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HPEANCJ/IOBUE

[IpakTH4yeckoe PyKOBOACTBO MPEAHA3HAYECHO JJIs CTYJCHTOB
cnenuanbHoctd 1-25 01 08-03 «byxrantepckuii y4yeT, aHaIW3 U ayguT
(B KOMMEpPUYECKUX M HEKOMMEPYECKHX OPTaHHU3alMIX)» 3a04HON (HOpMBI
oOyueHHMs] W HalpaBJICHO Ha pPa3BUTHUE YMEHUM OCHOBHBIX BHJOB
MUCbMEHHOW U YCTHOM OM3HEC-KOMMYHHUKAIIUM HAa aHTJIUMCKOM S3bIKE, a
TaK)k€ yYMEHUW AaKTUBHO TOJIb30BATHCS MPOPECCUOHATBHON JIEKCUKOM.
N3nanue BriIoyaeT oOpasipl  Telde(OHHBIX IEPEroBOPOB,  MpaBUiia
MOATOTOBKHU PE3IOME MPU MOUCKE PadOThI, pEKOMEHAAIIMU MO MPOBEACHUIO
MIEPEroBOPOB U MPE3EHTALMN U 0OPMIICHUIO JCIOBON KOPPECIIOHCHIINH.
OHO CcmOCOOCTBYET TMOBBIINICHUIO YPOBHS IOATOTOBKH CTYACHTOB IIO
CIICIIMATBLHOCTA U YIIIYOISieT MX 3aMHTEPECOBAHHOCTh B IMPAKTUUECKOM
OBJIQJICHUA UHOCTPAHHBIM SI3BIKOM.

[IpakTHueckoe PYKOBOJCTBO COACPKHUT HEOOXOAMMBIN HUana3oH
MPAKTUYECKUX W CIOPABOYHBIX MATEpPUAJIOB B BHUJIC BBIPAXKCHUU,
CUTYyaTUBHO-O0YCJIOBJICHHBIX (Ppa3 U PEKOMEHIALUM, KOTOPBIE HYXHBI
IPU COCTABJICHUM JE€JIOBOM KOPPECHOHIACHIIMH, MOATOTOBKE JOKYMEHTOB
IUIsE  TPYAOYCTPOMCTBA, MPOBEACHUM  MPE3CHTALUM U JIEJOBBIX
NeperoBopoB.  Kakaplii TEKCT  CONMPOBOXKAAETCS KOMMEHTApUsAMHU, B
KOTOPBIX JAIOTCS HEOOXOJMMBIE JIEKCMYECKHME U  CTHJIMCTUYECKHUE
MOSICHEHUSI, pPaclM(PpOBBIBAIOTCA TPYJAHbIC JJisi TOHUMAaHHUS MECTa.
3amaHus B BUJE PA3IMYHOTO poja yIpaKHEHUI HalleJIeHbl Ha o0oralieHue
CJIOBAPHOTO 3araca IyTeM aKTUBHOTO YCBOEHHMS JIEKCUUECKHX €IUHHUI] U
rPaMMaTHYECKUX CTPYKTYP.



1. BUSINESS COMMUNICATION

Preparing for a Phone Conversation:

- think of all the questions you need to ask or things you are going
to say;

- prepare all the documents that you will need for your phone call;

- have your diary at hand (for appointments), some paper and a pen;

- make sure you know the situation before you make a call.

Here is a phone conversation between business partners.

Mr. Jackson: | Good morning, Sales Department of the L.L Bean
company.

Brenda Dyer: | Good morning, my name is Brenda Dyer. I'm calling
from GMC in Detroit, Michigan. Could I speak to Mr.
Jackson, please?

Mr. Jackson: | Speaking. Good morning, Miss Dyer. What can | do for
you?

Brenda Dyer: | My colleague Joan Smith wrote to you recently and we
received your sales material. We're interested in
ordering some T-shirts to give away as Christmas gifts
to our customers. We understand we can create our own
design. Is that right?

Mr. Jackson: | Yes, that's right. You send us a deposit and we produce
a proof garment from your design.

Brenda Dyer: | We are a little anxious about the delivery times. You
see, we need the goods by mid-November at the latest.
Mr. Jackson: | Yes, | see. Well, if you send your order off now, you
should receive our proof garment in two weeks.

Brenda Dyer: | Two weeks?

Mr. Jackson: | Well, we could make it one week if you write a note
saying it's urgent.

Brenda Dyer. | Good.

Mr. Jackson: | Then if you send us the order, we can send you the
invoice immediately.
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Brenda Dyer:

Mr. Jackson:

Brenda Dyer:

If we fax you a copy of our banker's order, would you
accept that or do you wait until the money is credited to
your account?

I'm afraid we have to wait until we receive the money.
But it usually takes two or three days at the most.

Thank you very much indeed, Mr. Jackson. You've been
most helpful.

Receiving Phone Calls:

- if you expect a phone call, think about what they will say or ask;

- check all the relevant documentation regarding the call;

- if you are not ready to answer their questions, ask them to call you

back later.

Secretary:

Mr. Headington:

Secretary:

Mr. Headington:

Secretary:

Mr. Headington:

Secretary:

Mr. Headington:

Secretary:

Mr. Headington:

Secretary:

Mr. Headington:

Secretary:

Hello.

Is this "Bendon & Brothers"?

Yes, who's speaking?

My name is Alan Headington from "Mennings
Constructions”. I'd like to find out about the
progress of our issue.

Oh, Mr. Herrington...

No, Headington, as in "head".

So what was it, Mr. Headington?

Well, the contract, of course! | called you the day
before yesterday.

Ah, the contract... | don't have any info on that
from our main office yet. Perhaps they're still
working on it.

Do you think they'll be ready before this weekend?
Maybe, | don't really know. Call us tomorrow. No,
better on Friday morning, Okay?

I'm not sure my boss will be pleased with this
attitude, Mam.

Well, 1 don't think 1 can help you in that, I'm
afraid. Bye-bye...
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Asking for Repetition

When you are not sure you have understood something, ask for
repetition. Any request for repetition or repetition itself must be followed
by acknowledgement (confirmation of receiving the information), for

example:

— | beg your pardon. | didn't catch that.

— I am calling from Minsk, Belarus (repetition)

— ON, I see (acknowledgement)

Read the following phone conversation and pay attention to the
phrases of asking and giving repetitions:

Receptionist:

Lilia Korzun:

Receptionist:

Lilia Korzun:

Receptionist:

Lilia Korzun:

Receptionist:

Lilia Korzun:

Receptionist:

Lilia Korzun:

Receptionist:

Lilia Korzun:

Receptionist:

Lilia Korzun:

Receptionist:

Good morning, Johnson and Johnson Inc. How can | help
you?

Hello, my name is Lilia Korzun. 1 recently sent you my
resume and wrote about an interview, but | haven't had
any reply yet.

I'm sorry, could you repeat your name please?
K...O..R..Z...U...N, Korzun, and my first name is Lilia,
L..1..L..I.A.

| see. And who did you write to?

To Mrs. Lynne Wright in Human Resources.

| beg your pardon, | didn't catch that.

To Mrs. Lynne Wright — Human Resources Department.
Oh yes. Was there a date for the interview suggested?

| thought 1 would be able to come on June 4™, but at this
point the best time would be between June 8" and 11"
because of my final exams.

Right. I've got that now. Could you hold on please? Okay,
Lilia Mrs. Wright said she would be able to see you on
June 10" at 11:30 AM.

I'm sorry. Could you please repeat that?

On Tuesday, June 10™, eleven thirty.

Oh, thank you very much. You've been very helpful.

No problem at all. Bye-bye.



2. BUSINESS PRESENTATION

There are different types of business presentations according to their
purposes and the target audience involved:

press conference: two chief executives tell journalists why their
companies have merged.

briefing: a senior officer gives information to other officers about a
police operation they are about to undertake.

demonstration: the head of research and development tells non-
technical colleagues about a new machine.

product launch: a car company announces a new model.

lecture: a university professor communicates information about
economics to 300 students.

talk: a member of a stamp-collecting club tells other members about
19th century British stamps.

seminar: a financial adviser gives advice about investments to eight
people.

workshop: a yoga expert tells people how to improve their breathing
techniques and gets them to practise.

Although there are several different types, it's possible to give the
general advice to getting ready for the presentation of any kind.

As far as business presentation is concerned, one should take into
account some hints for a successful presentation.

Preparation

Planning. Plan your presentation carefully. Thorough preparation
will make you more confident and help you to overcome your
Nervousness.

Objectives. Think about what you want to achieve. Are you aiming to
inform, persuade, train or entertain your audience?

Audience. Whom exactly will you be addressing? How many people
will be attending? What do they need to know? What do they already
know? What will they expect in terms of content and approach?

Content. Brainstorm your ideas first. Then decide which are most
relevant and appropriate to your audience and to your objectives and carry
out any research that is necessary. Be selective! Don't try to cram too much
into your presentation.



Approach. A good rule of thumb is to 'tell your audience what you're
going to say, say it, then tell the audience what you've said'. Try to develop
your key points in an interesting and varied way, drawing on relevant
examples, figures etc. for support as appropriate. You might also like to
use one or two anecdotes for additional variety and humour.

Organization. Think about how you will organize your content. Your
presentation should have a clear, coherent structure and cover the points
you wish to make in a logical order. Most presentations start with a brief
introduction and end with a brief conclusion. Use the introduction to
welcome your audience, introduce your topic/subject, outline the structure
of your talk, and provide guidelines on questions. Use the conclusion to
summarize the main points of your presentation, thank the audience for
their attention, and invite questions.

Visual aids. If you have a lot of complex information to explain,
think about using some charts, diagrams, graphs etc., on an overhead
projector or flipchart. Visual aids can make a presentation more interesting
and easier to understand, but make sure they are appropriate and clear -
don't try to put too much information on each one.

Rehearsal. Allow time to practice your presentation - this will give
you a chance to identify any weak points or gaps. You will also be able to
check the timing, and make sure you can pronounce any figures and proper
names correctly and confidently.

Language

Simplicity. Use short words and sentences that you are comfortable
with. There is no benefit in using difficult language.

Clarity. Active verbs and concrete words are much clearer and easier
to understand than passive verbs and abstract concepts. Avoid jargon
unless you are sure all your audience will understand it.

Signalling. Indicate when you've completed one point or section in
your presentation and are moving on to the next. Give your audience clear
signals as to the direction your presentation is taking.

The language of your presentation is of great importance. The terms
used should be organic for the audience. If there are some special terms
they should be described at the very beginning. Appeal to the interests of
the people, use the pronounce "you", "yours" and so on. Reason your
speech with the examples familiar to your audience, so that they would
have an impression that you presentation was prepared especially for them.
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The presentation or meeting are not only speech. In order to achieve
the goals of the presentation, the speaker should combine different ways to
reach his audience's understanding.

Speech should be grounded on:

— visual support;

— authoring support.

Use a good presentation-building tool, like MS PowerPoint. Good
looks are important. If you need formulas, try TeXPoint, George Necula's
Latex for PowerPoint.

Among different visual aids, using slides is of utmost importance
while presenting information.

- Use only one idea per slide.

- Slides should have short titles.

- All the text on one slide should have the same structure

- Put very little text on a slide; avoid text completely if you can.

Running a meeting

Only call a meeting if you (and your colleagues) are quite clear about
its purpose. Once you are certain of your objective, ask yourself whether it
could be better achieved through alternative means, such as a memo.
Meetings called on a routine basis tend to lose their point. It's better to wait
until a situation or problem requires a meeting. If in doubt, don't waste
time having one. If you're sure a meeting is the solution, circulate a memo
several days in advance specifying the time and place, objectives, issues to
be discussed, other participants and preparation expected. Meetings should
be held in the morning, if possible, when people are usually more alert,
and should last no more than an hour.

Six is the optimum number of participants for a good working
meeting. Inviting the whole department (more than 10) increases
emotional undercurrents such as, Will my suggestions be taken seriously?
Larger meetings can be productive as brainstorming sessions for ideas,
provided participants can speak freely without feeling they will be judged.

Successful meeting always leads to action. Decisions should take up
the bulk of the meeting minutes, including the name of the person
delegated to each task, and a deadline for its completion. Circulate the
minutes after the meeting and again just before the next one.

Draw out quieter members of the group. Encouragement helps create a
relaxed and productive atmosphere. Do not single out any individual for
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personal criticism — they will silently withdraw, upset and humiliated, or try
to come up with excuses rather than focusing on the problems in hand. Save
critical comments for a private the time, you're dominating the meeting.

Exercises

1. Discuss the following questions.

1) What are the main reasons for holding a meeting?
2) What is the role of the chairperson?

3) Why are so many meetings unsuccessful?

2. Complete the following sentences with appropriate words from
the list.

Agenda, casting, vote, consensus, minutes, circulate, apologies,
chairperson, items, arising, conduct.

1) In all formal meetings and most informal meetings, there is
a...whose job it is to...the business of the meeting and to ensure that the
meeting’s objectives are achieved.

2) It is helpful in both formal and informal meetings to have an...,
listing the points that are to be discussed. It is usual to...this in advance so
that participants can prepare adequately for the meeting.

3) If there are too many...on the agenda, it is inevitable that the
meeting will be over-long and so less effective.

4) After formal meetings, the secretary writes up the..., an official
record of the discussion that has taken place.

5) If you cannot attend a meeting, it is customary to send your...to
the chairperson, who reads out the names of any absentees at the beginning
of the meeting. After naming absentees, the chairperson may ask if there
are any matters out of the minutes of the last meeting.

6) When decisions must be taken, the chairperson hopes there will be
a...on what should be done. Otherwise, a vote must be taken and
sometimes the votes for and against are equal. If this happens, the only
way to break the deadlock is for the chairperson to give his or her....

3. The following are part of a business meeting where an important
financial decision is made. Complete them using the correct form of these
verbs:
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Seem, examine, bring, reject, choose, put, exclude, reach,
satisfy, give.

1) 1 don't think that this will be particularly difficult because at least
two of the five do not...the basic criteria for the contract.

2) So, are we all agreed that we are...proposals A and E?

3) | personally feel that all of these are sound proposals but that of
the three, proposal C is the one we should ....

4) All in all, then, I strongly believe that we should opt for C and |
would, therefore, like to...that to the vote.

5) So, we have now had a chance to...all the proposals in detail and
it is now time to come to a decision.

6) It is also the most detailed, which means we can...a number of
other decisions today, if we choose C.

7) Right. That...us to proposals B, C and D.

8) Our first task is to...any which are definitely not acceptable.

9) | say this for several reasons, but mainly because C is the one
which...to provide the most flexibility in terms of both time and funding.

10) I'm thinking here of proposals A and E, neither of which...an
unconditional guarantee on the completion date.

3. BUSINESS NEGOTIATIONS

Read the text and summarise the main points as a list of guidelines
on negotiating.

The Art of Negotiation

There has been a great deal of research into the art of negotiation
and, in particular, what makes a good negotiator.

One point most researchers seem to agree on is that good negotiators
try to create a harmonious atmosphere at the start of a negotiation. They
make an effort to establish a good rapport with their opposite number, so
that there will be a willingness — on both sides — to make concessions, if
this should prove necessary.

Good negotiators generally wish to reach an agreement which meets
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the interests of both sides. They therefore tend to take a long-term view,
ensuring that the agreement will improve, or at least not harm, their
relationship with the other party. On the other hand, a poor negotiator
tends to look for immediate gains, forgetting that the real benefits of a deal
may come much later!

Skilful negotiators are flexible. They do not "lock themselves" into a
position so that they will lose face if they have to compromise. They have
a range of objectives, thus allowing them to make concessions. Poor
negotiators have limited objectives, and may not even work out a "fall-
back™ position.

Successful negotiators do not want a negotiation to break down. If
problems arise, they suggest ways of resolving them. The best negotiators
are persuasive, articulate people, who select a few key arguments and
repeat them. This suggests that tenacity is an important quality.

Finally, it is essential to be a good listener and to check frequently
that everything has been understood by both parties.

Preparation

Planning. Make sure you prepare properly. The less you prepare, the
more you will be at a disadvantage and the less likely you will be to
achieve a satisfactory outcome.

Research. Try to find out as much as you can about your opposite
number and his or her business. Use the resources of a business library
and/or talk to your business contacts.

Objectives. Try to take a long-term view and decide on a range of
objectives so that you can be more flexible and offer more alternatives
during the negotiation itself. Remember you are looking for a win-win
situation of benefit to both parties, thus paving the way for further deals in
the future.

Limits. Decide what your sticking point(s) must be and why.
Knowing your negotiating limits and their reasons will help you negotiate
more confidently and comfortably.

Strategy. Plan your negotiating strategy carefully, taking into
consideration the personality and position of your opposite number, as
well as your own strengths and weaknesses.
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Techniques

Rapport. Try to establish a good rapport with your opposite number
from the moment you first meet, whether or not you already know each
other. Some general 'social talk' is a good ice-breaker and bridge-builder in
this respect.

Parameters. Confirm the subject/purpose of your negotiation early
on and try to establish areas of common ground and areas of likely conflict
before you move on to the bargaining/trading stage.

Listen! Listening attentively at every stage of your negotiation will
help to avoid misunderstanding and create a spirit of cooperation.

Attitude. Be constructive not destructive — treat your opposite number
with respect, sensitivity and tact, and try to avoid an atmosphere of
conflict. This will create a feeling of harmony and goodwill, which should
encourage willingness to compromise and ultimately lead to a productive
negotiation.

Approach. Keep your objectives in mind - and try to keep a clear
head. This will help you to concentrate on your key points. Try to resist the
temptation to introduce new arguments all the time. Use the minimum
number of reasons to persuade your opposite number, coming back to
them as often as necessary.

Flexibility. Be prepared to consider a range of alternatives and try to
make creative suggestions for resolving any problems. Be prepared to
make concessions and to compromise, f necessary, to avoid deadlock - but
don't be pushed beyond your sticking point.

Review. Summarise and review your progress at regular intervals
during the negotiation. This will give both parties a chance to check
understanding — and, if necessary, clarify/rectify any misunderstandings.

Agreement. When you have reached agreement, close the deal firmly
and clearly. Confirm exactly what you have agreed - and any
aspects/matters that need further action.

Confirmation. Write a follow-up letter to confirm in writing the
points agreed during your negotiation and clarify any outstanding matters.

Exercises

1. Discuss the following questions
1) What is a 'negotiation'?

14



2) How would you judge the success of a negotiation?

3) What makes a good negotiator?

4) Do you think people should tell the complete truth when
negotiating?

5) Have you ever been involved in formal or informal business
negotiations? Describe your experiences.

6) How to be a good negotiator? What do you think? How
appropriate is the following advice? Rank each suggestion on a scale from
1-10 (1 = essential, 10 = unhelpful) to indicate your opinion:

- try to get on well with your opposite number;

- use emphatic language;

- show respect for your opposite number;

- make suggestions to resolve disagreements;

- have clear objectives;

- be determined to win;

- say 'l don't understand', if that is the case;

- listen carefully;

- always compromise;

- discuss areas of conflict.

2. While negotiating, one should know the ways of standing your
ground. The following exercise will give you some ideas on the matter.

Complete the sentences below using the following words:

Up to a point, limit, unacceptable, final, bottom, moving, clear,
unable, leave, position.

1) We've considered your offer very carefully, but I'm afraid
we're...to accept it. We're sticking to our original position.

2) I'm very sorry. This is really the...line. This is the cheapest offer |
can make and | simply can't go any lower.

3) I'm afraid that we are not able to meet the conditions that you have
just outlined. We are prepared to be flexible but we...accept those
conditions.

4) I'm sorry but we can't accept that. Our...is clear and we have
explained it to you several times before. If you want these negotiations to
continue, then there will have to be some concessions on your part.

5) We have made all the concessions we can make in this matter and
we can go no further. This is our...offer.
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6) I'm sorry, but we're not...on this one. We have already offered you
the cheapest deal possible and it's impossible, | repeat impossible, for us to
offer you any more discount.

7) We have made our position...to you on several occasions. We are
not prepared to accept a lower price. I'm very sorry but that's the way it is.

8) I'm sorry, but this is really very simple. The time clause is to...us
and we are not prepared to change our position on this.

9) Look, we can go this far but we can't go any further. We have
already made several concessions, but we have now reached the....

10) I'm sorry, but this is our position. As far as | am concerned, this
IS non-negotiable. Take it or...it.

3. Complete the following verb + noun expressions from the
sentences above.

1) make an... 4) ...concessions 7) accept a...
2) ...the conditions 5) ...your position  8) continue...
3) offer a... 6) ...a discount 9) consider an...

4. BUSINESS LETTERS

Vocabulary
letterhead — 3aroJIOBOK OJIaHKa, COACpIKAIlMi BCIO
syn letter heading HEOOXOIMMYI0 HH(POPMAIIUIO O KOMITAHUH-
OTIpaBUTEJIC MUChMa
sender’s address — aJIpec OTIPABUTEIS
reference(s) — CCBUIKH. (BXOMSIINH/UCXOMSIINN HOMED)
inside address — azipec moayJares
syn addressee’s address
syn receiver’s address
opening salutation — obpamenne. DopMmyrna  BEKIUBOCTH,
syn salutation aHAJIOTUYHA  PYCCKOM  «YBakaeMbIe
TOCTIO/a»
subject line — TeMa MMHChMa

syn letter subject
syn subject heading
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closing salutation — 3aKJIIouMTeNbHAs  Qpasza.  Dopmyra

syn complementary close BEKJIMBOCTU AHAJIOTUYHA PYCCKOMN
«C yBaxxenuem/Hckpenne Bain»y
pp — per pro (for) — «a» (0T WMMEHM M IO IOPYYEHHIO).
Ucnonb3yerc, ecli IMUCHMO

MOAMUCHIBACTCS JTOIKHOCTHBIM JTHIIOM,
OTJIMYHBIM OT 00O3HAYEHHOTO B pac-
MU POBKE MOJIHUCH.

cc — copies circulated — OTIPABJICHHBIC KON
syn carbon copies
enclosure(s) — IPHIOKCHHUE(S)
syn attachment
filing system — 30. JCJIOIPOU3BOJICTBO
Letterhead

Business letters are usually typed on notepaper bearing a specially
designed heading which provides the reader of the letter with essential
information about the organisation sending it. The letterhead or heading
usually includes the name, address, telephone and facsimile number, telex
code, e-mail address, logotype and some other information about the
company.

Parts of letter

Reference

References are usually printed below the letterhead or on the same
line as the date, but on the left. They are quoted to indicate what the letter
refers to («your ref.») and the correspondence to refer to when replying
(«our ref.»).

References consist of the initials of the person who signs the letter
and those of the typist. Sometimes other letters or figures are added,
according to whatever may suit the filing system of the firm in question.

Date

Date is written under the references or on the same line but on the
right. You should be very careful writing the date. In Britain, they write
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the day first, but in the United States they write the month first. So
10.02.03 is the tenth of February in Britain and the second of October in
the United States. That is why to avoid any misunderstandings the date
should be written like this:

10 February, 2003 OR
10" February, 2003 OR
February 10, 2003 OR

February 10", 2003 OR

10 Feb., 2003 etc.

Do not forget to use capital letter for the month. Writing th, rd, nd or
st after the day is considered to be old-fashioned but still is widely used.
Abbreviations of the names of months are not very frequently used in
Britain. If they are used, however, they are as follows: Jan., Feb., Apr.,
Jun., Jul., Aug., Sept., Oct., Nov. and Dec. Some firms still insist on a
comma before the year, but others consider this unnecessary.

Inside address

The name and the address of the firm written to should be typed on
the left against the margin. You do not have to indicate the name of the
person you are writing to in the inside address.

Messrs., an abbreviation for Messieurs, the French word for
Gentlemen is used mostly when a partnership (usually the name of firm
consists of family names) is being addressed.

For example:  Messrs. Wilson and Spencer

18 Hill Street
London W1M 5RN
The address should be written in the following way:

The addressee’s name (not necessary) Mr. A.J.Fisher

The name of the firm Great Furniture Ltd.
The building number, the name of the street | 18 Hill Street

The name of the town or city, post code London W1M 5RN
Country Great Britain

Note: If you are writing a letter to a non-English speaking country
care should be taken to keep the address of the addressee absolutely
identical to that given to you by your partner.
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Attention line

When you address your letter to an individual the attention line can
be typed after the address, but it is rarely used.

In case of large towns and cities in the United Kingdom the name of
the county is not required. When the firm addressed is situated in a smaller
town, the county name is necessary. If you are writing a letter to the
United States the state name after the name of the town or city is essential.

Opening salutation

Below the inside address double space is left and opening salutation
Is typed against the left-hand margin. There are several types of opening
salutation:

Dear Sirs — to a company

Dear Sir — to a man if you do not know his name

Dear Madam — to a woman if you do not know her name

Dear Sir or Madam - to a person if you know neither the name, nor
sex

Dear Mr. Green — toaman

Dear Mrs Green — to a married woman

Dear Miss Green — to an unmarried woman

Dear Ms Green — to a married or unmarried woman

Dear Peter — to a friend or someone you know well

Gentlemen: — the most common salutation in the United States

Note: It is wrong to open a letter with «Dear Mr. Peter Green» or
«Dear Mr. Peter»

Subject line

Subject line or subject heading appears below the opening salutation
and says what the letter is about. It is helpful but not necessary.

Body of the letter

A question frequently asked is: «<How long should a good letter be?»
The answer is: «As long as it is necessary to say what has to be said». The
manners of interpreting this vary, of course, with the writer, and also vary
greatly with the nationality of the writer and of course it depends on the
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subject of the letter. It is a question of how much information you put in
the letter. Your letter should be neither too long nor too short. The right
length includes the right amount of information. Still it is better to include
too much information than too little.

When your letter extends beyond one page follow-on sheets are used.
But the typist should avoid using them if fewer than two lines would
appear on the sheet. If continuation sheets follow then very often the
following abbreviations are used at the foot of the preceding page in the
right-hand corner:

P.T.O. («please turn over») OR

... Continued OR

...[12 etc.

As well as containing the right amount of information, your letter
should also make all the necessary points in a logical sequence, with each
idea or piece of information linking up with the previous one in a pattern
than can be followed.

The way to get the right amount of information in your letter, and to
get it in the right order, is by planning your letter in advance. This four
point plan provides a useful but simple framework for structuring all
business communications:

1. Introduction Why are you writing?
(Background and Basics) Refer to a previous letter, contact or
document.
2. Details Give instructions
(Facts and Figures) Ask for information

Provide all relevant details
Separate into paragraphs for separate
themes
Ensure a logical flow

3. Response? Action? What action is necessary by the recipient?
What action will you take?
A conclusion

4. Close A simple, relevant closing sentence is all
that is often necessary

The first sentence or paragraph of a letter is an important one since it
sets the tone of the letter and gives your reader his first impression of you
and your company. Generally speaking, in the first paragraph you will
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thank your correspondent for his letter (if replying), introduce yourself and
your company if necessary, state the subject of the letter, and set out the
purpose of the letter.

Here are some ways to begin a letter:

We are writing to enquire about...

Hacmoswum npocum cooowums o...

Hac unmepecyem ungpopmauyus o...

We are writing in connection with...

Me1 obOpantaemcst k Bam B cBs3m C...

We are interested in... and we would like to know...

MBI 3auHTEepeCcOBaHbI B... U XOTEJIH Obl Y3HATh...

Thank you for your letter of (date),

bnazooapum Bac 3a Bawe nucomo om...

We have received your letter of (date),

Mot nonyuunu Bawe nucomo om...

asking if...

enquiring about...

8 KOMOpoMm Obllla 8bIPANCEHA NPOChOA...

enclosing...

coodepaicauyee...

concerning...

KacarueecA...

In reply to your letter dated (date) we...

B otBeT Ha Baire miuceMo (3ampoc), Mbl. ..

We acknowledge receipt of your letter dated (date)...

[ToarBepxkaaem nosiyueHue Bamrero nucsma of. ..

Middle paragraphs are the main part of your letter and will concern
the points that need to be made, answers you wish to give, or questions
you want to ask. It is in the middle paragraphs of the letter that planning is
most important, to make sure that your points are made clearly, fully and
in a logical sequence.

When closing the letter, you should thank the person for writing, if
your letter is a reply and if you have not done so at the beginning.
Encourage further enquiries or correspondence and mention that you look
forward to hearing from your correspondent soon.

Here are some ways to end a letter:

We look forward to hearing from you soon.
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Mpui paccdumsledem noayduni om Bac omeem 6 bnuorcaiiuee 6pPEMAL.

We look forward to receiving your reply/order/products/etc.

C Hemepnenuem dicoem (paccuumwviéaem Ha nonyuenue) om Bac
omeema/3aKkaza/moeapos u m.o.

Please acknowledge receipt.

Loorcanyticma, noomeepoume nonyyenue.

Your soonest reply will be appreciated.

Mvi 6ydem b6aazo0apHbl 3a CKOpeuwuti omeem.

Kenamenvno noty4yunio Baw omeem kax mooicro CKopee.

We hope that this information will help you.

Haoeemcs, umo sma ungpopmayus Bam nomooicem.

Please do not hesitate/feel free to contact us if you need any further
information.

Hoofcajzyiicma, He cmecHAUmech C8A3bl6ambCAa ¢ Hamu OJis noJtly4eHusl
OONONHUMENbHOU UHDOPpMALUL.

We hope to hear from you soon.

Haoeemcs na noniydyenue Baweeo CKOpoco omeema.

B oorcuoanuu Bawezo ckopozco omeema.

Commercial correspondence often suffers from an old-fashioned,
pompous style of English, which complicates the message and gives the
reader the feeling that he is reading a language he does not understand.
Your style should not, however, be so simple that it becomes discourteous.
It is important to try to get the right «tone» in your letter. This means that
you should aim for a neutral tone, avoiding pompous language on the one
hand and informal or colloquial language on the other hand. A letter may
be given the wrong tone by the use of inappropriate vocabulary, idioms,
phrasal verbs, and short forms, among other things.

Abbreviations can be useful because they are quick to write and easy
to read. Both parties need to know what the abbreviations stand for. If you
are not absolutely sure that an abbreviation will be easily recognised, do
not use it. And you should remember that contractions of auxiliary verbs
are not allowed.

WeHl = We shall
Fhey’ve = They have
Can’t = Cannot
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Closing salutation

Closing salutation or complimentary close depends on opening
salutation you used.

Dear Sirs
Dear Sir Yours faithfully/Faithfully yours
Dear Madam

Dear Sir or Madam
Dear Mr Green
Dear Mrs Green Yours sincerely/Sincerely yours
Dear Miss Green
Dear Ms Green

Dear Peter Best wishes OR
Yours sincerely/Sincerely yours
Gentlemen: Truly yours OR

Your faithfully/Faithfully yours

1) Generally should be polite and formal.

2) “Yours truly,” “Sincerely,” “Respectfully,” etc.

a) Some guides recommend “... yours” after “Sincerely” or
“Respectfully.” Others consider this old-fashioned.

b) Some guides differentiate between these, saying that “sincerely”
should be used when you have, indeed, made a sincere (i.e. impassioned)
statement, and “respectfully” when trying to impress the receiver with the
fact that you have turned to him/her because he/she is uniquely able to deal
with the problem.

Sincerely or Faithfully?

If you are writing to someone whose name and title you do not know,
use the greeting Dear Sir or Madam, and the ending Yours faithfully,
signing yourself with your initials and surname.

If you are writing to a named person, address them as Dear
Mr/Mrs/Miss/Ms, and end Yours sincerely, followed by your first name
and surname.

If you have met them or spoken to them by phone, or otherwise feel
that you have some acquaintance with them, address them by their first
name and sign yourself Yours sincerely, using your first name.
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Signature

Signature is put under the complementary close. The name of the
person signing the letter is typed below the space left for the signature and
it is followed on the next line by his or her position in the company or by
the name of the department he or she represents.

Sometimes p.p. or «for» signatures are used. P.P. or «per pro» (lat.
per procurationem) means «in the place of/for and on behalf of». «p.p.» or
«for» should be put immediately before the typed name of the employee
responsible for the letter.

Bredgade 51, aopec
DK 1110 omnpasumeis
Copenhagen K
DENMARK
12May20 _ oama
Ultrasonic Ltd., aopecam
Warwick House,
Warwick Street,
London SW23 IJF
United Kingdom
For the attention of the Sales Manager YKazanue Ha
Brumanuwo menedoicepa no npooasicam HCeLAMenbHOCH b
O3HAKOMJICHUA
Dear Sir or Madam, oopawenue

Veaorcaemviii/as 2-n/2-orca!
OCHOGHOIU MeKcm

Please would you send me details of your quadraphonic sound
systems which were advertised in the June edition of “Sound
Monthly”.

| am particularly interested in the Omega range of equipment that
you specialize in.

[ToxanyiicTa, BBIIUIMTE MHE ONUCAHUE KBAAPA(POHHBIX 3BYKOBBIX
CHUCTEM, KOTOPbhIE PEKIIAMUPOBAIIUCH B MIOHBCKOM HOMepe “‘CayH[
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Maucnu”. MeHss B OCOOCHHOCTH MHTEpEcyeT 0O0OpYyI0BAHUE
“OmMmera”, Ha KoTOpoM BEI crieruanu3upyeTech.

Yours faithfully, 3aeepuieHue
Hckpenne Bawa / C ysadxcenuem

(noonucy)

Brigitta Kaassen (bpururra Kaaccen)

Council for International Exchange of Scholars

May 8, 1995
Dr. Viktor Slepovitch
c/o Janet Demi ray
Public Affairs Officer
American Embassy
Minsk
Department of State
Washington, DC 20521-7010

Dear Dr. Slepovitch:

On behalf of the Council for International Exchange of Scholars, | congratulate you on your
selection by the J. William Fulbright Foreign Scholarship Board for an award under the
Mutual Educational Exchange (Fulbright) Program. This Council cooperates with the
United States Information Agency and organizations abroad in the administration of the
Fulbright program for university lecturers and research scholars.

Enclosed is a booklet with important information relating to your sponsorship under the
Fulbright program and several forms to be completed either upon your arrival in the United
States or at the conclusion of your stay.

Please read carefully the enclosed materials, particularly the "Terms and Conditions of
Award," as listed on page 2 of the grant document. If you have any questions relating to
your grant or program in the United States, Georgene B. Lovecky, your CIES program
officer [tel. (202) 686-6251], will be most happy to assist you.

You may wish to write to Dr. Swales to discuss in further detail your research interest prior
to your arrival in Ann Arbor. Please keep us informed of your travel plans as soon as they
are known so that we may arrange to issue your first grant payment in time for your arrival.
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We look forward to welcoming you to the United States and hope you will have an
enjoyable and successful stay.

Sincerely,
enjoyable and successful stay.

Sincerely,

Jody K. Olsen Executive Director
Enclosures

3007 Tilden Street, N.W., Suite 5M, Washington, D.C. 20008-3009
Tel. 202/686-4000 « Fax 202/362-3442 « Internet: info@ciesnet.cies.org
Affiliated with the American Council of Learned Societies

Enclosures

If there are any enclosures with the letter they should be mentioned
in the body of the letter and abbreviation «Enc.» («Encs.», «Encl.»,
«Encls.») should be typed against the left-hand margin at the bottom of the
letter.

1 Used to alert the recipient that there is more being mailed than just
the letter,

2 Anything that is not the letter itself, no matter how big/small,
significant/insignificant, is considered an enclosure

The mailing envelope

A. Return address (or letterhead/company logo) in upper-left corner.
It is also permissible to place this on the back flap of the envelope.

B. Addressee should appear exactly as it does on inside ad dress
above.

1) Exceptions: If one has chosen to spell out such words as “street,”
“room,” “suite,” etc. in the letter, one may abbreviate these on the
envelope, or vice versa.

2) State abbreviations should always conform to postal abbreviations,
which allows for speedier handling of mail within the postal service.

C. Attention line(s) may appear directly under company name, but
for emphasis should appear either directly below address (capitalized or
with a space in between last “address” line — for emphasis), or in the
lower-left hand corner.
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D. Any special handling instructions/information (Contains Photos —
Do Not Bend; Urgent; Immediate Reply Requested; etc.) should also
appear in lower-left, under Attention line.

E. Always use the proper size envelope.

1) A single letter, no matter the length, can be folded in three and go
in a standard (#10) envelope.

2) Letters accompanied by other text material, such as contracts,
price lists, letters of recommendation, resumes, etc., may be sent as above.
However, if the accompanying material is extensive and will cause the
envelope to bulge, or if the envelope contains materials that will be read by
numerous people, is likely to be filed, or may be subject to
copying/faxing/scanning, etc., it should be sent unfolded in an 8 1/2" x 11"
envelope. This will preserve its readability.

3) Naturally, such items as catalogues, photographs, etc. must be sent
this way. (Note: Always enclose a stiff cardboard into envelopes
containing materials that should not be bent.)

4) Avoid, if possible, using envelopes larger than necessary (e.g. 11"
X 14" envelope for 8"x10" material). If the proper envelope is not
available, it is preferable to use a larger one than to cram materials into a
smaller one.

5) Typed or printed addresses are preferable. If you must handprint
an address (except on personal or one-to-one correspondence), use
BLOCK LETTERS for clarity.

Exercises

1. Comprehension questions

1)  There are a lot of styles of business letter. Is fully blocked style
really more popular? Why?

2)  What are the integral parts of a business letter?

3)  How much information should you include into your letter?

4)  How long should your letter be?

5) What should you do if you are in doubt as to whether the
woman you are writing to is single or married?

6) Why are you not supposed to abbreviate dates?

7)  What is subject line (or attention line) for?

8)  What should your signature tell about you to your addressee?
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2. Find mistakes in the layout of the letter.

Thompson & Sons Limited
16 Gordon Street tel. 041-336-3692
Glasgow G2 9GH fax. 041-336-3695

www.thompsonsltd.com
thompsonsltd@aol.com

Miss Susima Basuki,
Jakarta Furnishings,
7, Jalan Arjuna,
Jakarta.

Your ref.
Our ref.
Dear Sir!

Thank you for Your letter dated the twenty seventh of May two
thousand and three

We have pleasure in enclosing our brochures and price-
lists with all the details you asked for.

Looking forward to hearing from you soon.
20, may, 30" Best wishes,

Manager
George Glook

GGlook
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3. Give the correct salutation and complimentary close in each case

1) Burke & Sons Ltd. Dear
Yours
2) Sales Manager Dear

BGW Electronics Ltd.
3) Mr. A.L.Moon
British Rails
4) Ms Angela Box
Gorton and Sons
5) The Manager
Lady Fair Fashions Ltd.
6) Messrs. Hamilton and
Jackson
7) The Secretary
Pitton Miners’ Club
8) The Manageress
Bells Supermarket
9) Peter Brown Dear Peter

5.Lay out the following parts of the letter according to the rules you have
studied.

Letter 1

1) Dear Sirs
2) Intrako Ltd.
Petaling Jaja D48 Sender's address
Sommershy
Kuala Lumpur
3) Yours faithfully
Benjamin O'Brien
Managing Director
4) May 15, 2015
5) Thank you for your letter of 25" April enclosing your price-lists,
leaflets and other publications. We have forwarded the above letter to our
clients for their consideration. We will inform you of their decision as
soon as we hear from them.
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6) The & Co.
45, Parslee, Inside address

Birmingham G 67

Letter 2
1) We have received your letter dated 18" October, 20__ for which

we thank you. At your request we are sending you our publications
relating to Machine Model 78B. We look forward to receiving your order

soon.

2) Encl.
3) October 21, 2015
4) Our ref. 143/LN-294
Your ref. TH/AN-31
5) Dear Mr. Kroll,
6) Worldwide Inc., |
11-14 Montague St., Inside address
New York,
USA
7) Crisp and Chips Co.,
Glazier House, Green Lane, Sender's address
Derby DE 1 RT
8) Sincerely yours,
Jill Lowland (Ms)
Head of Administration

5. Lay the letter out mentioning the following. You are not supposed

to compose the body of the letter.

1) Date

2) Sender's address

3) Inside address

4) Signature

5) Closing salutation
6) Subject of the letter
7) References

8) Enclosure

9) Opening salutation
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5. E-MAILS

Vocabulary
e-mail

message
mailbox
to retrieve

to communicate
to establish a relationship

to book
to look forward to smth/doing smth

to compile

sender syn addresser
receiver syn addressee
traditional greeting
brief

to brief smb on smth

in brief
to appreciate smth/doing smth

bullets

minutes
to keep the minutes
syn to draw up the minutes
syn to take the minutes
syn to write the minutes
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AJIEKTPOHHAS 10YTa, JICKTPOH-
HOE MTHUCHMO

COOOIIIEHHE, TUCHEMO
MOYTOBBIN AIIUK

30. HaWtm  uwHOpMaImIo,
XpaHAILIYIOCS B KOMIBIOTEpE
IS TIOBTOPHOI'O  HCIOJIB30-
BaHUA

nepeiaBaTh, COO0OIIATH

YCTaHABJIMBATh (menoBbie)
OTHOIICHUS

3aKa3bIBaTh, OPOHUPOBATH
’K1aTh YeT0-JI100

C HETEepIICHUEM

COCTaBIISITh

OTIIPaBUTEIIb
OJTyJaTeshb

TPaJMIIMOHHOE TIPUBETCTBHUEC

1) n cBojKa, pe3roMe

2) a KpaTKHui, CoKaThIi

3) V KpaTko H3marath, HHPOp-
MHUPOBaTh,

KpaTKO, BKpPATIIC

1) ieHuTh, OTAABATH JOJKHOE
2) NOHUMATh, IPU3HABATH
KOMN. MapKephI

IIPOTOKOJT

BECTH ITPOTOKOJT



to be delighted to do smth

syn to be glad to do smth

syn to be happy to do smth

syn to be pleased to do smth
to offer discounts

syn to grant discounts

syn to allow discounts

syn to give discounts
discount on/off smth

at a discount

substantial syn considerable

If you wish syn should you so desire
to turn down syn to decline, to reject

with/in regard to syn regarding, as to

to enclose with syn to attach to
further to

to pass smth on to smb

to contact syn to get in touch
to be in contact

to hear from smb

on behalf of

to take an opportunity to do smth

hospitality
headquarters
in detail

details syn particulars
productive meeting
comment
to comment upon
meantime
joint venture
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C PaJIOCThIO JIeaTh YTO-ITHU00

MPEAOCTABIIATh CKUIKHU

CKHUJIKa

CO CKUIKOMN
CYLIECTBEHHBIN, 3aMETHBIN
€CJIU MTOXKETAETE
OTKJIOHUTh

OTHOCHUTEJIbHO, II0
YTO KacaeTcs
IpUjIaraTh, BKJIaIbIBaTh

B IPOJODKCHHE, B pPa3BUTHE,
B JIOTIOJTHCHHE K

repe1aBaTh

CBSI3aThCS C KEM-JTN0O
JepKaTh CBA3h

MOJIYYUTh HM3BECTHUS OT KOTO-
100

OT UMEHH, 110 TOPYICHHUTO
BOCITOJIb30BaThCS
BO3MOXXHOCTBIO
TOCTEIIPUHUMCTBO, PaayIINe
mTad-KBapTUpa

MOJAPOOHO, B JIETAISAX
MOJPOOHOCTH

IJI0JIOTBOPHAS BCTpeUa
MOSICHeHHE, KOMMEHTapui
KOMMEHTHPOBATh

TeM BpEMEHEM

COBMECTHOE MPEAIPHUATHE

MOBOY,



Written patterns
1) If you have any questions, let Ecim y Bac ectb BOIpoOCHI,

me know. oOpaIanTecs.

2) | am writing to confirm our [logTBepkmar0 HAITy BCTPEUy
appointment on October 8™, 8 OKTAOPSL.

3) If I can be of any further Ecim Bam cHOBa moHamoOWTCs
assistance, please do contact me Most TOMOIIb, CBSIKUTECH CO MHOM
again. eIie pas.

4) ...let me just say that it was a ...TI03BOJIBTE 3aBEpHUTH Bac, 4To
very great pleasure meeting MHE OBUIO KpaliHE IPHUATHO
you... BCTPETUTHCA C Bamu...

1. Read and translate the following

E-mail is relatively low in cost and does not require a trained
operator. It is also fast, relatively reliable, and messages can be sent or
picked up anywhere in the world, and stored in the mailbox until they are
retrieved. This can be particularly advantageous for users who are
communicating across international time zones as messages can be read at
any time when the receiver is ready.

Once you have established a relationship — or some form of
communication — with a client or business associate, correspondence often
becomes less formal. E-mail is typically shorter and more relaxed way of
sending messages; it is particularly practical if you do not want to call long
distance because of a language barrier or the expense.

E-mail style

E-mail letters are less formal in style than ordinary business letters.

E-mails do not necessarily contain all the elements important for
business letters. So e-mails are usually shorter and it takes less time to
compile and send them. The e-mail language is much closer to spoken
English than traditional business correspondence style. But the point is the
e-mail sender has a free hand to choose the style and form of his message.

Information about the sender (addresser) and the receiver (addressee)
appears at the top in special frame — so the writer doesn't have to use
traditional greetings. Mr. Black, Dear Peter, Peter are all acceptable ways
of starting an e-mail. It is very easy to sound abrupt in an e-mail, so a short
greeting can help to lighten the tone.

As e-mails are designed for speed, they usually avoid the formal
expressions used in letters, and people very often do not write in complete or
grammatically correct sentences using abbreviations and industry jargon.

E-mails usually contain fewer fixed expressions and are less formal
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than business letters. Nevertheless it is still very helpful for clarity if they
are divided into paragraphs. Your message should be short to fit on one
screen, whenever possible, thus keeping all important information visible
at once. But don’t be so brief that your meaning is lost or your approach
seems unprofessional. Be sure your message is easy to answer. Ask
guestions that can be given a one-word response, but don’t give lengthy
instructions.

You can end your e-mail with: Best wishes, All best wishes, Regards,
Best regards, Yours.

To people you know well, you can end with: All the best, Best.

People often sign e-mail with their first name.

Compare:

Traditional business letter E-mail

SUNOIL CO,LTD
5 Hill St., Liverpool
UK

Sender's and receiver's electronic

Ouf ref. GR32311 addresses as well as date and subject

Your ref. 1-T/11d5

January 19, 2003 heading are stated in special

COOLGAS CO,, LTD computer frames

23 Ground Road, Plymouth
UK

Dear Mr. White Mr. White

Company’s profile

We have received your letter dated
January 11.

We appreciate your requesting
information on our company. You
will find our company’s profile
enclosed herewith. Should you still
have questions we could clarify
them in person at the upcoming
International Fair in Hamburg.

Looking forward to your reply.

Thank you for your e-mail asking
for information on our company.
| am sending you our company’s
profile. We are ready to answer all
your possible questions if any. We
can meet at upcoming International
Fair in Hamburg.

Yours sincerely Best wishes
John Black John Black
John Black

Chief Executive Officer

Encl. Encl.
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There are no universally accepted rules for writing e-mail, but there

are some useful guidelines:
Rule

Create a subject line with
impact.
Write short sentences.

Keep paragraphs short.

Don’t always trust your spell
check.

Put your signature on the
message.

Proofread the message before
sending it.

Use headings, bullets and
numbering.

Do not mention any
confidential or secret
information.

With a new partner be rather
formal.

E-mail abbreviations

The reason why it is useful

It is more likely that someone will read
your e-mail.

You don’t need complex grammar or
punctuation.

There’s less chance the reader will miss
anything.

It can’t tell the difference between your
and you’re, or theirs and there’s!

It saves people scrolling down to see if
there’s more text.

It creates a more professional image if
there are no silly errors.

These will guide the reader and make the
message easier to grasp.

E-mails are not safe from intruders and
hackers and can be opened by some
special services.

You can’t abandon the basic principles
of business writing. Only gradually you
may turn to more friendly informal style.

Abbreviations are often used to save time. Here are some of them:

=

2

2DAY
2MORO
2NITE
4
AFAIK
ASAP
B4

CU

0. HTH

HOO~No kW

1.to

2.100

Today
Tomorrow
Tonight

For

As far as | know
As soon as possible
Before

See you

Hope this helps.
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11. INFO
12. LOL
13. MSG
14. PLS

15. RGDS
16. RUOK?
@ at

AFAIK as far as | know

Information

1. laughing out loud
2. lots of love
Message

Please

Regards

Are you OK?

MOB  mobile
MSG  message

AFK  away from the keyboard MYOB mind your own business

ASL  age, sex, location
ATB all the best

B be

BAK  back at the keyboard
BBL  Dbe back late(r)
BCNU be seeing you

BFN  bye for now

B4 before

BRB  be right back

BTW by the way

C see

CULSR see you later

F2F  face to face

F2T  freetotalk

FWIW for what it’s worth
FYI for your information

GAL getallife

GR8  great

HAND have a nice day
H8 hate

HSIK how should | know?
HTH  hope this helps

IANAL I am not a lawyer, but -

(as a disclaimer)

IMHO in my humble opinion

IMO  in my opinion

NE1 anyone

NOYB none of your business
NO1 no one

OTOH on the other hand
OIC oh | see

PCM please call me

PLS please

PPL people

R are

ROTF(L)rolling on the floor (laughing)
RUOK are you okay?

SIT stay in touch

SOM1 someone

SPK speak

TTYL talk to you later
X thanks

U you

WAN2 want to

W/ with

WKND weekend
wWu what's up?
X Kiss
XLNT excellent

XOXOX hugs and kisses

yMMmy Your mileage may vary (i.e.
your experience may differ)

36



IOW in other words YR your
JIC just in case 2 to, too
JK just kidding 2DAY today
KIT  keep in touch 2MORO tomorrow
KWIM know what | mean 2NITE tonight
L8R later 3SUM  threesome
LOL lots of luck / laughing 4 for
out loud
Emoticons

Emoticons typically represent a facial expression and are used
chiefly to mark the tone of the preceding sentence or to indicate the
writer's feelings. The following are some of the more commonly seen:

=) happy (a 'smiley’) -( unhappy

.-D  laughing -] angry

-) winking; just kidding -V shouting

-* Kiss |-O  yawning

-0 surprised :-Q I don't understand

o frowning .-&  tongue-tied

:-C very unhappy -X  my lips are sealed
=  fngers crossed -P sticking one's tongue out

-( crying -/ sceptical

| bored, indifferent -Y  aside comment

Exercises

1. Comprehension guestions

1) What are the advantages and disadvantages of e-mails?

2) Are e-mail letters as formal in style as ordinary letters?

3) Are there any rules for writing e-mails?

4) How does carelessness in composing e-mails affect the
impression the receiver gets of the sender?

2. Rewrite the following extracts from business letters as e-mails
using the words and expressions in the box.
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Sorry about... Bad news:...  Could you do me a favour and...?
Got your message on... Sorry, but | can’t make...
Best wishes Good news: from... Shall I...?
If you have any questions, let me know. Following...  About...
Are we still OK for...? I’m sending you ... as an attachment.
Thanks. Speak to you soon. Please... See you...

Dear Mr. Brown,

Thank you for your letter of June 17". Unfortunately, | shall be unable to
attend the meeting on the 25", 1 would appreciate it if you could send me
a copy of the minutes.

Yours sincerely,
Tom Grant

I’m delighted to tell you that as of Sept 8 we are offering substantial
discounts on all orders over $1,000. If you wish, | would be happy to
send you further details and a copy of our new catalogue.

| regret to inform you that the board turned down your proposal. | would
like to apologise for not getting back to you sooner on this, but I’ve been
in London all week.

| am writing to confirm our appointment on October 8". My flight gets in
about 11 am. With regard to my presentation on the 9™ could you make
the necessary arrangements? | enclose a list of the equipment I’ll need.

| look forward to meeting you next week.

Sylvia Wright

Further to our telephone conversation this morning, 1’d be grateful if you
could send me a full description of the problem and I’ll pass it on to our
technical department.

Thank you for taking the time to do this. If | can be of any further
assistance, please do contact me again.

| look forward to hearing from you.

3. Make the message below simpler and clearer by deleting as many
unnecessary words as possible without changing the meaning
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File, Edit, View, Tools, Message, Help, Reply, Reply all, Forward, Print,
Delete, Previous, Next, Addresses

From: Brian Huxbury brian_huxbury@megabook.com
Date: Monday, July 7, 20 10.50

To: Otto Nugen ottonugen@bergman.com
Cc: Jonas Kamprad

Subject: Fact finding trip to B&C (France)
Attach:

Dear Mr. Nugen,

On behalf of myself and my colleague, Karen Sharpe, may | take
this opportunity to thank you and your team once again for your
kind hospitality during our brief stay in Paris. Karen and | both felt
that the two-hour meeting we had with you at your headquarters
last week was, without doubt, a great success, and we very much
look forward to discussing our ideas with you in much more detail
than we were able to in that extremely short but highly productive
meeting.

| am sure you will be pleased to know that | passed on your
valuable comments to our Managing Director, Diane Lee, and she
assures me that she will certainly be in contact with you over the
next couple of weeks or so. In the meantime, let me just say that it
was a very great pleasure meeting you, your managers and
enthusiastic staff and exploring the possibilities of some kind of a
joint venture between us in the not too distant future.

With my very best wishes,

Brian Huxbury, Senior Product Manager, Thermoflex (UK)
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	ПРЕДИСЛОВИЕ
	1. BUSINESS COMMUNICATION
	Preparing for a Phone Conversation:
	- think of all the questions you need to ask or things you are going           to say;
	- prepare all the documents that you will need for your phone call;
	- have your diary at hand (for appointments), some paper and a pen;
	- make sure you know the situation before you make a call.
	Here is a phone conversation between business partners.
	Receiving Phone Calls:
	- if you expect a phone call, think about what they will say or ask;
	- check all the relevant documentation regarding the call;
	- if you are not ready to answer their questions, ask them to call you back later.

	Good morning, Sales Department of the L.L Bean company.
	Mr. Jackson: 
	Good morning, my name is Brenda Dyer. I'm calling from GMC in Detroit, Michigan. Could I speak to Mr. Jackson, please?
	Brenda Dyer: 
	Speaking. Good morning, Miss Dyer. What can I do for you?
	Mr. Jackson: 
	My colleague Joan Smith wrote to you recently and we received your sales material. We're interested in ordering some T-shirts to give away as Christmas gifts to our customers. We understand we can create our own design. Is that right?
	Brenda Dyer: 
	Yes, that's right. You send us a deposit and we produce a proof garment from your design.
	Mr. Jackson: 
	We are a little anxious about the delivery times. You see, we need the goods by mid-November at the latest.
	Brenda Dyer: 
	Yes, I see. Well, if you send your order off now, you should receive our proof garment in two weeks.
	Mr. Jackson: 
	Two weeks?
	Brenda Dyer: 
	Well, we could make it one week if you write a note saying it's urgent.
	Mr. Jackson: 
	Good. 
	Brenda Dyer. 
	Then if you send us the order, we can send you the invoice immediately.
	Mr. Jackson: 
	If we fax you a copy of our banker's order, would you accept that or do you wait until the money is credited to your account?
	Brenda Dyer: 
	I'm afraid we have to wait until we receive the money. But it usually takes two or three days at the most.
	Mr. Jackson: 
	Thank you very much indeed, Mr. Jackson. You've been most helpful.
	Brenda Dyer: 
	Hello. 
	Secretary: 
	Is this "Bendon & Brothers"? 
	Mr. Headington: 
	Yes, who's speaking? 
	Secretary: 
	My name is Alan Headington from "Mennings Constructions". I'd like to find out about the progress of our issue.
	Mr. Headington: 
	Oh, Mr. Herrington... 
	Secretary: 
	No, Headington, as in "head". 
	Mr. Headington: 
	So what was it, Mr. Headington? 
	Secretary: 
	Well, the contract, of course! I called you the day before yesterday. 
	Mr. Headington: 
	Ah, the contract... I don't have any info on that from our main office yet. Perhaps they're still working on it. 
	Secretary: 
	Do you think they'll be ready before this weekend? 
	Mr. Headington: 
	Maybe, I don't really know. Call us tomorrow. No, better on Friday morning, Okay? 
	Secretary: 
	I'm not sure my boss will be pleased with this attitude, Mam.
	Mr. Headington: 
	Well, 1 don't think 1 can help you in that, I'm afraid. Bye-bye...
	Secretary: 
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