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1 Letters: true or false?

1
Letters,faxes, and ema ils

Read the following statements and decide which are t ru e and which are false.
Mari: the true ones 'T' and the false ones 'F'in the spaces provid ed.

Ifa letter begins with the recipient's name, e.g. DearMr Ross, it will close
with Yoursfaithfully.

The abb reviati on c.c.stands for correct carbons.

If you we re w riting a letter to Mr Peter Smith, the salutation would be
Dear M r Peter Smith.

The head of a company in the UKis known as the president.

In the USA,it is correct to open a letter with th e salutatio n Gentlemen.

In the UK.a date wntten 2.6.05 means 6 February 2005.

If a secretary signs a letter and the signature is follow ed by p.p.Daniel
Harris. it means that the secretary is signing on behalf ofDanie! Harris.

The term picafter a UKcompany's name.e.g_Hathaway pic,stands for
Public LimitM Corporation.

The term Ltd after a UKcompany's name means limited liability

If you do not know whether a female correspondent is married or not.
it is correct to use the ccurtesy trtle Ms instead of Missor Mrs,
e.g.Ms Tessa Grovl!S.

This address is an example of blocked style .

Peter '110$$

Ober l we1nfeldweg 33
5207 Therwl1
Swltze r lanll

12 0 It is always impolite to dose a letter Bl!St wishes.

4

2 Order of add resses Write out the followmg names and ad dresses in the correct order. Use the
blocked style.

EXAM PLE 5earchStudios Ltd I Leeds I LS4 8QM I MIL Scott 1150 Royal Avenue

Mr L. Scott
Searc h Studios ltd
150 Royal Avenue
l eeds
lS 4 BO~

1 Warwick House I Soundsonic ltd I London I 57- 59 Warwick Street I 5E2]1J f
2 Piazza Leonardo da Vmci 2)4 1 Managmg Director I I- 20 t H I Milano I

Sig. D. Ftegom I Ftegoni S.pA I
3 Bente spedruon GmbH I Herr Heinz Bente I 0-6000 Frankfurt 11

Feldbergstr. 30 I chairman



3 Letters:parts and layout

4 Sportique et Cie /201 ru e Sambin I The Sales Man ager ! F-21000 Dijon
5 Inte rcom I E'41006 Sevilla !351Avdaluis de Morales I Chief Account ant I

Mrs S.Moreno
6 Ms Maria Nikolak aki / 85100 Rhod es I Greece I Nikitara 541
7 Excel Heights 5011 Edogawa-ku 139/7- 3-8 Nakak asai /Japan I Tokyo I

Mrs Ju nko Shi ratort
8 301 Leigh ton Road I VHF Vehicles Ltd I Londo n NWS2QI: I

The Transport Director I Kentish Town

The parts of the letter below are in jumbled order. Write the numbers of the
parts in the correct boxes in the letter plan,and label them with the terms in
the box.The fir st one has been done for you .

1

lett erhead
body

date
com plime ntary dose

in sid e address
signatur e block

saluta t ion
enclosure

1 20 Hay 20-

2 ~
HALL & CO . LIMITED
BUILDERS ' MERC HANTS

Albert Road
Peterboro ugh

PF.l, 7F K

Tel:O I7335 6·P·3 1

Pax: 0 173334 1865

Email: mlongley@hallhuild.co.uk

3 Dear Mr Freel and

4 Mi ke Longley
Sa1es Manager
Hall & Co. Ltd

5 You rs sincerely

6 Enc .

7 Mr M. Freeland
57 Coniston Crescent
Dunstable
Bedfords hire
LUl 4 3RW

8 We note t hat you have made a pla nning
application to extend your proper ty , and I am
wr i t i ng to tell you about t he buil ding products
and services whi ch Hall &Co. prOVide.

Ou r products start at t he foundations wi t h
sa nd, cement, and bric ks and we supply a full
rang e of ti mbe r and plas terboard at unbeatable
prices. We also offer a FREE ESTIMATI NG SERVICE
wi t h orde rs over £50.00.

We feel sure you wil l find a lo t to i nterest you
in th e enclosed brochu re, and loo k f orward t o
hea ri ng f romyou.

s
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4 Faxes and emails: Read the following statements and decide which are true and which are false .

"" true orfalse? Mark the tru e ones 'T' and the false ones 'F' in the spaces provided...
0E 1 Confidential inform ation should not be sent by fax and email.•

~ 2 0 If ne cessary.faxes can beused as su bstitutes fOI originalc• documents.~•• 3 0 Fax is a short form of the wordfacts .•-'" 4 0 Emails must end with Yoursfaithful/yoTYours sincerely.••
" 5 0 Emoticons can be added to business emaus to make them look
~

friendlier.

1 6 0 Using capi tal letters to write an email is the same as shouting.

7 0 @ in an email address means automatic.

8 0 A letter or card is usually more suitable than an email for a personal
message .

9 0 In email header information, c.c. stands for confidentialcopies.

10 0 Emails are usually less formal than letters .

11 0 It is not as important to use correct grammar and spelling in a business
email as it is in a letter.

12 0 The add ressee's name comes after the@lsigninanemailaddress.

5 Fax t ransmission form Read this internal email hom Yvonne Feltha.m.British CJystal's Export
Manager, to her PA.Then complete the fax transmission form.

~ ---- .
"

s.m;-: IFa)( to SA Importers

Please tax pages 24-6 at our current catalogue to Mohamed Kassim, Director, SA
Importers Ltd, Riyadh (tax no. (+966) 1 34981I. subject: Tableware - new line s. No

need for covering tetter - jus t writ e 'As reque sted . I hope this is helpful. YF on

transmission form . Many thanks. Yvonne ,

Yvonne Feltham

17th Sept 20-

........................................................................................................._ .
Fax
BRITISH CRYSTA L ltd

,.i ~~:' Hoo~ G..",l~ Oe<byDEl 'RT

Fa:.: no.: SubJ8d' _

Date: Pagels:

• .~~ ~•........ ·····.······· ·v·····.·······.•······.•····•·..······............................................ ... . ....



6 Email : request for
further informat ion

Mohamed Kassim has received Yvonne Feltham's fax. While he was reading
the faxed catalogue he made notes about furthe r infonnation he needs.
Read his notes and compose his email to Yvonne Feltham.

j""•........................_..........•...••.................................•........................................•....................................

! 'Y,rk' YP-'Ij , b.4V4it.bu bepr, tdo,f{

! "!'I"'x. ,alu!'Jurufor 'U<u<br"':J.'r""1' Ut.,tIur""",ketr,

'8rutb£'raH.je-IJ..VItiia.bf.e,iH,,!jfwt.? (uut-'t r'M.d? )

'Our~'r""1' - dUiuv<uiur'f"' of' ("",,~rtdftx )

~•

";T•
~
•i
•3.,
"
1

f <l,. , Yvonne Feltham

Suc:;od: I Your fax , further info.

Dear Yvonne

Many tt1anks fof your fax, Just a few further Questions:

MohamedKassim

Director, SA Importers ltd

AI Manni Way, Riyadh

SAU D I ARA BIA

Tel: (+966 ) 1 35669

Fax: (+966 ) 1 34981

m.kassim@sa.mp_co,sa

185ept2o-

x

7
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AIiaI - lO· ~ B I y ]~ ~ , ~~,. ,~ ,- .-.- T_ ---.!!:"
T~ IIStephanie Bell

C<. I
"- Sales conference

Dear Sir I Madam •
THANK YOU FOR YOUR ENQUIRY ABOUT CONFERENCE FACILITES

I can confirm tha i we 'NOU1d be able to accomodale 40 delegates 17 -19 july. full I

board, and provide conference faci lities including 2 seminar rooms each equipecl

with PowerPoinl. the tarn! per delegate would be £29 1.00 . full board, with corte

and tea served mid-mroning and mid-afternoon.

I hope these ter ms are aceplable.

Yours sincerly

Tefl)' Jordan

Manager
IFalcon Gtange HOlel

Tal: 0734 045721

Fall.: 0734045722

Email: jordant@falconl'lotels.co _uk I

17 March 20-
.:J

In this ema il,Terry Jordan,Manager of the Falcon Grange Hotel, is responding
to an enquiry about confe rence facilities. Ifhe sends it lilte this,he is in
danger of lasing a valuable customer- there are fourt een mistakes in it.
Check the email,and coned the mistakes.

7 Email:checking

1

....
E•
1!•t•.l!
E
]

8 Words and defin itions Make words from the jumbled lett ers and match them with th e
definit ionsbelow.

a Ul COE O K YSETL

b TE i SGUAN I ( LOKB

C EIl FC N£Il EE

d CS IlULEENO

e EPtTVA Il N A D f1DN AILTCOEN

f BOJTE LTI

g SUlVO ILUCIS NY

h TTCMTHAEAN

1 Document enclosed with a letter .
2 Figures and ' or lett ers written at the top of a letter to identify it.
3 Style of writing in which each line starts directly below the one above .
4 Complimentary close used at the end of a lett er when the addressee's

name is known.
5 Phrase written on a letter intended only to beread by the addressee.
6 Name and job title typed below a signature.
7 Separa te document attached to an em ail message.
8 The name of scmeone's job.e.g.Sales Manager.ChiefBuyer.

8



1 Typical sentences

2 Courtesy

2
Content and style

Sort out the jumbled words below to make six sentences typical of business
correspondence. Add capital letters and punctuation as necessary.

1 grateful I soon I a I as I we I for I would I possible I reply I as , be
2 fOI I find I please I cheque ' £49.50 I a I enclosed
3 further I please I if I us , inform ation I you I any ' contact I need
4 april r your I you I letter I thank 151 of I for
5 you I we Jforward I to , from / look f hearing
6 pleasure J price list I enclosing J have I a I catalogue l our I II spring I and I in

Rewrite the following request for payment in a more polite form.

You have o~ed us £567.00 s i nce February , which ~eans you
haven t pa id us for three ecnms .

We have written t o you twi ce and you haven t bothered to
anSloier us, yet you ve been a cust omer for years. Any'llily,

lO t" re not going to put up wit h t his, so if you don t tell
us ~ hy you naven t paid , or send t he money you owe us In
ten days , we 11 sue you. After all, we ve got bills t o
pay too, and besides ~e explaIned our rules for giving
cred1t, 1.e . payment on due dates, some time ago.

Yo urs . etc.



I am wri ting to you in repl y to your letter dated 9 May ,
....ht ch ....e r ece i ved on 10 Ma y, 1n whi ch yo u r emI nded us of
our outstand ing balance , .... h1 ch no.... amo unts to the sum
tota l of £567.00 .

Below is the reply to the letter in Exercise 2.1t wa s opened by Mr Lancaster's
secretary,who saw st raigh t away that the letter is wordy and contains a lot of
Irrelevant information. Pretend you are the seaetary and write Mr Lancaster
an email sumrnarlzin g the letter's contents .Try to make your summa.ry no
longer than seventy-five words.

I shou ld like to of fe r ~y hu~blest apo10g1es for our
failure either to sett le the account . or t o reply t o
your two previ ous co..uni cati ons . Howe ver , I f ee l that
I .ust expla in th e cause. We have been the unfo rtun at e
victims of a tragedy . Two ~nth s ago , our prem1se s were
al~st c o~p1 ete 1 y destroyed by fire . Although I a~ happy
t o report that we sust a i ned no casualties , a l l our
records, s t ock, order s ready fo r despatch and so on,
were consumed by the flames.

................/ / / ~ ,,-1

. Dear Hr l anc as t e r I
!

I
1
1

I

3 Summarizing

2

Now, at la st, our fortunes are beginn1ng to rt se aga1n,
and our 1nsurance company w111 shortly be re1eas1ng
funds to fa cil1tate our recovery . Let me assure you that
you w11 1 be remuner at ed In full as soon as possible .
In t he interl. , I would be grateful If you would accept
a seat t SUII t owards the ser tr eeent of our account, with
. y pers onal prOll1se t hat t he re lla1ning allount wi l l be
forwarded to you as soon as it eeccee s eve tteb te ,

Please f1 nd encl osed a cheque for t he su~ of £55.00 , and
once aga1n , I beg you t o accept ~y deepest apol ogie s for
any inconvenien ce caused .

You rs s1ncerely

T. ~. ~"""l (I1r)

l. _._ _ _ .

10



4 Basinga letter on notes Below is an email fromSarahBarnard.SalesManagerofBamardPress.to
Rosalind Wood,her secretary.Followthe instructions in the email,and write a
letter of reply, setting it out in the spaces provided on the opposite page .

.IIJ;- - ~ ,a l ,qtl !HI%!o .. I _ l.~.ll.-J ,;, ", U,r ~ ll --- . l1)

G,'Lu: , 6~t 10' 1;' LQl fl ,I Y 11£,~ ,~ :- ~ ~'.
]]~ Edit.'!.'- l!iMrl FQmI<OI r.... ~ ,.

To~. I[ Rosa~i nd W<,??d~

C<_ II
Su/.ljer;1 ~ Reply to Claudio Bini

2

Please reply to Claudio Bini 01 International Books.

Address: Via Santovelli 117/9, 00045 Grottalerrala, Rome.

Reference SBIRW.

His tetter dated 15 Feb.

He asked about readers for intermediate students of English. Tell him we have

nothing in stock at the moment, but we'll be publishing a new series at intermediate

level in September. Send him the 'Storyworld' ieaflet, and a current catalogue.

Many thanks.

Sarah Barnard

1 March 20-

11



2

"

Barnard Press Limited J83-7Copwood Road
North Fmchley
LondonNl29PR
Telephone: +44(01208239 9653
Focsrm ile: ..44(0)20 82399754
Ema il: bamardst:«oomardpress.co .uk

www.lxrmurdpreea.co.uk



5 Clear sequence This is a letter about arr angements for a business trip.At present it is difficult
to underst and because the ordering of the information is not clear. Rearrang e
the lett er in a dearer sequence.

I am wr i t i ng wi t h in fo rmation about th e ar rangement s we have made
for your vt s t t .

Unfort unate ly , Hr Charalambides will not be abl e t o meet you 1n
Larnaca on Thur sday 15 June , as you re quested , beca use he wI l l
be ret urning from a vis it to our subsidi ary i n Spain. However ,
he wi l l be back i n t he of f i ce t he followin g day , so I have
ar ranged fo r hi m to see you at 14 . 30 ,

On Fr iday 9 June your f l ig ht t o Larnaca wi l l be met by our
dr t ver , who wi l l t ake you t o th e Amath us Beach Hotel, wher e we
have booked you in fo r t he fi rst t wo nig hts. The dr iv er wi l l ca l l
for you at 17.00 on Sunday and drive you to t he Trainin g Cent re
at Ni cos i a . Hos t of the trai nee operators wi l l have had some
experi ence of the new prog ram by the t i me you ar ri ve at th e
cent re , but th ey wi l l need a good dea l of inst ruct io n on th e
mo re complex areas of the sys t em.

We hope you enjoy your wee kend at t he hotel. The driver wi ll
pic k you up from the Tra ini ng Centre on Wed nesday evening, at the
end of the cour se , and take you back to th e Amat hus Bea ch Hotel,
where I have booked you i n for a f ur th er two nights.

Ple ase could you confirm t hat you plan to retu rn to London on
the 18.30 fligh t on Friday 16, and al so t hat the arrangements
outllned here suit you?

Thank you for your l et t e r of 18 May gi vi ng us th e date s of your
t r i p . I loo k fo rward t o hea ring f rom you.

Yours s1ncerely

Ni COSIA CO HPUTER TRAI NING COURSE

..... ...... .............. / .

Dea r Hr Ja ckson

.... . . . ..•.........•........ ........ ....

2

6 Planning

Train ing Hanager

Mr Jackson is planning his reply to Ms Theodorou (see Exercise 5), using some
rough notes he ha s made. Look at the notes and complete the plan below.

Hownutl1f trai.n.ee! o/1/ CfJursM- LbW I1-.fli3ht0/1/ 16j UJ1.eLM.vu at" 18.00,

IWt 18.30. - TWu.of~wi&dw.rab.mNdu OK - 9;_jlijilt
arrioesLMfUUA.-15.30 - pMWCfJpyiH.jja.dli.tiu tl..tTr~Centre-~

paragraph 1 Acknowledge letter

paragraph 2

paragraph 3

paragraph 4

paragraph 5 Thank Ms Theodorou for her help

Now,using your plan,write Mr Jackson's letter. 13



3
Enquiries

1 Enquiry f rom
a building company

There are no cap itals. punctuation.or paragraphs in th is fax from a building
compa ny to a design er and manufacturer of kitchen units .Writ e out t he fax
correctly.dividin g the body into four paragraphs.

Clark Fitzpatrick Builde ....pic
Dun.table Road
luton, Bedford.hire
LU2 3LM

Fax

! ..

I
i

To:
From:
Fax no:
Subject:
Date:
Pagels :

ms doreen french
terry spa lding househ old ins tallations ltd

0158235171 1
kItchen units
3 apnl 20--
2

dear ms french

thank you lor your letter and the enc losed catalogue giving details

of your kitchen units the ma in 119m we are interes ted in is the umt

on page 22 it appears to meet all our speci fica tions for the

apartment block i described in my letter i am sending herewllh

a plan of a typical apartment wh ich glYes the exact dimensions

be fore plaCing a firm order we would need samples of all materials

used in the manufacture of the units could you please confirm that

you guarantee all you r produ cts lor twoyears agam sl normal wear

and tear i wou ld also be grale lul lor deta ils of your terms regardmg

payment and of any trade and quantity discounts if the price and

quality of your products are sa tisfactory we will place further orders

as we have several protects at the planning stage

yours sincerely

purchasing manager

14



2 Wordsand definitions Make words from the jumbled letters a nd match them with the
defini tions below.

a U£ AGTO CLA

b M£T IESAT

C £RE NTD

d £T SM COUR

e LAOUH SLW R

f W OSOllHOM

g IDI SYUSllAB

h POSSUTCll£P

ELSA 11 0 ETIIIlNU

N ATYUTQI DSN UOTCI

3 Polite requests

1 Company that is partly owned by a larger one.
2 Person who buys goods or services from a shop or company.
3 Money taken off the usual selling price of goods when the buyer

is purchasing a large amount
4 Place where a company demonstrates its products.
5 Publication giving details of goods orse rvices offered by a company.
6 Price given for work to be don e.
7 Written estimate. us ually for a large job such as building a factory.
8 Publication giving details about a school or college .
9 Person or company that buys goods from ma nufact u rers an d sells

them to retailers.
10 Term used when a su pplier agrees to buy back unsold goods .

John Phillips is tellin g his PA to write vari ou s letters.Change his instructi on s
into a n accepta ble form for business correspondence. Each sente nce has been
st arted for you.

EXAM PL£ John Phillips :'Ask them for a cash discount'Couldyou ...
PA writes:Couldyou offer us a cash disro unH

1 jell Rockfords that the consignment must be delivered before th e

end of September.'
lt isessential _

2 'Ask Schmidt to send us their catalogue and a price list .'
Couldyou _

3 'We' re going to give th em a big orde r. so find out if they allow quantity

discounts .'
As we inten d to plan' a substa ntial _

4 'If t hey can't deliver th e goods before Friday,tell Larousse t o email us .'
Please could y ou _

5 'It wou ld be a lot of help if they could send some samples .'
We would app reciate _

6 'Say th at we'd like Andover to send someone here to give us an estimate.'
We would begrateful if _

7 'Say we'd like to see a demonstration of both models.'
We would be intere sted _

8 'Find out if Weston 's will let us have twenty units on approval.'
Wouldyou be _

9 'Ask when he will let us have the cheque.'
Jamwn·tingtoenquire _

10 'Say our supplie rs gene rally let us settle by monthly statement.'
Asa rule _

3

15
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4 Enquiry to a college Complete this letter of enquiry to a college with the prepositions from the box.

I in(x4) for {x2) to by with at Of(X2l l

1································_···················· _.•...••••- ••••_•••••,

;
Avda. San Antonio 501
80260 Bel1ate rra
Bar ce l ona
SpI l n

12 Octobe r 20-

Ad~ l s s l on s Depa r t~en l

Int e r nat i ona l Co l l ege
145-8 Regents Road
Falmer
Br i ghto n BNI 9QN

Dear Sir I Madam

I am it s i ngle 23 year-o ld Spanish student I th e

Uni vers i ty ~, _ Bar ce lo na doI ng d HdSte r 5 Cour se

• Bus ines s St ud i e s , and I Int end t o spend s t x

eonths ,. _ EnQl and . begi nni ng ,. _ January ned

year, prepari ng ,. _

Ce r t i f i ca t e .

the Ca ~b rldge First

,.

Your co l l e ge was r e co..ended 1 ~ ,. _

a f e l l ow s t udent and I wou ld l i ke detai l s ' your

Fl rs t Ce r t lf l ca t e courses . inc luding fees and date s .

Coul d you a l so 1et lie know I f you c an pr ow Ide

eccceeceet ten "'0'---__ • • "U'--- Bri ghton "u~__

an Eng11s h f /llll 1y1

Th/lnk you for yo ur att enti on, and I l ook fo r wa rd t o

hear ing fr om you soo n.

Your s falthfully



Age: _

Cou nt ry: _

S An applicat ion form International College have replied to Maria Ortega's lett er of enquiry (see
Exercise 4)and enclosed an application form . Imagine that you are Maria.
You have decided to take the FiIst Certificate course starting on 3January and
finishing on 26 June 20- . Youare paying the fees yourself. and today's date
is 10 November 20-- .Complete the form using the information here and in
Maria's letter.

Student Application Form
Internat ional College . 145-8 Regent s Road · Falmer · Brigh ton · BN l 9Q.'"

AP Pli CANT

Family Name: _

Ot her Names: _

Title M r I Mr s I Mi ss I Ms: _

Address: _

Town I city: _

Doyouhaveajoborareyou3studenH _

Jobtitle l Subject of study: _

Name of busines s / university I college . _

Course appl ied for: _

Coursedales: _

Areyou paying your own fees,or isyour company paying for you?

Willyou find you r ow n acco mmodatio n or do you wa nt th is to be arra nged by the

College? _

Please tick how you fou nd cut abo ut Int ernati onal College.

D Newspaper 0 Frien d's recomm endat ion

D Through your university I col lege D other sources _

m
jl
s,
iii'•

3

Signature: _ Date: _

17



6 Enquiryfrom a retailer Write the letter of enquiry to which the lett er below is a reply.Youare
M. Morreau. and you saw an advertise ment for Glaston Potteries' latest
designs for oven -to-table wa re in the May edition of Intt'rnational Homes.

LTDClayfi~Jd ISum ley 1••10 ltQ.

r·_····__·__·_-_···········_·__··_·_···_·__·_·····_ ·· _ _ _ .

; GLASTON
POTTERIES

3 Ietephone +44 (0)1282 46125

Facsimile +44 (0)128163182

Ema ilj.m erton@glilston.co.uk

www.glaston.com

Your ref: JFH/P S

2 July 20-

1'1 . J.F. Morreau

D1re ctor
Cu i sines Horreau S.A.
1150 boulevard Ca l be r t
F-S401S Nancy Cedex

Deaf M. Hor rel u

Thank you fo r your enQu1ry of 28 June 1n which you e~pres sed an
interest i n reta1 l1ng a se lect i on of our pr oducts 1n your shops
In Haney .

Pl eas e f 1nd encl osed our cu ~ ~ent cat a lo gue and pr i ce l i st.
You night also be 1 n te ~e s t ed i n v1s i t i ng our webs i t e .

In re sponse t o your re quest for a 201 trade d1 scount ,
,.e rea ret that ,.e cannot of f e r lIore than 151. However, we do
gi ve a 51 Quant1ty d1scount on order s over C20,OOO. In conpar 1son
with sl~l la r companies In the UK, t hes e ter~s are extreme ly
compet 1t 1ve . Payment woul d need to be by s1ght dra ft unt 1l we
have established a business re lat ion sh1p .

F1 nally , we are confi dent th at we can deliver well wit hi n the
two-month t i me l1mit you re qu1re .

Thank you for your Int e res t . We hope to hear f r om
you soon.

Y ou~ s s l n ce~e l y

j. MtrtDI(,

Sal es Hanage~

Enc.

Regi5tered No.1'16481
VAT RegisteredNo.1~3 S~4~1 08
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4
Replies and quotations

Thank you fOf your enquiry of 16 August conce rmng our ear th -mow19 eQuipment

displayed et the InlemaliOnal Farm Mach inery Fa,r In Bonn

I confirm that we can fulfil orders within wee months , unless there are unusual

specifications. and you can buy equipment !rom us direct or through our agents in

your country

As rec oestec. t am send ing our current catalogue and price hst to you by express

malt I think you Will find the eqUipment on pages 101- 1Sparticularly interesting

lor the work; you have in mind , II you requ ire any further information, please

contact me

-- ....:= ::- ....,..

,
v

ee

SootIjItCI RE: Earth-movlOO equIpment

Dear Mr Chsn

In answer to the speQficQuestoos In your email . ••ret le I me say Wf!l are wllhng to

cons ider substantial discoun t on oroel1l over ( 300,000. All our machinery is

guaranteed lor Ihree yeal1lagaInst normal use , and we have several agencies In

your country with mechanics lraIned to eervee all our products, I

With regard to the terms 01 payment, which you menhooed , wewould consider

payment by 3O-<lay bill of exchange, documents against acceptance, provided I

you cou ld offer two referees ,

I1r 13. E<Il - II*" FomoIoI ToolJ ~ tto9

To Al1dy Chan

1 Reply t o an enq uiry

Mr Chan has emailed Hubner
GmbH,enquiring about some
eart h-movi ng equipment he
saw at a trade fa ir. In hi s reply .
Hubner's Sales Diredor,Gustav
Fest. refers to speci fic que stions
asked by Mr Chan. Read Herr
Fest's em ail and ti ck the items
which Mr Chan asked about.

1 0 How soon the goods can
be delivered, 0 Detailsof prices

3 0 Where the goods can be
pur chased

4 0 After-sales service

S 0 How the goods will be
transported

6 0 Terms of payment

7 0 Quanti ty discounts

8 0 Cash discount s

9 0 Details of the range of
goods available

10 0 Which bank will handle
the transacti on

11 0 Guarantees

Yours slOcerely

GustavFesI

Sales Director

HlibnerGmbH

Tel : +49 40 2376 18

Fax : +49 40 237619

Ema il : festg@hubner.co.de

I

18 Aug 20--
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4

2 Quest ion forms Here are some of the questions Mr Chan asked (see Exercise I ),but the words
have been mixed up. Rearrange the words so that the questions makes sense
and add the nece ssary capitals and punctuation.

EX A M P L E offer I do I you J large I a I orders I discount I on
Doyou offera discounton largeorders?

1 det ails I of I can I you I prices I please I me / send I your

2 afte r-sales I do I an I offer I you I service

3 guaranteed I are I for I how I goods l iang I t he

4 goods I can I how I delivered I soon I t he I be

5 terms I what I payment lyOUTI of I are

6 can I buy I where I t he I rI goods

7 you I do I what I quantity Jdiscounts I sort Joffer I of

8 can I send I mail! please I your I by I me I you I express Jcatalogue

20

3 Words and definitions Make words from the jumbled letters and match them with the
definitions below.

a T MI NE ROC

b TE N RCIP E

C RIG AC REA ROFDR AW

d T NQOAOIUT

e N RE DU PATESRAE VREOC

f SO RSG IE RPC

g LTAYOLY NUTCOSID

1 Condition of sale when the customer pays for the transport of the goods.
2 Internationally used term which indicates which price is being quoted to the

customer.
3 Pricewhich does not include additi ona l costs such as transport an d insurance.
4 Amount t aken off the usual price of goods when they are sold to a regu lar

customer.
S In a sepa rate envelope or parcel.
6 Price which includes add itional costs such as transport and insurance.
7 Price for work to be done or a serv ice to be provided.



There are no capitals or paragraphs in this reply tc a request for information.
Write It out correctly,adding the cap itals. an d divi ding the body of the letter
in to four paragraphs.

t hank you for your phone call of th ursday 4 ~arc h enquiring
about hiring our de livery vans . ~y colleague ms angela
smi th, who t ook the ca l l . said you were ~al nly i nt e rest ed 1n
5- ton vehi c les like the ' t obo-' so 1 all enc losing our booklet
' slIa ll truck hire' giving you de tails of our charges . these
also appea r on our webs i t e at www ,vanh1re.co.uk . you w111
noti ce th at the su••~r 1I0nths of june . july and august are
the least expens ive and that we of fe r a 20 per cent discount
on w~ekend hi r~ starting sat urday at 08. 00 and end ing sunday
at 20.00. our . a i n of fic es i n the uk are 1n l ondon and
b1r.ingha_, but we also have bran ches In france . ger~any ,

and Haly . if you are th ink ing of hir ing abr oad you w111
f1nd details on our website . please let ~e know 1f 1 can be
of furthe r help.

4 Replyto a request
for information (1)

........ r-, / .

dea r IIf russell

..••••........•••....• . ~ .

4

5 Incoterms

your s s1nce re l y

t ransport lIanager
van h1re un1111ited

Incoterms indicate which price the seller is quotin g to th e customer,for
example DAF (Delivered at frontier)means that the seller pays all delivery costs
to the buyer 's frontier.but not impo rt duty. In th e table below.the explanations
have become confused.Match the correct Incoterm to its explanation.

Incoterm Explanation

1 DDU(delivery duty unp aid) a The buyer pays all delivery costs once
the goods have left the seller's factory
or warehouse.

2 CFR (cost and freight) b The seller pays all deliverycosts to
the port.

3 CIF(cost. insurance,and freight) c The seller pays all delivery costs.except
for import duty,to a named destination.

4 EXW [ex-works) d The seller pays all delivery costs to a
named destination.except for insurance.

5 FAS(free alongside ship) e The seller pays alldelivery costs to
when the goods are on board ship.

6 FOB (free on board) f The seller pays all deliverycosts to a
named destination.

21



Read this email hom Geld Busch ,Marketing Manager of Busch AG,to his PA.
Imagine you are the PAand use the information he gtves to write a letter
replying to Anne Croft of Shape-up Fitness Centres on Hen Busch 's behalf.

x

• m "-'
B I L!"

,o_ Il Birgit Lang e

Co· . II
'""" I Sha pe-u p enq uiry

Birgit

6 Replytoa request
for information (2)

4

Please reply to this letter seoc Ms Croft a catalogue and price lisl (Iell her tha t all

prices are quoted e lF London). Also mentiOn lhe following

5-year guarantee on all our eqlllpmeJlt

Highest-quabty matenals used

No cred it terms (our prices highly competitIve due 10 sma ll profit margins)

5% quantity d,scou nl off net prices on orders over ( 5.000

Encourage her to con tact us again.

Thanks.

Gerd Busch

14 May2D-

7 An est imate Steve Smart,of MGHeating Engineers. is telling hi s secretary to send a
customer,Mr Frost ,an estimate. AsSteve Smart's secr etary,write Mr Frost a
letter ba sed on the instructions below.Set out the prices in tabulated form,
including both subtotal and total with VAT.

'And please send MrFrost a n estimate for upgrading the cent ral heating system
in his offices ,Thank him for his phone call an d te ll h im that we can fit t he seven
therm ostatic valves at £20 per valve - an d the lockshield valve would also cost
£20. Drawi ng down th e system before we do th e fitting is £40, an d filling and
bala ncin g it afte rwards is £50.Oh.and add VAT at 17-5% to all that .Tellhim
tha t we can do it before the end of September,but if he wants it done over a
wee kend he'l l have to pay an addi t iona l £.80.00 for overtime ...and don't forget
to say that all prices quoted include materials an d labou r" Oh yes -and tell him
to contact me if he has any more questions.'
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1 Verbs used with order

5
Orders

The verbs in the box can all be used with th e noun 'order',Choose the best verb
to complete each sent enc e.Use each verb only once, and in the correct form.

confirm
place

refuse
makeup

ship
ca ncel

despatch
acknowledge

1 We would like to an order wit h you for 5,000 units.

2 As we are unable to supply the quantity you asked for,we would hav e no

objection if you preferred to your order.

3 Iam writing to your order. which we received this

morn ing. for 2 0 'Omega Engines',

4 We are pleased to inform you that your crder K4S1has already been

____ _ _ from our depot

5 Please your order in writing, so that we can inform our

distribution depot.

6 Your order was yesterday on th e MVOxford.

7 Unfortunately.we shall have to your order unless

payment is settled in cash.

8 Jwould like to reassure you that your order will be in our

depot by staff who have experience in handling these delicate materials.



2 Placing an ord er:
accompanying email

In this email Mr Takahash i is placing an order, but the sen tences have become
confused. Rewrite the email with the sentences in the correct order, starting
new pa ragraphs where appropriate.

t•
5
5

El- ~G~ ~

J~ - 10 I · ~

1 Best wsnes

' Wf'l..., ..... ~

" I ~ III"' . " ,- ~ ~--
2 If some 01 the items are ou t of stock , please do not send substitutes.

3 When you send the order,please make sure all ca rtons are clearly labelled

with our log o and numbered .

4 I can con firm that the 10% quantity discount off net prices tha t you offered is

accepta ble I

2.

5 Dear Sig.ceoee

6 I attach ou r order No. 4930 11231 for the seiectco of shIr ts . trouse rs , and I
jackets which we discussed on the phone yesterday.

1 Kosaburo Takahashi

8 As agreed, we will pay by let1efof aOOI1 -1 have already arranged ttus with

the bank.

9 Please note the order must be here by 10 April . in time forthe new season.

10 As soon8S the bank hands OWlr the sh ipping documents, the aedit

will be re leased.



3 Order fo rm Read this email from Dieter Faust,a buying manager, to his assistant,
Beatri ce Mey.

~ II •

5
I

I

--------
--,

I=S~'="='=O='d='='===-- - --'="'-'='--- - - - - - - - -:

IBeatrice Mey

Sulljet:I :

GJ,.., 1,;1 @ X '" Il!\ iii
AriaI ..,. 10 ~ ~

Beatrice ~
Please place an order with satex for the items I've ind icated in the catalogue I gave you I

yesterday.Terms are banker's draft. and de livery is with in six week s of date of order.

Thanks

Dieter Faust

17July 20--

Here is the page from the sales catalogue Diete r Faust mentioned in his email.

!iatex !i.p.A.
5PRING CATALOGUE

Item Cat. no. Price€ per item Quant ity

Shirts

PLAIN whi te 5288 0 0 ,.
blue 5289 0 0 ,.

ST RIP ED blue I white 5301 05
white I grey 5302 0 5
whi te I g reen 5303 05

Sweater s (v-neck)

PLAIN red Pl1 2 ( 40 ..
blue Pl13 ( 40 ..
black P114 ( 40

PATTER NED blue P305 ( 52

black P306 ( 52

25



As Bea trice Mey.use the information in h is email and the catalogue t o
complet e this order form.

!iatl!x !i.p.A.
ORDER FORM

Via di Pietra Papa, 00146 Rama

5

0" . , _
Name of company:cR~'c' ~"'~''_'''~mb~H'___ _
Order No:--C' .:.' :.:16:.c' _
'relephcne. +49 541 798252

Fax: +49 541 798253

Address for delivery:
Wessumerstrasse 215-1B,

0-4500 Osnabr ck

Authorized:~'_D_. _'_'_"_"_'__"" _f aus tdQre1ner.co .deEmail:_ -"'= = = = = = _
Item description Cat.no. Price

( per item
Quantity Total

c

Amount due: _

Terms of payment: _

Requested delivery date: _

4 Placing an order:
covering letter

Dieter Faust ernails Beatri ce Mey again, reminding her to include a covering
letter with the Satex order (see Exercise :I).As she has only recently st arted
wo rking for him,he gives detailed instructions.As Beatrice Mey,write the letter.

b

~

I,

J
I

J ,

I ea e; ,,.. I i) "",-..
(,\'l\. B I ' I hJ~ ::!E ~ :=.;'!:< .Y.v ,." _ tiN " " , IE;. ..3 ",;;1" -- .,..,,- .,.- j

T<>Ois ~ tieIP

s",*"t ICovering letter

Beatrice

Please remember to include a covering letter with the Satex order :

- Address it to Si9· Danie le Causio, Sales Director.
- Use the orde r number as the subject Iitle.

- Than k him for his letter of 1 July, cat alogue, and price lisl.

- Tellhim you enclose the above order, and remind him that we expect delivery within

six weeks. We will pay by banker's draft when we receive the shipping documents.

- Explain that if items are not available, they Should not send substitutes.

- Ask him to email me if there are any problems with delivery.

- Close by saying we look forward to receiving acknowledgemen t of the order.
Many than ks

Dieter

17 July 20--

2.



5 Acknowledging an order

6 Delay in delivery

There are no capitals, punctuation ,or paragraph s in thi s email
acknowledging an orde r.Write it out correctly.Divide the body ofthe email
into two paragraphs.

' ''' ~'x
~ El~I;lE-L~ fl1J m~, t es o; I ' I I ~ j1il...- f!1 ,

Mal ~ 1. 10 ¥ • II i --"L .i~ .. :t 1- ~ ~

'" '* -..- ~"""
r_ "- -

,~ iJ Geo<ge. neenas

'" Il
"- {i'ou.:~rNo. R4 97 -

dear m delmas
~

than k youlor yourOlller (no r491) whICh we are al present making up the

instruments wiUbe packed individually In 8 crain numbered and mar ked With our

logo they .,..; ~ be senlB,rfreighl cit mar5elHelo reach youno later than 18 may our

Il'lYClice showillg the 12% trade and 3% quantity dtSCOlJnts the inSlJrat'1C8 certificate

and the air waybill wiMbe seollo the bank of marsetlle as requested

harald kJae r

sales manager

dansll tnduStnt:IS.kongens~ 1. dk-l 050k",benhavn II

lei +45 367521

fax: +45 367522

emai l hk)aer@dansk.co.de

7 may 20- .

Read this extra ct from a fax apologizin g for a delayed delivery. a nd choose th e
best words from th e optio ns in brackets .

Fur ther 10 our telephone COlW(trsali on on Friday, I am writi ng 10 you
,
which was ,. (so ld. made, pla ced) wilh us on 10 Jilnuary

Once again , I musl ,. (regr et. apo log ize, speak) for

me delay in processing lhis order. This was due 10 a staff ing

•
we have ,. (dismis sed, p romoted . taken on) lou r new

employees at our depo t. and I am plea sed to lell you tnat your order is now read y

lor despa lch . IIWill 6 (arrive. deliver. reach) youwilh in five

worki ng days.

Special ''-- (care. allentlOn. caution) has been lakEtn10ensure

Ihallhe I (load. crates. conS ignment) has been packed

5

................/ •••.•..•...•.•..•......•....•..•..•......•.•.....•.......•.......•....•..

, (mee lmg. acco rdmg. serving) 10 your reQlJlremen ts Each

I dem will be individually wrapped to 10 (prevent , cause. stop) damage

~" .' ~~ ••...•••......•.•....•..••..•••.••....•.•.•.......••.•... .....' 27



5

• 8

7 Refusing an order

8 Words and definitions

All the sente nces below give reasons for refus ing an orde r.Match the
sente nces in column Awith sentences in column Bwith similar meanings.
Then put a tick by the sentences which are most suitable for business
correspondence.

ColumnA

1 Wedon 't make this product now because people don't buy enough of it.

2 Wecan' t sell you anything unless you pay cash.

3 Wecannot offer the discount you suggest as our profit margins are
extremely low.

4 Wecan't possibly fill this huge order:it's more than our total output for at
least six months!

5 Unfortunately.we cannot guarantee delivery within five worki ng day s.

ColumnB

a Unfortunately, we do not have the capacity to supply an order as large as t his.

b Wecan't let you have 15% off because we price our products as cheaply
as possible.

c There's no way we can deliver in such a short time.

d Wehave stop ped manufacturing this product as there is no longer su fftrte nt
demand.

e We regret that we would only be prepared to supply on a cash basis.

Make words from the jumbled letters and match them with the
defini tions below.

a SMPOM ILCTEN IPLS

b »ovcn e
c GtFO W RD N RA G N ETA

d TS T MTE I!LE N

e RIA ILWYA LB

f IHP S

g VIG CNER O TiTEEL

h CIAVDE T N EO

1 Person or orga nization that conveys goods to their destination.
2 Letter accompanying a docum ent or goods,explaining the contents .
3 Listof goods or services that states how much must be paid for them.
4 Document inform ing a custom er that a consignmen t is on it s way to th em .
S Payment of an account.
6 Small piece of paper with a company's details on it.
7 Tosend goods by road . rail, air,or sea.
S Docume nt that grves information about goods sent by air.



1 Invoice

6
Payment

M. MOlTleau has ordered the following dinner services from Glasto n Potteries:
ten 'Lotus' at £35each, catalogue number L30S;twenty'Wedgwood' at 43
each, catalogue numberW1J8.Cost, insurance,and freight are included in

these prices.Glaston have offered him a 15" trade discount.Complete the
invoice below.

:.._ __ _ _.._ _ - - __ _-_ _-----_._-_ __._.__._-_ _._--_ _ _ ___ _--_._,

Cla~ld l Burnley llllo 11'Q

J. F MorTeau

1150 bou levard Calbe1"l

F- 540 15 Nll l"tCy Cede_

GLASTON
POTTERIES LTD

T~ +44 (0)118: 46115
F~jmne +44 (0)118: 6318:
E"'.lIil iK(01.lflts"8I.ll~ton .(0.u k

_ .gl.llston.com

9 May20-

Your order No. 3716

Quantity

CIF _

l es' _

Descri pt io n

l obl l

Cat. No. (each ,

Payment due witt'in 28 days of dale of irNOlce

E&OE
tegr.11'redNo. ]16481

VATIl~_ No.133 5J43108

2.



You work in the Accounts Department of Homemakers Ltd,a furniture
manufacturer. and are preparing a monthly sta tement for a regular customer,
R. Hughe s & Son Ltd.Yow first entry is the Account Rendered. t.e.the
outstanding balance of £461.00 from last month.which goes in the Balance
column.This column also shows a running balance of a ll the other items.All
th e money Hughes owes you, including the debit not e.goes in the Debit
column. All the money he ha s paid. including the cred it note ,goes in the
Credit column.Complete the May statement using the information below.c•E:

6

2 State ment of account

I May

S May

7 May

12 Hay

Account Render ed

tnvc t ce 771/2

Cheque

CIN 216

£461 . 00

£781 .00

£300 . 00

£285. 00

16 Hay In vol ce 824/2

18 May CheQue

23 Hay DIN 306

£302 . 00

£200. 00

fl OO. OO

~. The teres . t t he end of the s t et eeen t I re I (uh Ohcount of 3S
If th e stlte-ent 1s p.1 d . 1t hln 10 d.ys .

L. ~ )

HOMEMRKERS
54-59 Riverside.Card iff CFll JW

Telephone, +44 (0)29 20 49721

Fax; +44 (0 )29 20 499H

.. tatement
To, _

Dat e Item Debit Credit Balance

30

1 May Account
Rende red

Term..,



3 Request for more time
to settle an account

M.Morreau received the consignme nt from Glaston Potteries (see Exercise 1).
Unfortunat ely he Is unable to pay within the period stated on Glastcn's
invoice.He writes to John Merton, Sales Manager at Glaston, to apologize.
Rewrite his lett er in less elaborat e language:leave out any de tails which are
not relevant .

••••••.•••....••/ ...•.......•...............•....•.....•••....•..•.•.••.••••.•••••••.•••.••..•••••...••••••/ ••.•••.•.••••.•..•...•.....•.......•......•.......•.........•' ..,

j Dear Mr Merton

I deep ly regr et that at mts MOllent tn time J am unable t o sett l e
your t nvotc e dat ed 9 Hay fo r my orde r No. 3716 f or t en lotus
dinn er se r vic es at [35 ea ch, cata lo gue number l3 05, and twent y
'Wedgwood' d1nner ser-v t ce s at [4 3 each , catalogue number WZ18.

The cons l gnm!!nt arrived i n good condit ion and as usual I admi r ed
t he qua l lty and e1!!gance of your prOducts , They always se l l very
well In IIY two shops here 1n Nancy . Unfor t unat el y , two days after
t he ar r1val of t he cons 1gn~nt, di sa st er struck. After se ve ra l
cent1 Met re s of 1nces sant ra in lIy stockr OOM was cOllpletely f l ooded
and lIu ch of the stoc k da.aged or destroyed .

I am walt1ng w1th great pat lence f or my Insu rers to sett le ..y
Cla 1M, but meanwhile It 15 with sorrow that I have to tell you
that I am unable t o pay any of my scc e t te-s . uoeever- . on a sore
opt1M1st1c note, I am able to Infor myou that the aforeme nt1oned
1nsu re rs have prom i sed me compensat i on wi t hi n the next f our
weeks. When I re ce iv e t h1s , 110'11 1 t ake mea sures t o pay all my
supp11 ers as soon as t possibly can.

Trusting that you wi l l understand t hi s d1ff 1cul t sltuat lon ,
I remain

}elUl-Morr~ (M.)

._ _ __ _ _ _ ~

6
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4 Crossword Complete the crossword

.1•••••1•
• 1- .1•••• •····1 ···1·•••••• ••••

AC ROSS

1 A note is aformofIQ U(Ioweyou).

2 Ifyour supplier has charged too much on an invoice,ask for a _

3 An lis ts good s or services, and how much must be paid for them

4 An international money can bebought at the bank to settle an

accoun t in another country.

5 Abank is a cheque that a bank draws on itself and sells to

a custom er.

6 After two requests for payment you might receive a final _

7 is a system for tra nsfe rring money from one bank or pos t

office to anot her.

DOWN

8 A invoice is sent in adva nce of the goods ordered.

(2 words:3 51

9 Acus to me r ca n reque st a bank to money from one account to

an other.



5 Request for payment Choosethe best words from the options in brackets in this letter
requesting payment.

UK Cycles Ltd

28 Apol2o--

Karl Janssen

Managing Directot"

Velo Sport AG

Kartstr.45

0-5230 56nvnerda

Account No. VS 301632

Dea r Mr Janssen

Borough 1l00K Borou~1I ROIld Ckvd and TSI 3M

TelephoM : +4-t (0) 19 1 ~n~S4

Fu : >-'u(01l91Sn S9S
Email: ...~ount,s>'a ut;f;JI~ le:o .o;o.ll~

www.ukcyde..co.uk

:;
3•..
6

We wrote 10 you 00 25 March concerning the abolle 1'- (accouflt, bill)

lo r £2,100.00 which has nowbeen OUtsta nding 2 (for; si nce. about)

three months. When weagreed to cner you credit raci lit,es wepointed out thai il was

essential to J (pay, c lea r;hand/e) accounts • (in . at . on) ee

exact dale, particularty as we generally do not S (supp ly,present , offa!)

creditterms.

As you realize, delayed payments can create problems !of us ,. (by. 10, with)

our own suppliers, there fore we would appreciate IIif you could either let us know why

lhe 1 (balance. credit, payment) has not been paid . or let us have a

remittance ,. (within , for. during) the next ten days.

We would be gra teful if thi s cou ld receive your immediate attention,

Yours sincerely

Chief Accountant

"



6 Reply to request
for payment

Karl Janssen emails his PA,Renata Heynold. asking her to draft a reply to
Helen Stuart (see Exercise 51. As Renata Heynold. write the reply.

- ... 1;1 ~ ttl II!. • ea <.l.- , • """"'" I]J... ic 8 I ~ ~ . ~ ,= ...~-c '" ,~ ... - "- I_ ..... ...•E
~ II Re M " Heynold•~

6 II
SUbject, IReply to UK Cycle s

Renata .

Please draft a reply to Helen Snerrs letter of 28 Apnl - Ir s in your tray.

- Thank her lot her letters (please quo te da tes) .

- El(pIa,n abou t the fire at Head Office, Say thai it destroyed a lot of computer data

which has disrupted ail correscooceoce WIth suppliefS and customers. eoo we
need time to get back to our normal rouuoe.

- Request Bf\.rther 30 days 10settle , She's suggested 10, so be as polite as you

can . Say our insurers will release compensation wMlI"Ilhe COI1\Ing month, so we

can pay the outstanding amount 10ful l.

I'd be gfateful if you could leI me have It lor signature by noo n today.

Tha nks, KJ

3 May ZD-

34

7 Formal and
informal English

Match the sen tences in column A with sentences in column Bwith simila r
meanings.One sentence in each pair is in formal EngUsh (I.e. appropriate for
business ccrrespendeneej .and the other is informal. Write 'F'beside the
formal sen tences and 'I' beside the informal ones.

ColumnA

I D WE' expect to receive your remi tt ance within seven days.

2 D We ar t" taking you to court to get our money back,

3 0 Iapo logize for not clearing t he balance ea rlier.

4 0 It app ea rs that this invoice has not yet been settled.

5 0 We woul d be grateful fOTanother mont h to settle.

ColumnB

a 0 We wan t you to pay us in less than a week.

b 0 Sorry Ididn't pay you before now.

c D Wecan't pay you in less than four weeks.

d 0 Unfortunately, we have no alternative but to take legal action to
recover the debt.

e D It looks as th ough you haven't paid us yet .



8 Words and definitions Make word s from the jumbled letters and match them with the
definitio ns bel ow.

a RTUREC N CNATC UO

b H ISGT FADT I!

c N LACEBA

d KA NB N A RIl:SEFT

e TDCIl:YAMUON E I DE Il:CT

fE UD TA ED

g SETTOI1P

h £MTAC N£ l n

I £ MATT EST N so TA N COCU

j BE DTI rEN O

1 Take legal act ion to obtain payment.
2 Date by wh ich an account should be set tled.
3 Accoun t into wh ich a customer can pay money.or draw it out,

wi th out giving notice ,
4 Movement of money from one bank account to another.
5 Paymen t.
6 Difference between the totals of money coming into and gomg out of

a bank account .
7 l.ist of am ounts paid and owed.
8 Document informing a custome r of money owed.
9 Bill of exchange that mu st be paid immediately it is presented.

10 letter of cred it that requires the seller to supply shipping documents to the
bank to obtain payment.

6
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1 Formaland
informal English

7
Complaints and adjustments

AUthe sentences below could be used in complaints. or replies to them.Match
the sentences in column A with sentences in column Bwith similar
meanings.Then put a tick by the sen tences which a re most suit able for
business correspondence.

Column A

1 You should put it right .

2 Please ensure that the problem does not ari se again.

3 In this ca se we are not responsible for the error.

4 Pleas e could you send us a refund.

S We're sorry abo ut the muddle

6 We're planning to buy from someone else.

7 Your machine doesn 't work .

S I regret that in t his case we ale unwilling to offer a refund.

Column B

a We wa nt our money ba ck.

b We would be grateful if you could correct the err or.

c We ap ologize for the confus ion.

d We will have to consider changing to an other supplier.

e There appears to be a defect in the mechanism.

f We're not giving you your money back.

g This time it's not our fault.

h Make su re it doe sn't happen again.



Complete this letter of com plaint about damage with the words and
expressions from the box.

2 Complaint about damage

wear
insurers
complain
torn

crate s
inspecting
refund
invoice

rus ty
cons ignment
handled
carriage forward

e. [fl. .Min.dez s.a.

15 October 20-

Mr B. Harr i son
Sales Manage r
Seymo re Furniture l t d
Tib St r ee t
Ma1den head

Ber ks Sl 6 50S

Dear Hr Har r i son

Avda . del Ele relto 83

E-48015

Bilbao

T.l: +34 94 231907

Fax: +3494245618

7

I am writ i ng t o 1 about a s hi pment of tub ula r stee l ga rde n

f urn1 ture we re ce1ved ye sterday aga1ns t 2 No. G 3190/1.

The 1 were damaged on the out side , and looked as I f th ey

had been ro ughly t . When we unpacked t hem, we found t hat

some of t he chaI r l egs were ben t and S and the fa br1 c on

th e sea ting 6 • or s howi ng s i gns of ,'- ___

Two f ur ther c r at es fr om t he 8 have no t a r r1 vee yet , so we

hav e not had t he op po rt unity of g them. I hav e to l d th e

s hl pp1ng compa ny th a t we ca nno t accept t h1s co ns1g nme nt fr om

yo u, a nd t he y have contact ed yo ur ."'- _

As we '01 111 be una bl e to r e t a ll t ht s co ns1gnme nt 1n ou r s tores,

we are retur ni ng the sh1 pme nt to you U • a nd we s hall

expect a f ull l"' _

Yo urs s1nce rely

C. R... MFNDF,-

Man ag1n g Director

37



There are no capitals,punctuation,or paragraphs in this letter of complaint
abou t late delivery to a manufacturer of medical equipment.Write out the
letter correctly.Divide the body of the letter into two paragraphs.

7

3 Complaint about
late delivery

~ ISTITUTO DI M ED IC INA

rs j une 20-

mr h. toda

sales ma nager

nih on instruments

12-18 wakakuse-chc

haqeshl-osek a -sh t
csaka-fu

japan

dear mr to da

awb 4156/82

Voole &OCXl
r-croot s-ee
Teleiono +390586 43-7425

Fox +390586 43-74-26

ErTIOIl- c\olu@"necLac ~

3.

we are writ ing to point out that the above delivery which arrived

yes terday was a week lat e this is the second time we have had to write

to you on this subject and we cannot allow the situation to continue we

have already explained that it is essennet for medica l equipment to

arrive on due dates as late delivery could create a very serious problem

unless we have your finn gua rantee on the promptness of all futu re

deliveries we will have to look for anot her supplier please could you

con firm this before we place our next order

you rs sincerely

head of administrati on



Brian Harrison,Sales Manager at Seymore Furniture,emails 10Hayes,
his PA, asking her to draft a reply to 51Mendez (see Exercise 2). Note that his
instructions only concern the letter's content and signature:he assumes that
10will open and close it in an appropriate way.As 10Hayes, write the letter.

4 Reply to complaint
about dam age

. ,..,.......
~~~~ F~

To.. II Jo Hayes

0<. H
s..qea L::pIy to Mendez

Jo,

• w c... I ' I." c.-ono.
B I ~ l~" ~ :--t£~

--- -

x
[]J

~
~.
; '

"•,
~

•...
c

"3•;1.
•

7

5 Reply to complaint about
late delivery

Could youWlil e a letter replying 10the comptainl from Sr Mendez? Explain that the

goods were checked belore they lelt oorwaretouse. so the damage must have

happened during shipment.

Say !tIat we'"accept the goods CIF. and thai we 'll send the refund by banker's draft

as SODrl as we receive them - and apologize for the inconYenience caused.

Please don't pp It - I'll SIgn. creers,Bnan

PS Ask him about the other 2 crates

20 October 20-

The sentences have become confused in Mr foda 's reply to Sig.Lotti's letter
(see Exercise 31.Rewrite the letter with the sente nces in the correct order,
starting new paragraphs where appropriate.

1 Consignment no. AWB 4156/82
2 I trust that this will clarify the situation, and look forward to

continued good trading with you .
3 However, the two orders you mentioned were sent t o our

factory rather than our administrative offices at the above
address .

4 We would like to take this opportunity of reminding you that to
avo id delay in future all orders should be sent to our office
address.

5 Sales Manager
6 Thank you for your lett er of 15 June concern ing late delivery of

the above consignment.
7 Hirtc Toda (Mr)
8 We understand how important prompt deliveries are to our

customers .
9 Dear Mr Lotti

10 Yours sincere ly
............................................................................................................................................................:

,.



Youwork for ITServices plc,King Street,London w8 2MC.ExcelStationers
supply your compa ny with stationery. They have sent you the invoice below.
The wrong totals have been given for th ree of the items,which of course
results in an Incorrect final total

~
E
"•'"•]
•::
<....
E
.3

7

6 Complaint about
accounti ng errors

1 Find the mistakes and work
out the correct ftgur6 "

2 Write to ExcelStatio ners.
Your contact is Mrs B.creven,
Accounts Department.
- Say what the mistakes are

and what the correct
version should be.

- Tellhe r that you will settle
the account when you
receive a corrected Invoice.

- Ment ion that th is has
happened seve ral times
before,and that you will
change your suppliers if it
happens again.

Involc. No. 3 910

20 November 2D--

IT Services pre
King Street
London W8 2MC

Excel Sranoners Ltd
111 Langley Estate
Templerown
London 'I'ej 7AL

~ +44(0 )2.° 719 2.9880

B +44 (0 )2.° 7 192. 9437

4.

QUiIntity [ t ..mIJ P,JU Totul £

12 Writlngpads each@ 2.80 35 .30

8 Packets window envelopes each@ 2.20 17 60

3 Boxes ·Style·Pens each @ 1.50 3.50

8 Reams multJ-pul"pOS6 paper each @ 3.90 33.20

TOTAL 89.60



8
Credit

1 Forma land
informal English

In the sente nces below, t he words in italics a ll" not very appropriate for formal
correspondence. Choose a more su itable alte rnative from the box.

inform
elapsed

overdue
acceptable

request
competi t ive

promptly
settl e

suffici ent
confidential

1 Thank you for forward ing the documents so quickly.
2 We feel that enough ti me has passed toryou to pay.
3 [am writing to askjor open account facilities.
4 We wou ld like to remind you that th is information is highly secret.
S Your qua rterly settleme nt is three weeks late.
6 Weare pleased to tell you that the credt t facilities you asked for are fine .
7 OUI prices are very low.

2 Agreeing to credit As Alex Rempel. Sales Manager of Rempel Gmb H, reply to the email below
from Thom as Shaw.Agree to his request for credit, but te ll him, polit ely,
t hat according to your records the period for settlement was 30 days, not 60.
Apologize for any misunderstanding.Ask him to confinn t hat these te rms are
acceptable and say that , if they are, he will no t need to provi de refere nces ,

41

. ,

I

r¥

W !JW F1i!!1

ll.r JIAlex Remp el j ,

'" I i--:'I ==--...c..........,,==""""""'=""-------'~
~ Terms of payment

Dear Mr Remp el

We have been trading with you for the past year and durin g that time our acco unts

have been clea red by tette r of creon.

However, when we began trading with you, you mentioned that once we had

established a business relationship our accounts could be settled by 50-day bill of

exchange , DIA ,

Please could you let us know, before we place our next order, if these new terms

are accepta ble?

Yours sincerely

Tom Shaw

Chief Accountant. Fairman Green Ltd

12 May20 -



3 Request for a reference Complete the following reque st for a reference with the correct prepositions.

8

.......................................... .
!

Antonio Medina S.L.
ClS;l~;l ~t;l 1156

Barcelona o S317

T~lefollo: +H 93 ...7S503
FJr : +H 93 ...79 1P ·

Email: pgomC'z(itmeJin;l.co.n.

18 !lay ZG-

Mr Ger al d HacFee
Credi t Contr oller
British Suppli ers pl c
Hoxteth House
Wr ig ht s Way
Glasgow 612 800

Dear Hr HacFee

We are writ t ng !' you !' _ the reco~endati on

J Hr Dav id Arnold, ent e r Accountant ,. _

D.l . Cromer ltd. !' _ Sta i nes , !lidd le sex . He advi sed us

to cont ac t you as a referee concerni ng the credi t

fa cil it ies which his company has asked us !. _

Coul d you confirm that the company settles 1 due

dates , and is sound enough t o meet c redi ts of from £3,000

• £5 ,0007

We woul d be most grateful ,. _

ear l i est convenience.

Yours sincerely,

Sa1es Manager

a reply .','-- your



4 Reply t o request
for a refe rence

5 Unfavourable reply

6 Wordsand definitions

Mr MacFee has made some brief no tes be fore writing a reply t o Sra.Gomez's
letter (see Exercise 3).As Mr MacFee. write the letter. Include the sende r's and
inside addresses, and an appropriate date.

replyUt:iyr.!dtu 18 Mayre.. DL CrOHf.N Ltd.
exuiwr.treputwit in. UK ' carftmtU0/oursftr a,.wltj fiHu,

credirIiwit to: '"4-~tower~tlu-ouyou HUH.ticn..ul, but
aJw.yrsutle.ocorb<ft,,~dafu

jyattfuliftrMrtlUoU<ft. u.rtridutu"'fidMa

···· ···· ····· ····· ·· ···.f··· ····· · ·.f··· ····· ····· ····· ····· ····· ·····../ / ,"

Whe n re plying to enquiries about credit rating, it is better not to mention the
compan y's name or to be t oo specifi c in the details you give . Rewrite t he letter
below conside ring this advice.

Dear Ms Allard

I am reply ing to your enquiry of 19 September about Fit- a- Part ltd .

We have allowed Fit-a-Part cred it in the past three years , but only up to

£2 ,000, not the £10,000 you mentioned . We have also found that they

need fou r or five rem inders before clearing their account.

Please t reat thi s In form ati on in the strictest con fidence.

Yours since re ly

P.M. Lo".d

Accountant

~' ' ~. " ' ...............••......•...•...••... ...•......••......• •..••....••••....•.... ..••.. ...•... . ....

Make wo rds from the jumbled letters and match them with the
definitions below.

8

a DAB TE D B

b TDR EI C T A I N RG

C L1BL FO CAX NEG EH

d T LA FE DU

e ER ECE ENR F

f DE Rcn STi LFCII A E

1 Means of allowing credi t.e.g.bill of exchange.
2 Debt that is not likely to be paid .
3 Method ofpayment by which the seller can give the buye r cre dit for an

agreed period .e ,g.30 days.
4 Evaluation of the creditworthiness of an individual or company.
5 To fail to do something requ ired by law.
& Written report on a com pany's creditworthiness.

..



1 Report ing verbs

9
Banking

Read th e sentences below. Then find the report ing verb fro m the box which
best fit s each sit uation.The first one has been do ne for you .

explain
suggest

promise
advise

thank
refuse

admit
apologize

..

2 Word forms

1 Iam grateful to you fOT sending the shipping documents so promptly.

tIuW<
2 Why don 't you think it ever for a few days and then get back to me ?

3 Unfortunately.we cannot extend your overdraft .

4 Ithinkyoushould considerourtermsbefore makinga decision.

5 I'll defini tely let you have the details tomorrow.

6 It appears t hat we made an err oron your October sta tement.

7 We understand that the bank Willwant about 120%in securities to cover

this cred it.

8 Iam sorry for the delay in replying to you.

Complete the sentences below, using the correct form of the words in
brackets.The first one has been done for you.

1 Lackof capitalwill uc4A.x:Jer the project (danger)

2 The exporter opens a letter of credit by an application form.

(compll' te)

3 The cheque should be mad e to International Boats ltd. (pay)

4 The shipping documents include bill of lading. certificate. and

invoice.(insure)

5 Iam pleased to inform you that your has now been extended to

£4.000. (overdra w)

6 Loans can be extended only by wit h the Branch Manager.

(arrange)



3 Bill of exchange

7 You will receive of payment from our bank, (confirm)

8 Your should appear twice on the document. (sign)

9 We nee d a loan to secure th e of our company. (expand)

10 With to Out telephone conversation yesterday.I am writing to

confirm our agreement. (ref er)

Complet~ the bill of exchange below with the following information:

• Payment is due 60 days after date.
• There is only one bill.therefore write sola. Fortms reason . there is no need to

write anything before t he words to rheorderofas there is only one bill
(otherwise this line would have secondof the same tenorand date unpaid to
show there was a second copy).

• The bill is for $28.000.
• It was d rawn on 28 February 20- .
• The drawer is Hartley-Mason Inc.
• In (6),write in the wo rds of the currency that is being used and the actual

words of the amount.
• In Value Rettrwd wnte payableor rht'current ,areof exchange[orbonkers'

draft:$ in London.
• The bill IS being drawn on Glough & BookMotorcycles ltd, 31 -37Trades

street. Nottingham, NG1 JAA.
• The drawer's name is Hartley·Mason lnc.,618West and Vine s tree t.Chicago,

Illinois.and will besigned by Mr JR.Mason. the President of the Company

9

Exchange for J'--- _

•

•

value Received ,, _

placed to accou nt

To

•
Fur and on behalf of

•

Signed

•

4 5
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4 Request for a loan

5 Refusing a loan

Read the following conversation between a bank manager, John Stee le,
and a customer,Richard Grey.

)0 HN STE ELE Good afternoo n, Mr Grey.Now,how can I help you?
RI CH A RD GR EY Well, I know my company's been going through a bad time

recently.but I wou ld like to expa nd the fleet by buying another two trucks.
I wonder if you could extend my loan to cover the investment?

JOHN STE ELE I'm afra id we can't extend your existing loan, but we may be able
to offer a bridging loan.How much would you need?

IIrca AR 0 G RI Y Probab ly around £50,000, Ithink,to buy two second-ha nd
vehicles.I'm su re that the revenue from the ext ra tru cks wou ld allow me to
repay you within a year .

JOHN STEELE What can you offer as secuntyfor the loan ?
RIC H A RD G REY Just the trucks themselves.
JO H N STU LE Well,unfortunately, l am not in a position to make an

indepen dent decision - I shall have to consult our directors - but
I promise I will consult them th is week,and let you know as soon as possible.

RI CHARD GREY Than k you very much.

AsJohn Steele,summarize the conversation in a memo to the bank's Board of
Directo rs.Try to use some of the reportin g verbs from Exercise 1. Reme mbe r
only to report t he det ails which will help th e Board to make a decision.Head
the memo 'Strict ly conf identia l',and start like this:

I had a meeting with Mr Richard Grey. of RGlogistiCS Ltd,on 17September ...

The bank's Board of Directors ha s now discussed Mr Grey's requ est for a loan
(see Exercise 4).This is th eir reply to hi s mem o.

~ .. -_ - ,

Memo

From:
To:
Subject :
Dal e:

Secretary to the Directors
John Steele
Bridging loan , RG Logisl ics ltd
21 September 20-

STRI CTLY CONFIDENTIAL

With reference to your memo dated 19 September coocerning
the above loan. the Board regre t that in this case they are unable
to offer Mr Grey the credit requested. They would be grateful if
you could inform Mr Grey that it is me bank 's policy only to offer
substant ial loans against negotiable securities such as shares

or bonds.~
;

1
;... . -, . ..•..•.......•.............••.~.....•..../ .....•.....•........ ..••..•....•......••..•....••.•.•.........•.•..•••••....•••...••./ ....

• 6

As John Steele write a letter to Mr Grey,exp laining that credit has been
refu sed .Suggest that there ar e ot her sour ces he could try,for example a
finance corpo ration. but wa rn him tha t their interest rates a re likely to be
significantly higher than the bank's.



6 Wordsand definitions

7 Abbreviations

Make words from the jumbled letters and match them with the
definitions below.

a SIi'ONEO!

b TCENRAUOMYO ClEli'TO

C fJR CBTETACl FO IGIRNO

d BAL KC LBLI

e SYAO TFAIi' E HS ITG

f CHAIi'EMNT N8ICA

g AUOOVHE

h TGtSH TFRDA

1 Transfer a bill or cheque by signing it on th e back.
2 Type of bank that specializ es in international trade and finance.
3 Document that shows where goods were made.
4 Billof exchange without any accompanying documents.
5 Letter of cred it that requ ires the seller to supply shipping documents to a

bank to obtain payment.
6 Number of days within which a bill of exchange must bepaid after

presentation.
7 Regula rcost of ru nn ing a company.e.g. ren t
8 Billof exchange that must be paid immediate ly it is presente d.

Complete the full term for each ab breviation.
The fir st one ha s been done for you.

9

a__10 _ ' _'h'_B _1 B /f!

2 o /p __, __ e n __ A_. _n . _

3 Lie

4 O/A

- - y---- ,
_ _ tt _ _ 0 _

_ o_ um •

_, _ d_ _
_ B'--"

6 nc

- ,_.p_ . __•
5 E&OE _ ,,__••n _

_ mi on _ _ " _p _ _ d

_ o_ um __ t __ y __ e __ t

7 "
8 o / s

9 I MO

10 CF

- "-- ' B- - .,-
__ y _ Af _ _ ' _ _ Bh_

_ n' at 1

_ _ n _y _ '_ e<
__ ,,_._. _ 0' _ ' _ _

47



8 Documentary credit 1 letter from th e confirming ban kto the exporters

Paul Diderot, Documentary Credits Manager of the Banque de Lyon.writes
to export ers Chateau Wines, informing them that a letter of credit ha s been
opened for them. Choose the correct expressions from the box to fill the gaps.

inform charges documents draw acting valid settle opened

9
~
~

BANQUE DE LYON

8 July 20-

Mr l ames Freela nd
Chateau Wines

80 ru e Gaspart-And re

69003 Lyon

Dear Mr Free land

LIC No. 340895 /AGl

soo boulevard lobert
6gooo lyon
Tel :"'!-B 4 781243
fax :.H4 181~
Email:pdldefot.banque-lyon.co.fr

..

We are ,. on behalf of the Eastland Bank, London, and would

like to ,, you that the above documentary credit for (5,300

has been' in your favour by your customers BestValue ltd.

The credi t is · unnt r z August and all bank ,. _

have been paid.

Please send the following ,. to th e above address:

• Air wayb ill

• I nvo ice for full value of the sale elF London

• I nsurance certificate

Would you also 1 a sight draft for t he full amoun t of t he

invoice on us so that we can • this account.

Thank you in advance .

Yours fai thfully

r...l ~,.r""T

Man ager, Docu me nt ary Credi ts



9 Documentary credit 2 letter from the exporters to the confirming bank

Jam es Freeland of Chat eau Wines has made some no tes for his reply to Paul
Did le'rot's letter.Write ou t the letter in full

I~i~~;§~~~ij~~~~:~,
If f',A( G~fltfl-AnMi, ,~ooz , (j'rn.. N8/ut tUcv.iYIlro.t1

: / / .•..•...•...) 9

4.
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1 Find the keyword

10
Agents and agencies

Complete the boxes with the missing wor d from the sentences below t o find
the keyword down.

ACROSS

1 Shares are bought andsold ona .(2 words:5.8)
2 __ houses receive orders from overseas, place them,and make

arrangements for packing. shipp ing. and insurance.
3 A is the only one allowed to sell the products of a manufacturer

in a particular a rea. (2words:4.5)
4 An agent who sells products on a _ _ basis makes a certain amount of

money for each item sold.
5 A__ is a personororganization that hires an agent to buy or sell goods

for them .
6 In non-recour se__ ,a firm buys up outs t anding invoices an d claims

the debts.
7 _ _ invoice value is the value of an invoice wi thout extra charges.
8 _ _ ma rkets are where it ems like coffee ,cocoa ,and rubber are bought

and sold.
9 Agents who take the risk of being liable for customers' debts may receive a

_ _ _ _ commission. (2words ;3.7)
10 A is an organization that buys goods on behalf of a principa l.

(2wo rds:6,5)
11 Aprospective agent may need to be convinced th at there is a _ _

for th e principal's products.

DOWN

12 Keyword :The basis on which an age nt is employed to rese ll goods for a
commission.

• u I,

I' I ,
I

•
I' I I ,

•
•

"
"



2 Phrasal verbs Using a word from column A and a word from colum n B,complet e each
senten ce with a phrasal verb.The first one has been done for you .

take in
make up
work --....... down

back ---- out
draw on
turn
fill

1 Iam sure it will be possible for us to Wfjrk, out a more satisfactory

arrangement for promoting your products.

2 We would be pleased to an initial one- year contract to act as

your sole agents.

3 We will a draft agreement and send it to you as soon as

possible.

4 Weplan to the advertising campaign with supplies of

brochures and leaflets to all OUI dealers.

5 I regret that we must your offer of a sole agency because at

present we do not have sufficient resources.

6 Please will you the cheque to Wallis Greene Ltd,our

distributors in your area.

7 It will be necessary to the enclosed customs form.

8 Aswe have been trading for over a year, it will not be necessary for us

to references.

A B J:•,.
••
~
•
~
~.

10

51



3 Offer of an agency Choose the best words from the options in brackets in this letter
offering an agency.

10

Grazioli S.p.A.

Herr Otto Grassmann

Grassmann AG

Undenweg 16

Q-1 000Berllo 12

23 OCtober 20--

Dear Herr Grassmann

Via Gradenigo 134

50133 Ftrenze

\, +39 (0)55 89-65-20

B +39(0)5589-65-21

Q pgrazioli@grazioli.co.it

52

You were reco mmended to us by the German Chamber of Commerce. who

1 (SBid. tota. sp oke ) you might be interested in representing

a leading Italian glass man ufacturer in your coun try.

We have a number of agencies in other European countries who receive products

on :I (commission. consignment. approval) , then sell them on a

6% commisSIOn00 ex-wor1l.sprices These are ' (single. unique. sale)

age ncies.

Generally, the ir customers .. (settle. agree . dea f) all accounts With us,

then wesupply them direc t on invoices received from the agent.

In most cases we offer a ' (lest. proof, trial) age ncy for one yea r. and if

the results are good, we ' (export ex/end, expand) the agency

agreemeot on a further two-year contract. We would ' (o ffer; suggest,

Invite) yousupport through aavertJsif'lg, brochures, and leaflets in German, the

• (cost, value, worth) of this being shared between us

Our market 9 (re searchers. repo rters, in formers) tell us there is an

increaSing demand for our line of product s in your country. SO it would not be difficult to

se ll our products.

II you would be interested in an agency of ttus type . we can send you a standard

agreement, gIVing you more details 01 our terms. Meanwtule. we are encloslng our

to (actual, present. current) catalogue

Yours sincerely

Chairman

Encl.



4 Replyto an offer
of an agency

Choose the phrase or sent ence from each group which would be most
appropriate in a reply to the letter in Exercise].Write out the reply as a letter.
Include the inside address,date, salutation,complimentary close ,and
signature block, and divide it into paragraphs.

1 a Thanks very much for your letter the other day.
b I was delighted when I received your recent communication.
c Thank you for your letter of 23October.

2 a 1can confi rm that we would be interested in representing you, but not on
a sole agency basis, as this would restrict our sales.

b We might be interested in representing you, but we can't go ahead on a
sole agency basis as we've got to sell a lot.

e Were it not for the sole agency basis you mention, your proposal might be
received more favourably.

3 a Not only that, but we want a cut of 10%and three quarters of the ads paid
by you.

b In addition, a 10%commission on ex-works prices and 75% support in
advertising are the basis on which we might contemplate negotiating an
agreement.

c Also,our usual terms are a 10%commission on ex-works prices and 75%
of the advertising costs.

4 a Notwithstanding, we were overwhelmed by the superlative quality of
the products in your cat alogue.

b ln spite of our objections about terms, the products in your catalogue look
really good.

c However,we were very impressed by the high quality of the products in
your catalogue.

5 a If you are able to revise your terms, we would be interested in receiving a
draft contract.

b Subject to a satisfactory revision of terms, a draft contract would be
worthy of our cons ideration.

c Ifyou can look at your terms again, send us a contract.

6 a Giveus a call sometime,so we can have a chat.
b I look forward to hearing from you.
c I remain your humble servant.

10
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Read this requ est to act as a bUying agent hom Manhed xebeft,
Managing Directorof the xcbelt Agency.Choose the correct words
from the box to fill the gaps.

••
~•M•
~
C•
"C
~

10

5 Request for an agency

offe r
rates
del crede re
factory

commission
documentation
recommendati on
manufact urers

princ ipa ls
freight
te rms
brochure

The Kobelt Agency

24 June 20-

Mrs Cristina Neves

Buying Mana ger

Port uguese Industria l Importers
Rua dos Santo s 179

1200 Lisbon
Portugal

Dear Mrs Neves

Brauneggerstr, 6 1s
D-H oo Munst er

Tel: +..~ 15 1 37-1J-9 -1

h " , ....9 lp 37-1S-9S

Email: Imbdrm<likol.C.l.agt..nq.(f).lk

54

We are wrltmg to you on t he 1 of th e Portuguese Chamber

of Commerce, who informed us that you were looking fo r a buyi ng agent tor
precision t ool s in t his country.

We have been in this t rade for over twenty years and have close contacts with the
major a both here and overseas.

We would like to give you a brief ou tl ine of the 11 we work on.

Generally, we place orders for our .. with our suppliers, and our

customers settle direct with the manufactu rer. In addi tion, we arra nge all costs ,

insu rance, and J facil it ies for the client, handling cons ignments from

the ' to the port I airport of t he importer's country.

As we have dealt with these agencies for a number of years, we can offe r you their

most compet it ive ' for sh ipment. I n addition , we wou ld take care of au
• • inclu ding customs formalit ies.

As a rule we operate on a 4.5% ' on e l f values, but if credit is involved,
we could offer 10 services for an addi tional 2 .5% commission, pending

th e usua l inquiries .

If you are interested in th is 11 we can assure you of fi rst class, efficient

service, Please contact us if you need any more information. I have enclosed our

la giving you full details of our company.

We look forward to hea ring from you in due cou rse .

Yours sincerely

/'fAlljni. j(oklt
Managing Director

Ene.



6 Reply to a request
for an agency

Cristin a Neve s has decided to email her reply to HerrKobelt's letter (see
Exercise 5). Draft an email from the note s below. Rememberthat she does not
know him so the style will be quite formal .lib a lett er.

Kobdr

- Tluutkftr idtu - Utiu«ted l><f'bfNaU - ixutMi>!j~
ftrf'w.w><tb/)U fun

l><~,<!d.=t*titJur3% "''''''''. b><ClFuaUu<ortk
Z.5% ddcruW-e-UlHUft..

- Que Kobdradsu~ aNiftrwardUtjAjtxry, 1firi>!j
door-to-doorfui'iiy?

- KobdrwilWtjto ,,,,d"''llAdddAi4oj2"'~tiuyadftr
uh"""1fir rifumcu? IffU' _wid.h Utiu«ted I><d!<=i>!j
contrea:

- Lbbkftrward/l)1wviHj,eft.

•'\l
~
•i:.
•
'\l
~..
•

10
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I

5.

1 Two-word terms

2 Formaland
informal English

11
Transport at ion and shipping

Match words fro m box A with words from box Bto make two-word terms
used in business correspondence.Then use the terms to complete the
sentences below.

A B

shipping bull< risks waybill
charter delivery note party
au all agent note
forwarding shipping mark ca rrier

1 Packing and shipment will be arranged by our _

2 The freighter NtHVi l1 is a with a cargo capacit y of six thousand

tons.

3 When you have confirmed the charter,we will send you the _

fo r signature.

4 Beforesigning the ,please check that the consignment has

arrived undamaged.

5 The cost of fre ight london Heathrow - Dubai is £10.00 per kilo.plus

£8.00 .and £60.00 cust oms cleara nce and handling.

6 Please would you arrange insurance COYeI for £100,000 against _

7 Enclosed you will fin d our sta ndard a nd bill of lad ing.

S The on the sides of the crates should correspond with the one on

your shipping documents.

Rewrite these se ntences in a more polite form, using the words su pplied.
The first one has been done for you.

1 Fill in the despatch form and don't forget to let us have it with the parcels .
(please.send.ronsignment)
PW..ji4 iMluduf"h"'f'r..",uulrtdir tD"' will.
11<"'''''0_''''-- _

2 Ifyou don't understand. get in touch with me . (queries,hesitate.contact)

3 I've had a word with Despatch. who say there was nothing wrong with the
crockery when they sent it off. (checked. Department. records. perfect
condition)



4 We want a qu ote for picking up ten armcha irs here and taking them to
R. .Hughes &.Son Ltd,Swa nsea.
(please.collection,consignment aboveaddress,delivery)

5 The loss on invoice value must be £300 .00 and we want our money back .
(estima re.claiminq compensation,am ount)

6 Do you want us to send the goods ba ck to you,or to keep them here for you
to look at? (pre!er,return,hold,inspection)

11

3 Enquiry toa
forwarding agent

complete this fax enquiring about a forwarding agent 's charges with the
correct prepositions.

York Instrumentation LId
157 Links Road, Derby
DE7 8PX
Tel: +44 (0)1332 491567
Fax: +44 (0)1332 491568

Fax

............_............•.•••.••••.•.•...............................•......•.•.........................._ _ _ ~

!
;
;

To:
From:

Subject:
Fax no.:

Page(s):
Date:

BillCrowley, landmark Freight Services

Stephen lang
Quotation

796543
2 (incl . this page )
10 November 20-

Dear Mr Crowley

You were recommended " us ,, Stellman ltd, our

associates, " whom you have opera ted as forwarding agents.

We are looking .. a reliable agent to hand le our deliveries

S Europe, taking care .. documentation and making sure

1 safe delivery - many • our products are very frag ile.

You will find a list represent ing a consignment we wish to send

'--__ lausan ne '.0'---__ road . Could you let us have your quotation,•
and if it is competitive, we can assure you .u,-__ further business

11 the future.

Yours sincerely

( r fPHf N LJt..NG

York Instrumentation ltd

57



Landmark Freight Services Ltd

Unit 7B. Bar row Business Park,

Deroy
DE12 BER
Tel.: +44 (0)1332 796537
Fax : +44 {O)1332 796543

Below is Bill Crow ley 's rep ly to Stephen Lang (see Exercise 3). Writ e it out,
putting the phrases in the correct order and adding paragraph s.capi tal s,and
punctuation where necessary.

Fax

H ••• _ •••• • ••••• • __• • • • • • • _ • ••••• • _ ••••••••••••• _ _ ..

I

4 Forwarding agent ', reply~
c

:;
.;
-e
c•e
o

i•c
~

11

To:
From:
Fax no.:

SUbject
Dale
Pagels :

S. l ang, York Instrumentation

Bill Crowley
49 1568
Quotation
11 November 2(}-
2

Dear Mr l ang

- our freight charges I of 10 November / thank you ' enquiring about
I for your fax

- for shipme nts { I enclose I which includes alilransport customs and

documentation charges lour tariff list

- are highly competitive I I think I that these rate s I you will find

- that we have I in handling fragi le consignments I in addmon

I extensive expe rience I I can confirm

- and I will be very plea sed I any further questions I please contact me

I to help I lf youhave

- to heanng I I look forward I from you

Yours sincerely

,.



5 Words and definitions Make words from the jumbled letters and match them with the ;
definitions below. ,

•
~

LPOOAYA e EI RTCEP
0a
"b ND SE ERO f NOST OI N OCALO I •-.-

c LSD CAU I S P I B KIlO RSH E ,
d h •O DT MLMILAU II:£C NO T N IA ,

0.
•

1 When small consignments from different exporters are loaded ~...
into a singl e container. ~,-

2 Document showing that goods have been paid for, ~

1 Unit of transportat ion, e.g. a containe r,t hat can be transferred
11between different syst ems. e.g.trai n an d ship.

4 Agent who arranges th e tran sport of cargo by ship.
5 The part of a cargo th at earns money for the shipping company.

• Large metal box in which goods are packed fer transportation.
7 Tenn used on a bill of lad ing to indicate th at goods were da ma ged or

incomplete when they ca me on board.
S Totransfer a che que or bill of exchange to som eone else by signing

it o n t he back.

6 Enquiry to a container John Merton, Sales Manager of Glaston Potteries, emails his PA, Jill Driidley,

company asking her to send an email to National Containers. AsJill Bradley, draft the
email.Start:[am co ntact ing you on behalfofJohn M f'rton conce rni ng...

8- I;I G ~ ~ I!l • iii Q".... " I;} B I ~... ... --..... T_ -- -
To_ Il Jill Bradley

Co . II-- I Ema il to NatiOnal Containers

Ji l ,

I ,. (9 Cl1:*cif'e.- U)

1£ 'If 'I ,="' .Y

We' ve got a number ol European deliveries oomlng up CNef the next few monltls

which rd like National Containers to handle Consignments consist of fragi le

crockery Average cra te measu res 187x172x t 65cm. Approx we ight 35kg each,

We want coor-tocoordetivery

Please email them asklOQthem !of schedules and sample quotabons.

I"d also e informatIOnconcemlOQ documenlalJon.

Th<lnks. ,JOOn

John Merton

15 July 20--

PS The person tocontact IS Brian Close - you have his ema,l address ,

5.



x
•• g -. gJ\

0..;:::_-..."....,;....:::.,.....:.,.;-"-+...:,,"""""1£"'--"'. "''1 ,- '" <X... ... --"- r_ -- -
J~ IIJill Brad ley

" ce. II
"- I _~E : Europe an deliv:nes

~ 7 Container company's reply This is Brian Close's reply to lill Bradley (see Exerd se 6). He has written the
'ii. email bu t not yet checked it through . Find and coned the mistakes -there are
~:c ten of them.
•
~•
j
';;

1•c
~

11

Dea r Mr Bl'adley

Tha nk you for your ema il yesten:1ay I am seodl ng you lhe shedules and sample

quotabons you requested , They shoulcl reacl1 you by tommorow,

With regard to your enQUiry aocct documentation, we sugesl youuse our
combined transport bill as the goods will then be covered by road and ferry. I am

al so sending youour EXPORTCARGO PACKING INSTRUCT IONS.These
should be t\<tnded toour dnver when he cal ls. Coosignmen t w ill be dell"o'ered to
our depot 'Of cooscucanoo.and you Will be charged atour very competitive

groupage rates (see sma pie quotations )

We will take the usual responsibil ites lor hand ling cargo, but suggest you take out

allrisk insu rance coveron a door-to-doe basis ,

Please lei us know if the re is any other details you require.

Yours sincerely

Brian Close

Freight Manager

National Contamers ltd

16 Julv 20-

6.



1 Term sused in insurance

12
Insurance

Complete the missing terms used in Insurance.Each blank stands fOI a
missing le tter.

1 An i company mdemruftes clients

against 1055_

2 Underwriters at Uoyds walk in groups called

, - - --- - - - _ .
3 An insurance p is a contract taken out to protect

someone against future risks.

4 Clientsare i againstlossordamage

when they have insurance policies.

5 Ap is the amount of money paid to an insurance

company for cover.

6 L ' _ List is a daily newspaper about shipping movements

and cargo markets .

7 Ap ~ form is completed by afirm or person who

wants insurance cover.

a Aclient sends their insurance company a c form when they

have suffered damage or loss.

9 Under f bonds,companies can insure

themselves against dishonest employees.

10 The Job of an average a is to examine dam age

an d est imate compensation.

61



2 Request for
comprehensive insurance

Read the foUowing requ est for comprehensive insurance and choose the best
words hom the options in brackets .

12

- HUMBOLDT EXPORTERS LTD

Exod c House I 115 Tremona Road I Southampton $09 4XY

Telephone: +44 (0}13 lto _4'J; ll-'

Fu:, . 44 lo ): } 11 0 ' 4'1711 4

EmAil, hind p@humb"ldl.co.uk

15 Februa ry 20--

Int e rna ti onal I nsura nce pl c
153 West ern Road
Br i ght on

Sussex
BNI 40

Dear S1r

We are II C' _
,
,
•,

<gr and , I lI r ge , wi de ) ex por-t company

( 10'110, wh i ch , Wild t) ships cons 1gnments

( in , to, to wards) Euro pe and North Ameri ca . We

( wan t, wou l d like , reques t) to know 1f you can

( sugges t , supply , present) us wit h a quc t e t t on f or a

cceceenees t ve poli cy . ,, ( a ssurf ng , protect ing . co veri ng)

our If'a rehouse at Doc k Road, Sout h a~pt o n .

We woul d like t he policy t o 1 (cons is t , contain, Include )

f i re , f l ood , thef t , burg lary, and th e usual con tingenc i es

affe cting th i s !. _ ( fo r m, kind , variety) of enterpr1se .

At any one t 1me , th ere may be about £800 ,00 0 i n stock on th e
, tpreet ses , grounds, floo rs ).

( compe t I ng , compet l t f on ,If you can give us a 1"0'-- _
cOllpe t1tive ) Quote , loIe loI i 11 .u'- _

ta king out fu rthe r polic i es 101 11 11 you.

(t hi nk , lJ1ag fne , consider )

62

We look fo r wa rd to hea ri ng fr om you ",, __

i mmedia te ly) .

Yours fai t hf ul ly

Co~pany Secreta ry

( soon , present ly ,



3 Replyto request for
comprehensive insurance

4 Claim for fire damage

Below is an email from Gerald Croft, Regional Manager oflnte mational
Insurance, to Natalie Westo n,his secretary,asking her to draft a rep ly to
Peter Hind's letter (see Exercise 2). As Natal ie Weston ,draft the reply for
Gerald Croft to sign.

- - I;l {f> ~ Il!I • W 0.- ~ .. 9'-'- CiJ_
!'3 B I ~ ~"'= ~ := ~ ~.... " §;;.q

". .. y- -- T_ -. -
Natalie - pl . draft reply to Humbo ldt enqUiry. Enclose ieanets IP3 and IP4 , and

suggestlhat one of our agents ca lls on !hem 10discuss which policy wou ld best

suit them. Ask Hind to ca ll you If he 'd like 10erranqe an appointment.

(NS rememberournewnumbef" lsQ 1273 547231 , and you're on ext. 12!) 1"11 sign .

Thanks,GC

GemldCroh

18 February 20-

Humboldt Exporters insured t heir Southampton Wareh ouse with
Intern ational Insurance (see Exercises 2 and 3),but unfortunately suffered a
fire a few months lat er.Mr Hind has made some notes for an em ail telling
Intemationallnsurance a bou t the fire and asking them to send a claim form.
Write the email.

pelUyM. 439178/D

rtjrttfire brokeout" in,S'tcH- wrvWtut, utrlyy'dtty_ extvuiue-~t,

("f'I"'0x. £7,000) to mdile< ""yed[o"~.ftn"rviuiuu

!,,"ovidedwidffla tiuu elutr0tjitukWM auae. pl. ,mdcJ.iH<
[om,,«,,!,.

12
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••

5 Request for ope n cover

~

'-==
~==

There are no capital s.punctuation, or paragraphs in this letter requesting
open cover.Write out the letter correctly.Divide the body olthe letter into
fow paragraphs.

Brunei Hoose

Brunei Street

'-<J'-'-1-+JL1..J-'--'-'--'.LLU;H--LLCC uve.pcoll ? 2ER

'\,+44101151630876

<@+44101151 630877
Qjlurnel@ukenglneering.co.uk

suqden & able
i nsurance brokers
63 grover st reet
manchester m5 61d

dea r si r madam

we are a large engineer ing company export i ng mac hine parts
world wide and have a cont ract to supply a ~1dd le eastern
cust omer for the next t wo yea rs as t he parts we wi l l be
supp lying are sj~llar in nature and are g01ng to the sa.e
destinati on over this per i od we would prefer t o i nsu re
the_ under an open cover pol i cy would you be will ing t o
provide open cover fo r £500,000 against all r1sls for
t his per i od i look forward t o hearing f ro~ you
yours fa ithfully

jaLk tunur

shi pp1ng ma nager



6 Reply to request for
open cover

Alan Able. Director of Sugden and Able, asks hi s secr eta ry,Mary Todd. to reply
to Jack Turner's letter (see Exercise 51. Read their conversation and, as Mary
Todd.write the email (Alan Able's telephone number is 016154278].)

ALAN ABLE Oh, and Mary. could you email UKEngineering-JackTumerlthink
the cha p's name was - anyway,the email 'son the letterhead.Thank him for
his enquiry and tell him that we offer two types of cover ,either of which
might su it th em.

MARY TOD DWhich ones do you mean?
ALAN ABLE The floating polley- th at would cove r all the shipments they plan

to make up to an agree d maximum value,and ca n be renewe d when
necessary.

MARY TODD And the other one?

ALA N ABLE Opencover -lhat's the one he seems to know something about. but
you 'd better explain it anyway.lfs where we provid e cover for all ship me nts
over a given pe riod..Tell him I'd be very pleased to d iscuss these options if
he'd like to give me a call.

12
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1 Prepositions

13
Miscellaneous correspondence

Make eight complet e sentences used in general and social correspondence by
joining phrases from column A and phrases from colum n Bwi th one of the
preposit ions.You will need to use some of the prepositions mo re than once,but
ea ch phrase shoul d be used only once. The fir st sente nce has been done for you.

ColumnA

I would like to congratulate you

Please send the tickets

May Ioffer my best wishes

She offers her apologies

Jwould like to speak

Jhope to return the favour

Please confirm these reservations

We will need a room

by

to,

with

on

ColumnB

EidAl-Fittr.

your promotion.

full conference facilities .

effective website design.

the inconvenience.

my attention.

some future occasion .

return.

66

2 Formal and informal
English

Complete the following sente nces so that they have a sim ilar meaning to the
one above, but are more suit able for formal business correspondence,

1 He's sorry he can't come,but hopes he can come another t im e.
He sends his _

2 It's such a shame that your brother is ill. I'm really sorry.
Iwassorry _

3 Soyou 've been elected Chairman of the company! Well done!
Iwould like _

4 Mr Norman wants to drop in on you next week about the contract.
Mr Norman would _

5 Mr Chung can't see you on Friday for your appointment aft er all.
Unfortunately, _

6 Can you come to our Sales Conference on l8 March?
We would like _

7 Thanks for helping me while rwas in Hamburg last week.
lwould ~

8 It'll be good to see you on Friday.
llook _



3 Conference facilities

4 Hotel reservat ion

Diane Taylor,Sales Director of Data Unlimited pic, has emailed her PA, Lynn
Paul, with details of a sales conference she is planning for December. As Lynn
Paul, draft the letter she mentions,

i21J
L EI"'" '" ... I~ 'tl lI'1 llL'j 00",l1-'",, ! _'.~r M'i""\1;. l1J
.Jj,.... -Jil! -J£i II I ~ Ir 'I ,,=~ ."i

!'... fdII V",* INart I'1lf1TllIl 100II ~ ~

Tc~ II Lynn Paul

co...

{ December Sales Conference

Please Ident ify three or four hotels that might be suitable for our Sales Conference

in December I suggest you wri le to them with the following deta ils:

Dales of conference: 8 and 9 December 20 

No. of de legates: 40

Requirements:

- executive-grade accommodation for 27 oeiecates on nigh ts of

7 and 8 December

- conference room with full seatlnq , presentation platform , publ ic address

system, PowerPoint, and facilities for recording from 09.00 to 18.00 on both

days of conference

- refreshments: morning coffee I bscuus at 11.00, bar tscumes, and buffet

lunch, lea I snacks at 16 00

Ask them 10send full detai ls of their rates and facilities, Than ks, DRT

Diane Taylor

7 July 20--

Diane Taylor chose the Royal Hotel for Data Unlimited's sales conferenc e (see
Exercise ]l.lt is now only a few days before the conferen ce and two delegate s,
Charles Bickford and Clair e Ram al,have made a last -minut e decision to stay
at the hot el. As Lynn Paul, complete th e fax below.Ask the hot el ifthey have
two extra room s available and apologize for t he short notice.

13

Fax

To:
From :

Fax: 01372908754

Subject:

Date: 3 December

Pagels:

Data Un limited pic

Data House

Cbertsey Road

Twickennam

TWl1EP
Telephone: +44 (0)20 81 460259

F<lx.:+44{O)2081985132
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you t o our annual dinner on 15 February , and
,

Read this invi tation from a Chamber of Commerce and choose the best word s
hom the options in brackets.

( wi sh , want , would lite ) to t nvt t.ew, c' _

Dear He rr Boldt

5 Invitation

13 one of our guest ' (announcers, speders , t81/c.ers L

I. Our l he, lle"t his yea r is, · 'dhe. e ff eCl S, of t he eu, r D'.) ' "d I
we wou d a ftll r e, see. apprec ate a

cont ribution f rom your f1e ld of manufac t uring on how thi s i s

'- (a fflfctf ng , affec ti ng, "I ter1ng) yo u and you r

col lea gues ente r pr1ses . Ple ase ,. _ ( le t , le ave, ma ke )

us know as soo n as possi bl e 1f you e r- a a ble t o
, ( ta lle., speak , dis cus s ) .

•
i nvit ation for yourself and a gue s t .

Yours sincere ly

Chai r llan

6 Accepting an invit at ion Below is Herr Boldt's reply to Peter House (see Exercise 5).Write it out,putting
the phrases in the correct order and adding paragraphs,capitals.and
punctuation where necessary.

.... ........../ , ...•.. .••.••..• ··.····1

Dear Hr House

for your lette r I i nvi ti ng me t o spea k I on 15 Febr uary I
t hank you I at your annual dinn er

a ~ honoured I your kind 1nv1t at 10n I to accept

would 11 ke t o focus I on th e cost of raw mater ial s I

i n ~y ta l k I on the effects that the eur o is havi ng

and wou ld we l co~e I you care to ~ake I I w111 send you I
ne~t week I any co~ents or sugges t ions I a transcript

to ~eet 1ng you I very . uch I I loo k forward I
on Februa ry 15

Yours s1nce rely

GWV:Nr eaUt
6. Chai rman



1 Formal and
informal English

14
Memos and reports

Match the sentences in column Awith sentences in column Bwith simila r
meanings.Then put a tick by the sentences wh ich ale more suitable for a
formal memo.

ColumnA

1 We haven't decided so far.

2 No-one will lose their job because of what we're doing.

3 Your cooperation in this matter is essential.

4 He's always off sick so he 's leaving.

S The company has expanded a lot recently.

6 Please see your manager if you have any questions.

7 Sta ff should dose windows and take persona l belongings wi th them.

8 The staff restaurant will be relocat ed in the near future.

ColumnB

a The last few months have seen a period of unpreceden ted growth.

b Have a word w ith your boss if you don' t understand.

c No firm decision has yet been reached.

d Don 't forget to take your coat and bag, and shu t the windows.

e You've got to do what we say.

f We're going to move the canteen.

S There will be no redundancies as a result of this measure .

h He ha s decided to retire on t he grou nds of ill-health.

••
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2 Memo about
docum entary credits

:I Memo about fraud

The Finance Director of your company. Interbank. has as ked you to write a
memo reminding staff how import ant it is to carefully check all details of
documents associa ted with documentary credits. £250.000 ha s been lost In
the past year over mistakes in effectin g documentary credit transactions.
Select the five most relevant points from the check list belo w and. as his PA,
write the memo.

• Check that all trams are ru nmng on time.
• Check all transport documents, insurance certificates, invoices and customs

clearance certi ficates.
• Check staff holidays have been arranged forthis year .
• Check details of ho tels in the local areas.
• Check bills of exchange and letters of credit.
• Check the spelling in the names of the parties IS correct.
• Check: if local events will interfere with OUT hotel bookings.
• Check that places of departure and destinations are correct.
• Chec k the right amounts for the t ransactions are listed and the correct

currencies have been WJitten in.
• Check salary scales for the members of the Documentary Credit Department.

Terry Fairman is the Chief Accountant at National Stores pic. He has just
attended a Du ectc rs ' meeting about fraud when customers pay by cheque,
and has been asked to write a memo t o sales staff about th is problem. As Terry
Fairman, write th e memo,selecting information hom the not es he m ade at
the m eet in g.It should cover the following points:
• what the problem is
• what practical measures sales staff should take to reduce it

1 sAI.<,taff,I"JUUcuifuUyHUUd.'ijHAtwUN'cltutMCUds

wiilttM,e-o"cltut-·
2 TluwJ,uofbadcltutUUl"uWuloVUtMf""tyov

iUfUJUKh to bllV £50,000.

3 SAl.< ,t1f,luuld'fdH<Ak=toHUrfjuLliU~.

"1- Mbft uutbHtVf Ufea"cruUt card-orCM~tDpayr :!JboM.

5 Wrlft tlu cltutMcud 'tUH<iJuMUi'xpify dAi.o" tM btuko!

tM cltutM.
6 SupvvUorffhbuLdbe~H.faddiffaLuftajfa.nUJUurt.-a.iJbut

a,nHUJf1·

7 UUUHtUf ' reeaioes fhbuLd bt.-Itbtedftr nvVOUfIU,ff.

8 du.tuu ,luuldbu~tDfUtIuu tJuy luw.bw<

"'~I"0!'uly

9 8Mb aUo t.,. '"jreM ,u,uof""''''Y tlvo"jt. cltutMtMUi.
10 TIuI"obu-ofbadcltutuu CANtDt buw.wfAftd,b~ ,AI.<

rtaffuut Iu!p-reduce it'ijnijiautt!y.



4 Reports:pastlenses complete the following extracts from reports. using either the present perfect
continuous (e.g.have bu" wor~i"9) or the simple past (e.g. worlot'd).

EXTRACT 1

OUT organization I (expo rt ) precision tools to the Middle East for

over forty years. We 2 (open) ou r firs t office in Iraq in th e early

19605 an d i t J (remain) open for five yea rs unt il we

4 (mo ve)our headquarters to Jorda n. In the last few month s we

'--- (negotiate)a contract w ith Saudi Arabia,which we hope will be

signe d soon.

EXTR ACT 2

Since the beginning of this year,t he department sto re 6 (lose)

aver {!).ooo per month due to th eft, and last month th is ' (rise)

to £8.500.We believe t hat a gang of shoplifters • (opt' ratr) in the

building for the last few weeks,an d th at this may account for the losses that

, (occur) in June.Over th e last few days we 10 (have)

discussions with our secu rity consult ants who will produ ce a report shortly.

EX TR ACT 3

Trading in the market "u~ (be) slack for the first two months of th e

year.as investors U fJed) worried by th e uncertain political climate.

a nd interest rates IS (remain) high.However. in the last few weeks,

int erest rates 14 fJall) gradually and look as if they will continue to

do so. Investo rs n (return) t o th e market slowly and volumes

14
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5 Report on int roducti on
of f1exitime

John Holland ,Company Secretary of Elland Hughes Advertising, has been
asked to prepare a report on the introduction of a flexitime system. Read
Documents 1, 2,3.and 4 carefully.Then. as John Holland. write the report.
It should tab the following form:
• Introduction:give details of the proposed flexitime system.
• Outline the advantages of the system to the company.
• Outline the advantages of the system to the staff.
• Mention the financial costs and benefits.
• Make your conclusions and recommendations.

DOCUMENT 1

Memo f rom the Chief Executive

r···· ················································· .

Memo

To:
From:
Dale:
SUbject:

John Holland
Ian Peters
12 February20
Flexit ime

72

The Board have recently been considering the introduction of
a ftexttime system. Please prepare a report on the feasibility of
introdu cing this system . The report should cover:

• Staff attitude toward s flexitime
• Benefits to the company of necume
• Financial implicat ions

• Disadvantages (if any)
• Conclusions and recommendations

We propose that the new times might be from 07.00 to 21.00.
Staff wou ld be ab le to choose their hours of work between

these times, and oould have a 'Weekday off in lieu of Saturday
if they prefer.

Please let me have the report and your find ings by 1a March .



DOCUMENT 2

Results of staff qu est ionnaire

Results of staff questionnaire

2 Would you prefer to have a day off In th e week
instead of Saturday?

1 Are you In favour of th e introduct ion of a f1exitim e
system ?

14Monday 16%

Tuesday 7%

Wednesday 23%

Thursday 14%

Friday 19%

Saturday 21%

6 If the office was open si x days a week, which
day would you choose to have free in addition
to Sunday?

7 Wha t wou ld be the main advantage of
a fre e day during the week for you ?

76%

11%

13%

87%

4%

9%

'res

No
Don't know

Ye,

No
Don't know

8 In what way would the company benefit
most from a f1exltime sy stem?

Clients in different lime zones
would find it easier to contacl us 34%

Clients could contact us on Saturday 26%

Staff would not be tired after the
rush-hour 24%

3 Which facilities do you find most crowded ?

Photocopiers 35%

Fax machines 24%

Canteen 21%

Toilet 3%

Other 2%

4 What Is your average Journey ti me to work during
t he rush hour?

Less than te hour 12%

lh hour to 1 hour 29%

Being with partner

Shopping

Making other appointments

34%

23%

17%

1 hour to 1V2 hours

More than 1Yl hours

48%

11%

Security would be improved

Other

12%

4%

5 If f1exitime were introduced, w hich hours would
you prefer?

9 Would you be In favour of the Introduction
of a clocking-I n system?

10 Would yo u be in favour of a one-year tri al peri od ?

7 a.m. to 3 p.m.

8 a.m. to 4 p.m.

9 a.m. to 5 p.m.

10 a,m. 10 6 p,m,

11 a.m. 10 7 p.m.

midday to 8 p.m.

1 p.m. to 9 p.m.

18%

21%

16%

20%

10%

10%

5%

Ye,

No
Don't know

Ye,
No
Don't know

26%

48%

26%

76%

14%

10%

73



Memo
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DOCUMENT 3
Selection of comments from 'Doyou have any other
com ments?'section on st aff questi onnaire

......._ _ _ -_ _.._ _ _ _.._ _.._ - __ .
;

'A great idea - I'm sure we 'd all 'N()l"k better.'

'I'd be able 10 spend more time with my family '

'Would make all the difference if I didn'I have to get 10 work in Ihe rush hour.'

I. 'Could lake Ihe kids to school, which ~~.~~~..~~.I.~ .~..I.~~: .· ..

DOCUMENT 4
Memo from the AccountsDepartment

, _ _ _ .

I
To:
From :

Subject:

John Holland
Irene Allen, Chiel Accounlan l
Flexitlme

74

You asked us 10examine the financial implications of the nexitime
system. and our gener al conclusions are as rcuows:

Overheads will increase because of the need for extra heat ing
and Iighling. Gas and eiecmcuy bills will rise by approximalely
7%, bul lhi s may be onset by slighUylower Insurance premiums
because of the oceasec secunty of having staff on the
premises longer There may also be a reduction in photocopying
costs if wedo not need 10use outside agencies so much .

2 Wages will not increase as long as staff who choose to work
on Saturdays are not paid the overtime rate (standard wage
plus 50%).

3 The clocking-In system will cost appr oximately £5,500 + VAT.
This is a fixed cost and can be offset against tax.

A more deta iled Costing Sheet Estimate is attached.

; I
~ ,
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1 Words and definitions

2 Follow-up to a
job application

15
Personnel appointments

Make words from the jumbled letters and match them with the
defin itions below.

a DlOUETCII SN

b CNY CAVA

C MRCUCIRUUl TVII!A

d EEunE

1 Another word for appointment or post.
2 Short profile of the job applicant at the begmnmg of a CV.
3 Person who writes a reference.
4 Document descnblng a Job applicant's quahficahons.work expenence.and

int erests.
5 AJob applicant may send thi s with a CV or appli cation form.
6 Another word for human resources.
7 Application for a post that has not been advertised .

Robin Anakin se nt an email to Glaston Potteries In response to an
advertisement for an Admini strator, but received no reply.Here he is
following up with an other email, but there are several mistakes in it relating
to spelli ng, punctuation, paragraphtng, language. and conte nt .Rewrite the
erna tl in a more acceptable form.

erni x
,1I 0 ... ! 1;1 G :I. 'tI "" L~ U,f9 Il.- I ,

.L -l~ 1 f!:) ~- ~,
ill: .... •r 10 • 11:\ 1\ I ~ ~. 'I ;; .... ,)(
j ~.. E.. V~ -- r_ ,,,- - ,

,~ IIJohn Merton

Co. II •.- IJob application

I sent an emial to you requesting an aplica tion from for the lObof ecrmmstra ter
"-

Witch you adver tised In the Burnley Despa tch at Ine begg,nmng of thIs month - I

realise you might have been too busy around new years day 10answer me

however. I am still interes ted in ll1ejob as I hke accents and all areas 01bussiness

and Iheres good money in it. If you wanl to offet me an interview you can reply to

this mesage or phone me lloolt forward 10hear from you

Room
17 January 20-

zl
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3 Job advertise ment

4 Covering letter

Choose the best word s from the options in brackets to complete the job
advertisement below.

Personal Assistant to the Managing Director

WI' :m.·lo(lkil1~ for someone with 1 (c1/He'II!, f[IIl'''', 5!/okt'n) Fll~li,h

and Italian, and preferably another 1.1Il~uagl· such as FrC I1 ~ h or German.
The l (secret,ny. intcrt-seu-ce, o1l'l'!Je,.mt) should ha ve a t ICJsI fin "
years' secre ta rial ' (Il 'o rk . experience, f'mpluy",e/lt J,l" rdeTJbly III an
imemanonal euvironmeur. The wor k 4 (emu /sU, ("ntJms, mchlJes)
the' uSlI.II secretarial S (wo rk. dunes, emphrymenl ).customer
liai...m, and' f,/mng. mJkmg. Jctmg ).Is an interpreter for
the ~tlll.l~lIlg Director, both here and else ...... here in Europe' . Fur a(n )
, (upp f,cut /fJ/l furm. C\: intl'r1·/t'll'J. phont' Paula Prt'nlJ"~,

the Personnel t.l.:lna~er. on (0 I .l. .l.316H1<4 , Ext. 412.. quoll ll);
• (mmr!>t'r, reference, figurcj r l' 10,1 I .

.....'\..f'"Il International Publishing ltd
+- Ip-+1It',J. \.... no Cmon Street, c'll11bmlKt." <:1\ 2. .I I'U

Carla Giuliani has decided to apply for th e post of Personal Assistant to th e
Managing DiIector at International Publish ing Ltd(see Enrcise 3l.She has
completed the application form below.Using information from the job
advertisement and the application form ,write carla's covering lett er.
Include the reference and the date,and remember to say:
• what job you are applying for
• why you wou ld be suitable for the job, and why you are interested in it

.....'\..f'"Il International Publishing ltd
"'IP~1It',J. \" 60 Ginon Street, CambnJgt' CB.I. 3EU

76

For enamets]

Addre....

A~t'

Dart' of hirth

Quahficarion..

EXJ"<" rien( C'

L.lngllOl lo\CS

O ffice Ski ll~

Hobbies and interests

Signature

nail.'

APPLICATION FORM
qUdiMi

114 ElkfHUrt- walk. F~ LtmAoIf. NW3 fDP

28

20- 20- furetary to A:ru-MMajtr ( N. ItAly)1 MoYj4Jt., tria Ltd
20- - 20- fA. to Sa/.er Dindorj M DYj4Jt., Bria Ltd

slwrtluutdss w-f.m-.

29M"po-



5 Invitation for an interview Paula Prentiss ha s read Carla's application form and covering letter
(see Exercise 4) and would like to interview her,As Paula Prentiss,write the
letter inviting her to attend.
• Invite herto come for an interview at 14,30 on Thursday 18June in

Cambridge ,
• Tell her that there will be a short Italian and French translation test before

the interview.
• Send her a map with details,and tell her there are frequent trains to

Cambridge from Liverpool Street.
• Ask her to phone you to confirm the date of the interview, or to arrange

another one if she cannot attend on that day,
15

6 Making a job offer Following a successful interview,Kevin Wheeler,Managing Director of
International Publishing,would like the post of Personal Assistant to be
offered to Carla (see Exercises 3-5) and has sent an email to Paula Prentiss.
AsPaula Prentiss,write the letter,

0::::' " ' I~ I!!I .

10

I fB !1.- !
"" 0 / " ''::I j W , llon.l l.i£

I'iJ I

I

T,,~. IIPaula Prentiss

CO - I I""",!!!!!!!!!!!!!!!!!!~""",!!!!..!!!!"---.ll!!..!!l!.!!!!!!!!!!!!!!!!!!!!!!!!!!!~~
sutJrecl; IAppointment of PA

Dear Ms Prentiss

With reference 10our discussion th is afternoon , I'd like you to offer the post 10Carla

Giuliani on a starting salary of £16,000. Sta rt 23 July If possib le - get her to ring you

asap if there are prob lems about this. Please send 2 cop ies of cont ract as usual 

say we're looking forward to seeing her. Thanks. KHRW

Kevin Wheeler

18 June 20 -
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1 Letters:tru e or false?

2 Orderof addresses

Answer key

Note: For reasons of sp ace, info rmation such as addresses and dates is not set
out at th e top of m ost model letters, faxes ,or ernails in thi s Answer key (email
signature blocks are als o not incl uded ). If you are unfa m iliar with the layout of
a formal lett er, a busin ess fax , or a bus iness email in English. you should wo rk
through the exercises in Unit s 1and 2 of this Workbook before proceeding to
the other units.

Unitl
Lette rs,faxes, and ema ils

1 F Yours sincerely 7 T

2 F ca rbo n copy 8 F Public Lim ited Company
3 F Dear Mr Sm ith 9 T
4 F ch airman 10 T

5 T 11 T

6 F arune 2005 12 F used for someone you know well

1 Soundsonic Ltd 5 Mrs S.Moreno
Warwick House Chief Accountant
57-59 Warwick Street Intercom
London 351Avda Luis de Morales
SU31Jf E-41006 Sevilla

2 Sig. D.Fregoni 6 Ms Mari a Nikola kaki
Man ag ing Director Nikltara 541
Fregoni S.pA 85100 Rhod es
Piazza leona rdo da Vin ci 254 Greece
1-20133Milano

7 Mrs Junko Shiratori
3 Herr Heinz Bente Excel Heights 501

Chairman 7-3-8 Nakak asai
Bente Spedition GmbH Edogawa-ku 139
Peldbergst t.go Tokyo
D-6ooo Frankfurt 1 Japan

4 The Sales Manager 8 The Transport Director
spornque etcie VHFve tucles Ltd
201 rue Sambin ]01 Leighto n Road
F- 2100 0 Dijon Kentish Town

London NW5 2QE



3 letters, parts and layout

4 Faxes and emalls:
tru e orfalse?

................. ...........................................................................................................................~

~

1 dat~

7 Imide addre..

3 Mlutation

• body

5 compllme nta ryc1ole

4 Ilgnat we block

6 enclolUre

...........................................................................................................................................

1 T
2 F faxcopy not valid
3 F facsimi le
4 F not if you know recip ient we ll
5 F use in informal email
• T
7 F at
8 T use tet ter or card
9 F ca rbon copy

10 T
11 F use same principles as in letter
12 T

,.



I
i
j

Fax
BRITI SH CRYSTAL l td

Glazier Hoose. Green Lane , DerbyOE11RT

5 Fa x tran smi ssion form

To: Molu.Mud KuriHf.-(Dincu" I.A.Il+tfCrlUr Lhi1 RiytUikl
From: YvoJ(J(t. Ftltfw.tt- ( ExpertMiUfAju)

Fa~ 00.: (+%6) r31981 Subiect: TAbUwa.-n - IUW'Wm
Dale: 17 ItphHt#tr, 20- Pagels : "4 _

II! ,,,,""'d. I Mi"" tiU< uIuIpful YF

.•../ .•....

1
i
i
i

.... ' / •..••...•.....•...............•...... .., / )

•
B" --

•• '" .. --- T_ ..... -
To~. IJYVOOne Felt~
.= IIC< -
,"-0 I Your fax, fur ther Info. -- •

Dear Yvonne ~

Many thanks for your lax. Just a faw further Questions:

Will the 'York ' range be available before the end of OCtobef? •
Do you have approximate sales ligures lor the 'Camblidge' range in

olhef main markets?

Is the "Bristor range available In green?

(I'm afra id I canol read the ~sl of colours In the faK.)

Is the 'Durham' range dishwasher-proof? (Aga in , I can 't read ee fa.. )

1i0oi<. forward 10 hea ring from you ,

Best wishes •
Mohamed •
Mohamed xa ssim

Director, SA Import ers ltd

AI Manni Way. Riyadh

SA UDI ARA BIA

Tel: (+966 ) 1 35669

Fa..: (+966) 1 34981

m.kassim@sa.mp.co.sa

18SeptZD-

·

6 Email: request for
further info rmation

8.



7 Emaihchecking 1 Change SiTI Madam toMs Bell.

(He knows her name from the header information.)
2 First sentence should start with a capital letter,but the rest should bein

lower case. [Remember. using capitals in emails is like shouting.)
3 facilities
4 Full stop afterfacilities .
5 Qcrom modate

6 July
7 Dele te fu ll board (repeated later on)
8 equipped
9 The

10 tariff
11 coffee
12 m ia-mormnq
13 acceptable
14 sincerely

8 Words and defin itions a 3 (blocked style)
b 6 (signature block)
c 2 (refe rence)
d 1 (enclosure)

Unit 2
Content and style

e 5 [private and confidential)
f 8 (job title)
g 4 (yours since rely)
h 7 (att achme nt )

1 Typical sentences

2 Courtesy

1 We would be grateful for a reply as soon as possible.
2 Please find enclosed a cheque for 49-50.
3 If you need any further information. please contact us. I

Please contact us ifyou need arry further information.
4 Thank you for you r letter of 5 April. I Tha.nk you for your letter of April ~
5 We look forward to hearing from you.
6 I have pleasure in enclosing our sp ring catalogue and a price list.

Dea r Sir

We are ~r l t 1~g conce r n1 ng the Februa ry bala nce of £567. 00
o~ your account , ~h 1 c h has been outstanding fo r th ree ~onths.

We ~ro te to you on 15 Harch and 4 Ap r i l as king you t o clear this
balance . but did not receive a reply, ~hich surprised us as you
have been a regula r cus teeer for a numbe r of years .

We ~ould l ike to re_ind you that credit ~as offered on the
understand ing that balances ~ould be cleared on the due dates;
failure to do so could create difficulties for us wit h our
o~n suppliers.

We are prepared to offer you a fu rthe r ten days to clea r
the balance on this acco unt, or e~p lain ~hy you cannot do so ,
ct nervt se we wil l , relu ct ant l y, have to t ake legal act i on,

Yo urs fa i thfu l l y

e, U!/,\oUtlr ( M r)
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3 Summarizing

4 Basing a letter on notes

- x
fJ..e~ \;I (ff> ~ '" .. I ", U.fiJ. ,C, I , , , I.'", r!il,~..., l'1J~,

,
';:r;"" "

, Ii" _-L©.Ln '" ~J~ - '~1J~ ~ :-~~~

&'
,... ... - ~F~ ,- .... ...
-+~-' "*"

T<;l... II Ron Lancas ter
1....1 -0< , II

'""'" I Letter fro~Mr Games

Dear Ron
~

We've had a reply from Mr TD. Games concerning delayed payment of his February

account. He SCIYs the delay is the result 01a serious fire, which destroyed the

company's records. However, their insurers are about to release funds to enable

them to start settling their debts, and Mr Games assures us ma t we wil l be fully

repaid as soon as funds are available. Meanwhile, he apologizes profusely. anc

encloses a cheque for £55.00.

Pot .

""" ""'5 p """"" """""" "

Barnard Press Limited IB3-7 Cu pw C)()(! Roud
North flnchley

London NIZ9PR
Telepho ne: +44 (01208239 9653

Facsimile: +44 (0120 8239 9754-

Ema il: oomardo(abamordpr9.ls .L.O. uk

Our ref; SB/RW www.oommdproos.co.uk

1 Harch 20--

Sig. Claud10 B1n1

tnter-na tt one l Books
Via Santovett1 117/9

00045 Grottaferrata

Rome

Dear S1g. Bini,

Thank. you for your enquiry of 15 February about readers f or

1ntermediate studen ts of English .

Unfort unately, we have no readers in stock. at th e mome nt,

but wi ll be pub11s h1ng a new series o f intermediate-level

r eaders, 'Sto ryworld', in the autumn. I have pleasure 1n

enclosing a leaflet about the series , and our current catalogue.

We hope you will be 1nterested in the new series, and l oo k

forw ard to hearing from you.

Yours sincerely

Rosalind Wood

Sa les Manager



5 Clear sequence Dear Mr J ackson

NI COS IA COMPUTER TRAI NI NG COURSE

Thank you for your l et t e r of 18 Ha y giving us t he dates of
your t rtp . I alii wr 1t i ng with i nfor llat 1on about the
ar rangement s we have lIade for your visi t .

On Fr iday 9 J une your f ligh t t o l ar naca wi l T be met by our
dr i ver , who wil l take you t o t he Amathu s Beach Hotel, where
we have booked you In for th e f ir s t t wo ni ght s . We hope you
enj oy your weeken d at th e hot el .

The dr ive r 10' 11 1 call for you at 17.00 on Sunday and dri ve
you to the Trai ni ng Cent re at Ni cosia . Mos t of the t rai nee
opera to rs wi l l have had salle experience of the new programby
the t ime you arr ive at the cent re, but they wi l l need a good
dea l of Ins t ruction on the mo re compl ex areas of t he sys t en .

The dr iver wi ll pi ck you up f r OIll t he Tra i ni ng Cent re on
Wednesday even i ng , at the end of the course, and take you
back t o t he Amathus Bea ch Hot el. where I have booked you In
for a fu r ther two ni ght s . Unfor t unat el y , Mr Charal ambides
will not be able to meet you i n l arnaca on Thursday 15 J une,
as you requested , because he will be retu rn ing fr om a vi sit
t o our subsi di ary i n Spai n. However , he will be back in the
of f i ce t he fol lo win g day, so I have arrang ed for him t o see
you at 14. 30 .

Please cou ld you conf i rm t hat you pl an t o return t o London on
t he 18 . 30 f l ight on Friday 16. and al so t hat the arr angelllent s
outli ned here sui t you1

I l ook for wa rd to hea ring f rOIl you.

Your s since rely

Tra in in g Hanager

6 Planning pa ragraph 1

para graph 2

paragraph 3

paragraph 4

paragrap h 5

Acknowledge letter

Travel a rrangements
a rrival time (Friday 9 June.Lamaca 15.30)
departure time (Friday 16 June,18.00, not 18.30)

Training course No.ctt rarnees j Photocopying facilities !

Confinn time of meeting with Mr Charalambides OK

Thank Ms Theodor ou for her help

..



Dear Hs Theodorou

Thank you for your letter conce r ni ng the a r r ange~en t s you have ~a de

for .y trip to Cyprus 1n June . In general. I a. very happy ~ tth

the_ , but there are one or two things I woul d li ke to ra ise.

First . conce r ni ng the travel arrange.ent s , plea se coul d you lnfor~

your driver that ~y flight on 9 J une i s sc heduled to a r rive in
Larn.c. at 15. 30. And please note tha t .1 retu rn f li ght to London on
16 June l e ave s t.ernece at 18 .00, not 18.30 .

Wi th referen ce to t he t r,lning cour se , how many t rainees are there
li kely to be? Also , are the re photocopyi ng t acttt tte s at the
Training Cent re?

Fina l ly , I can confirm that 1t will be conveni ent fo r me to meet
Hr ( har a l ••bldes at 14.30 on Friday 16 Jun e.

Thank you f or all yo ur help .

Yours si ncere ly

TOHf,j4d.sOK

Unit 3
Enquiries

1 Enquiry fro m
a bui lding company

Fax Clark Fitzpatr ick Builder s pic

Dunstable Road
Lut on, Bedlord .hlr .
LUZ JLM

To:
Ff'om :

F•• no :
Subject:
O, te :

Pagels :

Ms Doreen French

Terry Spald 'ng . Household tnslal\atlOOs Ltd

01582351711
Kit chen unrts
3 April 20-

2

••

Dear Ms French

Thank you toryour leiter and the enclosed cata logue glvlOg deta ils 01 your kitchen unue.

The main item we are mteresteo in 18the uort on page 22, It appears to moot all our

specificatIons tor the apartment block I descnbed In my letter I am send ing nerewith a plan

of a typical apartment wh ich gives the exact dimenSions ,

Belore plaCInga firm Otder we woul d need samples or all ma tena ls used in lhe

manufacture 0111'1& uni ts .Could you please confirm tha i you guaranlee al l 'fOUt products

lot two years aga inst normal wear and lea t71 would also be gratelul lot <lelalts d your

terms regarding payment. and of any lrade and quantity dtSa:JUnts

lI the price and qua lity of your products are sabsfaetory, we wil l place lurlher orders as we

have several protects at the planmng stage

Yours sincerely

TmyS~
Purchasing Manager



2 Words and definitions a 5 (catalogue) f 4 (showroom)
b 6 (estimate) g 1 (subsidiary)
c 7 (tender) h 8 (prospectus)
d 2 (customer) 10 (sale or return)
e 9 (wholesaler) 3 (quantity discount)

3 Polite reque sts I It is essential that the consignment is delivered before the end of September.
2 Could you please send us your catalogueanda price Iist~

3 Aswe intend to place a substantial order,we would like to know if you allow
quantity discounts?

4 Please could you email us ifyou are unable to de liver the goods
before Friday ?

5 We would appreciate it if you could send us some samples.
6 We would be grateful if you could send one of your representatives here to

give us an estimate.
7 We would be interested in seeing a demonstration of both models.
8 Would you be able to let us have twenty units on approval?
9 Iam writing to enq uire when you will be able to let us have the cheque?

10 As a rule.our suppliers allow us to settle by monthly statement.

4 Enquiry t o a college 1 "
2 of

3 in
4 in

5 in
6 for

7 to
8 by

9 of
10 for

11 in
12 with

5 An applicat ion form

A'PllCA 'U

FamilyName:~""",, _

Othe, Names:~== _

TitleM, /Mrs /Miss /M~ , M f Age:-'2"J _

Address: AvdA,.JAJ(,AittrJ~SO'1

80Z60 sdLAtu,tI.

Town I City: saruliJlIA- Country,,-,ffHU"""'~' '- _

Doyou have a jobor areyou a student?~l"'""=o.",twU=="'". _
Job t itle I Subject of study:~8"'="'==<f"t,um.=·"--__-.,. _

Name of busfnessI university I college: U!tivurit,¢SuuumA-

Courseappliedfor:....cFve'""C~o!!.~'''''2~ _

Coursedates : 31aJUM.r,v - Z6/IU'U-Zo-

Are you payingyourown fees,or isyour company payingforyoul
I~n0j Iflj' ~wtf,fm.

Will youfind your own accommodation ordo youwant this tcbe arranged bythe

College? Iwpu1dtihtl£ift/)"urrAAjtd"xtlu~",,~. _

Please tid; how youfound out about lntemationalCollege.

F" ~papel 0 Friend-"recommendatiOfl

D Th,ough your university I college 0 Othersource: _

Date: 10N~2o-
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6 Enquiry from a retailer

R f: JFM/ PS

28 J une 20-

Sal es Manager
Gl is ton Potter ie s ltd
Cl ayfie ld
Burnley BBI0 lRQ
UK

Dear Si r I Ha da~

Cuisines Horrea u S.A.
1150 bouleva rd Calbert
f- 54015 Nancy Cedex
T 1: +33 3 56734 9
Fax: +33 3 567350

••

1 Replyt o an enquiry

2 Question forms

I was il11p ressed by your la test designs fo r oven- to-table Iolaf e
adver ti se d in th e Hay edi t i on of Int erna t iona l Homes, and would be
i nt er es t ed in relalling a se l ectio n f ro myour range 10 my two shops
here 1n "an cy .

It lIigh t be usefu l 1f I give you soae id ea of t he t e res on wh i ch
I usua l l y deal. I receive a ZOS trade discount off ex-works prices
f rolll ~ost of my suppli ers , plus a IDS quanti ty discount i f I pl ace
a n o r der o f ove r C10,OOO. I requi re delivery with i n t wo months of

pla cing an order,

I woul d be grate f ul i f you could send me a catalogue and pr i ce lis t ,
and al so let me know what ~ethod of payment you woul d reQui re ,

I look forward to hearing frOIl you soon.

Your s faith fully.

M .}.F. MOYY~

01 re ct or

Unit4
Replies and quotations

1,2, 3, 4,6,7,9,11

1 Please can you send me details of your prices?
2 Do you offer an after-sales service!
3 How Ions are the goods guaranteed for?
4 How soon can the goods be delivered?
5 What are your terms of payment?
6 Where can Ibuy th e goods?
7 What sort of quantity discounts do you offer?
8 Can you please I Please can you send me your catalogue by express mail?



3 Wordsanddefinitions a 2 (incoterm) e S (under separate cover)
b 3 (net price) f 6 (gross price)
c 1 (carriage forward) s 4 (loyalty discount)
d 7 (quotation)

4 Reply to a request
for informat ion (, )

Dea r Mr Ru sse ll

Thank you for your phone cal l of Thursday 4 March enquiring about
hi r in g our de livery vans.

My coll e ague Ms Angela Smith , .,ho t ook the ca ll , said you were ma in l y
i nt e res ted i n S- l on vehi cles tt ke the 'Tobor' , so I am encl osing our
booklet 'Smal l Tru ck H1re', giv ing you deta ils of our c ha r ge s. These
al so appear on our website at www.vanhi re.co.uk. You 101111 noti ce that
the s ummer months of June , July , and Aug ust are the l eas t expen s ive
and that we of fer a 20% di scount on weekend hire, s t a r ti ng Saturday
at 08 .00 and ending Sunday at 20.00.

uur ma in off ices in the UK are i n l ondon and Birmingham , but we al so
have bran che s in France, Germany , and Ital y. If yotl are think ing of
hiring abroad you wi l l f ind deta il s on our website .

Pl ease l et me know i f I can be of further help.

Your s si nce rely

Trans port Manager
Van Hire Unli mi t ed

5 Incoterm s 1 DDU (delivery duty unpaid)

2 CFR (cost and freight)

c The seller pays aUdelivery costs ,
except for import duty, to a named
destination.

d The seller pays all delivery costs to a
named destination, except for
insu rance.

3 CIF (cost, insurance, and freight) f The seller pays all delivery costs t o a
named destination.

4 EXW (ex-works)

5 FAS (free alongside ship)

6 FOB (free on hoard)

a The buyer pays all delivery costs once
the goods have left the seller's factory
or warehouse.

b The seller pays all delivery costs
tothe port.

e The seller pays all delivery costs to
w hen the goods are on board shi p.
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6 Reply to a request
for information (2)

7 An est imate

Dear fit s Croft

Thank you for your enquiry of 14 Hay about our fi tn ess equipment.

I can conf i rm that onl y the hi ghest -quallty ~ater1als ar e used 1n
all our equ ipment, and th is 15 r ef l e cted in cu r 5- 1e ar guarantee .

Our prices are high ly competi ti ve , due t o smal l profit margi ns , so
I regret that ~e cannot of f er c redi t ter~s . Howe ver, we do of fe r a
SI quant ity di scount on or der s ove r (5 .000.

I have plea sure 1n enc l o sing our catalogue and a pr i ce l i s t . Plea se
not e t hat al l pr i ce s are quoted (If lo ndon.

If there 15 any further lnf or.at i on YO u need , plea se cont ac t us.
Once aga 1n, thank yo u f or yo ur l ette r.

Yours s1nce rely

p .p . Gen1 Busch

De a r fit, Frost

Thank you for your te le phone enquiry aDout upgraQ1ng the
cen t r al heat ing syste_ In your of fices. I have pleasure in
enc losing our est l .a te .

D r a ~ down sys t e.
Fit 7 ther-astat i c valv es . f l O.OO per valv e
Fit I locks hi eld val ve
Fi l l and balan ce syste_

Subt ota l
plus VAT 0 17. 51

f4 0. 00
£140.00
£l O.OO
£50.00

£l 50. 00
£43 . 75

ss

TOTAL £l93.7 5

Pr1ces quoted 1ncl ude ~ateria l s and l abour with VA T added as s hown.

We confi rm that we can comp lete the wor~ bef ore the end of
Sept eeber , If the wor~ is t o be ca r ri ed out on a Sat urday ,
you would need t o add a t ota l of f 80. 00 t o th 1s bill fo r overtime.

If you have any further quest i ons . pl ea se cont ac t me . I look
forward t o hearing fro. you.

Yo urs si nce rel y.

HG Heat i n9 Engi neer s



1 Verbs used with order

2 Placing an orde r:
accompanying email

UnitS
Orders

1 We would like to place an orde r wit h you for 5,000 units.
2 As we are unable to supply the quantity you aske d for,we shall have no

objection if you prefer to cance l your orde r.
3 I am writing to acknowledge your order,which we received th is mo rni ng,

for 20 'Omega Engines'.
4 We are pleased to inform you that your order 1451has already been

despatched from our de pot.
5 Please confirm your order in writing , so we can inform ou r

distribution depot.
6 Yourorder was shipped yesterday on th e MV Oxford .
7 Unfortunately,we shall have to refuse your order unless payment

is settled in cash.
8 Iwould like to reassure you that your order will be made up in our depot by

staff who have experience in handling these delicate materials.

T..... I Dan iele CauslO

~ Order No. 493011231

(5) Dear 51g. Caus io

(6) I attach our order No 493011231 lor Ille selection 01shirts, trousers, and

jackets which we discussed on the pbone yesterday.

(4) I can con firm that the 10%quantity discount offnet prices tha i you offered is

accep lable.

(3) When you send the order, please make sure all cartons are dearly labelled with

our logo and numbered. (2) If some of the items are out 01stoc k, please do not

send substitutes.

(8) As agreed. wewill pay by jener c r credit - I have already arranged this with the

bank . (10)As soon as the bank hands OYer the Shipping documents. the credit
will be released.

(9) Please note the order must be here by 10 Apri l, in time forlhe new season.

(1) Best WISheS

(7) Kosaburo Takahashi

s.



3 Order form

Satex S.p.A.
ORDER FORM

Date: _

Name of company: ,R"'"t,"o''-''-G~m~boH'--- _

OrderNo:--"",,1"".:' _
Telephone: +49 541 7982 52

Fax: +49 541 798253

Via di Pietra Papa, 00146 Roma

Addre ss for del ivery:
We ssumerst rasse 215-18,

0-4500 Osnabroc k

Authorized: (O. Faust )

Price Quantity Total
Cper item c

30 so 1,500

30 so 1,500

40 20 BOO

40 10 BOO

faus tdOre1ner.co .de

Sh1 et.s ,
plain wh i te 5288

Shi rts,
plain blue 5289

sveeter s ( V-necer •
pla 1n red PIl l

seeetees ( V-neck),
pla i n bl ue Pl1 3

Email :_-"==::..:c=...:..:=:.::.. _
Item descript ion cat. no.

Amount due:.-",-,-' ". ':.:0,,0 _

Terms of payment: '·0''-"'-' ','-,_,'--'" """, _
Requested delivery date: Befo re 28 August 20--

1 _ _ .

4 Placing an order:
covering letter

51g. Dani ele Caus10
Sal es Direc to r
Satex S.p.A.
Vi a d1 P1et ra Papa
00 146 Ro ma

Dear S1 9. ceustc

Order No. W6164

Thank you fo r your le tter of 1 July, and the cata logue and price lis t.

9.

Please f in d encl osed t he above orde r. We woul d li ke to remi nd you t hat
we expect delivery before 28 August, t .e . withi n sill weeks. We w111 pay
by banker 's draft as soon as we receive th e sh1pping documents.

I f any of th e 1te.s we have ordered are not available, please do not
send substi tutes . And please could you e~a1l He r r faust 1f the re are
any pru bl ens with delivery ?

We loo k f orwa rd t o rec e1ving acknowledgement of this order.

Your s since rel y

Beat r ice Mey

Ff>. Dieter FAAd

Buyi ng Manager



5 Acknowledging an order
-

e:;:. • ..~ •

Dear M Delmas

Thank you for your order (No, R497 ) which we are at present making up. The

in slrumeflt s wil l be paclo.ed individually in 8 cra tes numbered and maflled wIth our

logo , They will be sent almeight e lF Marse ille to reach ~u no lal er than 18 May

Our il'lYOlCe showlng the 12% trade and 3% QuantIty dlsoounls.lhe InSUfaf1C.e

cerMcale, ' and the air waybill WI ll be seouc the Bank of Marsetlle as requested .

Harald KJ'Mlf

Sales Man8(jer

Dans« Indu stnes. Kongens Nytorv 1, DK-l 0SO K"benhavn K

Tel . 45 367521

Fax: +45 367522

EmaiL hkjear@dansk.co.da

7 May 20--

"The comma between ceruftcate and and Is optional.

6 Delay in delivery 1 ccncemmg 6 reach
2 placed 7 care
1 apclcgue 8 consignment
4 sho rtage 9 according
5 taken on 10 preve nt

7 Rcfuslng an ord er 1 d' 2 e
" b

4 .,
" c

8 Wordsand definitions a 6 (compliments slip)
b 3 {invoice )
c 1 (fo rwarding agent)
d 5 (settlement)

e 8 (air waybill )
f 7 (ship)

g 2 (covering letter)
h 4 (advice note)
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1 Invoice

Unit 6
Payme nt

Clayfield IBurn ley IB8101RQ

J F Mor reau

,'SO boulev ard ceeert
F-54015 Nalley Cedex

GLASTON
POTTERIES LTD

Telephone + 44 (0)128246125
Follulmile + 44 (0)1282 63,8 2
Email 1!ccounh (i!lglast on.co.uk

www.glaston .com

9 May 20--

YOtJrorder No . 3716

Quantity Description Cat. No. [each £

10 Lotu! L305 35 350

20 W"'dwcod W218 43 860

elF 15% 181.50

l ess _ discount off net price 1,028.50

Total

Pa yme nt due Within 28 days of da le of Invoice,

fAOE
Registered No.71648,

VAT Reg. No.1335343' 0 8



2 Sta tement of account HDMEMRKERS

To: R. Hughes & Son Ltd, Zl Mead Road, Sw ~ n s e ~ , It/est Glamorqan , JS T lOR

statement

54-59 Riverside , Cardiff CF11JW

Telephone: +44 (0}29 20 49721

Fax: +44 (0)29 20 49937

461. 00
1.242 .00

942.00
657.00
959.00
759.00
859.00

BalanceDate Item Debit Credit.. .................. ...... .. .........................
I Ho, Account

Rendered
5 Ho, lny . 771/2 781.00
7 Hoy Cheque 300.00
12 H.y C/. "' 285 .00
16 Ho, l ny . 824/2 302 .00
IB Ho, Cheque 200 .00
23 Hoy 0/. JO, 100 .00......................... ...... ... ...... .. ..
Terms:
Cash discount n if paid within 10 d~ ys

3 Req uest for more t ime
to settle an account

Dear Mr Merton

I am sorry that at present r am unable to settle your invo ice dated
9 May for my order No. 3716. The reason for this is that my
stock room was flooded after recent heayy rain, and much of the stock
damaged or destroyed.

Unfortunate ly, I am unable to pay any of my suppl f e r-s unti l I
receive compensat 1on from my i nsurers. They have promised me this
within the next four weeks. As soon as I receive payment, r wil l
sett le the i nvoi ce in full.

I hope that you will understand the situation .

Yours sincerely

jelUtMcrreAa(M.)

4 Crossword III III
1II1I1I1BBDIIIII..

III II
IIDIIIIIlI.. IIIIIIIIIBIID

II a
IlII1I1DII 1111111111

II II
1111111111111 IIIBIIIII

5 Request for paym ent 1 account
2 fo r

3 dear
4 on

5 offer
6 with

7 balance
8 within

'J



6 Reply to requ est for payment

3 Hay 20-
Hs He l en St uart
Chi ef Accountant
UK Cyc l es ltd

Borough House

Borough Road

Cl eve la nd

lS I 3BA

UK

Dea r !'Is St uart

Accou n t No. VS 301632

Tha nk. you f or your letters of 25 Harch and 28 April regardlng t he

delay tn se ttli ng our account wit h you.

Unfortunately, a recent fi re at our Head Office has destroyed a
great deal of our comput e r dat a, wi t h th e resul t th at all
c o r r e s po nde nc e 1oI1t h both supp l ier s and c us t.ceer s ho:. ueeu

di srup ted . I am afraid that we wi l l need t l~e t o retur n t o our
norlla 1 rout ine .

Would 1t til" pos sib le for yo u t o a ll ow us I f urther 30 (lS)' IO t o " e tt le ?

By t hat tt ee . our In suran ce compal1Y ..111 have r etee seo compensat ion ,

and. we can pay t he outsta nd.ing amount 1n fu l l.

I would be .. os t grateful 1f you co ul d allow us this extra time .

Your s s in cerely,

Manag1ng D1rector

7 Formal and
informal English

1 (F) and a (1)
2 (I) a nd d (F)

3 (F)a nd b (I)

4 (F) and e (I)

S (F)an d c (I)

8 Words and definitions a 3 (cwrent accoun t)
b 9 (sight draft)
c 6 (balance)
d 4 (bank transfer)
e 10 (documentary credit)

f 2 (due date)
g 1 (protest)
h 5 (rem itta nce)
i 7 (statemen t ofaccount)
j 8 (debit note)

Unit7
Complaints and adjustments

1 Formaland
informa l English

2.lh s c v 6 d " 7" 8 " f

.4

2 Comp laint about damage 1 com plain
2 invoice
3 crates

4 ha ndled
5 rust y
6 to rn

7 wea r
8 consign ment
9 inspect ing

10 insurers
11 carriage forwa rd
12 refu nd



3 Complaint about lat e delivery

~ ISTITUTO DI MEDICINA

15 June 20-

Mr H. Toda

Sales Manager

Nihon Instruments

12-18 Wakakusa-cho

Hagash i-Osaka-Sh i

Osa ka-fu

Japan

Dear Mr Toda

AWB 4156/82

vole Bracci

)- 61001 Siena

Ielelono: +39058643 -74-25
Fax: +39058643-74-26
Emai l- c:lotli@imed,oc. it

4 Reply to complaint
about damage

We are writing to point out that the above delivery, which arr ived

yesterday, was a week late . This is the second tim e we have had to

wri te to you on t hi s subject, and w e cannot allow t he situat ion to

continue. We have already expla ined t hat it is essentia l for medical

eq uipment to arrive on due dates as lat e delivery cou ld create a very

serio us problem .

Unless we have your firm guaran t ee on the pro mptness of all fut u re

de liveries, we will have to look fo r <mother sup plier. Please cou ld you

confirm th is be fo re we place our ne x t order?

Yours sincerely

Cdr", Lo"i,(SUj.J

Head of Adm in istrat ion

ueer ~r Mendez

Thank you for your letter of 15 October concern ing t he damage
to a cons i gnment of garden f urni t ure against in ~o ice No. 63190/ 1.
[ can confi rm that the goods ~ere chec ked before t hey left Ollr
warehouse, so 1t appear s that the damage occurred during shi pment .

Please could you ret urn the goods to us, ca rri age forwa rd ?
We wi ll send a refund by banker s dr aft as soon as we r ec e i ~ e t hem.

In your l etter you mention two fur t her crates .
Coul d you l et me kno~ ~ he t he r YOll ha~e recei~ed these saf el y?

Please accept my apol ogi es for the incon~enience caused.

Your s s i ncere ly

BrUtJ.t. Harruolf.,

.5



g.

5 Reply to complaint
about late delivery

6 Complaint about
accounting errors

( 9) Dear Hr Lot ti

( 1) Consignmentno.AWB4156/82

( 6) Thank you f or your letter of 15 J une conce rning t et e delivery Of

th e above consi gn.ent.

(S) We under stand how 1~po r tant pro_pt del iv e ri es a re t o our
cus tcee-s . (3) Howe ve r , the two ord e rs you ment i oned vee e se nt t o
our fac tory ra t her than our a d~l nist rat1ve offic es at th e above
addre s s .

( 4) We woul d l ike t n take thi s oppo r t uni t y o f r ('minding you that t o

avold delay i n f ut ure all orders shou ld be sent to our off 1Ce
addre ss .

(2 ) I trust that thi s w111 c1 a rtfy t he sit uation, and loo k f orwar d t o
con t inued good t rading wit h yo u.

(lO)You rs si nce rely

(7) Htr-tc Toda ( Hr)

(5) Sales Ma nager

Mr s B. Gre von
Account s Department
Excel St at io ners l td
28 l angl ey Est at e
Iempletuwn

l ondon We3 7Al

22 N ove~be r 20--

Dear I1r s Grevon

Invoice no. 3910

We have received the above 1nv01ce , but not1ce it contains a n u~b e r

of e r ror s .

1. 12 writ i ng pads a 2.80 each tota l £33.60, not £35.30
2. 3 boxes pens a 1. 50 each total [4 .50, not £3.50
3. Bre ams mult1-p ur pose paper 0 3. 90 each t otal £31. 20, not £33. 20

The cor re ct f 1nal t otal is theref ore £86.90 , not £89.60.

We wi l l se t t l e th e account as soon as we recetve a cor rect ed tn vct ce .

As we have been se nt i ncor rect i nvoices several t 1 ~e s In th e past ,
I re gr e t to tell you t hat i t wi l l be necess ary fo r us t o change our
suppl1ers 1f this happens again.

Yo urs s1ncerely



1 Formal and
informal English

2 Agreeing to credit

UnitS
Credit

1 Thank you for forwarding the documents so promptly.
2 We feel that sufficient time has elapsedfor you to settle.
3 I am writmg to requestopen account facilities.
4 Wewoujd hke to remind you that this information is highly confidential.
5 Yourquarterly settlement is th ree weeks overdue.
6 We are pleased to inJorm you that the credit facil ities you asked for are

acceptable.
7 Our prices are very competitive.

-=' ,~., •

e~ 11;I G ~ oe. • W o..- 1... " © R I ~ ......... --.- ,- -- -
,~ II Thomas S"'.
ce. II
"- IRE : Ter ms of payment

Tom

Than ks for your ema il asking for a change in your terms of payment to sett lement

by 60-day bill of exchange, DIA.

Wl'\i'e we would be happy lor you to sene by bill o f exchange. according to my

records theperiod suggested forsettlement was30days. not 60. Myapologies if

lt1ere was any misunderstanding

Please can you leI me know wheltler these terms are acceptable? If they are. it wiM

not be necessary lor you 10 provtde references.

AlexRempel

Sales Manager. Rempel GmbH
13 May 2G-

3 Request for a reference 1 10
2 on

, of

4 a
S of
6 for

7 on/by
8 to

9 for
10 at

4 Replyto request for
a reference

Dear Sr a. GOmez

I all rep l ying t o your enqu t ry of 18 Ha y conce r n1 ng D.l. ( rOlle r l t d.

The cOllpany has an excellent reputat i on i n the UK and has been a
customer of our s for a nu.ber of year s. Their cred1t l1~1 t with us
i s sli ght l y lower than the level you ~entioned, but we have alway s
found that they se tt le on, or before, due date s.

We would be gratef ul 1f you could treat this informat ion i n the
stri ctest conf Idence .

Yours sincerely

fjeraLdMtteFu

Credit Cont rol l e r
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5 Unfavourable reply Dear Ms Allard

I am rep ly1ng to your enqu tr-y of 19 Septellber about one of our
mutua l bus fnes s associates.

We have all owed that Co~pan~ cred tt 1n the past . but nowhere near
the a.aunt you . e" tt oned. We have also f ound that they need several
r ee tnder s before cl e a r1 ng t heir ecceent .

Please treat this i nfor . a t l on In the stri ctest conf 1dence .

Yours s1ncerely

P.M.Lbrd

Account ant

6 Words and definition s a 2 (bad debt)

b 4 (credit rating)
c 3 (bill of exchange)
d 5 (default)

e 6 (reference)
f 1 (credit fadlities)

1 Reporting verbs

2 Word forms

3 Bill of exchange

Unit9
Banking

1 thank 3 refuse S promise 7 explain
2 suggest 4 advise 6 admit 8 apologize

1 endanger 4 insurance 7 confirmation 9 expans ion
2 completing S overd raft 8 signature 10 reference
3 payable 6 arrangement

At 1 60tU.plfttr Mh

Exchange for 1 $28,000

5 Hert:Uy-MiUfHt 111k.

•

Value Received 7 /¥fa-NUl tlu.cwrW raft ofMc!wr.gtftr bMf.i:u(

draftrilt LeMM placed 10 account

.s

To
• tilouj/u~.d 8/l6kMutDrcytu ltd

J1-37 Tr.Ati Strul

N(j13M

For and on behalf of
, HIUtUy-MUD",11U-.

6'8 WutAlfd VUuStrut

l~

Signed
, I.R.. MalD/'£-



4 Request for a loan To:

From'

Subject·

Date:

The Board of Directors

John Steele

Bridging loan. RG LogistiCS lid

19 september 20--

5 Refusing a loan

STRICTLY CONFIDENTIAL

I had a meeting WIth Mr Rid'Jard Grey. of RG l ogistics l id . on 17 september_He

admltled tha t h IS company has had difficulties recently. bul he 'MlU1dlike 10 e~pand hls

flee t by buying a further two second-hand trucks. and requested an extension on hos
loan to cover the investmen t.

I informed him that we wou ld have to refuse an extension on his existing loan, but

explain ed that we may be able to offer a bridg ing loan. He suggested that he wou ld need

around £50.000. but he is confiden t tha t the revenue generated by the extra trucks would

enable him to repay the loan withi n a year. He is able only to otree the trucks themselves

ae security.

I promIsed him tha t I would consult you this week.

Dear Mr Grey

Fur t he r t o our ~eeti ng on 17t h Se pt e.be r , I regret that we
w,ll not be able t o offe r you a br 1dg1ng l oan. The Board of
Directors have asked Me to InforM you that it 1s t he bank' s policy
only t o of f e r subst anti a l loans aga ' ns t negoti abl e se cur ltles such
as share s or bonds .

You may be able to -et se t he capltal yOU need f r om anot her sou rce .
f or e~ample a f i nance cor por at l on. However , I should war n you
t hat the1 r i nt e res t r at e s are li ke ly to be signi fican t ly htgher
t han ours.

On ce again, I regret t hat we have t o di sapp oint you ln t his ~atter ,

but hope that we may be of More help In the f ut ure .

Your s s i nce rel y

j'Mftuk
Ma nager

6 Words and definitions

7 Abbreviations

a 1 (endorse)
b 5 (docu mentary credit)
c 3 (certificate of origin)
d 4 (dean bill)

1 bill of excha nge
2 documents aga inst payment
3 letter of credit
4 documents against acceptance
5 errors a nd omissions excepted

e 6 (days aft er sigh t)
f 2 (merchant bank)
s 7 (overhead)
h 8 (sigh t draft )

6 documentary cred it
7 ca rriage pa id
B days afte r sight
9 international money order

10 carriage forwa rd

8 Documentary credit 1 Letter from the confirming bank to the exporters

1 acting
2 inform

3 opened
4 valid

5 charges
6 documen ts

7 draw
8 settle

g g



9 Documentary credit 2 Letter from the exporte rs to th e confirming bank

Dear H. ntoerct

Lie No. 34089S / AGL

Thank you for your advice of 8 July. We have no~ effect ed shlp.ent to
BestYalue and enclose t he shipping documents you request ed and our
dra ft for £5. 300.

Pl ea se wil l you acce pt t he dra f t and r eml t t he pr oceeds to our accoun t
at the Banque de Commerce, 28 rue Ga spar t -Andre, 69002, Lyon.

Yours si ncerely

J""'" FruWtd
Chat eau !l ine s

Ene . Air wa ybill
Invoice elF London

Insura nce ce r tificate

Unit 10
Agent s and agencies

1 Find t he keyword 1 STOCK EXC H A N GE

2 CONfl RMIN G

3 SOLE A G ENT

4 CO M MiSS IO N

5 P RI NC IPA L

6 f ACTOR ING

7 N ET

8 COMMO DITY

9 DEL CREDERE

10 BU YIN G H OU SE

11 M A RK ET

12 keyword . CO NS IG N M IN T

2 Phrasa lverbs

3 Offer of an agency

1 workout 3 draw up 5 turndown 7 fill in
2 t ake on 4 bad::up 6 make out 8 take up

1 said 4 settle 7 offer 9 researchers
2 approval 5 trial 8 cost 10 current
3 sole 6 extend

100

4 Replytoan offer
of an ag ency

1 c 2 a 3 c 4 c 5 a 6 b



Sig. Pietro Grazioli
Chairman
Grazioli S.p.A.
Via Gradenigo 134
50133 Ff renze
Italy

31 Oc tober 20-

Dear S19. Grazioli

Thank yo~ for yo~r letter of 23 October.

I can confirm that we would be interested in represen ting you, but
not on a sole agency basis, as t hi s would restrict our sales. Also ,
our usual te rms are a 101 commission on ex- works prices and 751 of
the advertising cos ts.

Howe ver, we were very impressed by the high quality of t he products
in your catalogue . If you are able to revi se your terms, we woul d be
interested In receiving a draft contract.

I look forward to hearing from you.

Yours sincerely

cr-as smann AG

5 Request for an agency 1 recommendation
2 manufacturers
3 te rms

4 principals
5 freight
6 factory

7 rates
8 documentation
9 commission

10 del credere
11 offer
12 brochure

--'-

'" .. ~ I!'l I'i!. • f>l ll..-
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To"" IIManfred Kobelt

" II
s~: Ir~¥::O'",~'::':':'~', ~2':4~J::""O':''''''--~---~---'''----------

Reply t o a request
for an agency

6

Dear Herr Kobell

Thank you for your letter of 24 June in which you expressed an interest in acting
as a buying agent for us in Germany.

We are interested In your proposals as there is an increasmq demand for precision

tootshere in Portugal. In principle,we could accept either a 3% commission on CIF

values. or the del credere commission of 2.5% that you mention. Can you act as a

clearing and forwarding agent. offering a door-to-doorfacility?

Would you be willing 10send us contact details of two other companies you act for

who can offer references? II you are able 10do this. ""'6 would be interested in
discussing a contract.

I look forward to hearing from you

Yours sincerely

Cristina Neves

Buying Manager

Portuguese Induslriallmporters 101



1 Two-word term s 1 forwarding agent 5 air waybill
2 bulk carrier 6 all risks
3 charter party 7 shipping note
4 delivery note 8 shipping mark

2 Formal and
inform al English

Unit 11
Transportation and shipping

1 Please fill in the despatch form and send it to us with the consig nment.
2 Ifyou have any queries, please do not hesitate to contact me.
3 I have checked with our Despatch Department and their records show th at

the crockery left here in perfect condition.
4 Please quote for collection of a cons ignment of ten armchairs from the

above address and delivery to R.Hughes & Son Ltd.Swansea.
5 Weestimate the loss on invoice value to be £300.00 and we are claim ing

compensation for that amount.
6 Would you prefer us to return the goods to you, or to hold them for

inspection?

3 Enquiry t o a
forwa rding agent

1 to
2 by

3 for
4 for

5 in
6 of

7 of
8 of

9 to
10 by

11 of
12 in
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4 Forwarding agent's reply Dear Hr Lang

Thank you for your fax of 10 November enquiring about OUf f reight
charges .

I enc lose OUf tar iff l i s t for sh ipments wh ich in cl udes all
transport , cus toms, and docu mentat ion charges. I thin k you 01111

find t hat t hese rate s are highly compet it i ve . I n addition, I can
conf irm th at we have extensiv e exper i ence in handl i ng fragi le
cons ignments.

I f you have any f urthe r quest i ons , please cont act me and I 01111
be very pleased t o help.

I l oo k for ward t o he aring from you.

Yo urs since rely

BiU er,wr-y



5 Wordsanddefinitions a 5 (payload)
b 8 (endorse)
c 7 (claused)

d 3 (multimodal)
e 2 (receipt)
f 1 (consolidation)

g 4 (shipbroker)
h 6 (container}

6 Enquiry to a container
company I, I.~ . 0.,L :, ,, 'J~l 9 ,:,:,::""

U-! .-1J.] !. . ::; ;.=-)~:_..$: I--
SIIJjecl: IEurop!an deliveries~

Dear Mr Close

I am con tacting you on behalf of John Merton concern ing a number of European

deliveries which we would like you to hand le. These are scheduled for the next few

months. The consignments will consist of fragile crockery.An average crate

measures 187x172x165cm, wilh an approximate we ight of 35kg each .

Please could you let us have details of your schedules and sample quotations for
major European cities? We would need door-to-door delivery.

I would als o be grateful for information concerning the necessary documentation.

Yours sincerely

Jill Bradley

PA 10John Merion
Glaston Potteries

15 July 20-

7 Container company's reply 1 fullstopafteryesterday
2 schedules,not shedules
3 tomorrow,not tommorow
4 suggest, not sugest
5 export cargo packing instructions in lower-case, not capitals
6 Consignments,not Consignment
7 sample, not smaple
8 responsibilities, not responsibilites
9 all risk or all-risk,not aI/risk

10 are any other details, not isany other details

Unit 12
Insurance

1 Termsused in insurance 1 insurance 4 indemnified 7 proposal
2 syndicates S premium 8 claim
3 policy 6 lloyd's

2 Reques t fo r 1 large 4 would like 7 include

comprehensiveinsu rance 2 which S supply 8 kind
3 to 6 covering 9 premlses

9 fidelit y
10 adjuster

10 competi tive
11 consider
12 soon
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3 Replyto request for
comprehensive insurance

18 February Zo--

Peter H1 no

Co~pany Secretary
HumDoldt E~porters Ltd
t xcce House
115 Tremona Road
South ampton S09 4X Y

Dear Hr Hind

Thank you fo r your l e t t e r of 15 February enquiring about
comprehensive cover fo r your warehouse at Dock Road, Southa~pton .

I enclose detaIls of two fully co.prehenslve Industrial policies
\IIhtch offer the sor t of cove r you desc ribe i n your lette r. It woul d
probably be bes t 1f one of ou r agents call ed on you to d1scuss whi ch
of t hese policies woul d best su1l your requiremen ts .

If you would 11kI' to a rrange an appoi nt ment , pl ease cal l my
sec reta ry, Nat al i e Wes t on, on 01273 547231, exte nsio n 12.

We hope to hear from you In the nea r f utur e .

Yours s1ncere ly

Regional Manager

Encl. leaflets IP3 , IP4

4 Claim for fire damage From:
To
$ub;ect:
Dale '

Peter Hind

Gerald Croft

Warehouse fire

7 October 20-

'04

Policy No. 439 17810

I regret 10inform you that fire broke outm our Southampton warehouse earty yesterday

morning. n us resul ted in enensee damage. to ee value of appr())Umately £7.000. to

textiles slored for shIpment.

The Frre Service has prov ided evidence tha t the fIre was cau sed by an electrica llault

Please cou ld you send me the necessa ry cla im forms as soon as possible?

PelerHind



5 Request for open cover 1 May 20-

Sugden & Ab le
Insuranc e Broker s
63 Grover St reet
Manchest e r MS 6lD

Dear Si r / Madam

We are a large engineering company expor t i ng ma chine part s
worldwide , and have a contract to suppl y a Midd le East e rn cus t omer
for the next two yea rs.

As the par ts we wil l be supply i ng are similar in nature and are
going t o the same des t ina t ion over thi s peri od, we would prefer to
insure them under an open cover pol i cy.

Wou l d you be willing to prov ide open cover for £500,000 against
all r i sks for this period?

I look forwa rd to hearing from you.

Yours fa ithfully

Shipp i ng Manager

6 Reply to request
for open cove r e s-rl;l

1.11 ..

] f~ ~

• IE '"
lilI n .! _ U

~ .. ' ~ ~

l[:lf ",. rI ,=.... ''' 1
T.... IIJack.Turner

C<_ II
Sulljer.f: I""'oe"e, e" e~c.,",'.. O'OMC'-y- -ee'--- - - - - - - - - - - - - - -

De1\r Mr Turner

Thank you fo r your enquiry of 1 May concerning all risks cover for shipments of

machine pa rts to the Middle East

We offer two types of cover. eith er of which might suit your requ irements:

- Float ing cover We provide cover for all the shipments you plan to make up to an

agreed maximum value. It can be ren ewed when necessary.

- Open cover. We provide cover for all shipments over a given period.

Mr Able would be very pleased to discuss these options if you would like to give him

a call on 0161542783.

Mary Todd

Secretary to Alan Able

3MayZG-

IDS



>. 1 Prepositions
QJ

-""
~

QJ

3:
VI
l::
<l:

2 Formal and
informa l Engli sh

3 Conference facilities

106

Unit 13
Miscellaneous correspondence

Please send the tickets for my attention J by return.
May I offer you my best wishes for Eid Al-Ptttr .
She offers her apologies for the inconvenience.
I would like to speak on effective website design,
I hope to return the favour on some future occasion.
Please confirm these reservations by return J for my attention .
We will need a room with full conference facilities.

1 He sends his apologies, and hopes to be able to attend on another occasion.
2 Iwas sorry to hear that your brother is ill.
3 I would like to cong ratulate you on being elected Chairman of the company.
4 Mr Norman would like to ma ke an appointment to see you next week about

the contract
5 Unfortunately, Mr Chung will not be able to keep his appointment with you

on Friday.
6 Wewould like to invite you to our SalesConference on 18March.
7 Iwould liketo thank you for assisting me white Iwas in

Hamburg last week.
8 I look forward to seeing you on Friday.

Dear Sir / Mad am

We are plann ing a Sales Conference on 8 and 9 De cember th is year and
are looking for a hotel which can offer us accommodation and
conference facilities for forty delegates.

We require executi~e-grade accommodation for twenty-se~en

delegates on the nights of 7 and 8 December, and a conference room
wi th f ul l seating, presentation platform, publi c address system,
PowerPoint , and facilities for recording from 09.00 to 16.00 on
both days of the conference. We wou ld also like morning coffee and
biscuits at 11.00, bar facilities , a buffet lunch, and tea with
snacks 4t 16.00.

If you can meet these requ1rement s, I would be grateful if you could
send me full deta i ls of your rates and facilities.

Yours faithfu l ly

PA to Diane Taylor



4 Hotel reservation Fax

To:
From:
Fax:
Subject:
Date:
Pagels :

The Manager, Royal Hotel
Lynn Paul
01372 908754
Additional reservations
3 December
1

Data Unlimited pic
Data House
Chertsey Road
Twickenham
TW11EP
Tel: +44 (0)20 81 460259
Fax: +44 (0)20 81985132

Dear Sir t Madam

I would like, if possible, to make reservat ions for the nights of 7 and 8 December for two
more delegates attending our Sales Conference. Their names are Charles Bickford and
Claire Ramal. Preferably, the reservations should be for execuuve-qrede rooms

I would be grateful if you could let me know by return if you can accommoda te them.

My apologies for the short notice.

PAto Diane Taylor

5 Invitat ion

6 Accepting an invitation

1 would like
2 wonder
3 speakers
4 appreciate

Dear Mr House

5 affecting
6 let
7 speak
8 Enclosed

Thank you for your l etter invi ting me t o speak at y our annual

dinner on 15 February.

I would l ike to accept your kind t n vt t att on • In my talk, I woul d

li ke to focus on the effects that the euro is havi ng on the cost o f

ra w ma ter ials. I wi ll send you a t ranscri pt next week and would

wel come any comments or suggestions you wou l d l ike to ma ke.

J look forward very much to meet i ng you on 15 February.

Yours sincere ly

Chairman
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Unit 14
Memos and reports

l e ./ 2g ,/ 3 .1e 4h .... 5 a .l 6 .1b 7 .1d S .... f>. 1 Formal and
CIJ informal English

.><
~

CIJ 2 Memoabout
~ documentry creditsIII
l::«

Memo

To:
From:

Dale :
Subject:

All Documentary Credit Depat"tment Staff

Finance Director

20 March 20-
VenficalJofl of Oocumeotary CredIts

Wou ld all staff be extremety careful in checking documetllary credi ts in future . Over the

past year £250,000 has been lost In paying d ents compensa~on lor mistakes in

docu mentary cr edIts

Pay partJcular attention 10 tt>e IollQw,ng pointll:

• Check an transport documenls.in~nN> N'f" li(>C;ltp'l . irnooic'M: ;md cu ,"tOl'n'!> 1"I<>.....r>c'O>

certificates.

• Check bills of ellchafl99 and Ietl9f$ of ceen.

• Check the spe~ing in the names of the partl&S IS cor rect .

• Check thai places of departure and deslJnalJons are cor rect

• Chock the nght amounts lor the tran sactions are listed and the correct currencies have
been wrrtteo in _

3 Memo about fraud Memo

To:
From:

Date
Subject:

Sales staff

Fred Hanbury. Chief Accountant

18th November 20--

Payments by cnecoe

National Stores pic

526MaryleboneRoad
LondonW1B3MC

108

4 Reports ,past t enses

The value of bad cheques presented in this store over the past year amounts to over

£50 ,000 . Th is prob lem cannot be elim inated, but you can help reduce it sign ificantly by

taking the follo wing measures:

1 Examine cheques to see that they have bee n completed property

2 Carefu lly match signatures on cheque cards with those on cheques.

3 Write the cheque card number and expiry date on the back of the cheque.

4 II you are unsure about a cheque. contact a supervisor immediately.

TerryFttir~

Chief Accountant

EXTRACT I

1 h as been exporting
2 opened
3 remained
4 moved
5 have been negotiating



EXTRACT 2

6 has been losing
7 rose
8 hasbeenoperenng
9 occurred

10 have been having

EXTRACT 3

11 was
12 felt
13 remained
14 have been falling
15 have been returning
16 have been increasing

5 Report on introduction
of fl exit ime

To
From :

Date

Subject

The Board of txrectces
John Holland , Company Secretary

16 March 20-
Proposed IIexitlme system

Management proposes to intnxluce a tlex ltime system for all staff. Under thIS system. staff

'NOlJId be able to choose the ir hours of work between 07 .00 and 21.00. and have a weekday

off in lieu of satun:lay if they prefer.

Advantages to the company

There are several adv antages 10the company For example. increased working hours
would mean that overseas clients In dIfferent lime zones woutd rind it easier 10contact us,

and clients could contact us on Saturdays Pressure on office equ ipmenl such as

photocopiers would be relieved and lherefore effICiency would be improved

Advantages to staff

The two roost significant advantages to staff are that they WOI.Jld be able to avclld rush hour

travel, and they would also be able to spend more time with their families. This is likely to

lead to a signi ficant improvement in morale and productivity.

Financial costs and benefits

The financial cost of such a scheme is cons iderable. The Initial cost of installing a

cloc king-in system would be approximately £5,500'" VAl (However, this is a fixed cost and

can be of fset against tax.) The estimated increase in overheads would be 7%, but tr ue can

be oHset against benefits such as lower insurance premiums and photocopying costs.

There ISalso, as noted above , likely to be a substantial increase in productivity.

Co nclusio n

The idea is very popular among the staff: an overwhelming majOflty of 87% are in tavour

of it. although it should be noted tIlat a siglllficant number (48%) are not in favoor of a

clocking-in system. so thiS would need to be Introduced carefully

After careful analYSiSof tile in/ormation provided, I conclude that the In troduction of

a f1exibme system would be viable financially. I therefore recommend its In troduction

Wlthin the next six months.
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Unit 15
Personnel appointments

~. .- .
0 .- 1;1 . ~ '" ~ • es "" •... - " <;j 8 I u Il'" "". -... ... - -- '... r_ ...... -

To__ II Joh' M, rton

ce., II..... 1Vacancy for Adminill i ral or

... /

e 6 (personnel)
f 2 (career sum mary)
s 5 (covering letter)

a 7 (unsolicited)
b 1 (vacancy)
c 4 (curriculum vitae)
d 3 (refe ree)

2 Follow-up to
a job application

1 Words and definit ions

Dear Mr Merton

WJthreference to my 0013,1 015 January. requesting an applicallOtl form for ttle

post 01 Admlflistratofwhlch you ad'wrtil';l'!d irl lhA B"mlPy D..'<f1"lrh of 4 J a " W1ry.

so tar 1haII8 receiYed no reply (This may be the result of problems I was
experienCIng WIthmy emaJl tast week.)

I am writ ing to youagain to say tha i I a m slit l lnlaresled in thiS post and have

considerable experience in the areas de scn oec in yoor advertisement.

I would be most grateful if you could send me an app licat ion form. and look

forwa rd to hearing from you.

Robin Makin
17 January 20-

3 Job advertisement 1 fluent
2 applicant
3 experience
4 includes

5 duti es
6 acting
7 applicat ion form
8 reference
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4 Covering letter Yo ur r e f . PP391

29 Hay 20-

Dear Hs Prentiss

I woul d l1k e to apply for the vacancy of p ~ to t he Hanagt ng
Director.

As you will see f ro", Illy ap plica tion fOf m, Itali an t s II, ..othe r
t ongue and I s tud ied Eng lish and french at uni ver s ity . I al so spe ak
good German . In my cur rent j ob as PA t o t he Sales Directo r of Hor gan
Bric e Ltd. r acco mp any her on tri ps to OUf of fic es In I t a l y and
France, where I am ofte n requ ired t o tran slate and i nte rp re t.

I am very i nte rested in t his pos t as I woul d l 1ke to develop my
career 1n an Inte rnational environment . On II more personal leve l,
would a lso l t ke , if possibl e , to move /I lOay f rOIl london .

I look forward to hearing fro .. you.

Yours sincerely

Ene. App lication forlll

5 Invitation for an inte rview Dear Ms G1u l1 ani

Thank you for your appl i cati on of 29 May for the post of PA to the
Man aging Direct or .

We wou ld l i ke you to come fo r in t er view in C a~br jd ge on Thursday 18
June at 14. 30 . There will be a short It al ia n and French transl ation
tes t befo re t he inte rvi ew. I encl ose a lIap with details of how to
reach us by car. Alternatively. there are f requent trains to
Cambridge fro~ liverpool St reet.

I woul d be grateful if you could phone ~e on 01113 6814 , Ext. 41l to
confi rm t hat you will be able t o attend, or to a r ra nge an
al ternat ive da t e i f you cannot at tend on th at day .

I look fo rward to hear ing f romyou.

Yo urs si ncere l y

Personnel Manager
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6 Making ajoboffer Dear Ms Giuliani

I have much plea sure in of f er i ng you the post of Persona l Assi stant
t o Kev in Wheeler.

I can confi rm that your s t art i ng sala ry wi ll be fI8 , OOO. ~e woul d
like , i f poss ibl e , fo r your emp loy~en t t o co~mence on 23 July . Can
you plea se r in g ~e as soon as possi ble if you are unable t o s t ar t on
thi s da le ?

Please s1g" both copies of th e enclosed Cont rac t of Emp loy~en t and
return one t o Ne . keep ing the ot he r for your record s .

We 1001:. for war d t o ",e1co1ll109 y ou t o the coeo anr •

Yours since re ly

Perso nnel Manager

Ene. Co ntr act of E~ploymen t ( AZ)

l
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