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CHAPTER 1. BUSINESS ORGANIZATION AND BUSINESS ETHIC

Unit 1. Business organization

Read out the following words and learn them bgdurt.

l.

1. Sole proprietorship OM3HEC Y KOTOPOro OJIMH Biiaaeliel]
2. partnerships TOBAPUIIECTBO

3. revenues JIOXOJTBI

4. expenses pacxobl

5. assets AKTUBBI

6. liability (buHaHCOBBIE 005A3aTEILCTBA
7. to dissolve pacTopratb, aHHYJIHPOBaTh
8. employee paboTaroIIUiA M0 HAUMY

9. shares of stocks TMaKeT aKIUH

10. shareholder aKIIMOHEP

11. stock KanuTalI, IieHHbIe OymMaru
12. joint venture COBMECTHOE MPEPHUSITHE
13. joint stock aKLIMOHEPHBIN KarmuTal

14. franchise bpanmmza

15. trademark TOBApPHBII 3HAK

. Find Russian equivalents to the English words.

1. owner aaIBOKaT

2. charter bcraBka Haora
3. profit C.JIOJIT

4. tax rate dorcraBka

5. debt eycraB

6. lender foyxranrep

7. retirement OIpUOBLIB, TOXOT
8. lawyer henagener

9. accountant kpeaurop

lll. Read and translate the following text.

A BUSINESS ORGANIZATION

A business organization is often referred to agsan@ss entity. A business entity
Is any business organization that exists as anoaaarunit.

A sole proprietorships a business owned and usually operated by desingj-
vidual. Its main characteristic is that the owned ¢ghe business are one and the same.
In other words, the revenues, expenses, assetghildies of the sole proprietorship
are also the revenues, expenses, assets, andiéatwf the owner.

Advantages

A sole proprietorship is the easiest form of bussnt® organize. It is easy to set
up and dissolve it. The only legal requirementsstarting such a business are a mu-
nicipal licence to operate a business and a rafjistr licence to ensure that two firms
4



do not use the same name. A sole proprietorshgrothe owner freedom and flexi-
bility in making decisions. Major policies can bleaoged according to the owner's
wishes because the firm does not operate undgrchaharter. The other advantages
are complete ownership of profits and lower tae.rat

Disadvantages

The owner is legally liable for all debts of thengmany because the financial con-
dition of the firm is the same as the financial diton of the owner. A sole proprie-
torship may have difficulty in obtaining capitaldaeise lenders are leery of giving
money to only one person who is pledged to repayprdprietorship has a limited
life, being terminated on the death, bankruptcgamty, imprisonment, retirement, or
whim of the owner.

A general partnershigs an enterprise owned by two or more individuAlpart-
nership agreement, oral or written, expressesigfitsrand obligations of each part-
ner. Partnerships are common among businesseprthatle professional services.
Doctors, dentists, lawyers, accountants, brokers,aeher professionals use this form
of ownership to reduce overhead costs for eacmg@aand to take advantage of each
other’s expertise in various areas.

A limited partnership is the enterprise in whichear more partners are granted
limited liability, provided there is always at I¢éase partner with unlimited liability
who takes a more active part in managing the basine

Advantages

Partnerships, like sole proprietorships, are easget up. Complementary man-
agement skills are a major advantage of partnessRigrtnerships are a stronger enti-
ty than proprietorships: it is easier for them tiaet new employees and raise addi-
tional capital. The other advantages are the foligweven higher credit standing and
better prospects for growth. Besides taxes areeppd individuals not to partner-
ship,

Disadvantages

The major disadvantage of partnerships is thahpest like sole proprietors, are
legally liable for all debts of the firm. In partis@ips, the unlimited liability is both
joint and personal. This means that the partnegstber are responsible for all the
firm's liabilities. If one of the partners cannoeeb his or her share of the debts the
other partner(s) must pay all debts.

Partnerships are not as easy to dissolve as sobeiguorships. Potential conflicts
between partners are one of the disadvantages too.

Corporations are also referred to as limited companies. Intéchicompanies,
ownership is represented by shares of stock. Theemaat an annual meeting elect a
board of directors which appoints company officansl sets the enterprise's objec-
tives.

Advantages

Limited companies are the least risky from an ovengoint of view. Shareholders
of corporations can only lose the amount of morey thave invested in company
stock. If an incorporated business goes bankrumieos do not have to meet the lia-
bilities with their own personal holdings so theimadvantages of corporations are
limited liability of investors, ease of investingcawithdrawing investment, ability to
raise large amounts of capital and specialized gemant.




Disadvantages

Limited companies are taxed twice: on the profiesytearn and on the dividends
which come out of the profits. In proprietorshipglgartnerships earnings are only
taxed once — as the personal income of the indasdimvolved.

A company must send each shareholder an annuat i@paut the financial con-
dition of the firm that results in the loss of fim@al confidentiality. Lack of motiva-
tion toward company goals among its hired manaigesee of the disadvantages too.

There are other forms of business. A partnerstiugeo carry out a short-lived
business project is called a joint venture.

Partnerships may be established that raise cdyits¢lling portions of ownership
on the open market in the form of stock certifisat8uch an organization is called a
joint stock company. It combines features of argaghip and corporation.

A very popular and rapidly growing form of businessnership is the franchise.
This is a licensing arrangement that permits aividdal to own his or her own busi-
ness while benefiting from the use of the tradem#mkother words, a company
(franchiser) sells a licence to another compangn(hisee), allowing the latter to
produce and sell goods and services using itsirade A franchiser has the right to
control the quality of the goods and services peceduby a franchisee. If it is not up
to the mark, a franchiser has the right to withditsvlicence.

Small producers of goods or consumers of goods foay a cooperative in
which production, marketing, or purchasing fa@#tiare jointly owned and are oper-
ated mainly to provide a service to members rdten make a profit.

V. Say if the following statements are false ou#. Correct the false sentences.

1. A business entity is a business owned and aggmkiat a single individual.

2. A business entity is the easiest form of busineorganize.

3. Two licences are necessary to start a sole iptopship.

4. A sole proprietorship usually has no difficuity obtaining capital as money
will be repaid.

5. A general partnership is an enterprise owneghtse than one individual.

6. Both partnerships and sole proprietorship asg &aset up.

7. A sole proprietorship is easier to dissolve tpartnerships.

8. The main disadvantage of limited companies isgo&xed twice.

9. A joint venture combines features of a partriprahd corporation.

V. Fill in the proper words given below.

(enterprise, tax rate, profits, owned by, persoms&ills, joint, major advantage,
dissolve, sole proprietorship, entity, refered, passible, liabilities, trademark,
licensing arrangement, carry out, joint venture)

1. A business organization is often ... to as a lmssn.. .

2. A ... Is the easiest form of business to orgargegeup and ... .

3. The advantages of a sole proprietorship are Emm@wnership of ... and
lower ... .

4. A general partnershipis an ... ... two or morevitiials.

5. Complementary management ... are a ... of partregshi

6. In partnerships the unlimited liability is bath and ... .
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7. The partners are ... for all the firm's ... .
8. ... Isset up to ... a short-lived business project.
9. Franchise is a ... that permits benefiting fromtise of the ... .

VI. Complete the sentences using Englisfuivalents for the Russian words in
brackets.

1. The revenuespdcxonni), assets of the sole proprietorship are the ohéiseo
(BmamenbIia).

2. A sole proprietorship offers the owner freedond &u6xocts B npuHATHH
peIlIeHui).

3. The gmanenen) is legally liable for all fonru) of the sole proprietorship.

4. In a limited partnership one or more partnems granted drpaHuveHHBIC
00s13aTeIbCTBA).

5. Partners are legally liable farcg nonru dupmer).

6. In limited companies ownership is representefiibyerom akiuii).

7. A franchiser has the right torp3Bats umyiecTBo).

VII. Answer the following questions.

What is a sole proprietorship?

What type of a business organization is easgtap and dissolve? Why?
What documents are necessary for starting gosofgietorship?

Does a sole proprietorship operate under a clgadter?

What are the advantages and disadvantagesotd preprietorship?
Partnerships are a stronger entity than prapgbips, aren't they?

Does a franchiser sell a licence to a francRisee

What are the disadvantages of partnerships?

What are the main advantages of limited comg&nie

CoNOORLONE

VIIl. Read the three descriptions of company struces.

Sole trader

One person sets up and runs the company. The perseies all the capital and
has unlimited liability for business debts, evethif means selling personal assets/

Limited company

In a limited companyAm Ecorporation), the capital is divided into sharekjck
are held by shareholders. Shareholders have limdbity, but they can vote at the
Annual General Meeting to elect the Board of Dioest There are two types of lim-
ited company:

1) In a private limited company, all shareholders naggee before any shares can
be bought or sold.

2) In a public limited company, shares are boughtsuld freely, for example on
the stock exchange.

Partnership

A group of people provide the capital, set up thepgany and manage it together.
There are two types of partnership:

1) Partners in an unlimited partnership are like d$d€ers -if the business fails
they are fully liable for all debts, and may evawvé to sell personal assets.
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In a limited partnership there can be sleepingneast who do not participate in
the management of the company. Sleeping partn&es llmited liability in the event
of bankruptcy, they only lose their investment, thatir personal assets.

IX. Match the items in A to their synonyma B.

A B
1. effort a) purpose/aim
2. amount of b) revenue/profit
3. shareholders c) stockholders
4. goal d) controlling company
5. affiliated company e) subsidiary company
6. liability f) sum
7. proprietor g) property
8. holding company h) attempt
9. income 1) responsibility
10. ownership ]) owner
11. aid k) assistance

X. Answer the following questions.

1.What are the advantages and disadvantages of aealegping partner?

2.What is the difference between a sleeping partndrashareholder? If a pri-
vate limited company goes bankrupt, do the shadehnsllose their personal assets?
Why?

3.What are the advantages of a public limited comfaltyink of three.

XI. Complete the sentences using the words from thiebdedow.

associated company; acquisition; chief executivig; lusiness; subsidiaries;
mergers; chairperson; corporations; shares; compgamyultinational; venture
commercial; parent company; conglomerates

1. Some of the operations of a typical ... are méoba than others. 2. Each unit
including the ... has its own, local management. 3ar§e shareholding should pro-
vide considerable influence (but not control) othex ... . 4. Whether the project will
be a ... success is still uncertain. 5. His firstibeiss ... was a clothes shop in Rose
Street. 6. Mr. Gate’s boyhood pastime was compartsgramming. Today Microsoft,
his ..., is the world’s most successful supplier oimputer software. 7. The South
depends more on small and medium-sized businesgolier than on large ... .
8. Goodman Holdings has ... in Liechtenstein anddhannel Islands, which control
investment around the world. 9. Medeva, the faswgrg pharmaceuticals group
19 p (points) to 224 p on the news that it has nsau#her ... in America. 10. Tour-
ism in Hong Kong is ...: it is the third largest soeirof foreign exchange and em-
ploys, directly and indirectly, 180,000 people. Many corporations have expanded
by means of mergers with and acquisitions of bissiege in unrelated fields. Such
collections businesses are called ... . 12. One emolgosed by some ... is that eco-
nomic growth does not necessarily result from thama no new jobs may be created.
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13. The majority of ... in practically all companiase owned by institutional inves-
tors. 14. In general terms, the ... represents tmepeoy in the outside world and
takes a leading part in making policy. 15. The .responsible for carrying out com-
pany policy and the day-to-day management of time. fi

XII. Imagine that you are an owner of:

» SPA saloon

» Cafe

» Pizzeria

* Photo studio

» Touristic agency
 Car repairing service
» Bookshop

What form of ownership will you choose? Why?

Unit 2. SWOT
|. Read and translate the following text.

SWOT ANALYSIS

SWOT analysigs an acronymfor strengths, weaknesses, opportunities, and
threatsand is a structured planning method that evalusiese four elements of an
organization, project or business venture. A SW@alysis can be carried out for a
company, product, place, industry, or person.\tbiwes specifying the objective of
the business venture or project and identifyingititernal and external factors that
are favorable and unfavorable to achieve that tlbgcSome authors credit SWOT
to Albert Humphrey, who led a convention at then&ied Research Institute in the
1960s and 1970s using data from Fortune 500 corapaHowever, Humphrey him-
self did not claim the creation of SWOT, and thigios remain obscure. The degree
to which the internal environment of the firm magstwith the external environment
Is expressed by the concept of strategic fit.

» Strengths:characteristics of the business or project thaé gi an advantage
over others

» Weaknessexharacteristics of the business that place theness or project at
a disadvantage relative to others

* Opportunities:elements in the environment that the businessr@eq could
exploit to its advantage

» Threats:elements in the environment that could cause teofds the business
or project

Identification of SWOTSs is important because thag ;miform later steps in plan-
ning to achieve the objective. First, decision-mmakghould consider whether the
objective is attainable, given the SWOTSs. If thgeotive isnot attainable, they must
select a different objective and repeat the process



Users of SWOT analysis must ask and answer questiatt generate meaningful
information for each category (strengths, weakresspportunities, and threats) to
make the analysis useful and find their competiisteantage.

SWOT analysis aims to identify the key internal adernal factors seen as
Important to achieving an objective. SWOT analygiseups key pieces of infor-
mation into two main categories:

Internal factors— the strengths and weaknesses internal to tteazation.

External factors— the opportunities and threats presented by thwranment
external to the organization.

Analysis may view the internal factors as strengthgs weaknesses depending
upon their effect on the organization's objectiv&fiat may represent strengths with
respect to one objective may be weaknesses (disttac competition) for another
objective. The factors may include all of the 4Bsvall as personnel, finance, manu-
facturing capabilities, and so on.

The external factors may include macroeconomic ergttechnological change,
legislation, and sociocultural changes, as weltlz@nges in the marketplace or in
competitive position. The results are often presgéim the form of a matrix.

SWOT analysis is just one method of categorizadiod has its own weaknesses.
For example, it may tend to persuade its usersoiopde lists rather than to think
about actual important factors in achieving objegi It also presents the resulting
lists uncritically and without clear prioritizatigo that, for example, weak opportuni-
ties may appear to balance strong threats.

In many competitor analyses, marketers build dedgprofiles of each competitor
in the market, focusing especially on their relatsompetitive strengths and weak-
nesses using SWOT analysis. Marketing managersewdmine each competitor's
cost structure, sources of profits, resources amdpetencies, competitive position-
ing and product differentiation, degree of verticaégration, historical responses to
industry developments, and other factors.

Marketing management often finds it necessaryveshin research to collect the
data required to perform accurate marketing amaly8ccordingly, management
often conducts market research to obtain this métion.

ll. Say if the following statements are false omg. Correct the false sentences.

1. Nobody knows who created SWOT analysis.

2. SWOT analysis has more strengths than weaknesses

3. Logical planning of SWOTSs helps to achieve thgdtive.

4. Internal factors are as important as externason SWOT analysis.

lll. Answer the following questions.

. What is a SWOT analysis?

. Can a SWOT analysis be carried out for industry?

. What does it involve?

. Why are SWOTSs so important?

. What should decision makers do if the objedsveot attainable?
. What do external factors of SWOT analysis inelud

. What are the weaknesses of SWOT analysis?

~NOoO O~ WNE
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V. Make written translation.

Pat Albright is the senior marketing manager fard®erver. She’s presenting her
marketing strategy to the board. The strategy Waped by the SWOT analysis above.

«We need to exploit our strengths by making thetrabsur distribution network
and loyalty program. If we can also build on sttbsgsuch as our brand image and
current profitability, then it'll be easier to addse or deal with, weaknesses such as
the lack of new products. We need to anticipatetiineat of new hybrid cars and
seize the new opportunities this will bring in termf providing service points for
these cars. The potential price war in the fuelk@iaposes a serious threat and we
will need to minimize the weaknesses this may exe@ur sector is also under threat
from the trend towards greater consumer concerasitathe environment, but |
believe we can create an opportunity by strengtigerour communication and
informing consumers about what we’re doing to preéséhe environment».

V. The extracts below are from a SWOT analysis. ey describe strengths,
weaknesses, opportunities or threats?

1.Competition is growing in this market, which colééd to a price war. There
are now a lot of sites that offer the same sersitg product categories as Amazon.
Amazon isa global brand but in some local markleés rhain competitor could be
stronger and preferred by consumers.

2.Amazon has added a lot of new categories, buintlyg damage the brand. For
example, offering automobiles may be confusing dostomers. Due to increased
competition, the offer is undifferentiated.

3.In 2004 Amazon moved into the Chinese market. Tiehaige potential here.
In 2006Amazon launched a new loyalty programme, 2on&rime, which should
maximize purchases from the existing client base.

4.Amazon is a global brand, operating in over temtoes. It was one of the first
online retailers and today it has an enormous oustdase. It has built on early suc-
cesses with books, and now has product categdrasiriclude jewelry, toys and
games, food and more. It has an innovative CustdRedationship Management
programme.

VI. Complete the table with wordslhen complete the sentences below using
words from the table.

Verk Nour Adjective
strengthe
threater
weake|
opportunt

1) Currently, the company is under ... from its maameetitors.

2) In order to grow, the company will have to crea@vn..., not just exploit
existing

3) We need to minimize ... and ...

4) To remain ahead of the competition we will needatdicipate ... such as
increased raw material costs.
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VII. Correct the mistakes.

1) The brand is very strengthened.

2) Today, competitor fears about health are one ofliggest threats to the
processed food sector.

3) An undifferentiated offer wills weakness the companthe short term.

4) A clear opportunity is a gape in the market.

5) We may be threated by the emerging trend towartiseoshopping.

6) A war of prices has weakened our profitability.

VIIl. Complete the sentences with the following tes:

product research, primary research, agency researcimical trials, desk
research, marketing research, pricing researclpl@vatory research, distribution
research, marketing communications research, onmdurvey

1. ... is the opposite of in-house research.

2. Pharmaceutical companies carry out ... .

3. ... is research carried out using published nadte

4. ... Is important when making decisions about re@le locate retail outlets or
where agents are needed.

5. ... is designed to help marketers understanilgmts.

6. ... is the investigation of ways to talk to come&rs and the public in general.

7. ... is about collecting, studying and analyzimjormation which affects
marketing decisions.

8. ... is research carried out on behalf of sevaralpanies together?

9. ... examines the relationship between pricedamand.

10. ... is original research carried out by a camypa

11. ... involves the design and concept of a prjdben testing of the product,
then market acceptance of the product.

Unit 3. Business ethics
|. Read and translate the following text.

BUSINESS ETHICS

Business ethics are moral principles that guideatag a business behaves. It ap-
plies to all aspects of business conduct and evaslt to the conduct of individuals
and entire organizations. These ethics originatenfrindividuals, organizational
statements or from the legal system.

One of the first seen written accounts of busimtisEs can be seen in Thirukural,
a book said to be written by Thiruvalluvar some @@8ars ago in Tamil Literature.
Business ethics reflect the norms of each histopesiod. As time passes, norms
evolve, causing accepted behaviors to become atmpadiie. Business ethics and the
resulting behavior evolved as well. Business waslired in slavery colonialism, and
the cold war.
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The term 'business ethics' came into common ufieeitUnited States in the early
1970s. By the mid-1980s at least 500 courses iméss ethics reached 40,000 stu-
dents, using some twenty textbooks and at leastasabooks supported by profes-
sional societies, centers and journals of busiasss. The Society for Business Eth-
ics was founded in 1980. European business sclamupted business ethics after
1987 commencing with the European Business Ethetsvdrk (EBEN). In 1982 the
first single-authored books in the field appeafadns began highlighting their ethi-
cal stature in the late 1980s and early 1990s,ilpigsga an attempt to distance them-
selves from the business scandals of the day,asutie savings and loan crisis.

Nowadays Business ethics refers to contemporargnizgtional standards, prin-
ciples, sets of values and norms that govern ttierscand behavior of an individual
in the business organization. Business ethics hawedimensions, normative or de-
scriptive. As a corporate practice and a careeciajiation, the field is primarily
normative. Academics attempting to understand lessirbehavior employ descrip-
tive methods. The range and quantity of busindssadtissues reflects the interaction
of profit-maximizing behavior with non-economic @amns.

Interest in business ethics accelerated dramatidaifing the 1980s and 1990s,
both within major corporations and within acaderkiar example, most major corpo-
rations today promote their commitment to non-eoaigoralues under headings such
as ethics codes and social responsibility charsdsam Smith said, "People of the
same trade seldom meet together, even for merriamahdiversion, but the conver-
sation ends in a conspiracy against the publion asome contrivance to raise prices.
Governments use laws and regulations to point legsifehavior in what they per-
ceive to be beneficial directions. Ethics impligitegulates areas and details of be-
havior that lie beyond governmental control.

Il Answer the following questions.

1. What are business ethics?

2. When were the first found accounts of businesisen?

3. Why have business ethics changed since tha?time

4. Where was the term business ethics the most popfitar1970?
5. Why are business ethics so important?

[l Discuss the following points.

1. Is raising the minimum wage a good idea?

2. Is it OK to sell a product when you can’t prdkat it works?
3. Are there any things that simply should not bedit or sold?
4. Is child labour always wrong?

5. Is misleading advertising unethical?

IV. Read the text and explain why trust is importam modern economies
yopams unu cokpamuma

Valeant Pharmaceuticals has suffered a crisisust tover the last few weeks.
More specifically, the trust that investors hadthe company was substantially di-
minished in the wake of revelations that Valeard ba unclear but apparently too-
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cozy relationship with specialty pharmacglled Philidor. The loss in trust in this
case was quite concrete, measured by a substadrdgln the company’s share price.

The source of this loss of trust was, as is gelyetta¢ case, a question about the
company’s ethics.

How bad management leads to bad ethics

Doing business in the long run absolutely requatscs. At the ery least, doing
business requires a degree of mutual respect, eatbodour commitment to getting
things from others by offering them what we thitley want in return. It also re-
gquires a commitment to basic honesty, and a comenitrto honour our contracts.
These ethical basics are essential because thélyeafeundation of trust. And if you
don’t trust someone—at some level—you're just rmhg to do business with them.

If trust enables business, then trust has a rdaéyan real dollars and cents. So
what, then, is the dollar value of trust? | estientite dollar value of trust, within the
global economy, at roughly $102 trillion—in otheonds, the entire nominal Gross
World Product for 2014. Without trust, all commerme the planet would literally
grind to a halt.

The fact that trust is crucial in markets is evicksh by the fact that businesses
have come up with such a dizzying array of meclmasidesigned to generate trust—
everything from brands (which carry reputationsptigh to warranties, return poli-
cies, endorsements and third-party guarantors.

But what exactly is trust? What does it mean tsttaomeone? Functionally, it's
an expectation that someone will behave in cemays. Trust is also an attitude—
part calculation, part emotion—that involves anemtption of goodwill, or at least
good behaviour. It is an expectation that the ofiaety to a transaction will not do us
harm. As my friend and fellow philosopher Daryl Koeonce put it, trust is a mean
between paranoia and foolish faith.

But what happens when trust is broken? How canmapeay like Valeant (or
Volkswagen, for that matter) regain the trust ofistamers and the investing public?
There are many ways to rebuild trust, and nonéaetis quick.

A company that has lost the trust of the invespuaglic is likely going to need to
show a consistent pattern of trustworthy behavauar a substantial period of time.
And the focus, here, is on the showing. CEO Micl&srson has said how important
ethics is to the company. And—present appearanside-athat may well be true.
But in the light of the current wave of mistrustetcompany is going to need to do
more. It is going to need to engage in substadisamlosures, far beyond detailing the
nature of its relationship with Philidor. In thec&of a failure of disclosure, the com-
pany may well find that that it needs to engagenore disclosure than any compa-
ny—even one with nothing to hide—would be fully domable with.

Chris MacDonald is director of the Jim Pattisoni€ahLeadership Program at
the Ted Rogers School of Management, and foundirgdaor of the Business Eth-
ics Journal Review.

V. Read the text and explain why gift is misleadimgbusiness ethic and corporate
culture

International Gift Giving Etiquette

business culture is on the act of gift-giving nue ift itself. Expensive gifts are
common. The best time to present a gift is at tiead your visit.
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A gift for an individual should be given in privaté you are presenting a gift to a
group of people have them all present. The coatgtiette is to present/receive gifts
with both hands. Before accepting a gift it is fhVithin the interdependent, global
and multi-cultural marketplace of the 21st centumgss cultural differences in the
approaches to and practices of business peoplessatihe world are important to
learn. A lack of cross cultural understanding caadl to misunderstandings which
may result in offense. Cross cultural awareness amdinderstanding of foreign
etiquette is important for today’s globe trottingsiness person.

One area of importance in cross cultural awareigessthe different gift giving
etiquettes of the world. Understanding gift giviemgd the etiquette surrounding it can
help international business people cement bettltioaships with foreign col-
leagues, clients or customers. Cross culturalggying etiquette involves considering
the following pointsWho is receiving the gift? Is it a person or a gg@u/Vhat is the
status of the receiver(s)? What types of giftsamaeptable or unacceptable? What is
the protocol associated with gift giving and reaeg? Should gifts be reciprocated?

In many countries such as in North America or thé Uift giving is rare in the
business world. In fact, it may carry negative amations as gift giving could be
construed as bribery. However, in many other ceemitgift giving and its etiquette
have a central place in business practices.

Avoid gag gifts. People of some countries don’trapjate them.

In Japan, South Korea, Taiwan, Hong Kong giftsraseopened in front of the
giver as they are in the United States or Germany.

Although flowers make appropriate gifts, there many cultural taboos related to
color, variety and numbers. Red roses are onlygbyelovers or spouse in some cul-
tures. White is the colour of mourning in ChinaBrazil, purple flowers are associ-
ated with death by the lower class. Carnationsusex] to decorate cemeteries in
France and Germany, as chrysanthemums are in Beldiapan and Italy; therefore
in these counties you would want to avoid thes@pnapriate flowers as gifts. To
Mexicans, yellow, red or white flowers have specsignificance including romance
and death, so flowers in these three colors shoeilavoided as gifts. In Japan funeral
notices are red.

The number of flowers has also significance in mamyures. An uneven number
of flowers is given on happy occasions by Americang an even number of flowers
for funeral. Because three is a lucky number inifihd and Hong Kong, giving gifts
in threes in these countries would be considereklyluAvoid gifts of cowhide in In-
dia, because the cow is sacred. Avoid gifts ofdigor wine in all Islamic cultures, as
it is forbidden by their religion.

The above are a few of many examples of crossralilitifferences in gift giving
etiquette. It is advisable to try and ascertainesdacts about the gift giving etiquette
of any country you plan to visit on business. Byndaso, you maximize the potential
of your cross cultural encounter.

In order to highlight some of the different aspegftsross cultural gift giving eti-
guette a few examples shall be presented.

Gift Giving Etiquette in China

It is the proper etiquette for gifts to be exchahfer celebrations, as thanks for
assistance and even as a sweetener for futureravois however important not to
give gifts in the absence of a good reason or mes#. When the Chinese want to buy
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gifts it is not uncommon for them to ask what yoawd like. It would be wise to
demonstrate an appreciation of Chinese culturesking for items such as ink paint-
ings or tea.

Business gifts are always reciprocated. Not toas $ad etiquette. When giving
gifts do not give cash. Do not be too frugal witbuy choice of gift otherwise you
will be seen as an ‘iron rooster’, i.e. gettingaod gift out of you is like getting a
feather out of an iron rooster. Depending on temjtavoid giving one of something.
Chinese philosophy stresses harmony and balanggyesn pairs.

Gift Giving Etiquette Japan

Gift-giving is a central part of Japanese busiretgpiette. Bring a range of gifts
for your trip so if you are presented with a giftuywill be able to reciprocate. The
emphasis in Japanese to refuse at least oncea® before accepting. Giving four or
nine of anything is considered unlucky. Give inrpdi possible.

Gift Giving Etiquette in Saudi Arabia

Gifts should only be given to the most intimatefraénds. Gifts should be of the
highest quality. Never buy gold or silk as a préden men. Silver is acceptable.
Always give/receive gifts with the right hand. Seuenjoy wearing scent — ‘itr'’. The
most popular is ‘oud’ which can cost as much as091&n ounce. It is not bad eti-
guette to open gifts when received.

VI A) Match the sentence beginnings (1-7) with thendings (a-g)

1.My company/organization hi a.for example, it doesn't havedress code
avision b.l know where it's going; | share ig®als
2.We have amntrepreneurial c.the boss isautocratic, and we do as
culture we're told without question.

3.People in my company are highlg.there are lots of regulations and correct
competitive procedures. We are encouragedio things

4.My company is pretty bureaucrati¢by the book
5.My company has a supportive e.we battle each other for promotion g

culture for bonuses

6.My company has a controlling f. when we need them, we're sent on training
culture courses. Every employee hasantor.

7.My company is quite informal g.we're encouraged to look for new

business antake risk:

VI B) Look at the words and phrases in bold abovedamatch them to the
following definitions.

» a person who gives another person help and adviee aperiod of time and
often also coaches them in their job mentor
a set of rules for what you can wear
e aims
demands total obedience from staff
extra amounts of money given to you as a reward
follow the rules exactly
view of how the company will be in the future
involving risk-taking
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VII. Decide whether the following statements areu& or false. Correct the
following sentences.

1. Anglophones are likely to use your first name imragy.

2.0n the other hand, Anglophones can be very olddaskd about manners and
formalities.

3.“Morning” or “Afternoon” are commonly used as arfarmal way of saying
“Good morning” and “Good afternoon”.

4.l don’t think we’ve been introduced?” is a goodynaf introducing yourself.

5. Anglophones shake hands only the first time thegtraemeone.

6.In all other countries in Europe people shake hamtsnever they come
and go.

7.1n the USA or UK a weak handshake implies a lackludracter, whereas in
Thailand you should shake hands gently.

8.People in England almost never kiss each otherjrb@elgium and France
they always kiss twice.

9.1f you are traveling to the Far East, you shouttesi bow or put your hands to-
gether in a prayer gesture as a means of greetoigek the details of each country
before you go.

10.Ms. is an unmarried woman.

11.When you meet an English-speaking person, you agrfldow do you do,
Sir/Madam?”

12.1n English, the longer the sentence, the moreegdiliisually is.

13.When you meet someone you should use their nickname

14.1t is polite in English to answer “Yes” or “No” ale.

15.“Sorry” and “Excuse me” mean the same thing.

16.When exchanging business cards with someone frerirdh East, take care to
look carefully at the card before putting it in yguocket. Do not right anything on it!

VIIl. Choose the right variant(s).

1. How do you do?
a) Very well. b) I'm fine, thank you. c) How gou do?

2. Excuse me, are you Bill Smug?
a) No. b) Yes, I'm. c) I'm afraid I'm not.

3. Please call me Mark.
a) OK. b) Certainly, do call me Sheila. c) Mgnme’s Mr. Jones.

4. May | introduce you to Mrs. Main?
a) Hello. b) How do you do? c) I'm pleased teanyou.

5. Welcome to BSTU!
a) Thank you. b) Thanks. c) Great!
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6. What's your name?
a) Jack Madison. b) Jack.

7. I'm sorry.

a) It doesn’t matter. b) Never mind.

8. Did you have a good trip?
a) Yes, than you. b) No.

IX. Restore the order in the following

1. at she the free is moment?
2. is Mr. on his way Smith.
3. to through you would come like?

4. a hold on could minute you please

c) Mr. Jack Madison.

c) Noakt

c¢) Fine thank you.

sentences:

5. it about ydurtelwhat is could?

6. now he is avdiab
7. from a Suganis Nike this London
colleague
?  office.

X. Restore the right order in the following dialogs. Are the dialogues formal

or informal?

Dialogue 1

Dialogue 2

1. Pleased to meet you. Do call me Marti

n. 1. fmiee Requirement Planning

2. That’s very kind of you. Do you know
my colleague, Sarah Hudson?

2. Not too good, I'm afraid.

3. Very well, thank you, Mr. Hyde, and yo

L. Hello Jim!

4. No, | don’t. How do you do?

4. Hi, Jerry! Howearou?

5. Good morning, Mrs. Woods, how are y

duOh dear! Wt's the matter?

6. And you must call me Sarah. Shall
we get down to business?

6. I'm sorry about that. Can | do
anything to help?

7. I'm fine, thank you. Would
you like some coffee?

7. Well, the computer went down last
night, and we've lost all our ERP data.

8. How do you do? I'm pleased to meet ys

bu. 8. WhBRP?

9. Yes, here is our latest catalogue ...

9. Finekfaand you?

XI. Find 16 expressions in the table below and malke a conversation of yours

using as many phrases as possible. You may useesspns of your own if necessary.

hellohowareyoudoyouremembermewhat
isthematterverywellthankyoushesendsherregardsimaustb
offhowarethingsitisnicetoseeyouagainhowis
businessfinethanksandyouiwillgiveyouaringiam
sorrytohearthatitwasniceseeingyougoingwellthank
youshewasaskingafteryou
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CHAPTER 2. CAREER
Unit 1. Job Application

. Read out the following words and learn them bgdurt:

I

1. to recruit oTOupaTh Ha pabOTy

2. to employ HaHUMAaTh Ha paboTy

3. to advertise the job pa3Meniath 0ObSBIICHUE O BaKAHCHU
4. to apply for the job IPETEeH0BAaTh HAa BAKAHCHUIO

5. a letter of application aHKeTa Ha BaKaHCHIO

6. applicant MIPETEH/ICHT Ha BAaKAHCHUIO

7. recruitment agency areHTCTBO I10 TPYIOYCTPOUCTBY

lI. Think of possible answers to the questions befoeading the text.

How do usually companies recruit new people?
. How do usually people apply for a job?
. Is it better to recruit people oneselves orthsaecruitment agency services?

WN P

lIl Read and translate the following text.

RECRUITMENT

When a company needs to recruit or employ new gedpmhay decide to adver-
tise the job or position in the “NEED HELP” sectioha newspaper. People who are
interested can then apply for the job by sending letter of application or covering
letter (US cover letter) and a curriculum vitae@Q¥ (in US — resume) containing
details of their education and experience. A corgpanray also ask candidates to
complete a standard application form. The compadyiman Resources department
will then select the most suitable applications prepare a short list of candidates or
applicants, who are invited to attend an Intervi@wother way for a company to hire
Is by using the services of a recruitment agenecyU® — search firm) which pro-
vides a list of suitable candidates.

A growing number of companies are no longer satisfvith traditional job inter-
views. Instead, they are requiring applicants fanymwhite-collar jobs to submit to a se-
ries of written tests, roleplaying exercises, sated decision-making exercises. Others
put candidates through a long series of intervigyyssychologists or trained interviewers.

The tests are not about mathematics or grammairyaut any of the basic tech-
nical skills for which many production, sales andrical workers have long been
tested. Rather, employers want to evaluate careidat the following qualities:

* Is the candidate creative and entrepreneuriaiftacandidate lead and coach?

* |s the candidate flexible and capable of learking

» Does the candidate have enough skills and knaeled

» How will the candidate function under pressure?

» Will the potential recruit fit the corporate auiée?

These tests, which can take from an hour to twadase all part of a broader
trend. Companies are getting much more careful talvong. Ten years ago, candi-
dates could win a top job with the right look ahé tight answers to questions such
as “Why do you want this job?” Now, many candidades having to face questions
and exercises intended to learn how they get thdogs.
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They may face questions such as "Who is the bestgsa you ever worked for
and why?” or “What is your best friend like?”. Taaswers, psychologists say, reveal
much about a candidate's management style and himself or herself. The reason
for the interrogations is clear: many hired cantidavork out badly. The cost of
bringing the wrong person on board is sometimesh&garching and training can
cost from $5000 for a lower-level manager to $260,fbr a top executive. With the
pace of change accelerating in markets and tecgpotmmpanies want to know how
an executive will perform, not just how he or slas lperformed. Years ago, employ-
ers looked for experience — has the candidate dioisebefore? Most companies
have not changed this practice until now.

Research has shown that most decision makers maikdniring decision in the first
five minutes of an interview and spend the resheftime rationalizing their choice.

Even companies that have not started extensiviagesave toughened their hir-
ing practices. They make the comprehensive tesiimgd to measure skills in com-
munications, analysis and organization, managestgi® and personality traits.

I\VV. Answer the following questions after readingeltext.

1. How are requiring applicants interviewed? Wisathe purpose of the asked
guestions?

2. Have the questions to applicants changed lately?

3. Does it take much time for decision makers t&ertaeir hiring decision?

4. What would you ask the requiring applicantsatiywere an executive? Think
of possible and appropriate questions.

5. Can only the interview help to choose the begileyee?

V. Read the dialogue between HR employee (HR) and Robert Marczak
(RM) to learn how the interview for such positionag proceed.

INTERVIEW FOR A JOB

HR: What attracted you to apply for the post in ounpany?

RM: Well, Aqua is o well known and reputable firm witkany years' experience.
It takes its business sinuously it is stressedv@ncdompany's profile, it is looking for
leadership, analytical skills, teamwork, and creiti

HR: Yes, that's true. Why did you choose brandingoas profession?

RM: Well, | enjoy the Intellectual challenge of bramgli.. The opportunity to de-
velop and execute strategies, to exploit markebdppities. To resolve Issues, moti-
vate people and achieve results that others beliexeee unachievable.

HR: So, would you say you consider yourself to be goentated?

RM: Yes, definitely. What | focus on is setting objees that optimize the per-
formance of my unit alongside overall corporatefqguenance. | think that in order to
be successful, it takes much more than settingt $8on cash flow objectives. For
example, price skimming and similar practices nigsstrategically justified.

HR: Oh, certainly. In your previous company, you &@ras a marketing analyst
and then you were promoted to assistant brand mneanAfferwards for three years
you worked as a brand manager How would you desdhb major changes in the
scope of your responsibilities?
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RM: I'd say it is 0 progression from executing o gigdrategy to actually devel-
oping a new one. In other words, it is a shift frparticipating in cross-functional
teams to leading them, from monitoring a businasdgbt to assuming profit-and-
loss responsibility.

HR: Oh, | see. Your track record of results lookslyeiahpressive. Could you tell
me about the lost time you had to work with othersccomplish a critical project?
What did you do?

VI. Match the words 1-6 with their definitions a-f:

1.to accomplis | a.to succeed in doing smth, to gain smth with e

2. branding b.giving brand names to products and developing geopl
3. cross-functionalawareness of them

4. to exploit c.composed of at least three members from diverssiaural
5

6

. goal-orientated entities working together towards a common goal

. price skimming| d.to use or manipulate lo one's advantage

e.strongly motivated and highly organized in achigviasks
that are specified in advance

f. a pricing strategy in which a marketer sets aikadbt high
price for a product or service at first and thewdrs the price
over tme

VIl. Match the words to form collocations:

1. to exploi a. cros- functional tearnr
2. to resolve b. people

3. to accomplish c. responsibility

4. to motivate d. Issues

5. to set e. a strategy

6. to assume f. a critical project

7. to develop g. objectives

8. to lea h. opportunitie

VII a. Match the words from column A with the wordsom column B to form
pairs of synonyms. Use them in sentences of younow

A B
sensitive perceptive
partner to discuss
to conduct objective
to achieve understanding to motivate
to talk over to apply
to come to a decision to reach the solution
to give reasons to carry on
transaction to attain an objective
to use negotiation
purpose to be true
trait to gain understanding
to achieve an objective characteristic
to be correct to leave the company
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VIl b. Match the words from

form pairs of antonyms. Use them

column A with the woi from column B to

In sentences afiyown.

A B
Solution ineffectively
to persuade wasteful
productive to reject
to accept unfavourable
persuasive carelessly
successful disruption
efficiently to fall
to attain discourage
skillfully unconvincing
carefully worthless
to lead awkwardly
valuable to follow

I X. Choose the appropriate form of the words to comgltéte sentences. Translate
the sentences into Russian.

1 to conduct, conduction, conductor

a. ... a stress interview means to put the inter@&in a hostile situation to see the
reaction.

b. He was thoroughly instructed how ...himselfra interview.

c. This material is a better ... than wood.

d. The ... of electricity through this material wagestigated.

2 to solve, solution

a. Information interviews are considered to be vemgortant for reaching the ...
to problems.

b. This was the latest attempt to find a ... tottbables in the company.

c. The employees should be working together on.thaf the problems of their
company.

d. The manager thinks this would create more prosl#han it would ... .

3 to depend, dependence, dependable, dependent

a. The employment decision should not ... on thiequel details of an applicant.

b. Employers prefer people who are organized and ..

c. The possibility to get a good job is heavilyon. the favourable impression an
applicant makes on an interviewer.

4 to evaluate, evaluation

a. During the interview a manager should try tthe. applicant's answers without
showing any disapproval or disbelief.

b. The ... of the information from all the refereaanay be too big a job for the
prospective employer as he has too many applicants.

c. To achieve your objective of getting the intewer's favourable ..., you need to
be able to sell your qualifications.
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Unit 2. Writing a Curriculum Vitae

|. Read and translate the following text.

In the job hunting market, there are lots of wayseployer can learn about po-
tential hires; from business cards, to personalkited, to job applications. Of course,
no little piece of paper is better known than tesume. To really figure out what a
CV is, we first have to talk about what CV meanige Tetters CV stand for curricu-
lum vitae which is Latin for “course of life.” A seime isn’t very long. Ideally a good
solid resume is about one page in length and caubmitted for almost any type of
job on the market. When you type up a resume, gousually just covering your
work and educational history. You might includetagr professional affiliations and
possibly highlight specific major awards that reltd the job you're applying for, but
it’'s usually a concise document. Short and sweeCulviculum Vitae on the other
hand, is much longer and covers much, much moggnwdtion. A CV is a thorough
and comprehensive document, detailing not only yeduwcation and work history,
but also your achievements, awards, any honorsvgdoéen conferred and any and
all of your publications.

Different Types of CV

Chronological- outlining your career history in date order, naly beginning
with the most recent items (reverse chronologicBhis is the "conventional" ap-
proach and the easiest to prepare. It is detail@ahprehensive and biographical and
usually works well for "traditional" students withgood all-round mixture of educa-
tion and work experience. Mature students, howeway not benefit from this ap-
proach, which does emphasize your age, any cameakd and work experience
which has little surface relevance to the postsam@uapplying for now.

Skills-basedhighly-focused CVs which relate your skills andliibs to a specif-
ic job or career area by highlighting these slalilgl your major achievements. The
factual, chronological details of your educatiord amork history are subordinate.
These work well for mature graduates and for anybwetose degree subject and
work experience is not directly relevant to thgapkcation. Skills-based CVs should
be closely targeted to a specific job.

A good CV should:

1. attract attention;

2. create a positive impression;

3. present your skills and qualities clearly andarsely.

Common Features of a CV

Start by first listing everything you can about ydaackground information and
then building out from there. To help you get gdstwe’ve pulled together a few of
the most often seen sections of CVs that you megpect to include when writing
your own,

1) Who are you?

A CV should always include your basic informatidarsng with your name, ad-
dress, telephone number and email. For United Statel Canadian job seekers,
that's generally all you need to include. If yowssh for example CVs online, you

are likely to come across ones that include a spabport-sized photo of the appli-
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cant in the upper right-hand corner. While thisctice is standard in France, Bel-
gium and Germany, it is NOT considered appropriateCVs in the United States
and Canada. Just a heads up.

2) No, really...who are you?

In some instances, it's also appropriate to incladief bio of yourself. Depend-
ing on the industry you are going into, a shortilabout who you are might be all
you need to catch an employer’'s eye and get calléar an interview. If you do de-
cide to include a brief bio, make sure it's welitten and original.

3) What have you done?

As a CV is a thorough detailing of your historyathncludes your educational
history as well as your work experience and anwittg you might have received.
When detailing your educational history, you wandb it in reverse chronological
order. Be sure to include the full list of your degs, including those you've already
earned and any you might be currently pursuing &l as where you received your
education.

Be sure to list the years of your graduation. Ifi yywe the author of a dissertation
or thesis, you would include that information hasewell as the name of your advi-
sor. For your work history, you want to include oy where you've worked, but
also any applicable experiences related to thak wor

If you're an educator and you’re not only teachibgt also working in a research
lab or facility, you would want to include that kelField experience, leadership ex-
perience, related volunteer work and any and akmoexperience that relates to your
employment goes in this section.

4) What do you like?

Unlike a resume, a CV often includes a section toaers your areas of interest.
While this might seem unusual, it can actually jpteva potential employer with a lot
of insight into who you are, which is why it's smportant to make sure you handle
this section carefully.

While it might be tempting to just list your hobbikere and hope for the best, it's
actually a good idea to expand on what you do ur yee time as well as why you
do it. Are you a history buff who loves to go t@nactments? Rather than just listing
“Re-enactor” on your CV, flesh it out a bit.

“As a historically accurate civil war reenactorgmjoy spending my weekends
immersed in a world where | gain first hand insigd our country’s rich past.”

Do you have leadership skills outside of your wtrlt you enjoy participating
In? List those here as well.

No matter what you list here, try to include a mamg interests that demonstrate
who you are when you’re not working at your job. €@rse, try not to include in-
formation that would make it appear that you'ret gtsiffing things into your CV in
order to give it length. It's perfectly fine todigour interests, but keep it within rea-
son. List the things that are the most relevanthat you are looking for work wise.
It's not necessary to list every extracurriculamaty you've ever participated in.

5) Mad skills, bro! How many languages do you s@eake you fluent in multi-
ple tongues? What about computer programs? Areaypoaiccomplished graphic de-
signer who has an extensive knowledge of speafiovare? List that too!
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6) You're the best!

Have others recognized you for the work you've dob® you have any awards
or honors that you've received for teaching? Howwldor service or work? Have
you applied for and received any grants or schbips® Those go here! This is also
where you want to include things like fellowshippatents.

7) Texts and Talks

Are you an author of any papers, articles or books® you an expert in your
field and thus find yourself speaking at conferesngmnels or symposiums? Make
sure you list those and give a brief descriptioreath so your reader knows what
you've done and where.

8) I'm in the club! Are you a member of any professl organizations, guilds or
clubs? Make sure to include if you've held any @df or positions within those or-
ganizations and how long you’ve been with them.

9) Who will vouch for you?

A reference section is also something you mighster including in your CV.
While it's not always required, it's not a bad idegout down references if you know
the person recommending you is going to be enthtisaly in your corner. (Of
course it should go without saying you should drdye enthusiastic references...)

If you feel your CV is running long for your levef experience, or you'd like
more time to prep your references, it's also péifemcceptable to say “References
available upon request.”

10) And the Rest...

Other sections you might include in your CV (depegdentirely on the job
you're applying for) include:

o Study Abroad

 Exhibitions

» Professional Licenses and/or memberships

» Consulting Work

» Professional Development

» Research Experience

» Teaching Experience

Remember, your CV should be specific to the ingustrarea of work you're en-
tering, so while much of the basic information dddoe fairly standard, always find
examples that relate to the job you're after tauemshat you're including all the nec-
essary things.

Well, now that we’ve gone over all that...

What About Formatting?

With any and all documents you turn into a potémmaployer, you want to make
sure that your CV is clear of any and all gramnatand spelling errors. You want to
make sure that your CV is carefully and logicadlidl out and that it reads well. Yes,
you're including a lot of information in this docemt, but don't try to cram every-
thing in all at once.

Organize it using topical headings and be considarahow you lay it out and
how you order it. While the order of topics in a @/flexible, it's a good idea to
keep in mind that what you list first will receitliee most attention. Try to arrange
your sections so that they highlight your strengtheelation to the position you are
applying to.
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Make sure your font is readable and that you aresistent with any formatting
you decide to use.

Don't include your salary history in your CV. Yousa shouldn’t include why
you left your last position.

When you’re working on a resume, it's common to aiggpe of formatting called
“gapping.” Gapping is when you take a full senteacel cut it down to the most
basic components in order to convey the most amotimiformation in the least
amount of words. However, when writing your CV, ywill want to use full sentenc-
es. It's also important to work in action wordstthalp to not only draw in the read-
er, but keep them engaged in what they’re reading.

Here, let me show you the difference. Let’s pretgod were a floor manager in a
service department at a company. If you were vgitimesume and utilizing gapping,
you might note your experience like this:

Floor manager (2000-2002)

Team leader.

Responsible for customer service

Again, this example is perfectly acceptable foesume. For a CV, however, you
want to make sure you're including more informatiand utilizing your action
words.

Example:

| worked as a floor manager from 2000 to 2002. bgithat time | oversaw and
lead a team of twenty employees committed to progiduality customer service.

Example:

| spent five years refining my abilities as a né&got and motivator, using my
skills as a problem solver to help persuade cliemtsy new and exciting products.

When printing your CV, always print your pages $ngided. Yes, it's longer
than a resume, and it's tempting to try to saveepay printing double sided, but re-
sist that temptation!

As a CV is longer than a resume and can often ewaral pages, make sure you
include page numbers on every page except fonrsteohe.

And remember as well to be always honest in your CV

ll. Work with a partner. Discuss the following 'tig for a successful interview.
Do you agree with all of them? Add one more of yaawn.

1. Before the interview, ask a friend/colleagueask you typical questions. In
particular, practice talking about your strong peinsing concrete examples from
your current job.

2. Before the interview, write to the people whdlgive you references. Tell
them to expect a call and give them a recent cogpar CV/Resume.

3. Arrive 30 minutes early on site and 10 minutadyefor the interview. Use the
time to walk in the fresh air. When greeting theemiiewer, smile, make eye contact
and shake hands firmly.

4. Your clothes, shoes and hair need to be tidyadrade your normal standard.

5. Keep your answers short, simple and relevastyoa would in other business
situations. Interviews are a dialogue so don't tadice than 60-70% of the time. If the
interviewer wants more information, let him/her éskit.
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6. Occasionally take the initiative and ask questitm show you are interested.

7. Be enthusiastic and positive. Never contradicgue or interrupt. Never
criticize previous employers during the interview.

8. Don't be submissive. Treat the interviewer wabpect, but as an equal.

9. Don't ask questions about the salary. If possiait for the interviewer to
mention it. Ask for higher than you expect. If ioudbt, ask for your current salary
plus 15%.

10. Immediately after the interview make notestevdown names, details about
the organization, and especially company 'buzzwottigalled for a second inter-
view, make sure you use these.

11. Consider writing a short follow-up letter, pawtarly after informal interviews
where there was no clear job being advertised. ésgoiyour pleasure in meeting
everyone (list them by name), comment on one atthedo meeting (something that
emphasizes your qualifications), mention again kieefits you can bring to the
company and why you would like to work there (i#ucompany buzzwords).

lll. Work in groups of two or three. Have a formahini-interview.

Interviewee. Before you start, give your CV/Resumgour interviewer/s to look
through. Interviewer/s Ask questions, listen cdigfask follow-up questions.

I\VV. Compare two CV. What is Chronological one andhat is skills-based one?

I A rotais a list which gives details of the order in whitifferent people have to
do a particular job

ALAN TURING
Home Address Term Address:
33 Union Street, 6 Farthings Court, Parkwood
Bletchley Park, Canterbury
B6 3AE. CT2 8NP
Tel. (0161) 351 4039 Nationality: British

Email: at5555@kent.ac.uk

EDUCATION AND QUALIFICATIONS
University of Kent BSc(Hons.) Computer Science 20102013

Subjects include:

Software Engineering, Compiling Techniques, Crypapdy,

Digital Systems, Operating Systems and Robotics.

| obtained 62% in my 2nd year exams equivalent2dla

My project involved the development of a Linux-béds®de breaking system and

required independent research skills

Sherborne College 2008 - 2011
‘A’ Levels: Mathematics A, Physics C, Chemistry D.
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St. John's Boys School, Hastings. 2003 - 2008
8 GCSEs including Mathematics, English and German.

WORK EXPERIENCE

Tourist Information Office, Canterbury Summer 2011

Assisting customers from all over the world withwade variety of enquiries,
working in the Bureau de Change, booking theattecamcert tickets.

Hastings City Council Summer 2009

Temporary Accounts Clerk in City Treasurer's offi€esponding to customer
enquiries, using computerised accounts systems.

Simple Simon's Public House, Canterbury. Sept. 201-1present
Part-time barwork throughout the year serving auste and cashing up.

ACTIVITIES AND INTERESTS

« Secretary of the Cryptography Society, involvedKkiog speakers.

» Helped to organize a charity fun run for Rag Week

» Have fundraised for the World Land Trust who buy @ave endangered rain-
forests.

= With a passion for finding eye-catching images, tpgaphy has become an
interest of mine. With self-motivation, | have gdat myself how to use Photoshop,
and | have created my own website

« Other interests include current affairs and readmgi novels.

ADDITIONAL INFORMATION

« Computing Skills: Knowledge of Linux and Windows 7. Programming Iskih
Java, Haskell and Modula 3. Good knowledge of S@d XML.

» Good level of spoken German.

= Full, clean driving licence.

REFEREES : | am happy to supply these on request.

ALEX BUCKSHEATH

14, Wychurch Road, Canterbury, Kent. CT2 7SJ.
Tel. 01227 - 764521

Email: ab999@kent.ac.uk

Nationality: British

Female

Personal Statement
A graduate with strong communication and orgarosati skills gained in nursing,
now seeking to move into HR as a trainee manager.
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Skills
Communication

« As Ward Sister it was important to be able to comitate with a variety of
staff ranging from cleaners to consultants

= Working with patients and their relatives requitbs ability to communicate
complex medical information and to handle difficsituations with tact and sensitivity

« Presented my degree project on «The Impact of e Caws in Kent» as a
Powerpoint presentation at a History Society senmasavell as in writing.

Planning/Organising

« As Ward Sister managed a team of nursing and stgpaff, which included
organizing staff rotas and prioritizing tasks. Als@anaged patient admissions, liaising
with staff in other departments and other hospitals

= As Secretary of History Society responsible forkng speakers and promoting
events

- My degree project required work to a tight deadlinesearching in local
archives and managing a database

= Bringing up two children while working and studyimgs required flexibility
and the patience of a saint!

Teamwork

- Worked as part of a team on a busy ward, sometimdsr great pressure. Here
flexibility and initiative were essential

- The Psychology module of my Access course involepoup project where |
worked with three other students investigating dflect of returning to work on
women's self-esteem. Responsible for co-ordinatiteyviews and qualitative analy-
sis of interview transcripts. Our project was aveardhe highest grade of any in that
year

- As an office temp it was necessary to fit into @amammediately and to pick up
information quickly.

Training

= As Ward Sister was responsible for the training athiiction of new nursing
and support staff;

» Helped children improve their maths and reading aslunteer classroom assis-
tant at my children’s primary school

Computing

« Good knowledge of MS Word, Access and PowerPoint

« Designed a web page to support our village heripaggct

Education

BA (Hons.) History, University of Kent, 2010 to 2013
Achieved 63% in Second Year Examinations. ExpeRiesult 2:1.

Canterbury College, Access Cours€008-2010
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Subijects included History, Sociology and Psycholagyvhich | achieved 83% in
my final examination.

William Harvey Hospital, Ashford, Kent, 1987 — 90 $ate Registered Nurse
Training Course

Including study of anatomy, physiology, diseases ta@atment, ward mangement
and practical nurse training

Surbiton High School, 1981 — 1987

5 O-Levels including English, Mathematics, Science.

Work

Elite Nursing Agency, Canterbury, 2001 — present Part-time Nursewhilst raising
my family and studying for my degree

Canterbury Hospital Ward Sister 1997 — 2000
Responsible for patient care, clinical proceduaesninistrative duties and staff train-
ing and development while in charge of a busy satgnedical ward with a 4-bed
critical care unit.

1988 - 1995: Nurse, then Senior Nurse - Canterburgospital
Working with a multi-disciplinary team on a variegfwards

Other jobs have included temporary office work and waitregsin

Additional Information
= Married with two children aged 9 and 12.
= Full, clean driving licence.

Referees

Dr.I.M.Bright Mrs N. Parke
Senior Lecturer, Director,
Keynes College, Elite Nursing Agency,
University of Kent at Canterbury, Russell Road,
Canterbury, Canterbury,
Kent, CT2 7NP Kent, CT1 8FF
Email: I.M.Bright@kent.ac.uk Email: nparker@elitenursing.co.uk
Tel: 10227 8270C Tel: 01227 88877

V. Complete the job advertisement for a corporatequrement manager with
words from the box.

Fulfilment, negciation, 3PL providers, procurement, command, vesdsupply
chain,relationshij

We are looking for a proactive and dynamic profasal to take care of our stra-
tegic procurement and supplier management.

Reporting to the Director of Corporate Procurem#rd,successful applicant will
be responsible for managing both internal and aatecustomers and for working

with the appointed . While liaising witheth team, , and
related stakeholders, you will also be involveginviding business support to opti-
mize finance-logistics processes, order nd J@gistics costs.
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Other responsibilities include providing initiatsséo help maximize company
business profitability and efficiency.

The ideal candidate should have a degree in _ _management or logistics
management with a deep understandlng and knowlefdipe China logistics market.
You should have at least 5 years' experience irulimational company and you
should possess outstanding skills. Basddaicau, excellent of
English and Cantonese is a must with Mandarin aarsdge.

If you are interested in this role, please send ¥ in Word format to ...

VI. Read the job advertisement again and answer tjugstions.

1.What area will the new corporate procurement managad?

2.What are the procurement manager's main respatiegfl List two or three.
3.Who will he/she collaborate with closely in his/hen?

4.What qualifications are expected?

5.What kind of experience is required?

Can you think of other areas which are important iprocurement? Discuss
with a partner.

Unit 3. Writing Covering Letter

|. Read and translate the following text.

When you apply for a job with a curriculum vitais important to include a cover
letter, also known as a covering letter, with y@W. This letter allows you to make
a favorable first impression, using narrative inuy@wn tone of voice to catch
the reader’s attention and encourage them to giseriaus review to your attached
resume.

Curriculum Vitae Cover Letters

A cover letter should be included with every curhion vitae you send, and
should also be tailored to respond to the uniquesgecific requirements requested
by each organization you are approaching; don'tdruse the same cover letter for
every job you apply for.

This letter needs to provide detailed informationvehy are you are qualified for
the job. It should also outline the reasons forryiaterest in the company or organi-
zation to which you are applying.

Use your cover letter to identify the most relevskitls or experiences specific to
the job, rather than restating the informationoniryCV. If you're writing a cover letter
for a position at a college or university, hera@wto write an academic cover letter.

What to Include in Your Curriculum Vitae Cover Leatt

Kevin Fitzgerald is the North American Marketingr@munications Manager for
Michael Page International, one of the world's lleggrofessional recruitment con-
sultancies. He provides the following suggestidmsua what information to incorpo-
rate into your curriculum vitae cover letter.

The content of your cover letter should be briaf atructured; avoid lengthy rep-
etition of information covered in your CV. Unlike@V, it is acceptable to write a

cover letter in the first person.
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Your letter should address the relevant contachsemame often appears in the
job advertisement. Avoid “Sir” or “Madam” if poss#

If you are replying to a job ad, say so. Mentioa jbb title, any reference num-
ber, and where and when you saw it.

In some cases an advert will indicate that a maotestantial letter is required.
Always follow specific instructions and include amformation if it is particularly
requested (for example, your current salary).

Briefly outline your current situation and why yame seeking change. Include
mention of your current or last job, qualificatioremd professional and academic
training, tailoring your information to make it edevant as possible to the organiza-
tion or job applied for.

Tell the potential employer a little about themesito demonstrate you have
properly read the position description and that aue done some research into the
organization. Also, state why you are interestetth@m as an employer.

You need to succinctly emphasize why an employey want to meet and em-
ploy you. Highlight your transferable skills, ach#enents and versatility: what you
can contribute and what makes you stand out froar gompetition. You can also
mention personality traits relevant to the role leggpfor, taking care not to appear
too subjective.

Ensure that your CV covering letter flows freelpwever, and does not slavishly
match every point on the job description. The reat®uld be left with an overall
impression that you are a potentially valuable taldito the workforce.

Negative information of any sort should be avoideglour cover letter as well as
on your CV.

Close your letter with a polite expression of iesrin further dialogue with the
recruiter. Do mention that you would like the ogparty to discuss your suitability
further in a personal interview and that you awaiésponse in due course.

Ensure your letter is neatly and clearly presemttd no grammatical or spelling
errors.

Email covering letters should be written in a comnfiont (such as Times New
Roman, Verdana, or Courier New) with standard fatimg and should emulate a
handwritten letter in terms of style.

Below you will find Ann Jackson's covering letter:

52 Hanover Street
Edinburgh

EH2 5LM

UK

Emily Stark

Futura Gmbh
Blumenstrasse 120
8000 Munich 22

Dear Ms Stark: 8th Janu2017
I'm writing to apply for the position which was aatised last month in The Daily
News.

32



Although | am presently employed by a non-profigamization, it has always
been my intention to work in commercial environméntould particularly welcome
chance to work for your company as | have long agnboth the quality of the
products that it provides and its position as ade@ér of environmental causes. As
you notice on my enclosed CV, the job you are aftgsuits both my personal and
professional interests.

My work experience has familiarized me with manyttad challenges involved in
public relations today. | am sure that this, togettvith my understanding of the
needs and expectations of sport and nature enditsisi@ould be extremely relevant
to the position. Moreover, as my mother is Gernhaam fluent in this language and
would definitely enjoy working in a German-speakemyironment,

| would be pleased to discuss my curriculum vitath wnore detail at an inter-
view. In the meantime, please do not hesitate tdacb me if you require further in-
formation. | look forward to hearing from you.

Yours sincerely.
Ann Jackson

ll. Fill gaps in the covering letter
Maxine Cunningham

Hiring Manager

Dayjob Ltd

120 Vyse Street

Birmingham
B18 6NF

18th May 2017

Dear Ms Cunningham

| have recently graduated from ................. University with a .......... in
................. My keen interest to work in theld of ............. is what led me to enrol on
> R course, and is also the readoy | am writing to you.

Yesterday | saw your vacancy for a ......... .on.the dayjob.com website. After

reading the job description | have become convirtbatl | am a perfect match for
your requirements as | have the necessary skilltie® and future potential that you
are looking for. | consider myself to be proactivesourceful, highly organized and
deadline oriented, with the ability to multi-taskdacoordinate a number of high pri-
ority tasks at any one time.

Whilst studying | also worked part time as a voéaent................... at .o.oeeeeenns
My time working there broadened my knowledge of filedd of ................ and has
given me a much greater understanding of ............ All of my experiences to date

have given me a strong work ethic, and an abitit§irid practical solutions to prob-
lems. My core strengths include, but are not lichiie the following;

» An aptitude for problem solving and using my irtitra.

» Superb leadership skills.

» Having a high level of commitment to projects | Waon.

» Taking constructive criticism well.
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| am very eager to become part of a winning tede yours, and right now | am
looking for a role that will give me the opportyntibo become actively involved in
real world projects, and gain practical work expece in the field of ...................

| look forward to discussing with you in greatetalethe possibility of my join-
ing your organisation and contributing to its canBd success. | would very much
welcome a interview, and would like to close byntkiag your for taking the time to
review my application.

Yours sincerely,
Andrew Daniels

123 Some Made Up Road

Birmingham
B111 1AAA
Tel: 0044 121 638 0026
Email: info@dayjob.com

l1l. Write down the job that you are applying for.

Job title

Company

Prepare for a mini-interview. Decide which of tledwing questions you want
to answer and fill in any gaps with your own pekdanformation. Add a question of
your own that you want the interviewer to ask ybhen work with a partner to dis-
cuss how you would answer them.

1. Why did you apply to this company? What do yaow about our company?

2. What do you know about this business?

3.What do you know about this market?

4. What do you know about our products?

5. What interests you most about this job?

6. What can you bring to this position? Why shoutslemploy you in preference
to the other candidates?

7. You have very little experience in. How willlydeal with this?

8.You appear to be a little young/old for this piosi.

9. Are you prepared to travel?

IVV. Work with a new partner and have a formal mimnterview.

Interviewee Before you start, give the interviewes worksheet with the job title
and company you are interested in and show hinwhéch questions you have pre-
pared.

Interviewer Look at the interviewee's chosen joll aneck you understand
what it is. Then use the questions you are givesteh carefully and ask follow-up
guestions.
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V. Complete the sentences with words from the box.
| Experience, backgrounhcurs, knowledge, companjob |

1. You need to have a through of reverse tlogiso apply for this
position

2. He s not with his mundane :

3. Alibaba is a widely recognized and prosperous

4. Most of our employees work flexible

5. The pay depends on previous

6. Our course is designed on provide the analytical necessary for
students wishing to study business now.

VI. Complete the sentences with suitable preposisio

1. The pay depends ___ previous experience.

2. A suitable candidate will have _ least 2 yeagsshics experience.

3. Those selected ___an interview will be contacted

4. We are currently looking an Office Administrator_join out team

5. The candidate is expected ___ have through knowlefibudgeting.

6. The candidate must be able  work __ differemepts simultaneously.
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CHAPTER 3. BUSINESS CORRESPONDENCE
Unit 1. Meaning and Importance of Business Correspadence

Find Russian equivalents to the English words.

l.

1. customer 3anpoc

2. salesman ILoxymaTens, KIMEeHT

3. enquiry (inquiry) CramsiTKa, aMsTHasl 3aMicKa

4. complaint dxkoMMepueckoe IpeIoKEeHHE

5. memo exanoba (pexaamarusi)

6. letter of adjustment fiokyrika ToBapoB

7. correspondence QGOBBIIICHUE B IOJDKHOCTH, MPOIBUKCHUE
8. purchase of goods 1MCHEMO OTBET Ha PEKITAMAIIHIO

9. goodwill l.IIpoTaBely

10. suggestion fiepernucka

11. promotion KmoOporkenareabHOCTh

12. to enhance sales nbkas, TUIaHUPOBKa, PaCTIOI0KEHHUE
13. layout MyBETUYUTD MPOJAAKHU

Il. Read and translate the following text.

In our day to-day life we exchange our ideas, tindsignd other information with
our friends, relatives and other people. Sometweslirectly talk to them and some-
times we also write letters to them. In lettersexpress our feelings in a few words,
we may ask for any information or we may write abawomplaint in connection
with our problems. Similarly businessmen also ergeaideas, information by writ-
ing letters. They communicate business informatooustomers, suppliers and oth-
ers and at the same time receive a variety ofrteftem them. So let us know about
different types of letters used in the processusifess transactions.

Business letters may be divided irdfficial and semi-officid. The first kind of
letters is characteristic of those people workindusiness: an executive, a depart-
ment manager, a salesman, a secretary or a spetabusiness and technology. Of-
ficial letters include enquiries, offers, ordersnplaints, memos, letters of adjust-
ment, and so on. But if people want to congratutetthank somebody, to accept an
invitation, this is a kind of semi-official letters

Communication through exchange of letters is knagncorrespondence. We
communicate our feelings, thoughts etc. to oumfteeand relatives through letters
that may be called personal correspondence. A Bssiman also writes and receives
letters in his day to-day transactions, which maychlled business correspondence.
Business correspondence or business letter isteewigommunication between two
parties. Businessmen may write letters to suppifegyoods and also receive letters
from the suppliers. Customers may write letterbusinessmen seeking information
about availability of goods, price, quality, sampte. or place order for purchase of
goods. Thus, business letters may be defined asdaanor means through which
views are expressed and ideas or information isnmamcated in writing in the pro-
cess of business activities.
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Now-a-days business operations are not restrictethy locality, state or nation.
Today production takes place in one area but copsamtakes place everywhere.
Since the businessmen as well as customers lifag wif places they don’t have suf-
ficient time to contact each other personally. Thisre arises the need for writing
letters. In the past the situation was not so. &8 letters were not essential in olden
days. But now the importance of letters has in@edsecause of vast expansion of
business, increase in demand as well as supplyarfsy

Let us learn about thenportanceof business letters.

1) Help in maintaining proper relationship

Now-a-days business activities are not confinedrtp one area or locality. The
businessmen as well as customers are scatteredjtiwot the country. Thus, there is
a need to maintain proper relationship among thgnuding appropriate means of
communication. Here business letters play an ingmbrriole. The customers can write
letters to the businessman seeking information apmducts and businessmen also
supply various information to customers. This helgm to carry on business on na-
tional and international basis.

2) Inexpensive and convenient mode

Though there are other modes of communication tistephone, telex, fax, etc.
but business information can be provided and obthatonomically and convenient-
ly through letters.

3) Create and maintain goodwill

Sometimes business letters are written to createeahance goodwill. Business-
men at times send letters to enquire about contplaind suggestions of their cus-
tomers. They also send letters to inform the custsrabout the availability of a new
product, clearance sale etc. All this results ind@d relations with the customers,
which enhances the goodwill of the business.

4) Serves as evidence

We cannot expect a trader to memorise all factsfigndes in a conversation that
normally takes place among businessmen. Throutgrdethe can keep a record of all
facts. Thus, letters can serve as evidence inafagispute between two parties.

5) Help in expansion of business

Business requires information regarding competingdpcts, prevailing prices,
promotion, market activities, etc. If the trades @ run from place to place to get in-
formation, he will end up doing nothing. It willmsply result in loss of time. But
through business letters, he can make all enquatesit the products and the mar-
kets. He can also receive orders from differenhtees and, thus enhance sales.

Business Letter Layout

There are two styles of laying out now in commoae:uble semi-blocked layout
and the fully blocked layout. Informal handwrittéetters are best laid out in the
semi-blocked style. When typing or word-processangtter, it is possible to choose
between the two layouts, but if you are writingdet on behalf of a company check
back in the filing to find out which of the two tlkempany prefers to use. If you need
to send a formal letter but can not get to a typiaghine or a computer, it is the best
to use the fully-blocked style. But whichever styleu choose, you must be con-
sistent and use that style all through the letter.
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In the semi-blocked style:

In the block style (which is more widely

it tends to look less informal):

used now in the business context because

1. each paragraph is indented from th
left-hand edge of the page;

2.the complimentary close and

the signature are also indented,

3. the date and the reference number
placed on the same line at the top of tl
page;
4.the subject heading is centered ung
the salutation;

5. standard punctuation (a comma at {
ends of the lines in an address, after tl

2 1. each paragraph is started flush left
rather than indented,

2.the complimentary close, signature
and subject heading are also typed flu
dedt;
8. the reference and date have a line {
themselves;
e4. a line space is left between each tw
paragraphs;
h&. open punctuation of addresses, dat
nsalutations and complimentary closes

0

0

eS,

salutation and the complimentary clost
and in the date) is used

2(which entails use of no punctuation)
Is applied

How to Write Business Letters

On the job secretaries most often write shortigtte fix-messages. Businessper-
sons have always used powerful communication teeaehwealth and position. The
right message at the right time and place is aesscclhe principles of good corre-
spondence are 1) writing often and 2) respondingkiu The keys to letter writing
art still exist. If you wish to follow them, you Ivsee the improvement in your very
next letter.

1. Begin from the endecide what you would like to happen as a resujtoorr
letter. Want money? To sell something? A promoti@uPmarize your letter in a
sentence. The best letters have a strong sensepifge.

1. Put yourself in your reader's plac&herefore be friendly and nice. Never write
in anger. Your anger will evaporate: your lettel wemain. Find ways to turn nega-
tive statements into positive ones. Show your gmadiners: be sincere, tactful and
polite. Whenever you can, use pronoung/e, andyou addressing your reader by
name «Dear Ms. White».

2. Write plainly and clearlyKeep your sentences short — one idea in each. Any
sentence longer than two typed lines is automdicaispect. Try to write the way
you talk. Your letter should be easy to read antll steictured.

3. Decide what information is important and what iselevant Write exactly to
the subject; don’t use personal information angpseless phrases. Make your letter
persuasive and informative. Chop out the wholagaphs if they do not contribute.
In particular, pay attention on adjectives as Modtavrote «The adjectives is the en-
emy of the noun. »

4. Use passive verb3he passive voice sounds more polite. Not to withave
misdirected your invoice» use «Your invoice hasnbeésdirected» instead.

5. Check your grammar, spelling, punctuation, andestgket up a clean, logical
format for your letter. Be careful with dates, agkdes, figures, and punctuation in
particular countries. Use only common, internatipnaccepted abbreviations and
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full grammar formsg. Read the text aloud to yodrs®l better, to someone else and
ask him or her to look critically at your draft.

6. End the letter with an action stefhe last sentence of you letter should
suggest the reader's or your own next move likgedf have any problems, please do
not hesitate to call us at...».

lll. Learn the following expressions.
Apologies and regrets

We regret being unable to ... Coorcaneem, umo. Mbl He MONCEM ...
Unfortunately we cannot... K coorcanenuro, mol ne moorcem ...
Please accept our apologies for ...  Ilpocum npunsmo nawiu uzsunenus 3a ...
We express our apology that... Hzeunume nac 3a ...

We offer (make) our apologies ...  Mbwi npunocum ceou uzgunenusi ...
Gratitude

We would be very much obliged...  Mbi 6b11u 661 6ecoma npusnamenshi ...
We shall be grateful to you ... Mpwi 6yoem Bam brazooaphul ...

IV. Read the words. Make two columns of synonymsdrmal style — formal
style)

Big, satisfactory, to thank, to improve, to givapstantial, to dispatch, a buy, to
be grateful, so-so, to obtain, correspondence,gsapincorrect, to send, to inform,
to get, to supply, to show, a purchase, to telinthcate, wrong, to get better, to be
obliged to smb., to get worse, to owe, lettersajde decline.

V. Rewrite the sentences in formal business style.

. We want you to give us your answer immediately.

. We've got none of the items in stock.

. Please don’t change the supplier.

. We can't tell you about delivery because we tknow.
. Your cheque is wrong.

. We have been waiting too long for payment.

. Your order will be late.

. You still owe us $ 1000.

Oo~NO A~ WN -

VI. Fill in the blanks with suitable words.

1. Business letters serve as a/an ............ IN Case of dispute in business
transactions.

2. LIS v, for the businessmenremember all facts without corre-
spondence.

3. Business letters build ................... fdrusinessman.

4. Business letters are written to ..............iInformation.

5. Business letter is the most .............. mode of communication.
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VII. Say if the following statements are false aue. Correct the false sentences.

1. Letter is a form of written communication.

2. Through business letter personal contact camdatained between buyer and
seller.

3. Business letters lead to decline the goodwitheffirm.

4. Letter is a convenient and economic mode of comaation.

5. Business letters do not help in removing misustdading between buyer and
seller.

Unit 2. Parts of a Business Letter

|. Read and translate the following text.

The essential parts of a business letter are ksvil

1. Heading. The heading of a business letter ysgalitains the name and postal
address of the business, E-mail address, Web-ddess, Telephone Number, Fax
Number, Trade Mark or logo of the business (if any)

2. Date. The date is normally written on the righhd side corner after the head-
ing as the day, month and years. Some example28iheFeb., 2003 or Feb. 28,
2003.

3. Reference. It indicates letter number and thmadment from where the letter
Is being sent and the year. It helps in futureregfee. This reference number is given
on the left hand corner after the heading. For g#anwe can write reference num-
ber as AB/FADept./2003/27.

4. Inside address. This includes the name andafidress of the person or the
firm to whom the letter is to be sent. This is vent on the left hand side of the sheet
below the reference number. Letters should be addceto the responsible head e.g.,
the Secretary, the Principal, the Chairman, theddanetc. Example:

M/S Bharat Fans

Bharat Complex The Chief Manager, State Bank of India
Hyderabad Industrial Complex Utkal University Campus
Hyderabad Bhubaneswar, Orissa- 751007

Andhra Pradesh - 500032

5. Subject. It is a statement in brief, that intksahe matter to which the letter re-
lates.

It attracts the attention of the receiver immedyadad helps him to know quickly
what the letter is about. For example,

Subject: Your order No. C317/8 dated 12th March®®ubject: Enquiry about
Samsung television

Subject: Fire Insurance policy

6. Salutation —This is placed below the inside adsirit is usually followed by a
comma

(,). Various forms of salutation are:
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Sir/Madam: For official and formal correspondence

Dear Sir/Madam: For addressing an individual

Dear Sirs/Dear Madam: For addressing a firm or ayp

7. Body of the letter. This comes after salutatibims is the main part of the letter
and it contains the actual message of the sertderdivided into three parts.

(a) Opening part — It is the introductory part lo¢ tetter. In this part, attention of
the reader should be drawn to the previous correpwe, if any. For example with
reference to your letter no. 326 dated. 12th M&@b3, | would like to draw your at-
tention towards the new brand of television.

(b) Main part — This part usually contains the sabmatter of the letter. It should
be precise and written in clear words.

(c) Concluding Part — It contains a statement thgeader’s intentions, hopes or
expectations concerning the next step to be takerther, the sender should always
look forward to getting a positive response. At #ral, terms like Thanking you,
With regards, With warm regards may be used.

8. Complimentary close. It is merely a polite wdyeading a letter. It must be in
accordance with the salutation. For example:

Salutation Complementary close

1. Dear Sir/Dear Madam Yours faithfully

2. Dear Mr. Raj Yours sincerely

3. My Dear Akbar Yours very sincerely (express very informal
relations.)

9. Signature. It is written in ink, immediately bel the complimentary close. As
far as possible, the signature should be legible ame of the writer should be
typed immediately below the signature. The designais given below the typed
name. Where no letterhead is in use, the nameeatdmpany too could be included
below the designation of the writer. For example:

Yours faithfully

For M/S Acron Electricals

(Signature) SUNIL KUMAR Partner

10. Enclosures. This is required when some docwsriée cheque, draft, bills,
receipts, lists, invoices etc. are attached with l¢iter. These enclosures are listed
one by one in serial numbers. For example :

Encl : (a) The list of goods received

(b) A cheque for Rs. One Thousand dtt. Feb. 27,200&que No........ )

towards payment for goods supplied.

11. Copy circulation. This is required when copaéghe letter are also sent to
persons apart of the addressee. It is denoted@&ad-6r example,

C.C. a. The Chairman, Electric Supply Corporation

b. The Director, Electric Supply Corporation

c. The Secretary, Electric Supply Corporation

12. Post script. This is required when the writantg to add something, which is
not included in the body of the letter. It is exgsed as P.S. For example,

P.S. In our offer, we provide two years warranty.
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Format of a Business Letter

Tel. Name of the firm E-mail:
Fax. Postal Address Website:
Ref. Dated:

To

Name and

address of the person to whom letter is sent

Subject:

Salutation,

Opening part
Main part
Concluding part

Complementary close
Signature (name)
Designation
Enclosures
CC-
PS—

[. Fill in the blanks.

1. The complementary close must be in accordanitethhe .
2. Below the signature and name of the writer, hiss also written.
3. In the main part of the body of the letter  wigten..

4. Dear Sir is the form of :

5. The body of the letter is usually divided into part(s).

lI. Put different parts of a business letter in cagct order.

Body of the letter
Complimentary close
Copy Circulation
Date

Enclosures
Heading

Inside Address
Post Script
Reference
Salutation
Signature
Subject



lIl . The following are “7 Steps of Planning a LetterSome of the key words
are scrambled. Unscramble them.

1. Write down youami 1. : what is the purpose of the letter?

2. aemslisbe 2. all the relevant information and documents: comés
previous correspondence, reports, figures, etc.

3. ngaearr 3. the points in order of importance. Decide whichnp®i
are irrelevant and can be left out. Make roughsote

4. Write aninolute 4. in note form. Check it through considering these
guestions:

Have you left any important points out?

Can the order of presentation be made clearer?

Have you included anything that is not relevant?

5. Write afirst artdf 5. leaving plenty of space for changes and revi-
sions.

6. evrsei 6. your first draft by considering these questions:

Information: does it cover all essential points? Is the inforamatelevant, cor-
rectand ecopletm 7. ?

English are the Grammar, spelling and punctuation correct?

Style: does it look attractive? Does it sound natural sindere? Is itlear, con-
cise and cusorteou 8. ? Will it give the reader the right impression?t lkind
of letter you would like to receive yourself?

7. Write, type, word-process or dictate y@inal vinoers 9.

IV. The following are the “Golden Rules” of lettewriting. Some of the key
words are scrambled. Unscramble them.

For Writing Letters (Including Faxes and Memos)

1. Give your letter éhdegan 1. if it makes it easier for the reader to un-
derstand your purpose in writing.

2. Always plan your lettemehda 2. :

3. Use short esesentnc 3. :
4. Put each separate idea in a sepaiadegppra 4. .Number them if it helps
the reader to understand better.

5. Avoid tautologies, euphemisms, long-winded @dghbad language and abuse.

6. Think about your reader. Your reader:

e must be able to see exactly what you mean: yoteréeshould bealce 5

e must be given all necessary information:your lIsttehould beocptemle

e is probably a busy person with no time to waste:

e your letters should benoices 7.

e should be respected: your letters shouldumsurtsoo 8.

e should not be distracted by mistakes in grammanciuation or spelling:
your letters should b@crerc 9
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V. Answer the following questions.

1. What is the purpose of a business letter today?

2. Which layout of a letter is more preferable usiness today? Why?

3. What does the letterhead of a business lettesisioof?

4. Why is the month in the date not recommendetrite in figures?

5. How to write the address in GB and the USA? (8Wour home address as an
example)

6. What salutations and complimentary closes agenbst frequent in business
letters?

7. How is the body of a business letter arranged?

8. What abbreviations and indications are usedusiness letters? What do they
stand for?

9. What do formal and informal language stylesedifin? What is a business
letter style like?

10. What are the golden rules of business lettérag?

Unit 3. Type of Business Letters

|. Read and translate the following text.

Business letters are written for the fulfillment séveral purposes. The purpose
may be to enquire about a product to know its pauee quality, availability, etc. This
purpose is served if you write a letter of enquoythe supplier. After receiving your
letter the supplier may send you details aboufptiogluct as per your query. If satis-
fied, you may give order for supply of goods asymmir requirement. After receiving
the items, if you find that the product is defeetr damaged, you may lodge a com-
plaint. These are the few instances in which bssim®rrespondence takes place. Let
us learn the details about some important busie#sss.

3.1.Inquiry

If you already know what goods a company suppligsneed more information,
you can send apecific inquiry asking for terms of delivery and payment, delivery
times, discounts, types of packing and other detail

The structure of an inquiry is as follows:

1. Opening (giving the source of information abotite company)

—We have learnt from... M#1 y3Hamu or ...

—We read your advertisement in— Mzl npounTaiu Banry pexiamy B ...

—We have heard of your products from—.Ms1 y3uanu o npoaykiuu Barmei
KOMITIaHUHU U3 ...

—We have seen your current catalogue showing— Mgl 00paTuiIy BHUMaHHE
Ha Bamr nociienHui KaTaaor, B KOTOPOM OIKCAHHI ...

—We were given your name by..G-Baiiei KOMIIaHUU MbI y3HAJIH OT...

—You were recommended to us by.— Bamy komnanuro Ham
PEKOMCHAOBAJIN. ..

—We were impressed by ... that you displayed at ..biéxi held in.. — Ham
OYCHb IMOHpAaBUJICA ..., IMOKa3aHHBIN Ha BBICTABKE, HpOBC,Z[CHHOﬁ B ...
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2. Asking for details; catalogues, samples, pricstd

—We are interested in buying (importing, etc.)—. MsI xotenu Obl KYITUTH
(MMIIOPTHPOBATS U T. I1.)...

—Please inform us (let us know) as soon as possible- IIpocum cooOmUTH
HaM KaK MOKHO CKOpcEC ...

—Would you please inform us if (about}—IIpocum cooOuwmTh HaM, ...

—We would ask you to let us have a quotation. for— CooOriute HaMm, moxa-
JIYACTA, PACIICHKH Ha ...

—Would you kindly quote your prices and terms ofvaey (terms of payment,
etc.) for ...— Hewmornu Obl BBl YCTAHOBUTH HaM IIEHBI M YCIIOBHSI IIOCTABKH (yCIOBHS
OILIATHI U T. I1.) HA ...

—We would like to have further details about=.MsI 661 X0TETM TTOTYYNTH 0O-
nee moipoOHy0 HHPOPMAIIHIO O ...

—Please send us samples of... (your cataloguedeteattc.)— IIpocum BbI-
CJIaTh HaM 00Pa3Ilbl ... (KaTaJIory, OPOIIIOPHI H T. I1.)

—Could you please send us your current catalogue @rae-list for...—IIpo-
CHM BBICIaTh HaM Bai ,Z[CﬁCTB}’IOIlIPIfI KaTajJor 1 paCiCHKH HaA...

—We would appreciate your sending us ...byaeM npusHaTeNbHbI, eciid Bl
MIPEeOOCTaBUTE HAM...

—We would like to know more about..M#s1 xotenu Ob1 y3HATH OOJBIIE O ...

3. Introducing your company

— As distributors we have a large network 6f=.Kak nuctprOb0TOpBI MbI HME-
€T OOIIUPHYIO CETh ...

—We are distributors (importers, retailers, etc.).of— Mk1 siBisIeMCsT TUCTPH-
ObroTopamu (MMITOpTEpPaMH, IPOJABIAMH U T.I1.)...

—For over ... years our company has been importroghfwestern countries.
— bonee, yeMm ... JeT Hama KOMIIaHUSI UMIIOPTUPYET U3 3allaIHbIX CTPaH ...

—Our company was founded in— Hama komianus Obljia OCHOBaHa B ... TOJY.

—Our company is a subsidiary of ... and specialize .lr-Haia xommnanus siB-
JISIE€TCA (I)I/IJ'II/IaJIOM ... U CIICHUATIU3NPYCTCA HA ...

—We are one of the main producers of . M#t siBiIsieMCsl OJJTHUM U3 TJIABHBIX
IIPOU3BOAUTENEN

4. Suggesting terms

— We usually deal on ...Mb1 00b19H0 paboTaeM Ha YCIOBHSIX ...

— As a rule our suppliers allow us te—.Kak mpaBuio, Haly MOCTABIIUKHA CO-
[J1aCHBI, YTOOBI MBL..

— We would like to point out that... is essentiat. Xorenocs Obl OTMETHUTS,
YTO... OYCHb BAXHO..

— Prompt delivery would be necessary.Ham HeoOxoauma cpodHast OCTaBKa ...

—We usually effect payment by letter of credit (cleedpank transfer, etc.}—
MpbI 0OBIYHO IIPOU3BOIUM OILIATY IIyTEM OTKPBITHS aKKpEAUTHBA (YEKOM, TEPEBOIOM
U T. 1)

5. Closing (expressing hope for future cooperation)

—If your prices are competitive (the samples meetstandards, your equipment
complies with our requirements, etc.) we may be #blet your have regular orders
— Ecmm Bamm 1ieHsl yctposT Hac (00pasmpl OyAyT yIOBIETBOPSTH TPEOOBAHUSIM
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CTaHJapTOB, Ballle 0OOpyAOBaHHWE OYIET YIOBIETBOPATH HAIIUM TpeOOBaHUSM U
T. I1.), MBI OyJIeM PeTyJISPHO 3aKa3bIBaTh Bally MPOIYKIHUIO.

—We look forward to your early reply— C neteprienuem xaem Bamiero otsera.

—Your prompt answer will be (would be) appreciated bynem npusHareabHbI
3a OBICTPBIN OTBET.

Points to be kept in mind while writing letterseofquiry

— Letters of enquiry should clearly state the infatiorarequired, which may be
asking for a price list or a sample.

— Write specifically about the design, size, qugnguality, etc. about the prod-
uct or service in which the buyer is interested.

— The period or the date, till which informationressquired, may also be men-
tioned.

ll. Read the sample and answer the following quesis.

Sample of Inquiry

Pet Products Ltd.
180 London Road
Exeter EX4 4JY
England

~

2%tabruary 2017
Dear Sirs

We read your advertisement in the 'Pet Magazin@5tth December. We afe
interested in buying your equipment for producieg food.

Would you kindly send us more information abous tquipment:

* price (please quote CIF Minsk price)

* dates of delivery

* terms of payment

* guarantees

« if the price includes the cost of equipment inatadh and our staff training.

Our company specializes in distributing pet produstBelarus. We have more
than 50 dealers and representatives in differegioms and would like to start
producing pet food in Belarus.

If your equipment meets our requirements, and weive a favourable offe
we will be able to place a large order for youripqent.
Your early reply would be appreciated.

-

Yours faithfully
V.Smurov
Expor-Import Manage
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Comprehension:
1. Who is the sender of this inquiry and what isriterested in?
2.1s this inquiry general or specific? Why?

lIl. Which of the following statements about busise enquiry letters do you
consider to be correct?

1. By writing these letters, a buyer gets informatabout the prices of goods.

2. In business enquiry letter the writer cannotfaslsample of goods.

3. Here the writer doesn’t give information abol tquantity of possible pur-
chases.

4. The seller supplies the relevant information to blwer through such a busi-
ness letter.

5. Letter written in response to business endeitgr is called Quotation letter.

IVV. Expand on the following statements.

1. Correspondence plays are important role in aily tife.

2. Business operations are not limited to any ibgadtate or nation. Since busi-
nessmen live at distant places they do not havecisut time to contact their cus-
tomers personally. This difficulty has been overedmy writing letters.

3. Business letters help in maintaining propeatrehship. It is inexpensive and
convenient mode of communication.

3.2. Offers

After receiving the letter of enquiry from a prosfiee buyer, the sellers supply
the relevant information by writing a letter that ¢alled quotation or offer letter.
These letters are written keeping in vidve information asked for like price list,
mode of payment, discount to be allowed etc. Bssiman should reply to the inquir-
ies carefully and promptly.

Solicited offersare made in answer to an enquiry, whergelicited offersare
sent on the seller's own initiative in the hopandéresting potential customers. Of-
fers are usually accompanied by catalogues, piste-leaflets, pictures and sample
goods to prove the information and attract theaust.

Firm (binding) offer : The seller must provide the goods at the pricestarms
given in his offer, and may not change or withdifag offer after it has been made.
However, he can state how long he binds himséiigmffer (e.g. "This offer is valid
until 15th. October").

Offer without engagement (non-binding offer): Certain factors may mean that
the seller does not want to bind himself to thenteof his offer, for example in the
case of certain goods where the prices fluctuateg@d), if stocks are limited, or if
industrial disputes mean he may not be able towelebn time. In such cases, he can
include certain phrases to make it clear that hgwwtdndraw his offer at any time.

Offers have the following structure

1. Why are you writing

— Thank you for your enquiry of—.braromapum 3a 3ampoc o ...

—We were pleased to learn your interest ir=.Ham ObuIO IpHUATHO Y3HATH O
Baieit 3auHTEpECOBAHHOCTH B ...
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—We are most pleased that you want to buy-.Ms1 oueHb 10BoIBHBI, 4TO BbI
IMOKCJIaJIN KYIIUTD ...

—We are glad to say that we can reserve you—.Msl paabl COOOIINUTh, YTO
MO’KEM OCTaBHUTH 3a Bamu ...

—It is generous of you to take so much interestunwork.. — beuto odeHb
mo0e3Ho ¢ Baiieit cToOpoHbI MPOSBUTH TAKOW MHTEPEC K HAIIeH padoTe ...
—We take pleasure to send you the desired samptesféer... — C ynoBosb-

CTBHEM MOChIIaeM BeIOpaHHbIe BaMu 00pasiipl U mpe/iaraem ...

—As to your inquiry of... we are informing you that— Ha Baiu 3amnpoc or ...
MBI coo01taeM Bawm, 4to ...

2. Answering the customer’s questions (giving infornnat)

—We enclose our catalogue with the latest price-hstMsl npunaraem Ha kKa-
TQJIOT C HOBEMILINM MPENCKYPAHTOM.

—Our proposal is valid till.. — Hame npeayioskenne 1eCTBUTEIBHO O ...

—We deliver our goods on CIF terms- Me1 mocraBnsiem Ha ycinoBusix CU®.

—The price covers packing and transportation expgnse llena BkirO4aer
YIaKOBKY U TPAHCIIOPTHBIC PACXO/bI.

—We can give you 5 per cent discount— Mb1 moxeM nipeoctaBuTh Bam 5 %
CKHUIKY.

—As you can see from our price-list, our prices atdeast by 3 % lower than
market ones— Kaxk BuHO U3 HalIero MpelcKypaHTa, HAIlK [IeHbI 110 KpaiiHel Mepe
Ha 3% HUKE PHIHOYHBIX.

3. Giving additional information (making additional dérs)

— 1 call your attention especially on item —1 ocobenno obpariaio Baiie BHH-
MaHHUEC Ha IMTO3UIUIO...

—Besides above mentioned goods our company prod@dlees — Kpowme ymo-
MAHYTBIX BBIIIC TOBAPOB HAllla (1)I/IpMa ITPOU3BOAUT TAKIKC...

—We would like to recommend you especially the viatlg positions in the
price-list... — MpI XoTenu ObI 0COOCHHO TTOPEKOMEHI0BAaTh BaM ciiemyromniye mo3u-
MU B IPEUCKYPAHTE...

—The model ... will most meet your requirements /s Bamux neseir Bam
JIy4II€ BCETO MOJIOUIET MOAEND ...

4. Closing expressing hope for future orders)

—We ask you to discuss our proposal once more d@ondnnus whether we could
expect getting your order— MsI nipocum Bac eme pa3 oOCcyanuTh Halle mpeioxe-
HHUC U COO6H_II/ITB HaM, MOKHO JIM paCCUYHUTBIBATb HA IMOJTYYCHHUC 3aKa3a.

—1 ask you to make the order faster as the quanfitthis product at our ware-
house is limited— 4 npomry Bac OsicTpee odopmMuTh 3aka3, Tak KaKk KOJHMYECTBO
9TOro ToBapa Ha CKJIaJ€ OIrpaHU4YCHO.

—We would appreciate if we get the order from yos@asn as possible— Masi
ObLIM OB OYEHB PaJibl MOTYYUTH OT Bac 3aka3 kak MOXKHO CKoOpee.

—If you are not happy with our proposal please infous about its reasonr—
Ecnu Bac He ycTpanBaet Hailie pe/jiosKeHHe, MPOCUM COOOITUTh HaM O TIPUYHHE.

—We are looking forward to hearing from you soen C HeTeprieHneM KaeM
OTBCTaA.
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|. Read the sample and answer the following quessio

Sample of Offer

Mr. Fred North

Purchasing Manager

Broadway Autos
Naoweer 11 2017

Dear Mr. North

Thank you very much for your enquiry. We are of rseuvery familiar
with your range of vehicles and are pleased torinfgou that we have a new line
in batteries that fit your specifications exactly.

The most suitable of our products for your requigata is the Artemis 66A
Plus. This product combines economy, high powepuutind quick charging
time and is available now from stock. | enclosdegailed quotation with prices
specifications and delivery terms. As you will demm this, our prices are very
competitive.

| have arranged for our agent Mr. Martin of Fillrmo®.A. to deliver five of
these batteries to you next week, so that you aaty out the laboratory tests. Qur
own laboratory reports, enclosed with this letsdrow that our new Artemis 66A
Plus performs as well as any of our competitorsdpct and, in some respedts,
outperforms them.

If you would like further information, please teleme or telex me: my exten-
sion number is 776. Or you may prefer to contact Mhn Martin of Fillmore S.A/:
his telephone number is 01 77 99 02.

| look forward to hearing from you.

Yours sincerely
Fred Stock

Enc.

Comprehension:
1. How does the seller try to interest his potémtgtomer?
2. What kind of offer is it:: solicited or unsolied? Why?
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ll. Learn the following words

to do busines |Bectu Toprosio | |quotatior PaCICHKH; IPaKC-JIHCT
(mena) solicited offe |oTBeTHOE TIpeIOKEHNE

genera 001t 3ampoc 10 3aIpocy

enquiry unsolicited |mpemnokeHue Mo COOCTBEHHOM

specific CHELUAJIbHBIN offer MHUIMATHBE

enquiry 3a1poc bindingoffer |tBepmoe npemnoxkenue

terms of ycloBuUsA nor-binding |mpemnoskenue

delivery IIOCTaBKH offer 0e3 00s3aTebCTB

delivery time: |cpok nocrasku to withdraw |oTMeHUTB, OTO3BATH

terms of YCIIOBHSL OTLIATHI | [yalid ICHCTBUTCIBHBI,

paymen VMMEIOLMHI CUITY

d|sco_un CKHZKa to fluctuate |konebarncs

packin ylaKoska limited stock: |orpann4eHHBIi 3amac

to place pa3MecTUTh 3aKa3

an orde

lll. Expand on the following statements.

1. Business Correspondence creates and maintamaisvgb
2. Business Correspondence serves as evidence
3. Business Correspondence helps in expansionsiriidss.

3.3 Orders

If the buyer is satisfied with the terms of thelex&d offer, he may then place an
order. Orders are usually written on a company'’s offitéam which has a reference
number that should be quoted in any correspondetoeh refers to the order. An
order form should always be accompanied lopwering letter which gives the op-
portunity to make any necessary points clear.dfgéller (supplier) is ready to meet
the order, in reply to these he should senettar of acknowledgement (confirma-
tion) thanking for the order and confirming the termst thave been agreed or in-
forming about possible changes in prices, dates, léthe seller (supplier) is not able
to execute the order, he sendetter of refusal (rejection) which explains the rea-
son and offers a possible alternative or substitute

There are a number of different types of ordeal tfirm, standing, initial, follow-
up, advance, bulk, repeat orders and merchandisalbrOrder structure includes
the name and the quantity of the goods to be delive¢heir description (size, colour,
model) as well as other terms (price, delivery,mpesgt, packing, etc.).

1. Orders (covering letters).

— We have carefully examined your offer (samples) MsrBarMatensHO u3y-
gy Bamme npemoskenue (00pasipl). ..

—We wish to order on the basis of ... Msi xenaem cuenarts 3akas 1o ...

— We wish to place the following order with youMsr xenaem pa3MecTHTh y
Bac cnenyromui 3akas.

— Please send (supply) us...Ilpocum noctaBuTh HaM. ..

— We require the goods within ten days. Hpocum gocTaButh TOBap B TCUSHHE
JECSITH THEH.

— In reply to your letter of ..., we thank you for..B-eaBeT Ha Barire nmucbsMo ot

. ,MBbI Omaromapum Bac 3a ...
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— We are pleased to enclose our Order No. ../iseeM ya0BOJIbCTBHE TIPUIIO-
KUTb K IUCbMY Hai 3aKa3 Ne...

— We accept your offer and have pleasure in placimgraler with you for... —-Mbsr
I[NpUHUMACM Barmie MNpEAJIOKCHUE U UMCEM YIOBOJILCTBUC PASMCCTUTD Y Bac 3aka3 Ha...

2. Acknowledging an order

— Thank you very much for your order of .. bsaronapum Bac 3a 3aka3 ot ...

— As requested (agreed)... Kak Bel npocuimy, ...

—We confirm that... -M&bI moaTBepKaaEM, YTO. ..

— Your order is now ready for delivery Bamr 3aka3 roToB K IoCTaBKe.

— In accordance with your instructions... B-coorBerctBun ¢ Bammmu uH-
CTPYKLHAMH. ..

— We must modify your order slightly.Mb1 BeIHY»I€HBI HEMHOTO W3MEHHTD
Bamr 3akas.

3. Refusing an order

— We are sorry (regret) to inform you that we canndoecause of... & coxa-
JICHUIO, BBIHYXKJICHbI COO6HII/ITB BaM, 4dTO MBI HC MOJKCM... 110 IPUYIHUHC. ..

— ... Is not available at the moment. .—B HacTosiIIee BpeMs HET B HAJTMYHH.

— We can offer you a substituteMs1 moxem npeioxuTh Bam 3ameny.

—We are sorry to say that we must turn down youepses... —K coxaieHuio,
MBI JTOJDKHEBI OTKJIOHUTH Bamnr 3aka3, Tak Kak

(Sample of Order)

No. 142
ORDER (please refer to this number on all
correspondenc

Men's Clothes Dealers L
142 SoutrRoac
Sheffield S20 4H
Englanc
21th March 2017
Pleas
supply200 men' silk shirts in thecolours and sizes (collar) specified bel

Size Coloul Quantity
14 white 7C

14 blue 3C

15 white 7C

15 blue 3C
Price: $10.53 each (total $4212)
Delivery: air freight, CIF Kie
Payment by letter of cred

Packing standar

p.p. Chief Buye
Alexey Postnikc
Visteria Ltd
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Men's Clothes Dealers Lt
142 South Road
Sheffield S20 4HL
England

N

21st March 2017

Dear Sirs

Our Order for Silk Shirts

In response to your letter of 17th March, we thgol for sending us your
catalogues of men's silk shirts. We are sure tvdrde a great demand for them
in Belarus.

We are enclosing our Order No. 142, and would asktyg return its duplicate
to us, duly signed, as an acknowledgement.

Yours faithfully
Vladimir Smurov
Export-Import Manager

Enc. Order No. 142

V. Learn the following words

trial orde| POOHBIH 3aKa3

firm ordel TBEP/bIN 3aKa3
standing orde MTOCTOSIHHBIN 3aKa3
initial ordel IepBOHAYAJIbHBIN 3aKa3

follow-up orde
merchandise on ¢
advance ordi

bulk orde

repeat orde

MOCJICTYIOIIMHI 3aKa3

TOBAp MO TPEOOBAHHIO
MPEIBAPUTEIIbHBIN 3aKa3
ONTOBBIN 3aKa3

HOBTOPHBIN/ MHOTOKpaTHBIH 3aKa3

to acknowledg MOJITBEPKIAThH
to refuse/rejes OTKJIOHSTH
to meet/execu BBITIOJIHSTh

V. Match the types of orders from the vocabularyxoand their definitions.

A. The customer places one order for a certain iiyaof goods to be delivered at
regular intervals, e.g. 500 kg. of coffee on thstfday of each month.

B. The second order placed with a company.

C. The customer orders a small quantity of goodsdbthe quality.

D. The customer commits himself to buying the gooldss order may have a
fixed delivery date.

E. The first order placed with a company.

F. The customer orders the goods a long time bdfenmeeeds them or before they
are available.

G. The customer orders goods in large quantities.

H. The customer orders exactly the same goodsfasehe

|. The customer places one order for a quantityaafds which he has delivered in
parts as and when he needs them.
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VI. Act out the following dialogues:

DISCUSSING A DISCOUNT

Sokolov. We've carefully studied all the technical data ga¢ from you. Model
GH-00 is just what we need.

Black: I'm pleased to hear it.

Sokdov: But I'm sorry to say that your price seems taghhi

Black: I'm afraid | can't agree with you here. Our prigeuite reasonable if you
consider the superior quality of our machine-to@ssides prices for this type of
equipment are going up. These machine-tools, agkiyow, are in great demand now.

Sokolov. Yes, we know that. We're in close touch with therld market. But
your competitors quote lower prices.

Black: I'm afraid we can't reduce the price. However,asald give you a dis-
count, if you order more than 10 machine-tools.

Sokolov: What discount could you give us?

Black: About 3 per cent.

Sokolov: | see. Now, could | see the machine-tool in openadt your factory?

Black: That can be easily arranged. I'll see to it.

Sokolov: Thank you. As to the price | think we'll settleaiter we seen the ma-
chine-tool in operation.

DISCUSSING THE OFFER

Bogdanov: We've gone through the technical data and sean Matrix 67 in
operation. The machine seems good to us.

Smith: Yes, the machine is really good. Its capacity icmhigher than the ca-
pacity of similar models and the finish is excellen

Bogdanov Yes, it is. Yet the price you are quoting is gthigh, could you re-
vise it?

Smith: I'm afraid that will hardly be possible. | thiggou know that prices of raw
materials have gone up lately. Yet, I'll look irttee matter and see what we can do.
How many machines are you going to buy?

Bogdanov If we agree on the price we could buy 6 machioesdelivery in 3
lots. Could you guarantee prompt delivery of thstfiot1?

Smith: Well, we could ship them say ... two months aifterorder is signed.

Bogdanov: That's fine. | believe your terms of payment rentae same as under
our previous contract, don't they?

Smith: Yes, that's right, there's no change.

Bogdanov: What's your guarantee period?

Smith: 24 months after dispatch. It goes without sayng should strictly ob-
serve our operation and maintenance instructions.

Bogdanov. No doubt, we shall.

Smith: The guarantee does not apply to quick-wearing parts

Bogdanov Can | have a list of quick-wearing parts?

Smith: Yes, here you are.

Bogdanov Thank you. I'd like to clear up one more poitis, the export license.

Smith: Oh, that'll be all right this time.

Bogdanov. Very good.
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3.4. Complaint

A complaint letter is written when the purchaseesloot find the goods up to his
satisfaction. It is normally written by the purchasvhen he receives wrong, defec-
tive or damaged goods or receives incorrect quaatigoods. It can also be written
directly to the transit authority when the goods damaged in transit. Thus, we may
define a letter of complaint as the letter thaindréhe attention of the supplier or any
other party on account of supply of defective andged goods.

Points to be considered while writing a complagttdr:

« Complaint letters should be written immediatelyeafteceiving the defective
goods.

» Mistakes as well as difficulty due to mistake slaooé mentioned clearly

» Proposal to correct the mistakes should be made

» Suggestions on how the complaint should be deah, we., mention of com-
pensation, replacement, discount, cancellationsémyld be made.

* Mention period in which the corrective action slibbé taken

* Request to be careful in future

In reply to a letter of complaint, the responsip&ty should send a letter of ad-
justment which requires patience, tact, and dipmm# the claim is reasonable, the
defaulter should apologize and inform what willdmne to solve the problem. If the
claim proves to be unreasonable, the defaulterldreplain it logically and propose
some way of settling the matter.

1. Letters of Complaint

— We would like (have) to remind you that.. Mst xotenu Obl (BBIHYK/ICHBI)
HAIIOMHUTH BaM, qTo...

— We wish to draw your attention to the fact that-.Ms1 xotum o6patuth Ba-
1€ BHUMAHUEC HaA TOT (I)aKT, 4qTo...

— We are disappointed to find that... keoxanenuto Mbl 00HApYKWIH, UTO. ..

— We find it necessary to note...GCiTaeM HCOOXOIUMBIM OTMETHT. ..

— When we examined the goods, it turned out thatf¢wed that)... —Ilocne
OCMOTpa TOBApa OKa3ajioChb, 4TO...

— We are returning... and would ask you to replace..Besspamiaem Bam u
IMPpOCUM 3aMCHUTD...

—We are writing to complain about... ©6paiaemMcs k Bam ¢ peknamariueit mo
IIOBOAY...

2. Letters of Adjustment

— We have carefully studied your claim...Msi BHEMaTenbHO M3yunian Bamry
IMPETCH3HUIO. ..

— You are perfectly correct in saying that— BbI coBepiileHHO paBbl B TOM,
qTo...
—We have to admit that ... Mz BeIHYXI€H IPU3HATH, YTO...

—Please accept our apologies for...HpumuTe HalllM U3BUHCHUS 34 ...

—We can assure you that... Mexewm 3aBeputh Bac B ToMm, 4ToO...

— It is not our fault that... 910 He nama Buna, 4TO...

—We regret to inform you that we cannot accept ydamm because... -k co-
JKAJICHUIO, BBIHYXXICHDBI COO6I_III/ITI>, 4YTO MBI HE MOXKCM IIPHUHATH Bamy IMPETCH3MIO,
IIOCKOJIBKY...
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Sample of Letter of Complaint

Men's Clothes Dealers Lt
142 South Road
Sheffield S20 4HL
England

18th April 2017
Ref: Our Order #142 of 21th March, 2017

Dear Sirs

Thank you for your delivery of men's silk shirtdjieh we ordered on 21th Margh,
2017. At the same time we would like to draw ydtgraion to the following.

After examination of the shirts we discovered sonaaufacturing defects:

— there are oil stains on 12 shirts;

—— the colour of buttons of 5 shirts does not mdbehcolour of these shirts;

—one shirt is in a different style.

We are returning defective shirts by separate maikiage forward, and would
ask you to replace them by shirts in the coloutssares specified below:

Size Colour Quantity

15 white 9
14 blue 6
16 blue 2

We would appreciate a prompt reply.
Yours faithfully

Vladimir Smurov

Expor+-Import Manage

Letter of Adjustment

Visteria Ltd.
P.O0.Box 82
Brest 224000
Belarus

tRApril 2017
Ref: Order #142 of 21th March, 2017

Dear Sirs

Your letter of 18th April, 2017, was duly noted.€Tkhirts you returned us are
indeed defective. We have to admit that these tefeere overlooked by our
controller and offer apologies for the oversight.

We are sending you new shirts as a replacemenwie& by air, carriage pai
and would ask you to confirm their receipt by fax.

If any other problems arise, please do not hesttatontact us in the shortest
possible time.

Yours faithfully

Jack Brown

Claims Department

o
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|. Learn the following words

complain Kayro0a

the dissatisfied par MOCTPaJIaBIIIasl CTOPOHA
the responsible pal BHHOBHAs CTOPOHA

to make a clait MIPEABSIBUTH TPETCH3UIO
reparatiol BO3MEIIEHUE

delay 3aJIepIiKKa

shor-delivery HEJIONOCTaBKa

to adjust/sett| ypEeryJarupoBaTh, YIaIUTh
(un)reasonab (He)oOO0CHOBaHHBIH

II. Match the phrases to a definite type of letter:

a) We are in the market with a large quantity afipmqent for office use ....

b) We know your address from White & Sons ......

c) Please supply 15 machines Model ST2........

d) We are pleased to send you our samples ......

e) Please confirm that you can supply .......

f) We would like to have further details about .......

g) We advise you that delivery will be made in confity with your instructions......
h) We deliver our goods on CIF terms....

1) The goods you are awaiting are not available now....

lll. Answer the following questions:

1) What is the purpose of writing an inquiry (offerder, a letter of complaint)?
2) What are offers usually accompanied by?

3) Can a seller send an offer without a buyer’s inguir

4) What are orders accompanied and followed by?

5) What are the usual reasons for writing lettersomhjglaint?

6) What should a company do in reply to a claim?

IV. Give English equivalents of the following contmations.

ToproBaTe ¢ KOMIIaHUEH, IOCTABIIHUK, 3aIIPOC HA KOMIIBIOTEPHI, YCIOBUS ITOCTaB-
K{, 00pa3libl TOBapa, yCTaHABIMBATh LIEHBI, CAEJaTh KOMMEPUYECKOE MPEII0OKEHHE,
OTKJIOHWUTh NPENJIOKEHHUE, MOCTaBIATh Ha ycioBuax CU®D, npenocTaBiasTe CKUAKY,
Pa3MECTUTh 3aKa3, BBIIIOJIHUTH 3aKa3, IOATBEPAUTH CPOKH, IIPWJIAraTh MPEUCKYPaHT,
KOHKYPEHTOCTIOCOOHBIE IIeHbI, (hriIHall, aKKpeIUTHB, HAPYIIUThH COTJAIICHUE, TPEIb-
SBUTD MIPETEH3UIO, YPETYJINPOBATh IPOOIEMY.

V. Try your hand in writing business letters.

a) Write an inquiry to the sellers. State that youehaigited the Industrial Exhibition
in London and have got interested in their new rhofleomputer. You would like them
to send you all particulars concerning the delivdates, prices and discounts.

b) Compose an offer to your potential customers afmnmthem that you have
started producing a new model, give its charadtesisOffer favourable terms of de-
livery and competitive prices. Mention a discoumtfiegular buyers.

c) Write to a company and tell them that you placeéhmm the responsibility for
breaking the agreement. The model you have recesvadt the model you have or-
dered. Insist that the adequate goods should eedsd immediately. Ask the seller
what you should do with the goods sent to you.
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KNOWLEDGE OF

Diary management
Administrative procedures
Processing information
Creating spreadsheets
Multitasking

Office safety procedures
Document presentation
Keyboarding techniques
Mail & file management

PERSONAL SKILLS
Communicating
Organising

IT literate

Prioritising

High energy levels
Decision making
Problem solving
Discretion

PERSONAL DETAILS
Mark Jones
Dayjob Ltd

120 Vyse Street Birmingham

B18 6NF England, UK
T: 0044 121 638 0026
M: 0044 121 638 0026
E: inffo@dayjob.com

APPENDIX. EXAMPLES OF CV

Mark Jones
Administrative assistant resume

CAREER OBJECTIVE

An ambitious and focused college leaver who is &blése his own initia-
tive and is comfortable working in a busy officevieanment. Mark is
able to ensure that an office runs smoothly by aomy hard work and
dedication with a sense of humour and fun. Righw he is looking for
suitable admin assistant position with a compaay differs a friendly and
supportive environment and excellent professiomaetbpment opportu-
nities.

ACADEMIC QUALIFICATIONS

Coventry North College 2012012
NVQ Office Administration abs
Birmingham South High School 2008 - 2011
Maths Pass
English Pass
Geography Pass
Physics Pass

ADMINISTRATIVE SKILLS AQUIRED WHILST STUDYING

« Writing up reports and correspondence.

* Accurately typing information into computer databs.

* Undertaking general office duties.

» A working knowledge of CMIS.

» Strong written and oral communication skills.

» Accurately taking messages and then distributiegitto recipients.
* Raising orders, processing invoices, delivery ételand receipts.
* Using office equipment such as photocopiers, faghmnes etc.
 Professional telephone manners.

* Excellent grammatical and spelling skills.

KEY COMPETENCIES

* Advanced level of experience with MS Office (WokEkcel ,
PowerPoint).

* Reliable and punctual, will always turn up to workti me.
* Able to work under pressure and meet deadlines.

« High level of focus and attention to detail anduacy in a repetitive
environment.

SELECTED ACHIVIEVEMENTS

Fluent speaker of French, Spanish and German.

Successfully passed a online course in Businessrewt Production.
At college designed streamlined Document Filingt&ysfor my course
tutors .

HOBBIES & INTERESTS

Mark is a self confessed techie, he is up to détetive latest technology
releas es and uses his spare time to run his awg Wwhere he reviews
the latest gadgets. He also likes to meet peoplerake new friends. He
is a member of a number of friendship societiesiamdso a volunteer for
a environmental charity.

REFERENCES — Available on request .
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Michelle Hill
Sales assistant resume

KNOWLEDGE OF CAREER OBJECTIVE

Customer servic A well presentedarticulate and smart individual who is ve
Merchandising keen on a career in the retail sector. Michelle da@®mpre-
High Street brands hensive understanding of what is takes to be astanding
Cashing up procedures sales assistant, and is sure to be a valuable roeson any
Up selling company that she works for. Right now she is sepkichal-
Promoting new products lenging and rewarding position where she will natyobe
Report writing able to contribute to the improved efficiency amdfiability

Product launches of a company but will also be able upgrade helsskihd ex-

perience as well.

ACADEMIC QUALIFICATIONS
Birmingham South High School 2008 - 2012

Maths Pass

English Pass

Geography Pass

Business studies Pass

Computer Technology Pas
PERSONAL SKILLS REATILING SKILLS AQUIRED WHILST STUDYING
Friendly and approachable manner « Giving a friendly and welcoming service.
Organised Trustworthy Reliable Articulate Able to accurately determine a customer’s needs.
Team player * Knowledge of health and safety issues.

Attention to detalil

Quick leamer » Operating tills accurately and efficiently.

* Meeting high standards of display and visual
merchandising .

« Spotting sales opportunities and then taking adgarof them.

* Knowledge of retailing laws and regulations.

« How to deal with customer complaints.

PERSONAL DETAILS * Giving information about the features, quality availabil-
Michelle Hill ity of products.

Dayjob Ltd * Guarding against shoplifting.

120 Vyse Street Birmingham « Handling cash and credit card payments.

B18 6NF England, UK * Arranging orders and deliveries.

T: 0044 121 638 0026

M: 0044 121 638 0026 KEY COMPETENCIES

E: info@dayjob.com  Able to handle responsibility and pressure.

* High literacy and numeracy skills.

* Extensive knowledge of IT systems, as well asliegasys-
tems and technology.

* Physically fit with the required stamina to stafiod long
periods of time.

SELECTED ACHIVIEVEMENTS

Successfully completed a four week Advanced Firgd A
Course

Was in charge of school shop and boosted saleS%yoker
a 3 month period. Set up a complaint handling systen a
school project.

HOBBIES & INTERESTS

Most of my spare time in the evening or weekenken up
with socialising with my close friends or doing iattes that
| enjoy, such as table tennis, playing football amgroving
my French. Team sports or games are a favouritetipaes of
mine as they give me a chance to meet new peoplenake
friends.

REFERENCES - Available on reques
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KNOWLEDGE OF
Customer satisfactio
Prequalifying prospects
Arranging call backs
Switchboard duties
Customer service
Reception duties
Telemarketing

Cold calling

Resolving problems

PERSONAL SKILLS
Articulate Prioritising work
IT literate

Discrete

Team player

Time management
Flexible

Detail focused

PERSONAL DET AILS
Simon Hunt

Dayjob Ltd

120 Vyse Street Birmingham
B18 6NF England, UK

T: 0044 121 638 0026

M: 0044 121 638 0026

E: info@dayjob.com

Simon Hunt
Call Center resume

CAREER OBJECTIVE

A committed and we-motivated young person who aspires

hold a position where he will be able to interathveustomers on
a daily basis. Highly articulate & having a cleaemdly voice,

Simon is more than able to offer concise & poligsistance in a
phone conversation. He is currently looking forexaiting oppor-

tunity in a customer focused enviro nment, wheravhlebe able

to deliver a high quality service & support his doyer’s vision.

ACADEMIC QUALIFICATIONS

Coventry North College 2011 - 201
Diploma in Business Studies Pass
Birmingham South High School 2008 — 2011
Maths Pass
English Pass
Geography Pass
Physics Pass

CALL CENTER SKILLS AQUIRED WHILST STUDYING
 Dealing with calls in a highly professional manner

» How to act as the first point of telephone contact customer.

* Handling complaints in a diplomatic way.

* Accurately updating customer records with inforiomat

» Responding to customers who have special comniimica
needs, such as language difficulties or disahslitie

» Answering any queries quickly and efficiently.

* Quickly understanding a callers point of view dadempathise
with them.

* Able to respond and adapt to the needs of albousts.

* Fully aware of all laws & regulations regardingalprotection.

* Quickly processing information.

KEY COMPETENCIES

» Excellent verbal and written communication skills.

* Ability to work with minimum supervision in a busy
environment.

* Able to do repetitive tasks accurately over loagqals of time .
» Working knowledge of MS Office software and spisaekts.

SELECTED ACHIVIEVEMENTS

Quialified to ITIL Foundation level.

Run a blog on how to ‘Exceed customer expectat&mecour-
age repeat business’.

Successfully completed a four week Advanced Fiidt@ourse.

HOBBIES & INTERESTS

Simon is an amateur actor, and has not only helpearganise
school plays but also played parts in them. Hdse a member
of a local debating society, where is gets to speakont of
audiences and has to hold in depth conversatianisrig periods
of time.

REFERENCES - Available on reque
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KNOWLEDGE OF
Access contrc

Escort duties

Mobile patrols

Foot patrols

Vehicle access control
Using radio equipment
Guiding visitors
Conflict resolution
Crowd control

PERSONAL SKILLS
Friendly & helpful
Well mannered
Integrity

Proactive

High energy levels
Tactful

Smart & well groomed
Efficient

Computer literate

PERSONAL DET AILS
Harold Skinner

Dayjob Ltd

120 Vyse Street Birmingham
B18 6NF England, UK

T: 0044 121 638 0026

M: 0044 121 638 0026

E: info@dayjob.com
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Harold Skinner
Security Guard resume

CAREER OBJECTIVE

A approachable, professional and helpful young grensho is
always quick to find a solution to any problemsemeounters.
Harold is passionate about getting things righdt fime, and is
always able to maintain an impeccable corporatgarand high
standards of professionalism in any task he pedokie is con-
fident that any service he provides will meet amplayer’s re-
guirements. Right now he is looking for a suitablery level
position with a reputable and exciting company saglour s.

ACADEMIC QUALIFICATIONS

Coventry North College2011 - 2012
Diploma in Health & safety P ass
Birmingham South High School2008 - 2011
Maths Pass

English Pass

Geography Pass

Physics Pass

SECURITY GUARD SKILLS AQUIRED WHILST
STUDYING

» Knowledge of modern security techniques and prasti

» Updating and maintaining appropriate security réso

» Good face to face communicator.

* Dealing quickly with emergency situations like eir or
violence .

* Ensuring that all information received and relaygdlone so
quickly, efficiently and accurately.

» Conducting external patrols to prevent theft anduthorized
entry etc .

» Dealing with all lost and found property.

* Maintaining an accurate record of any incideng ttcur .

* Ensuring all H&S policies are adhered to.

KEY COMPETENCIES

* A flexible approach to working shifts as requiréa suit
business requirements .

» Committed to complying to the highest work platandards in
terms of attendance, health and safety, and conduetrds the
public.

» Excellent verbal and written communication skills

* Comfortable working alone or as part of a team.

SELECTED ACHIVIEVEMENTS

Security cleared, CRB checked and SIA registeredalied
Vehicle & Fire Marshall.

Advanced First Aid Certificate.

HOBBIES & INTERESTS

A keen sports fan means that Harold can be fourst exening
in his local gymnasium. He is a member of a redisméamming

team, and recently won a city wide swimming contmeti He is
a volunteer security guard with a local shelter fameless
people, and it's there that he has picked up aflbis experience.

REFERENCES - Available on reques



S I M Richard Holmes
Kuku Ltd, The Big Peg, Birmingham, B18 6NF
a es a nager T: 0044 121 638 0026, M: 0870 061 0121,

E: info@dayjob.com

A results driven professional who has over fivergesales experience with products that are coreidech-
nical and complex. Richard is able to aggressidele sales growth and profits by developing anfilg, well
trained sales team who are always highly visibleustomers and responsive to their needs. He hasds-on
style of management, and one of his key strengtkiei ability to generate business insights fromerde data
sources. He is currently looking for a manageraiigon with an exciting and ambitious company.

Sales Achievements

Insurance Company 2011- Present Sales Target: $3 M Sales Achieved: $4.1 M
Web Design Company 2010 - 2011 Sales Target: $1.5M Sales Achieved: $2.2 M
Manufacturing Company  20C9 - 2010 Sales Target: $2 M Sales Achieved: $2.6 M
Manufacturing Company  20C8 - 2009 Sales Target: $1.2 M Sales Achieved: $2.1 M
Distribution Company 20C7 - 2008 Sales Target: $2.4 M Sales Achieved: $3.7 M
Areas of Expertise

Brand Analysis Monitoring Competitors Account Performarce Identifying Opportunities
Brand Management Waste Reduction Advertising Promotions Driving Profitability
Implementing Action Plars Event Management Necotiating Campeign Optimization

Career History

Sales Manager INSURANCE COMPANY  Jul 2011 - Present
Responsible for producing incremental revenue hiding customer plans, developing marketing striateg
and penetrating various levels of customer manageme

Duties.

» Responsible for selling, closing, servicing angagding the current customer base within an asigmnetory.
» Selecting sites for new development with a foausnuilti-unit opportunities.

» Managing relationships with suppliers, vendorspsors, internal clients and community partners.

» Regularly travelling to regional company sitesetimg area managers and getting product feedbaktfrem.
* Providing highly professional sales and markeéirgertise and back up to sales representatives.

» Working closely with distributor field teams tolpdead strategic field initiatives.

* Participating in district sales events as welleggonal and national distributor trade shows.

Sales Manager WEB DESIGN COMPANY Feb 2010 - Jul 2011
Sales Executive MANUFACTURING COMPANY Aug 2009 - Feb 2011
Team Leader -DISTRIBUTION COMPANY May 2007- Aug 2009

Key Skills & Competencie

« Ability to impact sales through coaching, counsglland influencing others to accompli#sired outcomes.
* Researching, developing and executing new prdduaches.

« Identifying and selling against merchandising plan

» Compiling and maintaining a customer databaseit@iments appropriate customer information anthcts
* Preparing itineraries, call reports and monthisitess reports with sufficient detail and in a tinmanner.

Academic Qualifications

Birmingham North University Business Developme®A (Hons) 2005 — 2008

Birmingham South College A Levels: MafB), English (A), Physic (C), A)02005
Geography (A), Religious Education (B)

Charted Management Institute certificate in sumEmj management 2002

References Available onrequest
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