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UNIT 1. INTRODUCTION TO BUSINESS WRITING

Exercise 1
Translate from Russian into English.
I[eJ'IOBaSI KOPPECIIOHACHII NS HCO6XOJII/IM3. B YCTAHOBJICHUU U IMOATBCPIKIACHHUHN CIACIIOK.

16. ybequtb cBOEro ymMTaTesns

CpCACTBO AOCTUKCHHUS LCIIN

COOTBETCTBOBATH YbMM-JIH00 OXXHJaHHUAM
OIMPCACIINTD Kakas LCJIb HAUITYy4YIIIUM o6pa30M nepeaacTt Balnm MOTUBALlUN

aJaNnTHPOBATh Hally peyb

npeaABUACTDb HOTpe6HOCTI/I HJIM 0K JaHUA BaIei AyIUTOpHUHU

LeJIeBast ayIuTOpUs

MPUBECTHU JIOKA3aTEIbCTBA
PYKOBOJICTBOBATBCS I[EJIBIO
. KCCJIEIOBATh UJICIO
. Pa3BJICKATh WJIN YAWBISATH CBOCTO YU TATEIIS
. ”HQOPMHUPOBATH JHOJICH

. OOBACHUTD UIIEIO
. TIpe/iyIaraTh, MPOBO3MVIAINIATE CBOU HJICH
15.

MOAACPIKUBATD UJIKM BO3paKaTh IPOTHUB UACU

17. oleHUTh WK penmMTh TPoOIEMY

18.
19.
20. yoenmuTh YuTaTelNs MMOHTH BaIlly TOYKY 3PCHUS

OBITh MMOCPCAHNUKOM
BCCTH IICPCTOBOPLI

21. nau6ozee TpeboBaTeNbHAS B OTHOLICHUY 3HAHUH ayTUTOPHS

Exercise 2
Use proper prepositions to complete the phrases.

1

2.
3.
4

communicate
communicate
to appeal

Exercise 3
Give the Russian equivalents to the following English names of business letters:

N~ WNE

an enquiry

a quotation

an estimate

a counter—proposal
an order

an invoice

a reminder

a receipt

Exercise 4
Match each document type on the left with a definition on the right.
a request to supply goods (sent by the customer)

1.

2
3.
4.
)

an enquiry

a quotation

an estimate

a counter—proposal
an order

a)
b)

c)
d)

a particular audience

people

that specific audience
focus a purpose

a request for

customer)

9

10.
11.
12.
13.
14.
15.
16.

a statement

a complaint

an acknowledgement
an adjustment

an application

an acceptance

a reference

a refusal

information or assistance (sent by the

an approximate calculation of the cost of something
the price given for goods or a piece of work
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an invoice
a reminder
a receipt

a statement

. a complaint

. an acknowledgement
. an adjustment

. an application

. an acceptance

a reference

. arefusal

Exercise 5

Answer the questions.
Why is correspondence essential?
What are the purposes for writing business letters? (at least 10)

What strategies can be used to achieve your purpose?

Why is it important to analyze the audience you are writing to?

What categories of audience do you know? Can you characterize them?
What are the main types of business letters? Characterize each of them.
Make sure you know the difference in the meaning of the verbs: to inquire, to require, to

NookrwdE

request.

e)

9)
h)

)
k)
1)
n)

0)
P)

a letter where the customer tries to get better terms

a document that proves you have paid for some goods

a list of amounts paid and still owed, sent every month

a bill for goods sent or work done

a letter to a customer about an unpaid invoice

a letter saying you are not satisfied about something and ask
that certain situation to be corrected
a sales letter, marketing your
knowledge

accepting a job offer

letting someone know you have received something sent to
you

recommending someone for employment

refuse some kind of request

response to a complaint letter

skills, abilities and



UNIT 2. BUSINESS LETTER LAYOUT

Exercise 6
Give the Russian equivalents to the common components of a business letter:

1.

CoNoT A~WN

10.
11.

Letterhead with the Sender’s or Return Address or Outside Address and the date
Inside Address

References — Your Ref/Our Ref:

Attention Line /Private or Confidential

Salutation

Subject Line

Body: introductory paragraph, main (middle) paragraph(s), concluding paragraph
Complimentary Close

Signatures

Enclosure Lines

Copy Line — courtesy copies, blind copy

Exercise 7
Translate from Russian into English.

10 MECTy TpeOOBaHUs

C yBa)XXEHUEM

MCKpEHHE Balll

noOnarogapute Baiero koppecnoHieHTa 3a ero HuchbMo
IpezcTaBbTe ce0sl U CBOKO KOMIIAHUIO

copmynupyiiTe npeamer/remy mucbMa

U3JI0KHUTE LENb

BJIOXHOBUTb Ha JAJIBHEUIIYIO TIEPENUCKY

C nereprienuem x1y Bamero ckoporo orsera.

. UCTIOJIB3YWTE CITUCKH YTOOBI MPUBJICYb BHUMaHUE K KOHKPETHON WHpOpMAIUn
. BCE BBIPOBHEHO T10 JICBOMY ITOJTIO

. maparpadbl ¢ KpaCHOM CTPOKH (C OTCTYIIOM)

. KOHKPETHBIE/OCOOCHHBIE TPEOOBAHMS K HAITUCAHUIO JISIIOBOTO MMUChMa

. OBICTPO YXBAaTUTh MH(OpMAIIUIO

. bupMeHHBIN OJTaHK MHUCHMa

. IOCIICAYIOIIME CTPAHUIIBI

. COBET TUPEKTOPOB

. HallicaTh JAaTy MOJHOCTHIO

Exercise 8
Use proper prepositions to complete the phrases.

1.

NG~ WN

to address a person
immediately draw attention the topic of the letter

the end of the letter

the top of the business letter

the names of the directors will appear the letterhead

address your letter the person/department/company
the right-hand side the page

the letter is intended only the eyes the named recipient


http://writing.colostate.edu/references/documents/bletter/pop3a.cfm
http://writing.colostate.edu/references/documents/bletter/pop3b.cfm
http://writing.colostate.edu/references/documents/bletter/pop3g.cfm
http://writing.colostate.edu/references/documents/bletter/pop3c.cfm
http://writing.colostate.edu/references/documents/bletter/pop3h.cfm
http://writing.colostate.edu/references/documents/bletter/pop3d.cfm
http://writing.colostate.edu/references/documents/bletter/pop3f.cfm
http://writing.colostate.edu/references/documents/bletter/pop3i.cfm
http://slovari.yandex.ru/%D0%B8%D1%81%D0%BA%D1%80%D0%B5%D0%BD%D0%BD%D0%B5%20%D0%B2%D0%B0%D1%88/ru-en

Exercise 9
Use a proper word(s) to complete the sentences.

1. As a business letter is an effective way to a message, its format should allow
readers to quickly information.

2. Print only the page of any letter on letterhead stationary, with pages
on blank paper.

3. The date is written below the sender's address of the page.

4. The month in the date should not be written in as they can be :

5. Whichever way of writing the date you choose you should be your
correspondence.

6. are effective ways to present information because they large amounts
of text and are visually pleasing, they can be or :

7. the letter is only for the eyes of the named recipient (mpennasHauaeTcs)

Exercise 10

Put the verbs in brackets into either the Present Simple or the Present Continuous.

1.
2.
3.
4.
5. At the moment the Sales Director is on a two—week tour of Europe, where he (meet) suppliers

ICI (be) a large multinational company that (export) to countries all over the world.

The Managing Director (have) a meeting at the moment, but | will ask him to call you back.
Although the economic climate (improve) slowly, a lot of smaller companies (find) trading
conditions difficult at the moment.

Office workers in the UK normally (start) at 9 a.m. and (go) home at 5 p.m.

and (do) some market research.

We now (need) to expand, so we (negotiate) the lease of larger offices outside London.

I (write) to you to enquire about the possibility of setting up an agency in Spain for your
products.

I (try) to get in touch with Mr Peters, but I (not/have) much luck. He still (have) the same phone
number?

Exercise 11
Using either the Present Simple or Present Continuous tenses, complete the letter with the
appropriate verb from the list below.

look note start supply build
know write offer provide
HALL & CO. LTD
Builders' Merchants
Dear Sir/Madam,
We (1) that you have made a planning application and (2) an extension to your
property soon, and I (3) to inform you of the services which we, as your local Builders'
Merchant, (4) for our customers.
Our range of products (5) _______ at the foundations with sand, cement, and bricks, and we also (6)
a full range of timber and plasterboard products. In addition to this, but only for the next two
weeks, we (7) a free estimating service, so that you (8) exactly how much the
materials will cost.
We (9) forward to hearing from you.
Yours faithfully,
Hall and Co. Ltd




Exercise 12
Read this letter from a computer company to a company trainer, and fill in the blanks with the
correct verb taken from the list below.

leave travel stay have to be able
suit meet visit return need arrive
Dear Mr Jackson,

Re: Nicosia Computer Training Course

Thank, you for your letter of 18 May giving us the dates of your visit. I am writing to inform you of the
arrangements we have made on your behalf.

You (1) at Larnaca airport by the company driver, and (2) at the Amathus Beach Hotel
ffor the first night. When you (3) Larnaca, you (4)_______ up to Nicosia and spend four days at the
training centre. Most of the trainee operators (5) some experience of the new program by the time
you (6) , but they (7) some instruction on the more complex areas of the system.
Unfortunately, Mr Charalambides (8) _______ to meet you on Thursday 15 June, as you requested, because
he (9) subsidiary in Spain. However, he (10) by the following Monday, 19 June, so
I have arranged for him to see you at 2.30 p.m.
Please let me know if these arrangements (11) you. I look forward to hearing from you.
Yours sincerely,
Elena Theodorou
Training Manager

Exercise 13

Answer the questions.

1. Canyou name the components of a business letter?

2. Why is it essential for business letters to have a rather strict format?

3. What makes up the heading?

4. How many pages could a business letter be? What pages can be printed on letterhead stationary?
What is the layout for the subsequent pages?

5. What does the letterhead consist of? What types of companies can you came across in the
letterhead? How should you write dates?

6. What courtesy titles do you know? What other titles can you use to address the person you are
writing to?

7. What are the ways of addressing a letter? (when you know only the department, the company
etc.)

8. What do we need references for? Is attention line optional or compulsory?

9. What is salutation followed by? When can we use the phrase “To Whom It May Concern’™?

10. What is the role of the subject line in a business letter?

11. What are the paragraphs of a business letter? What does each of them serve for?

12. What complimentary close can you use?

13. What does a signature block include? What does p.p. stand for?

14. What are the last two components of a business letter? What do the abbreviations cc: and bc:
stand for?

15. What are the formats of business letters? What are the differences between them?



UNIT 3. CONTENT AND STYLE IN BUSINESS CORRESPONDENCE

Exercise 14

Use a proper word(s) to complete the sentences.

1. Create relatively short paragraphs of between long.

2. When you the contents of a business letter, you place each different idea in its
own paragraph.

3. Information in of paragraphs tends to be read and remembered better.

4. Place less positive or detrimental information in in your business
letters.

5. Find to express bad news in your business letters.

6. Avoid on your own concerns rather than those of the recipient.

7. Recipient-oriented style is often called the .

8. Using rather than is the key to good writing.

9. Some basic guidelines will help you, the form, purpose, and audience of the
document. (He3aBHCHMO)

10. Executives still prefer a written document other forms of communication.

11. avoid beginnings

12. Identify the previous correspondence its subject and date.

Exercise 15

In the English language we use Anglo—Saxon and Latin words. Latin words are mainly used in
written English while Anglo—Saxon words are more appropriate for informal language. Look at
these pairs of word and think which words are better to use in business correspondence.

get/obtain thanks/thank you ' will job/occupation
tel/inform go back/return ask/inquire try/attempt
because/due to the fact that need/require

about/with reference to now/at the present time

Exercise 16

Match each phrase on the left with a phrase on the right.

Informal (spoken) language Formal (written) language
1. Thanks for your letter. a) lam writing with reference to the advertisement in..
2. I've just seen your advert in ... b) due to the fact that
3. Canyou tell me about...? c) Thank you for your letter dated 14 March.
4. because d) Please find enclosed ...
5. Sorry, I can't make the meeting. e) lam afraid | will not be able to attend the meeting.
6. Here are ... f) 1would be grateful if you could send me some
7. What exactly do you need? information about...
8. Just send the stuff back. We'll g) Please return the goods at our expense.
pay. h) We are pleased to inform you that...
9. I've got some bad news. There's i) Please let me know your exact requirements.
no more until next month. j) If you require any further information, please do not
10. Good news! I've just heard that... hesitate to contact me.
11. There isn't much left. You better K) We regret to advise you that the goods you require
move fast. are temporarily out of stock.
12. If you'd like any more details, just I) Please note that our stocks are limited. We advise
et me know. customers to order as soon as possible to avoid
disappointment.

9



Exercise 17
The phrases below are typical of informal spoken English. Rewrite them as sentences for a business
letter. Some words have been given to help you.

1.
2. Can you send us something about what your company sells? (grateful/information/range)
3. Thanks for your letter of March 12 asking about what we sell. (dated/enquiring/prod ucts)
4.

5. Seeyou in Frankfurt next month! (look forward)

It's about that ad. we saw in Marketing Monthly. (writing/reference to/recent edition)

I have some bad news. I'm afraid your order is going to be late. (regret/inform/delayed}

Exercise 18
Answer the questions.

1.
2.
3.

Why do executives prefer written documents to other forms of communication?
What are the main rules for successful business letter writing? Characterize each of them.
What are seven c¢’s that you should follow?

10



UNIT 4. IN-COMPANY CORRESPONDENCE
PROCEDURES AND INSTRUCTIONS
Exercise 19

Look at the pictures. What sort of advice, instructions or warnings would you expect to find on the
packaging of these products? Discuss your ideas with a partner.

\

V /
e

Match these strange instructions 1-6 with the products a-f which they refer to.

1. Do not turn upside down a) achild's Superman costume

2. Warning: keep out of children b) abread pudding

3. For indoor or outdoor use only c) printed on the bottom of a tiramisu

4. Wearing of this garment does not packet

enable you to fly d) asleep aid

5. Product will be hot after heating e) akitchen knife

6. Warning: may cause drowsiness f) astring of Christmas lights
Exercise 20

Decide whether the ten tips below for writing clear procedures are Dos or Don'ts.
Writing Clear Procedures - Dos and Don'ts

1. Use long sentences (15-20 words maximum)

2. Prefer active verbs

3. Be direct - use imperatives

4. Use long words

5. Use abbreviations or acronyms

6. Be consistent with terminology

7. Remember the reader - do not assume they know certain information
8. Put steps in the right sequence

9. Use headings and split information into chunks

10. Use 1, 2, 3, and not one, two, three or first, second, third

Read these assembly instructions for a bookcase. Which of the Dos and Don'ts do they break?
Find examples and compare your answers with a partner.

Full assembly instructions for the assembly of a freestanding bookcase

Before attempting to assemble the FSB, the parts list should be checked to ascertain that all
relevant items are included in the packet and that none are missing.

First of all, the specially designed wooden dowel pegs should be inserted in the appropriate
holes drilled in the ends of the five shelves and the latter should be screwed to the side panels
ensuring that the rounded shelf edges face the front of the unit.

Then the top and bottom panels should be fixed in place using the correct screws.

Before fitting the top and bottom panels, one must not forget to slide the back panel into
position in the grooves provided to this effect at the rear of the side panels.

NB It is recommended that the unit be assembled in a horizontal position on an appropriate
load-bearing surface, i.e. the floor.

11



Exercise 21
Rewrite the assembly instructions to make them clear. Use the framework below. Use one word in
each gap.

Bookcase instructions
1. the packet contains all the in the parts
2. the bookcase flat on the .
3. Begin by fitting wooden in the four in each .
4. the five shelves to the side , with the rounded towards the front.
5. the back panel into place in the at the rear of the side panels.
6. the top and panels and them down.
Exercise 22
Y Janice isassembling a TV stand she has just bought. She calls her friend Max. Listen to

their conversation and answer the questions.
1. Why does she call Max?

2. What information does Max give her?

3. What does he promise to do in the end?

Listen again and write in the missing items on the parts list.
TV Stand - Parts List

1 panel lcross 8 4
4 2 panels 1

Label the parts in the assembly diagram below.

Work in small groups. Use the diagrams to write the assembly procedure for Janice. When you have
finished, compare your instructions with the other groups. Decide which group has written the
clearest instructions.

Exercise 23

Answer the questions.

1. What is memos?

What differs a memo from a business letter?

Is amemo always a right solution to communicate a matter?
What are the purposes of memos?

What can the audience for memos be?

What information does a memo heading provide?
What tone is used for memos?

How long could a memo be?

What are the format guidelines?

©oOoNOO AW
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UNIT 5. RESUME AND COVER LETTER

Exercise 24

Translate from Russian into English.

Oymynmii paboroaarenb

00paTHBIN XPOHOJIOTUUECKUN TTOPSTIOK

MEePEYUCITUTE 00S3aHHOCTH

MOJIYYUTh MOJOKUTEIbHBIA OTBET

OBITH 0CO00 3aMHTEPECOBAHHBIM B MPEAIAraeMoi TOJKHOCTH

NPEAbIAYIMI ONBIT U TEOPETHUECKUE 3HAHUS

OBITh YCTICIHBIM HAa 3TOW TOMKHOCTU

npuoOperarh TpeOyeMblil OIBIT U HaBBIKU

[Toxaiyiicta, MpUMUTE 3TO MHUCHMO KaK BhIpaXCHUE MHTEpeca K JOKHOCTH PETHOHAIBHOTO

MEHeJ[Kepa o MpoiakaM

10.00bsBIEHNE O BAKAHTHOMN TOHKHOCTH

11.00paTuTech K NpUIIOKEHHOMY pe3toMe A 6osee mogpoOHOoM nHpopMauu

12.paboTtaTh CaMOCTOSTEIBEHO

13.uMeTh BO3MOXXHOCTh paboTaTh, MPOSIBIISIE HHUIIMATHBY W OpaTh Ha ceOs OMPENICIICHHYIO JIOJTO
OTBETCTBEHHOCTH

14.TlpuauMass BO BHHUMAaHHE MO KBUTM(UKAIIUIO, S HAJCIOCh Ha 3apa0OTHYIO ILIATY
npubmsurensro B $10,000.

15.3apabarsiBats $30,000 B ro

16.mpeanaraTh JOCTATOYHO BO3MOXKHOCTEH JUTSI pa3BUTHS COOCTBEHHBIX UJIEH

17.paboTtath B pacmMpsIONICHCS OpraHU3aIuu

18.6b1Th 3HaKOMBIM C TPeOOBaHUAMH YIS YCTICUIHONW PabOThl B TOPrOBIIE

19.006na1aTh HEOOXOAMMBIM COUYCTAHUEM MAPKETUHTOBBIX M YIIPABJIICHUYSCKIX HABBIKOB

20.1pe1oCcTaBIATh BO3MOXKHOCTh aKTUBHOM PabOThI B YCIIOBUSX KOMAHIbI

21.Heo0OxoMMO yMETh TECHO B3aMMOJICHCTBOBATH C KOJUIETaMHU.

22.Cmiacu0o0 3a Baie BpeMs 1 BHUMaHUE

23.TMYHO OOCYIUTH MOTCHITMAJLHBIN BKIa B KOMITAHUO

24. Mo OTBIT U KBaNTU (PUKALIHSI COOTBETCTBYIOT TPEOOBAHUSIM, PEIBSIBISIEMBIM K 3TOU JTOMKHOCTH

25.0koHunTh ¢ oTmurem KOYpI'Y (the SUSU)

26. 51 ObLT B3AT HA pabOTy cpa3y Mocie OKOHYaHHUs Onaromapsi Moel KBaH(UKAITUH.

27.1poJ0IDKATh YIITYONIATh 3HAHUS

28.BBICOKO IICHUTH CIIOCOOHOCTH, YTOOBI IMPOJBHHYTH Ha 0OJiee BBICOKYIO JOJDKHOCTH TOCIE
MEePBOTO rofia TPYAOYCTPOCTBA

29.1M0My9nTh AUIUIOM IO bruzHec AIMUHHCTPUPOBAHUIO

30.BHECTH 3HAYNTENLHBIN BKIA B KOMIIAHUIO

31.Mos HacTosI@as AOKHOCTH MOJUICKHUT YBEIOMIICHHIO 00 yX0/Ie 3a OJTUH MECSII.

32.mpuBecTH HanboJee IPKHUE MPUMEPBI U3 KAPhEPbl, KOTOPBIE MOTYT OBITh HHTEPECHBI

33.1peoCTaBUTh JOMOIHUTENbHYIO HH(OPMALIMIO OTHOCUTENBHO OMBITA U JOCTUXKEHU N

©CoNoA~WNE

Exercise 25

Use proper prepositions to complete the phrases.

1. In Britain aresume is often referred _  acurriculum vitae.

2. This information is arranged __ reverse chronological order.

3. List your experience starting _ your most recent place of employment and work backwards.

4. Sometimes a letter _ recommendation can add that little extra appeal when applying  a
new job.

5. The letter of recommendation provides a good review __ the qualifications.

13



6. One way is to state the bottom of your resume that your letters of recommendation and
references are available request.

7. You attach an application letter __ your resume.

8. The letter matches the requirements _ the job with your qualifications, emphasising how you
are right __ that job.

9. view of my qualification, I would expect a salary about ...

10.1am ___ present earning ...  annum.

11.However | would like to change _ industrial products since | believe they offer a greater
potential.

12.During the last three years Karen has worked her way  clerical worker part of our

management team.

Exercise 26

Use a proper word(s) to complete the sentences.

1. An excellent resume may help you get the job of your dream and a poor resume may mean __ .

2. Headings can also contain a subsection and a highlights subsection.

3. Resume specialists believe that the eye makes first contact with a page somewhere of
the way down the page.

4. To keep the main part of the resume from becoming unbalanced and less readable, they shift all
of this detail to

5. At the bottom of the resume, people often put " " and the date of preparation
of the resume.

6. The role of the application letter is to between the job you are seeking and
your qualifications listed in the resume.

7. Your cover letter should communicate something about you along with information
that is for the division or company to which the letter is being sent.

8. Your resume and cover letter must be written and typed, spaced on a
good quality paper matching the paper used in your resume.

9. State one , attention—getting thing about yourself in relation to the job or to the
employer that will cause the reader to want to continue.

10. My present position is one month’s notice.

Exercise 27

Translate from Russian into English.

YBaxaeMsble rocrnoja!

S oOpam@arochk K BaM, 4TOOBI Y3HATh, 3aMHTEPECOBAHBI JIM Bbl B MIPUHATHH Ha PabOTy B Ballly
dbupMy YeIoBeKa ¢ XOPOIIMM 3HAHWEM aHTJIIMHCKOTO sI3bIKA JIJISl BEACHUS JeNl ¢ POCCUHCKUMU WIIH
AMEPUKAHCKAMH TTapTHEPAMH.

S oxonumn Cankr-IleTepOyprckuii TOCyIapCTBEHHBIM YHHBEPCUTET C JTUILIOMOM MAarmcTpa Io
CIieruaIbHOCTH «Pycckuil s3bIK M nuTepaTypay. 1 moctosHHO npoxuBat B Cankr-IlerepOypre. ¥V
MEHSI €CTh OIBIT PabOThl Ha KOMITBIOTEpPE, U S TaKKE CIECIUATU3UPOBAICSI B TIEPEBOAE C
AHTJIN I CKOTO.

Kpome Toro, y MeHs ecTb BOJAUTEILCKUE MpaBa, M s JIOBOJIBHO XOPOIIO BOXY MalmHy. UTo
KacaeTcsi pPabOThI, TO S MOTY BBITIOJIHATH €€ B Jt00oe Bpems. Sl 3anHTepecoBaH B paboTe y Bac, Tak
KaK CYMTAI0, YTO CMOTY HCIOJIb30BaTh T€ HABBIKH, KOTOPBIC YXKE€ MOIYYHII, a TakKe MPUOOpecTH
HOBBIE, KOTOPBIC ITOBBICAT MO0 ITPO(hECCHOHAIBHYIO KBaTH (BHUKAITHFO.

S Hazerch, YTO BBl CEPHbE3HO PACCMOTPUTE MOE MHCHMO U MPEIOCTABUTE MHE BO3MOXXHOCTh
BCTPETHUTHCS C BaMU IS JATbHEHIIIETO 0OCYXKACHUS 3TOr0 BOIIpOCca.

Cnacu0o 3a BHUMaHUE.

HckpenHe Bai

C. Ky3nenon
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Translate from English into Russian.

Dear Sir or Madam,

I should like to make an application for the post of an interpreter at your Agency.

You will find a full account of my career and qualifications on the attached personal record
sheet, and | have also added the names of three referees.

If you feel that my qualifications meet your requirements, | shall be pleased to come to an
interview.

| enclosed a stamped addressed envelope for your reply.

Yours faithfully,

Exercise 28

Answer the questions.

Resume

What’s a resume?

What’re the two basic resume designs and what’s the choice of your resume design based on?

What’s the layout of the functional design? Who is this design preferable for?

What are the differentiating features of the thematic approach?

What are the sections of a resume?

What are the elements of the heading?

What’s the best place in a letter according to the specialists where you should place the most

important information?

What information do you present in the body of a resume and how is it arranged?

What information should you provide under the “work experience” title?

10. What should you do if you can’t keep all the details about your experience and education to one
page?

11. What follows the experience section?

12. What do you write in the conclusion?

13. Why do we need letters of recommendation?

14. What are the ways of presenting a letter of recommendation? Which way is better? Why?

NogakrwdhE

© ©

Cover Letter

What’s the role of a Cover Letter?

If the Cover Letter isn’t a lengthy summary of the resume, then what’s it?

What are the principles for writing a successful Cover Letter?

What are the sections in a successful Cover Letter?

Characterize the introductory paragraph.

Characterize the body of the Cover Letter and the two approaches which can be used here.
Should information about your work experience and education cover all your background?
What paragraph in the body is worth considering for people just starting their career?
What should you indicate in the closing paragraph?

10 Why is it important to present your background details and what details should be presented?
11. What shouldn’t you say explaining why you left the previous positions?

12. How to explain why you are applying for the position?

©CoNog~wWNE
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OFFERING A POSITION

Exercise 29

Translate from Russian into English.

1. umethb IpaBO Ha JOMMOJIHUTCIIBHBIC JIBI'OTHI

2. CeepxypouHasi paboTa OyJeT OIUIaYMBAaTHCS B TIOJyTOPHOM pazMepe.

3. mpaBo Ha 3 HEJENM OTHYyCKa B TOJ, BPEMs IO YCMOTPEHHUIO CylepBaiizepa, ¢ yBEIHYCHUEM 0

MaKCUMyMa B 6 HEACIIb

€XeroiHasi puObLIH

CXKETOAHBIC YBCIIMYCHHU S HA 9% B IIEPBLIC TPU IoJa

6. uMeTh MpaBO Ha Bce OAHKOBCKHE MPAa3THUKH, IIIIOC 3-X HEJECNbHBIA OTIYCK IOCJE OJHOrO rojia
CITYXObI

7. OHOGPHTB Ha3sHA4YCHHUEC B Ka4YC€CTBC HadYaJlbHHKa OTACIA KaJApoOB, IIPpHU YCIOBHUHU CTAaHIAPTHBIX
pEKOMEH A

8. npeajaratb JOJDKHOCTD JIMYHOIO IMMTOMOIIHHUKA JUPEKTOPA IO MpOoJaKaM

9. OBITh YCIICIHBIM Ha MHTEPBBIO HA JOJIKHOCTH MCHC/DKEPA 110 MAPKCTUHTY

10.1Byx HenenpHOE YBEAOMIIEHUE O MPEKPALICHUN HaiiMa

11Bama CTAXUPOBKAa HAYHETCSA B ITOHCACIIBHHUK U 3aKOHYUTCA B IIATHUILY.

12.Ha Bac OyzmyT pacnpoCTpaHsThCs BCE YCIOBHS KaK Ha ITaTHOTO COTPYAHHKA OaHKa.

o &

Exercise 30

Use proper prepositions to complete the phrases.

1. The selection board have approved __ your appointment as (title).

2. The bank has agreed to accept you __ the post of trainee subject _ the usual references.

3. Although this is a temporary position, you will be subject  all the terms and conditions of a
full-time bank employee _ the Securities Department.

4. llook forward _ seeing you  my office _ 09.00 a.m. on Monday 10 January 20—.

5. Your Contract of Employment is attached __ this letter.

6. Ican introduce you _ the other members of staff.

7. lamwriting __ behalf of Ms Frances Newman.

8. This is compensated _ _ an annual bonus paid __ administrative staff, based

annual profits.

Exercise 31
Translate from Russian into English.
1. VYBaxkaewmblii r-H Jleiikc!

bnarogapro Bac 3a 3anpoc 0 BO3MOXHOCTH paboThl B KomnaHuu Ali-bu-OM. Mbl ienum Bain
WHTEPEC K HAIlIC KOMIaHHU.

Hecmotpss Ha TO, uro Bamm Owmorpaduueckue HgaHHBIC IMPOM3BEIM HA HAC caMoe
OJaronpusiTHOE BIEYATIEHUE, B HACTOAIEE BpeMs Yy HAc HET BaKaHCHUM, KOTOpas Obl
COOTBETCTBOBAajIa BareMy OmNBITY ¥ KBaH(DUKAIIHH.

Ms1 Oynem xpaHuTh Bamy aBroOmorpadvio B Te€YeHHE rofa B KapTOTeKe Ha Ciydai, eciu
MOSIBUTCS BAKAHCHUSI, COOTBETCTBYIOIIAsS Baireii kBanupukaium.

Eme pa3 6marogapum Bac 3a mposiBJI€HHBIN HHTEPEC.

XKemaem Bam ycriexa B mouckax paOoOThI.

C yBaxeHuewm,
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2. YBaxaewmbll mpoteccop CMupHOB!

[lo mopydeHuio pykoBOJCTBa yHUBepcutera mmara Oraiio s ¢ OONBIIMM YIOBOJIBCTBUEM
npejiarailo Bam BpeMeHHYIO JJOJDKHOCTB Ipodeccopa pycCKOTo si3bIKa TOJIBKO Ha MEPUO]T OCEHHETO
cemectpa 2014 rona.

3anatus HauHyrcs 26 aBrycra 2014 roga u mpopoipkarcs mpuoausuTensHo 10 20 nexadps
2014 rona.

Bamma 3apmiara 3a Bech cemecTp coctaBuT 14000 mommapos CIHIA. DTa 3apmiara, 3a BBIYETOM
HaJIOTOB, CTPAXOBKH U T. M., OyAeT BbIaBaThcsd BaM B BUIE €KEMECSYHBIX BBIILIAT MEPBOTO YHCIIA
Ka)kKJIOTO MecsIia.

[Ipomy Bac xak MOXHO ckopee cOOOIMTh HaM TeJerpaMMoil uiu ¢GakcoM, MpuHUMaeTe Jiu Bl
3TO IIPEATIOKEHUE.

C HauIyYIIMMH TTOKETaHUSIMH,

3. Ilo mecty TpeboBanus

MHue noctaBiisieT 0OJIBINIOE YIOBOJIBCTBHE TMOIEpkKaTh MPOoch0y r-Ha BopoHuHa 0 mosydeHun
JOJDKHOCTH IIEPEBOAYMKA YCTHOM M MMMCBMEHHOM PEUH.

I-H BopoHHH mpomen NOSTHIETHUN Kypc H3Y4dEHHUS aHIVIMHMCKOrO S3bIKA B MOCKOBCKOM
rocyiapcTBeHHOM yHuBepcutere. OH Bcerza nposiBisul OOJIBIION MHTEPEC K aHITIMHCKOMY SI3bIKY U
JIMTEPATypE U YCHEIHO caal dK3aMEHBI.

OH mpoBell IETHUE KAHUKYIBI B BeTuKoOpUTaHUH, U 5 C YBEPEHHOCTBIO 110 ATBEPIK/IAI0, UTO OH
001agaeT NOCTATOYHBIM 3HAHUEM aHMIMKICKOIO s3bIKa, YTOOBI U3BJICUL MOJL3Y M3 COTPYIHHYECTBA
C Balllell opraHu3anuen, a Takke MOXKET ObITh BeChMa IMOJIE3eH B Ka4eCTBE KBATH(UIIMPOBAHHOTO
MEPEBOTUMKA.

Sl ¢ mosHON YBEPEHHOCTHIO PEKOMEH/IYIO BallleMy PYKOBOJICTBY KaHAMJATypy r-Ha Boponuna
Ha Ty JOJDKHOCTB, HA KOTOPYIO OH IIPETEH/IYET.

C yBaxeHuewm,

JOB INTERVIEW

Use the Right Word
Below is a list of great verbs to help you express just exactly what you did with impressive
vocabulary. These verbs are used to express responsibilities and tasks performed:

acted delegated indexed recorded
accomplished derived initiated recruited
adapted designated inspected rectified
administered detected installed redesigned
advanced developed instituted repaired
advised devised interpreted replaced
allocated directed introduced restored
analyzed discovered invented reversed
applied distributed investigated reviewed
approved documented justified revised
arbitrated doubled led saved
arranged edited localized screened
assisted encouraged located selected
attained engineered made serviced
blended enlarged managed set up
brought escalated maintained solved
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built established mechanized sorted
carried out estimated merged sparked
catalogued evaluated moderated specified
changed examined motivated started
classified expanded negotiated stimulated
collaborated experienced opened strengthened
compared explored operated summarized
completed facilitated organized supervised
computed finalized originated supported
conceived formulated overcame systematized
conducted founded perceived tested
constructed functioned performed trained
consulted governed pioneered transacted
contracted grouped planned transcribed
controlled guided prepared transformed
cooperated handled presented tripled
coordinated harmonized presided upgraded
corrected harnessed processed validated
counseled headed programmed varied
created identified promoted verified
dealt implemented provided vitalized
decided improved purchased won
decreased increased raised wrote
defined recommended

To describe your skills the following adjectives are useful
accurate discreet logical productive
active efficient loyal reliable
adaptable energetic mature resourceful
adept enterprising methodical self disciplined
broad-minded enthusiastic motivated sense of humor
competent experienced objective sensitive
conscientious fair outgoing sincere
creative firm personable successful
dependable genuine pleasant tactful
determined honest positive trustworthy
diplomatic innovative practical

Use these verbs and adjectives and really sell yourself. You only have a few minutes to show how
good you really are. By using this precise vocabulary and being confident can help you make the

best impression possible.

Exercise 32
Action verbs

Complete the CV with appropriate action verbs from the boxes. Then

use them to write sentences for your own CV.

2002-2004

Sales Manager, Way2Go Travel, UK
1 corporate clients by phone and 2
travel programmes to Boards of Directors 3

incentive
and
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contacted
recruited
exceeded
met
presented
trained
chaired
designed
managed
drew up
motivated

implemented




4 new sales reps 5 sales targets for every
month and 6 annual objectives by twenty per cent

2004-2007 Sales and Marketing Manager, Hondo
Holidays, Texas

7 sales materials and 8

innovative advertising campaigns 9 and
10 a team of 40 telesales operators

11 a working party and 12

proposals for a new e-commerce division

Exercise 33

Career stages

Decide which verbs from the box can refer to people who ...
1. are currently enjoying having no work

2. lost their jobs due to poor company performance
3. are making positive career moves
4. are leaving a job they were unhappy with
5. are making a geographical change
6. lost their job due to disciplinary problems
to be laid off to be on assignment to be resting
to be promoted to be suspended to give in your notice
to quit to be transferred to join a company
to be dismissed to be made redundant to take a sabbatical

Listening for gist
Y Listen to six speakers talking about career changes. Use expressions from the box to
describe each situation.

Exercise 34
Work with a partner. Discuss the situations below.
What would you do fif...

1. you were promoted to a job you knew was too difficult for you?
2. you were made redundant after 25 years' service?
3. you were unfairly dismissed for harassing an employee?
4. you gave in your notice the day before the firm announced a 33 per cent salary increase?
5. you were transferred to Alaska?
6. you were on sabbatical for a year?
Exercise 35

Listening and discussion
) Listen to three people talking about career choices. Make notes on the problems they face.
Discuss what you would do and why.

Minknterview: your background and job
Prepare for a mini-interview.

1. I notice that your university/higher education course was in ...
» Which part of the course did you enjoy most? Why did you like that subject?
> Did you do a project in the final year? Canyou tell me about that?
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| see that after university/higher education you worked in several jobs.
One of your first jobs was as a ... (job) in ... (company).
Can you tell me about that?

v v ™

| see that in your previous job you worked as a ... (job) in ... (company).
Can you tell me about that? What exactly did you do there?

What did you learn from that job?

Why did you stay so long/so little time in that company?

Why did you leave?

VVVy®

So, your current job is asa ... (job) in ... (company).
Can you tell me a little about the company? What exactly do you do there?

What have you learnt in your current job?

What personal and professional skills have you developed?
How have you kept up to date with new techniques?

What experience do you have of technology?

How would you describe your management style?

Why do you want to leave your current job?

YVVVVVVYVYFH

| see that you are currently unemployed.
Why are you not working? How have you spent your time while you've been unemployed?
Have you had other interviews? Why do you think you weren't successful?

vy

Tell me something about yourself.

What do you do in your free time? What hobbies and interests do you have?

What are your strong points?

What are your weak points?

Can you work under pressure? Canyou give me an example?

Are you a persistent and determined person? Can you give me an example?

What have been your greatest achievements during your career?

Can you describe an important challenge in your life?

Can you describe an important change in your life?

What are your career objectives? Where do you see yourself three years from now?

YVVVVVVVVYVY®Y

7. Why did you apply to this company? What do you know about our company?

8. What do you know about this business?

9. What do you know about this market?

10. What do you know about our products?

11. What interests you most about this job?

12. What can you bring to this position? Why should we employ you in preference to the other
candidates?

13. You have very little experience n ........... How will you deal with this?

14. You appear to be a little young/old for this position.

15. Are you prepared to travel?

Difficult questions
Interviewers need to see evidence of the following skills and personal qualities.

Business skills Ability to-make money Ability to save money
Ability to save time Ability to follow procedures
Professional skills | Pride in your work Ability to work in teams Honesty
Analytical skills Reliability (you can be trusted)
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Personal qualities | Communication skills Listening skills Self-confidence
Motivation and determination Friendliness and openness
Right for the department Right for the company image

*  Which ones will be clear from your CV/Resume?
» Why do interviewers ask difficult questions?

Exercise 36

A Look at these typical "difficult questions’. Discuss how you would answer them.
1. Perhaps you'd like to start by telling us a little bit about yourself?

2. So what have you learnt from your previous jobs?

3. What would you say are your strong points?

4. And your weak points?

5. Can you work under pressure - time pressure for example?

6. How do you take direction and criticism?

7. It sounds like you enjoy your work. Why do you want to leave your current job?
8. So what sort of challenges are you looking for?

9. And what are your career objectives?

10. Are you willing to go where the company sends you?

B Match the possible responses a-j below with the ten questions from section A.

a) 'Maybe | am a little too perfectionist'. 'Perhaps | worry too much about deadlines." These could
be considered strong points.

b) Your current job doesn't allow you to grow professionally and you want more challenges. Also,
be honest about practical things like distance from your home, job security etc.

c) Don't talk too much. Cover your origins, education and work experience. Then make a bridge to
why you are there.

d) You want to grow and develop, and you want more responsibility. Give some examples:
learning new skills, experience of different areas, being in charge of projects etc.

e) You have learned the importance of teamwork and of listening to other people's advice. You
have also developed a good business sense: everything has to be justified in terms of cost.

f) You welcome it and listen carefully. It is necessary in order to learn and develop.

g) Give two or three points like honesty, working well in a team and determination. Say a few
words about each one to make your comments personal and sincere.

h) Yes, you find it stimulating. However, you believe in planning and good time management to
reduce last-minute panic.

1) Answer 'yes' immediately. Then ask how much travel is involved in the job. You can always not
take the job later if you change your mind.

j) Say what kind of job you would like about three years from now, and why.

Listening and discussion

& Listen to eight interview questions. Which of these questions about personal choices are
reasonable interview questions? Give reasons.
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UNIT 6. SALES LETTERS

Exercise 37

Translate from Russian into English.

1. pa3mecTuTh KpYIHBIN 3aKa3

clIeaTh MPeIOKCHUE KOMY-TTH00

N00aBUTh OTPAHMYCHHOCTH/HEIOCTATKA (BpEMEHH, TOBAapa)

HEJI0CTaTOYHOE MPEATIOKEHNE TOTO, B UEM MOTYT HYKIAThCsl JTIOAH
BOCITOJIB30BATHCS IIPEUMYIICCTBOM TTPEIOKECHHS KOTO-TTH00

CII0co0 SKOHOMUTH JIEHBTH

MOJIYYUTh BBITOIy OT CYIIECTBEHHBIX CKHAOK 110 15%

MPEIOCTABUTH JOKA3aTEILCTBA PEMyTAIlUU U YIOBJICTBOPEHHOCTH KIMECHTOB
KII0YeBasi 0COOCHHOCTh TOBapa

10. noOyxath K 1eHCTBUIO

11. He ymycTuTe 3Ty MPEKPACHYIO BO3MOKHOCTB TIOJYISHUS BBITOIBI OT HAIIETO TOBApAa.
12. MeTos1 HarHEeTaHUsI CUTYyaIUU

CoNoT A~WN

Exercise 38
Use a proper word(s) to complete the sentences.
1. A sales letter is a document designed to

2. people’s motivation to buy is based on their

3. There are only two things that truly motivate people and they are or

4. Every person has some form of buying .

5. The is the first thing that your reader will look at.

6. A is what the product or service does while a is something the
product or service already has.

7. Your offer should be .

8. The best offers are usually an attractive combination of : and

9. is the third most read element of your sales letter.

Exercise 39

Use proper prepositions to complete the sentences and phrases.

1. Our supply is limited only 50 items.

2. save 5%

3. Seeour list of testimonies our outstanding service.

4. toenhance one’s image customers

5. Many people buy only companies which protect the environment.

6. Why not try our one-month trial period, no obligation?

Exercise 40

Complete each sentence so that it means the same as the one before it.
Example: | haven't seen our Spanish agent for three months.
The last time | saw our Spanish agent was three months ago.

1. We manufacture most of our computers in Korea.

Most ............
2. We didn't send the consignment by rail because there was a strike.

If there ................
3. 'Do you know what the dollar rate is?' he asked me.

He askedme if ....................
4. 1 am very sorry that | didn't reply sooner.

He apologised for .....................

22



5

6.

7.

8.

9.

. I'm afraid that the Manager will leave before you arrive.
By the time ...........

| find these latest sales forecasts very interesting.

ITam ...........

| started working with NCR three weeks ago.

Thave ...........

My secretary is a very efficient typist.

My secretary types ...............
'When does the sales conference finish?' the representative asked.
The representative wanted ............

10. I am not going to apply for a transfer because | haven't got the right qualifications. I ...

I

Exercise 41
Translate the sales letter into English.

551 Broad Street
EH ACHMME ITnc. Otawa, O M KZE 575
I Y 13 3ss-3ae8

June 16, 2012
Ms. Jane Jones
Executive Vice President
Deco Coffee Inc.
1500 Bank Street
Ottawa, ON K9P 274

Yeaxgemas z-Ka DKOHC,

DikeK, IlepKunc, naw obuwuil 3HAKOMbLI, n0cosemosdr mue obpamumocs K, Bam. DiKeK, npeonoroKua, 4mo
Haue —npozpammuoe  obecneuenue 0is  menedxmenma (Office Box) Mmozro b nomouv  eam
asMOMAMUIUPOBAM MHOZIe 6U0bL pabom, Komopbie Baui compyoHUKi 6 HACMOSWee 8PEMS 6bLTOAHSION
epyunylo, makue KgK; cocmasienue zpaguxa pabomvi, 6edeHus yuemHwlX, 3anuceil U 8edomocmeil
3apabommoii nAamoL.

Mot nomoeau  bvicmpomy pocmy boree 500 Kommanuii brgeodaps momy, umo oHu cmaru
KOHKYpenmocnocobhee u3-3a IKoHOMUL cpedcms. BOCNOAL30BABULUCL HAWUM TPEOAOKEHUEM, 6bl MOKEMme
yeerunums ceoto Ipgeximusrocms Ha boree uem 40%. Muozue Hawy KAUEHMbL OMMEUAION, UMO Y HUX
oceoboKgaemes  epems Ha mo, umMobbL NPUEAEKAMb HOBBLX KAUEHMOS U NpedOCMaBAiMmb Ayuuiee
obcryKueanue — cywecmeyiowum. Mor ¢ ydosorvcmeuem — npedocmasum  6am  00KA3AMEAbCMNEA
Y0087 MBOPEHHOCIIU HAUUX, KAUEHITLO8.

A bydy 6 Ommase na nedeae ¢ 24 urons. A bvt xomea ecmpemumvcst ¢ Bamu u obcyoums mo, Kax, Haue
npozpammmoe obecneuenue moxXem nomouv eamemy busnecy. A noséomio Bam e uemeeps umobw
dozosopumbcs 0 ecmpeue. JIlem 6pemereM, ecAl y 64C 603HUKHY 60NPOCL, 6bL MOKEME NO360HIUTID MHE 10
meaegpory 369-3698 uru wanucamv va A noumy hail@acme. ca.

C nemepnenuem Ky écmpeuu ¢ Bamu.

C ysaxenuem,
Petiaru Xaila
y MenedKep no npodaam "
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Exercise 42
Complete the text using proper prepositions. Read and translate this sales letter.

January 1, 2011
John Smith
Smith Car Emporium
123 Main Street
Smallville, N.V. 12345

Dear Steve:

This letteris worth $250_____ you, so don't throw it ____! Stop at Smith Car Emporium during the
next 5 days, and I'll reduce the price any new or pre-owned vehicle_____ $250! And that's in ad dition
to our already rock-bottom prices! So, if you've been thinking_____ replacing that old clunker of yours____
a new, affordable vehicle that you'll be proud to own, call me today.

I'magine driving down the street in a shiny, new car that runs like a dream, instead of a nightmare! You can
make that happen by stopping Smith Car Emporium and test driving one of our many high quality,
dependable vehicles. We have a huge selection, so you're sure to find just what you 're looking !

Worried ____ being turned ___ for a car loan? Been turned before because of past credit problems? If
bad credit has been standing in your way until now, I have great news for you! Whether you hav e good
credit, bad credit, or no credit, everyone is approved at Smith Car Emporium! We will work with you, every
step of the way, to put you behind the wheel of the car of your choice.

Don't miss this special 'Say Goodbye to Summer" Sale. Al prices have been slashed, and if you bring in this
letter to me before September 1st, I'll save you $250 more! Call me today to set an appointment!

Sincerely,
John Smith

Sales Representative
Smith Car Emporium

Exercise 43

Answer the questions.

What’s a sales letter and what’s its job?

Is any other support literature needed and what is it needed for?

What should a sales letter be in order to sell?

What is people’s motivation to buy based on and what does it mean for writing a sales letter?

How do you understand “buying resistance’™?

Could you name seven universal motivations?

What are the steps in sales letter writing?

Why is it important to catch your reader’s attention from the very begmnning?

What’s the first thing your reader will look at?

0. Can you give any examples of headlines? Why are these headlines proven to get your reader’s
attention?

11. Can you describe “problem-agitate technique™?

12. What do you do after identifying the problem?

13. What examples of credentials can you provide?

14. What should you point out in your sales letter: benefits or features of your product or service?

15. What besides benefits could be considered as powerful selling tools?

HBO®NogRrwWNDE
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16. What do the best offers comprise?

17. What extra incentive can you give in your sales letter?

18. What should you close your letter with?

19. There is one more most read element in sales letters. What’s it?
20. What are the parts of a sales letter? Can you characterize them?
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UNIT 7. INQUIRY LETTERS

Exercise 44
Translate from Russian into English.

©CoNoA~WNE

10

11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.
23.
24,
25.
26.
27.
28.
29.
30.
31.
32.
33.
34.
35.
36.
37.

MOCTaBKa/MPEeASI0KEHNE TOBAPOB

MOCTaBJISITh TOBAPHI

HaJlluue TOBapOB

Harv napTHEpPbI XOPOIO OT3bIBAIOTCS O BAC/XOPOILEr0 MHEHUS O Bac
MIOJIB30BATHCS OOJIBIIMM CITPOCOM

TOBapbl BEICOKOT'O 1IEHOBOTO JMala30Ha

KOHKYPEHTHBIE I[€HBI

OBICTpbIE TTOCTABKH

npeylaraTb o ce0ecTONMOCTH

S 6yny mpusHareneH 3a 6osiee moIpOOHYI0 HHPOPMAITHUIO O .

UMETh BO3MOXXHOCTB/OBITH YITOTHOMOYECHHBIM OCYHIGCTBJ'IHTI) MOCTaBKU
o0pasIbl MaTepuana

00CYIUTh TTPOOJIEMBI TEXHUUECKOTO OOCTYKUBAHUS

Mor ObI Bam nMpeacTaBUTENb 3aHTH KO MHE?

OCYILECTBJIATh TIATEXU TIOMECTIHO

MPEIOCTaBUTh OOIIECTPHHSATHIE PEKOMEH JAllHH

IJIATUTB 110 CYETaM

Ha YCJIOBHSIX JIOKYMEHTBI NPOTHUB aKIIeTTa

BEKCeIb/TpaTTa

HaMepeBaThCs Pa3MECTUTh KPYITHBIN 3aKa3

BBICTABJIATH LIEHbI

YCIIOBUS OILIATHI

Mp1 Oynem nipu3HATENbHBI 32 OBICTPBIN OTBET.

TOBapbl HA 03HAKOMJICHHU S HJIM Ha peaTu3aIuio

MOMPOCUTH 00 YCTYIIKE

YKJIJIbIBATBCSI B CPOKU ITOCTABKU

CJIydallHbIN 3aKa3

ITOBTOPHBIN 3aKa3

3aKa3bIBATh Ha PETYISAPHON OCHOBE

B TPOMHOM JK3EMILISIpE

MO3BOJIUTH Ce0e/B3Th Ha Ce0sl CMEJIOCTh MPEICTABUTHCS

€CIIM 1IeHa KaKUM-TO 00pa3oM M3MEHMJIACh

JONOJHUTEIBHYIO CTOUMOCTh OCHAILICHHUSI CTAHKA KOMILJICKTYIOIIMH
oApOOHbIE PaCIIeHKH

Ballle PEUI0KEHUE COTIACHO NMPUIIOKEHHBIM CHEIU(UKAIIUU U TEXHUYECKUM, YKa3aB ...
Bame mpeioskeHre JOKHO COMPOBOKIAATHCS YePTEKAMU
€IMHCTBEHHBII SKCIIOPTEP

Exercise 45
Use a proper word(s) to complete the sentences.

Nooas~wd =

You write a of inquiry when a business or agency advertises its products or services.
Your letter of inquiry is if the recipient has done nothing to prompt your inquiry.
to cash or trade discounts

to a substantial order

to express a hope for the cooperation

We thank you in of a prompt reply.

We it will include the time of delivery. (monarats)
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8. With to the previous contracts concluded with your organization ...

9. We should therefore be to you if you could send us a detailed quotation.

10. We look forward with interest to your answer.

Exercise 46

Use proper prepositions to complete the sentences and phrases.

1. aprice-list exhibition stands

2. an inquiry goods

3. tobe great demand

4. 1am replying your advertisement

5. to offer cost price

6. to be held 16 February this year

7. We usually deal a 30% trade discount basis with an additional quantity
discount orders 1,000 units.

8. To settle our accounts documents against acceptance basis _ payment _ 30-day
bill of exchange.

9. the quality is___ standard

10. to place regular orders smb.

11. to be indebted smb. smth.

12. prices the various types of computers

13. Your tender should reach us by the 20th May the latest.

14. to continue regular intervals

15. to supply smb.

Exercise 47
Match these words with their definitions.

a) catalogue 1. details of conditions of sale

b) trade discount 2. price reduction to a company in the same business

c) corder 3. asmall amount of a product offered free to a potential customer

d) quantity discount 4. book giving details of items for sale

e) esample 5. request from a customer to supply goods

f) terms of trade 6. price reduction for a large order

Exercise 48

Make words from the jumbled letters and match them with the definitions in the sentences below.
a UEAGTOCLA ¢ METIESAT e RENTED g ETSMCOUR
b LAOEEHSLWR  d WOSORHOM  f IDISYUSRAB h OSSUTCREPP

A company or organization that is part of a larger one.

A person who buys items from a shop or company.

A room where companies demonstrate their products.

A kind of magazine giving details of the items a company sells.

A prediction of how much an item or service is likely to cost.

A written quotation for a large job such as building a factory.

A kind of magazine giving details about a school, college, or university.
A company or person that buys and sells items only in bulk.

NG~ WN R
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Exercise 49

This letter is from a Birmingham chain of retail shops to an Italian manufacturer. Here the retailer
explains how he got to know about the manufacturer, and suggests that a quantity discount and
acceptance of his method of payment would persuade him to place an order. He is stating his terms
in his enquiry because he feels that as a bulk buyer he can stipulate conditions. Read and translate
the letter, answer the questions below it.

F. Lynch & Co. Ltd.

(Head Office), Nesson House, Newell Street, Birmingham B3 3EL
Telephone No.: 021 2366571 Fax: 021 2368592  Telex: 341641

Satex S.p.A 6 February 2009

Via di Pietra Papa

00146 Roma Your ref:

ITALY Our ref: Ing. C351
Dear Sirs,

We (impress) by the selection of sweaters that (display) on your stand at the
‘Menswear Exhibition’ that (hold) in Hamburyg last month.

We are a large chain of retailers and (look) for a manufacturer who could supply us with awide

range of sweaters for the teenage market.

As we usually (place) very large orders, we would expect a quantity discount in addition to a
20% trade discount off net list prices, and our terms of payment are normally 30—day bill of exchange,
documents against acceptance.

If these conditions (interest) you, and you (can, meet)orders of over 500 garments at
one time, please send us your current catalogue and price—list. We hope to hear from you soon.

Yours faithfully,
L. Crane
Chief Buyer

How did Lynch & Co. get to know about Satex?

What market are Lynch & Co. interested in?

How many sweaters are they likely to order?

What discounts are they asking for?

How will payment be made?

What expression does Mr Crane use to show Lynch is a large firm?

Should any references be quoted in reply to this letter?

Which words in the letter correspond to the following: shown; group of shops; selection; less;
present?

N RN E

Exercise 50

Rewrite the following questions in a less direct form, beginning with the words given.
Examples:

What are your terms of trade?

Please let us know what your terms of trade are.

Are you able to offer us trade and quantity discounts on large orders?

Could you also tell us if you are able to offer trade and quantity discounts on large orders.
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Could you send me a copy of your latest brochure? I would be grateful ....

How much discount will you give on orders of 5,000 units? Could you please tell us......

When can we expect to receive the cheque? I am writing to enquire ......

Would you like us to arrange an appointment with one of our representatives? Please let us
know ...

Has Mr Crane returned from the Menswear Exhibition yet? Do you happen to know ......

Does your company export to South Korea? Could you tell us ......

Exercise 51
Complete this letter of enquiry. Decide whether to use a, the, or no article at all, in the blank spaces.

Thank, you for your letter givingus (1) detailsof 2)_______ products we enquired about.

(3) main item we are interested in is (4) Ritchen unit listed in (5)

catalogue under (6) heading CM214. As we are building (7) __ large block, of
apartments, we think, (8) unit like (9) one listed, might be (10) best
installation for our purposes.

Please let us know what your terms of (11) trade are. Could you also tell us if you are able to
offer (12) trade and (13) quantity discounts on (14) price for (15)

large order? We would also be grateful for (16) samples of all materials used in (17)

manufacture of your units.
I am including (18) plan of our apartments, and (19) dimensions we would need.

Exercise 52
Complete the following letters of enquiry with the correct prepositions.

Veto Sport AG
Karlstr. 45
0—5230 Sommerda

The Sales Director

UK Cycles Ltd 15 February 2012
Borough House

Borough Road

Cleveland 158 3BA

Dear Sir,

We read your advertisement (1) _____ racing cycles (2) the current edition (3) ____ Cyclist and are
interested (4) ____ your products, particularly touring bikes.

We are a large retail company (5)____ cycle shops throughout Germany and would [ike your catalogue
and a price—list, quoting c.i.f. Berlin prices.

Please let us kKnow your terms (6)_____ trade, including quantity discounts, delivery dates, and any credit
facilities you are prepared to offer (7) ____ large orders.

We look forward (8) _____ hearing (9) _____ you soon.

Yours faithfully,
L. JW

Karl Janssen
Manaaina Director
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Avda. San Antonio 501
80260 Bellaterra
Barcelona
Admissions Dept.
The International College 12 October 2011
145-8 Regents Road
Palmer
Brighton BN1 IQN
Dear Sir/Madam,
I am a Spanish student (1) the University (2) Barcelona doing a Master's Course (3)
Business Studies, and I intend to spend six months (4) England, (5) January
next year, preparing (6) the Cambridge First Certificate.
Your college was recommended (7) me (8) afellow student and I would like details (9)
the First Certificate course, including fees and dates. Could you also let me Rnow if you can
provide accommod ation (10) me (11) ___ @Brighton (12) an English family.
Thank, you for your attention, and I look forward to hearing from you soon.
Yours faithfully,
il o
Maria Ortega

Exercise 53
Translate from Russian into English.

Letter o 1 — Enquiry concerning biscuit products

Veaxxaembvie 20cnodad,

Mot 3aunmepecosansl 6 KoHOUMePCKUX u30erusx Komnanuu Albert Kuntz u 3naem, wmo 6wl s6Asemecs ux.
azewmamii.

Mot boiau bot brazodaphvl, ecau bblL 6L COODULUAL HAM YHOAHOMOUEHBL AU Bl OCYULECBASIND NOCMABKU.
Ecau 0a, mbL bydem npusnamesHvL 3a 6auL MeKyu il KAMAr0e U A0 s npedocmasreHs cKUOOK,

Ecau eaumu uenvl KOHKYPeHMHbL, Mbl MOZAL bbL pazmeuwams Kpynuvle 3aKasb.

C ysaxenuem,

Letter No 2 — Request to forward enquiry to supplier

Veaxxgemvie 20cnodd,

B 00HoM u3 KypHaroe "German Export” mvL 8uderu pexaamy npubopa, usmepsiouezo yposers KucAopood
(Oxygen Meter).

OOHAKO Mbl He CMOZAU HATU PEKAAMOOAMEASL U NOIMOMY Mbl IPOCUM 8C OMNPABUTLD MY NPUAOKEHHDLE
3anpoc.

Mot boL XomeAu 3amemums, 4imo MbL OMNPABUAYU AHANOZUYHBLEL 3anpoc 6 Komnanuto Messrs. JUNKALOR,
KOmopas maxxKe peKAAMUpPOard USMEPUTEAL YPOBHS KUcAopood. JIlem He meHee, Mbl YéepeHbl, Um0 6
KypHare German Export” npubop, usmepsiouwuil yposers KUcAopood, npeordzar 0pyzoil npou3eooumers.

C ysaxenuem,

JIpuroKenue 1
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Letter No 3 — Enquiry for Machinery for Coagulating, Extracting and Drying Synthetic Rubber

20tk October, 2012
Veaxkgemvie 2ocnodad,

Mol ccoiraemest HA HeOasHILe TIePe208OpPbL ¢ BAULUM YNPABASIOWUM OupeKmopom z-m Vaiimom 6 MocKge u,
6 coomeemcmeuy C OOCMUZHYMbIM COZAGUIEHUEM, NPOCUM 64C MPUCAAMb HAM 6duL MeHOep 6 mpex.
IKzemnAspax. Ha 2 Komnaexma obopydoeanus for Coagulating, Extracting and Drying Synthetic Rubber
COZAACHO MPUAOKEHHOU CIeUUPUKAULLL.

The price, net weight and overall dimensions of each machine and each item separately must be indicated in
the offer. Your quotation should also include two sets of rapidly wearing out parts.

MbL nipocum eac NPUAOKUMS K, 8auiemy menlepy Konuu nybAuKauuii u uepmesxy, co0epKauiie noAHoe
mexHumecKoe onucanie écex. 6u00é 0bopydosaniLs, 6KAIOUEHHOZ0 8 MeHOeD.

Mot ¢ He mepneHuem }@EM noAyueHu s 6amlux, pacuetnox,

C ysaxenuem,

Letter No 4 — Enquiry concerning a machine tool

VeaKaembie 20cnood,
Re: Vertical Milling Machine TS 400x1650

Cevirasice Ha éauie nuckmo om 26 mas, we inform you that now we have a customer for the above—
mentioned machine. As you Rnow we also hold an import license.

Mot boiau bot padet, ecau bvt 8b1 coobuuru Ham bazosyo ueny Ha CMAHOK, eCAL OHA KAK-MO UBMEHUAICH C
Oambt 6bIeYNOMAHYMO20 NUcbMd. Mol bbl MAKKe XOMeEAU 3HAMb O0NOAHUMEABHYIO CIMOUMOCHLD
ocnawenus cmanka an electrical supply of 400/440 volts. Bosmoxo, 6bt Mozau bl npucrams Ham
nodpobuvie pacuenku. Mot norazaem, umo onu bydym codepKamo 8pems noCMasKy.

C ysaxenuem,

Exercise 54
Answer the questions.

©CoNo~LNE

What’s a letter of mquiry?

What’s a solicited letter of nquiry? Give examples.

What’s an unsolicited letter of inquiry?

Are there any differences in the style and tone of these two types?
What are you to identify in an unsolicited letter of inquiry?

What compensation can you offer in your unsolicited inquiry letter?
What do the structure and contents of inquiry letters depend on?
What are the parts of an inquiry letter?

What is usually asked in the body of an inquiry?
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UNIT 8. REPLIES TO INQUIRIES, QUOTATIONS AND OFFERS

Exercise 55

A

LN R~ LN

19.
20.
21.
22.
23.
24,
25.
26.
217.
28.
29.
30.
31.
32.
33.
34.
35.
36.
37.

agkrwdn =

Translate from Russian into English. All phrases and sentences are taken from the first part of
the unit “Replies to Inquiries”.

KellaHuEe OBITh TTOJIC3HBIM B OyIyIieM

0Ka3aThb YCIYyry

]J_lI/IpOKI/Iﬁ ACCOPTUMCHT CBUTCPOB, KOTOPLIC HOHOﬁHyr AJIs1 BCEX BO3PACTOB

NUMETH HpO6J’I€MI)I C BBIITYCKOM TaKOI'0 KOJIMYECTBaA TOBapa

IIOCTaBJIATH CO CKJIaJda

CKBO3HAsi JOCTaBKa / qocTaBka "oT aBepu 110 n1Bepu’

HMCTb TOBApbI HA CKIIAJIC

Ms1 nymaem, uto BbI caemany npekpacHbIii BBIOOP, OCTAHOBUBIIMCH HAa ATOM JTMHHUH (TOBApOB).
KakK TOJbKO Bbl yBUnTE 00pasLsl ...

. becniepeboitnas pabora

. YBEPUTH KOTO-IM0OO0 B TOM, UTO ...

. BBIIIOJIHSTE/MUCIIOJIHSTH 3aKa3bl

. caMasi BBIJArOIASCS MOJIETh Ha PhIHKE

. Hallla yBEPEHHOCTh B 3TOM MOJIKPETLIISETCS S-JIeTHeN rapaHTuei

. BBITIOJTHATH TPOCHOY

. HAIIPaBJIATH/OTCHIIATh KITMEHTA Kyaa-J1100

. IpUBJIEKaTh KIMEHTOB BEPXHETO CETMEHTA PhIHKA

. [Moxaiyiicra, oOpaTUTe BHUMaHHE HA TPHJIOKCHHBIM KAaTaJOr W TPAWC-JIUCT C IEHAMH,

BBICTaBJICHHBIMH Ha ycloBuUsX ¢.1.¢. 10 Kobe.

MBpbI HafieeMcsl, UTO 9TO OKAKETCS MOJIE3HBIM.

I[EHBI TIOJIJICKAT N3MEHCHUTO

MBI ¢ yI0BOJIBCTBHEM OTBETUM Ha JIFOObIE BOMPOCHI, KOTOpbIe y Bac mosBsTCs.

MB&I ¢ cokalleHueM COOOIIAeM ...

€CITi Takoe KauecTBO Oyner Bam mHTEpecHO

BricTaBiieHHBIE 1IEHBI SIBISIOTCS [IEHAMHU HETTO, CKUJKH HE MPEJOCTaBIISIOTCS.

MOJIyYUTh 3 KaTajaora OTJACIbHON MOCBUIKOM

MBpI BepuM, 4TO HaIlle TIPeUIOKEeHUE TOHpaBUTCS Bam/mpounsBeneT Ha Bac BrieuaTiieHue.
npeaBapuTeabHas cueT-(akrypa/cuer-dakrypa mpodopma

OBITH MOJIHOCTBIO 3arPYKCHHBIM 3aKa3aMH/MMETh MHOTO 3aKa30B

Me1 noaTeepkaaem noinydeHue Baiero 3ampoca.

OBbITH B ITPOJaKe

MBI HEIIPEMEHHO BEPHEMCS K BallleMy 3aIripocy

MBI BHUMATEIBHO 3aHUMAeMCsl 3THM BOITIPOCOM.

Hama cxuaka Ha KOJIHYECTBO cocTaBigeT 5% oT 1eH HeTTo Ha 3aka3bl cBoime £2,000.
MPUHUMATH/TIPOU3BOIUTH OTLIATY BEKCEJIEM Ha MPEIbSIBUTEIN S, HATHYHBIC IPOTHB IOKYMEHTOB
YCTOMUYHMBOE TOPrOBOE COTPYAHUYECTBO -

JOCTUTHYTH COTJIAIICHHUS Ha BBIABUHYTBIX YCIOBHUSIX

Bce obopynoBaHue uMeeT rapaHTHIO Ha 3 rojia MpU YCIOBUU HOPMATBHOTO UCIIOJIE30BAHHUSL.

Translate from Russian into English. All phrases and sentences are taken from the second part
of the unit “Quotations”.

BBICTaBUTH IIEHY OPYTTO

HIC no craBke 15%

II€HA HETTO

pacxoibl Ha JOCTAaBKY

HE I10JIeKaTh/ObITh 0CBOOOXKAeHHBIM OT H/[C
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6
7.
8.
9.
1

IOpUIUYECKU 00s13aTeNIbHBIC (HE MOJIekKAIE N3MEHEHHIO) PACIICHKU
npeaBapuTenbHas (IpuMepHas) leHa

KOJICOMIONM I CSI/HEYCTOWYMBBIN OOMEHHBIN Kypc

Me1 nipenioctaiisieM 3% CKUIKY 3a OIUIaTy B TEYEHHUE OJTHOTO MECSIA.

0. 9t paCuCHKU MOJICKAT BameMy HEMCIJICHHOMY IIPUHATHUIO.

Exercise 56

A.
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Use a proper word(s) to complete the sentences. The phrases and sentences are taken from the
first part of the unit “Replies to Inquiries”.

Many firms to answer enquiries the very day they are received.

Avoid going the scope of the writer's request.

Replies to enquiries a high percentage of business letters.

to give smth. over smth.

We are confident that our offer will you to send us your order soon.

With to the terms of payment... (4To Kacaercs)

Use a proper word(s) to complete the sentences. The phrases and sentences are taken from the
first part of the unit “Quotations”.

We may be to increase our prices to customers.

the price will be to an increase by 5%.

Exercise 57

A.

w
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Use proper prepositions to complete the sentences and phrases. The phrases and sentences are
taken from the first part of the unit “Replies to Inquiries”.
Thank you for your enquiry June 6th 2008.
to supply you the...
to be impressed smth.
particular
to be the most outstanding model the market
to be help smb.
is fully engaged orders
enquiry the 16" October Grinding Machines

Use proper prepositions to complete the sentences and phrases. The phrases and sentences are
taken from the first part of the unit “Quotations”.

We can offer you a price £6.29 per item.

the price will be subject to an increase 5%

we will allow you 20% the retail price

Normally we allow a 23% trade discount net prices with payment on a documents

against payment basis.

to have materials stock

All list prices are subject a 25% trade discount payment letter of credit.
We usually offer an 18% trade discount f.o.b. prices.
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Exercise 58
Read the following letter of reply and choose the best words from the options in brackets.

Dear Mr Osterheld,

We were very pleased to receive your '(correspondence, enquiry, mail) of 14 October 19—, asking about our
leather and sheepsKin (range, cloths, products) and terms of 3(dealing, trade, conditions).

First let me say that our*(label, mark patent) is internationally famous because of the quality of our
garments, and we are convinced they will sellvery well through your > (outlets, factories, warehouses). We
think you will agree with us when you look through the enclosed S(manual, catalogue, leaflet) and examine
the 7 (specimens, examples, samples) we are forwarding separately.

You will see from the price-list that we take care of all freight and insurance costs, so the prices are quoted
on an) 8(c.i.f., ex-works, f.0.6.) basis. We will also allow °(trade, cash, quantity) discounts for orders over
$10,000, and with the usual trade references, we can arrange for payment by 60-day 1°(bill, letter, draft) of
exchange.

Thank, you once again _for your enquiry, and we are sure you will be impressed by the ! (vast, huge, wide)
selection of our garments. Meanw hile, if there are any further details you need, please contact us.

Yours sincerely,
Ellena Onate
Sales Director

Exercise 59
Here are some of the questions Mr Whang asked. Rewrite them in reported speech.
Example: Do you offer discount on large orders?

N A LN

He asked if they offered discounts on large orders.

How soon can the goods be delivered? He asked .........

Can you send me details of your prices? He asked for ..........

Where can the goods be purchased? He wanted to know ........

Is there an after-sales service? He asked ...........

How long are the goods guaranteed for? He asked ...............

What are your terms of payment? He wanted to know ............

Do you give quantity discounts, and how much are they? He asked ............
Can you send me details of the range of goods available? He wondered ...........

Exercise 60

Put the verbs in brackets into the gerund, (e.g. doing) or infinitive, (e.g. to do) in the following
letter.

Example: We thought of (go) into this market.

wn =

We thought of going into this market.

After (discuss) the terms of your offer, | regret (say) our board has decided (delay) its decision.
You probably remember us (ask) for trade and quantity discounts.

Unfortunately, the discounts offered would not be sufficient (make) half the profits we had
calculated.

| have pleasure in (enclose) your estimate.

We would be interested in (retail) a selection of your products, and look forward to (receive)
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your samples.
6. After successfully (promote) this product in France, we now plan (launch) it onto the Italian
market.

Exercise 61
Translate from Russian into English.

Yeaxgemvt z-n Bane,

Cnacubo 3a eaw 3anpoc om 16 aszycma KacameivHo Hauezo obopydosanus, Komopoe Bbi 6udeAu Ha
MeKdynapoonoii evicmasKe gepmepckozo obopydosanus 6 Bonte.

Omeeuas. Ha KoHKpemHbvle B0MPOChl, COOepKauiuecs 6 Bawem nucbMe, npexde 6ce2o, M0360AbINE MHE
3AMEMUMb, UMO Mbl MOKEM PACCMAMPUBAMb NpedoCmaBAeHIE CYWeCmBeHHbIX, CKUOOK, Ha 3aKa3bl boree
$200,000.

Bce Hauwe obopydosanue umeem 3-X ACMHION 2APAHMUIO NPU YCAOBUL HOPMAALHOZO UCHOAL3OBAHUS, d
MAaKxKe Mol uMeem psi0 azewmcme 6 Bauied Cmpane o CNEYUAAUCTIAMIU OAsSL OBCAYKUBAHUS BCeX, HAUUX,
moeapoe, obyuennvimu Ha Hawux npednpusmusx, (home-trained).

Ymo Kacaemcs. YcA0BUil OnAamvl, Komopvie Bbl YHOMSIHYAU, Mbl npunumaem oniamy 30-OHesHbIM
eKcereM, 0OKYMeHMbL NPOMUs aKyenmad, npu ycro6uu, umo Buvi ipedocmasume 08yX nopyuumeAei.

MbL MOKeM 6bINOAHUMD 3AKA3A 6 Mmeuenue 3 Mecsues, Npiu YCAOBUL OMCYMCMEUS OONOAHUMEABHBIX
cneuuguKauuil, Komopvle mozym nompebosamv Hemnozo borviue epemenu. Bvi moKeme npuobpecmu
obopydoeanue y Hac uAl y Hawux azenmos 6 Baweil cmpae.

Mor npurazaem waw meKYWUil KAMAr0z U NPaic-Aucm ¢ ueHamu cu_(ﬁ do BanzKoKg, Komopvie Bl
npocuru u dymaem, umo the earth-moving equipment, Komopoe 6vL ysuoume wa cmp. 101-115, ocoberwo
bydem ummepecno 0as pabomei, Komopou B 3anumaemecs. Ecau Bam Heobxoduma KaKgs-aubo
00NOAHUMEALHAS, UHPOPMAUUS, NOKIAYICMG, CBKUMECH ¢ HAMU, U Mbl C Y00B0ABCHBUEM €€
npedocmasum.

C ysaxenuem,
Tycmae Pecm

DupeKmop no npooaKgm

Mr Fest refers to specific questions asked by Mr Whang. Which of the items below did he request
information about?

1. how soon the goods can be delivered 7. quantity discounts

2. details of prices 8. cash discounts

3. where the goods can be purchased 9. details of the range of goods available
4. after-sales service 10. which bank will handle the transaction
5. how the goods will be transported 11. guarantees

6. terms of payment

Exercise 62

Translate from Russian into English, answer the questions.

This is a reply to the general enquiry in which Mr Crane of F. Lynch & Co. asked for certain
concessions. Notice how, in the reply, Mr Causio of Satex does not turn down the requests but
suggests a counter-offer.
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Satex S.p.A.

Via di Pietra Papa, 00146 Roma
Te[efono: Roma 769910 Te[efw@ (06) 681 5473 Telex; 285136

Mr L. Crane, Chief Buyer 21 February 2010
F. Lynch & Co. Ltd.

Newell Street Vs.rif.:
Birmingham B3 3EL Ns.nf: D/1439
UNITED KINGDOM

Veaxgemoiil 2-n Kpeiin,
Mot padvL noryuums Bauws 3anpoc u y3Hame, umo Bam HPasUmMCcs Haul AcCOpMUMEHTL CBUMEPOB.

Y nac ne bydem HUKAKUX cAOKHOCTETL ¢ NocmasKol Bam moeapos U3 Hauleeo WUPOKO20 ACCOPMUMEHMA,
Komopbie MblL Npou3600uM OAsL 6CeX 803PACHbLX ZpYNi.

Mot mosKem npedocmasums Bam onmosyo cKuoky, o Komopoil Bol npocuru u Komopas cocmasum 5% om
uen nemmo Ha 3axgsvl ceviue £2,000. O0HaKo, obviunas mopzoeas cKuoka 6 Mmaruu cocmasrsem 15% u
MbL 8ce20a pabomaem HA YCAOBUSAX ONAAIMbL eKCeALM HA NPedbABUMEAS], ONAAMA HAAUUHBIMI NPOMUE
doKymenmos. JIlem He meHee Mbl byOem 20MoBbL nEpecMompens IMu YCAOSUS KAK, MOALKY MblL YCMAHOBUM
NpoUHble MOP20BbLE OMHOUEHUS € BAMU.

B npuroKenuu Bol Haildeme Hawl AeTHUT KAMAA0Z U NPATC-AUCT C UeHAMU HA YCAOBUSX C. U. . 00

Aondoua.

Mot yeepetpt, umo 8 Aneruu Hawu mosapsvl Xopowo bydym npodasamecs, max Ke Kax_ e cmpanax. Eeponvt u
Amepuru. Mot Hadeemcsi, 4o Mol CMOKeM 00CMUHD COLAUIEHUS HA BbLOBUHYMBLX YCAOBUSX,

Cnacubo 3a nposrennsiii unmepec. Mol ¢ Hemepnenuem Xoem Bautezo omeema.
C ysaxenuem,

D.Kaysuo

N A WNE

How does Mr Causio confirm that he can supply the sweaters?

Does Mr Causio agree to all Mr Crane's requests concerning discounts?

How does Mr Causio suggest that the method of payment could be changed in the future?
What enclosures have been made?

What sort of payment does Mr Causio ask for?

How does Mr Causio suggest his firm deals internationally?

What expression does he use to say his firm has different clothes in different styles?

Which words in the letter correspond to the following: bulk discount; bill paid on presentation;
clothes; reconsider; allowance?
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Exercise 63
Answer the questions.
Repliesto inquiries.

SouprwnNE

What are the general rules for writing a reply to an inquiry?

What should you do if you received an inquiry erroneously?

What are the parts of a reply? (3)

What should you do right after the opening lines? (confirm you can help)
Should you sell your product in your reply?

Is it realistic to be always able to comply with requests of a would-be customer?

Quotations

=

N A LN

2

What does the phrase “businessmen give replies to enquiries precedence over all other letters’
mean?

What should you do if you receive an enquiry erroneously?

What are the parts of a reply to an enquiry? Characterize them.

What should be mentioned in a quotation?

Are the prices quoted always legally binding?

What types of discounts do you know?

What main Incoterms do you know?

What are the two ways of quoting terms?

Offers

1.
2.

Types of offers.
Parts of offers.

37



UNIT 9. COUNTER-PROPOSALS

Exercise 64
Translate from Russian into English.

MBI 1OTKHBI OTMETUTD, YTO BaIlM I[€HbI 3HAYUTEIHHO BHIIE, YeM I[EHbI BalllNX KOHKYPEHTOB.
CHU3UTH 11eHbI Ha 5%

MPOJIaBaTh TOBAPhl C MUHUMAJIBHBIM Pa3MepOM MPHOBLITH

MPUHUMAs BO BHUMaHUE CIIUIIKOM BBICOKYIO IIEHY ...

MOJIYYUTh 3aKa3

BaM CJIeJIyeT NePeCMOTPETh Ballle MPEIIOKCHIE

CIpaBeAIuBas lIeHa

VIUTBIBAs IIEHY, KOTOPYIO Mbl HE MOKEM CUMTATh OOOCHOBAHHOM ...

MPUHSATB TPEIJIOKCHUE

. BEDHYTBCS K BOIIPOCY CHOBA

. HAUTH CPeCTBA CHU3UTH IIE€HBI JO ...

. MBI C COXKaJICHUEM BBIHYXKICHBI OTKJIOHUTD 3aKa3

. OBITh HEOTHEMJIEMOM YacThI0 TOPTOBOTO KOHTPAKTa

. MBI cokarneeM, 4TO HE MOXKEM CHU3UTH IIEHY OOJIbIIE.

Exercise 65
Use a proper word(s) to complete the sentences.

©CoNOOA~WNE

We regret not being able to your offer.

If you are in the position to us lower prices and your terms.

to smb. a 5% discount from the prices quoted

Shipment can be from Petersburg within three weeks of _ of your order.
This offer is subject to the goods being unsold on of your reply.

We are pleased that the quality of the goods your requirements.

If you to the last issue of the "National Petroleum News"...

This offer is to your immediate acceptance.

A report on the matter is enclosed

Exercise 66
Use proper prepositions to complete the sentences and phrases.

NS

10.

to reduce prices 5%

tobe  the level of world market prices

to allow smb. a 5% discount __ the prices quoted

tosell __ the prices you indicate

We can offer you 100 sweaters _ the price __ $60 per item.

We should be prepared to buy the goods _ the terms proposed __ you if you could reduce
your prices ___ 10 per cent.

We should be prepared to allow you a 5% discount _ the prices quoted __us, reducing
the price of Grade A $57 — and that of Grade B $55.1.

topay __ cash

the balance should be paid draft 18 months from the date of the Bill of Lading
interest 4% p. a.

Our prices are not above the quotations __ the goods __ similar quality.
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Exercise 67
Translate from Russian into English.
Request to reduce prices and shorten delivery time:

3" October, 2012
Veaxkgemvie 20cnooa,,

Kacameavno 6.000 kW Turbo-Alternator Set
Mot brazodapum eac 3a eéauie nucemo om 25 cenmsbps, 6 KOMOpOM 6bl 6bICMABUAL HAM UeHbL U YKA3AAU

8peMsi NOCMABKY noAHozo Komnaekma 6,000 RW Turbo-Alternator, Komopwiii dorxKeH bvims nocmasien 6
coOmeemcmeulL co CneUPUKAUUAMU, TPUAOKEHHBIMU K 6AUEMY TUCbMY O 5 cenmsbps.

Mol BHUMAMEABHO — CPABHUAL  6aule  NPEOAOKEHUE C PACUCHKAMU, TOAYUEHHbIMU OM  Opyeux
npoussooumereil, u obHAPYIKUAL, MO 6AULL UeHbL Bblle MeX, KOMOpble NPeOLOKUAL AUl KOHKYPEHIIbL.
MubL cuumaem, umo uembvl, évicmasrennvie samu wa Turbo-Alternator with Feed Heater and Condenser a
makKe Ha 3anachole vacmu O00AXHbL bbimv chuxXenvt Ha 10%. JIlakum obpasom, obuas meepdas uemd,
KOmopyr Mbl 20moébt 3anramums cocmasasem £105,948.0, eKarouas cmoumocmsy 3andacHblx, wacmeil.

Ymo Kacaemcs epemeH NOCMABKL, Mbl TPOCUM 84C COKPAMUD €20 KAK MUHUMYM HA 3 Mecaud 0As Mozo,
umobwt yoosremeopums mpebosanus HAWUX, KAUEHINOS.

OMHOCUMEABHO YCAOBUTL ONAGMbL, TPEONOKEHHbIX, 8AMU, NPUHUMAS 60 BHUMAHUe boree 6bi200HbLE
YCA0BUSI, NPeOLOKeHHbLE OPYZUMU NPOU3BOOUMEASMU, MblL Tipeordzaem, umo 50% cymmbl cuema-ghaKinypol
doAKHO bbimb onAaueno HAAUMHbIMU 6 meueHue 45 Ouell nocre omnpasKu OdoKymenmos 6 MocKey, a
ocmamox, — eexcerem 6 mevenue 18 mecsaues ¢ damvl Konocamenma ¢ npouenmmnoii cmasKoil 4% 20008bLx,

Mot ¢ HemephneHuem U UHmepecom }I@EM éaillezo omeemad.

C ysaxenuem,

Jlpuroxenue 1

Exercise 68

Replace the incorrect preposition in each of the following sentences with the correct one.
Example:

N =

~No o

I am not very interested for new technology.
I am not very interested in new technology.
The Sales Manager was very disappointed from the poor sales figures.
The workforce at the factory are very worried on the prospect of being made redundant.
In our department it is the sub-manager who is responsible of checking the accounts.
The Director's Personal Assistant accompanied him to the Frankfurt Book Fair because she was
good in German.
He changed job because he was fed up from doing the same things every day.
The agency put in extra work because they were afraid for losing the account.
We are very sorry of the delay, which was caused by a dock strike in Rotterdam.
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Exercise 69
Complete the following sentences by joining up the two parts with the correct preposition. The first
one has been done as an example.

1. I'd be grateful if you could send FOR relocating an office is that overheads can
them a reply... be reduced.

2. The main advanta\gmo the closure of the factory.

3. Everyone in the bank received an your phone call this morning.
invitation... OF

4. | am writing to you with silicon chips.
reference... TO

5. The insurance company paid for the office Christmas party.
the damage... TO

6. He was criticised by the manager... OF the stock in the fire.

7. The union leaders wanted to hear
about the reasons... FOR child care facilities in the company.

8. The price of computers has gone up
recently because of a shortage... ON the work you have completed.

9. lam enclosing a cheque... FOR the invitation they sent.

10. The Personnel Manager submitted the his unhelpful attitude towards the
report... TO customers.

Exercise 70

Complete the following sentences about an internal transfer with the correct prepositions.

1. Madeleine has applied a vacancy in the Publicity Department.

2. Inher last job, she looked orders and phone enquiries.

3. Now she is looking something that is a bit more challenging.

4. She heard the vacancy from a friend in the department.

5. She is areliable worker who can be depended to do a good job.

6. Could you let me know what you think her?

7 | would like to talk you about her application.

8 | think we should write her soon and tell her what we have decided.

Exercise 71

Read the following invitation from the German Chamber of Commerce and the reply to it, and then
choose the best words from the options in brackets.

Dear Mr Boldt,

We {awish, want, would like) to invite you to our annual dinner on 15 February and 2(wonder, ask,
demanded) if you would consider being one of our guest 3 (announcers, speakers, talRers).

The theme we are promoting this year is the Single European Currency, and we would *(admire, like,
appreciate) a contribution from your field of manufacturing how this would (afflict, affect, alter) you
and your colleagues' enterprises. Please (let, leave, make) us RKnow as soon as possible if you are able to
“(arrive, attend, assist).

8(Inside, Enclosed, Within) you will find a formal invitation °(to, of, for) yourself and a guest.

Yours sincerely,

toffran

Peter Hoffman
Chairman
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Dear Mr Hoffman,

annual dinner.

to last about half an fhour.

suggestions you care to P(have, propose, make).

Yours sincerely,
Barbara Schroeder (Mrs)
p.p. Gunther Boldt

Chairman

Thank, you for your letter and invitation of 13 January 10 (requesting, asking, inviting) Mr Boldt to your

He will be ! (content, overjoyed, pleased) to attend and speak about the effects that parity of currencies will
have on the costs of '*(crude, raw, first) materials for our industry. He 3 (expects, awaits, forecasts) the talk,

I will send you a transcript next week, and Mr Boldt would #(enjoy, greet, welcome) any comments or

He looks forward to seeing you on February 15 at the 1S(event, occasion, function).

Exercise 72
Complete the crossword

ACROSS
1. Sales of typewriters have fallen this year
because there has been much less for
them, but supplies have remained the same.
(6)
5. In most companies the personnel officer is
responsible hiring new staff. (3)
6. The firm had to make several workers
redundant because they had many
people in the factory. (3)
8. The Managing Director was not very

at English, so he decided to go on an
intensive English course. (4)
9. Please confirm that the invoice will be

paid by the of this month. (3)
12.  Westlake International received a
number of letters enquiring their

41

DOWN
1. We cannot give you an exact delivery date as
this will on the time the vessel takes to
arrive. (6)
2. Mr Volta is a reasonable manager, but he is
very bad communicating with his staff.
()
3. Could you lend me a pen so that I can
down your fax number? (4)
5. The industrial dispute prevented the
newspaper publishers delivering the
papers to the shops. (4)
7. See if the builders can give you a rough
of how much the new wing is likely to cost. (4)
10. The Marketing Manager is responsible

the Marketing Director, who is in overall

charge of sales policy.




new products after the advertising campaign.

(5)

14. 1 am enclosing a cheque

£3,567.21. (3)

15. The management are considering the
employees' claim. (3)

16. Please fill in and return the reply coupon
if you would be interested hearing
about our new range of products. (2)
18. I have not yet received a

my letter of 18 January. (5,2)

Exercise 73

11. The Sales Manager had to travel to Paris by
train because the air traffic controllers were on

. (6)
12. Mr Watson decided to for the job
that was advertised on the company noticeboard.

()

13. I'm afraid that Mrs Tremain is not in the office
today; she has to London for a meeting. (4)

14. At the shareholders’ meeting, the Chairman
explained the reasons the company's
poor performance.

Change the following sentences into a more acceptable form for business letters.

N A WNE

Exercise 74

Answer the questions.

1. What is a counter-proposal?

2. What terms might you not agree to?

| can't come to the reception because I'll be on holiday next week. I regret that ........

It's such a shame that your brother is dead. Iwas ...................

So you've been elected Chairman of the company! Well done! I would like ......

Mr Norman wants to drop in and see you next week about a contract, OK? Mr Norman would ...
I can't see you next Friday for our appointment after all. 1am sorry totell ........

Can you come to our Sales Conference on 18 March? We would like .........

Thanks for helping me when | was in Hamburg last week. | would ..........

Itll be good to see you on Friday. | look .....
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UNIT 10. ORDERS

Exercise 75
Translate from Russian into English.

2. BBINOJHUTH 3aKa3

3. BbeICTaBUTH HaM 30- JHEBHBIN BEKCEID

4. ObicTpas orutata/pacyer

5. Xpynkui rpy3

6. eci MbI 6y,I[CM YAOBJICTBOPCHEI BBIINIOJIHCHHUEM 3TOI0 3aKas3a

7. comnaroit obmeit cymmbl uepes 30 Hel ¢ JHS BBIMUCKU cueTa-(aKTypbl

8. B pasmepe 7% ot o0l CyMMBI HETTO

9. MMOATBCPAUTD ITOJIYYCHUC 3dKa3a

10. OBITH TOTOBBIM K OTIIPABKE

11. cobpars/oOpaboTaTh 3aKa3

12. ObITH TTOJIE3HBIM B OyAyIIIEM

13. akuenToBaTh BEKCeNb Ha MPEIbIBUTEIS

14. He mMeTh 3aKa3aHHOTO TOBapa B HAJIMUME/HA CKIIAJIE

15. mpeu1oXKuTh TOBAp Ha 3aMEHY

16. ocymmecTBAATh OCTABKU MO MPEIOTLIATE

17. oGcmyxuBaTh Ha YCIOBUSX CTPOTOM OYEPEAHOCTH

18. OTKIOHUTH 3aKa3

19. nepBoHavanbHBIN 3aKa3

20. MBI HE MOXKEM MpeaoCTaBJIATE JOJTOCPOYHBIC KPEAUTEI

Exercise 76

Use a proper word(s) to complete the sentences.

1. are placed when a client is not sure of the quality of goods.

2. Insome branches it is customary to place for identical goods.

3. We will certainly take of the cash discounts you offered for prompt settlement.

4. We the right to refuse goods delivered after that time.

5. are specialists in packing and handling the documentation for shipping goods.

6. The costs above a discount of 10%.

7. If you do not have any of the listed items in stock, please do not send in their place.

8. means to pay a bill of exchange immediately.

9. BIll of lading, insurance certificate, and commercial invoice are called

Exercise 77

Use proper prepositions to complete the sentences and phrases.

1. Enclosed you will find our official order (No. B561)

2. The payment is to be made by irrevocable letter of credit which we have already applied
the bank .

3. if this order is completed our satisfaction...

4. The costs above reflect a discount 10%.

5. to place an order smth.

6. do not send substitutes their place

7. to be ready dispatch

8. tobe service in the future

9. our bank has forwarded sight draft £1,662.60 the Northminster Bank

10. to offer products the discounts you suggest

Pa3MECTUTD 3aKa3 Ha 4yTO-1100
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Exercise 78
Translate from Russian into English.

SP Wholesalers PLC
Old Meadow Road, King's Lynn, Norfolk, PE30 45U
Telephone: King's Lynn 60841  (Cable: SPOLE ~ Telex; 351214

Mr E. van Gellen 7 May 2010
131 Place Roget
B—1210 Brussels Ref: DY/ML

Yeaxaemviil -1 Ban Tearet,

Cnacubo 3a Baw 3axas No. H'U14449, Komopbiii mbi noAyHuAU ce200Hs. K COKIAEHUIO, MbL HE MOKEM
npedocmasums Bam mopzossie CKUOKY, 0 Komopbix Bvl NpOCUAL, a UMEHHO 35 %, MaK KaK Mol 1ipedocmasAsiem
MoABKQ 25 % mopz06yto CKUOKY 6CeM HAUUM KAUEHIAM HE3ABUCUMO O KOAUMECBA, KOMOpPoe Ol NOKYNAIOM.

Hawu uenst 0uens KQHKYPEHMHBL U HAM HEM CMbICAL NOCTABASIND MOBAP CO CKUOKIM, 0 KOMOPbLX 6bL POCUTIE.
JToamoy, 6 0aHHOTL CAyHAE, MbL C COKGAEHUEM BbIHYKOEHbL OMKAOHUML Baw 3aKa3.

CyswKenuem,

Ex

ercise 79

Match up the phrases in A with the phrases in B to make complete sentences, and put the verbs into

the

first conditional.

Example: If there (be) any delay... ... we (inform) you at once.

If there is any delay, we will inform you at once.

A 1. Unless the consignment (arrive) by the end of next week,
2. We (be able) to give you a discount...
3. Unless the items (be/wrap) with extreme care...
4. If the colours we specified (be) not in stock,...
5. We (send) the consignment by road...
6. If this transaction (be) successful,...
B .. if you (order) more than 20,000 units.
... we (place) further orders with you.
... we (accept) an alternative.
... we (have to) cancel the order.
... many of them (get) broken.
.. If the railways (be) still on strike.
Exercise 80
Complete each unfinished sentence in the exercise below, so that it means the same as the one before
it.
1. If we don't hear from you, we'll assume there are no problems. Unless we .........
2. We can't give you a fifteen per cent discount because your order isn't large enough. If your order..
3. On receipt of your order, we'll despatch the goods immediately. As soonaswe .........
4. We can only process your order if we receive the necessary documents within fourteen days.
Provided that we ......
5. The colour you require may be out of stock. Would you accept an alternative? Ifwe ......... ?
6. We cannot accept your order without a letter of credit. Unless you ......
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Exercise 81
Use the words below to complete this extract from a covering letter that has been sent with an
order.

depot consignment crates hand over alternative

wrapped transaction settle packed delivery
Would you please make sure that the (1) of fabrics is (2) carefully in tissue
paper, and (3) securely in (4) and sent to our main goods (5) at
the above address in Milan.
If the items listed are not available, please do not send (6) materials or colours. If there
are any problems with (7) , could you let us know immediately.
We will (8) your draft for 25,000 DM, at our bank as soon as they (9) the
shipping documents.
If this (10) is successful, we will place larger orders in the future.
Exercise 82

The following verbs can all be used with the noun order. Choose the best verb to complete the
sentences, using each one only once, in the correct form.

confirm refuse deliver ship
place make up cancel despatch
1. Weshould like to an order with you for 5,000 units.
2. As we are unable to supply the quantity you requested, it would be quite understandable for you
to your order.
3. We are confident that we will be able to the order to you next week.
4. You will be pleased to know that your order K451 has already been from our depot.
5. Please your order in writing, so we can inform our distribution depot.
6. Your order was yesterday on the SS Oxford.
7. Unfortunately, we shall have to your order unless payment is settled in cash.
8. 1 would like to reassure you that your order will be in our depot by staff who have
experience in handling these delicate materials.
Exercise 83

Read this extract from a letter apologizing for a delayed delivery, and choose the best words from
the options in brackets.

Further to our telephone conwversation, | am writing to you '(affecting, concerning, changing)
your order, No. SX1940, which was 2(sold, made, placed) with us on 10 January.

Once again, | must 3(regret, apologize, speak) to you for our delay in processing the order. This
was due to a 4(shortage, fault, problem) of office staff. However, since | spoke to you last week, we
have °(dismissed, promoted, taken on) four new employees at our depot, and | am pleased to be able
to tell you that your order is now ready for despatch. It will 8(arrive, delivery, reach) you in
approximately fourteen days' time.

As always, special “(care, attention, caution) has been taken to ensure that your 8(load, crates,
consignment) of goods has been packed °(meeting, according, serving) to your requirements. Each
item will be individually wrapped to 1°(prevent, cause, stop) damage.
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Exercise 84

Answer the questions.

1. the objective of an order

the reasons for placing trial orders

What is a repeat order?

What do order-sheets contain?

What is an order usually accompanied by?
What can be mentioned in a cover letter?
the reasons for refusing an order

Nookown
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UNIT 11. PAYMENT

Exercise 85

Translate from Russian into English.

1. comaroii mepecbUIKU MOTydaTeaeM

2. TIONYYHTH TUTATEX

3. BbIYecTh 3% CKUJIKYy 332 HATMYHBIA pacyeT

4. mpenBapUTENbHBINA CUET

5. Bama BBITIKMCKA 11O COCTOSHUIO Ha 31 nrons

6. omjIaTUTh CYET

7. ocratok B £161 noramex

8. yBemomuieHue o0 orutare

9. akienToBaTh BEKCENIb HA MPEIbIBUTEIS

10. moxTBEpKACHUE MOTYIEHHUS OIIIAThI

11. a1 nepeBon £761.00 ObL1 3aunCiIeH HA HAIII CYET

12. HenorameHHBIH OCTaTOK Ha BallleM CUeTe

13. HeonaueHHBIN CUET

14. Mb1 gymaeM, 49TO BBl BO3MOXKHO mpocmotpenu/mpornyctuian cyer No. 5A 1910 na £351.95,
KOTOPBIN MOAJIEKAN OIIaTe B MPOLUIOM MECSIIE.

15. cniucars co cuera

16. He UMeTh HaMEPEHHUsI TOTaCUTh 33J0KEHHOCTh

17. oOpatuThes B Cy/IpebsIBUTH UCK

Exercise 86

Use a proper word(s) to complete the sentences.

1. lam sorry that | was not able to my July account.

2. We are waiting for our insurance company to our claim.

3. to the credit for another six weeks

4. If, however, you have already sent a remittance, then please this letter.
Exercise 87

Use proper prepositions to complete the sentences and phrases.

1. invoice £56.00

2. Chairs £40.00 each

3. the balance £161 is cleared

4. acheque £26.00 payment your Invoice No. L231
Exercise 88

Translate from Russian into English.

This letter continues the correspondence between customer, Mr Crane of F. Lynch & Co. and the
buyer Satex S.p.A. The customer, Mr Crane of F. Lynch & Co., uses this confirmation of payment
to ask for the terms of payment to be revised; if you look back, you will see that Satex S.p.A. did in
fact say that they would review the terms after a while. Notice how the letter begins with
confirmation of payment, then states the present arrangement, and finally makes the next order
subject to Mr Causio accepting the new terms. The letter is firm, but still polite.
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F. Lynch & Co. Ltd.

(Head Office), Nesson House, Newell Street, Birmingham B3 3EL
Telephone: 021 236 6571 Fax: 0212368592 Telex; 341641

Satex S.p. A Your ref:

Via di Pietra Papa Our ref: Order 14463
00 146 Roma

ITALY 16 June 2012

Attn. Mr D. Causio

Veaxgemotii 2-n Kaycuo,

Cnacubo 3a mo, umo max, bvicmpo npucraru 00KymeHmvL OAsL HAuez0 nocreoHezo 3axasa Nel4463. Mot
aKuenmoearl eeKceAb Ha npedvssumers u bank, 00AKeH npucramv Bam yeeOOMAEHUE 8 CKOPOM BPeMEHIL.

Mot yoKe borvwe 200a pabomaem ¢ éamu HA YCAOBUAX, HAAUUHBIE NPOMUS 00KYMEHMO6 U Xomeru bbl
UBMEHUMD YCA08US onAambL Ha 40-0He6HbLIL BeKceAb, O0KYMEHMbL POMUE aKuenma.

Kozda mbL nepeviil pas obpamuiuce K 6am 6 gespare npouwrozo 2004, bl CKg3dau, umo bydeme 20moswi
nepecmMompems YCAOBUSL ONAAMbL KK, MOABKO Mbl YCMAHOBUM MOP2060e napmHepcmeo. Mot Oymaem, 4mo
npowAe 00cmamouno epemeni, wmobvl npedocmasums HaM YCAOBUS, 0 KOMOPbLX Mol npocuru. Ecau Bam
HYKHbL PEKOMEHOAUUL, MbL C YO0BOABCIBUEM NPeOOCABUM UX

JIlaK, KaK, Mol cobupaemcs coeramnv cAedyouusl 3aKa3 6 meueHue Mecaud, mozau bl Bol nodmeepoums,
umo Bol COzAAUALTECH HA IMU HOBbLE YCAOBUS?

C ysaxenuem,
Nuonea Kpeiin

HAUANBHUK, 0MOeAd 3aKYNOK,

Exercise 89 Request for more time
D. van Basten S.A. writes to their suppliers to warn them that payment will be delayed. Read and
translate the letter, answer the questions.

D.vanBasten SA

Heidelberglaan 2, P ostbus 80.115, NL-3508 TC, Utrecht
T elephone: (31) 30-532 044 Telefax (31) 30-581 617

The Director 15 January 2009
DUB Industries GmbH

Correnstrasse 250

D—-4000 Munster

Veaxgemouii 21 1Ulybepm,

A npunouty u3euneHus 3a mo, 4mo Mol He CMOZAU 102ACUTb 0CMAmoK, 3a Hosbpe 6 pasmepe $3,850 u cuem
gakmypy 3a dexabpo No. 7713 na $289. Mot namepesaruce npoussecmu onramy Kax, obviuno, 1o a large cash
shipment to one of our customers in Australia was part of the cargo destroyed in the fire on the SS Tippa
when she docked in Bombay in late November.

Hawa cmpaxosas Komnanus noobewsara mam Komnencuposams yuepb e meuenie bAUKGUMUX HECKOABKUX
HeOeAb U KGK, MOAKQY Mbl NOAYHUM KOMNEHCAUU, cuetm bydem NOAHOCbIO ONAGHEH.

Moi 3naem, umo Bbl omHecemecs ¢ NOHUMAHUEM K, 0GHHOT CUMYauUy 1 nodoKJeme noka npobrema bydem
ypezyruposana.

C ysaxenuem,

Ferste s

D. van Hasten
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What is the total outstanding balance?

What explanation is given for non payment?

When does Ms van Basten intend to pay?

Why is she confident that she can clear the account?

What does the expression “hope you can bear with us” mean?

Which words in the letter correspond to the following: goods; make up for loss; understand?

ook

Exercise 90 Agreeing to more time
This is a reply to the previous letter. Mr Schubert accepts the request and asks for payment as soon
as possible.

DVB Industries GmbH Tel: (49) 25186613
Correnstrasse 250 Fax;(49)251-90271
D-4000 Telex; 6125930

The Director 20 January 2009
D. van Hasten S. A.

Heidelberglaan 2

PostbusSO.115

NL=3508 IC

Utrecht

Dear Ms var. Hasten,

Cnacubo 3a nucemo om 15 aHeaps. OMHOCUMEALHO ocmamKa 3a HOsbpb u cuem-paxmypor No. 7713 3a
deKabpo.

Mbl ¢ coKgreHUEM Y3HAAL O MPYOHOCHSIX, KOMOPble 8bL UCHbLMbLBALTIE U NOHUMAEM CAOKUBULYIOCS.
CUMyauu1o, Ho boiAl bbl NPUSHAMEAbHDL , eCAL 8bL PACHAAIMUTIECH 1O CHeMAM KIK MOKHO CKOpee, max,
KAK, HAM HYIKHO MAGMUMb HAUUM NOCMABULLKIM.

Mot ¢ nemepnenuem K9em Bauiezo omeema 6 cKOpom 8pemeHu.

C ysaxenuem,

D. Schubert

Director

Exercise 91
Below is an example of a first request.

HOMEMAKERS Ltd.

54-59 Riverside, Cardiff CFl 1JW

R, Hughes el Son Ltd. 20 November 2009
21 Mead Road
Swansea

Glamorgan 35T 1DR,

Dear Mr Hughes,

A nuury 0As mozo, wmobvl cnpocums nouemy bl He onAGMuUAY Hauty cuem-gaximypy No. H931 na £519.63,
Konus. KOmopoil NPpuroKeHd K IMoMmy Nucbmy.

A 31a10, wmo ¢ HAUAAQ HAWUX MOP206bLY, OMHOWEHUTL 6bL NOCMOSHHO ONAGHUBAAL CHEMA 68 NOAOKEHHbLE
cpoKu. Jloamony s xomeA bot 3Hamo He 603HUKAL AL KaKiLe-A1LbO pobAeMmbl, ¢ peuetiie KOMOPbIX A M0z
boL nomoun? JloxKgryiicma, Oaiitme mHe 3HAMD.

C ysaxenuem,

2.
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Exercise 92

Below is the third request for payment. Read it and answer the questions.
1. How many times has Delta written to Mr Theopolis?

How long has the balance remained unpaid?

Do Delta want to take any action?

What expression is used which means the same as 'legal action'?
What was included with the letter?

ok wn

Delta Computers Ltd.

Bradfield Estate, Bradfteld Road, Wellingborough, Northamptonshire NN8 4HB
Telephone: 093316431/2/3/4 Reg. England 1831713
Telex 485881 VAT 2419 62114
Fax: 0933 20016
---------------- Your Ref:

OurRef TYGA/C
®, Theopolis SA
561 3rd September Street 9 December 2010
GR—10432
Athens

Dear Mr Theopolis,

K acameavto cuema No. TYG 990 14
A nucar Bam 06axgvl, 21 okmsbps u 14 nosbps, omHOCUMEABHO BbLILEYNOMSHYMOZ0 CHemd, Ha KOMOPOM
8 HACMOAWEE BPEMSL UMee 3a0oaKennocmsb 8 £1,541.46, ob'paaoeaewaﬂc;z U3 2 HEONAQUEHHDBLX, CHeTNO8-
PaKimyp, NpuAOKeHHbLX OGHHOMY NUCHMY.

B meuenue 3 Mecsues MblL KU KAKO20-AubO 0bbsCHEHUS. OMHOCUMEALHO 1020, 10UeMY 3A00AIKEHHOCTLD
He nozaulena UAU OeHeIKHO20 MePesood, HO He MOAYHUAL HUL MO20, HU Opy202o.

Hecmomps a mo, umo s He CKAOHeH obpausamocst 6 cy0 OAsL 63bLCKAHUSL IMOTL CYMMb, HO 6bL HE
ocmaeasieme mue 6bLbopa. JI0IMoMY, eCAUL 51 He NOAYHY OeHeKHO20 Niepesoda 6 meuenue bausxgimux 10
Oneil, moum topucmam bydem dano yKasamie Hauams npoueccydarbible 0eilcmeusi 1o 63bicKaHuto 0ored.

C yea}:g;:ttuem,

=Mt

J. Millar (Mrs)

Accountant

Encl: invoice copies

Exercise 93
Match each sentence written in formal English (i.e. the appropriate language for letter—writing), to
its nearest informal equivalent.
1. We expect to receive a remittance from you in seven days.
a. We want you to get in touch with us in a week.
b. We would like you to pay your debt in the next week.
c. We want you to send our account details next week.
2. We should like another month to settle,
a. We can't pay until next month.
b. We need more time to get used to our new office,
c. We will send you the bill in a month's time.
3. Please find enclosed your statement for the month of March.
a. We are sending details of all the transactions we made in March,
b. We are informing you about what you owe us for March,
c. We are sending the money we owe you for March.

50



4. The sum of £215.60 has been credited to your account.
a. You will be expected to pay £215.60 from your account.
b. We believe that you now have a total of £215.60 in your account.
C. A payment of £215.60 has gone into your account.
5. l apologize for not clearing the balance earlier,
a. Sorry 1 didn't pay you earlier.
b. Sorry for not closing my account earlier,
c. Sorry for the delay in replying to you.
6. Settlement of your February account is overdue,
a. You paid us too much in February.
b. We can't offer you a loan to pay your February account,
c. You haven't paid us yet for February.
7. We ask you to bear with us.
a. Please be patient.
b. We need you r custom.
c. We would like you to pay us.

Exercise 94
Make changes to the following letter so that it sounds more formal.

Thanks for sending us £550 the other week, but don't forget you still owe us £2,000, which we want you
to pay before the end of April. If you're having problems finding the money, why don't you give us a ring?
We could arrange a different way for you to pay us.

Exercise 95

Fill in the invoice with the information given below.

Ten LOTUS pattern at £35 each, catalogue number L305; 20 Wedgwood at £43, catalogue number
W218. Cost, Insurance, Freight is included in these prices. Less 15% trade discount.

INVOICE No. 2087/85
GIASTON
POTTERIES Clayfield, Burnley BB10 1RQ
Tel: 031546125  Fax: 031563182  Telex: 8801773

To: J. F. Morreau 9 May 19—
1150 boulevard Calbert
F-54015 Nancy Cedex

Your order No. 3716

Quantity Description Cat.Ne £ each £

Total £

Less %
Payment due:
Signed:
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Write a covering letter to accompany the above invoice. Inform Jean Morreau of the expected
delivery date and remind him of the terms of the sale which are as follows:

Trade discount: 15%

Mode of payment:  sight draft

Delivery period: 2 months

52



UNIT 12. COMPLAINTS AND ADJUSTMENTS

COMPLAINTS

Exercise 96

Translate from Russian into English.

MPOCUTH KOMITCHCAIITNU

OpakoBaHHBIE WJIA OBPEXKACHHBIE TOBAPHI

HeaJIeKBaTHAsI UJTH 3ara3blBarolas (OTCpOUeHHas) ycayra

CIIY)KUTh FOPUTUICCKAM TOKYMEHTOM

CChLJIaThCs Ha TOBAPHI, O KOTOPBIX UJIET peyb

BTOPOCOPTHBIE TOBAPHI

3aKa3 JOJKEH ObLI OBITH 37ECh K ...

K HACTOSILIEMY BPEMEHU MbI HE MOJIYYUIIU OTBETA

MIPU UCCIICIOBAaHUHU TPY3a

0. MBI OBUIM BBIHYKICHBI TIOHECTH JOMOJHHUTEIBHBIC 3aTPaThl, 3a KOTOPBIC CYUTAEM Bac
OTBETCTBEHHBIMH

11. Kaxxercsi CylieCTByeT HEIOTMOHMMAaHUE OTHOCUTEIHHO YCIOBHI CKHUIOK.

12. cormacHO MyHKTa O CAHKITUX

13. umets npaBo TpeboBaTh mIrpad

14. ucnipaBnsATh cueta

15. orrata MOYTOBBIX PACXOIOB MOJIydaTeIeM

16. oniata MOYTOBBIX PACXOJ0OB OTIPABUTEIEM

17. 0OBSACHUTH HECOOTBETCTBHUE

18. Ha cTOMMOCTh HEIOMOJIYYEHHBIX TOBAPOB

19. ceifuac MBI HaXOUMCSI B OYEHB HEYTOOHOM TOJIOXKEHUH

20. cTaTh HEMPUTOAHBIM K KCILTyaTalluu

21. paboTaTh CBEPXYPOUHO, YTOOBI BHITIOJIHUTh YBEIIMUMBIIEECS YHCIIO 3aKa30B

22. TOBapHhI MOBPEKACHBI TaK, YTO HE TOAJIEKAT PEMOHTY

RBOONOR~WDNE

Exercise 97
Use a proper word(s) to complete the sentences.
1. many complaints can be made

2. to an unsatisfactory situation

3. Avoid making the recipient an .

4. We regret to your attention to the fact that

5. We find that eleven bales show a landed weight of 2,496 Ibs. a shipping weight of
2,750 Ibs., showing a loss of 254 Ibs.

6. send us replacements at your

7. you will do your to ensure that our consignment arrives soon.
8. the mechanism is damaged

Exercise 98
Use proper prepositions to complete the sentences and phrases.
to unsatisfied the execution of the order
the request compensation
to work overtime to clear the increase orders
examining the consignment
The packing of the goods is inadequate and unsuitable local conditions.
send us replacements your earliest convenience
You have always kept delivery dates.
We can sell the shirts 15% below the list price.

0N AWM
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9. What are we to do with the rugs now our possession?

Exercise 99
Translate from Russian into English.

Letter 1 Complaint about receiving goods intended for another buyer

Veaxkgemvie 20cnodad,

Mor nuwem éam no nosody napmuu Koepuxee (Order No. 240—10), Komopwie npubviru Imum ympo.

Jlpu omKpvimuu swuKos, Ml ODHAPYKUAL, UMO Mbl NOAYHUAU He Me Moeapvl, 2Zpy3, Oue6UOHO,
1peOHAZHAUANCS OPY20MY MOKYNAMEATO.

JloxKaryticma, coobuume HAM KQ20d MblL MOKEM OKUOAMb NOAYUeHIe HAWe20 3aKd3d, MaK, KaK, HeKomopble
HaWU KAUEHMbL JKOYM YoKe UeCb HeOeAb.

JloKgryticma, coobusume HAM UMO HAM 0eAdMb ¢ KOBPUKIMU, HAXOOAUUMUCS CeTUAC Y HAC.

C ysaxenuem,

Letter 2 Complaint about big delay in delivery

Veaxxgemvie 20cnoda,

Haw 3aKas No. 2434, omnpasrenuviii éam 1 utons, doaxen boia boimo YoKe TMOAyHeH HAMU, HO Hem
HUKAK020 HAMEKQ HA M0BAPblL, HECMOMPsL HA MO, UMO 0OKYMeHMbL bblAu noAyueHb. Hauum bankom, a max,
Ke y Hac ecmb eauie yedomaenue ob omnpaske.

Mor obewaru ocyuiecmeums nOCMAsKy HAWUM KAUEHMAM 00 5 UIOASL U Menepb HAXOOUMCS. 6 OUeHb
HeY00bHOM NMOAOKeHUY Tieped HUMU, MAK KK BbIHYKOEHbL 2060pUTIL UM, U0 MOBAPOS ele HeM 6 HAAUMUL.

JloKgryticma, coobusume HAM 6 OMBETMHOM NUCBME UIMO CAYHUAOCD.

C ysaxenuem,

ADJUSTMENTS

Exercise 100

Translate from Russian into English.

MPEUIOKUTH BO3MEIIICHHE yIepoa

MpblI TOTKHBI IPU3HATD, YTO. ..

['py3 ObL1 3aaepxan

Mgl yxe o0cyaus1 Bompoc ¢ ...

OTKJIOHHUTH KAI0Oy

3aMEHHUTH TOBAPHI

HENPaBIIBHOE UCITOJIb30BAaHUE TOBAPA HE TTOKPHIBACTCS TAPAHTUWHBIM 00CITY)KHBaHHEM
YAOBJIETBOPUTH IPOCHOY

CyMMa K oIuIaTe

10. oOcmykuBaThCST B MOPSIZIKE CTPOTON OYEPETHOCTH
11. oTHOCHUTBCS K Ipy3y C aOCOJIOTHBIM MPUOPUTETOM
12. TpaHCIOPTHO-IKCIIENUIIMOHHOE aTeHTCTBO

13. HU3KOCOPTHBIC TOBAPHI

14. HenpeB30W ICHHBI

15. ucnpaBUTH CUTYALIUIO

16. 1 TMYHO 3aHUMAIOChH

17. 6b1TH IEpBOCTENICHHOM 3a1aueit

18. u3 Bamero omucanus MPoOIEMBI

19. ecnu Bce Tak, KaK OMKMCAHO B BAIlleM MUCHME ...

20. mpuHEeCTH U3BUHEHUS 32 HEJOCMOTP

©CoNog~wWNE
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21. MBI OJ1aro1apuM Bac 3a TO, YTO OOPATHIIM Hallle BHUMaHHE HA 3TY CUTYAIHIO.

Exercise 101
Use proper prepositions to complete the sentences and phrases.

1. the sellers should at once apologize the buyers

2. We have passed your complaint

3. misuse of the unit is not included our guarantee.

4. We should recommend you to lodge your claim the Insurance Company.
5. We are sorry to disagree you this matter.

6. to comply your request

7. Thank you for your patience this matter

8. which accounts the £9.00 difference

9. the delay sending your order

10. owing to the increase business

11. We agree to your selling the remainder of the shirts 15% below list price.
12. was found damaged arrival.

13. Please hold the faulty items your disposal until we hear from our insurers.
14. your request the $240 adjustment the damage the 2 crates of

Valjean Cristal stemware will be granted

Exercise 102
Use a proper word(s) to complete the sentences.

1. First he must find out whether the complaint is or not.

2. even if the sellers think that the complaint is they should not say so

3. We should recommend you to your claim with the Insurance Company.

4. this was an mistake and is unlikely to again

5. Please our apologies for the inconvenience.

6. dispatch will be effected on the mv. BRECKNOR, arrive in Bremerhaven on the

21st of August

Exercise 103
Translate from Russian into English.
Letter 1 Reply — replacements sent

Veaxkgemvie 20cnooa,

Mol ¢ coKgreHUEM YZHAAU U3 BauLez0 nucbma om 19 mas, wmo 0dun u3 swukoe 3akaza No. 15060 oKazarcs
TI0BPEXKJEHHBIM 8 MOMEHT TPUbBIMUS.

Donornumervivle 25 Naposo3uUKee bbiAu OMNPABAEHbL 8aM Ce200Hs U 8bL 00AKHDL NOAYHUMDb UX 8 MeUeHUEe
10 Oneil. JloKgryticma, coxpanume nospeKoenivle mosapvl y cebs 0o mex nop, nokKg Mol MOAYHUM YKASAHU L
0Mm HAWUX, CIPAXO0BULLLKOB.

Letter 2 Reply — advice of shipment of missing items

VeaKaembie 20cno0d,

JloxKgryiicma, npumume Hawy u3euHenus 3a amy owubry. OHa npousowrd 6 Haulem omoere
YNAKQBKU U OMepy3KU U3-3d NPOZpAMMbL peopzanu3auu. Mol YCmManagAueaem HOBbLil
Komnptomep, Komopwiil, KK Mbl oKudaem, obecnewum boree ppexmuenoe obcryKueanue OAs
HAWUX, KAUEHITLO8.

Ymo Kacaemcs AUWHE20 SUUKA UALHBIX AOKEK, OASL IKOHOMUU 3aAmMpdm HA 6036pam moeapd, Mol
boL npednouru, umobst 6bL nocmaparuce ux npodams. Mol paspeuraesm éam chusumv ueny va 10%,
umobvt npodamsv ux bvicmpee.

C ysaXenuem,

55



Letter 3

Drivers Co.
3489 Greene Ave.
Olympia, WA 98502
August 17, 2001
Richard Brown, President
Document Makers
Salem, MA 34588

Veaxxkgemviil 2-n BpayH,

Kax napmuepol, Komopbvie pabomarom ¢ Baueil Komnanuei yxe boree 3 rem, mvlL bbiau ouens paccmpoensL,
K020a Y6u0eAU MAMEPUANDL, KOMOPbLE 8bl HANEUAMAAU OAS HAWET NOCALOHET PeKAAMHOU KAMNAHULL.
KaK,0206apuearoce 8 HaueMm NUCbLMEHHOM COZAGUIEHUY, Mbl OKUOIAU NOAHOUBEMHbLE bpOuLIOpbL ¢
NOSICHUTMEABHbIM TEKCHOM, HO 6MECTO IM020 MblL ODHAPYKUAL, WMo bpouopsL codepKam uepro-bervle
gomozpagu.

Mot bt xomeau, umobst Boi npucraru gomozpaga 1 HANeUAMarl NOAHOUBEMHbLE bPOUIOPbL UAU BEPHYAU
HAM OeHbeu 3d IMOM 3aKd3.

Hekpenne Bau,

Thomas R, Smith,
Director
Letter 4
Document MaRers
2398 Red Street
Salem, MA 34588
August 20, 2001

Thomas R, Smith
Drivers Co.

3489 Greene Ave.
Olympia, WA 98502

Yeaxaemviil 2-n Cmum,

A bvir ouens paccmpoen, Kozda npouuman Baute nucemo om 17 aszycma, 6 Komopom Boi onucbiéaeme
npobaety ¢ HesepHO HANEUAMAHHBIMU PeKAAMHbIMU bpowtopamu. KaK ueroeeK, uensuui Haue
COmpYOHUUECMBO, 5 HEMEONEHHO HAMAA UCKAMDb peleniLe IMOoi npobrembL.

Moii Aynwuii pomozpagh noseonum Bam, umobvL 002060pUMbCS 0 BCMPEUI U MOBMOPHO COEAAM
gomozpagpuu 6 baugiiwee yoobroe ors Bac epems. Kpome moeo, mvl coeraem Bam donornumerviyto 15%
CKUOKY 3a npununentvle neyoobcmea. Cnacubo 3a nonumanue.

C ysaxenuem,

Richard Brown

President

Exercise 104
Compare the two lists of expressions commonly used in complaints. Match the informal phrases in

the first list with their formal equivalents in the second.

1) it's not our fault a) we are sending the consignment to you
2) you should make it right carriage forward

3) we want our money back b) we are not responsible for the error

4) you have to pay when the goods are c) we would like to complain abot....
returned to you d) we will have to take legal action

56



5) we will sue you e) Yyou seem to have made an error

6) you made a mistake f) the products are not satisfactory

7) we won't buy anything from you again g) we will not re—order

8) the goods are rubbish h) you have not followed our instructions
9) we're complaining about i) please correct the error

10) why don't you pay attention? j) we would like a refund

Exercise 105
Read this letter of complaint, and fill in the blanks with the correct verb taken from the list below.

arrive find tear contact receive

damage have show inform unpack
C. R Mendez S A.
Avda. del Ejercito 83 E—-48015 Bilbao
The Sales Manager 15 October 19 —
Seymore Furniture Ltd.
Tib Street
Maidenhead
Berks. SL6 SDS
Dear Mr Harrison,
I am writing to complain about a shipment of tubular steel garden furniture we (1) yesterday
against our invoice no. G 3190/1.
The crates (2) on the outside, and looRed as if they had been roughly handled. When we (3)

them, we (4) that some of the chair legs were bent and rusty, and the fabric on the

seating (5) , or (6) signs of wear.
Two further crates from the consignment (7) yet, sowe (8) the opportunity of
inspecting them. I (9) the shipping company that we cannot accept this consignment from you, and
they (10) your insurers.

As we will be unable to retail this consignment in our stores, we are returning the shipment to you carriage
Sforward, and we shall expect a full refund.

Yours sincerely,
P

et

C R, Mendez
Manaaing Director

Exercise 106

Read the following extracts from letters of complaint. Write out the verbs in either the simple past,

(e.g. he worked) or the present perfect, (e.g. he has worked).

1. Last year we (not/have) any serious complaints from our clients, but this year we
(already/received) over twenty.

2. This is not the first time that we (have) problems with the shipping company. Three

months ago they (lose) a consignment completely and they still (not/find)

out what happened to it.

I (look) into the problem, and it appears that the catalogue (be) out of date.

I (receive) a consignment of furniture from you last week which we (order)

on May 12.

The error (be) due to a fault in the computer system which we now (put) right.

Our engineers (recently/find) a fault with the batch of hard disk drives that we

(manufacture) in June and July last year.

»w

oo
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7. 1 am writing to apologize for the defective items you (receive) last month, and to

inform you that we (credit) the sum of £342.67 to your account.

8. Our accounts department (inform) me that we(not/yet/receive) payment for
the items we (send) :

9. We (not have) any business from Winford & Co. since we (make) an error
with an invoice.

10. We (lose) a number of orders since we (start) having problems with the
switchboard.

Exercise 107
Use the a, or the, or leave the spaces blank in this letter of complaint.

ISTITUVTO DI MEDICINA
Viale Bracci
1—-61001 Siena

15 June 2011
The Sales Manager

Ninon Instruments

12—18 Wakakusa—cho
Hagashi—Osaka—Shi
Osaka—fu

Japan

Dear Mr Toda,
Re: AWB 4156/82

We are writing to point out that (1) above delivery, which arrived yesterday, was (2) week,
late. This is (3) second time we have had to write to you on this subject, and we cannot allow
(4) situation to continue. We have already explained that it is essential for (5) medical
equipment to arrive on (6) due date as (7) late delivery could create (8) very serious
problem.

Unless we have (9) guarantee of (10) absolute assurance that you can promptness of all
future deliveries, we will have to look for another supplier. We will want your confirmation before we place
our next order.

Yours sincerely,

Carly )

Carlo Lotti

Head of Administration

Exercise 108
Complete each unfinished sentence, so that it means the same as the one before it.
Example:

We had a lot of problems. Nevertheless we solved them.

Although we had a lot of problems, we solved them.

1. If we had known they were going out of business, we would not have given them credit. Had we
2. We wrote to you on 5 January. Our letter complained about poor workmanship. In our letter ....
3. You have made an error on your September statement. An error ........

4. 'Please contact our accounts department,’ the secretary said. The secretary told me ...........

5. We want the consignment returned, before we give you a refund. Could ........
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We will deal with the problem as soon as we have the details. The problem .........

The credit is too large for us to allow. The credit is SO ..............

They offered to exchange the goods and give us a discount. Notonly ...........

Fill out the details on the credit application form and return it to us. After you ..............

©ooNo

Exercise 109

Complaints

1. What is a complaint, its objective and scope?

the essential rule in writing complaints

What grammar structures are preferable?

What may complaints arise from?

What are the parts of complaints? Characterize them.

ok wn

Adjustments

1. the objective of an adjustment

2. the rules for writing adjustments

3. the parts of adjustments

4. the ways of correcting mistakes which have been made
5. the reasons for rejecting complaints
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