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BuknanaHHs AUCIUILUTIHU JIUTOBA IHO3eMHA MOBa (aHTJIiiChbKa)
JUISL CTY/ICHTIB Y€TBEPTOTO KYpPCY 3a0YHOTO BiJIiNICHHS (PaKyIbTETy
MTYVY mnependauae GopmMyBaHHS y CTYICHTIB 3HaHb 1 MPAKTHYHUX
HAaBUYOK, CIPSMOBAHUX Ha MpodeciiiHO-OpieHTOBAaHY KOMYHIKAI[iIO
1HO3eMHOI0 MOBOIO, 30aradyeHHst MOBHOTO 1 KYJIbTYPHOTO CBITOTJISIIY
MailOyTHROTO  QaxiBs. Y  HaBYAIBHOMY  MpPOIECI  TaKOX
pealli3yloThCsl  3arajJbHOOCBITHI, Ti3HABaJdbHI Ta BUXOBHI I
dopMyBaHHS 1 PO3BUTOK JIHTBICTUYHUX HABUYOK BKIIOYAE HATAHHS
eKCTPAIIHTBICTUYHOT iH(popMaIlii, TOOTO 03HaHOMIIEHHS CTYACHTIB 13
ICTOPUYHOI0, KPaiHO3HABYOIO, TIOOYTOBOIO, T4 KYJIBTYPOJIOTIYHOIO, a
TaKO0X CTHUKETHOIO CIEIU(IKOIO0 MOBJICHHS HOCI{B aHTJTICHKOT MOBH.

3aBIaHHAM KypCy € BUBYECHHS JIGKCHYHOTO 1 IpaMaTHYHOTO
MaTepiay, OBOJIOJIHHS BMIHHSAM (YHKIIOHAJIBHO 3aCTOCOBYBATH
iHO3eMHy MOBY B CHTyallisiX mpodeciiHOro croinkyBaHHs. B
pe3ybTaTi BUBYEHHS HABYAIBHO! JUCHUIUTIHM CTYACHT TOBHUHEH
3HATH JIEKCHKY 3a OCHOBHHUMH NpodeciiHUMH TeMaMH, (HPOHOBY
iHpOpMaIliF0O  COIIOKYABTYPHOTO 1  KpaiHO3HABUOTO  3MICTY,
BPaXxOBYIOYM CYYacCHI HOPMH €THKETYy JIUJIOBOTO CITUIKYBaHHS,
JEMOHCTPYBAaTH BMIHHSI pealli3oByBaTH HaOyTi rpaMaTH4HI 3HAHHS,
YUTAaTH 1 PO3YMITH TNPOQeciiHO-OPIEHTOBAHI TEKCTH, OTPHUMYBATH
noTpiOHY iH(OPMAIO 3 MyONIIMUCTUYHUX 1 €KOHOMIYHUX JDKEPET,
poOuTH Tepeka3 1 KOMEHTYBaTH OTPHUMaHy IIiJl Yac YHUTaHHS
iH(OpMallito, BECTH JIIJIOBI IEPEMOBUHH aHTIIHCHKOIO MOBOIO.

MertoauyHi  Marepiand, BpaxOBYIOUM 3aBJaHHA  KypcCy,
BKJIIOYAIOTh KOMIUIEKC JIGKCHYHMX Ta TpaMaTWUYHHX BIIPAaB,
HAI[JICHUX Ha JIOCSTHEHHS CTY/AEHTaMH BHCOKOTO DPIBHS JIEKCHYHOI,
rpaMaTHYHOi Ta COI[IOKYJIBTYpHOI KOMIETEHIIi, $Ki HeoOximHi
3a3HAYEHMM CIIeLiaJlicTaM B  yYMOBax JUIOBOi KOMYHIKaIlii
aHTJTIHCHKOI0 MOBOIO.
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CHAPTER 1. DEALING WITH BUSINESS PEOPLE

1.1. Match the wor ds and the definitions:

SUPPLIER

CONSULTANT

CUSTOMER

SALES REP

SUBCONTRACTOR

OCCUPATIONAL PSYCHOLOGIST

A person or organization that buys goods

A person or company which is paid to do part of the work

A person or company that provides goods

A doctor who studies how people behave at work

An employee who sdlls the company's goods to the shops

A person who gives advice about a particular subject

1.2. Complete the sentences with the words or expr essions below

PUBLIC RELATIONS TRAINING ORGANIZATION
EMPLOYMENT AGENCY STAFF COLLEAGUE

My friend tried to find a job through an

A provides training skills

Today | am having dinner with a

Sponsoring a football team is good for our

They now have 25 full-time

1.3.Complete the dialogue with one of the wor ds below
Safe Check out Guests Reservation Keycard Valuables

CUSTOMER: Hdllo. | have a . A double room
for one night

RECEPTIONIST: Ok, sir. Could you tell me your name, please?

CUSTOMER: Yes, it's Adrian Garcia. Does the room have a

for my?
RECEPTIONIST: Yes, sir. It'sroom 408. Here's your
CUSTOMER: Thank you. What time do | need to ?
RECEPTIONIST: All must leave the room b

12:00
CUSTOMER: Great. Thank you
1.4. Tick theright answer
Heathrow airport has got five
a) check-ins b) departures ) terminals
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Our to Toronto took 7 hours

a) light b) travel C) departure

Please, return your to reception before you leave

a) safe b) key card ¢) luggage

Thereisa bus between terminals every five minutes

a) shuttle b) transfer C) transport

He's gone on a business to Moscow

trave journey trip

Theflight to Rome is now in Gate 7. Have your passports
ready

a) boarding b) arriving C) departing

Wevegot atwo-hour _ because of bad weather

a) stoppage b) waiting C) delay

Business English Vocabulary
1.5.Tick the correct one.

ltwas............ to contact the manager, so | sent him an email

impossible possible

We ended our cleaning contract because we were .......... with the
service

satisfied dissatisfied

The person on the phonewas very .............. So, | made a complaintr

unhelpful helpful

We are very happy with our currier services because they are very

riable unreliable

The bank gave us a special loan because we arevery .......

loyal unloyal

1.6. Fill in the gaps

REPEAT MISS CALL CONDUCT EXTRA
PERSONALIZED KEEP AVAILABLE COMPLAINTS MEET
REFUND OFFER ENCOURAGE

The golden rule for a good customer service is that you should never

a phone call. That is to say, there should be aways

someone to pick up the phone. Nowadays, many companies
have set up a center to the needs of customers.
Another important rule that should be taken into account is that your
customers aways want a reliable service, so never forget to
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to your ddivery dates and that will make you

get business from your customers.
If you want to improve your service, you should also
surveys periodically to know your

customers opinion and learn from their feedback.
Deal with quickly and if you have to give a

, do it with asmile.
Finally, you should remember that your customers will feel more

important if you them a service, so do it
and their loyalty by offering them something fromtimeto
time.

Saying about company benefits
1.7. Match the words from A to the words from B and you'll get the
name of some company benefits:

Maternity Healthcare
Flexible Scheme
Private Leave

Paid Childcare
Pension Holidays
Subsidized Hours

1.8. Choose the right answer:
65% of senior managers are more interested in private
than in higher
Many companies offer vouchers to help pay for their
children's pre-school costs
Most young employees in my company prefer gym

than pension -

We get fifteen days paid ayear

Mothers  with  young  children  prefer jobs  with
flexible

1.9. Complete the sentences with the words or expr essions below:

COMPANY CAR MATERNITY LEAVE BONUS
SUBSIDIZED CHILDCARE MEMBERSHIP

Care of children while parents are at work is very important. That's
why our employees benefit from
How much do you pay a year for that golf club ?

Heidi had a baby last week; sheison for 4 months.
| savealot of money in petrol because I've got a
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If we meet our salestargets, we get a

Grammar tasks

1.10. Make questions for the answers

The bank opens at eight o'clock

| receive about 160 calls a day

Shevisits Spain and Portugal mostly

I don't know very much about the Polish market

Ann isreporting to the accountant

TimworksinthelT Department

| want to speak to Mr. Smith, please

My boss is staying here for two weeks

A strike caused the factory to close

He uses this office twice a week

1.11.Match the questions and the answers

Where do you sell your products? When did the company start?
Where does it have its head office? What time is the CEO arriving? How
many people does your company employ?

In Palmeira, Spain

In 2005

About 320

At eight o'clock

In more than ten countries.

1.12.Choose the correct question

Where does your father work? / Where works your father?

What do you make products here? / What products do you make
here?

Why is changing your logo?/ Why is your logo changing?

Who does the Sales Manager report to? / Who do the Sales Manager
reports to?

How many people are work in this department? / How many people

work in this department?

1.13. Put wordsin right order to make questions

many / got / they / How / have/ subsidiaries?

often/ rep/ visit / does/ Sales/ area/ this/ How / your/ ?

with / Who / you/ working / are/ ?

are/ Whose/ headphones / these/ ?

ago/ How / move/ here/ long/ did/ you/ ?
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1.14. Complete the sentences with the verbs from the box below in
simple present or present continuous. M ake any necessary changes:

INVOLVE TAKE PART MEET LEARN

BE CALL  not WANT SPEAK
Our sdes rep very stubborn. He to
accept our new conditions. They in a temporary project.
My job usualy emailing our customers.
We a new consultant tonight. Listen! That man
Japanese. Brais speaking. Who
, please? My colleagues how to make

interactive activities right now.
1.15. Choose theright auxiliary verb:

What they specializein?
How many subsidiaries your company have? |
attending the conference tomorrow. BR solutions

developing a new software to help manage sales? your mother
work on Saturdays? you listening to me? What did | say? |

beieve Chinese is going to be a useful language in our
market.

1.16. All these sentences are wrong. Correct the mistakes (There may
be mor e than one mistakein each sentence)

My job consist in answering phone calls. Do you read that book at
the moment? | am wanting to deal of my email before | leave. Her job
involveto travel around the world. | usually am involved on new projects

1.17. Rewritethis phone conversation in theright order:

Yes, of course

I'm Henry from the local newspaper

One moment, please ...I'm afraid Jeremy is busy now

Hello. Could | speak to Jeremy, please?

Yes. Who is calling, please?

Could you tel him to phone me back?

1.18. Tick theright answer:

Y ou need to talk to Bob. He deals .... new contracts

of with

Themain part of hisjob .... of phoning their customers

takespart consists involves

Weareusing anew ... to do part of our work

subcontractor employee  supplier
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We are 400 members of ... at the moment

staff employees

... a weekends?

Do you work Are you working+

Whereis Sam today? He ... a new supplier

visits isvisiting

Present Perfect

1.19. Completethe sentenceswith for or since

Sheena hasn't visited the Palmeira office January

FREDDYES has been a successful company
about sixty years

Our new sales manager has studied languages he was
young

Have you worked here along time?

My new employee has been ill two weeks

This product has only been in the market last
September

| have had some problems with the IT manager
my computer broke down
1.20. Complete with the following time expressions

EVER ALREADY YET NEVER
YESTERDAY LAST WHEN SO FAR FOR
SINCE

Haveyou been abroad?

She hasn't read all the CV's

| have earned $250

We have visited Moracco. Isit nice?

They have been the market leader twenty years

Paul met the CEO

did your salesrep arrive?

Sam has applied for the job. He has got an interview on Thursday

| sent my CV weekend

My wife has had private healthcare she started working there

Past Simple or Present Perfect

1.21. Open the brackets

3. SIMPLE PAST OR PRESENT PERFECT?

They (not SIGN) their new contract yet. Mary (GO) on maternity
leave last Monday. Our new manager (OFFER) us gym membership. you
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ever (WORK) for an employment agency? Your cousin aready (DEAL)
with thisissue. Jack (VISIT) the Delhi Officelast week. you (READ) that
article about e-recruitment last Sunday? you (SEE) the report yet? We
(GAIN) work experience since we (JOIN) the company. Sarah (LEARN)
alot in her last job.

1.22. Choose between been and gone

Anna has to Thailand. She is back now. Hdlo! Is
Mynica there? No, she has out. My son has to
Toronto for ayear in astudent exchange. He won't be back until June. Have
you to the post office? Y es, this morning. Susan is not here.
She has the dentist. Have you ever to
Africa? Yes, twice.

1.23. Match the word with the definition

Employees

Head Office

Manufacture

Retail

Basedin

Competitor

Sales

Subsidiary

To make goods in large quantities, using machinery

Working or living in a particular area

A person who tries to be better than others

The numbers of items sold

People who are paid to work for somebody

A company controlled by another larger company

The selling of goods to the public, usually through shops

The main office of a company

1.24. Complete these sentences with the wordsin exercise 1:

My company has more than 90,000 all over theworld.

Most of our come from advertisements on websites

If your isinaparticular city, your company is that city

Microsfot's main is Apple. If you work in a
, it means that your company belongs to a larger company.
How do they those granite columns? is the
sale of goods and services from individuals or businesses to the end —user.
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CHAPTER 2.TEXTS AND FIXED EXPRESSIONS

2.1. Choose theright one

Dan studies with us, but he is very strange, | think he has many
secrets. Danis

adark horsel

in hot water

small talk

in two minds

Masha is an easy-going person. She knows a lot of funny stories, so
shecan . Let’sinvite her to the party.

go window shopping

travd light

keep an eye on that

break theice

Living in the countryside is great! I’m going to move in the village, |
want to get out of .

apiece of cake

put her foot in it

being everyone's cup of tea

warm water

2.2. Read and trandate.

as cool as a cucumber

To bevery rdaxed and calm in a particular situation

The Swedish tennis player Bjorn Borg was known for always being
as cool asacucumber on court. He never looked nervous or stressed.

not my cup of tea

Something is not to your taste.

Beach holidays are not my cup of tea | much prefer going
sightseeing in cities.

don't put all your eggs in one basket

Spread your risks; don't depend on one thing

Don't put all your eggs in one basket by investing all your money in
one company. Invest smaller amounts in several companies.

take something with a pinch of salt

Don't automatically believe something / Don’'t immediately assume
that someoneis telling the truth.
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You should take what she says with a pinch of salt — she's always
exaggerating.

abad egg

Someone who is often in trouble and is not to be trusted

My mum says that John Smith is a bad egg and she doesn’'t want me
to be hisfriend. She sayshe'll get mein trouble.

have your cake and et it

You can't aways have everything / you can’'t have two opposing
things or situations.

Mike loves his easy part-time job and all the free time he has, but he
says he wants to be rich and successful. He can't have his cake and eat it —
if he wants more money he'll have to get a full-time job.

the apple of my eye

To love and adore someone.

My daughter is the apple of my eye.

cheesy

To bekitsch and / or without style

That film was so predictable and unoriginal — it was just a cheesy
love story.

to butter someone up

To be especially nice to someone or give someone something in
order to get what you want.

She doesn’t usually speak to me but yesterday she was buttering me
up after she heard | had been promoted to a higher position at the company.

in anutshell

Basically / to summarise.

He's sdfish, greedy and impalite. In a nutshell, he's horrible.

black and white

Thinking of everything or judging everything in a simple way and
seeing it as either good or bad.

The situation isn't as black and white as it seems; it’s much more
complicated.

to black out

To darken by putting out the eectric lights or covering over the
windows.

Londoners had to black out their windows during the German
bombing raids at the beginning of the war.

to black out
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To lose consciousness.

He blacked out after standing up for three hours in the parade. A
doctor had to attend to him.

to be bluein the face

To bevery angry or upset; to be excited and very emotional.

She argued with her husband until she was blue in the face but he
wouldn’t see her point of view.

to be green

To beinexperienced and/or immature.

He' s abit green — he still believes that someone is going to come and
help him out of his situation. He doesn’t realise he has to do it himself.

the grass is always greener (on the other side)

When a place that is far away or different seems better than the place
where we are now.

He must be crazy to leave the company; he's got a great job and a
great salary. Hereally should stay where he is but he can’t see it —the grass
is always greener on the other side.

to be green with envy

To bevery jealous and full of envy.

| was green with envy when | heard that she was going on haliday to
Spain for aweek while | had to stay and work.

tobeinthered

To have debts.

The company has been in the red for two years now. We now owe
over $500,000 to our suppliers and the bank.

red tape

Excessive bureaucracy.

Many businesses complain about the amount of red tape that they
have to deal with in Russia

to come out of the blue

When something happens without a warning and by surprise.

His decision to leave the company came completely out of the blue.
No one expected it at all.

2.3. Read the text, trandate

A meeting agenda is the list of items that participants hope to
accomplish at a meeting. The agenda should be distributed to participants
several days in advance of a meeting, minimally 24 hours, so that
participants have the opportunity to prepare for the meeting.
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In combination with meeting minutes, the documentation that
participants receive following a meeting, the agenda is the plan for the
meeting and the reported follow-up for the prior meeting.

When you develop an agenda for a meeting that is not regularly
scheduled, the following steps will assist you. Later in this article, you will
see a template for a regularly scheduled meeting. The two types of
meetings share similar agenda items, but are not exactly the same.

Developing a Meeting Agenda

First, identify whether other employees are needed to help you plan
the meeting. Then, decide what you hope to accomplish by holding the
meeting. Establish doable goals for your meeting. The goals you set will
establish the framework for an effective meeting plan.

As Stephen Covey says in the Seven Habits of Highly Effective
People, "Begin with the end in mind." Your meeting purpose will
determine the meeting focus, the meeting agenda, and the meeting
participants.

Building an agenda is making a plan for the meeting. You start with
the main goal or purpose that you are trying to accomplish by holding the
meeting. Once you have decided upon your goal, you need to determine
whether you need the assistance of additional employees to plan your
agenda. If yes, invite them to join you.

After determining your overall goal, you, or your team, need to make
the following decisions. In addition to the purpose or goal for the meeting,
each of these items appears on the meeting agenda.

Needed participants for the actual meeting.

The items that need discussion or action that will lead to the
accomplishment of the goal or purpose.

The amount of time that you anticipate the group will need for the
discussion of each item.

A date and time for the meeting,

A suitable location, that will hold all participants comfortably, for the
meeting,

Prework for the meeting. This will include any reading,
documentation, data, meeting minutes from a prior meeting, or any other
preparation that will make your actual meeting successful. This preparation
should be attached to the meeting notice and agenda when you distribute
them to invited participants.
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In addition to the above decision items, standard agenda items should
include:

Review the meeting's purpose, agenda, and expected outcomes and
product.

Review the minutes of the prior mesting.

Review participants progress on commitments and action items
made at the prior meeting. The note taker or leader needs to review the
commitments made by participants during the meeting as a final agenda
item.

Decide Who Must Participate to Accomplish Y our Agenda

Once you have decided that a meeting is necessary to accomplish
your goal, you need to develop the list of participants. Not every employee
can or should participate in every meeting, but inviting the right
participants will enhance your likelihood of success. Determine your
participants by asking yourself questions such as the following.

Who must own the solution the group devel ops?

Who owns the process the group is discussing?

Who needs to know the information you are distributing?

Who can provide data and facts to guide decision making?

Who has experience or expertise to share with the group?

Who must support the implementation of any solutions or tasks?

Who must provide permission or resources to accomplish the
meeting outcome?

Who might oppose the implementation of any solutions or direction?

Meeting Agenda for Regularly Scheduled M estings.

Not every meeting needs a custom developed agenda. Most
employees have regularly scheduled meetings for their departments or
work groups. You also have teams and projects that you participate on. An
ongoing project may not require a newly developed agenda for every
meeting, but your team will be well served by adopting a standard approach
to your meeting.

The regularly scheduled meeting divides into three segments that
each have standard agenda items: Informational Items, Action Items, and
Forward Planning.

Meeting Agenda

Informational Items:

Warm-up and greetings. Consider a brief ice breaker depending on
how frequently the group meets
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Review the meeting’'s purpose, agenda, and expected outcomes and
product.

Review the minutes of the prior mesting.

Provide appropriate departmental and company information that the
team needs.

Action Items:

Review progress on action items, action plans, and commitments.
Review group progress on goals.

Discuss and make decisions about the agenda items for this meeting.

Identify next steps.

Forward Planning:

Identify the purpose, outcome, and agenda for the next meeting.

The note taker should review the commitments made by people
during the meeting.

Identify assistance needed from people not in the group and assign
participants to make contact.

Send minutes out within 24 hours of the meeting.
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