EXERCISES UNIT 1

1. Complete the following letter using the correct form from 

     the list below.

   

Dear Mr Hendrickson,

…………………… our telephone conversation today, …………………………  that I will be in Sweden from 11th to 14th June. 

……………………………  if you could arrange for me a visit to the Technical Department in Stockholm. If possible, I would also like to meet Mr Elmer.

…………………… also send me a list of any hotels near Head Office that you would recommend, and I will make the bookings from here?

………………………………

………………………… you.

…………..  sincerely,






M.K. Vernon

2. Now fill the gaps in the reply using the forms of the list  below. 




Dear Mr Vernon,

………………………………………. May 21.

………………………………. give you details of the arrangements for your visit. 

……………………………….. show you round the Technical department when you arrive. I have arranged a visit for Monday June 12 at 11.00 a.m.

…………………………………… Mr Elmer will not be here when you come, but his deputy, Mr Karlsbad will be pleased to meet you.

…………………………………. a list of hotels near the Head Office. I would particularly recommend the Sheraton, which most of our visitors have enjoyed.

…………………….. we can help in any way.

……………………………….. in June.

Yours ……………..






K.K. Hendrickson

3. Fill the gaps to complete the following letter.






January 24th 1999

Dear Mr Williams,

(reference) ……………………………. your phone call today, (reason for writing)………………………………… for not sending you our price list. (giving bad news) …………………., it is still at the printers.

However, (enclosing documents) ………………………. a copy of the old list with the new prices pencilled in.

(closing remarks) ……………………………………………….

(finish) ……………………







Jacqueline Scott

4. Fill the gaps to complete the following letter.

April 16,1999

     Dear Cecyl,

(reference) ………………………… your phone call yesterday,   (reason for writing) ………………………. to confirm that (agreeing to a request)  …………………………………….. come and speak at the GMB Congress in Manchester on 13rd July.

(request) …………………… send me a map showing how to get to Quenn Mary's Hall?

(reference to future contact) ………………………………………

(finish) ……………………….


Jacky

EXERCISES UNIT 2

1. Listen to two British business people, Ellen and John, talking about John’s business trip to the United States. Underline the correct answer (on cd-rom).

Check in by


9:00 am
9:00 pm
5:00 am

Arrive Kennedy at

9:10 pm
1:00 pm
1:10 pm

Get to hotel by

taxi

bus

limo

Dinner at


8:00 pm
8:15 pm
8:30 pm

2. Listen again and write the missing words (on cd-rom)..


a. What time do I ……   ……. check in at Heathrow?

a. You ………………. worry about getting to your hotel.

b. I think you ………… give Bill a call from the airport.

c. No, you ……….. walk.

3. Match the sentences in A with those in B that have the same meaning. After having done it, notice that have to is used to express an obligation while should is used to give an advice. On the contrary, can is used to express a capability 

              A
                  B

1. You have to do it.

2. You should do it

3. You shouldn’t do it

4. You can’t do it

5. You don’t have to do it.
a. It’s not necessary for you to do it.

b. It’s not possible for you to do it / 

You’re not allowed to do it.

c. It’s a bad idea for you to do it.

d. It’s a good idea for you to do it.

e. It’s necessary for you to do it.

4. Use the words in italics from the exercise above to complete the sentences.

a. You ………. smoke  during take-off and landing.

b. You ……… check in at  least one hour before the flight departure time.

c. You ……….. pay for drinks on the flight – they’re free.

d. If your ears hurt when the plane is landing, you …….. chew gum.

e. You ………… board the plane without a valid ticket and passport.

f. You ………. drink too much alcohol during a long flight.

g. If you have no baggage, you ………….. check in here – go straight to the departure lounge.

h. You …………… be able to speak a few words of the language of any country you visit.

i. You ……….. fly without travel insurance.

j. You ……….. to show your passport when you change traveler’s checks.

k. You ……….. bring illegal drugs through customs.

5. Notice the difference between mustn’t (prohibited or forbidden) and don’t have to (not necessary). Decide which to use in these sentences. 

1. They transfer our baggage to the next plane. We ……….. carry it.

2. Passengers ……….. use portable telephones because they interfere with the planes’ electronic equipment.

3. Passengers ………… smoke when the plane is taking off or landing.

4. You ……….. return the car to the place you hired it. You can return it to another Hertz garage.

5. If you haven’t got an international licence, you …….. drive.

6. We’ve got plenty of time. You ……….. hurry.

7. You ……….. take out travel insurance, but it’s a good idea.

8. This meeting is very  important. We ………… be late.

9. You ………. pay to drive on motorways in England.

10. We can buy a ticket at the station. We ………… book in advance.

6. Match the two halves of these sentences. 

1. If you keep the receipts…..

2. If I can’t get a flight home,….

3. If it’s 11 a.m. in London,…

4. If they’ve caught the 2.30 from Paddington,…..

5. If you haven’t got anything to declare, ….

6. If you’re travelling to Mozambique, ….

7. If the sea is rough,……

8. If she bought a discount ticket,…

9. If you’re travelling from London to New York,…….

10. If you have to be there by ten,……

11. If you haven’t met before,……

12. If she wasn’t on that flight,….
a. you must have a typhoid inoculation.

b. there are no hovercraft flights.

c. we’ll refund your travel expenses.

d. she won’t be able to change it.

e. how will you recognise him at the airport?

f. you’d better hurry up.

g. she’ll be on the next one.

h. go through the green door.

i. they’ll be here in half an hour.

j. put your watch back five hours.

k. it’s 8 p.m. in Tokyo.

l. I’ll have to stay overnight.

7. Kevin and Paola are ordering wine in a restaurant. Listen to the conversation, then  write the missing words in the dialogue below (on cd-rom). Use one word per space.

Waiter  The wine list, sir.

Kevin   Thank you. Let’s see. What ___________ of wine do you like, Paola?

Paola    I __________  white.

Kevin     _________ or dry?

Paola     Dry.

Kevin    Then let’s have the Chablis. It’s usually very good.

Paola     How _______ do you come here?

Kevin     About once a month (to the waiter) Excuse me.

Waiter   Yes, sir?

Kevin     We’ll ________ the Chablis, please. Number 63.

Paola      And I’d _________ a bottle of mineral water too, please.

8. Put these different foods into the right list.

Beans          sausage                 onion            cod         cherries   peas       lamb       pork ribs     leek     lentils     salmon      duck      raspberries     peach        chicken wings      aubergine          cauliflower      beefsteak    sole    capers      turkey     lobster       kidney       crab          corn                 prawns            blueberries

Meat
    Fish
  Poultry
 Vegetables
     Fruit







EXERCISES UNIT 3

1. Test your knowledge of social customs around the world. 

 Culture quiz

1. If you’re doing business with a German, you have to shake hands

a. when you meet.

b. when you leave.

c. when you meet and when you leave.

2. In the Middle East you have to give presents to business contacts

a. in private.

b. in public.

c. every time you meet.

3. If you’re giving a present to your Latin American customer, you mustn’t give

a. cutlery

b. food and drink.

c. a clock.

4. If an Indian says “Come any time”, he or she expects you to

a. arrange a visit immediately.

b. visit him/her the next day.

c. ignore the invitation.

5. You can’t do business in Muslim countries

a. on Wednesdays.

b. on Fridays.

c. on Sundays.

6. If an American nods his/her head, it probably means

a. I understand.

b. Yes.

c. I’m interested.

7. At a social occasion with an Indian client

a. you can discuss business.

b. you mustn’t discuss business.

c. you don’t have to discuss business.

8. If you’re doing business in Thailand, you must

a. shake hands firmly.

b. bow.

c. make sure you don’t touch your head.
9. If a Japanese person gives you their business card, you have to

a. take it with both hands and study it carefully.

b. put it straight into your wallet or pocket.

c. write notes about them on it.

10. If you’re in a pub in England, you have to buy a drink

a. for yourself.

b. for everyone in the group you’re with.

c. for everyone in the pub.

2. Read the following article and answer the questions below.

Who’s for a business lunch?

Forget the language barriers. Forget the jet lag. If you’re travelling abroad on business, your most difficult problem is lunch. Every country has different customs and you can’t afford to get it wrong.

Down in the south of Europe, lunch breaks last a long time. In Italy they can last three hours. In Spain they can be followed by a siesta. Some Greek people actually have a siesta instead of lunch, so they can prepare for a very substantial late dinner. And when dinner comes, everyone attention is on the food. So don’t worry if the business discussion is slow starting. The goal is to eat well, demonstrate hospitality and develop relationships. Business can wait.

Some lunches are lighter than others. If you’re in Scandinavia, a business lunch is sometime just a plate of sandwiches. And don’t be surprised if your hosts refuse alcohol and drink milk instead – and skimmed milk at that. Not all places are so health conscious. As one Russian businessman remarked “The Americans are always complaining about smoking and drinking. In Russia we have no problem. We do both".

The French like to take a long time over their lunch. One traveller can recall a French lunch that lasted seven hours. French restaurants sometimes have a special ‘business menu’. This is a trick. It’s a reasonably quick three course meal designed for people who have no business to do. If you want to do business, choose from the real menu and take your time. Anything under about two hours is classed as a coffee break. 
According to the author of this article, are these statements true or false? 

a) Lunch is a more serious problem than jet lag for business travellers.

b)  People in Spain have a short sleep before lunch.

c)  If you’re dining with Greek people, they will talk about business all the time.

d)  Scandinavians eat very substantial lunches.

e)  American smoke and drink a lot at lunch.

f)  French business menus are not suitable for people who have to do business.

3. Kevin Donoghue is welcoming a client, Paola Farneti, to his office. Listen to the conversation (on cd-rom). Are these statements true or false?

a. This is their first meeting.

b. Kevin gave Paola directions.

c. The journey took two hours.

d. Paolo wants white coffee.

4. Kevin is driving Paola to a restaurant. Listen to the conversation (on cd-rom). Are these statements true or false?

a. This is Paola’s first visit to Cambridge.

b. Kevin offers to show Paola round next week.

c. Kevin plays golf.

d. Paola goes skiing once a month in winter.

5. A client/colleague/customer is visiting your place of work next week. You are not sure how long they are staying or what they want to see. Write down some possible things to do. Think of

· people they could meet

· a guided tour of…..

· processes to show them

· a presentation by …… on ……..

· a place to have lunch

· an interesting place to visit nearby.

Explain the different possibilities and find out what your visitor wants to do using the phrases below.

If you like,

If there’s time,

If you’re interested,

If the weather’s OK,

If…


we can….

we could….

We’ll …..

6. Fill the gaps.

A: Mr Romani ……… SPT Italia. How do you do?

B: How do you do? ……… John Menzies.

A: Did you have a good ………?

B: ……… grumble. We had a little turbulence during the flight. We arrived late in Paris and lost the ………. to London. So we had to wait for the next flight.

A: I guess you are tired.

B: Yes, ………. What ……… a cup of coffe?

A: Yes, sure, I was just ……… you the  same thing!

B: What time is the meeting ……… the General Manager?

A: In an hour. We have plenty ……… time. Have you already ……… a room in a hotel?

B: Not yet. I didn't know how many days it would have taken to arrange the seminars.

A: I think not more than three. …….. I book a room or you? There's a nice hotel near here. It's small but clean and very comfortable.

B: Thank you! Very kind ……… you.

7. Put the adjectives below into two lists: 

a) those that can be used to describe a job
b) those that can be used to describethe qualities required of job applicants




   Responsible        challenging        well qualified        innovative      

of high calibre   demanding   experienced   committed   exciting      rewarding       ambitious       confident        up to scratch

8. Choose the correct words in italics to cmplete the following conversation.

A: Hello, Mr Morrison! How are you?

B:  Fine / Good, thanks, and you? 

A: I've had / taken flu and now I'm recovering. What's wrong with your last order?

B:  Well, to be honest the material with which the coats are made seems lacking in wool content with too much / many acrylic fibre in it. I've brought with me a cutting / short-cut from the material you sent us last time and one fron a previous order, so that you can compare them.

A: Hmm … I see … 

B: Please, tell / say me what do you think of it.

A: Well, it's quite obvious / visible that this fabric is not the one you asked for. I'm extremely sorry for the inconvenience we caused you. I'll tell the Sales Manager to supply / compensate you the right fabric as soon as possible.

B: Thank you very much. I knew I could count on you. Now, let's talk about the meeting. When do you think to make / arrange it?

A: On Wednesday. Tomorrow I have  a date / an appointment with a customer from Japan who arrived three days ago. Is it ok for you?

B: Yes, it is. Tomorrow I'll visit a friend.

EXERCISES UNIT 4

1. Match the words and phrases (1 - 10) with similar meanings (a - j)

1. The line's busy
a. I'll connect you

2. Will you hold?
b. One moment

3. I'll put you through
c. An office number

4. A code
d. Could I have your name?

5. An extension number.
e. I'm ready

6. Who's calling, please?
f. The line's engaged

7. Hold on.
g. A country or area number

8. This is …
h. Is that all?

9. Go ahead
i. Can you wait?

10 Anything else?
J. … speaking



2. Telephone manners

Look at Dialogue One. It sounds impolite. Dilogue Two is a more polite way of saying the same thing. Fill the gaps in Dialogue two, using the words from the box below.

Name      back      possible      tell      please      sorry      afraid     leave    message       Hello      ask

Dialogue One
Dialogue Two




A: I want to speak to Fred Jones
A: ……. . Fred Jones, ………. .

B: He isn't here.
B: I'm ……… . He isn't in.

A: So when will be there?
A: Could you …… me when he'll be …… .

B: I don't know.
B: I'm …… . I don't know.

A: OK. Take a message, please.
A: Could I …… a message?

B: Who are you?
B: Of course. Your ……, please?

A: I'm Mike Sutton
A: This is Mike Sutton.

B: And what do you want me to tell him?
B: Thank you. And what is your ……… ?

A: Tell him to call me back before 5.30
A: Could you …… him to call me before 5.30, if ……… .

3. Now practice the more polite Dialogue Two with a partner. This time use your own name and a different message.

4. Rewrite the lines of this telephone conversation between a secretary and a caller in the right order. Decide who says which lines.

1. Could I speak to Mr Thompson, please?

2. 'Bye.

3. I'm afraid not. I've got a message that he's ill.

4. Good mor… or rather good afternoon.

5. Transworld Freight. Good morning.

6. Not at all. goodbye.

7. Er… Mr Thompson who works in the accounts department.

8. Oh. Is it after 12? Good afternoon.

9. Is that Mr David Thompson with a 'p' or Mr Jack Thomson?

10.  Oh no. It's all right. Do you know when he'll be back?

11.  Oh you want David Thompson. I'm afraid he's not at work today. Can I take a message?

12.  Well, I'll try again tomorrow. Thanks very much.

5. Choose the correct words in italics to complete the telephone conversation.

A: Fenton Engineering. Good morning.

B: Number / Extension 473, please.

A: I'm afraid the line's broken / engaged. Will you hold?

B: Yes.

A: The line's free now. I'll put / connect you through.

B: Thank you.

C:  Sales Department.

B:  I'd like to speak to Mrs Issacs.

C:  Who's / Whose calling, please?

B:  Jackles Duval.

C:  Wait / Hold on, Mr Duval, I'll bring / get her.

C: I'm afraid / regret she's in a meeting. Do you want to call up / back later?

B:  No, it's urgent. Could you leave / take a message?

C: Yes, I will / of course.

B: May / could you ask her to call me back?

C: Does she have your number?

B: No. It's Paris - the code / area is 00 31, then the number is 46 58 93 94. Could you say / read that back to me?

C: 00 31 46 58 93 94.

B: That's right.

C: Anything / What else?

B: No, that's anything / all. Thank you very much.

C: You're welcome / fine.

B: Goodbye.

C: Goodbye.

6. Fill the gaps.

1. I'll ……… back later.

2. The line's busy. Will you ………?

3. If you hold on a ……… I'll get a pen.

4. My new ……… will be 01 71 33 52 37 8.

5. ……… I leave a message?

6. May I have ……… 3285, please?

7. Good afternoon. Paul Moran ………..

8. I'll ask Mr Roland to call you ……… as soon as possible.

9. Would you like me to take a ………?

10.  Could you ……… through to Miss Allen, please?

11.  Good morning, ……… is Richard Bowers.

12.  I'm ………, but Mr Burns is away all week.

13.  The line is ………. Can I ask her to call you back?

14.  I'm calling ………an urgent order for 12 Royal Tea sets.

15.  I'm sorry for not having ………you earlier, but we have been moving.

7. Put the right verb in its place.

Can you …?
Could you …?
Would you…?

1. ……… tell me when the goods will arrive?

2. ……… mind if I pay with a check?

3. ……… hold the line, please?

4. I can't hear you very well. ………, please, call me back?

5. I would like to attend the meeting. ………?

6. ……… hear me now? 

8. You are on the phone. What do you say in these situations?

a. You want the operator to transfer you to the Finance Dept.

b. You want the other person to spell a word.

c. You can't understand because the other person is speaking too fast.

d. You can't hear them.

e. You want them to repeat something.

9. Choose the right answer in the following multiple choice questions.

1. … … … you heard about the last rising in prices?


a. Did

b. Have
c. Could

2. ……… I have an address for the invoice?

a. Could
b. Do

c. May

3. ……… you deliver next Friday?

a. Can
b. Has
c. Would

4. Yes, I ……… hold.

a. do

b. 'll

c. want

5. I hope to see you soon. Thank you for your ………

a. patience
b. hour
c. time

6. Who ………I speak to about a delivery problem?


a. should
b. have
c. would

7. I'm very sorry, I don't understand. Could you ………?

a. explain
b. catch it
c. say

8. This is 06 55 60 16 75. Please leave your message after the ………

a. bip

b. bleeper
c. tone

9. Can I call you back ………?

a. late

b. soon
c. later

10.  Thank you for ……….

 a. call 
b. having call
c. calling

11.  Good morning. ……… Paolo Mari from Euroagent.

a. I am
b. This is
c. That is





I would be grateful       Thank you for your help     Yours


     With reference to      I look forward to hearing from 


       I am writing to confirm       Could you possibly





I am afraid that      Please contact us again if    I am enclosing   


Thank you for your letter of     sincerely      I am writing to


   I would be delighted to     I look forward to meeting you     








