinator,

¢ Iknow most of you, but there are a few unfamiliar faces.

¢ Steila, would you like to stand up and introduce yourself?

* Hieveryone. I'm judy Strauss. I'fl be acting as Amanda's assistant whife Nancy is
away on maternity feave.

3usiness Administration Workshop Hfune 2311 £ Nikiforgu
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Roli Call/Apologies

If the meeting is a small group, it is probably unecessary to take attendance out loud. The
person who is taking the minutes will know everyone personaily and can indicate who is
present and who is absent. In a larger meeting, it may be necessary to send around an
attendance sheet or call out names. If an important figure is absent, it may be necessary for
the chairperson to apologize for his or her absence and offer a brief explanation for it.

e i looks like everyone is here today.

* If you notice anyone missing, please let jane know so that she can make a note of it,
+ Unfortunately, Ken cannot join us today. He has been called away on business

»  Mike will be standing in to take the minutes today, as Lisa is home with the flu,

Objectives

Some people who hold meetings prefer to pass around copies of the agenda, and others will
post a large copy on a wall, or use an overhead projector. No matter which format is used,
attendees should be able to follow the agenda as the meeting progresses. Before beginning
the first main item on the agenda, the speaker should provide a brief verbal outline the
objectives,

Sample Introduction to the Agenda:

Pierre: As you can all see here on the agenda we will be mainly tatking about the upcoming
tourist season, First we'll discuss the groups that will be coming in from Japan. After that
we'll discuss the North American Tours, followed by the Korean tours. If time allows we will
also discuss the Australian tours which are booked for early September, Next, I'm going to
request some feedback from all of you concerning last year's tours and where you think we
can improve. And finally, we'll be voting on where and when to have this year's staff picnic.

Following the Agenda
Taking the Minutes

Anyone, including you, may be assigned to take the minutes at a
meeting. Often someone who is not participating in the meeting will
be called upon to be the minute-taker. Before a meeting the
minute-taker should review the following:

« The minutes from previous meeting
+ All of the names of the attendees (if possible)
» The items on the agenda

It also heips to create an outline before going to the meeting. An outline should include the
foliowing:

« Atitle for the meeting
* The location of the meeting
= Ablank spot to write the time the meeting started and ended

- Business Administration Workshop. June 2011 : E. Nikiforou
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« The name of the chairperson
» Alist of attendees that can be checked off(or a blank list for attendees to sign)

» Ablank spot for any attendees who arrive late or leave early
Sample Minutes Qutline:

Supervisor's Meeting
Friday, May 5

Room 3

Start: Finish:
Chair; Pierre
Attendees:

Ui o ho e

Late to arrive:
Early to depart:

The minute-taker can use a pen and paper or a laptop computer and does not need to
include every word that is spoken. It is necessary to include important points and any votes
and results. Indicating who said what is also necessary, which is why the minute-taker
should make sure to know the names of the attendees. If you cannot remember someone's
name, take a brief note of their seating position and find out their name after the meeting. A
minute-taker should type out the minutes immediately after the meeting so that nothing is
forgotten.

Watching the Time

One of the most difficult things about holding an effective meeting is staying within the time
limits. A good agenda will outline how long each item should take. A good chairperson will
do his or her best to stay within the limits. Here are some expressions that can be used to
keep the meeting flowing at the appropriate pace.

+ [think we've spent enough time on this topic.

=  We're running short on time, so let’s move on,

¢« We're running behind schedule, so we'll have to skip the next item.

°  We only have fifteen minutes remaining and there's a lot left to cover.

¢« If we don't move on, we'll run right into lunch.

= We've spent too long on this issue, sc we'll feave it for now.

¢« We'll have to come back to this at a later time.

¢ We could spend all day discussing this, but we have to get to the next item.

. Business Administration Workshop e 2011 £. Nikiforou
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Regaining Focus

Itis easy to get off topic when you get a number of
people in the same room, it is the chairperson's
responsiblity to keep the discussion focused. Here are
some expressions to keep the meeting centred on the
items as they appear on the agenda.

s Let's stick to the task at hand, shall we?

» Ithink we're steering off topic a bit with this.

+ I'm afraid we've strayed from the matter at
hand.

+ You can discuss this among yourselves at
another time.

o We've lost sight of the point here.

¢ This matter is not on today's agenda.

* Let's save this for another meeting.

* Getting back to item number 5...

* Now where were we? Oh yes, let's vote.

Voting

When issues cannot be resolved or decisions cannot be easily made, they are often put to a
vote. Most votes occur during meetings. Votes can be open, where people raise their hands
in favour or in opposition of the issue. In an open vote, the results are evident immediately.
Other votes, such as who should be elected to take on a certain role, are private or closed.
During private votes, attendees fill out ballots and place them in a box to be counted. The
results may not be counted until after the meeting. Here are some specific expressions used
during open voting:

« Allin favour?
(Those who agree raise their hands or say "Aye".)

¢ All opposed?

*» Motion to hire more tour guides, moved by Thomas.
(Suggestions or ideas that are put 10 a vote are called motions. When a person
makes a suggestion, the term to use both during the meeting and in the minutes
is moved.)

* Motion to hire mare tour guides seconded by Nolan,
{(When another person agrees with the motion, it is seconded.)

When a motion is voted and agreed upon it is carried. When it is voted and disagreed upon it
is failed. Most often votes are put to a majority. If there is a tie vote, the chairperson will
often cast the deciding vote,

Comments and Feedback

During the meeting, participants wili comment, provide feedback, or ask questions. Here are
some ways to do 50 politely:

« If]could iust come in here...
« t'mafraid i'd have to disagree about that.

Business Administration Workshop june 2011 - L. Nikitorou

-64-



Could | just say one thing?

¥'m really glad you brought that up, Kana.

I couldn't agree with you more. {l agree)

Jane, could you please speak up. We can't hear you at the back.
If I could have the floor (chance to speak) for a moment...

We don't seem to be getting anywhere with this.

Perhaps we should come back to this at another time?

Closing a Meeting

Wrapping Up

There are different reasons why a meeting comes to an end. Time may run out, or all of the
items in the agenda may be checked off. Some meetings will end earlier than expected and
others will run late. The odd time, a meeting may be cut short due to an unexpected
problem or circumstance. Here are a variety of ways to adjourn a meeting:

It looks fike we've run out of time, so | guess we'll finish here.

I think we've covered everything on the list.

I guess that will be all for today.

Well, look at that...we've finished ahead of schedule for once.

If no one has anything else to add, then | think we'lt wrap this up.,

I'm afraid we're going to have to cut this meeting short. I've just been informed of a
problem that needs my immediate attention,

Reminders

There is almost always one last thing to say, even after the closing remarks. A chairperson
might close the meeting and then make a last-minute reminder. Instructions for tidying up
the room may also be mentioned.

Oh, before you leave, please make sure to sign the attendance sheet.

talmost forgot to mention that we're planning a staff banquet next month.

Don't forget to put your ballot in the box on your way out,

if 1 didn't already say this, please remember to introduce yourself to the new
trainees,

Could | have your attention again? | neglected to mention that anyone who wants to
take home some of this leftover food is welcome to.

If you could all return your chair to Room 7 that would be appreciated.

Please take all of your papers with you and throw out any garbage on your way out.
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Thank You's and Congratulations

The end of the meeting is also the time to thank anyone who has not been thanked at the
beginning of the meeting, or anyone who deserves a second thank you. Congratulations or
Good-luck can also be offered here to someone who has experienced something new, such
as receiving a promotion, getting married, or having a baby.

« Before !let you go let's all give a big thank you (everyone claps) to Thomas for baking

these delicious cookies.
» Again, I want to thank you all for taking time out of your busy schedules to be here

today.

+ Most of you probably already know this, but Nofan's wife just gave birth to a baby
boy.

* Asyou leave today, don't forget to wish Stelfa luck on the weekend. The next time
you see her she will be happily married.

Follow Up

In the closing remarks, the chairperson, or participants may want to discuss the date and
time for the next meeting, when the minutes will be available, or when a decision should be
made by. This is also the time to give contact information, such as how to send a question by
e-mail or who to call regarding a certain issue.

e We'llmeet again on the first of next month.
* Next time we meet I'll be sure to have those contacts for you.
» ifanyone has any questions about anything we discussed today, feel free to send me

an e-mail.
* The minutes from today's meeting will be posted as of tomorrow afternoon.
¢ Il send out a group e-mail with the voting results.

Materials adapted from: http://www.englishclub.com/business-engiish/meetings-age nda. htm
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Stages in negotiation
Negotiations go through a series of stages, and understanding these stages
is useful in trying to work out potentially useful language. The following

table illustrates what might be involved:

LA TR T T wkide N b

* Preparation: dec:dmg what is lmportant defining goals, thmkmg ahead

“how to work together with the other party.

Re/ationsh;p building: getting to know the other party, understandmg

how you and the other are similar ‘and different, and building

commitment toward achieving a mutually beneficial set of outcomes.

e Information gathering: learning what you need to know about the

issues, about the other party and their needs, about the feasibility of

possible settlements, and about what might happen if you fail to reach

agreement with the other side.

Information using: at this stage, negotiators assemble the case they want

to make for their preferred outcomes and settlement, one that will

maximize the negotiator’s own needs. This presentation is often used to

'sell” the negotiator’s preferred outcome to the other.

» Bidding: the process of making moves from one’s initial, ideal position to
the actual outcome. Bidding is the process by which each party states
their opening offer, and then makes moves in that offer, towards a

middie ground.
e Closing the deal: the objective here is to build commitment to the

agreement achieved in the previous phase. Both the negotiator and the
other party have to assure themselves that they reached a deal they can
be happy with, or’at least live with.

Implementing the agreement: determining who needs to do what once
the hands are shaken and the documents signed. Not uncommonly,
parties discover that the agreement is flawed, key points were missed, or
the situation has changed and new guestions exist. Flaws in moving
through the earlier phases arise here, and the deal may have to be

réopened, or issues settled by arbitrators or the courts.

Frendo, E. (2003). How to teach business English. Malaysia: Pearson Longman.
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Listening Task:

Watch the video. Make a list of the tips that can make a meeting effective.
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Mock Meeting: Loss of car parking spaces

Due to the economic crisis the University of Cyprus’ budget has been drastically cut
therefore, the building of the new parking space has been postponed. Because of the
increased numbers of students, most staff will be required to park outside the university’s
facilities. 100 parking spaces have been allotted to administration. How should they be
distributed? Your meeting should come up with some suggestions to solve this issue.

You should consider the following:

1. The university wants to become a green zone by 2016
2. The university employs about 400 employees
3. 23 employees are disabled

Your group should have a chair person, a secretary, one facilitator, one observer, and 3-4

participants.

The chair person will be in-charge of running the meeting.

The secretary will report on the suggestions after the meeting.

The observer will report on how the meeting took place (dynamics).
The facititator will keep the discussion going.

Participants will express their own views on the topic {agreements, disagreement,
negotiating, indifference).

Busimess Administration Waorkshop June 2011 £ mikiforou
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Appendices

Appendix |
Business Etiquette Quiz

Material from
http://www.sparktac.com/Portals/0/Docs/BUSINESS%20ETIQUETTE%20QUIZ%581%50%5B1

%50, pdf

Appendix lI
Vocabulary Development

Material from Wvyatt, R. (2007). Check your English Vocabulary for Business and
Administration. London: A & C Black

Appendix HI
Language Development

Material from: Sweeney, 5. {2003). English for Business Communication. Italy: Cambridge
University Press,
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Appendix i
Business Etiquette Quiz

Material from
http://www sparktac.com/Portals/0/Docs/BUSINESS%20E TIQUETTE%20QUIZ%5B1%5D%5R1

%S0, pdf
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SPARK Training (3

BUSINESS ETIQUETTE QUIZ

What is one of the problems in business today that result from poor listening skills?
a. Broken relationships

b, Short term memory
c. All of the above

You're attending a conference and you’d like to have the card of a senior executive
you meet. How do you get it?
a. You offer them your card and ask them for theirs.
b. You tell them you need their card so you can remember their name.
¢. You create an opportunity and establish rapport with them and develop a
specific reason for them to ask you for your card in hopes they will offer you
theirs.

. When making an entrance into an office with people working at their desks, it’s
always best to:
a. Do your best to not draw attention to yourself.
b. Appear pleasant and greet people by saying hello to those at the desks.
¢. Walk in a room and stand there and wait patiently for someone to fook up and
recognize that you need help.

. If you want to make a good impression on a senior executive when you meet them for

the first time, it’s best to:
a. Greet them and tell them about the project you’re working on so they’ll know

what you are doing for the company.

b. Appear genuinely sincere and ask them questions about the company and how
they became an executive for the company.

¢. Appear pleasant and make brief short sentences that focus on them and wait
for them to reply.

When making a business introduction between two people, the most important rule to
remember is:
a. Say your own name before introducing the two people
b. Use the name of the most important person first in the introduction.
€. Repeat the names of the people involved in the introduction twice so they’ll
remember each other’s names and their proper pronunciation of those names.

infoi@sparkiac.com Phone / Fax. 416.977.0200 wWww sparktac.com
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SPARK Training (S Coaching Associates Inc.

6. For leading a successful business meeting, your number one priority is:
a. Making sure you have good attendance and participation.
b. Keeping great notes and sending them to everyone after the meeting.
¢. Creating tasks and accomplishing the agenda in the allotted time.

7. When giving a compliment, it’s best to:
. Give a compliment to someone so that many people can hear the praise you
are giving them.
b. Give compliments to everyone in the office so everyone receives regular
praise.
¢. Compliment specific behaviours regarding work, avoid personal compliments.

8. Regarding criticism in the workplace, remember to:
a. Give criticism privately so it won’t embarrass anyone.
b. Criticize only a person’s work related skills and avoid offering personal
criticism,
¢. Offer a patient critique and never criticize anyone.

9. Humour in the workplace is:
a. A great way to occasionally break the stress during a business day.
b. A way to show your character by demonstrating the areas you find humorous.
c. All of the above.

10. Anger is a complex emotion that occasionally surfaces in the workplace. When it
does, the best way to deal with anger is to:
4. Train yourself to deal with anger and don’t express it during working hours.
b. Speak your mind regularly so it doesn’t build up.
c. Find outlets for your anger such as a walk during hunch, journaling, counting
to ten. If you can’t resolve your anger, get help.

1'1. Office gossip destroys careers, however, if you're only listening to gossip:
2. Youare not guilty of gossiping, after all, you were just listening and not
passing it on.
b. You have a deeper understanding of the complex problems of your
associations and can offer help when necessary.
¢. You're just as guilty as the one who is telling you gossip.

Info@sparktac.com Phone / Fax. 416.977.0200 www sparktac.com
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SPARK Training{$ Coaching Associates Inc.

12. If you walk into the office of a person you do not know, do you offer to shake their
hand?
a. Yes. It’s important to be a gracious guest when entering someone’s office.
b. No. You enter their office slowly (with a pleasant expression on your face)
and wait for them to offer to shake your hand; onIy then do you extend your
hand for a handshake.
¢. You introduce yourself first, and then you initiate a handshake with them.

13. If you are seated and someone approaches and offers to shake your hand, you should:
a) Stand up and shake the person’s hand.
b) Raise yourself slightly from your chair and shake the person’s hand.
¢) Dismiss the handshake as an unnecessary formality and motion for the person
to sit down and join you.

14. 1f you are considered a junior officer in your company and approach a senior officer,
do you offer to shake hands?
a) Yes, itis an excellent opportunity to make create trust and rapport.
b) No. You wait for the senior officer to initiate the handshake.
¢) You should only initiate the handshake if the other person is a man. Worman
must be allowed to initiate handshakes according to their preferences.

15. When dealing with corporate politics, it’s usually best to:
a. Let people know where you stand on issues, so you can work toward what it is
that you believe.
b. Create relationships with people who will side with you to create a corporate
consensus against those who don’t agree with you.
c. Respect all people’s opinions and freat everyone fairly to help make the best
decision for the success of the company.

16. Making small talk is vital for conducting business today because it:
a. Gives people an insight into your character.
b. Creates rapport with people and lets them know you’re human.
c. All of the above.

17 1f you are running late for an appointment because your boss has called a tast minute
meeting, it’s best to:
a. Call immediately and reschedule the meeting for a later time or another day.
b. Try and go to both meetings even if you leave one early and arrive late for the
other one,
¢. Call and let the person’s administrative assistant know you'll be an hour late
for your scheduled meeting,

info@sparktac.com Phone / Fax. 416.977.0200 www sparktac.com
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18

20.

21

22,

23.

- When you’ve been left in a waiting room for someone to come and collect you and
take you to their office:
a. Use that time to look over the reports you’ve brought with you to give to
them.
b. Use the time to relax and return calls or check your voice mail messages.
¢. Do nothing except wait expectantly for the person to come and collect you,
. Once you are in someone’s personal office, you can create a level of rapport by:
a. Asking them questions about their specific job function for their company.
b. Tell them about your specific job function within your company.
¢. Make comments about the building, facility or some aspect of their office.
When you are a guest in someone’s office, it is best to:
a. Stay long enough so they can get to know you before you begin talking about
business so they’ll leam to trust you.
b. Be brief. Offer them leave-behinds. Follow up when you say you will,
¢. Answer questions you know they’ll ask (before they ask them) and provide
them with a full educational opportunity about your product or service.
Someone in your office uses a wheelchair, When speaking to them, you:
a. Sit down so that you are at eye level with them so they won’t strain their neck.
b, Offer to push their chair every time you see them as an act of courtesy.
c. All of the above.
If you know that an individual operates on an auditory channel and you want to let
them know about an upcoming meeting, what would you say to them?
a. “If'you look closely, I think you'll see the meeting is in the Oak Room.”
b. “I hear the meeting’s in the Oak Room. I've heard it has great acoustics.”
¢. I'mso glad it’s in the Oak Room. I love the woodwork there.”
If an important call comes in when you are at a business lunch:
a. Take the call at the table and try to be quiet so you won’t disturb the other
diners during the call.
b. Tmnymuphmeoﬁcmmﬂmdymmcdkdymnvomemmlmwyg%
afterward,
¢. Tell your associates at lunch that you’re expecting an important call, put your
phone on vibrate mode and when the call does come, excuse yourself, lcave
the table and go 1o a place where no one can hear you. When you return to the
table, thank your guest for allowing you to take the call and don’t apologize or
talk about the nature of the call.
info@sparktac.com Phone / Fax. 416.977.0200 www.sparktac.com
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24, To master the art of networking:

a. Always take plenty of information with you about your product or service to
take advantage of making a good sale or a promising business connection.

b. Take cards and talk to people with whom you might develop a meaningful and
mutually beneficial relationship over time and who might eventually buy or
refer your company’s product or services,

c. Gather as many cards as possible and when you get back to the office; send
them all a formal business Jetter along with your company’s collateral
material related to your product or service. Follow up with a phone call in
two weeks time.

info@sparktac.com Phone / Fax. 416.977.0200 www sparktac.com
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Appendix il
Vocabulary Development

Material from Wyatt, R. {2007). Check your English Vocabulary for Business and
Administration. London: A & C Black
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Formal words

In a business / office environment, we often use 'formal’ words, especially in our written
English (letters, reports, contracts, etc). For example, instead of 'asked for advice', we
might use 'consufted".

We asked our accountant for advice about our tax,

becomes:
We consulted our accountant about our tax,

These 'formal’ words are often verbs.

Exercise 1: Change the 'neutral’ verbs and expressions in bold in sentences 1~ 15 to more
‘formal' words using the verbs / expressions in the box. Each sentence requires only one
word or expression. In most cases, you will need to change the form of the verb.,

address adjourn  adjust  administer admonish  analyse  annul  appeal to
appoint assess at  assign audit avert await award

1, We need {0 examine in detail the market potential of these new products.
The value of the business was calculated to be £5 million.
The management increased their offer in the hope of stopping the strike

W

happening.

It will be the MR manager's job to organise the induction programme.

He was given the job of checking the sales figures.

The contract was cancelled by the court.

Our accountants have been asked to examine the accounts for the last quarter.
When he was dismissed, he asked his union for support.

The chairman spoke to the sales team.

10. At the meeting it was decided to give middle management a salary increase.
1. Following a breach of safety procedures, the workers were told off by their

© @ N » oA

manager.
12 We are waiting for the decision of the planning department.
13 Prices will be changed according 1o the current rate of inflation.
14. The chairman stopped the meeting until 3 o'dock.
15, We have chosen a new distribution manager,

i advise  amalgamate assist  assure attempt  attend  dismiss  elect
j engage license present  sequester settle  tender waive

rcise 2: Instructions as above.
The chairman has asked all managers to come to the meeting.
We have been told that the shipment will arrive next week.
Can you help me with these income tax returns?
The different unions have joined together to make one main union.

We will try to deliver within the next few days.

@ v s Wy e
i

They have promised us that the delivery will be made on time,

prar

For reference see Dictionary of Busingss - 4™ edition (ARC Black Pubiishers 11d, 998.0-713.67912.2)
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7. The union has had its funds taken away by order of the courts.

8. The insurance company refused to pay his claim for storm damage.
9. After a iot of thought, he decided to hand in his resignation.

10. The court refused to accept his claim for compensation.

11, If we increase production, we will need 1o take on more staff,

12. He has given up his right to early retirement,

13. The HR director will talk about the new staff structure o the Board.
14 He chose to take early retirement.

15. The company has been given formal permission to sell spare parts.

Exercise 3: in this exercise, the words you need to replace those in bold are in brackets at
the end of each sentence. Although they are in their correct form (e.q., the tense is correct),
the letters are in the wrong order. Rearrange these letters to make words, and write them
in the appropriate space in the grid below. If you do this correctly, you will reveal a word in
the shaded vertical strip that can be used to replace the word in bold in number 13.

To help you, some of the letters are in their correct space in the grid.

1 The management agreed to measures to keep experienced staff in the company. (ntreia)
2. Candidates are asked to state clearly which of the posts they are applying for. {fesiypc)
3. We closed the design department and moved the workforce to another department. {edeepldory)
4, We asked our accountant for advice about our tax. {tecsidonu)
5. The union has agreed not to call a strike without further negotiation. (duanrinkee)
6. The union demanded that the sacked workers should be allowed to return to the jobs from
which they were dismissed. (stindatere)
7. We are trying to find out about the background of the new supplier. (unnirigiq)
{note that before "the background', you must also add 'inte')
8. The management agreed to the union's proposals, (tensceden)
9. The management were formally told of the union's decision. {fotneiid)
10 The sales people were told about the new product in detail. (ierdfeb)
11. The chairman gave a general description of the company’s plans for the coming year. (livedinu)
12. Her job has heen increased in importance 10 senior manager level, (egupdrad)
13. The company is sharing production costs according to projected revenue.
1 £ N
2 E Y
3. R Y
4, C S
5. N E
8. 5 A
7. Q G
8. C 5
9. E
10. B i
1 7
2. P R I
Far refazence see Dictionary of Business - 4 edition (A8 Black Publishers 14, 978-0-713 679152}
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Numbers and symbols

How do you say the numbers and symbols in bold in these sentences?

2006 was the company's most profitable year since 1994,

2. The advantage of Internet banking is that you can check your account 24/7.
3. Despite a rigorous advertising campaign, demand has only risen by 8.4% in the last two
months.
4 We're meeting in his office at 3.45 this afternoon.
5. Your fiight for Zurich leaves at 1800 from Gatwick South Terminal.
6. | expect to be back in the country on 30 june.
7. Our next range of products will be released on 10/3/07.
8. She completed the test in a record 27% minutes.
9. ¥ of all our employees think the canteen food could be improved.
10. The new desk measures exactly 2Zm x Tm x Tm.
11 s this printer really only £10.99?
12. Oh, sorry sir, that's a mistake. The sticker should say £100.99,
13. And that computer doesn't cost £120.75. It actually costs £1120.75.
14. Please guote reference ACB81 - 25/8B.
15, Our new telephone number is 020 7921 3567.
16. For more information, call 0845 601 5884,
17, Alternatively, ring 0800 231415,
18. The emergency telephone number in the UK is 999. In the USA it's 911
19. To access the information you require, press the # key, followed by the 0 key, and
finally the * key.
20. He earns a salary of over £200K a year! In fact, he's making so much money that he
nlans to retire in his mid-50's,
21 We have invested over $6M in new technology.
22, To get here from Croydon, take the M25 northbound, then take the M4
westhound, leave at junction 9 and take the A329 towards Wokingham,
23. The Union held a ballot to see if the workers wanted 1o strike. The result was 2:1in
favour.
24, My email address is markbarrington@snailmail.co.uk.
25, Hi Todd. GR8 news on the promotion. I'm really i~} for you! CULSR for a celebratory
drink?
26, He drives 1o work in a big, fuel-guzzling 4x4.
27. Liverpool won the match against Arsenal by 2:0. In the match against Manchester
United the following week, they drew 3:3.
28. At the last census, the population of the country was 37,762,418,
29 This book is © Rawdon Wyatt, 2007,
30, The 'Ultimafone®' has just won a 'Product of the Year' award.
for retmende see Dictionary of Business At agiitivn (A%C Black Publishers Lid, 378.0-713-67918.2)
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Moneyv and financial issues

Exercise 1: Complete these definitions with words or expressions from the box. I each
case, the words / expressions you need are connected in some way: for example, they
might have a similar meaning, they might be related to the same business issue, or they
might be opposites (but often used together when talking about the same topic). You will
need to use one word from the box twice.

10.

i1

12.

i3.

14.

invoice  fend  net  overpriced  pension  rebate  receipt  redundancy pay
refund  royalty salary shares simple sponsor  statement  stocks  subsidize

audit  balance bankrupt  borrow  budget commission compound  credit
debit  default deflation deposit discount dividend duty exorbitant
expenditure  fund  gross  honour  income  inflation insolvent  interest

tax  underwrite  venture capital wage  withdraw  working capital

if you .. Money (o someocne, you et someone use your money for a certain period of time, i
you money frem somecne, you take someone's money for a short time (usually paying
mterest and then repaying it).

When you an account, you put money into it. When you . an account, you take
money out of it.

if a company is . it has lost alt its money. f a companyis __ . it has lost all its money,
it has also borrowed a lot, and it cannot pay back its debts (= money it owes).

A is part of a company's profits shared out among shareholders (see number 18). A
— is money paid 1o the author of a book, an actor, a rock star, etc, as a percentage of sales.

in the UK, are one of the many equal paris into which a public company's capital is divided.
are similar, but are issued by the government.

profit is the profit you make before money is taken away 1o cover costs of production,
labour, tax, etc. profitis the money you are left with after costs, taxes, et¢, have been taken

away {money which is taken away is called a deduction).
i you _money in an account, you put meney into the account. If you . money, you

take it out of your account.

is money taken by the government from incomes, sales, gte, 1o pay for government services.
is money that has to be paid for bringing goods into a country.

is the money you receive (for example, your wage or salary). 15 money you spend.

Something which is __is too expensive, Something which is costs much more than
its true value,

A is money that is earned on a daily or weekly basis {often for a part-time, temporary or
unskilled job). A is money that is earned monthiy or annually (usually for a full-time,
permanent or skilled job or profession),

An is a note, or bill, sent to you to ask for payment for goods or services. A . isa
note (from a shop, for example) which shows how much you have paid for something,

A is the percentage by which a fulf price is reduced in a shop. A is money paid
back to a customer when, for example, returning secmething to a shop.

A ... Is money paid back to a customer when, for example, returning something to a shop (see
number 13 above). A is money that someone gets back as a result of paying too much tax
of rent, etc,

For reference see Dictionary of Business - 4™ adition {A&C Black Publishers Ltd, 978-0-71 3-67918-2)
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17.

18,

20.

21

22.

23.

24,

- rva— B

o 15 2 state of economy where prices and wages increase {= go up). _______ __is areduction
ot economic activity (usually accompanied by a drop in prices, salaries, etc).
A Isthe money that someocne continues to receive after they have retired from 2 job.

.. Is the money that is given to someone to compensate then for losing their job when a
company no longer needs them and has to dismiss them,

A bank is a detailed written document from a bank showing how much money has gone
inte and come out of 2 bank account. A is the amount of money you have in your bank
account.

. is the percentage of sales value given 1o a sales person in a company. _ ___isthe

percentage that is paid 1o someone for lending money.

interest is interest calculated on the sum of the original borrowed amount and the accrued
interest. _ interest is interest that is calculated on the amount of money borrowed and does

not include the interest already earned,

is the money that is needed or available for running a business or organisation.
_is the money that is needed or available for starting a business or crganisation.
.. a plan or venture,

If you . a plan or venture, you provide the money for it, i you
you provide the money for it, and also assume financial responsibility for it if it {ails,

An is an official examination of the financial records of @ company, organisation or person.
A is the amount of money a company, crganisation or person has available to spend on
something.

if you goods or services, you pay part of the costs so that they can be sold to people at a
lower price. If you something (for example, an event), you pay for all or part of it

If you a debt, you pay back the money you owe. if you _________ ona debt, you fail to pay
the money back,

Exercise 2: Here are 30 two- and three-word expressions relating to business money and
finance issues. In either the first, second or third word, each aiternate letter has been
removed. Replace the letters in each case. Use a dictionary to check the meaning of each

expression.

t. Business o__e_h_a_ s 16, Operating _r_f_t

2. C__e_i__ rsk 17, Interest r_t_

3. P_n_i_n plan 18. B__d__e__a_y constraints
4, Profit m_r_ i 19. F__n__n_e company

5 E_c_a_g__ rate 20. Expense _c¢_o_ n__

6. C_.s flow 21, Return on i_v_s m_n__
7. Credit 1__m__t 22, Rateof r_t_r _

8. C_p_t_{ gains 23, Real a_s_ 1

9. Down p_y_e_t 24, D_.n_m_<c pricing

10. R__s__ management 25. Management b_y_u__
11. Money _a_n_e_i_ g 26. Budget d_f_c_t

12. Offshore b_n_i_g 27. C__n__u__e__ spending
13. Foreign _u_r__n_y 28. l_c_m__ tax

14, V__I__e added tax 29. G_l_e  handshake
15, Net _p_r_t n__ income 30. Price _n_e_s_t v

Alsc see Earnings, rewards and benefits on pages 13-15.

For reference see Dictionary of Business - 410 edition (A&C Black Publishers Ltd, 978-0-713-67818-2)
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Jobs and positions

Exercise 1: Look at the list of different jobs in the box, and match each one with the person
who is speaking in 1 - 15,

Company Director Company Secretary  Girl Friday ~ Human Resources (HR)

Assistant Manager  Chairman  Chief Executive Officer (CEOQ)

Manager Managing Director (MD) Non-executive Director
Personal Assistant (PA) Production Manager ~ Receptionist ~ Secretary
Technical Support Consuiftant  Trainer

10,

11.

12.

Hello. Weicome to Wy-T Computers. Have you got an appointment? Good. Take a seat and I'll call up
to her office. Would you like a coffee while you wait?

Good morning. My name is Angela Ranscombe, and | am responsible for my company's productive
use of its workforce

Heflo. I'm Hilary Hannah. | type letters, file documents, arrange meetings and so on, for the various
people in my office,

Hi. My name's Sue Smith. 1 do a lot of small jobs in and around the office. If you want some filing
done, sorme mail posted, or if you just want a cup of tea, 'm the one to ask!

Hello. My name's Adam Dent. | help customers who are having problems with our products. | spend
most of my day on the phone.

I'm Anne Langsdale, and I've been appointed by the shareholders to help run the company.

Helle there, Don Brown. Nice to meet you. { make sure that the company is being run efficiently and
effectively,

My name's Liz Hamley, and | suppose I'm the big cheese around here. Basically I'm the most
important director in charge of the company,

i'm Judy Briers. 1 work directly for Liz Hamiley, and for her alone. | perform various secretarial and
administrative duties for her.

I'm Laurence Woodham. 'm a senior employee here, with director status and administrative and legat
authority. This is a legal requirement for all fimited companies in the UK.

Good morning. I'm Peter Feltham, and | preside over the company's board meetings.

And I'm Helen Brown. 1 attend board meetings, but only to listen and give advice. i cannot usually
make decisions on behalf of the company.

Hi there. My name's Mark Searle, and | supervise the production process.
And 'm Bob Wheatley. | help Mark Searle.

My name's Ryan Briggs. I'm responsible for developing our employees' potential through courses and
other staff development programmes.

- - v —

R L

Fot referenie see Diclionary of Business - 40 edition (44 C Black Fublishers g, 873.0-713-67338-2)
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Exercise 2: Instructions as above.

Marketing Manager  Official Mediator ~ Official Receiver  Sales Representative

Accountant Ad\)ertising Manager  Arbitrator  Area/ Regional Manager
External Auditor  Foreman Graduate Trainee IT Consultant

Security Guard  Telesales Manager Trade Union Representative

10.

1.

12.

13,
14.

Good morning. I'm Edward Saville. | contrel the company finances. Can't stop to talk: | need to get
these tax forms completed.

I'm Don Prescott, I've been hired by the company's head office to check Mr Saville's figures. We're not
sure that everything adds up.

My name's Mary Myers. | actually work in the company's other office in Birmingham, and am
responsible for the company’s operations there.

I'm Sarah Keats. I'm responsible for planning and controlling cur marketing activities and budgets.
I'm Richard Giddings. It's my job to make sure consumers know all about our Jatest range of products.
Hefo. I'm Bill Kennedy.  visit clients around the country and talk to them directly about our products.
Morning. Barry Ramp. I'm highiy skilled, I'm told, so I've been put in charge of all the workers on the
factory floor,

Andy Kelly, Hi. I'm just an ordinary worker on the factory floor, but | represent the workers in
discussions with the managers about things like wages and conditions of employment.

My name's Jennie Bryant. | don't actually work for the company, but there's currently a dispute going
on between the workers and the management regarding pay, so {'ve been brought in 10 try o sort
things out.

I'm joy Bell. I don*t work for the company either, but | might be officially appointed to sort out the
dispute mentioned above, and make 2 binding decision. This will only happen if Jennie Bryant is
unable to resolve it.

Hello. I'm Tabitha Sutcliffe. | finished university last menth, and I'm here to learn a bit about the
company and how it operates. I'm hoping that they'll offer me a job.

I'm Sam Michaud. Has your hard-drive crashed? Is your printer jammed? Can't get on line? Don’t
worry, I'll get it sorted out.

Hi. I'm Naomi Yarnton. I'm in charge of the team who contact potential clients on the phone.

I'm Tony Preston. Don't telf anyone here, but the company's in a lot of trouble. I'm about to take it
over, seit its assets and use the proceeds to pay off all the creditors.

My name’s Eddie jobsworth. Have you got 1D? Sorry, can’t let you go any further here without iD.
You're going to have to leave. Now, please.

Look at the jobs and positions in the boxes in Exercises 1 and 2 again. Without referring
back to the sentences, try to explain in your owri words what each job involves.

| e v .

e v - x - .o e

For reference see Dictinsary of Business - 4% edivinn JA&C Black Pubiishers Ltd, 978-0.712-6731%.2)
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Appendix il
Language Development

Material from: Sweeney, S. (2003). English for Business Communication. Italy: Cambridge
University Press.
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Building a relationship

Language Checldist
Cuftural diversity and sedialising (1)

Welcoming visitors
Welcome to ..,
My name’s ...

Arriving

Hello. My name’s ... from ...
I've an appointment to see ...
Sorry ~ Pm a little late / early.
My plane was delayed ...

Introducing someone

This is ... He / She’s my Personal Assistant.

Can I introduce you to ... He / She’s our
{(Project Manager).

I'd like to introduce you to ...

Meeting someone and small talk

Pleased to meet you.

1t’s a pleasure.

How was your trip? Did you have a good
flight / trip / journey?

FHow are things in (London)?

How long are you staying in (New York)?

I hope you like it.

Is your hotel comfortable?

Is this your first visit to (Berlin)?

Offering assistance
Can I get you anything?
Do you need anything?
Would you like a drink?
If you need to use a phone or fax, please say.
Can we do anything for you?
Do you need a hotel / a taxi /
any travel information / etc.?

Asking for assistance

There is one thing I need ...

Could you get me ...

Could you book me a car / taxi / hotel / ... ?

Could you help me arrange a flight to ... ?

Can you recommend a good restaurant?

I'd fike to book a room for tomorrow night. Can
you recommend a hotel?

-86-
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Skills Checldist
cialising (1)

Before meeting business partners and fellow
professionals from other countries, you could find
out about their country:

the actual political situation

cultural and regional differences
religion(s)

the role of women in business and in
society as a whole

transport and telecommunications systems
the economy

the main companies

the main exports and imports

the market for the industrial sector which
interests you

competitors

}’bu might also want to find out:

which topics are safe for small talk
‘which topics are best avoided,

If you are going to visit another country, find out

about:

*

-

®

-

<

the conventions regarding socialising
attitudes towards foreigners

attitudes towards gifts

the extent to which public, business and
private lives are mixed or are kept separate
conventions regarding food and drink,

You might also like to find out about:

the weather at the relevant time of the year
public holidays

the conventions regarding working hours
leisure interests

tourism

dress

body language

language.



o Lanauaﬁe Checkiist
Socgahmg (2) -

' 1_..5 : Saymg what’s on Qﬂd whats avazlable
. There’s a {good) ﬁhn / plqy/ concert / on at..
Y We haVe a good theatre in the cny

T hcre are some

© = interesting museums / pubhc bmldmgs
- good Iestaurants '

o Are you 1nte1ested in :

'_— “eating out? -
S v1s;lmg/ seemg

-E.:‘_;:IHVItlﬂg RN e
- Would you be mterested in gomg to see . o

- I d hke to invite you to have dmner thIS evemng.

e _‘.Isrthat a good 1dea?

D Respondmg o an mvztazzon

* That would be very mce

’d hke that ‘ : e
Thank you That wou]d be a pleasure

Declmmg arz mwtatzon

I'd like to, but Pm afra1d .

That would be nice but unfortunateiy
I’'m rather tlI‘Ed I

I have an appomtment ’[hlS evenmg

I'm rather busy .. B

I have some w_ork to do .. v

l

Stating preference

I'like (Japanese} cuisine very much ...
1 think I'd like to ...

I think I’d prefer ...

I particularly like (classical) music ...

Looking at a menu

The (fish) sounds nice .

[ think I'd like to try ...

1 think I'll have ...

Shall we have a bottle of ... ?

Commenting on an evening out

It’s been a lovely evening,

It’s been very nicé.

Thank you very much for your hospitality.
I enjoyed it very much.

87

Skills Checklist
Socsaius ing (2)

Before receiving visitors to your company,
be prepared to talk in English about your
pmfesswnalﬁeld and / or your company
aud business:

B the professmnal field you are involved in

"+ your professional activities
"+ current research and other projects
_« future plans -
. the history of your company
. company orgamsation
= who owns thie company
+ the nuimber of employees
. the 1nternationai 1nvolvement of your
- company
» products and services

o {“'-,:the market

"+ competition.

Be able to talk about:

* your country and your town .
* history

.+ tourism

» museums and public buildihgs
* entertainment

+ cultural and religious centres of interest.

You may wish to talk about:
« education
* transport systems
+ the economy
° companies
+ exports and imports.




T -
Fndine the n

Asking jor clarification

Could you be more specifict

Can you explain that {in more detail)?
What do you mean by ... ?

Clarifying

This means ...~

What I mean is ...

What | want to sayis ..

To explain this in more detai} ...

“hecking that the clarification is sufficient
Is that okay? / Is that clearer now?

Referring to other speakers

As Peter has already told us ...

m sure Mr Kowski knows about this ...
.ater we’ll hear a report from Neil on ...
Professor Gilberto is certainly aware of ...

Delaying decisions

I think we need more time to consider this.

" think we should postpone a decision ...

Zan we leave this until another date?

it would be wrong to make a final decision ...

inding the meeting
 Summarising

" think we should end there. Just to
sumrnarise ...

We've covered everything, so I'd like to g0 over

the decisions we've taken ...
o, to conclude ... we've agreed ...
¢ Confirming action
We'll contact ...
shn will ...
We've got to ...
*We need to look at ...
* Referring to next contact
We'll meet again next month ...
We look forward to hearing from you ...

U's been a pleasure to sec you today and I look

forward to our next meeting ...

Two general rules
Meeting should end on time!
Decision-making meetings should end with

decisions!

The Chair should close the meeting with:

y
a restatement (?f the objectives

Voo
a summary of decisions taken

a summary of the action now required

=

reference to any individual responsibilities.

After the meeting

* A memorandum should be sent to all
participants summarising the decisions
taken and the action required.

» The memorandum should be sent to any
mterested individuals who were unable to
attend.

* The Chair should seek feedback on the
meetings to try to improve future meetings,

Improving meetings

Motivation to change

§ _

Gather information on present situation

!

Identify specific areas needing improvement
§
i

Identify alternative courses of action

Practise new techniques

s

Improvement model.

Adapted from Marion Haynes, £ffective Meeting Skilfs
(London: Kogan Page Ltd., 1988).
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Discussion in meetings
Stating opinion

It seems to me ...

{ tend to think ...

In my view ...

We think / feel / believe ...
There’s no alternative to ...
1t’s obvious that ...

Clearly / Obviously ...

Asking for opinion

T'd like to hear from ...

Could we hear from ... ¢

What’s your view?

What do you think about ... ?

Do you have any strong yiews on ... {
Any comments?

Interrupting

Excuse me, may 1 ask for clarification on this?

If | may interrupi, could you say ... ?
Sorry to interrupt, but ...

Do you think so? My impression 1s ...
What? That’s impossible. We /1 think ...

Handling interruptions

Yes, go ahead.

Sorry, please let me finish ...

1f T may finish this point ...

Can I come to that later?

That’s not really relevant at this stage ...
Can we leave that to another discussion?
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Shlis Chedldist
Participating in meetings

Types of meeting
+ Decision-making meeting
. Information-giving meeting
. Spontaneous / Emergency meeting
» Routine meeting
« Internal meeting
. Customer / Client/ Supplier
— first meeting
_ established relationship

Structure of decision-making meetings
. study / discuss / analyse the situation
+ define the problenﬁ
. get an objective
. state imperatives and desirables
« generate alternatives
. establish evaluation criteria
. evaluate alternatives
. choose among atternatives

The DESC stages of & meeting
D Describe situation
E Express feelings
$  Suggest solutions
¢ Conclude with decision

Goal of decision-making meetgs
Objective: to gel a consensus in a time- and cost-
effective manner

Importarice ofcommunication

+ Two-way process

. Participants must be aware of others’ needs

. Full commuriication and understanding is
essential

. Four clements 1n communication:
awareness — understanding = empathy ~
perception

Reaching a cOnseiisus
. Discussion leads to CONSENSUS
. Consensus is recognised and verbalised by
leader
. Decisions checked and confirmed



Introducing yourself

Good morning, Aristo,

Hello, thisis .., from ...

Hello, my name’s ... calling from ...

Saying who you want

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

Could I have the ... Department, please?
Is ... there, please?

Saying someone is not available

I’'m sorry ke / she’s not available ...

Sorry, he / she’s away / not in /in a meeting /
in Milan. '

Leaving and taking messages
Could you give him / her a message?
Can I leave him / her a message?

Please tell him / her ...
Please ask him / her to ring me on ...

Can I take a message?

Would you like to Jeave a message?

If you give me your number I’ll ask him / her to
call you later.

Offering to help in other ways

Can anyone else help you?

Can I help you perhaps?

Would you like to speak to his assistant?
Shall I ask him to call you back?

Asking for repetition

Sorry, I didn’t catch {(your name /
your number / your company name / etc.).

Sorry, could you repeat your (name, number,
etc.)?

Sorry, I didn’t hear that.

Sorry, I didn’t understand that.

Could you spell (that / your name), please?

Acknowledging repetition
Okay, I've got that now.
(Mr Kyoto.} I understand.
I see, thank you.

rrsmors
Leary

w7y
A

Reading — background information
Desk preparation
Have the following available:
+ relevant documentation / notes
* correspondence or email received
« computer files on screen
» pen and paper
* diary.

Check time available
How much time do you need?
How much time do you have?

Objectives
Who do you want to speak to?
In case of non-availability, have an alternative
strategy:
+ call back / be called back — when?
* leave a message
+ speak to someone else
+ write or fax information
+ use email,

Do you want to:
+ find out information?
* give information?

Introduction
Do you need to refer to:
* a previous call?
+ a letter, order, invoice or email?
* someone else (who?)
¢« an event (what? when?)

Prediction
What do you expect the other person to say / ask
you? How will you respond?

Language

Key phrases (see Language Checklist)
Pronunciation

Spelling
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Stating reason for a call
I'mringing to ..,

I'd like to ...

I need some information about ...

Making arrangements

Could we.meet some time next month?
.. 'When would be a good time?

- Would Thussday at 5 o’clock suit you?

~ ‘What about July 21s¢?

That would be fine,
No, sorry, I can’t make it then.
Sorry, I'm too busy next week.

-Changing arrangements

‘Weve got an appointment for next month, but ...
Pm afraid I can’t come on that day.

Could we fix an alternative?

Confirming information

So ...

Can I check that? You said ...

To confirm that ..,

Can you / Can I confirm that by email?

Ending a call

Right. I think that’s all,

Thanks very much for your help.

Do call if you need anything else.

Ilook forward to ... seeing you / your call / your
letter / your email / our meeting.

Goodbye and thanks.

Bye for now.

Voice
* speed
+ clarity
+ volume

Structure
* background information
« key information
* repetition, emphasis and confirmation
> possible confirmation by fax '

Style
+ formal / informal
+ cold call / new contact / established contact
. in—_c':o-mpany‘_vs customer
supplier
outside agent
+ colleague / friend / business associate /
public '
* company image

Structure of a call
Beginning
introduce yourself
get who you want
small talk
state problem / reason for call

Middle

ask questions

get / give information
confirm information

End

signal end

thank other person

small talk

refer to next contact

close call

check that there’s nothing else to say
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Unfortunately there’s a problem ...

’

Language Chackiist
Telennoning (3)

Stating reason for the call

I'm ringing about ...

Unfortunately, there’s a problem with ...
I’m ringing to complain about ...

Explaining the problem

There seems to be ...

We haven't received ...

The ... doesn’t work.

The quality of the work is below standard.

The specifications are not in accordance with our
order.

Referring to previous problems

it’s not the first time we've had this problem.

This is the (third) time this has happcned

Three months ago .

We had a meeting about this and you assu;ed us
that .. CR

Threatening

If the problem is not resolved ..
we'll have to reconsider our pOSlthI’l
we’ll have to renegotiate the contract.
we'll contact other suppliers.
the consequences could be very serjous.

Handling complaints and other problems -

Asking for details

Could you tell me exactly what ... ?
Can you tell me ... ?

What’s the ... ¢

Apologising

['m sorry to hear that.

I'm very sorry about the problem / delay /
mistake .

Denying an accusation

No, I don’t think that can be right.

J'"m sorry but 1 think you're mistaken.
V'm afraid that’s not guite right,

I'm afraid that can’t be tive,

—go-

ua..n.x
\u"’ Fl
g

L’f\

Skills Chadkdis
Telephaning (3)

If you receive a complaint:
- consider your company’s reputation
+ express surprise
+ ask for details
+ suggest action
» promise to investigate
+ make reasonable suggestions, offers to help.

&

r.s‘._.c

Consider your customer and:
+ show polite understanding
« use active listening
» reassure customer.

If you make a complaint:
+ prepare for the call
+ be sure of the facts
+ have documentation avaiiable
+ decide what you require to resolve the
problem — at least partially — or completely.

Who is to blame?

Who is responsible?

Are you talking to the right person?

Was your order or your specifications correct?

Were you partly responsible for arrangements
which went wrong, e.g. transport?

" Does responsibility actually lie elsewhere, i.e.

with a third party?

If you do not get what you want:
- keep control ~ state what you need calmly
- do you need to continue to do business with
the other side? '
« if you do, keep a good relationship
+ express disappointment — not anger
+ don’t use threats - unless you have to!



Negouahons(?)

Making an opening statement

Welcoming

Welcome to ...

I'm sure we will have a usefu] and productive
meeting .

First meeting
We see this as a preparatory meeting ..
We would like to reach agreement on .

One of a series of meetings

Following previous meetings we have agreed on
some important issues. Today we have to
think about ...

We have reached an importam,stage e

Stating your aims and ob]ectwes

I'd like 1o begin with a few words about our
general expectations .,

May I outline our prxnapal azms and objectives
today .. Co .

We want to ¢ arlfy our posmons

We have a formal agenda ..

We don’t have a formaI agenda, but we hope to
reach agreement on . :

There are three specific areas we would like to
discuss. These are . '

We have to decide ...

Stating shared aims and objectives

Together we want to develop a good
relationship ..

We agree that .., ‘

It is important for both of us that we agree
on ...

Handing over

I'd like to finish there and give you the
opportunity to reply to this. :

I'd like to hand over to my colleaoue .» who
has something to say about ..
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Nﬂgonanons(1)

Planning and preparation
Type of negotiation”
- towards agreement
— both teams try to suit joint interests
* independent advantage
— cach team aims to get best deal
+ conflict
—a leam aims to win and make the other

tearn lose

Purpose of negotiation
* exploratory (possible areas of interest)
* conciliatory (resolving differences)
* work towards a contract

Targets
+ scale (e.g. 1-10)
* decide realistic maximum and mmimum

acceptable scores

Facts and figures

* prepare statistical data
* know facts
* prepare visuals

o Strengths and weaknesses

+ list your bargaining strengths
* know your possible weaknesses
" calculate your bargaining position

Possible concessions s
* plan your bargaining strategy
* list essential conditions — 1mposs1ble to
concede :
+ list possible concessions

- Opening statements

* state general objectives

* state priorities

* state independent (not joint) objectives
* be brief



T 14 Getting what you cap

Language Checklist
Negotiations (2)

Bargaining

We can agree to that if | .

.-+ 0n condition that ..

--. 80 long as ...

That’s not acceptable unless |
.- without . _,

Making concessions

If you could ... we could consider ...
Solongas ... we could agree to ..

On condition that we agree on ... then we

could ,,,
Let’s think about the jssye of
We could offer you ...

Would you be interested in

¢

Could we tie this agreement to ., ?

Accepting

We agree.

That seems acceptable.
That’s probably all right.

Confirming

Can we run through what we’ve agreed?
I'd Jike to check / confirm / what we've said
I think this is a good moment to repeat what

we've agreed so far,

Summarising

I'd like to run through the main points thar

we've talked abont.

S0, I'll summarise the important points of

our offer,

Can we summarise the proposals in a few words?

Looking ahead
So, the next step s .,
We need to meet again soon.

I our next meeting we need to .

50, can we ask youto .. ?

Before the next meeting we'll .,

We need to draw up a formal

Contract,
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Skills Checkdist
Negoﬂaﬁons(2)—-Bargahﬁngin
negotiations

Concession rules

‘A key principle in negotiatin

and get a little at the same time.

Ask for concessions.

« All concessions are conditional.

Conditions first: If ... then ..
It’s a package.’

g 1s to give a little

* Give what’s cheap to you and valuable to

them.

During the negotiation

Main speaker

-
.
.
.
.
L
L]
L3

Create a joint, public and flexible
Question needs and preferences.
Don’t talk too much. -

Listen. '

Don't fill silences.

Build on common ground.
Explore alternatives: ‘Whar if ... 7
Be clear, brief and firm.

Follow concession rules.

Support speaker - _ S
Wait till the Chair or your main speaker

°

brings you in.

Be clear, brief and ﬁ{}ﬁ.

Foliow the c_oncess'ior; rules,

Support your main speaker:

~ Agree (nod, “That’s right ... )

~ Emphasise (*This point is very
important.’). s

agenda,

- Add_forgot'ien points {*And we muyst

remember ., ).

- But don’t make concessions for
speaker.

— Listen.

~ Dor’t fill silences.

your main



Not getting what you don’t want

Ski

is Checklist

Negotiations (3)

Dealing with conflict :
* Show understanding of the other side’s position.
* Highlight advantages of agreement.

Dow'r ... Do ...

»

s

.

be sarcastic
attacl
criticise
threaten
blame.

Types of negotiator
Hard

negotiates to win
makes demands

Principled
looks for common benefits
makes offers

Soft

tooks for agreement
accepts what’s on offer

Rejecting

u

Ask for an adjournment.
Discuss options.
Remember your limits.
Decide if your interests ar

After the negotiation

-

Compare the result with your objectives, targets and lmits.

P2
(o B}

» ask questions

+ listen

° summarise

* build on common ground
+ explain your feelings.-

Fighter

win - lose

Independent
advantage

win — win

Creative
negotiator

fooks for agreement

i

Examine the process of the negotiation:
the planning - the strategy ~ team roles — the issues.

Learn from failure:

~ what went wrong and why?
— identify weaknesses and errors

- discuss and plan ahead.
Build on success:

— Tecognise success

- praise peaple

— develop teamwork and partnership.

~Q5-

re being met: if not, reject the proposal on offer, or suggest alternatives,



Planning and getting started

Greeting

Good morning / afternoon ladies and gentlemen.

(Ladies and) Gentlemen ...
Hello, everyone.

Subject ,

I plan to say a few words about ...
I'm going to talk about ...

The subject of my talkis ...

The theme of my presentation is ...
I’d like to give you an overview of ...

Structure

I've divided my talk into (three) parts.
My talk will be in {three) parts.

I'm going to divide ...

First ...

Second ...

Third ...

In the first part ...

Then in the second part ...

Finally ...

Timing
My tallk will take about ten minutes.

The presentation will take about two hours ...

but there’ll be a twenty-minute break in
the middle.
We'll stop for lunch at 12 o'clock.

Policy on questions / discussion
Pleasc interrupt if you have any questions.

After my talk there’ll be time for a discussion and

any questions.
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Slkills Checldist

Audience

« expectations

- technical knowledge

+ size

+ questions and / or discussion
Speaker’s competence

« knowledge

» presentation technique

Content
« what to include

+ length / depth (technical detail)

+ number of key ideas

Structure
* sequence
~ beginning, middle, end
+ repetition, summarising
Delivery
« style
— formal / informal
— enthusiasm / confidence
© voice
-~ variety / speed
- pauses
+ body language
— eye contact
~ gesture / movement
- posture

Visual aids
» PowerPoint
+ type / design / clarity
« relevance
Practice
+ tape recorder
* script or notes

Room
- size / seating
+ equipment {does it work?)
» sound quality

Language
« simple / clear
+ soelling
+ sentence length
- structure signals



The middle of the presentation

L P i TR 1P s
Language Checldist Sldlls Chaclklist
Signalling different partsina presentation: Organisation of presentation
Ending the introduction + logical progression of ideas and / or parts
So that concludes the introduction. of presentation
That’s all for the introduction. « clear development

+ sequential description of processes

Beginning the main body + chronological order of events,

Now let’s move to the first part of my talk, which i.e. background —> present -> future.

is about ...
So, first ... To begin with ... Topic

: . Main parts  Sections Subsections

Listing A i a.
There are three things to consider. First ... b.

Second ... Third ... i
There are two kinds of ... The first is ... The B i a

second is ... b.
We can see four advantages and two i

disadvantages. First, advantages. iii a.
Oneis ... Anotheris ... A third advantageis ... b

Finally ... c.
On the other hand, the two disadvantages. First e i a

... Second ... b.

i

Linking: Ending parts within the main body
That completes / concludes ... Internal structure of the main body of a
That’s all (I want to say for now} on ... complex presentation '
Linking: Beginning a new part Signalling the structure
Let’s move to (the next part which is} ... - use listing techniques
So now we come o ... + link different parts
Now I want to describe ... . use sequencing language.
Sequencing Signalling the structure ...
There are (seven) different stages to the process - malkes the organisation of the talk clear
First / then / next / after that / then (x) / + helps the audience to follow

after x there’s y, last ... + helps you to follow the development of
There are two steps involved. your talk,

The first step is ... The second step Is ...

There are four stages to the project.

At the beginning, later, then, finally ...

"1 describe the development of the idea.

First the background, then the present situation,
and then the prospects for the future.
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Language Checklist
Ushng visuals

Types of visual support

visual

film / video

picture / diagram

pie chart

— segment

chart / table

~ row / column

graph / bar graph / line graph
— x axis or horizontal axis

~ y axis or vertical axis

— left-hand / right-hand axis
lines {in a line graph)

- solid line

~ dotted line

— broken line

Comparisons

This compares x with y

Let’s compare the ...

Here you see a comparison between ...

Describing trends

Equipment

(slide) projector

~ slides (Br. Eng.)

~ diapositives {Am. Eng.)

computer tools

— laptop

data projector

monitor

PowerPoint

modem

Internet download
overhead projector (OHP)
~ transparency (Br. Eng.}
— slide {Am. Eng.)

flip chart

whiteboard

metaplan board

|

i

Introducing a visual

I’d iike to show you ...

Have a look at this ...

This (graph) shows / represents ...
Here we can see ...

Let’s look at this ...

Here you see the trend in ...

to go up

to increase an increase
o rise a rise

to climb a climb

to improve an improvement

to go down

to decrease a decrease
to fall a fall

to decline a decline

to deteriorate a deterioration

to stabilise
to stay the same

to recover a recovery
to get better an upturn to get worse a downturn
to level off a levelling off

to reach a peak a peak to reach a low point
to reach a maximum to hit bottom
to peak

an undulation
a fluctuation

" to undulate
to fluctuate

Describing the speed of change
a dramatic
a marked .
L. increase / fall
a significant

a shght

to increase / fall

dramatically
markedly
slightly
significantly
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The end is near ... this is the end

L

anquage Checkiist

M Y R

Ending the main body of the presentation
Right, that ends (the third part of} my talk.
That’s all I want to say for now on ...

Beginning the summary and / or conclusion

1'd like to end by emphasising the main point(s).

I’d like to finish with ...

- a saummary of the main points.

some observations based on what I've said.
some conclusions / recommendations.

a brief conclusion.

Concluding

There are two conclusions / recommendations.
What we need is ...

I think we have to ...

I think we have scen that we should ...

Inviting questions and / or introducing discussion

That concludes (the formal part of) my talk,
(Thanks for listening) ... Now I'd like to
invite your comments.

Now we have (half an hour) for questions and
discussion.

Right. Now, any questions or comments?

So, now I’d be very interested to hear your
CONMHTENES.
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Understood but difficult or impossible to answer
That’s a difficult question to answer in a few
words.

It could be ...

In my experience ...

I would say ...

1 don’t think 'm the right person to answer
that. Perhaps {Mr Holmes} can help ...

— 1 don’t have much experience in that

field ...

Understood but irrelevant or impossible to answer

in the time available

I'm afraid that’s outside the scope of my talk / this
session. If T were you I'd discuss that with ...

I’ll have to come to that later, perhaps during the
break as we're short of time.

Not understood
Sorry, I'm not sure I’ve understood. Could you
repeat?
Are you asking if ... ?
Do you mean ... ?
1 didn’t catch (the last part of) your question.
If I have understood you correctly, you
mean ... ¢ [s that right?
Checking that your answer is sufficient
Does that answer your question?
Is that okay?
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