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Abouit this book

English for Sales and Purchasing is for people who need ta communicate =ffectively with
internaticnal clients and colleagues. Although sales and purchasing pursue different objectives
within a business, both roles require fluent business English to achieve their goals. Buyers and sales
people manage international clients, deal with foreign suppliers. attend international exhibitions,
draw up proposals, and deal with all manner of complaints and enguiries. English for Sales and
Purchasing presents all the essential expressicns and conversation techniques that will enable you
to communicate successfully in all these situations,

The six units of English for Saies and Purchasing present realistic situations for sales and
surchasing. The first unit provides an overview of the core activities within the purchasing and sales
environment. The following units each focus on specific themes, including appreaching a new client
or selecting potential suppliers, the conception and development of proposals, the preparation and
realization of negotiations, tying up orders and deliveries, and dealing with or making complaints,

Every unit begins with a Starter to introduce the topic. This is followed by dialogues, reading texts,
and authentic documents as well as a variety of exercises designed to aid the learning of important
vocabulary and phrases in contextual situations. in each unit you will be referred to the Pariner
Fites in the back of the book. These are role-plays which enable learners to practise the vocabulary
and language of the unit in realistic situations. The units end with Oulput activities, which consist of
reading texts to extend the unit topic or offer further useful tips, and they also provide opportunities
for discussion. When you have finished all the units, you can Test yourseli! with a fun crossword at
the back of the book. ‘

At the back of Enalish for Sales and Pur ‘ﬂ,smg there is an Answer key 50 that you can check your
answers independently. There is also an A-Z word Hst and o Us

nos list that you can refer to
when preparing to speak to custemers and colleagues. You will also fina phrases in this section that
you can use to make small talk on a variety of topics.

o

-1 IER T TaE N e o - [ R el Ew o o e
The MeltRGM contains all the LS LEESNE SXICATN from: yook. These can br‘ [“ e (hro! gh the

audio player on your computer, or through a conventéonai CDAplayer. In order to give yourself exira

listening practice, listen to it in your car or download it to vourMP3-player and tisten when you are
Gut and about. The inforaces s suoris o lef you review 2y smmg exercizes that cover the essantial
language from the book on your computer; this will be particularly valuable if you are using rhe boux

for self-study,



jobs and responsibilities

Look at the following tasks. Which do you do in your job? Which do you do in English?
Compare your answers with a partaer’s,

often sometimes 5

- English

m_ake phonecans e s

write emails

| fill in forms

. do Internet searches

20 on business trips

take part in meetings

take clients out for meals

give presentations

do market research

go to trade fairs

handle customer complaints

Which of the tasks above are typical for people working in sales? Which are typical for peopls
working in purchasing? Discuss with a pariner.

}i@ 1 <Carol Sayers and Kim Dong-Sun both work for interflights, ana air carrier located asar Sgaul,
o Listen to them describe their jobs. Who works in salas and who works in purchasing?

N




& | IINIT 1 Jobs and responsibiliiies

Listen again and dacide who does the following as part of his/her job.

- lcarot | Dongsun |

1 calls and visits clients

writes emails

N H

collects and compares offers

presen‘ts products

liaises with other departments

does market research

makes offers

negotiates contracts

goes to trade fairs

O L IN Ve W

110 deals with tenders

.+ 11 handles complaints

.12 writes reports

2 Match the two parts to make phrases ssed by
Carol and Dong-Sun.

a tonegotiate — . date

b to handle \\ tenders

¢ market AN order forms
d to fillin - ’ T _ contracts

e delivery complaints
f todrawup research

Mow match the phrases a—f 1o the definitions 15,
1 To write down the information needed to puirchase goods orgservices.

2 Collecting informaticn about what customers buy, and why.

3 To write a formal request to suppliers asking them to present their proposals or offers.
4 TJotry to reach an agreement about details like price, quantity, discounts, etc.

5  The goods have tu be delivered by this time.

6 To take care of customers’ problems.

Match the job ads from a British newspaper on the next page to the job titles below.
key account manager senior purchaser

sales raprasentative supply chain manager



LUNIT 1 Jobs and responsibilities |7

4

The ideal candidate. will be yequngzibie ; This is a senior sales role with a strong focus on
for the Ofde“mg andsalcs oftheproduc ts improving key and stracégic accounts. As a senior

Taswell asthe id 1¢: tion of member of the team, you will be responsible for
busmcssopfpol‘t jes He/She will be managing specific global, multinational and national
re‘qixiré‘d to be fie bte and will be able Lo retailers as well as identifying and exploiting new
offer excellent customer service. business opportunities.

e

2
4 : :
This will be a key position within the The key skills requirements are as follows:
production and commercial operations. ' : é P mren record in negotiations and cost savings
. o N . .
Reporting to the Production Director, the main of ;’:n;fuge of materials used in the manufacture
re

responsibility of this position is to manage, * Ability to create-and develop supplier relasi i
control and record the flow of products from * Skills in sourcing products and f:’m ationships
: ces

aur own and third party production sites. *Ability to work within o project team environment
proje men

44 Match the following job titles with the descriptions below.

1 key account manager D a makes sure that clients’ needs are met and
2 senior purchaser (or buyer) fj helps customers when things go wrong

— b is responsible for specific sales accounts and
3 sales representative m direct client contact
4 supply chain manager E] ¢ i'_s responsible for strategic planning

. (i.e. making sure a company has everything

5 strategic buyer D necessary for production, including machines
6 regional sales manager L d negotiates with suppliers about long-term or

frame contracts
e isin charge of making and maintaining contact
with clients within a specific geographical area
f isresponsible for large clients, especially for
‘clients of strategic interest to the company
tis in charge of a team of purchasers
is in charge of logistics and of making sure
suppliers meet demands

} and new production sites)
7 sourcing (or procurement) officer LvJ
|
J

8 customer service manager r

o 0

What is your job titla? How would you describe what you do In English?

JOB TITLES

job titles in most countries are usually determined by the person’s position in the hierarchy, their
payment. and whether they are legally allowed to represent their company and sign contracts, for
example. This is not always the case in the U.S., the U.K. and other English-speaking countries. The
job titles there often give you no clear indication of the person’s responsibitities because each
company has a different structure and operates under different rules. Thus a vice president (V.P)

in one organization may have a very different job description from a V.P. in another company.




ies

Jobs and respensibili

You are taking part in a seminar with people from other companies. Usa language from the box
to prepare a short presentation on your company, the department you work in and, especially,
your job and responsibilities. Then give the pressntation to a partner or the group.

TALK(NG ABOUT YOUR 108

Describing the company/department
' work in the sales/purchasing
department of a small/medium-sized/

Describing responsibilities
My team is responsibte for ...
iamin charge of ...

My main responsibility is ...

A lot of our/my work involves ...
We have to/need to ...

{ spend a lot of time ...

My job also includes ...

large company called ...
We develop/make/produce/seli/ ...
Our department is divided into ..
We need to liaise/work closely with ...
We also are more actively involved in ...
My team/group makes sure that ...

| Interflights Executive
Board :

Global :
sourcing (HQy

— :

Global sales

(HCY

\

togistics/ |

e . Controlling/ k(‘jorporate T Sales
Purchasing Finance | ' communication | ‘ ; Customer care | |
" Strategic Cperational : N N S -
' purchasing | purchasing ; Reglonz Region 2 Region 3 Region 4

Regional key accounts -~ Spare parts - Key accounts - Key accounts - Key accounts -Key accounts

¢ Regional key accounts = Ajrcraft maintenance " Key accounts ;~Key accounts - Key accounts i Key accotinis

- Key accounts i Key accounts

f~~~A1rc,raft equipment - Key accounts

i Regional key accounts i~ Key accounts

Office supply

A faliow member of the sales depariment at intarflights is Alling Carol Sayers In on a mesting

) she missed. Listen and decide which topics from the agenda they discuss.
Agenida
3.00 - 58.00 «

HOom

Partopants Park Chin-Son, Darne! Becndt Jamies Falter Bob Jasson

introduction ta "Sales!” client management program - timatine

and crganization

o

Training requraments

J

HNew s des targets update from Tomn-3un)
Maw r-312n tacilities

European tigures for the last year

New ofters in South America

w

Next year's holiday pianning




UUNTY ¢ Jobs and responsibilitics

Listesn again 1o the dialogus. Complete ihase senlences,

4]

1 ... fArstof all, Chin-Sun has revised our B

2 Shewantsto _ bwten percent overall

3 Therearealsosome ___ __for the varicus regions.

4 It certainly means we will be | ) our new targets, if it all works out.
5 Did Chin-Sun present my ideas for there?

& We will also need a ] B _ specifically for the region.

A N _ that, although I'm afraid it might N

8 |could aiso contact the ] inmy area.

TALKING ABOUT GOALS, OBJECTIVES AND TARGEYS

The words goal, objective, and target have similar meanings. Goals tend to be long-term
and are often used to refer to company plans, for example. The werd objectives is often
used in more formal situations to refer te specific things people want to achieve
(objectives of a meeting, for example). In both sales and purchasing, however, of
whenever money or figures are involved, the most frequently used word is target.

Here are some expressions with target:

to set a target to be above/below target
to oe on target to exceed a target
to reuach a target to revise a target

Lomplete the sentances with the corract form of the gupressions from the box.

1 Management should be satisfied, We right ____ o target this year

2 Unfortunately, last year we __ well . target,s0 we had (o cut the
number of our sales team. i

53 The board of directors already __ __ournew sales targels fornead
Ve ar.

_ouriargets.

5 After the stock market crash last year, we had to

5 This year has gone very well for us and the way it looks now, we should _  our

targets by at least fifteen per cent.
6 We had a couple of big orders, which enabled us to _ __the target by tne end of the

third quarter. Hopefulty, it will continue like this.

We easily our profitability targets. HQ will be happy to near

~1

that, I'm sure.



10 | UNIT i Jobs and responsibilities

8 Look at thesa expressions with the word sales.

promotion
targets voiume
meeting salas tax
force person
hgures

Maich the expressions above with the definitions below.

[y

The amount of goods sold by a company.
The complete team of people working in sales.
An amount which must be paid to the government for every item sold.

[SUR N}

4 The level of sales that a sales team wants to reach.

5 An occasion where the members of a sales team get together to discuss results and make plans.
& The amount which has been sold of a product.

7 A set of activities designed to increase the sales of a product.

8 A manorwoman working in the sales department.

.s}gz 9 Kim Dong-Sun from Interflights is making a talephone call to his colleague john, one of the
Hight craw coordinators. Listen and complete the two gaps in the raquisition form.

\ Description of goods/services:

Click here to enter details

Date goods/services required: | / July

i

: Person making the request: 2

x Date: 20 March
i

Click here to enter guotes
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UNIT L Jobs and responsibilities | 11
o)

¥ ihe correct statements. Are the kinds of sugzestions Dong-Sun makes
typical of purchasers at your company? Why, or why not?

Listen again and tick s

1 Johnis interested in getting company credit cards for the flight crew. D
2 The flight crew often need to get cash when away on business. D
3 There are no suppliers on the market for the credit cards Dong-Sun has requested.D

4 Dong-5un suggests some solutions that John had not thought of.

5 Jjohn will make an assessment of the various offers and compare them.

SR

6 Johnis unhappy because Dong-Sun is taking too much time to find a solution.

10 Complete the table with verbs and nouns from the unit so far,

to supply

jobnis informing nis depariment about the cradilt card issue discussed in exercise 3.
Complete this excerpl with the corract form of wWords from the table above. Then listen 1o
chech your answers. ¢

So fwanted to update you all on the situation with the various offers purchasing has received for

credit cards for the international flight crew. Dong-Sun's team is currently tthese

offers. The 2is very tough at the moment, which is of course good for us. Not

all 3 were able to meet our 4, 50 they were able to exclude some

offers straight away. They will have to 5 the rest very carefully and perhaps putin

some 5 for more information. But the people in our purchasing department are very

tharough, and I'm sure that they will find the best 7 for us.




12 UNIT ! Jobs and responsibilities

TELEPHONE LANGUAGE i

Saying who you are Getting through to the right person

This is Adam Bedser from XYZ Lid. Could/Can 1 speak to John Murphy, please?
it’s David Jones from purchasing. I’d like to speak to someboqy in your sales/
Hi Sarah. It's Frank here. purchasing department, please.

is Michelie there at the moment?

12 Work with a partner. Use the information in the Partner Files
to practise a telephone dialogue between someene in purchasing
{Pariner A) and someone in sales (Partaer B). Look at the
phirases abuve before starting.

Partner A FHla 4, p. 60

’b PAF“INER-’“F[LES " Partner B File 1, p. b2

Read these comments that people in sales and purchasing departments have given about
working together. Which do you agree with?

Lu Hi}aﬂ' of Sates

Marcel Le Maigre, Account Manager
Cooperation between huyers and salespeople

within one company? Never heard of it. Whatever

would they need to talk to each other about?

Emma Wild, Sales Representative
Buyers buy. And sales reps sell. So buyers and sellers are ‘natural enemies’; they are
on opposite sides, have opposing interests and quite a different mentality. Of course
they deal with each other in separate companies, but in the same company? Mo. How
could they possib[y coopemte?

Maria Santos, Senjor Purf:ha&er
"- "”m‘es and purchasi g-vc:m ali part of pmduc,ng and dehvermg goods or

services to acustomer. ifthe two departmenfs don't mapemfe well in
the process the mmpuny Wi f! lose money fts as ssmpa‘e as ti'mr

Edward McCoy, Managing Director ..

In our company, the people in the sales and purchasing departments are
experts in varous markets and they all try to stay an top of developments. They
negotiate slmur qua!rrpg delivery time and. prost fmﬁarrami about prices. In
our company, we: ;’gam fromeach other thraagh regular meetings. It works.

+ Describe the cooperation between the sales and purchasing departments in your company.

+ How often do you liaise with people in other departments? Which departments do you deal with?

= What could be the benefits of close cooperation between purchasing, sales, production, and other
departments in a company?
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MNMew contacts

¢ The sentences below were overheard at a trade fair. Work with a parinar to dacide whether the
speakers work in purchasing or sales. Write P or 5 (a7 both) in the box.

Mow discuss these questions with your partnes.

1 Whatis your experience of trade fairs? :
2 Do you think trade fairs are good for business? Why, ar why not?

3 What other possibilities are there for establishing new contacts or finding new proaucts?

Donaid Adams, a sales rep at Alrcraft Maintenance Inc, is Liverpool, has just finishad a
preseniation of his company’s products at The Maintenonce, Repair and Overhaul {MRG)
Services and Products trade Fair in Brussels, Listen to tiis conversation with a potential
customer, Brigitte Dupont of Air South, Brussals, and say whathar the followiag seniencas
are true [ or false (X].

1 Donald has met Brigitte before. 7 l
2 Brigitte thinks that Donald’s company has some interesting products. {j

3 Danald will call Brigitte after the fair is over. r—l

‘..



14 0 IJNITT 2 New contacts

ik 2 Llisten agsin to the conversation. Complate the santeaces for how:

1 Brigitte introduces herself.
. Brigitte Dupont.

2 Brigitte says that the presentation was important for her.
Well, | found it very ... yours was definitely

3 Donald asks about Brigitte's job.
Can | ask ] . 7

4 Brigitte says what her job is.
’m

5 Donald asks Brigitte about her interest in his company.
Do you think that our MRO services . A ?

6 Donald asks about setting up a meeting.
Well, if you have time next week,

7 Donald asks for Brigitte’s business card.
____Yourcard’

8 Donald offers Brigitte a catalogue.
in the meantime, ) . 7

(BEING POUITE = i

Generally, the less direct you say something in English, the more polite it sounds. Using the structures and
tanguage below will make you appear friendlier, especially to native speakers of English.

Asking indirect questions Using woulid/could
What company are you with? — Can | ask which Look at our new catalague. — Would you like to
company you are with? look at our new catalogue?
Give me your card. — Could you give me your | will come ta your office next week. — [ could
card? come to your office next week.
You have an office here, right? — Doesn’t your Are you interested in meeting after the fair?
compeny have an office here? — Would you be interested in meeting after the

ffair?

3 sake the following sentances mors polile,

1 What's your name?
What business are you in?

193

f want .0 meet you next week.

Wait until | get my diary.

Give me your contact information.

You work at HT Electronics, right?

Do you want to meet later to discuss the details?

o N Oy W b W

Put your name on our maiting list,




UNTIT 2 New contacts i i5

Match the sentences on the laft with the responses on the right.

1 Could we meet next week? Say, Wednesday? a No, not at all. Here it is,

2 it send you those details. When do you Yes, good idea. When could you come to my
need them exactly? office?

3 Would you mind giving me your business ¢ ves,of course. Tnat’s fine. How about 11.007
card? d  OK, but I'm only in the office in the morning.

4 Could we meet after the fair to discuss tnis Can you call before noon?
in more detail? e |really need them by Tuesday if possible.

5 1'll prepare our offer and email it to you by f That's great. | look forward to getting it.
next Friday.

6 Pl tatk to the head of my department and

ring you tomorrow.

ESTABLISHING CONTACT AT A TRADE FAIR

Greetings and introductions
Good morning/afternoon.
Hello. My name is ...

Please call me ...

May/Can t introduce myself?
Nice/Pleased to meet you (tco).

Arranging to follow-up

Moving on to business

How did you like the presentation?

What do you think of ...7

Have you found anything of interest?

What line of business are you in?

Let me give you/Here’s my (business) card.

Would it be possible to set up/arrange/fix a meeting?
Could | call you in the next few days/come to see you?

Perhaps | could send you some information.

Would you be interested in meeting after the fair is over?

Could you send me your price lists?
I"ll send you an email/give you a call next week.

5 Work with a partner to practise meeting someone at a trade fair for the first time. First lock at
the phrases above, then follow the flow chart or make a dialogue to fit your own situation.

Greet S and introduce yourself.

l{or R?SISmfxrésslo
rand)/ productsin

Respond,
_Ask if P needs mare information..

i

‘Respond.
I

Arrange folfow-up:

!

Respond,

-

No. Say goodbye.

i Yes. Ask questions.

|

_‘ "bye.

| P=purchaser . 5= seller
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Two businessmaen are having lunch in a pub at the
in Brussels. Listsn 1o ihis excerpl from their conve

Brussels D beer D the weather
nolitics I I sports D
Work [ music their accommodation

Lisisn agatn and tick the santences you haar,
i a4 dtreminds me very much of England.
it makes me think of England.

It’s certainly an interesting place to have a fairn.

b | think it's a nice place to have a fair, don't you?
5 a Do you like feotball?
b Are you interested in football?
a tsee trade falis as a place to get to know people.
nooForme, rade famrs are maore about gelting
to know people ..
a0 Mayiaskif yvou already have some
iformation about my company?
b Let me tell yvou a bit about my company.
noa Now, let me ouy you ancther beer.
b Now, teil me, what's your favourite Belgian beer?
SMALL TALK

In many parts of the world, small talk is an
essential part of business. itis seen as an
important ‘tocl’ to get to know your businass
partner and to establish rapport, which can be the
key to a good business relationship. Here are soms
ways to start a conversation:

is this your first time here/fin Belgium?
What do vou think of Brussels/the fair?
Are you interested in foothallifilms/winter
sports?

The weather here has just been
fantastic/horrible.

When you are ready to move on to business, you €an us
to signal the change of subject.

So, you are looking for suppiiers?
Rignt, shall we get down to business?

annual trade fair MRO Services aond Producis
rsation and tick v

[ |

intercultural differences D

L

You can keep the conversation going by asking a
follow-up question of yaur own. Also, instead of
iust answering quastions with yes or no, giving
detajled answers can often lead to other questions
and comments,

Are you interested in any particular sport?
- Yes, I'm Peally into snowboarding. How avout
you?

Have you been to Liverpool?
- Yes, I've been there many times. | really liks th
atmosphere, and the people are friendly.

e a sentence starting with so or vight
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7 Put the words in the right order 1o make smaii-taik questions, and then maich them 1o the
respoenses (a~f).

1 What think fair trade so you far the do of? C

2 you Have to been Wimbledon ever? (:

3 stay Are o whole you ine pianning week? L]

4 Chicago the at weather n the is moment How’ E

5 Do in countries fairs are different ycu think other? E

& Brussels you l{ook to a chance Have had around? E

a Unfortunately not. | have to leave on Wednesday.

b Yes, I've been twice now. | love the atmosphere there, and I'm a big tennis fan.

¢ Not much better than here actually. Maybe a little colder, so I'm happy to be away.

d Imreally enjoying it. But I’'m afraid I'll only be able to see half the stands before | leave tomorrow!
e Not yet, unfortunately. 'm hoping to have some time after the fair is over.

£ well, I think maybe the stands in England are a little more entertaining.

How can the speakers kean tha conversation geing? Match theso follow up guastions il the

exchanges above.

And what’s the weather like in Madrid now?

What about you? How long are you staying?

Have you ever been to a trade fairin England?

Oh, you're leaving sc soon. Where are you off to?

What about you? Are you interested in any particular sport?

You know Brussels well. Can you recommend some things for me to see?

mm o o0 W P

£ Look at these smalil-talk questions and think of responses to keep the conversation going.

. 3
isn't L iSf
isn't Londan Do you visit trade
graat for going fo fairs all over
he theatre? :

the theatres - . Europe? 4
Do you like ¢ Have you
this style of _ ’ ever been skiing

architecture? l in America? &

e v

Q Discuss thess gquaslions about small talk with a pastaer,

1 Do you know any other small-talk phrases? Which ones do you find most useful (o get
conversations going in a business context?
What small-tatk questions do you usualty ask on the telephone? How are they differant from the

M

ones you ask face-to-face?
3 Have you been in a situation where you had to make small tallk with a native speaker of English?
What was easy or difficult? Share your experiences with the group.

[TRUNG TAM THONG TIN - THU we;'r«f”
TRUGONG D4 HOC VAN HOA, |
THE THAC f—({ “TICH THANH HO».
—_— ’)f / e.)!a —a
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1) Lookat ihe checklist below to help you prepare fora conversation al the www.business.org
trade fair. Workowilh a pariner. Use the information in your Partner Fila {o do the role-play.

. [
: . er, inctudiag
1 Remer:z'gf,_'_Ie,_acsﬂxeﬁ_rmfla_NLw.‘..-,.‘.. vding

exchanging n@mef o
1 Use sma” talk to warm vp @ M‘He. s
3 You cou}d ask’ for mfor

5 Move on to business

on what your partner @ does.
ed fo know aboufyouryoi’enha]

Par‘l‘nef?

a2 bo Vf] oursel l{ a ”d ar b "“f T your com Pj?.,’.!}ii.. [ —
fo Arm nge T the nexf confacf/meehng R ]

Partner A File 2, p. &0

Partner®  Flle g o 42

41 After meeting again at the trade fair, Brendan from Aircraft Maintenance inc, and Rainer from
Low Cost Flights International are now back at their offices and need to exchange some
infarmation. Complete the email with words from the box,

Dear Rainer,

:
twasa . ! meeting you last week at the pub in Brussels and | very much
b

2 our convarsation at your stand.

You will find the e Pinformation about our productszand services that you

A

raquested to this email, as promisad..

P would very much 3o visit you soon and present our special package offer

for VIP aircrafts. Could i e 8 a meeting at your pramises in Bremen?
Please let me know it we could . Tameeting and if you need any additional

information.

& regards,

Brendan

SRR R
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EMAILS

There are fewer conventions with emails than with letters, but here are 3 few points to remember,

Opening sentence
This should always start with a capital letler. The first sentence is usnally a bit of small talk, refers to 5

previous message of meeting, or exgls
Hope you had a nice weekend./Sow are things going?’
It was nice to meet you at the conference last week.

Py writing to tellfask youw about ... /i just wanted to get in touch to ...

Salutations and closes
Although there are no rules about which salutation or close to use. here are some guidelines:

mare formal Dear Mr, Mrs, Ms Regards/Sincerely
Dear Bob Best wishes/Kind regards
Hetlo/HI Bob All the best}Best

least formal {no salutation*) {just first name or initials™)

{Tusually just with colleagues and especially during long emait exchanges)

L2 #ranaan and Rainer have exthanged emails to arrange 1o meet, but the paragraghs have been
mixed up. Sort the paragraphs a-g Into the correct emails below.

a Thank you very much for the invitation and the opportunity to meet. | would like to confirm the
meeting for 3 April at 11 a.m. Let me suggest that | bring our specialist who could add more details
bath to the presentation and the discussion afterwards.

b Would 3 April at 11 a.m. at our offices be
convenient for you?

¢ We would be very happy to invite you to
our office in Bremen, and would be
interested in a presentation for four of us
{my boss, two colleagues of mine, and
myself). | suggest about an hour and a
half, with lunch to follow.

d ook forward to seeing you in Bremen.

e Thank you for your heip. Laoking forward
to seeing you on 3 April.

f Iwould also like to take the opportunity
ta find out more about your specific

Frosn: Brendan Johnsan
To: Rainer Noack
Subfect: Our presantation

. Dear Rainer.

. . . N 5
needs and wishes. Would you mind ;]
answering the following questions to help us with our 6 L

| .

psreparation?
»  What number of aircraft are you interested in? Kind regards.
* Atwhich locations will you require these services? Brandan
*  Will you also be interested in regular overhauls?

g Itwas good to meet you and | also enjoyed your visit to our stand. Thank you also for the file you
sent with your recent email; it was exactly the information ! needed. We would like to hear more

about your MRO services for VIP aircrafts specifically.
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13 Mow find phrases in the two amails on page 19 to complais the gaps below.

Introduction/Referring to previous meeting or message
Regarding our conversation of 3 january, ...

Requesting information
Could you send me some details about ...

Making or confirming an appointment
How about Thursday at 4 p.m?

Concluding
Please feel free to contact me again.

1} use Rainer’s and Brendan's notes 2o write emails to other people they met at the trade fair.
Try to use phrases from this unlt.

Brendan Rainer 1 Ematl to Youla
T Email to Marig Kastalas at Lslomd Jets.
Sanzas from Euraflighzs. Will she be in narthern
@aaa’ 20 wieer her af the Germany next weelk,
trade fair, Catalogue is like she said? Can she
LS way. [ weather : come 2o presend he
better ngw? ;:' ‘ products, waybe B
. Thuirsday a!fta‘rndoift? \
R |
, 2 Emall g Michael
OBrian. Very good

stand. Please remd

o . .
brachure gy price licir
Wil he ever be in

, A
Eremen? We could i
tte [rish pub

S
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R Marijke Yeenstra is Head of Sales at IT International, a company based in the Maetherlands.
2 She has given an interview for the company’s in-house magazine. Do you agree with the tips
sha gives?

INTERVIEW

Q: Mavijhe, yow bave been insales for a long tine,

if I may say so. What ave your tips for peaple just
starting out? '

A T have four tips. First of all. the focus for any
successful salesperson is building relationships
with clients. If 1 can relate to them as people
— and not just as clients — I have a better
understanding of how they think, what is
important for them and how they like to make
their decisions. Small talk is an important toof
for doing this. I ask my clients whut they do on
vacation, what kind of hobbies they have and'1
try to remember their birthdays or other detuails
that are important to them.

This 1s directly linked to my second point: 1
have to be seen to be at my clients™side, to be able
1o solve their problems with my products and

T INTERNATIONAIL

services. | need to think from their perspective,
their market. In that way 1 can offer them not
only a product. but a benefit ~ hopefully the
exact benefit they are looking for. The main task
of asalespersen is to buy” time from your client
in order to find out about the benefit or benefits
they expect. Often that requires asking the right
questions.

The third strategic question is: how can !
recognize that | have ‘rnadé an impact™ Here
I need to watch my counterpart’s reactions
— what they say, whaut their body language says
and sometimes even what they donot say. There
is always a moment when the buyers make the
mental decision to buy. Of course they don't
say this out loud. But there are lots of subtle
hints, like when a-client says ‘we’ for the first

" time or when he talks about the future. Once

I Know that the client has said ‘yes', I need to
make fewer concessions. Again, it is the same
principle really: understand your clients’ needs,
interests and the benefit they are seeking.
Finally, | would expect any successful
salesperson to look for a ‘point of contact’
or an internal ally in the client organization.
That should be 4 person who will think of ‘me’
when the company needs a solution, a person
whao prefers to work with me, rather than my
competitors, The basis for that kind of contact
ds trust. Trust in the guality of services and
‘goods. trust in our offers and promises. Clients
‘compare what they expect with what they
‘get. Trust increases when that comparison is
positiver And that is positive for us! ]

~

 OVER TO YOU. -

+ How many ‘personal things’ do you know ahout your clients or the suppliers you work with? What
'small-talk’ questions do you normally ask/do they normally ask you? Which questions are most
effective for establishing a good working relationship?

» How do you think you can find a firm ‘po-int of contact’ in your clients’ organization?

* What are your tips for being successful in your line of work?



Offers

Look at these comments made by people in sales and purchasing about dealing with offers.
Which sentencas ¢an you most identify with? Discuss with a partner.

Sales Purchasing

N LT
Piave (earned not o uffer

G rece L2 ton sacky because when

nt

frer side then offers their price. Dwish salespeople

Puosrviiicd bepes (0 meet in fhe would ifsten o my.aeeds
rrddlelle —~ their middie’. before Lying toconvince ft sgems from same
: $Eems from seumne

of the offers we get thal
they haver't even read
. our specifications.

<

g an afforn

B

ke
ed

;
¢ sure that | have tal

s the person in char

4 Semetines

- brecelve affers aithaugh
Adowt even need the
product,

e tenders are

ye, we don't know

whit praduct we should

offer.

.
- ; We aften have to postgone
he most impeartant thin . e e R
o stimpaortanttaing sendiag ott invitations to tende:
: -l S - . 3 1 iy -
is romake jt cleae whern writing up . becanse of lnst-minute chang
the offer that the customer can't * " )
the offer that the customer can' : requested by other departments
clo without cur proaduct. -

in the company.

Mow discuss thesa gquestions with your partner.

1 What are the procedures for dealing with offers in your company? How much of your sales or

purchasing is done through open or invited tenders?

What sort of problems have you had when dealing with offers?

3 How often do you make or receive offers in English? Are there any differences in terms of content
or format from those in your language? '

N



o
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t

Offeris the general term used to describe what the salespersoniis willing to give, and at what prica.-
Salesperson We have sent our offerin the post.
Purchaser We have received four offers from different suppliers,

The terms tender and bid can ofter pe usad interchangeabl,. Purtnasers send out an invitation to
tender (often shortened to g tender: wren frney wani 1o recany2 atfers trom different suppliers, This can
also be called a request for proposal. Salespeople file or submit a tender, often in competition with other
suppliers, when they make their formal written offer to supply g00ds or services at a specific price and
under specific conditions. '

Salesperson We have sent in our tender/ bid.

Salesperson We have been invited to tender/bid.

Purchaser We should make a call for tendersfbids for this product.
RPurchaser We have already put out o tender/bid for this product.
Purchaser We would like to invite you to make a tender/bid.

fAwich the bwo paris to make sentences aooul affars, tenders, and bids,

1 Have we received a our bid has been acceptie

2 We nave already put out a b for tender a week ago.
sefors we draww up the invitation to bid. ¢ ABC Supply's offer yet?

4 oodendune for filing d tendersis 30 March.

5 One of our clients is interested in the new e we need to talk to the project manager
product range ana again.

s We put the job outl f  has asked us to make an offer.

7 When will they et us wnow i ¢ tender for this project.

Marco Falcone iz 3 sales
rep for ¥ino Rubingtin, a
wing distributer located is
Milan. He is calling one uof
his regular customers, (nes
Stoil, a purchaser st Llever
Catering in Copenhagen, (o
tell her aboul a sew product.
Listen and answer thesa

gussiions.

A0 What few produnt

e

does

!

that she may be

interestad in a possiole
ofter from Marco?

¢ What will happen after
the phone call?

s
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Listen again to the dialogue and complete thess seatencas,

1 Well, this month we

some of our new products in Europe, and we thought

Clever Catering

2  We're always interested

what's new,

3 ... we of the quality
of our products, of course, but it's quite nice to receive

4 Yes,lsaw it mentioned

and | read something

o Dovyunu thinlk thigwine tovon and your cljents?
6 ...lcan tell you now that we are you special rates for your first order ...
7 And I'm sure ) with this wine, ines.

3 Match the two parts to make phrases.

1 to put out a quality

2 to promote b of interest

3 special ¢ atender .
4 tobe d our new product

5 to place e an order

& high f rates

HNow use the phrases to complets the sentences below!

&

1 Asyou have been a client of ours for a long time, we are
able 1o offer you :
for the first twelve months.

2 We will be looking , as we need to increase sales.
3 Itis our policy to accept only " ) products.
4 We are hoping this new product of ours will . B to yGu.

5 Our production department has installed ine necessary equipment, and we will therefore be ready

next week.

& This will be our largest purchase of the year, and we need tc compare as many offers as possible,

sa we think we should




Read this excerpt from an article in the Successful Selfing magazina. ﬁéw affective do you think
this appreach to selling is (from both the seller’s and the buyer’s point of view}?

kd

AMsscenmnasessasy When salespeople think about a client’s reaction to thetr
offers, they often think of these four steps:

2% dor Auention  They first try to attract their client’s attention 1o their
products or services. Here first impressions count so it's
imporiant 1o be natural, honest, and professional.

for Interest They then try to spark the client’s interest so that he/
she wants to find out more about the product or service.
The scller needs to convioce the client of the advantages
of the product or service and its relevance to him/her.

i % - . .

1.5 for Desire If the client has understood the benefits, and also trusts
the seller, he/she will start to develop desire for the
product or service.

A - . . . - .
M for Action Desire results in action, meaning the client makes the
decision to find out more or buy. &

Marco followed this approach? Why, or why not?

il Now listen again to the dialogue in axercise 2 (or loolk at the transcript on page 71). Do you think

Here are some typical sentences lrom conversations about offers. Firs?, decide who says sach of
the phrases and write 5 for seller or P for purchaser in the box,

[N

W

[ think you’ll find that our product meets your specifications precisely.

Interesting. Could you give me some background information?

This month we are promoting some of our new products and we thougzht you might
be interested. :

You’ll be pleased to hear that cur after-sales patkage is the best in the industry.
Perhaps ycu would be interested in looking at our new product.

So, 've got the go-ahead from my boss and we'd like 16 place the order ...

Great, scunds interesting. Can you send us an estimate for the project?

Once you've examined the sample, i'm sure you’ll be impressed with the quality and desizn.

That might be exactly what we are {ooking for.
OK, I'll send you an offer and we can take it from there.

Mow decide which of the sentences above can b2 used to:

a
b

0ooooooD 0O

get somebody’s ATTENTION? ¢ exXpressINTEREST in or DESIRE
spark INTEREST in or DesIRe for the for a product?
product? 7, d show AcTion, i.e. show that the sale could

take place?



UNIT 5 Offers

Work with a partner to practise a phona catl, First agrase on a product and writs some notes
{setler} or guestions 1o ask {purchasar). Thaey follow the flow charl bolow.

i Cali'P say hello and make small talk.

!

Yes. Show interest and ask
far more informaticn,

hN

vt o he interesied

Respond., Arrange for a mesting

i lrving our .7
ar fattow-up call, if necessary.

TN

SO,

e

SN

i

.

&
TALKING ABOUT A PRODULT
Asking if your partner is interestad Being cautious’
Would you be interested in trying our ...7 Well, mayoes, But woutd poed 1o know micre
Perhaps | can tempt you to sample our .7 anout
Do you think vour company might bhe interested 'minat so sure.

(I Pdenmnthink that's really what we're looiing

Do you think this may be of interest to you and Ihat (really) depends oo vour conditions

your clients? . .
Saying you are not interested

Showing interest 'mosarry but .

That sounds interesting. Unfortunately wa're not looking for that at the
That would certainly be of interest to us. mament.

That might be exactly what we are looking for. Thanks, but we already have a supplier for that
Could you send me a sample/give me some more product,

information? Mo, thankes . We're not interested in that at

Giaoe
Siage.




7 ines Stoll from Clever Tataring

Ei

Sidding » Budget

it

e Gelbery @ Servige ¢

Request for Proposal ino 123116

Description of Product or

b imendalors imformatean

: i
Purchaser: Inex Stoll. Copenhagen !
{
i
2 period (until ...y 15 October 5
R
i
3 qumber: NSEC-Dyod3]ingi :
tenmecuiive sumbering for ach client designated by the purchise. |
ivtuding the vear of placing the tender) i
. . - ; !
Category of product or service: Sparkling red wine, Prosecco |
Chent/ User: Sules (Clever Carermy, Dewmark Sorepre Brivain, ‘
Belgnmm, Netherfandy
Bidder/ Contractor {incl. contacty Fino Rubinetro, Milap, Tty '?
Spemhcatlon of Product or Service tmundaton information; :
Kind of product or scrvice: Spavkiing red wine, dvy. dovw alcoliol prodicced v 2006 i
Praseceo, mediunt dry produced i 2009 !
Specification of performance level: EU Quality Stundurds level |
4 specifications: Speorkting red wine: €25.50 per hurtie ;
Prosecen (medium dryy: €24.00 per bortle ]
: I
5 and other performances Each category in 3 5 harches 1o warchouses m Germaiy, ?
tuime. conditions, terms of payment, etc.): Britain, Belgivm, Netherfands henveen March and :
General Conditions tplease 61 m il retevany :
¥ 1
Necessary information in advance: ; |
P
Provision of materials by the client: Standuwrd bottle, 750 i, glass, clear ‘
]
N !
Required qualifications of the contractor: Owitproduction. cxperience in EU ket
Technical provisions (software/ hardware/ materialsy:
6 Replacerient of all dumaged coods \
i : T y . l
Aflter-sales services: Product uvallabi for mininiing o Hiveae i
i
Other information piease illin # :clevany) |

7 costs are 10 be included in the ofl

er and need to be ona hixed-price cuais

-~
L i
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UUNIT 3 Offers

THE TENDERING (OR BIDDING) PROCESS

The standard tendering processes are guite similar in most countries. They can consist of invited tenders,
where only a few vendors are asked to submil bids, or open tenders, where a large number of companies
may participate without npre-screening, Sometimes the contents of a3 tendar can even be partiy negntiated.
Whether a company calils for tenders or not depends largely on the industry, the company policy, and the
kind of goods or services purchasers are looking for,

8 Maich these words and phrases found in the RFP with their definitions.

1)

D 0O

—

required qualifications [ §

performance level [

batch { ‘J

provision [ J

specitications 1

fixed-price basis l{ f
|

warranty

supply

when a particular price is agreed and cannot
be changed

a written agreement to repair or replace
something if there is a problem

the exact details of a product

a description of how high the quality must be
a number of things {e.g. goods) that are dealt
with as a single group

description of the necessary expertise or skill

Match the verbs 17 with varbs a—g that have a similar meaning.

1

-
£

W

~N Oy W

Now use the verbs 1—7 o compleie the tender offer, which Marco (Vino Rubinetto) has

assure a need '
fuifil b hope

participate ¢ stop

prevent d promise

recommend e suggest

require f take part

trust g meet (requirements)

ines in response to the RFP on page 27.

written to
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Vino Rubigetto

Via Gualiles Galilei &

20351 dMifano

fraiia

Tel: +39 2 72524301

Bax +39 F 72524302

Mail: Falcone@vino-rubinettoint
www, vino-rubinetto. it

Dear My Stoll

Your tender (no. 1238 HG) - Offer for sparkling red wine and prosecco

[ hank vou for aviting us to " U1in the above bidding process.

I conficny thdt we can i ‘2 your reguirements in regard to the requested low aloohol

level of the sparkling red wine. The sparkling red wine will be prodaced in 2006 and the prosecco in
2009 and the BEU quality level is 1 Both wines will be available for the aoxt five yeara

-

We sirongly 3 purdry prosecco, which [ cun 4 you 15 not excessively

drv. We are confident that your connoisseurs will agree.

We are currently able to deliver both productsin our standard 750 mi green bottles. We will be able to

meet vour specitications. of elear bottles by the summer of next year. We 5 that this

minor difterence from vour teader will not 6 us from deing business together

Cur prices are:

Sparkimngz red wine:

€26.00 per bottle for a minimum purchasce of 10.000 borttles
£27.00 per bottle for a minimum purchase of 5,000 bottles
€29 .00 per bottle for a mininium purchase of -3,000 bottles

Prosecco {drv): _ .

£24.00 per bottle for a mimmum purchase of 10,000 bottles
£26.00 per bottle [or a4 runnmum purchase of 5,000 bottles
€27 S0 per botrle for a minimum purchase ¢f+3.000 bottles

Please feel free 1o contact me if you . 7 any turther information.

We Jook forward to working with you.

Yours sincerely

Maveco Falcove

Offer from o
. 4 Y oFeL
Marca, Ving Rublneltd :
H ; » ’ - . R P
10 !nes has received Marco’s offer and specifications by our tender |

finds some differences with the 0 The prices are abave owr busgel

requirements set out in the tender. ‘
2)

Read through both documents
again, then complete inas’s notes. .

A
a—




Which points do

they discuss?

Listen z2gain and rompletie the sanitances.

Mereo tcisar haottlec versys graen?
Marce 2wwell, | nave some z00d news an that.
,

res So, 3, you will be able 1o supply both wines in
clear hottles as we requested. )

Mareo 4, yes,

fries Well, that’s good. OK. The next thing is the price.

Marco The price? o 5?7

Muarco Well, | did give you a range of prices depending on the quantity purchased ...
tnes 7____‘#‘ 77777 8

riarce .. and z6 euros really I1s a gooda price.

Marco But I'll see what ! can do.

ines - 7 7 on that?

ines We need wines thét are available for at least ten years.

Marco B And in our offer we said five years, 97

ACTIVE LISTENING

vou can communicate better by using active listening strategies. It is very impoitant to continually check
the information you receive to make sure you have understood correctly. You can do this using the
following technigues:

Back-channeling - Prompting - asking for Paraphrasing - Confirming ~

showing that you are more information makirig sure you have saying that you have

really listening interesting. Could you understood correctly understood

Mmmh, good. tell me more about Scyouwd like ..., but anly That’s correct, yes

Yeah, OK. that? if ... s that right? That's right.

AR ah. | sec. Yas, could you give me S0, if 1 unde;rstand you Yes, | see your point.

Right. same more details? correctly, you need ... So, you'll get back to
Would you be able to Sorry, did you say ... ? me on that.

provide more specific
information?

43 ‘#Work with a partner. Use the information in the Partaer files lo have a tetzphone conversation.
Laok at your notes, and try to use active listening strategies when making your tataphone call.

Filst 3, B S




Openbiddings are
aiways the best

because not only do we

get the full range of
what the market has to
offer, Lut atse the sales
people: compete wﬁth
each othersowe get
the best pricel

: ralk tothe client’s reps
irrorder to find out
sexactly what they are

Aty rnmnéi
prefer ctosed bsddings
because we donot
need atarge number of
offers. We have clear:
specifications and we:

are looking for partners

thatcan match gur
standards. '

Open .biddings are fun-

they challenge my skills
as a satesrep. L git to

toakmg far and what

they are prepared to
pay for it Anything else

number crunchmg

need t show

cansistent quamy to be

ited into a cm:ie of -
potential suppliers.

Adictions via the
internet are my dally
business —and i's -
great: nodong talks and
negotiations: just a.
simplecheck of
whether a suppher

- matches our g
speaﬁcations and the
restis an eiectmmc

_ranking according to

the price they offer.

Auctions onthe Internet
are a real pain when

‘you compare them to

other forms of bidding.
‘There is hardly a chance
For buitdiag trust

“becaugeitisailso
- remote. And most client
“specifications are nof

as clear a5 the clients
_b_eligve’ themto be;‘

* Which statement can you most relate to? Which procedure do you prefer to waork with?

» What types of offers are you usually involved in at your company? Would you prefer to changs the
way your company handles offers?

» How do you think your counterpart likes the way your company deals with offer



Megotiations

Look at the tips below. First, work with a partner to add two tips-of your own then rank the tips
i trom most important {1) to least important (a0). '

Tips for successful negotiations

a4 Build a relationship with your partner.

00O

b Consider the intercultural aspects when deating with
people from other cultures.

¢ Be flexible: look for alternative solutions.

d Be prepared to compromise (within company guidelines).
e Look for a win-win solution.

f Use active listening strategies.

g Speak clearly and simply.
h  Ask questions to find out what your partner 1s looking for.

1 i
1 . :

How distuss these questions with your partner.

1 How often do you negotiate in English? What kind of things do you negotiate (price, delivery
dates, etc.)? Where are the people you negotiate with from (Europe, Asia, etc.)?

2 Do you usually agree terms and conditions over the phone, in person, or in writing? Which do you
find easiest/most difficult? Why?

3

How do you follow up an agreement you make on the phone? Do you write confirmaticn amaiis or
formal letters?
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33

Gavin Brock, senior sales manager at Car Rental international in Paris, has sent an offer 1o Gabi
Sernstein, senior purchaser at Euro Insurances Lid in Frankfurt, and is now visiting her office in
discuss the daetails. Listen to their conversation and decide which statement best desceribes the

stage of their negotiation.

a They are establishing their objectizas.

5 They are negotiating specific parts of
the offer.

o They have reached agreement and are
summarizing the next steps.

Listen 3gsin to the dialogue and complats
Gavin's notes from the meeting with Gabi.
What does Gavin need to do after the meeting?

fa P ot N b - £ i
Notes Meefing with Gabi Beorastein of Evio lasurances Lid

Our oFHer s ‘rmrlly ccmp@pzt/gg 1) butoverall 2 icteo Srigh

A d e i o ¢ L H g ¢
Alternative o f'&‘r) ?‘L?j,:f.‘)“}f same sondiTiond, buT lower price.

A S U
sharn poanTd Tronn Voo

. . 35 . L . . . -
No i feos Tor cars with right-mand drive for Britain and

Ireland.

- S nnect [ AP 4 ;
Svaggestion, they Tgice Y rmore cars for that region, we lower

the otter b y

i o, 7 } -
¥ L 5%, (T advar‘_?ag;es/,

Reduation in the overiead 5 for repair and o VeF
Speoial reparr iniurance, rmenthly >
i _ 5 o -

crond avration ot conTract by tour woare o i e, o .

s ;
Fag) ! t
AP | Dro'cat’;:y Disr <
. VS e

h P f - - iy o0 4 .

New calcviation, can we offer 5%,¢ i
N

% fiad woeds from the dislogue and Gavin's noies which maaa the fellowing.

1 the length of time something will tast: B 7 o s
> the amount of money you have to pay for a particular servicer
3 something that is only temporary, not yet fivale: e
4 the amount of money that is taken offthe price:

5 the specific parts of a contract that both parties must agree to:

& the process of using numbers to work out an amount: R ] e e e



UMNIT 4 Negotiaticons

Mow use the correct form of the words from paga 33 to compleie thesa sentences.

«

The board of directors has given us strict guidelines as to the of contracts

we make with cur partners. We cannot agree to a contract which runs for more than three years.

We often give to new customers and hope that we can then establish a long-

term relationship with them which will also benefit us in the long term.
They've offered to lower their price if we buy the first 100 models within a month. Now we have to

do the to see whether our storage costs would increase as a result.

We have agreed to all the ___ofthe contract, except the delivery dates. They will

make us a new offer next week.

They want to charge us additionat for the maintenance of the units, but we

believe this should be included in thg overall price.

I've sent the report to our client so that they can give it their approval.

DISCUSSING TERMS AND CONDITIONS

Conditional sentences are often used in sales negatiations to discuss terms and conditions. The type of
conditional sentence you use depends largely on the message you want to give.

To discuss facts and things which are always true, such as your standard terms and conditions:
When you order more than 100 articles, you get a five per cent discount.

To discuss terms and conditions which you consider very possible:

if vou buy more than 200 articles, we'll give you a seven per cent discount.

If we buy five more cars, we will also need a reduction in the overhead costs.
A salesperson might use this form to make the offer more attractive for the buyer, or the buyer might use it
1o stress a condition they feel strongly about.

To discuss terms and conditions which are less tikely, or to show that you are just looking into possibilities:
If vou took just five more cars, we could lower our offer by five per cent.
if we extended the contract, would you provide us with a five per cent discount?
This form is often used to see how far the other party is willing to go in a negotiation, without making any
nromises yourself. it is less direct and thus comes acraoss as more polite.

&

N

@ 3 Listan to the foilowing sentences and dacide which speakers are talking aboutl:

conditions which are facts or always trua.

for both partners.

possibilities which both partners are

considering.
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4 Compieta the following conditional sentences with the corract form of the verbs in brackets.
Use the hints in the bubbles 1o help you choose the corract form.

looking:at possibilities

1 ifwe  {ease) our entire fleet from them,
we (receive) a big raduction in the ovarall costs
2 ifyou __ {increase) the order by just 50,

we {can lower} our offer by five per cent. &
3 Mfwe __ (agree) to your payment schedule,
we {need) a reduction in the overall costs.
4 fyou ___tagree} to alt the other conditions, then I'm sure ,"‘laoking—dt.
we __ (be able to) meet your demands for the delivery times. pass:?ifitfes
5 Whenyou (buy) our inspection services for a monthly fee,
you L {receive) a discount for the maintenance fees. L
R
5 Ifwe (extend) the duration of the contract by another four T
——— & 8
years, ___you _ (reduce) the overall price by five per cent?
7 Ifit _(be) all right with you, I (send)

you the draft version of the contract by Wednesday.

S Weork with a partaer, Choose some of the situations balow - or thiak of your swn from wour job -
and write conditional sentencas to At the situation.

year. You want to offer them a discount on theif next order.
& You have found a new supplier who is less expensive ryan A's company. They can also
guarantee sharter delivery times. ’ ;

A You know that this supplier has difficulties in delivering on time. But for a guaranteed delivery

(2}

time, you will pay more.
8 You have storage problems, and sometimes have to wait for your own suppliers. Therefore you
do not want to guarantee delivery times to your customers. {an you get them to arder more in

order to reduce the price?

3 A4 You are talking to an important client of yours. Offer him or her a special price or discount on

condition that they sign a five-year leasing contract.
g Your company is in a restructuring process, and therefore you cannot agree to a long-term
contract. You do, however, want to get a reduction because you have found another

potential supplier.
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%‘{; 6 Rachel Cohen, assistant key account manager at the Building Renial Society, is meeling Laura
Wiaili, a buyer 3t Café Europa, a franchising company for cafés. They are negotiating the
conditions for renting sroperty In London.

Listan to the extract and say whethaer the feliowing sentances are true v or false (%],

a Laura feels that the price for leasing the property
is too high.

b Rachel refuses to consider a shorter leasing period
hecause there is a lot of interestin the property
from other buyers. ’

¢ Rachelis willing to offer a lower leasing rate in
exchange for a percentage of the café’s turmover.

Listen again 1o the dialogue and complete the satracts with the missing wovds or phyases,

1 Well, compared to the other offers we've received so far, it’s certainly

2z Yes, |agree. That _to offer you a better price, which I'm sure is inyour
,isn'tit?

3 Ah, | - ~_your difficulty.

4 Normally we ~_that, but I think we also need to consider ..

5 You there, but the leasing period is an extremely important factor in setting
our b'r”tce.

&  I'm sorry. I'm . What exactly are you proposing?

7 ifthe caféis the success we are all hoping for, itwiltbe o both you and us.
Would that be ? ;

2 That . but | would have to talk to my boss about it and get back to you.

NEGOTIATING STYLES

Remember that negotiating styles differ not only from person to person, but aiso across cultures. There are
many factors which may influence haw your partner behaves, so be prepared for situations which might not
be typical in your country. For example, when meeting business partners from Britain or the U,S.A.,
negoltiations normally allow time for small talk at the beginning. Even in formal meetings or negotiations, itis
felt that relationship-building can ensure a successful outcome.

Differences may also occur from industry to industry. 1T people are usually much more relaxed in their
clothing and behaviour than, for exampie, bankers, and this will probably be reflected in their negotiating
style.

When negotiating with partners from other cultures, do your hoemework. Get acquaintad with the customs,
manners and conventions as well as some of the dos and don’ts.
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7 After the meeting, Laura writes the following emall to the haad of her department. Complete the
gaps with tha correct form of the verbs below.

Hello Franco,

As you know, after Y various offers for rental premises in London, | am

in the negotiation phase with the better agents. My impression is that the leasing

period in London is quite standard; the terms that they have 2do

rot 3 much.

very

Cre offer wwas o Uil different ihouygi, Racniel from suilding Kentat Society
4 a leasing rate partly based on our turnover at the premises. Could
we 5 this, depending, of course, on the percentage rate itself? It

7 the fixed price quite considerably.

would 5 s to

Please let me know what you think.

Thanks

i see it a littte differently. .

| share your views completely.

That may well be right, but ... ,

We could go along with that.

Up to a point we could accept that, but ...

| really can’t agree with that.

‘fes, I'm absolutely in favour of that option.

lagiee. {

Harmally we could accept that, butin this case .. J l
{

Unfortunately, | can't agree with you there.
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AUDIO
9

18

Mow use the axprassions a-j from page 37 Lo respond o the fotlowing statements. Hots that
somatimes more than one answer is possible.

,‘
o

This is going to be a very big order so it’s important we get everything right.

. We’ll do the calculations and get nack to you.

oy

| think it's important we look at the big picture. Hopefully we can create a win-win situation.

.1t really is best for both of us if we can establish a successful tong-term

I’'m sure you'll see that the increased price i5 not such a big issue.
. The overall price is the most important point for us.

Let me see if I've understood. You would actually prefer to pay higher prices if we can
guarantee the delivery times?

- If we can be sure that deliveries are always on time, then we ¢an pass on some

wtkamy mmrbe b A, bs
ALl Lo i vy e W e,

You know, this is the standard practice here in Japan.

) , but in this case we think that the size of our order should convince you to
change your standard practice.

Gavin Brock from Car Rental Intarnational is having a second meeting with his ciient, Gabi
Bernstein, from Euro insurances Ltd. Listen to the conversation and tick 'L?} the sentences

you hear.
1 a We would like to create a long-term partnership.
b Along-term partnership is best for both of us.
> a Thatis certainly interesting for us.
That is certainly in our best interests.
3 a Butitis necessary that both parties benetit for
that to work.
b  However, both parties have to penefit for that
to work.
4 a V'mhappy we've found a solution,
b I'm glad we've been able to find a solution.

Do they manage to reach agreemsnt oa their contract for leasing company cars?
What are the conditions?
Would this conversation count as a lagally binding agreement In your country?

Why, or why not?
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WIN~NIN NEGOTIATIONS

In a negotiation, both parties are looking to get the best result for their company. You can use the phrases
below to show your partner that what you are offering will be good for them.
We're sure it would also be in your best interest(s).

it would be to your advantage to .,
You will be able ta reduce overall costs in the long term.

Many negatiation experts have suggested that parties shouldlock for solutions where both will benefit - this
is called the ‘win-win’ situation. Here are some phrases which may help you achieve this.
Both parties must benefit for that to work. )

That is best for both of us.
We would like to create a long-term partnership.

10 Complete Gavin's email to Gabl with words from the box. Does the email mention everything

that was agreed?

Dear Gabi
Thank you for our constructive meeting yesterday. | _ . 1 -the opportunity to meet with
you again, and | am glad we were able to 2 agreement. As promised; I'm writing

to 3 the points we have discussed so far.

1. We will not include additional fees for the cars with right-hand drive for Britain and Ireland if you take five
more cars in that region. » , '
2. You will take our special, insurance offer for a monthly -~ - 4. tincludes the annual

overhaul and the mounting of winter tyres, -
3. You agreed to extend the duration of the contract by four years,
. You agreed to make a 5ofa ;third of the annual turnover within seven days of

N

signing the‘contract.
- We will take advantage of the one-day registration laws in Germany, and offer the cars to you as used cars.

wi

. if all of the above points are agreed, then we will reduce our overall affer ﬁy six.per-cent,

=]

Please contact me to § that you agree with these points. | will then get our lawyers ta

draft a contract for your consideration.

Once again, thank you for the 7 to work with you on this. | ook forward

to 8 our cooperation over the next few years,

Yours sincerely
Gavin Brock
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414 Review the phrases used in the unit as well as the ones in the box below. Then work with a

12

pariner. Use the role cards in the Partaer files or think up your own situation 1o negotiate and

iry to reach an agreemaent with your partner,

HEGOTIATION LANGUAGE

' PARTNER FILES.

Partner A File g, p. 60
Partner 8 File 4, p. 62

Starting the conversation
We're very happy to be meeting you today.

'd like to discuss some of the detaits in the offer.

Concluding your arguments
So that wraps it up.
That sums up our side then.

Finishing the conversation
Let me get back to you.

our agreement.

We hope to come ta an acceptable solution for both of us,

We'd like to hear your proposals before we tell you what we can offer.

We are sure that you wili see the benefits for your company if you take up our offer.
There you have our proposal. I'm afraid that’s as far as we can go.

That may be a possibility, but { have to discuss it with my boss.

I'm happy we've found a sclution. I'll send you an email tomorrow summarizing

One word in each of the lines balow does not go with the itam in bold. Cross out the word that

does not fit, as in the axample.

1 offer prder negotiate get a discount

2 agreeto guarantee reduce move up a delivery date

3 lower extend reduce agreeto the duration of a contract

4 accept reconsider recaive calculate  an offer

5 reduce increase axtend lower the price |

5 guarantee dquality delivery times  a contract ’ cheaper prices
negotiate the price the conditions an offer  arelatipnship

Compleate the table with nouns from the unik.

VERB NOUNM _ VERB NOUN ‘
Lo increase 1 to propose 6
to discuss 2 to calculate 7
to benefit 3“ to sign 8
to differ 41 toreduce 9
to summarize 5 to extend 10
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Do you have any axperience with auctions? Do you think they can replace direct negotistions?
Read the following article and discuss the gquestions which follow,

The Auction

5

DiD YOU KNOW?

We all know auctions as
a stiuctured sales process

in which potential buyers
tid for a product or service,
whether in person, over -
the telephone, via letters
or by email. In recent years,

We asked two of our regular conrtributors to tel!
us what shey think the role of auctions is in
ioday'’s markeiplace.

raUtddous ~ wirre dders
participate online via an
tnternet platform — have

Auctions have been part of sales for as fong as there has been anything to sell. Think of a
market in Tunisia, for example, where they sell freshly-caught fish to the highest bidder
every day, or high-profile auction houses like Sotheby’s, where paintings are sold for
outrageous sums.

become more widespiead.

The term 'English auction’

refers ta the style of an
anction, whether traditional
or online. The bidding
starts with the lowest

But for most of us, auctions are just not part of our daily business, and never will be. The
praducts or services we sell are not in such high demaad that buyers are willing to fight each
other for them. Most sellers need to do it the hard way: knocking on doors, making a sales
prich to potential customers and negotiating the terms and conditions. Auctions may be a
part of life in some industries, but they will never replace personal negotiations. Selling
happens between people, in face-to-face communication!

offer from a poteéntial
buyer and ends with the
highest offer. A Dutch
auction’ is the opposite.
Here the seller guotes a
high price, then the asking
price is gradually lowered
until gne of the buyers

is willing to pay. Finally,

a ‘reverse auction’ is a
pidding process conducted
by purchasers, where the
supplizrz bid for a contract.

it is true that sales auctions are nothing new, but it is unusual for purchssers to hold
auctions. In the oil industry where I work, there are usualiy quite a large number of
potential suppliers and we decided we could get better conditions i we started to auction
our contracts. At the beginning we did have some problems. For example, it was sometimes
difficu]t to compare offers because the suppliers offered different packages in terms of
quality, quantity, delivery time, etc. We have had to work with both our internal departments
and our suppliers to make sure the offers have the same paraméters.

&

And the future of auctions? I think they will be used more frequently — sometimes as an
alternative to negotiations, mostly as an additional tocl. Although it takes a lictle more time
to prepare for an auction, the process is cheaper and provides better results — for purchasers!
Sales reps bate it. Their whole planning is about building refationships that can make up for
any price disadvantages and hopefully bind a client (o them as firmly as possible.

¢ What are the advantages and disadvantages of both auctions and direct negotiations?
Covou tor would you) prefer auctions or more direct negotiations with your business pariners?

Wiy 7

Which TGN WY your line s and why?
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Discuss these questions with a partnes.

1 How often do you place/take an order? Do you mostly deal with companies in your country or
abroad?

2 What are the steps involved in placing/taking an arder for your company? What forms do you have
to complete?

3 Do you need approval from your superiors to place/take all orders, or just for ones involving large
guantities or significant amounts of money?

4 When working with foreign companies, what are the most difficult aspects in placing/taking
orders?

Jean Duban works as a salesperson for the internatiocnal telecommunications supplier TEGID
(SA) in Lyon, and spends a lot of time on the phone. Listen to two of his phone conversations and

complete the notes.

Custamer Ordder:

Srom Junko Hanamura, JapanCom in

Quanzity: model # XPRI4:

model # 3: 250

Deltvery by F:'io(ay marning 2o

/ N
Need fo fax D 5 contrace

. -C?wtamar Order:
from Alex Beck, Phone Excrape, Sheffield
- Fiest order under the
| Quantity:
Delivery within

contract

extersion leads

wigvithis

e
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@ 2 Listan to the calls again and compiet2 the sentences balow.

9-20

Calla

1 We L _some USB adapters for cur network.

2 Canyou - __toour office in Osaka by Friday morning?
3 So,let me ‘ _ Pve goteverything down right.

4 Fine. a model contract immediately.

Call 2

5 ..we'e _our first order under the frame contract.

& Let mejust find a pen so ! can.
7 Of course. I'll email it to you .
8 | ) _to let you know how things are going.

EXCHANGING INFORMATION

43

Whern handling orders, it is important for the salespeson and the puichaser 1o 2xcilange alt reievant
information such as:

* Specifications (for material, guality, etc)

* Quantity

= Contact person

» Place of delivery

* Delivery date

* Method of payment (e.g. cash on delivery (COD), invoice, direct debit)

* Other terms and conditions

* Paperwork needed (signed order, confirmation by fax, etc)

Much of the information above is inciuded in a frame contract. Also called a call-off purchase agreement,
this type of contract is often drawn up when a client or company needs a just-in-time delivery of standard
products that they do not want to store themselves. An arder placed under a frame contract is called a
calt-off arder. ’

3 Completa the seatences with woerds and ghraﬁgs from the box.

1 We'd like to place our first order in accordance with the terms and conditions of our

. The . will be our warehouse near Coventry.

2 We've sent the to your factory. The is enclosed and should

be paid within 30 days of

W)

We've spoken to our production unit, and 1 can assure you that we will be able to meet all the

of vour order.
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4 Our charges depend on your chosen CYoull Bnd detaits of how you
can pay for the goods on our website.

ST

As soon as we have received your {or returned email confirmation), we will
pass your order on to the production unit,

1,;. Work wilh a partaer. Use the information In the Partaer Files to practise handiing srders. Try 1o
use same of the phrases from the box below.

HANDLING ORDERS

Placing orders

We would like to order/have ...

Wwe're ready to make our first order under the frame contract.
we'd like to place a call-off order for 3,000 units.

Wwe would appreciate deiivery by rriday. Can you fitandge iy/inacs

Taking orders

'l just take/write down the details.

Lot me just write this down/type in your order.
So, how many do you need exactly?

Was there anything else you'd like to order today?

Checking and confirming information

Let me just check/repeat that.

Let me make sure {'ve got everything down right.
Yes, that’s right/correct.

Sorry. Did you say .7

Could you say that again/repeat that, piease?

Ly Anna Long works as a purchaser at
Stores Internationatl in Leeds. She has
lust placed an order under a naw frams
contract with their wholeszler Fashlon
Modas Plcin Milan, Lool at the weab
arder on the next pags, and use tha
#words below to complete the gaos.

VAT
b Contact

oY)

[}

Total value of goods
d Delivery addresses
Gross

93]

invoice

-1

g Place of delivery



You have just completed this order. Please check all items before confirming.

Client
Frame contract
Crder number

Authorization (PIN)

Payment terms

Billing address

NIT 3

i Stores International, Leeds, England

b d

[ 128gjge7s

hoid

| wcooot-12ain

{ [

U A

T. +44 (211) 5560-900
E: A Long@stores-international.com

e

2 payable within 30 days upon debivery

Stores International
/o Anna Long
‘ 40 North Street
; Leeds, England

o—

Central warehouses, addresses known

Mo, ltem Part
number
notr o Shirt SM-12R
{menj
402 T-shirt T™M-344
{men}
003  Sweat SW-87H
shirt
004 Jeans JM-15T
tmein)

05 Blouse BL-84G
006 T-shurt TW-342
{women)

007 Skirt SK-43H

o __‘ (nat)
Currency

& 119%)

" (total price)
Comments:

Size  Ouantity

Description

il 2000 whita hottan
down
L 5300 white
L 1500 grey, black,
biue
52 2000 stone washed
blue
M 3000 gink
S 2500 light biue
36 1000 red & Dlue
42.750.00
euro
8,122 .50

50,872.50

.
>

Price per
item

200

1.00

3.50

5.00

3.00
1.0D

Total price

$,000.07
5.000.00
5,250.00

10,000.00

9,000.00
2.500.00

5.000.00

Date of
delivery

Ny

g Nov

9 Moy

9 Nov

9 Nov
9 Nov

4 Nov

(Orders

Manchester

London

London

Manchester

Leeds

Birmingham

=

L3l

Pilease make sure that all iteyms are accompanied by detailed delivery notes.
p ¥

after completion of the order you will recaive an autzmatic Sonfirmation vigemail. Should you not recsiva Nis emai
within one hour, pleasa contact our nternational hotling 1-800-091118589,

REFERRING TO NUMBERS ON AN ORDER

N

45

in sales and purchasing, the terms part number, item number, and article number are often used

interchargeably. A more technical terim is SKU, stock-keeping unit. Like the other terms above, this
sequence of numbers and/or letters is used to refer to and identify a specific product for both sales
and inventory purposes. '
mote that the abbreviation for numberis no. (or sometimes #)
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6 Use the clues to completa the crossword puzzie.
You can And all the answers on the form on page 35.

ACross

2 USD, EUR, and GBP are examples of this. e

5 The form that the supplier fills in and sends with
the goods.

7 The persan at the other company who you Py ‘ ! » l l
should talk to. '

Down ‘ &
How the money for the goods should be paid. = -

FCMIONNATRIO: /!l send written ... O f | ]

The building where goods are stored. '

17.5% in the U.K.

How much the goods are worth.

[XUN UV S

AUBID

% 7 Anna now has to change her order. She calls her contact at Fashion Modes, the sales rep Roberto
21 Branca. Listen to their conversation and decide whether the following are true [V]or false [X].

1 The online tool for changing orders doesn’t work vet. {

2 Anna will automatically receive an email confirming the changes. | ) }
3 Anna wants to make two changes to the order. { ]
R Listen again to the conversation, and tick [y the santances and phrases you hear.

| need to change the order ...

[y

*J

Il make a note of the changes. :
3 Pl need written confirmation as well.
4 'l enter the changes into the sysiem ..

.. could you please tell me the order nuimei? =

U

& Could vou t2ll me which items are incorrent?

It ought to be Brighton, not Birmingham.

~

% ..could i also ask you to add another item to the order?

Mow dacide which of these sentances you can use to:

a change an order. 7,
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Use sentences from exartise 8 to complete the following mini-dialogues.

A What will happen now? | mean, | need some sort of confirmation.

B Yes, of course. o ', and youwll automatically

receive a confirmation email.
A Unfortunately one of the jtems is incorrect, and | need tg cnange it. Can you do that for me?

Of course. It's no problem. But first,

B Ofcourse, I can take care of that for you. What would you like to change?

A B 4
B Yes, of course. I'll send you an email straight away so you can see what we've changed.

A I'msorry, but | need to talk to you about some mistakes in our order number 07/345.

B Yes, certainly. & i
A 6
B Yes, of course, We're always happy to increase the order.

Sometimas it can be difficult to understand numbers and figures given over the phone. Listen to
the recordings and complete the missing information.

1 The order number is . Have you got that?

2 Sales have been great. So far this year we've sold a total of units, That's an
increase of __over lastyear.

3 Good news. We can save up to i each quarter if we switch suppliers.

S

i'm pleased to report that this facility was able to ingrease output from - o T
»

iast quarter. ‘
5 Ihave a question about one of the items you ordered. It's item number
rhe B cable.
& The net total for yvour latest order is - With the Dutch VAT of

Raview the phrases on page 44 for <hecking and confirming information. Now work with a
partner. Use the information in the Partner Files to practise passing on figures svar the phona.

. Partner A File 5, p. 51
i PARTNER FILES Partner B File 4, p. 63
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12 Hereare some 2xtracts from a standard contract between Phone Eurcpe In Sheffald and thair
French suppliar, TEGID {SA). Match the twe parts 10 maka contract terms.

1 binding a andregulations
2 liable b ofthe contract

3 due ¢ onarrears

4 interest 4 allrights

5 invalidate any other clauses e agreement

5 reserves f date

7 revoke g this contract

& subject matter h  for any damages

Mow complete these extracts from the contract with the contract terms above.

The 1 is the delivery of electronic equipment by TEGID (SA)

10 Phone Europe. (For specifications of’ conditions, delivery terms and dates, see Appendix A. Unless

otherwise provided these specifications are binding to both contracting partics.)

The signature of both contracting parties constitutes a 2 for the delivery

of the chosen articles: cali-oft orders will be handied through the online portal of TEGID {SA). Both

sides accept the general standard terms and conditions of TEGID (SA).

TEGID (SA) 3 (o select suilable fogisiical partners to meet scheduled
delivery dates. TEGID {SA) is not 4 or losses incurred by the logistical
partners. -

Phone Europe agrees Lo fulfil its payment obligation within 14 calendar days after receipt of the

artictes. I the contracting party exceeds the 5 by more then ten calendar days.

TEGID (8A) will charge an 6 of lour pur cent above the base

interest rate of the Feropean Central Bank. €10 will be chargedidur each reminder.

An agreement clause being or hecoming void dows not

TEOID (SA) reserves adl righis to 8 inparts or in full it Phone

Europe infringes any of the agreed provisions. A penalty depends on the extent of the dumate

incurred by TEGID (SA) (for details see Appendix B).



13 A colleague 31 TEGID (5A) asks guastions about The toniract. Can you give an answer?

1 ‘When does Phone Eurcpe need to pay by? And what happens if they pay late? Will they have to
pay interest?”

2 ‘We car’t accept this clause. if we strike it out, will they have to draw up a new contract, oris it
still valid?

3 ‘Who will actually deliver the goods? And what happens if a third party causes damage to the
goods?

4 ‘Under what circumstances can we get out of the contract?

m Look at the following comments about using integratad business softwars for procassing and
tracking orders. Which opinlon(s) do you agree with?

‘}:]udy We!sh= Head of Sales

Cvou Pmn‘ tn fww L e’ orﬁ‘er fhon prmr
Was qur.k.m.g_.; Now evexythmg is ,a!ane_by

;:Iute At s:wonderful

Ken Fellows, Key Account Manager

Warking with online ordering systems is apain. Theyare so
complicated and much too detdiled. Pius, | prefer to deal with
real people rather than websites, emalls, and paper. anyway.
tt makes Business more funanditis also faster '

Anna jones, Sales Rap .
Electronic tools should be just Ihqt; tools. Fhey are just ihere
to make life easier and skoulda’t be used to do ihe things
peaple can do better. If you blame the tool when things go
wrang, then wou just arern’t doing your job :’fg/?z,

¢ Have you ever used an integrated business system to handle orders? What do you think the
advantages and disadvantages are?

» Have you ever encountered any problems with an automated system for placing or taking an order?

Describe what happened. How do you think this type of problem can be avoided?
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Customer care

Look at the following list of problems which have been mentionad by people working in sales
and purchasing. Tick |+ the ones which you have personally had to deal with. Can you add any
other problems to the lists?

. stamten

What salespeople complain about:

Orders are often cancelled at the last moment. [ ]
. 17

Customers sometimes pay late (or not at all). | ]

Customers often send incomplete order forms {

What purchasers complain about:
There are often delays in delivery.
The wrong goods are sometimes sent.

The guality of the product is often not as we expect. [

Work with a partner. Choose a problem from the lists abova. Imagine somabody is complaining
to you about it. How might you respond?

.
AUDRID ”

1 Two customers are making complaints. Listen to these extracis from tha phone cails and
3 complete the table.

Problem ' Solution

Cail 1

Call 2
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ANSHETE,

1 Thereseemstobea a more specific so | can tell our customers.

2 Sorry, but i need something b it's still not working correctly.

3 (Can you manage delivery . mistake with the shipment.

4 1can confirm that d someone will be here by noon?

5 I'm afraid that e fixed the problem yesterday.

6 Somebody should have f by Friday?

7 'l personally get g ontothe service unit immediately ...

& Canyou confirm that h  you’ll receive the sensors first thing Friday morning.
COMPLAINING EFFECTIVELY
When making a complaint, itis i se the f Wi :
e agproachi) t, ttis helpful to use the following There
1 Describe the problem. seems Lo
7 State your request clearly {what, when, how, whol. . bb’ a miSt{z'k&
5 Tonfirm agreemoents. - L didn't cirder

candles.

We use certain words and phrases in English to make a
complaint less aggressive and personal:
I'm afraid (that) there is a problem with ...
There oppears/seems to be o mistake/mix-up ...
Unfortunately, we have a stight problem with ...
We can also use sentences with should have to explain exactly
what went wrong:
Somebody should have fixed the problem vesterday.
The shipment should have been sent to Shanghai,
not Seoul.
We should have received the delivery lust week.

Listan to the phone calls in exercise 1 again (or look at ihe transcripts on pages 74-75.)
Do the speakers follow the three-step approach abova when making their complaints? Find

&

axamples.

N

Put the words in the right order to make sentanges used to maka compiaints. Noia that in 2ach

case there Is one word you do not naad.

1 the invoice with there’s I'm afraid aproblem that seems

appears I'm this delay will afraid cause problems us

haven't received already shipment We the vyet

to shipment should The beensent Moscow received have

should Unfortunately is still the program not waorking

for can understand this | is frustrating slight vou that

you confirm that here unfortunately someone will be tomeorrow? Can
technicians could vyesterday Your should have fixed it

mistake to be Unfortunately manage seems a theorder with there

i

~NOh oV W

EeRee]
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Linda Matthews, a purchaser at Logistics international, is ringing Alena Hovak, 3 sales rep at
Paper 4 U In Prague. Listaa {o thelr conversation and take notes. What Is the problem and what
action will Alena 1ake to fix the problem?

5 Listen again to the dialogue between Linda and Alena and complete the sentences.

1 Right,! ) ) B

2 irealize thisis » ~soPllsee toitimmediately.

3 __you afew questions first?

4 What o by'thewrong paper’’

5 | with Production and arrange a special delivery ...

6t the shipment is at your location no later than 10 a.m. tomorrow,
7 Pl make sure you get the right paper tomorrow.

Which of the above sentences can be used to:

a confirm that you have understood the client’s situation?

b ask for details of the problem?

-

suggest solutions to the problem?

[N

help the client by confirming what has been agreed?

COMPLAINT MANAGEMENT WITH CASH

When dealing with complaints, it is helpful to follow a four~stép approach:

Confirm that you have understood the client’s situation and can see why he or she is angry or frustrated.
{(Mote that we sometimes say sorry even though something is not our fault)

'msorry to hear that. / [ understand your situation. ’

I realize this must be frustrating for you. :

Ask for the details of the problem and find out what the customer has already tried to do to solve the
nroblem. ‘

Could you tell me exactly which item was damaged?

May I ask if you've tried to use the tracking facility on our website?

Serve your client by suggesting solutions that are as quick and easy as possible.
You will get the missing shipment within 24 hours.
Pl get back to you first thing tomorrow morning about compensation.

Help your client by confirming your commitments and repeating what you agreed to do.
Pl see to it immediately and personally make sure you get compensation,
Are we agreed that you'll fox me a copy of the invoice and I'll send you rhe missing jtems today?
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6 Change these sentances 50 that they fit the CASH approach 10 customer care. Use the prompts
in brackets.

1 Isthatreally such a problem for you? iunderstand) | understand that is a problem for you,
2 | guess that must be difficult. {realize)

3 What's the problem? (sxactly)

4 s that all right with you? (convenient)

5 So i think you'll get it next week. {make sure) -

6 Someone will sort it out immediately. (I personally)

7 You'il hear from us scon about the discount. (I/on Friday)

7 Completia the sentences with will (’1) and verbs from the bowx.

1 | lsseto it immediately.

2 i you get the shipment on time.

2 We the order to your offices by Friday.
4 | you the order form straight away.

w

the details and our agreement in writing.

>

You the right goods tomorrow at the latest.

8 Work with a partner. Use a situation below or think of your own situation. Then use the
flowchart to make dialogues. Use the phrases in the unit so far to make and respond to the
complainis.

[ . b Tell S what is wrong. w

( Confirm that you have understood. Ask for details: j

[ Give details and state your request. j
— f

( - < Suggesta solution. ) ]

I
[ I

[ Reject the sotution,

Agree to the sclution and repeat
what you’ve agreed.

[

[ P=purchaser | [ §=saller | ( o confirm.,

N
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9 Linda Matthews has a probiem with a Dulch IT firm called instant Solutions, and has Hllad out
the complaint form on their websile. Look at the form and say whethar the following statemeanis

ara true o or false |

There is no frame contract related to this order.
fneke de Bruin took the order.

After placing the order, Linda received an email confirming the shipment and delivery date. |
Five items were missing from the order.

ineke de Bruin has agreed to pay compensation.

Complaint Form

Client data:

Client
{company, department}:

-~ e = ek el
[\:‘Pl CaClitudiew
{surmnaine, first name):

Address:

Email address:
Telephone number:

fax number:

Logistics International,

Central Purchasing Dept.,

Aarthews, finda

N

64 Clyde Road,
Glasgow. Scotland

[T‘mda.nwtthcws(q,logim;cum

[ + 44 (0) 34204 5768

L’r 44 (0) 34204 5769

Shipment data:

Type of article:

Mumher of iteme:

Order number:

Frame contract;

Shipment tracking
number:

MNotebook NB 0S5

thirey

NB1005511

LIGFC 25230 of 10 February 2009

L1 3M241FG

Type of request:

X Information about scheduled shipment

< Delivery of wrong article

{7 Delivered article not fully functioning

] Defective article

[ ] Documents incomplete

It

[ Other requests:

Description:

!‘Shipmenf, behind schedule

l

Article missing

s

:

I placed the order two weeks ago with Ms Ineke Jde Bruin, She sent an email u day later confirming the shipment
‘as agreed’, but there was no written confirmation of the delivery date. We should have received 30 of your
notebooks as specified in the order mentioned above. We only received 23 notebooks, and they were two days
late. To date we have recetved no information aboat the missing notebooks. This is the second time this has
huppened! We expect the missing items in the next few days plus compensation for the inconvenience caused.

10 Complete the table with words from the ontine form above.

VERB

NOUN

describe

compensate

confirm

VERB
! infoﬁrm
2| deliver
3 N‘Ship
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LUNITY ¢ {lustomer cars 535
a
How use tha covrect form of words from the table 1o complele the saniendes,
1 Their website is full of useful . Everything | wanted to know was available and
easy to find. ‘
> We have _ theorder by spedal air counier You will receive it in the morning.
3 Canyouplease Cthatinwriting?
4 Could you exactly what you have received?
5 1'm afraid we are unable to - that model until next week.
6 The frame contract provides ~_ifthe goods ara not hers on time,

inoke de Bruin of Instant Solutions has writien the following email to Linda Matthews, What
phrases does Ineke de Bruin use to:

funs

N

[¢ ANV B VY]

apologize?

show that she understands her customer’s situation?
explain what caused the problem?

state what will be done to fix the problem?

offer another benefit to her customer?

apologize again?

Dcm Lmda

Please accept my: apoiogxe
f rustratxon and pmblems

g as a sxgn of good : »
ve leased fmm us. for your ofﬁces in Warsaw e

Best regards,

- Tneke chrum

PS: Fll call you on Friday to make sure everything is as it should be.
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12 Chosose the most suitable word 1o complate these santsnces.

1 | apologize/regret/explain the inconvenience and hope that we will be able to do businass
together.

If you do not comply/obey/fallow with the delivery terms as agreed, we wili be sorry/forced/
happy to find another supptier.

Please be assured/happy/satisfied that we are doing everything we can to fix the problem.

4 We will be made/farced/required to ask for compensation in this case. .

5 We are writing to definitely/completely/formally complain about the situation.

6 Should there be any further difficulties, please inform me directly/first/quickly .

%]

ol

13 Work with a partner. Read the following complaints, and discuss how you would desl with them.
Then choose one and write a respoensa. Try to use the phirases you have learned in this unii.

.

Pm writing to complain about your latest delivery, We regret that we are obliged to send you a

note of complaint about your repeatedly late
payments. Unfortunately, you have not responded
to our previous reminders, nar did we receive
any reaction to the telephone messages we

left on your answering machine. it you do not
comply with the puyment terms as agreed in

our frame contract, we will be forced to contact
our lawyers. We weuld, however, like to give you
one last chance to pay the invoice in tull (plus

Not only are we still waiting for part of our order

to arrive, but once again we have recetved

components that shouid have been sent to another
department. We have forwarded them to the correct

factory, and of course we expect you to cover these
costs. This is not the first time that this kind of
mis-up has happened. These delivery problems are

causing us extra work as well as delays in

production. We cannot accept this, and will have to

cancel the contract if 1t happens again.

A R R N R R

14 Work with a partner. Use the information in the Partner Files and language from the unit is
make and respend to complaints.

Partvnr &
£ Partner 4
LETTERS OF COMPLAINT AND APOLOGY . 3
Making complaints Offering apo[ogies
I'm writing to you to complain abaut ... Please accept my apologies for ...
fam writing in reference to the above order. Please be assured that we are doing everything ...
Unfortunately, .. ) I (very much) regret the inconvenience we have
Tatking about consequences caused.
We expect you to cover these costs. Referring to future action
We expect compensation for the inconvenience We will, of course, cover the extra costs/reimburse
caused. you/arrange for a new shipment ...
We cannot accept this and will have to cancel our As a sign of goodwill, | would like to offer .
contract if it happens again.
If you do not comply with the delivery terms as
agreed in our frame contract, we will be forced to
Contact our lawyera.,
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Read the fellowing transcript from a speech which CLristina Pimenta, 2 senior sales rep at an
linternational coffee-producing company, gave at her company’s annual sales conferance.
Do you agree with the poinls she makes? Why, or why not?

+++ Mews and views ¥r

Cristina Pimenta

Our figures show thar we are excellent at

consinang new clients of the quality of cur

products. Yer figures for retadning clients

-~ espectally those very crnical clients in Scuthern
Furope - are ... well L poor We tose too manvy
customers, and we all know what that means:

winning a new clicat 1s much harder and a lot

muore expensive than keeping an existing enc.

So our goal for the coming vear is to improve the guality of onr afrer-sales
24 5 } . :

services, TPor thar purnase s haca dovaloned these odin, o
i ‘ i il o

boWWe solve our clients’ prob

That means we try to understand their business needs. We tind out what their
problems are. We actively scavch for solutions. We surprise them, We think
from rthe point of view ot their clients = what they expecr or will expecr, what
they want and how our partners can meet those expecrarions, If we can do
thag, our clients will love us and our products.

7 We search for the "WEg"

Phis s whar we should always fook for, Whenever aur clients think “we', they
are satisfied with our products and services. It means they are not looking for

alrernative supphicrs. "W s che Kev signal for the qualiny of our relationshp,

3 We turn our clients into winners,

When they win, we win, Tes as simple as chat, Our chienes

want to be winners and they wanrt to be seen as winners.
Suwe need to help all our partners took good ~ in the
ves of ther customers, thar partners, their busses, their

colleagues as well as in the public eye. We need
them to publicize their succuss,

» helps

i

» Give one good example and one bad example of complaint managemeant which you have
experienced.
+ When you make a complaint, what kind of response do you ex

7

O
44
la)
e
t
o
b
v
=
{a
=

D
=
I3
3
—

response you actually get? Give some examples.
+ Discuss several ways in which rompanies can improve their a




538!

Test yourseif!

Ses how much sales and purchasing vacabulary you have learned. Use the cluss to complate th
crossword puzzis,

ALross
8 Tosuggest an option which you believe 1o be good.
¢ The amount of maney that a company receives in a year from the sales of its goods.
13 An event where people who work in the same industry can meet. (2 words - 5, 4)
16 When you say you are sorry, you make an ... .
17 When two parties say yes: to reach an ... .
18 Aformal offer to supply goods at a particular price.
19 When an arrangement is definite, you often get written ... .

5 L ~ 1 ~ - -
21 Generatiernis i

)

22 The other companies in your industry which perfarm the same functions.
24 The company which provides you with the goods you need to do your business.
25 Asking suppliers to make bids: ... to bid.

Down
1 Asmall bit ol thick paper with your name, the name of your company, and your
contact details. {2 words - 8, 4)
A reduction in the price of something.
To describe when the goods will arrive: ... dare.
This is how much you have to pay.
An event where goods are sold to the highest bidder.
To make an offer, normally in a tender scenario.

~NOOy W D W N

Those costs which are fixed, regardiess of how much you seil.
RFP is the short form of this phrase. (3 words - 7, 3, 8)

]

10 What you have to pay if you do something wrong’
11 Similar to a guarantee, where the seller promises to repair or replace the product

if there is a problem. .
12 The basic contract under which all future dealings take place: ... contract.
14 The amount of money you have to pay for a particular service.
15 Alist of the goods you have bought which says how much you have to pay.
20 Torequest goods from a supplier.

23 Asales team often has to sell a certain amount of goads, that is their sales ... .
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Partner files

CUNIT £, EXERCISE 12 FILE 01

Your name is Kate/Kyle Gorresdal and you work at
the Norwegian subsidiary of International Garments
Inc. Yau need to talk to somebody in the purchasing
department at HQ in Florence who can help you
arder some give-aways for a trade fair. First read
your notes. Then make the call.

»\\M\
» : y decision.
We need o 4 e'ﬁ\>
500 pens @ budg e
300 pencils —

- all with our company logo
— delivery in 4 months
~ must fit the modern design

of the stand
_ the colouring should be the
same as the company l0go

I RN |
— ‘We need good quality pens frj\{i}&?;‘t?,f
we gave alvay fast year were horevie!

CUNIT 2, EXERCISE 10

FILE Q2 .

You are Leslie Sorenson and you work for Deyhle
Travel GmbH in Austria. You offer travel management
solutions for small and medium-sized companies.
You are at your stand at the international fair
husiness.org. Tatk to a potential new ciient and ask
questions about their business and background.
Inquire about their needs and specifications.

&

We offer travel management
solutions for your company!
scheduling flights
handling visas
- booking accommodation
arranging international conferences
organizing client entertainment abroad

Sevhile Trave Canb i | Hodpatis | 21077 C.n:e
Td:mk.z(m:: A3 D3) 66K ST 39 P (3] 63 TRERAT 20
wvewdeyli com ] Lovitnaei@dehieson

UNIT 3, EXERCISE 12 U FILE QR

You are Petra/Peter Nolte of Bread Basket, a large-
scale bakery located in your country.You are going
to phone Marie/Mario Stoll, a purchaser at Clever
Catering, to make an offer. You know they offer
catering and event management, and you would like
to create a contact and hopefully sell them your new
nroducts. Here are some notes you have written:

G Voren et be bun o sn o ; [ .
VEIT e el ‘..‘»N.)!ﬁclg ?:}-sf& SAnl Doty

Our strengths

© We have a range of production facilities
worldwide.

* We also have our own delivery services.

* Our products are always of high quality.

* We produce locally, thus the products

are much fresher.

Our objectives

« Sell new products, e.qg. bread and
biscuits.

* Provide other specific products, e.g. for
people with diabetes.

= Possible trial period either in the US or
cin the Middle Fast

EXERCISE 13 .~

Your name is Paula/Pautl and you are a purchaser in
Hanse Business Bank. You have requested an offer
for New Year's cards from Print Unlimited. A branch
manager had recommended this supplier, but you
think the offer is very expensive. Also, you have
dealt with this company before (they printed
business cards for you} and you are not sure how
reliable their deliveries are, Look at the terms of the
offer and your notes, and ring the supplier.



New Year's cards — offer from Print Unlimited

o 1O.000 cards per annum -~ need 6,008 cards only

 fivesyear contract = enly prepared to sign fwe-

yaar cantract, then perhapy
extend
~ g scleetion of three designs 0 — coan we have

Hors deiign§7

choase [tom cach yeur
- delivery to central headquarters  — OK, butwoold
prefer delivery to six regicnal
branches, no’fjus“f‘ﬁQ
© 2500 high-quality cards — need 1,000 anly, with

| December

G R

envelopes

wiial price offer: €150 ~ price too high:
per standard card and €3.00 max price i
per premivm card. €1.00 standard,

€2.00 premivm (E2.50 with envelopes)

Important: Reguire penaﬁ'}» for late de—]iver‘y

2% reduction in price?)

SN SN e A

R IR R

TR RN

UNIT 5, EXERCISE 4

“FILE 05
You are joseph/losephine Petersg, a buyer at the Fifth
Season Hotet in Manchester. Yours is a first class
hotel and you are looking for furniture for the six
suites that are reserved for VIPs. You need top-
quality furniture that reflects your hotel’'s minimalist
and functional design.

You want to place the following order under a frame
contract with Martha/Martin Beston at Executive
Furniture Inc. in Brussels.

Use the notes helow to make a phone catll.

Furniture needed (for each of six suites)

Tuscan yeliow 1/4
coffee table 1
deskfchair 1/1
dining table/chairs 1/6
sideboard !
double bed 1
bedside tables 2
wardrobes 2

Wood - Al mapie? (MA2SOR)

Moze: gaods receiving is closed 12-2 pm. Geralsf
Smith will sign fur goods. Mabile 0176-245 0733
Delivery date: middle of nexr manth, not larer!!

Partner files , 681

CUNIT 5. EXERCISE 11"

=L FIRE-O6

First look at the information below and add two of
your own figures to lines 4 and 5. Then calt your
partner and take turns passing on the information
you have.

Note: Try to tatk about the figures in full sentences
vi.e. don'tjust dictate the numbers) and use
language for checking and confirming information.

.

Tell your partner:

1 rise in transport costs of about $350,000 (US)

2 increase in prices for raw materials 9.6%
(during the last quarter of the year)

3 delivery problems with article no. HIPgo-TT1g

Take notes:
&

7
8

9

10

FILE 02

. UNIT 6, EXERCISE 14

You work in the purchasing department of llluminate
inc., a British company which produces lamps. You
have received an email from your boss informing
you about problems with one of your suppliers, a
company in Madrid that supplies all types of
promotional material. Read the email below from
your boss, then ring the supplier to discuss the
probtems.

After the conversatian, you should receive an email
confirming what was agreed. Make sure that
everything is correct, and respond by email.
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Partner files

CUNIT L, EXERCISE 22 oo FILE Ot

Your name is Maria/Marco Arcoletti, seniar
purchaser in the central purchasing department of
International Garments Inc., located at the company
headquarters in Florence. You are about to receive a
call from Kate/Kyle Gorresdal (one of the Norwegian
sales representatives). Take the call and find out
what she/he wants.

aternational Gammens Ings oo

Ta: (Branch Name or Department)

Global Purchasing Department From:

Area 4.5 Marketing Articles Team:

Headquarters, Group No. P 4.5 Branch No.: NOR 25/01

Internal Telephone no.:

Date:
Requigition

1. Description and business case

: UNIT 2. EXERCISE 10

FILE 02

Your name is Pat Thacker and you work in the
Purchasing Department of Aircraft Maintenance Inc.,
Liverpool. Your company’s sales representatives
travel internationally and you are opening a new
production site in Shanghai later this year. You want
to outsource travel management, and are visiting
the stand of Deyhle (an Austrian-based company) at
the international fair business.org. Do they have the
experience in the regions you are looking at? Are
they able to handle your worldwide business from
Austria?

UNIT 3, EXERCISE 12~

You are Marie/Mario Stoll, chief purchaser for Clever
Catering in Denmark, a company which offers
catering and event management in Europe. You are
now branching out into the Middle East and are
looking for new suppliers to satisfy the demands of
your customers. You are going to receive a phone
call from one of your suppliers, Petra/Peter Nolte at
Bread Basket, a large-scale bakery which supplies
high-quality products. Look at the notes you have
written and take the call.

Objectives

* We are looking for a supplier of bread
and cookies for aur caateens. We need a
broad range of dietary specifications:
diabefes‘_Paﬁenf‘s‘ in some of the
hospitals we deliver to.

* Requirements: consistent quality level,
17,000 rolls in the ﬁrs'i'year and about
15,000 biscuits in the first year.
Guaranteed right of return for unused

bread, rolls or cookies.

. Possibili)‘y: test products first oq the

‘ Eurapean market?

- UNIT 4. EXERCISE 11 FILE 04

You are a sales rep at Print Unlimited. You have
already done business with Hanse Business Bank
{(they ordered business cards from a colleague of
yours) but that was a few months ago. As you are
atso their client (you have all your accounts with
them), your branch advisor has passed your name
on to the purchasing department. They are looking
for a new supplier of New Year’s cards. Look at these
points from your offer and the comments you’ve
added, and take the phone call.



Partner files | 63

 Tel your partner:

Offer for Hanse Business Bank . 6 : decreasg m. prod_uctiqn»; 12,4'..6.??...(9"/9".135.1. year)
{7 question about order no. ATE669/13YG

+ 10.000 cards per annum

+ fve-year contract — standard 8 ' Total price for order: €3,562.52 (including
v a sele'ction of three designs to VAT)
choose from each year - grandosd 5
+ delivery to central headquarters by 1 December
« 2,500 high-quality cards 10
- (initial price offer) €1.50 -~ caoa go down a
per standard card and bitr 1.30 ctandard,
€3.00 per premium card.  2.50 premives {witheot
envelopes), 176 {with eaveloper) You work in the sales department of Cards 'n Mare,
a large supplier of promotional material located in
Need to mention that we vse reeyoled paper only Madrid. This is only your fourth week on the job
{dee Fo sontracty with oten suppliers) and your company seems to be going through a

crisis. You have received a number of emails and
phone messages - both from production and from
one of your customers, a British company called
Htuminate Inc. Read through the messages below.
Then get ready to answer the phone when .
somebody from Hiuminate Inc. calis to comptain
about a problem.

UNIT 5, EXERCISE 4

FILE 05
You are Martha/Mart'in Beston and work in the sales
department at Executive Furniture Inc. in Brussels.
A client is going to call you, and place an order for
hotel furniture. Take down the information. Look at
your notes below before taking the call.

Specifications (colour and quah'ty?
of upholstery, type of waod, style?)
Contact persan? Will he o she be
there to sign for the goods?

Important: need signed order
befare grder goes £d Sfactory!!

o A

UNIT 5, EXERCISE 11 . - FILE O6

First look at the information below and add two of}
your own figures ta lines 9 and 10. Then call your ;
partner and take turns passing on the information
you have. .
Note: Try to tatk about the figures in full sentences b
(i.e. do not just dictate the numbers) and use

language for checking and confirming information.

Take notes:

1

N

T B WIS

After the call, write an email confirming the solutions
you have agreed.
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8 1

sales volume 5 sales meeting
2 sales force 6 sales figures
3 sales tax 7 sales promaetion
4 sales targets 8 salesperson

Answer key

1 Carol works in sales, Dong-Sun in purchasing.

Carol: 1, 2, 4-11
Dang-Sun: 2, 3,5, 6,8-10, 12

2 1dto fillin order forms
2 ¢ market research
3 f to draw up tenders
4 a to negotiate contracts
5 e delivery date
6 b to handle complaints

3 key account manager
sales representative
senior purchaser
supply chain manager

1 f
2 g
3 b
4 h

[ SRS Y]

W~ OV
e Qoo

6 They discuss: 2.1, 2.2 and 2.4.

sales targets

increase the sales volume
specific goals

ahead of

improving sales

sales promotion

look into: exceed our budget
corporate clients

XN VS e

are ... on 5 exceed/be above
were ... below 6 reach

have ... set 7 are .. above
revise

TR VI

9 (suggested answers)
1 Company credit cards for all flight personnel
2 john Murphy

101

Correct.
Correct. :
Incorrect. There are suppliers but Dong-5un wants
to offer a better service than just fulfitling John’s
specific order.

Correct. .

Incorrect. Dong-Sun will assess and compare the §
offers. %
incarrect. john does not complain. 1
y
agreement 6 purchase !
assessment 7 request i
to compare 8 to solve [
competition g9 specification .
complaint 10 supplier |
comparing 5 assess
competition 6 requests
suppliers 7 solution

specifications

Starter (suggested answers)
Pra,d,i
S:f, g h
P+S:b,c, e,

11

false 2 True 3 True

And I'm Brigitte. 8rigitte Dupont. Pleased to meet
you. : :
Well, | found it very interesting. ... yours was
definitely one of the more relevant for me.

Can | ask which company you are with?

i'm a senior purchaser at Air South, responsible

for engine parts.

Do you think that our MRO services may be of
interest to you?

Well, if you have time next week, perhaps you’d
be interested in meeting after the trade fair is
over.

Could you give me your card?

in theimeantime, would you like to look at our
new catalogue?

¥

3 (suggested answers)

1

~N [EARPLR VRS )

x

Could you tell me your name, please?

Can | ask what business you are in?

Would you be interested in meeting next week?
Could you just wait a minute while | get my diary?
Could you give me your business card/contact
information?

Don't you work at HT Electronics?

Would you like to meet later to discuss the
details?

Would you like to put your name on our mailing
list?



