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CHAPTER 1. DOCUMENTATION AND CONTRACTS
Unit 1. Logistics documentation (part 1)

1. Read and learn the words by heart:

invoice cuéT-aktypa

packing slip YIaKOBOYHBINA JIUCT

sheet BEJIOMOCTb, CITUCOK
manifest JeKJIapalus CyJIoBOTO Tpy3a
content COIEPIKUMOE

bill of lading KOHOCAMEHT

consignee Tpy30I0JTydaTellb
consignor IPy300TIPABUTEb
intermediary OCPETHUK

sales invoice
purchase invoice
merchandise

CYET 3a IIPOJAAHHBIE TOBAPLI
CYET 3a 3aKyILJICHHbIC TOBAPHI
TOBapbI

commitment nopyueHue, 00513aTeIbCTBO

to issue BBIIIYCKAaTh, BbI1aBaTh

to refund pebuHaHCHPOBATh, BO3BPAIIAThH
payee I0JIy4aTelib IIaTeXa, pEMUTCHT
payer IJIaTEJIbIIUK

issuer OMHUTEHT

to charge Ha3Ha4aTh IIEHY, B3UMaTh, 1e0ETOBAThH

2. Read and translate the text.

There are many documents used in logistics. Theycalled: invoices, packing
lists/slips/sheets (manifests), content lists, piwkets, arrival acknowledgement
forms/reports of many types (e.g. MSDS, damageddsgoaeturned goods,
detailed/summary, etc.), import/export, deliven, mf lading (BOL), etc. These
documents are usually the contracts between tha&goee and the consignor, so they
are very important for both parties and any intetiawgy, like athird party
logistics company (3PL) and governments. Documeamdhng within logistics,
supply chain management and distribution centersssally performed manual
labor or semi-automatically using bar code scanmseféware and tabletop laser
printers. There are some manufacturers of highdsgdeeument automation systems
that will automatically compare the laser printeatwiment to the order and either
insert or automatically apply an enclosed wallaigo to the shipping container
(usually a flexible polybag or corrugated fiberlagid container). Protection of
Privacy and Identity Theft are major concerns, esly with the increase of
e-Commerce, Internet/Online shopping and Shoppiranicel (other, past references
are catalogue and mail order shopping) making iremmnportant than ever to
guarantee the correct document is married or assakcito the correct order or
shipment every time. Software that produces docisnamne: ERP, WMS, TMS,
legacy middleware and most accounting packages.

An invoice, bill ortab is a commercial document issued by a seller tayaiy
relating to a sale transaction and indicating tleglpcts, quantities, and agreed
prices for products or services the seller hadigem/the buyer.
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Payment terms are usually stated on the invoicey Thiay specify that the buyer
has a maximum number of days in which to pay, armbmetimes offered a discount
if paid before the due date. The buyer could hdkeady paid for the products or
services listed on the invoice.

From the point of view of a seller, an invoice isades invoiceFrom the point of
view of a buyer, an invoice ispurchase invoiceThe document indicates the buyer
and seller, but the termvoiceindicates money is owemt owing. A typical invoice
contains:

* The wordinvoice

» A unique reference number (in case of corresporelaehout the invoice)

» Date of the invoice.

 Credit terms.

» Tax payments if relevant

« Name and contact details of the seller

» Tax or company registration details of seller.

» Name and contact details of the buyer

» Date that the goods or service was sent or delivere

» Purchase order number (or similar tracking numbegsiested by the buyer to
be mentioned on the invoice)

» Description of the product(s)

 Unit price(s) of the product(s) (if relevant)

» Total amount charged (optionally with breakdownaotes, if relevant)

« Payment terms (including method of payment, datgayment, and details
about charges for late payment)

In countries where wire transfer is the preferedhoeé of settling debts, the
printed bill will contain the bank account numbérthe debtor and usually a
reference code to be passed along the transadioiifying the payer. The European
Union requires a VAT (value added tax) identifioatinumber. Recommendations
about invoices used in international trade are agtsovided by the UNECE
Committee on Trade, which involves more detailescdption of the logistics aspect
of merchandise and therefore may be convenientirfarnational logistics and
customs procedures.

There are different types of invoices:

» Pro forma invoice — In foreign trade, pro formainvoice is a document that
states a commitment from the seller to provide ifipelcgoods to the buyer at
specific prices. It is often used to declare valaecustoms. It is not an actual
invoice, and thus the seller does not reconoroaformainvoice as an account
receivable and the buyer does not recopdoaformainvoice as an account payable.
A pro formainvoice is not issued by the seller until theeseind buyer have agreed
to the terms of the order. In a few casepraformainvoice is issued to request
advance payments from the buyer, either to allovdpction to start or for security of
the goods produced.

» Credit memo - If the buyer returns the goods, the seller ugussues a credit
memo for the same or lower amount than the invaod, then refunds the money to
the buyer, or the buyer can apply that credit me&renother invoice.



« Commercial invoice- a customs declaration form used in internatidradle
that describes the parties involved in the shippiramsaction, the goods being
transported, and the value of the goods. It isptimaary document used by customs,
and must meet specific customs requirements, sush tlee Harmonized
System number and the country of manufacture.usel to calculate tariffs.

* Debit memo- When a company fails to pay or short-pays aroice; it is
common practice to issuedabit memdor the balance and any late fees owed.
In function, debit memos are identical to invoices.

 Self-billing invoice - A self billing invoiceis when the buyer issues the invoice
to himself (e.g. according to the consumption lsve is taking out of a vendor-
managed inventory stock). The buyer (i.e. the igssigould treat the invoice as an
account payable, and the seller should treatanasccount receivable.

» Evaluated receipt settlement (ERS) ERS is a process of paying for goods
and services from a packing slip rather than fronseparate invoice document.
The payee uses data in the packing slip to applyp#dyments.

* Timesheet- Invoices for hourly services issued by busingssaich
as lawyers and consultants often pull data fromnadheet. A timesheet invoice may
also be generated by Operated equipment rental amegwhere the invoice will be
a combination of timesheet based charges and egquipmental charges.

» Statement- A periodic customer statement includes openiagrce, invoices,
payments, credit memos, debit memos, and endirambalfor the customer's account
during a specified period. A monthly statement barused as a summary invoice to
request a single payment for accrued monthly clsarge

* Progress billingused to obtain partial payment on extended -caistrac
particularly in the construction industry.

» Collective Invoicingis also known as monthly invoicing in Japan. Jasan
businesses tend to have many orders with small atadiecause of the outsourcing
system (Keiretsu), or of demands for less inventwgtrol (Kanban). To save the
administration work, invoicing is normally procedsen monthly basis.

« Continuation or Recurring Invoicing is standard within the equipment rental
industry, including tool rental. A recurring inveias one generated on a cyclical
basis during the lifetime of a rental contract. Eaample if you rent an excavator
from 1 January to 15 April, on a calendar monthiyears billing cycle, you would
expect to receive an invoice at the end of Januargther at the end of February,
another at the end of March and a final Off-remoine would be generated at the
point when the asset is returned. The same praeyould be adopted if you were
invoiced in advance, or if you were invoiced orpadfic day of the month.

 Electronic Invoicing is not necessarily the same as EDI invoicing. tbeec
invoicing in its widest sense embraces EDI as a&lKML invoice messages as well
as other format such as pdf. Historically, othenfats such as pdf were not included
in the wider definition of an electronic invoice daeise they were not machine
readable and the process benefits of an electrei&sage could not be achieved.
However, as data extraction techniques have evawedas environmental concerns
have begun to dominate the business case for tipéenmentation of electronic
invoicing, other formats are now incorporated itite wider definition.
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Organizations purchasing goods and services ushaihg a process in place for
approving payment of invoices based on an emplsya®ifirmation that the goods
or services have been received. Typically, wheningayn invoice, a remittance
advice will be sent to the supplier to inform thémair invoice has been paid.

Invoices are different from receipts. Both invoicasd receipts are ways of
tracking purchases of goods and services. In gktieracontent of the invoices can
be similar to that of receipts including trackirge tamount of the sale, calculating
sales tax owed and calculating any discounts appiighe purchase. Invoices differ
from receipts in that invoices serve to notify cmsérs of payments owed, whereas
receipts serve as proof of completed payment.

3. Choose the correct words to complete these seete

1. The documents stated the wrong quantities. Aseason/result/cause), the
shipment was not accepted at the warehouse.

2. The delay was (found/noticed/caused) by an aatidn the motorway.

3. When | spoke to the logistics manager, it (reetisaw/turned) out that they had
used different packing material.

4. Unfortunately, we are unable to deliver the aym®ent (due to/because/so)
technical problems in our warehouse.

5. (Although/In spite of/But) the delay, the dehyauvill still arrive on time.

6. What is the (cause/reason/result) for this delay

4. Complete the sentences with the words from thg.b
so because although due as aresdéispite because in sjof

1. Our customer wants to ship valuable freight, we need to think about
insurance.

2. A part of the shipment seems to be damaged rough handling.

3. the customer needed them urgently, the gomddn't be delivered at
the weekend.

4. The flight was cancelled to bad weather.

5. The driver had the wrong address. , it tuokthree hours to deliver
the pallets.

6. The consignment arrived on time all the custdormalities at the
border.

7. We are unable to ship today we've had prableith our dispatch.

8. being well secured, the load was damagedrval.

5. Match the beginnings of the sentences (1-6) whke endings (a-f)

1) I would need some informati a. would recommend rail transpc

2) Could you let me know b. by courier if you prefer.

3) In that case | suggest that you c. regarding loading times.

4) For a consignment this size | d. what the transit times are?

5) Of course it would also be e. possible to ship by express

6) We can also arrange transport f. use the cheaper sea freight option.
service instee



6. Complete the sentences with by or until.

1. I'll make sure that the documents arrive the end of the week.

2. We have to arrange shipment A@ust

3. I'm afraid there will be delays kkbginning of July.

4. They said we would receive the consignment Monday.

5. Call me if there are any problems. I'll be in office 6.30
today.

6. We require the good s Mardh 15

7. Put the words in the right order to make up sentes.

1. a shipment / send / us / a quotation / ple&se/ to Minsk

2. state / delivery date / please / in your quotatiyour earliest

3. let us / could / the following / please / havgutation / including / details /
you ?

4. a part truck load / shipping rates / what / yolar / to Birmingham / are ?

5. on sailing times / your quotation / detailecbimhation / should / and insurance
rates / also include

6. the following consignment / please / for / glubte / the transport

Unit 2. Logistics documentation (part I1)

1. Read and translate the text.

Documentary credits

A company which sells goods or services to othamties is known as an
exporter. A company which buys products from ottmintries is called an importer.
Payment for imported products is usually by docuiagncredit, also called a letter
of credit. This is a written promise by a bank &y @ certain amount to the seller,
within a fixed period, when the bank receives ustions from the buyer.

Documentary credits have a standard form. Theyrgdpeontain:

a. a short description of the goods

b. a list of shipping documents required to obtainrpaut

c. a final shipping date

d. a final date (or expiration date) for presenting documents to the bank.

Documentary credits are usually irrevocable, meaanihat they cannot be
changed unless all the parties involved agreevdoable credits guarantee that the
bank which establishes the letter of credit willy ghe seller if the documents are
presented within the agreed time.

Bills of exchange

Another method of payment is a bill of exchangedaaft. This is a payment
demand, written or drawn up by an exporter, instngcan importer to pay a specific
sum of money at a future date. When the bill matuttee importer pays the money to
its bank, which transfers the money to the expasrieank. This bank then pays the
money to the exporter after deducting its charges.

A bank may agree to endorse or accept a bill ohamge before it matures.
To endorse a bill is to guarantee to pay it if thuyer of goods does not. If a bill is
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endorsed by a well-known bank, the exporter cantsai a discount in the financial
markets. The discount represents the interestulgerbof the bill could have earned
between the date of purchase and the bill's matdate. When the bill matures, the
buyer receives the full amount. This way the exgogdets most of the money
immediately, and doesn't have to wait for the buggray the bill.

Export documents

Exporters have to prepare a number of documentptwith the shipment or
transportation of goods.

» The commercial invoice contains details of the goaphantity, weight, number
of packages, price, terms of delivery, terms ofrpayt and information about the
transportation.

» The bill of lading is a document signed by the iearor transporter (e.g. the
ship's master) confirming that the goods have lbeeeived for shipment; it contains
a brief description of the goods and details of itteey are going.

» The insurance certificate also describes the gaodscontains details of how
to claim if they are lost or damaged in transithilerbeing transported.

» The certificate of origin states where the gooda&drom.

* Quality and weight certificates, issued by privatspection and testing
companies, may be necessary, confirming that theséhe correct goods in the right
guantity.

» An export license giving the right to sell partiaulgoods abroad is necessary
in some cases.

Are the following statements true or false? Cect the false sentences.

With a letter of credit, the buyer tells the bavhen to pay the seller.

Letters of credit are only valid for a certaandjth of time.

An exporter usually has the right to changdtardef credit.

The bill of lading confirms that the goods hieen delivered to the buyer.
With a bill of exchange, the seller can get nadghe money before the buyer

OF A WNEN

Bills of exchange are sold at less than 100%ydmeemed at 100% at maturity.

Match the payment methods (1-6) with the defioits (a-f).
advance payment

cash on delivery

open account

documents against payment

documentary credit

bank guarantee

Ok WNEW

a.Customer pays immediately on receiving the goodss Bervice is usually
provided by the post office.

b.Used to cover financial risk in international traosons e.g. if a buyer does
not pay.

c. The exporter supplies the goods and the importaidooer pays for them at an
agreed date in the future.



d. Involves the buyer's and the seller's bank. & pgomise made by the opening
bank that payment will be made on receiving documémt comply with the terms
agreed.

e.Also called cash against documents (CAD). It mdhas the exporter has full
control over the documents until payment has beatenby the importer.

f. Customer/importer has to pay for the goods befoeg aire shipped.

4. Complete this list of documents used in foreign deawith words from the
box.

approved authority required commercial indicating draft
receipt conditions carriage hazardous

Commercial invoice

A document that contains specific information relyag the goods shipped and
the agreed between buyer and seller.

Certificate of origin

Document used in foreign trade which states whesegbods were produced. It is

often by customs authorities.

Packing list

A document which specifies the contents of any fafhpackaging, e.g. boxes,
containers, cartons, without the valub®foods shipped.

Air waybill

A contract between airline and shipper. It is @plmg document which states the
terms and conditions of and is also @petor the consignment.

Consular invoice

A special kind of invoice sometimes required by tim@orting country. It needs
to be by an embassy.

Pro forma invoice

A invoice which the seller prepares teetbe actual shipment takes
place.

Export license

A document which is granted by a government and states that
specified goods can be exported.

Customs invoice

A specific document required by customs in somenties e.g. US when

importing goods. It includes more details than a invoice.

Dangerous goods declaration

Certificate prepared by the shipper/consignor wisigtes that goods
are handled according to international shippingilagns.

Bill of lading

A contract between carrier and shipper which specithe goods to be shipped
and the delivery terms. It is also a opreent and accompanies the

goods until they reach their destination.

5. Fill gaps in the sentences.
1. Exporters can get paid sooner if a bill of exdeis.................... by a bank.
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2. The bill of lading and the insurance certificatgh.................. the goods.

3. Exporters................. goods to foreign does.
4. The transporter................... a documentigomg that it has.................. the goods.
5. In order to be paid, the exporter has to.......... the shipping documents to a

specific bank.

6. Put the sequence of events in the correct order.

a. A bank accepts or endorses the bill of exchange.

b. The accepting bank pays the full value of thé ddi exchange to whoever
bought it.

c. The exporter sells the bill of exchange at aalist on the money market.

d. The importer receives the goods and pays itk.ban

e. The importer's bank transfers the money to toeging bank.

f. The seller or exporter writes a bill of excharmy®d sends it to the buyer or
importer (and ships the goods).

Unit 3. Business contracts

1. Read and translate the texts.

A contract is a legal document which forms the basis of as@ation between the
Buyer and the Seller, specifies the rights andgaltlbons of the parties and guarantees
that these obligations will be fulfilled. By law mwacts are made in writing.

Types of business contracts

1. Contracts for the supply of goods:

a) sale of goods;

b) exchange and barter;

c) work and materials;

d) supply of goods on credit.

2. Contracts for financial services:

a) banking contracts;

b) insurance contracts.

3. Employment contracts.

4. Contracts of agency.

5. Hire contracts.

1. The most common form of transaction in the bessnworld is a contract for
the sale of goods, which is defined as "a contbgctvhich the seller transfers or
agrees to transfer the property in goods to thebfgr a money consideration called
the price."

Another way in which you can acquire goods is imsgmuence of a contract
which main purpose is the provision of servicesydfi take your car to be serviced
by a garage, the main substance of the contrdlogiskill and labour of the mechanic
in checking the car.
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2. Banks provide a wide range of financial servimethe commercial customers
from current accounts, loan and overdraft facsitiand to specialist services for
those involved in foreign trade. The relationshgivween a bank and its customers
are contractual.

A prudent businessman will always assess the tigktsmight befall his business:
he may fall ill; his premises may be destroyedibg ér his stock stolen. These risks
may be minimized by insurance. A contract of inaggis an agreement whereby an
insurance company undertakes to compensate a pedtad the insured, if the risk
insured against does in fact occur.

3. There are two ways in which a person's servicag be acquired. He may be
engaged either as an employee under a contractreice or as an independent
contractor under a contract for services. An emgdoprovides his labour for his
employer in return for wages. The employer exescsmtrol over the way in which
an employee carries out his work. self-employed person is engaged under a
contract for services. He is an independent cotitraagreeing to do work or provide
services as and when he wishes.

4. An agent is someone who is employed by a praidp make contracts on his
behalf with third parties. An employee who makesitcacts on behalf of his
employer is acting as an agent. A shop assistanteXample, is in this category.
Alternatively, an agent may be an independent ectdr who is engaged for his
specialist skills and knowledge. A person who wsshe sell shares will usually
employ the services of a stockbroker to arrangeséhe for him. Agents are given a
number of names: the most common being "brokerrepresentative”.

5. Under a hire agreement, the owner of goods alleameone else (the hirer) to
make use of them in return for regular rental paymehe hirer obtains possession of
the goods but ownership never passes to him anldea¢nd of the agreement the
goods must be returned to the owner. Businessnsentake advantage of hire as a
method of obtaining the use of equipment which thexjuire. Hire in this context is
usually referred to as "leasing" and often includasundertaking by the lessor to
service the equipment regularly and effect repaiven necessary.

General clauses of contracts.

Commercial contracts usually have the following eyah clauses arranged in a
logical order:

1) definitions of the parties;

2) subject of contract;

3) price and total value of the contract;

4) delivery dates and terms;

5) payment;

6) packing and marking:

7) claims;

8) sanctions;

9) insurance,

10) force-majeure;

11) arbitration;

12) other conditions.

13) legal addresses of the parties
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If the subject of contract is machines or equipnthein contracts can include
other topics such as Guarantee, Inspection and Teshnical Specifications and
Supplementary Documentation. They are usually gimesupplements which are an
integral part of contracts.

1. Definition of the parties The text of contract begins with a preamble inchihi
juridical names of the parties making a contraetgven, e.g.

Contract.Ne 68 @4tober, 2017

Tobacco Corporation, USA, hereinafter referred ®"&ellers", on the one side,
and Tutu Ltd., Brest, hereinafter referred to asuyBrs", on the other side, have
concluded the present Contract as follows:

2. Subject of the Contract

In this part, the type of bargain is defined. Imagirce, quality and quantity of
goods and basic terms are included in this pairt tre supplement to which there's a
reference, e.gThe Sellers have sold and the Buyers have bougatettes as per
Supplemendel attached to the contract. The goods are to beeledd by the Sellers
to Brest, Final Consignee Warehouskhe quality of cigarettes to be delivered
should correspond to that of the samples approveti @nfirmed by both parties.
The quality of cigarettes must be confirmed by al®u Certificate issued by the
Seller or the factory manufacturer.

3. Price and Total Value of the Contract

The price of goods is an amount of money in a defiourrency that the buyer
pays the seller for goods. In accordance with thetract, prices are fixed in the
currency of one of the counteragent countries dinéncurrency of a third country.

e.g. The price as it is indicated in Suppleméal is fixed in US dollars and
includes export packing for shipment and delivengrking, loading, transportation
to Brest, Final Consignee Warehouse. The total amof the present Contract is
US $ 964,900.

4. Delivery Dates

Time of delivery -periods or dates during which deare to be delivered by
Sellers into countries or geographic areas agrped un the contract.

e.g.The delivery of cigarettes under the present Gattshall be effected for the
dates stipulated by Supplemeéfi to the present Contract. The date of arrivaltd t
truck (1) to Final Consignee Warehouse will be siolered as the date of delivery.

Terms of Delivery

e.g. The delivery of the goods is to be effected on telms to the address
stipulated in Supplementl to the present Contract for Tutu Ltd., Brest.

Within 24 hours, excluding weekends and holidayer ahe shipment of the
cigarettes, the Sellers will inform the Buyers bple of the following:

1) contracthe;

2) truck number,

3) voyage date;

4) truck way BillVe;

5) cigarette brand;

6) quantity;

7) gross weight of the goods;

8) value of the goods.
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5. Payment

This clause of commercial contracts of sale costa@rms of payment agreed
upon by the parties. Payment can be done in sewearas, but usually it is either
bank transfers or Letters of Credit (L/C).

e.g. Payment for the goods to be delivered under thesgmt Contract is to be
effected in US dollars in accordance with the HBadgreement between the
Government of Russia and the USA dated 28.03.199an irrevocable confirmed
Letter of Credit (L/C) to be opened by the Buyath thhe Priorbank, Minsk in favour
of the Seller within 10 days upon receipt of thike® notification of the readiness of
the goods for shipment. The L/C is to be validsfdodays.

The payment of the Credit is to be made againsfail®ving documents:

1) Invoice in triplicate;

2) Bill of Lading;

3) Insurance Policy.

All expenses connected with the opening of theleftCredit are to be borne by
the Buyers.

6. Packing and Marking

The general rule in all packing is to make goodsuse for the kind of journey
they have to make, but also to keep package as$ anthlight as possible.

e.g. Packing in which the cigarettes are shipped mastuee full safety of the
goods and protect them from damage during trangpiont by all means of transport
and transshipment en route as well as to proteetgbods from atmospheric effects.
The face side of each carton box shall be markéd indlelible paint, as follows:

contracthe;

Sellersl and Buyers' names;

brand and quality of cigarettes;

gross and net weight.

The boxes, individual packing of goods as wellrdislas must bear no marks or
symbols which have no relation to the object ofpfesent Contract.

7. Claims

e.g.In case of shortage while packing or in caseafiaonformity of the quality
of the goods to the samples, the Buyers have d¢ine to claim on the Sellers within
180 days on the arrival of the goods to Russia. Héuies agreed that the Inspection
Report drawn up by the Chamber of Commerce andsingluRussia, Moscow, will
prove the claim.

The Sellers are to examine the claim within 15 d&suld the Sellers fail to
send a reply on expiration of the said period, tiaim will be considered as
admitted by the Sellers and its sum deducted fhen3t% sum.

While claiming for an inferior quality of the goodlse Buyers return the faulty
goods to the Sellers with deduction of 10 % perddlthe returned goods.

The cost of the defective goods or shortage wialkipg, being intact, penalty
and also transport charges are deducted by the Bfigen the 3% sum. In case the
sum of 3% proves to be insufficient to cover tlantland penalty, the Sellers are to
remit the balance due to the Buyers within 15 dags the date of receipt of the
claim.
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All transport and other charges connected with \dely and return of defective
goods are to be paid by the Sellers.

8. Sanctions

e.g.In case of a non-delivery of the goods in respédtrm of delivery fixed in
the Contract, the Sellers must pay to the Buyefise of 0.1% of the value of the
goods in delay per day of delay. If the delay eas&3® days, the charging of the fine
Is stopped and additionally to the sum of the fime Sellers must pay the Buyers a
penalty of 2% of the value of the goods in delay.

The payment of the fine does not release the Sdilmm the obligation to deliver
the goods in delay. If the delay in shipment issegbecause of delays in the vessel's
arrival dates then there will be no sanctions agaithe Sellers. In the case of
delivering of defective goods, the Sellers payBhgers an additional 2% fine of the
value of the goods admitted defective to the paywfetme claim value. Besides, the
Buyers shall have the right to return the defectjgeds on the Sellers' account.

The Sellers shall pay the Buyers a fine of 1 %mefalue of the goods in respect
to which there were Infringements:

a) the goods have been shipped In packing and/br nvarking not meeting the
Contract terms or conditions;

b) the assortment of goods is incorrect.

The payment of the fine does not release the Seilfem Compensating the
Buyers for the losses the latter has sustainedtdube Sellers' non-observance of
the above mentioned Terms and Conditions of ther&cn

9. Insurance

All sensible businessmen now insure goods for thievhlue in order to obtain
indemnity in case of damage or loss. Insurancgasat such risk as fire, damage by
water or breakage.

e.g.Insurance should be done with a first class ineaeacompany by the Sellers
and for their own account upon such terms thatBbgers should be entitled to claim
directly from the insurance company and provide Bwgers with an Insurance
Policy or other evidence of insurance covering dtwedoor terms against usual
risks including damages caused by breakage, tHefihmle package or parts, and
non-delivery of whole packages in the cases mewdiabove irrespective of the
percentage of damage. Insurance should be don&@notal amount of the goods
plus 10%.

10. Force-Majeure

Every contract contains a Force-Majeure clausecd-arajeure is a force against
which you cannot act or fight: natural disastershsas an earthquake, flood and fire;
war, embargo and other sanctions.

e.g. The Parties are released from their responsipiftr partial or complete
non-execution of their obligations should they lmused by the force-majeure
circumstances including, but not limited to: firfkpod, earthquake, and if these
circumstances have had a direct damaging effecthenexecution of the present
Contract. The Party which is unable to fulfill idbligations is to inform the other
Party within 10 days from the beginning of forcejgnae circumstances.

11. Arbitration

e.g. The Seller and the Buyer will take all possibleasuges to settle amicably
any disputes or differences which may arise outhaf present Contract or in
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connection with it. If the Parties do not come toagreement, all the disputes are to
be submitted for Arbitration in Stockholm, Swedergccordance with the rules and
regulations of the Chamber of Commerce.

12. Other Conditions

e.g.Any changes or supplements to the terms and ¢onsliof this Contract shall
be valid only in a written document duly signedaloyhorized representatives of both
Parties.

The Contract becomes effective and comes intéolak from the date of signing.

Terms of delivery (incoterms)

Most frequently used terms of delivery are:

FOB

FOB means «Free on Board. The goods are placedamd kthe ship by the seller
at a port of shipment named in the sales contiidet. risk of loss or damage to the
goods is transferred from the seller to the buyleemthe goods pass the ship's rail.

CIF

GIF means «Cost, Insurance and Freight. This terbasically the same as& F
but with the addition that the seller has to preawmarine insurance against the risk of
loss of or damage to the goods during the carridge. seller contracts with the
insurer and pays the insurance premium.

EX Works

«Ex Works» means that the seller's only resporsibg to make the goods
available at his premises (i.e. works or factohy)particular he is not responsible for
loading the goods in the vehicle provided by thgdouunless otherwise agreed. The
buyer bears the full cost and risk involved in gmg the goods from there to the
desired destination. This term thus representsithenum obligation for the seller.

FAS

FAS means «Free Alongside Ship. Under this termstster's obligations are
fulfilled when the goods have been placed alongsicke ship on the quay or in
lighters. This means that the buyer has to beanoslis and risks of loss of or damage
to the goods from that moment.

C&F

C & F means «Cost and Freight». The seller must tbaycosts and freight
necessary to bring the goods to the named desimadiut the risk of loss or damage
to the goods is transferred from the seller tolinger when the goods pass the ship's
rail in the port of shipment.

2. Match the words with their definitions:

1) to come to terms with smb a) a person who emérsa contract

2) to ratify b) being able to be used lawfully

3) without prejudice ) to conduct a contract

4) legally binding d) a clause which states thparty is not
responsible if certain things happen

5) express terms e) a term in a contract whictoislearly set

out in the contract
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6) implied terms f) a restricted responsibility

7) to govern a contract g) a term in a contradtivis agreed by both
parties and clearly stated
8) condition h) a situation where two or moretiea share

a single liability, and each
party is also liable for the whole claim

9) warranty 1) according to the law, the contrac
has to be obeyed

10) clause ]) the fact of being legally respblesior
paying for damage or loss incurred

11) liability k) the negotiations cannot be reéel

to in court or relied upon by the other
party if the discussions fall

12) joint and severally liable ) a section of atact or of a constitution
for something

13) limited liability m) to approve officially snething which
has already been agreed

14) exclusion clause n) a contractual term wiscecondary

to the main purpose of the contract

15) to be valid under the law 0) to reach mutuaéament

16) contractor p) a term of a contract which toalse carried
out as part of a contract

3. Fill in the gaps using the below situated wordgind your grammar.

to come, to terms, to ratify, without prejudicegdfly binding, express terms,
implied terms, to govern a contract, condition, veaty, clause, liability, joint and
severally liable, limited liability, exclusion clag, to be valid under the law,
contractor.

1. All the ... of a sole proprietorship are the ..itefowner.

2. The standard ...in those Agreements relate tsopeel arrangements,
administrative and technical issues, and budgetadyfinancial arrangements.

3. According to the latest information, the ... had made substantial equipment

purchases.

4. The Parties shall be ... by the ... on any othengenot mentioned in this
Agreement.

5. The Suppliers make no ... , ... , representations.of ... or ... whether by

statute, common law, custom, usage or otherwist) asy matter.

6. For an adopted child it is, furthermore, a ctadithat the adoption ... ... ...
Danish ... .

7. These official regulations did not have ... ... s$at

8. ... ... offers equal opportunities for both groupsmanizations.

9. This was, of course, ... ... to the rights and radésfamilies of victims,
organizations bringing claims, or representatiiedaims.

10. A party’s liability mat be limited in certaimtations by ... ... .

11. He encourages the Government to take all n@gesgeps to sign and ... the
Convention.
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12. If more than one person or business entersi@acd as partners, they may be
..and ... ...
13. We must ... ... ... with our partners regarding aithtd.

4. Insert the necessary prepositions.

1) Tutu Ltd., Brest, hereinafter referred ... aslli&s" ... the one part, and Jones
and Carter, hereinafter referred ... as "Buyersthe other part, have concluded the
present contract as follows:

2) The quality ... the goods sold ... the presentract shall be in full conformity
... the State standards existing ... Belarus.

3) All expenses incurred ... the territory ... Bwyer... connection ... the present
contract are to be paid ... the Buyer.

4) The goods sold ... this contract shall be deliveref months ... the signing ...
the contract.

5) Payment... the goods to be delivered ... thegmtecontract is to be effected ...
pounds sterling ... accordance... the Trade Agreementn irrevocable confirmed
Letter of Credit to be opened ... the Buyer ... Baamk ... Foreign Trade ... Russia.
Moscow ... favour... the Seller... the value oflehnt... the goods to be shipped plus
10%.

6) Each package shall be provided ... marking shgwie place ... destination,
name ... Consignee, description ... goods, contmatiber, gross and net weight.

7) Claims which may arise ... regard ... the gyalitthe goods as well as claims
concerning the quantity ... the goods will be cdeeed ... the Seller only if submitted
within 45 days ... the date ... arrival ... the d®o.. the place ... destination shown ...
the Bill... Lading and in any case not later thar®0 days ... the date ... delivery ...
the goods c.i.f. London.

5. Answer the following questions.

A

1) What types of business contracts do you know?

2) What is the most common form of transactiorhim business world?

3) Under a contract one can acquire not only gobdsalso services. May you
give any examples of such contracts?

4) How may one be employed by a legal person? Vipss of employment
contracts do you know?

5) What is an agent? What right does he have umdentract of agency?

6) Do banks provide many financial services to ttmenmercial customers?
Which of them did you use?

7) Do businesspeople risk in their business? Whattlzey doing to minimize
these risks?

8) What is the substance of a contract of insurarid@ve you ever struck such
contracts?

9) What does an insurance company compensate sheeth person if the risk
insured against does in fact occur?

10) On what terms does the owner of goods allowesora else to make use of
them?
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B

1) What general topics do commercial contracts llysaaver?

2) What other topics can such contracts includeefr subjects are machines or
equipment?

3) May one consider supplements to contracts astegral part of them?

4) In what part of contract are juridical nameshaf parties given?

5) In what part of contract is the type of barga@fined?

6) On what terms are the goods delivered undenaaci?

7) What does the price of goods include?

8) How can payments be done under contracts?

9) Which are the main requirements for packing ihiolw goods are to be
delivered under contract?

10) What kinds of marks are indicated on the fade ef each packing of goods
to be delivered?

11) What do the Claims, Sanctions and Arbitrati@uses regulate?

12) Why does every contract contain a Force-Majelaase?

13) What is the final clause of a contract?

6. Translate into English.

1) JlroOoit KOHTpakT BKJIIOYaeT B ceOs o00s3aTebHBIC YCIOBUSA, KOTOPBIC
HEO0OXOMMO BBITIOJTHUTh 00EUM CTOPOHAM.

2) ATeHT - 3TO JIMIO, JACUCTBYIOIIEE MO MOPYYCHHUIO APYroro juia. Topropblit
areHT OCYIIECTBISICT KYIUTFO-TIPOJAXy TOBAapOB COOTBETCTBYIOIIETO Ka4decTBA H
OTIPENIETICHHOTO KOJIMYECTBA HA YCTAHOBJICHHOW TEPPUTOPUU W B OMPEICICHHBIN
HEPUOI.

3) Z1oroBOp CTaBHT yCIOBUEM, YTO CHEMIIMK 3aIUIATUT 32 PEMOHT KOMHATHI.

4) O0bIYHO B TpeamOyIie IaeTcsi MOJHOE FOPUAMYECKOe HANMEHOBAaHUE CTOPOH,
3aKiroyaroux 1oropop. [IpeamOyia - nepBbiii OCHOBHOM pasjien JitoOOro KOHTPAKTaA.

5) Texuuueckue crnenu(UKaluyd OOBIYHO TMPHUIIATAIOTCS B KOHIIC KOHTPAKTa U
SIBJISIFOTCST €70 HEOTHEMJIEMOM YaCThIO.

6) ®upma Dopa, B manbHeitem umenyemas "llpomaBen”, ¢ OJHOW CTOPOHBI,
u Mucrtep TBucrtep, B nanpHeiieM nMenyemsblil " [lokynatens”, ¢ Ipyroi CTOpPOHBI,
3aKTFOYMIIA HACTOSIIUN KOHTPAKT O HIDKECTIEAYIOIIEeM:

7) [Tnarexx OymeT HpoW3BeIeH HaMHM HAJIMYHBIMH B TeueHue 45 gHe# ¢ marel
OTIPABKHU MOTPY30UHBIX TOKYMEHTOB B MOCKBY.

8) YmakoBka J0DKHAa oOOECIeuuBaTh IIOJIHYK COXPAaHHOCTh TOBapa IIpU
TPaHCIIOPTHUPOBKE.

9) IMokynaTens UMEET MPaBO MPEIbSIBUTH MPETEH3UU O HEIOCTATKE TOBAPA.
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CHAPTER 2. NEGOTIATIONS

Unit 1. Cross Cultural Negotiations

1. Read and learn the following words by heatrt:

1. negotiations IIEPEroBOPHI, OOCYKICHHUE YCIIOBUI

2. negotiator IIEPErOBOPILIUK, IOCPETHUK

3.bargaining BEJICHHUE MTEPETOBOPOB, 3aKII0UCHHE
TOPrOBOM CIICJIKU

4.to undertake MpeANPUHUMATH, OpaTh Ha ceOs

5. proceeding HoBeieHue, mocTymnok; pl. padora, nema

6. trustworthiness KPEAUTOCIIOCOOHOCTh

7.issue CTIIOPHBII BOIIPOC

8. to gain concessions MOJTy4aTh CKUIKH, JIbIOTHI, KOHIIECCHIO

9. to impose deadlines YKa3bIBaTh MPEICTbHBIC CPOKU

10. commitment nopyueHue, 00513aTenbCTBO

2. Learn the following useful words and phrases fbusiness negotiations in
English.

When trying to get the most out of a negotiatioau ynay want to do some
reading about the negotiation process:

1.To bargain

Explanation: To discuss the conditions of an agreement, to treggo You can
also use this as a noun (something can be a bartgarefer to products being sold
for a really good price.

Example: “You can’tbargainwith him, he’s very inflexible.”

“This laptop was such a bargain! | paid half as mas you paid for yours and
mine is much faster.”

2. Bottom line

Explanation:The most important factor.

Example:“The bottom lineis that we cannot raise both salaries and boriuses.

3. Alternative

Explanation:A choice that could be better than the presenasan.

Example: ‘Let's consider thalternativesbefore deciding on the best candidate
for this position.”

4.To reach consensus

Explanation: To agree on a matter that initiallyf(est) you disagreed upon.

Example:

“After a really long debate, they managedreach consensum the issue of sick
leave.”

5. Counter proposal

Explanation: An alternative solution you offer whgou disagree with the one
already presented.

Example: “We came witha counter proposal but they weren’'t open to
negotiation.”

6. Deadlock

Explanation: A point in a discussion which takesi ywwhere because people
cannot reach agreement.
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Example: “We reachedleadlock quite early in the discussion, because they
weren't willing to listen to our arguments and thdyn't make any counter
proposals.”

7. Highball / Lowball

Explanation: To highball means to ask for a lot entiran you think your partner
will agree to offer you. On the contrary, when yowball, you offer much less than
you think is acceptable.

Examples:

“They started the negotiation Ihyghballing their expectations, but we saw right
through it.”

“I thought my boss was going towball by giving me a really small raise, but he
was reasonable.”

8. Leverage

Explanation: Something that gives you power in gotiation.

Example: “The supermarket chain really wanted thatl, but the owner didn’t
give in easily. He had a lot of leverage becausetisition was ideal.”

3. Find synonyms to the English words in the rigbolumn:

competitor to profit

outcome rival

clock conscious result

to impact punctual

to benefit to carry on negotiations
to negotiate to influence

4. Read and translate the text.

When we think of negotiations, we tend to focustlo® hard negotiating skills
connected with bargaining. In fact, many professiaregotiators will confirm that
the most important skill is effective relationskipilding.

If there is trust and understanding between theganties, the negotiation will be
much more successful, as will the long-term businedationship between them.
In this lesson students start with a quiz whicli¢emto a reading activity. Then they
look at language in dialogues and finish with & nalay.

Cross cultural negotiation is one of mage
specialized areas within the wider field of crg
cultural communications. By taking cross cultu
negotiation training, negotiators and sales pernsb
give themselves an advantage over competitors.

There is an argument that proposes that cultu
inconsequential to cross cultural negotiation.
maintains that as long as a proposal is financi
attractive it will succeed. However, this is a real
way of approaching international business.

Let us look at a brief example of how cross culturagotiation training can
benefit the international business person:

There are two negotiators dealing with the samem@t client in the Middle
East. Both have identical proposals and package® @nores the importance
of cross cultural negotiation training believingetiproposal will speak for itself.
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The other undertakes some cross cultural trairttefshe learns about the culture,
values, beliefs, etiquette and approaches to bssimeeetings and negotiations. Nine
times out of ten the latter will succeed over tkalr

This is because 1) it is likely they would have emed themselves more to the
host negotiation team and 2) they would be abldatior their approach to the
negotiations in a way that maximises the poteofia positive outcome.

Cross cultural negotiations is about more than st foreigners close deals.
It involves looking at all factors that can inflenthe proceedings. By way of
highlighting this, a few brief examples of topiasvered in cross cultural negotiation
training shall be offered.

Eye Contact:

In the US, UK and much of northern Europe, stratigect eye contact conveys
confidence and sincerity. In South America it isign of trustworthiness. However,
In some cultures such as the Japanese, prolongedoeyact is considered rude and
Is generally avoided.

Personal Space & Touch:

In Europe and North America, business people wgilially leave a certain amount
of distance between themselves when interactingcfiag only takes place between
friends. In South America or the Middle East, basm people are tactile and like to
get up close. In Japan or China, it is not uncomfooipeople to leave a gap of four
feet when conversing. Touching only takes placevben close friends and family
members.

Time:

Western societies are very ‘clock conscious’. Tisienoney and punctuality is
crucial. This is also the case in countries suclamn or China where being late
would be taken as an insult. However, in South Acaersouthern Europe and the
Middle East, being on time for a meeting does aotycthe same sense of urgency.

Meeting & Greeting:

Most international business people meet with a Blaakk. In some countries this
IS not appropriate between genders. Some may viemeak handshake as sign
of weakness whereas others would perceive a firmds$taake as aggressive.
How should people be addressed? Is it by first nameame or title? Is small talk
part of the proceedings or not?

Gift-Giving:

In Japan and China gift-giving is an integral pdrbusiness protocol; however, in
the US or UK it has negative connotations. Whefts gire exchanged should one
give lavish gifts? Are they always reciprocatedi®8d they be wrapped? Are there
numbers or colours that should be avoided?

All the above in one way or another will impactssaultural negotiation and can
only be learnt through cross cultural training. mMpor saying the wrong thing at the
wrong time, poor communication and cross culturedumderstandings can all have
harmful consequences.

Cross cultural negotiation training builds its fdations upon understanding
etiquettes and approaches to business abroad bffousing on cross cultural
differences in negotiation styles and techniques.

There are three interconnected aspects that neleel tconsidered before entering
Into cross cultural negotiation.
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The Basis of the Relationshipin much of Europe and North America, business
Is_contractual in nature. Personal relationshipssaen as unhealthy as they can cloud
objectivity and lead to complications. In South Aroa and much of Asia, business
Is personal. Partnerships will only be made witbsth they know, trust and feel
comfortable with. It is therefore necessary to sivia relationship building before
conducting business.

Information at Negotiations: Western business culture places emphasis on
clearly presented and rationally argued businespgsals using statistics and facts.
Other business cultures rely on similar informatior with differences. For example,
visual and oral communicators such as the Southrigares may prefer information
presented through speech or using maps, graphshats.

Negotiation Styles:the way in which we approach negotiation diffecsoas
cultures. For example, in the Middle East ratheanthapproaching topics
sequentially, negotiators may discuss issues samedtusly.

South Americans can become quite vocal and animakted Japanese will
negotiate in teams and decisions will be based wooisensual agreement. In Asia,
decisions are usually made by the most seniordigurhead of a family. In China,
negotiators are highly trained in the art of gagninoncessions. In Germany,
decisions can take a long time due to the needdtyse information and statistics in
great depth. In the UK, pressure tactics and inmgpdeadlines are ways of closing
deals whilst in Greece this would backfire.

Clearly there are many factors that need to beiderexd when approaching cross
cultural negotiation. Through cross cultural negfidn training, business personnel
are given the appropriate knowledge that can Hedntprepare their presentations
and sales pitches effectively. By tailoring youhaeour and the way you approach
the negotiation you will succeed in maximising ypotential.

. Answer the following questions:

. Do negotiating skills differ in Eastern and WW&estcountries? How?

. Why is it important to know cultural traditioasd customs while bargaining?
. Is it necessary to take cross cultural negotnatiaining before bargaining?

. Where is prolonged eye contact avoided?

. What countries can business people be closacto @her while bargaining?

. Is distance between business people necessdapam and China?

. Are gifts necessary in Western or Eastern casr

. What countries can you be a little bit laterfiegotiations?

. Where can issues be discussed simultaneously?

OCO~NOOUITRAWNEO

6. Act the following dialogue: furthering negotiatns

Sunburst, Inc., a Mexican company, is negotiatingpatract with Gemini, Ltd.,
a Taiwanese company, for the manufacturing of PGhlmeards. John Liu is the
Production Manager for Gemini and Cynthia ChasthésPurchasing Manager for
Sunburst.

Cynthia: What is your production situation now? Do you have capacity to
provide us with a substantial number of units?

John: Provided that you give us sufficient notice, we dabhe production
capacity to meet your needs. What sort of quastdre you looking for?

Cynthia: We are considering an initial quantity in exces2@9,000 units, with
additional similar quantities ordered on a quaytbdsis.
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John: What did you have in mind regarding specifications?

Cynthia: We would like units for both P4 and AMD CPUs. Ab@0% would be
for entry-level desktops, 40% would be for business and the remaining 40% for
multimedia use. Supposing we placed an order f&,0® units for the second
guarter of 2004 and follow-up orders of 200,00Qsufor each of the following three
guarters, what unit price could we expect?

John: As long as we are clear on your specifications laade 30 days before
beginning production, we could offer a unit prideNd$1,700.

Cynthia: If we doubled the number of units in our order, whdescount on the
unit price could we receive?

John: Before | answer that, could you tell me what yoeravthinking about in
terms of delivery dates?

Cynthia: We were thinking about delivery dates of 120 daytswing our order.

John: On the condition that we would have such a defiyeriod, we could offer
a 5% discount on the larger order.

Cynthia: If you could offer an 8% discount, then we coufgtee to place the
larger order.

John: Supposing we offered a compromise discount of 6ob%he larger order,
would that satisfy you?

Cynthia: | think we can live with that providing you suppgood technical
support and documentation in Spanish.

John: No problem. We can do that.

Cynthia: OK. It's agreed then.

John: Thank you.

7. Negotiations quiz. Think and answer.

1. In what situations do you negotiate? Who do gegotiate with? Think about
both your work and your private life.

2. What's the difference between sales technigndshagotiation techniques?

3. What makes a good negotiator?

4. How important are trust and liking in negotias@

5. Is there an important difference between the yay might approach one- off
negotiations (e.g. selling your car) and negotregias part of a long- term business
relationship?

6. How can you avoid being manipulated in a negotiawith a more
experienced negotiator?

8. Read the dialogue.

Discussing Prices and Terms of payment.

St.. Good morning, Mr. Borisov.

B.: Good morning Mr. Stanley. Will you take a sgd¢ase.

St.: Thank you ,sir. Happy to meet you .

A.: The pleasure is mine.

St.. Sunny morning , isn't it?

B.: Yes, it's beautiful. The weather will keep findhdpe.

St.: | hope so too. Good weather is a good way to btainess

B.: Let's get down to business then. | have lookedugh your catalogues. We‘d
like to buy from you office equipment. But | thirlour prices are rather high. They
are not acceptable to us.
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St.: | can’t agree with you. Other companies quoghér prices. And I'd like to
stress that we usually give a good discount tamousts who place big orders with us.

B.: What discount will you give us if we place aatri order with you for 500
computers ?

St.: Well, for the order of that size we can give yo@% discount of 2 % off the
value of the goods.

B. We expect a 4% discount.

St.. If you agree to open a Letter of Credit for thi value of the goods we are
ready to give you a 4% discount.

B.: | think we can do that.

St.: Then it settles the matter.

9. Think and answer.

1. What information did Borisov find in the cataies?.

2. Why did Stanley & Co usually give a discounBiayers who place big orders
with them?

10. Give extensive answers

1. What is a trial order?

2. Do the Sellers usually give a discount to custanfor trial orders?
3. In what other cases do Sellers give a discawuititdir customers?
4. In what cases are export prices revised?

11. Act out a dialogue on the basis of the followgiassignment.

You have gone through the quotation of the compamy become interested in
their latest model of computers. The company’s eraoesn’t suit you. Meet
Mr. Brown and discuss the price problem with him.

Unit 2. Negotiations as the basics

1. Read and translate the following text.

A. In practice, none of these defensive strategiag be necessary. Most good
negotiators understand the importance of creating-term trust and protecting their
reputations, so they’ll do their best to keep yappy. This is one reason why used
car salesmen aren’t as manipulative as we mighéaxihem to be — they have a
reputation to build and protect.

B. Good negotiators build strong long-term relagtoips. In many ways, this is
even more may even try to get out of the contrami fave agreed; in many
situations, it is legal and normal to declare ati@mt null and void if you have been
deceived. You're also unlikely to recommend the efiiwe negotiator to other
friends and colleagues, and you may even go puhlic the story of your bad
experience, which will damage the person’s repomati

C. But if you do find yourself in a negotiation fvia professional manipulator, what
can you do to protect yourself? The three keysaa@eness, preparation and control.
Firstly, simply be aware of the situation and ig&s. Think very carefully before making
any commitments. Secondly, find out as much as gau before the negotiation,
especially concerning prices — what price are geeple offering for similar products
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and services? You also need to research your oaasnery carefully, including a deep
understanding of what you don’t need. Thirdly, makes you don't lose control. Don't
be afraid to walk away from a negotiation if youfret sure, and take time to discuss
your concerns with friends and colleagues. Of ayuise other negotiator may tell you
that you can't go away and think about it, that deeision must be made right here,
right now. But that's almost always just a blufi & high-stakes negotiation with a
professional, a rushed decision is almost alwaystake.

D. We all negotiate all the time: with our husbaiasl wives, with our parents
and our children, and with our friends and collesggMvhat time do the kids have to
go to bedWhose turn is it to go to the supermarkefan you help me with my
presentationOf course, these situations don’t always feel hikgotiations, not least
because these are all long-term relationships.tiBait have a lot more in common
with professional negotiations than you might think

E. It's interesting that this assumption doesn’'tkvavhen buying a souvenir in a
tourist resort, where long-term relationships dexist — one reason why you need to
be especially careful in such situations. It alsesh’t really work when you're
buying or selling your house or flat — the classie-off sale with huge potential
short-term gains for manipulators. Fortunately, mgeople aren’t naturally
manipulative; so again, relationship-building isnakt always the best approach.

F. On the other hand, the situations that we temdthink of as ‘typical
negotiations’, such as buying a used car, haggivey the price of an overpriced
souvenir in a tourist trap, or selling your flateanuch less typical than they seem.
These are all one-off negotiations, where there'sime or need to build long-term
relationships. In business, almost all negotiatiares long-term. Both the used car
salesman and the souvenir seller are using salelsnitgies (or sometimes
manipulation tricks). Of course selling is an imgaoit skill in life and business, as is
an awareness of the tricks that other people ma&y Bst this isn’t really what
negotiations are all about.

2. Match the techniques for building relationships onthe left with the

explanations on the right.

1. Finding thing |a. Research has shown that if you give somethirgnther person, they alm
in common always feel obliged to return the favar even a much bigger favor. Of cou
there’s a limit: you can't be too cynical and expsameone to knock 10% off th
asking prie just because you've bought them a nice coffe¢.aBlittle genuin
kindness can go a long way.

2. Showinc b. There’s no doubt that we like people who are lik. In other words, if we ¢
an interest identify with them and understand them as peoiejust business machines, wg¢
much more likely to want to do business with thémpractical terms, there are t|
sides to this technique: one is to ask questions tbdit about the other person.
just as importantly, we need to be open about tua@seto help the other persor
understand us tc
3. Flatter c. This can go both ways. Firstly, show that yowfeating the other person as
individual, someone special. That means remembehieg name, and may|
organizing something based on the likes and dsslikey've expressed. Secon
show that they’re dealing with you as a personjusityour organiz#on. If you're
taking them to your favorite restaurant, make shey understand that it's not |
an anonymous place to eat, but something that gathiesen personally, which s
something about who you &
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4. Generosit d. Say nice things aboute other erson or their organization. that person boug
you a meal, tell a third person how nice the mea and how much you enjoyed
conversation. If you'vgust arrived in their office, say how nice it isybu notice

diploma on the wall, ask about it and make suresgund impressed when they
you. But whatever you do, make sure you sound ooimg —there’s nothing wors
than false enthusias
5. Gratitudt e. When the other person is talking about himssiéélf, we need to listen carefy
and show that we are listening. This means notmaking ‘listening noises’ lik
‘| see’ and ‘Really?’, but actually being interebt@ the other persofiremembe
what they are telling you, so you can bring it egtrtime you meet (e.g. How's y(
daughter getting on at university
6. Persone f. Whenever the other person is kind to you, alwagg&e sure you say the-you. It
touches may seem like arty detail, and perhaps an obvious one, but inifazdan make a
the difference. Just imagine how you'd feel if some failed to thank you for yo
own kindness! And when you say thank-you, don't gag/ ‘thankyou’. Tell them
how kind they've been id how much you appreciate

3. Translate into English

1. HenaBHO MBI YCTAaHOBHWJIM JISJIOBBIC OTHOIIEHUS C aHTIMICKON dupmoii bpayn
u K.

2. Mbl HUKOT1a HE TOPTrOBAJIU C 3TOM (PUPMOI paHbIIle, HO MHOTO CJIBIIIAIN O HEH.

3. M&I permnunm pa3MeCcTHTh Y HUX 3aKa3 Ha JIBa KOMIIpeccopa.

4. Bo Bpems MeperoBOpoB KOMIIAHUS MPEIokKuIa HaM CKuaky 3%c 1eHsbl, Tak
KakK 3T0 ObUI Hall MPOOHBIN 3aKa3 U KOMIIaHMs ObliIa 3aUHTEPECOBAaHA B TOPTOBBIX
KOHTAKTax C HaMH.

5. YcioBus miiaTexa ycTpauBaJid HaC, U Mbl COIIACHUJIMCh MPOU3BECTH IUIATEXK MO
AKKpPEIUTUBY.

6. MBI He pa3MeCTHM Yy HUX 3aKa3, €CJIM OHU HE CHU3AT LICHBI.

7. Ilocne Toro, Kak Mbl OOCYIHMM YCJIOBHUSl IUIaTE€XKa, MOCTaBKH, LEHBI H
HEKOTOPBIE APYTUE BOMPOCHI, MBI MTOANUIIEM C HUIMH KOHTPAKT.

8. ®upma cuuTaeT HalIM YCIOBUS IIaTexa OJaronpusTHBIMH.

4. Complete the following situations.

1. During the talks with the Sales Manager of Rtsb& Co Mr. Panin said that
he was going to place a large order for suits \hgm. He also said that on the
whole, the terms and conditions suited him buegsurds the price problem...

2. We were going to place an order for boilers vidtbwn & Co as we found that
the boilers were of the latest design and met equirements. However the delivery
dates of the sellers...

5. Fiona Jackson is in Munich to negotiate the sabé up to five large industrial
packaging machines to a large manufacturing comparmead these three extracts
from her conversation with Hans Braun, the Directasf Operations. Answer the
guestions for each extract.

Extract 1

1. How do Hans and Fiona flatter each other? Wtigictives do they use?

2. How do they respond to each other’s flattery?at\grammatical structure do
they both use?
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3. Why do you think they focused on flattering eatiirer's companies?

H: Ah, hello. Ms Jackson? I'm Hans, Hans Braun.

F: Good to meet you at last, Hans, after all theswils. And please call me
Fiona.

H: OK, welcome to Munich, Fiona. Sorry to keep ywaiting, by the way. | had
an urgent phone call and couldn’t get away.

F: No problem. | was just admiring your brochutés teally impressive. | didn't
know you had so many famous clients!

H: Thanks. Yes, well, we've got a great sales teamd, we really go for quality in
a big way here, much more than some of our cheapapetitors.

F: Well, it certainly seems to be an effective tsfigg, judging by these
recommendations.

H: Thank-you. Yes, they're very positive, aren'eyf? We've also heard some
great things about your company. | was looking atirywebsite yesterday, and
| thought it was really interesting. | loved theuGstory’ section, you know, the story
about how your founder started the business frotihimg. Fascinating.

F: Yes, it's amazing, isn't it? I'm glad you redtht — it means you've got a better
idea about our approach to business.

Extract 2

10. What is the main example of generosity in tloisversation?

11. How does Hans add a personal touch?

12. How does Fiona express gratitude? What do pimk of the two techniques
she uses?

H:So | thought we’d start with a tour of our fagtoso you get a really good
sense of what we do here and what we need. I'dli&ks®o introduce you to a few of
our key people here, if that's OK.

F: That's great. It all helps me to get a bettetye of how we can help you.

H:That's what | thought. And then for lunch, I'tké to take you to one of my
favorite restaurants a short drive out of the city.

F: Oh ... that would be lovely, but please don’'t goahy trouble. I'd be happy
with a sandwich!

H:No, | wouldn’t dream of it. This project is veimportant to us, so we want to
treat you well! It's a lovely restaurant, and I'eeoked my favorite table. So | hope
you're hungry!

F: Well, that's very kind of you. In that case, yowst let me return the favor if
ever you visit our factory in Edinburgh.

H: OK, that sounds nice. Thank-you.

6. Work in pairs. Use these ideas to role-play simionversations. Invent any
details you need. Try to use the six relationshipHding techniques as often as you
can — but make sure you don’t sound artificial! Trjo keep each conversation
going for at least two minutes. When you've finigheswap roles and repeat the
role-plays.
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Conversation 1:

A: Greet the other person. Apologize for being.late

B: Say something nice about the brochure / the®ffisomething you can see
(e.g. a diploma on the wall)

A: Say something nice about the other person’srozgéion.

B: Continue the conversation.

Conversation 2:

A:Explain your plans for the day’s events. Offemgthing generous (e.g. a nice
meal, some evening entertainment, a symbolic ptesen

B: Express gratitude.

A:Make person B feel special.

B: Try to return the favor.

A: Continue the conversation.

7. Render the text into English.

Asmatckuii popmat

[TeperoBopsl — crokHasi popma YeIOBEUECKOro B3aUMOACHCTBUS, LI€Tb KOTOPOTO —
CTpPEMJIEHHE JIOTOBOPUTHCS APYr C APYroM O 4eM-Iu00. DTO IiesieHanpaBiieHHas
NEATEIBHOCTD 110 JOCTHUKEHUIO COTJIAIIEHUS MEXAY CTOPOHAMU.

JKecTkne nmeperoBopbsl — 3TO LENEHANPABICHHAS AEATEIBHOCTD 10 JTOCTHMKEHHUIO
COTJIALLICHUSI MEXAY CTOPOHAMH, B YCIOBMSX, KOTJa OJHA M3 HUX OKa3bIBaeT
JABJICHWE WM NPECCUHI HAa JPYTyl0 C LEIbI0 IOIVIOLIEHHUS PECypCOB Ipyrou
CTOPOHBI, a TAaKXe€ peanu3aluyd KaKMX-TO CBOMX KOMIIJIEKCOB. MAaTEPHUAIBHBIX,
NICUXOJIOTUYECKUX U Tak janee. OQHON U3 pa3HOBHUIHOCTEW KECTKUX MEPErOBOPOB
ABIISIETCS a3uarckuil opmar. Becnomuute BocTouHble 0azapel. Bpara copTupoBku
3necy — moau. [Ipumep dopmara. Bel XoTUTE KynmHUTh y KOJOPUTHOTO a3MATCKOTO
ToproBua kpacHele pyuku 3a 10 y.e. Bam roBopsr: «bpat, Her ceiiuac ux. Ho Tl
npucsib, OTAOXHHM, uaeMm-kode yromaicsa. Mpl ceifluac pemmdm, 4YTO JeiaTh.
51, xoneuno, nomory». [Ipoxoaur 4gac, apyroii. Bam rosopsr: «lloroau, yxe coBcem
ckopo Caup moabeneT M MpPUBE3ET HYXKHBIM ToBap. A Thl Moka yromaics!» W Bb
Tepsere emie yac. [locie aToro Bam roBopsT: «M3BUHH, TOPOTOM, HET TAKUX PYYEK,
Kakue Tede HykHO. 3aT0 ecThb 3eyieHble u 1o 12y.e.»

Uro npoucxoaut? Curtyanus, Korja Bbl HE MOXETE YeJIOBEeKY oTKa3zaTb. OH Bac
Oparom HazbiBan? HaswiBan. On Bac yroman? VYroman. Kak xe Temnepp emy
oTkaxkeurb? [IpuHSAB MOAApoOK, BBl yXKE€ HE MOXKETE OTKa3aTh. JDTO MSTKHE >KECTKHE
EePEeroBOpbl, MOTOMY UYTO LI€Jh BCE PaBHO ObLa HaBsi3aHA. JTOM MOJENIbI0 MHOTHE
noJyib3ytoTcs. Keratu Ta ke crtparerusi paboTaeT M TOraa, KOrja Bbl MpUIJallaeTe
AeBYIIKY Ha y>kuH. He To, 4TOOBI 3TO BCE pelIaeT, HO CHUJIBHO 00JIerdyaeT Mpolecc.
DTO camblii KOBapHbIM BapuaHT. ECiu HE OTCIEXKUBATH 3TU MOMEHTHI, TO LETU Bam
OyayT HaBsi3aHbl. Y SIMOHCKUX TOJKOBOALEB, CETyHOB, ObUT OObIYA JapUTh
OTBETHBIE MOJAPKU JOPOXKE, YEeM TMONy4Ywau. Tak W BhICTpauBaeTcs (opmar
CO3aBUCUMBIX OTHOILLIECHHH.
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CHAPTER 3. TELEPHONE CONVERSATION SKILLS
Unit 1. Telephone English

If the phone rings in English, don't be afraid tewer it! The fear of talking on the
phone in a second language will disappear if yactige often. The hardest part about
using the phone in a language that is not your mwhe fact that you cannot see the
other person's eyes, mouth and body movements (hoduage). Although you might
not be aware of it, in face-to-face conversationm yjo-read and watch for smiles, frowns
and moving hands. Listening to someone on thelielepis like doing a section from a
taped recording in class. The only difference a ytou have to talk back!

In this lesson we look at some of the words andresgions that we use for
telephoning. There are also some practice sesaimh®& quiz for you to check your
understanding. And remember, practice makes péRaat), ring...

Telephone Terms
Here are some of the words and terms that we usdktabout telephoning.

answel to say "hello" into the phone when it rit

answering machine something that you cerecord a message on if the person yot
calling isn't hom

busy signa a beeping sound that tells the caller that thergikeson is already ¢
the phone with someone €

call a telephone conversation; to telept

caller the person who telephor

call back/phone bacl to call someone who called you f

call display a screen that shows you who is cal

cellular phone/cell phone a telephone that you can take with you away froar filouse; mobile pho

cordless phon a phone that is not attached to the \

(you can walk short distances with it at home athimgarder
dial to press the buttons on the ph
dial tone the sound the phone makes when you pick

directory/phone book a book that alphabetically Is local phone numbers of peoj
and businesses

hang ug to put the receiver down and end a
operator a person who answers teleph-related questions when you dial
phone a telephone; to telephc

phone booth/payphone a place where you can pto use a telephone in pul
pick up to answer the pho
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receivel
ring

ringer

the piece on the phone that you speak into arehlisor
the sound a phone makes when somebody calls; te thaksoun

the soun-piece that alerts a person that a ci coming throug

Telephone Language
Here are some typical phrases that you can uséele@hone conversation.

Answering the phong

Introducing yourself

Asking to speak with
someone

Connecting someon

Making special
requests

Taking a message fo
someone

e Hello? (informal)

* Thank you for calling Boyz Autobody. Jody speakidgw can | help

you?
e Doctor's office

* Hey George. It's Lisa calling. (informal)
* Hello, this is Julie Madison calling.
e Hi, it's Gerry from the dentist's office here.

* This is she.*
*The person answering says this if the caller do#gecognize their
voice.

* Is Fred in? (informal)

* |s Jackson there, please? (informal)
e Can | talk to your sister? (informal)

* May | speak with Mr. Green, please?
* Would the doctor be in/availabl

e Just a sec. I'll get him. (informal)

e Hang on one second. (informal)

* Please hold and I'll put you through to his office.
* One moment please.

e All of our operators are busy at this time. Pleaglel for the next
available perso

* Could you please repeat that?

* Would you mind spelling that for me?

* Could you speak up a little please?

* Can you speak a little slower please. My Englistt igery strong.
* Can you call me back? | think we have a bad comrect

e Can you please hold for a minuil have another ca

e Sammy's not in. Who's this? (informal)

* I'm sorry, Lisa's not here at the moment. Can Ivels&'s calling?
* I'm afraid he's stepped out. Would you like to keavmessage?
* He's on lunch right now. Who's calling please?

* He's busy right now. Can you call again later?

* ['ll let him know you called.

* |'ll make sure she gets the mess
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Leaving a messag * Yes, can you tell him his wife called, please.
with someont * No, that's okay, I'll call back later.

* Yes, it's James from Comp Inc. here. When do y@eetxher back in
the office?

¢ Thanks, could you ask him to call Brian when hes ge?
* Do you have a pen handy. | don't think he has nmgler.
e Thanks. My number is 2:-3456, extension 1

Confirming  Okay, I've got it all down.

information * Let me repeat that just to make sure.
* Did you say 555 Charles St.?
* You said your name was John, right?
* I'll make sure he gets the mess

Listening to an * Hello. You've reached 222-6789. Please leave alegtaessage after
answering machine  the beep. Thank you.

* Hi, this is Elizabeth. I'm sorry I'm not availaktetake your call at this
time. Leave me a message and I'll get back to g@oan as | can.

* Thank you for calling Dr. Mindin's office. Our hauare 9am-5pm,
Monday-Friday. Please call back during these haurkeave a message
after the tone. If this is an emergency pleasetbalhospital at 333-7896.

Leaving a message 0 e Hey Michel. It's Yuka. Call me! (informal)
an answering machine Hello, this is Ricardo calling for Luke. Could ypilease return my ce
as soon as possible. My number is 334-5689. Thaok y

¢ Hello Maxwell. This is Marina from the doctor's io# calling. | just
wanted to let you know that you're due for a chegkhis month. Please
give us a ring/buzz whenever it's conven

Finishing a
conversation

Well, | guess | better get going. Talk to you soon.
Thanks for calling. Bye for now.

| have to let you go now.

| have another call coming through. | better run.
I'm afraid that's my other line.

I'll talk to you again soorBye.

Sometimes it is necessary to spell something dwerteélephone (for example
postal code or name). Native English speakers aféena special alphabet when t
spell over the phone. Example: postal code B2V 3AB as inBravo, 2,V as ir
Victor, 3,A as inAlpha, 8.

A Alpha N Novembe
B Bravc @) Osca

C Charlie P Pap:i

D Delte Q Quebe
E Echc R Romec
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F Foxtroi S Sierre
G Golf T Tangc
H Hotel U Uniform
| India \ Victor
J Juliet W Whisky
K Kilo X X-ray
L Lima Y Yankese
M Mike Z Zulu

Telephone Tips

1. Speak slowly and clearly. Listening to someone speaking in a second
language over the telephone can be very challengag@use you cannot see the
person you are trying to hear. However, it may wenemore difficult for the person
you are talking with to understand you. You may reatlize that your pronunciation
isn't clear because your teacher and fellow stgdiendw and understand you. Pay
special attention to your weak areas (such as dnst'"lI's" or "b's" and "v's") when
you are on the phone. If you are nervous abougusia phone in English, you may
notice yourself speaking very quickly. Practiseanoite down what you are going to
say and take a few deep breaths before you makersepall.

2. Make sure you understand the other speakerDon't pretend to understand
everything you hear over the telephone. Even napeakers ask each other to repeat
and confirm information from time to time. This especially important if you are
taking a message for someone else. Learn the apmam@xpressions that English
speakers use when they don't hear something pyofish't be afraid to remind the
person to slow down more than once. Keep your belee in an area that is away
from other noise distractions such as a radiolevison.

3. Practise with a friend. Ask another student to practise talking on the phon
with you. You might choose one night a week ane takns phoning each other at a
certain time. Try to talk for at least fifteen miag. You can talk socially, or role play
different scenarios in a business environmentoif gon't have access to a telephone,
you can practise by setting two chairs up backaokb The most important thing
about practising telephone English is that you 'ai@sle to see each other's mouths.
It is amazing how much people lip-read without iad).

4. Use businesses and recording3here are many ways to get free telephone
English practice. After business hours, you cahaa listen to recorded messages.
Write down what you hear the first time, and thafl back and check if your notes
are accurate. Use the phone in your everydayQiéd. for a pizza delivery instead of
going out to eat. Call a salon to book a hair apjpeent. You can even phone the
movie theatre to ask for the listings instead ahgisthe newspaper. Some large cities
have free recordings you can call for informatiaclsas your daily horoscope or the
weather. (Make sure that you aren't going to getrgdd for these numbers first.)
Some products have free phone numbers on the pagk#gat you can call for
information. Think of a question you might wantdek and call the free nhumber!

33



For example, call the number on the back of thealdsox and ask for coupons. You
will have to give your name and address. Make sore have a pen handy so that
you can repeat the information and check your cefmgmsion.

5. Learn telephone etiquette (manners)The way that you speak to your best
friend on the phone is very different to the way yahould speak to someone in a
business setting. Many ESL speakers make the misiéibeing too direct on the
telephone. It is possible that the person on therdine will think that you are being
rude on purpose if you don't use formal languageentain situations. Sometimes just
one word such as "could" or "may" is necessaryrdeoto sound polite. You should
use the same modals you would use in a formal “tf@dace" situation. Take the
time to learn how to answer the phone and say gaoatba polite manner, as well as
all the various ways one can start and end a ceatien casually.

Telephone Conversations examples:
1. A: Hello!

B: May | speak to Mr. Stock, please?
A: Speaking.

B: Good morning, Mr. Stock.

A: Good morning, Mr. Brown.

2. A: Hello!

B: Could | speak to Mr. Dual?

A: Who's calling, please?

B: This is Mr. White from the Foreign Office.
A: Thank you. I'm putting you through.

D: Dual speaking.

3. A: Five-seven-three; one-nine-oh-four.

B: Good afternoon. Can | speak to Mr. Jones, please

A: Sorry. Mr. Jones is on the other line. Will ymait, please?

B: All right.

A: Sorry to have kept you waiting. I'm putting Mlones on the line.
B: Thank you.

4. A: Hello! May | speak to Mr. Roberts?

B: Sorry, sir. Mr. Roberts is not available. Isrtn@any massage?
A: No, thank you. I'll call back later.

B: Right. Good-bye

5. A: Good afternoon. I'd like to speak to Mr. Tate.
B: I'm afraid you've got the wrong number.

A: Oh, sorry to have troubled you.

B: That's all right.

6.R.:. Good morning, TLC Ltd. How can | help you?
Caller: I'd like to speak to Mr du Perron, please.
R.: Who's speaking please?
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Caller: This is Sheila Jones from Hardword Inc.

R.: I'm afraid that Mr du Perron is on another linéhet moment. Would you
like to hold or can | take a message for you?

Caller: I'll hold, thank you.

R.. I'm afraid that Mr du Perron is still on the lin&ould you like to leave a
message”?

Caller: Yes please. Could you tell him that Sheila Jon#dsatabout his latest
order. Could he call me back on 021 395 66 62 as as possible?

R.: Certainly. Can | just read that number back to yo2P 395 66 62.

Caller: That's right. Thank you for your help.

R.: Thank you for calling.

Unit 2. Ineffective Communication

1. Read and translate the text.

Getting People to Slow Down

One of the biggest problems is speed. Native speakspecially business people,
tend to speak very quickly on the telephone. Hezesame practical tips to get native
speakers of English to slow down!

» Immediately ask the person to speak slowly.

* When taking note of a name or important information repeat each piece of
information as the person speaksThis is an especially effective tool. By repeating
each important piece of information or each nundrdetter as the spell or give you
a telephone number you automatically slow the spredé&wn.

* Do not say you have understood if you have not. Agke person to repeat
until you have understood. Remember that the other person needs to make
himself/herself understood and it is in his/heerast to make sure that you have
understood. If you ask a person to explain mora tiwace they will usually slow
down.

* If the person does not slow down begin speaking yowwn language!

A sentence or two of another language spoken qumil remind the person that
they are fortunate because they do not need tokspedifferent language to
communicate. Used carefully, this exercise in humgpthe other speaker can be very
effective. Just be sure to use it with colleaguebsraot with a boss!

2. Before you do this task discuss with your gramates the following topics:
1. Are business calls usually rushed? How abouakoalls?

2. Do business calls need any preparation? Why?

3. How do people react when a caller is difficalcbommunicate with?

Pierre is from France. He works for Western Busn&fachines Company.
He works in the shipping department. At the moméuet,is calling Maria Garcia
at Alameda Office about the late copying machineseey. The receptionist answers
the phone.
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The following dialogue shows Pierre interacting Withe receptionist. Study it.
Have you done everything correctly when acting dbe conversation? Have you
made any mistakes?

Receptionist:
Pierre:

Receptionist:

Pierre:

Receptionist:

Pierre:

Receptionist:

Pierre:

Receptionist:

Pierre:

Receptionist:

Pierre:

Receptionist:

Pierre:
36

Alameda Office

Hello, this is Pierre Dupont frol
Western Business Machind€ble looks
at a note on the desk.)

Could I speak to Maria Garcia?

Maria Garcia? I'm afraid she's not
right now. Can | .
I'm sorry she's not ..

She's not in .. (She waits for Pierre t

respond.)

She's out. She'll call you back.

Pierre introduces himse
and his company at the
beginning of the
conversation. Pierre knows
Maria Garcia's name
before he telephone

Pierre interrupts to ask fc
focused repetition when he
doesn't understand the
phrase "She's not in right
now".

The receptionist repea
what she said befe becaus
Pierre guided her with a
focused repetition question.
Then she says the same tt
in a different way

She's out? ... Oh, | see. Uh ... will she Pierre holds his turn whil

back today?

Yes. She will be in the office later tt

afternoor

| see ... uh ... could | leave a mess:

Sure.(She waits for Pierre tspeak.

he decides what he wants
to ask

Pierre holds his turn whil
he thinks of the correct
phrase "Could | leave a
message”

Please tell her | called about the copy Pierre knows the corre:

machine delivery.

... the copying machine delivery

Uhmhmm..

Okay ... and what's yoinumber’
My number is 73-2084

phrase to use to leave a
message. He doesn't try to
give a long message to the
receptionisi
Thereceptionist repeat
Pierre's information as
feedback that she
understands hir

Pierre gives feedback th
means: "that's correct".



Receptionist:

Pierre:

Receptionist:

Pierre:

Receptionist:

Pierre:

Receptionist:

Pierre:

Receptionist:

Pierre:

Receptionist:

Pierre:
Receptionist

733-2084. All right. And what's th
spelling of your last name?

I'm sorry, could you speak more slow Pierre controls the

Certainly. How do you spell your la
name?qShe speaks more slowly.)
D-U-P-O-N-T

All right, Mr. Dupont, and that we

receptionist's speech
asking her to slow down.

Western Machines Company ... I'll give

Ms. Garcia the message.
Uh ... it's WesteriBusinesMachines

Oh, ... I'm sorry. ...Western Busine
Machines

Yes, that's righ

Okay, Mr. Dupont, I'll give her th
message. Thank you for calli
Excuse me ... so ... sh call me bacl
this afternoon

Yes, she should call you back bef:
5.00.

Okay. Thank you. Goc-bye
Gooc-bye

Telephone Quiz

1. Choose the most appropriate answer.

1. Could | speak to Ms Johnson, please?

a) Hang up and I'll call you back.

b) Yes, I'll put you through.

c) No, | prefer to hang on, it's very important.
d) Yes, I'd like to speak to the person who dealb waying your suppliers,

please.

2. Good afternoon. Can | help you?
a) Yes, I'd like to speak to the person who deatd waying your suppliers,

please.

Pierre politely corrects th
receptionist's error.

Pierre gives feedba

Pierre summarises what |
understood

b) I'm afraid you seem to have the wrong number.
c) No, | prefer to hang on, it's very important.
d) Hang up and I'll call you back.

3. Is that Mr. Simpson?
a) Well could you get him to call me back as sc®hagets in?
b) Yes, I'll put you through.
c) I'm afraid you seem to have the wrong number.
d) No, | prefer to hang on, it's very important.
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4. I'm afraid he's out of the office and won't be lack for an hour or so.
a) Well could you get him to call me back as so®@hagets in?

b) I'm afraid you seem to have the wrong number.

c) Hang up and I'll call you back.

d) Yes, I'll put you through.

5. | could get him to call you back in a few minuts.
a) Yes, I'll put you through.

b) I'm afraid you seem to have the wrong number.
c) Hang up and I'll call you back.

d) No, | prefer to hang on, it's very important.

6. There's a lot of noise on the line. Could you spk up?

a) Hang up and I'll call you back.

b) I'm afraid you seem to have the wrong number.

c) Yes, I'll put you through.

d) Well could you get him to call me back as sosa gets in?

2. Complete the following sentences:

1. When you pick up the phone to call someone ygar h

2. If I'm not at home leave a message on my machine.

3. Sally must be talking to her mom because | len getting a for
two hours.

4. | never answer my while I'midgyv

5. Mark always turns his offrwine is studying.

6. I'm busy right now. Can you erlat

7. You have to "0" for theaipe.

8. | have a so | can do the disheslzatdcat the same time.

9. You will need a quarter or a phone card if yanto use the
10. | know it was my boyfriend who called becaubave

Unit 3. Telephone conversation skills

1. Read the following article which gives you adeion making telephone calls.
Discuss it in groups.

You are probably used to making informal calls amnfly and friends. When
making calls to companies, however, some sped@s$ nd conventions apply. This
article explains how to call someone in a compdrat you do not know personally
(the most common kind of formal call made by stugleand give you some models
and language that you can use.

General rules.

When making a formal call, three rules should iefloe your choice of words:

Be brief. Do not waste the receiver’s time.

Be clear. Explain the background and purpose of your call.

Be polite.Recognize the receiver’s point of view.

These rules can sometimes conflict. If you are ldoef, you may confuse the
receiver or appear impolite. Try to balance thed¢hwules.
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Making a call to someone you do not know

The most difficult calls to make are calls to peotplat you do not know. Usually,
the purpose of your call will be to make a reguestinformation or a meeting.
This kind of call can be divided into sections aduog to the function each serves:

Locate the person

Make request

Make arrangement

Close the call

In the following examples, we will imagine that yawe calling Mr. Lau to
arrange a visit to his office.

Locate the person

If the person you want to speak answers the tadl gart is simple. If the receiver
gives her name when he answers your call, you kante the next stage. If the
receiver does not give his name, you can confiah you have the right person:

Hello, is that Mr. Lau?

More often the number that you have will conneat y@an operator or secretary.
In this case you will have to ask to speak to Mrul

Hello, I'd like to speak to Mr. Lau Kam-Cheong, ade.

If Mr. Lau is not available, you will need to firmit when you can speak to him:

Could you tell me when he will be available?

If the person you are calling has a busy schedwe,may have to call several
times.

When you are finally connected, it is best to prdtéhat this is your first call.
Do not mention how difficult it was to make contact

Sometimes, you will not know the name of the penstio might be able to help
you. In this case, you can state your request lzem $ay:

Could you put me through to someone who might ketalhelp me?

Locating someone at a company can be frustratipgufare passed

from person to person. Try not to let your frustnatshow!

Make request

Making a request involves three stages: introdugmgrself, giving background,
and making the request itself.

Introduce yourself by giving your name and explagmwvho you are:

I'm ...., I'm a first-year student at Hong Kong warsity....

If you have been given the receiver's name by samesse, you should also
mention this:

Mr. Chan from Eurasia Products suggested that I gali....

Give the background to your request by explainiiy wou are making it:

I’'m doing a project on work experience and | needatrange a visit to a
company in your field....

Make your request politely and clearly. Make sina the receiver knows exactly
what agreeing to your request will involve: how mwf her time will it involve and
what will she or her staff will have to do:

| wonder if | could pay a visit to your office fan hour or so sometime in the next
two weeks, to talk to one of your staff about....

Make arrangement

If the person you are calling agrees to your reqjuieis important to make a clear
arrangement. If you are arranging a meeting, fangle, arrange the time and place
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and make sure you know where to go and what to ldenwou get there. Make a
note of all the information so that you do not néedcall back again to find out
something you have missed.

If the person you are calling cannot agree to yaguest, he may modify it.
Listen carefully and try to fit in with his schee@ulf the person you are calling cannot
agree to your request at all, ask if he knows sometse who can help:

Do you know anyone else who might be able to help m

Whether the receiver can help you or not, thankaherclose the call politely.

Close the call

As the caller, it is your job to close the call whgou have got the information
you need. Unless the receiver shows that he warttgl, it is not polite to chat once
your business is finished. If there is a difficaitence at the end of the call, it is
probably because you are not doing your job ofiefpghe call. You can do this by
confirming the arrangement:

So, Il come to your office on Monday at 10....

thanking the receiver,

Thank you very much for your help....

and saying goodbye

Goodbye....

In each case, wait for the receiver’s responserbgfou go on to the next stage.
Wait until you have heard the receiver say goodisfere you hang up.

2. Fill in the gaps with the following words:

automatic call dial dialing tone directory engaged exchan
operator receiver  subscriber’'s number rurik code  Yellow Pag

You need to make a telephone 1) . Then mmake you have your
correspondent’s number close at hand. Telephone bewsm consist of a
2) and a 3) . If you dordtv your contact’'s number,
look it up in the telephone 4) of the 5) . The latter contains
the telephone numbers of businesses and tradgmimarea. The next thing you do
is lift the 6) and 7) osprde number. You will then
hear a 8) . If the number is 9) you will hear an

engaged tone. Bad luck, you will have to ring blat&r.

In a company, the first person who answers the @haill often be the
10) . He - but still more often: shall put you through to the person
you require. The operator operates the telephohe 11 . In an increasing
number of businesses however manual exchangeseplaced by direct lines or
12) exchanges.

3. Read this dialogue and choose the best answer:

Receptionist: Thank you for phoning, Sylvia

1) speaks/speaking/callslow can | help you?

Thelma: Hi Sylvia. 2) This be/lt's/ amThelma Woods calling. How are you
today?

Receptionist:I'm fine, Mrs. Woods. How are you?
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Thelma: Well, actually, not bad. | was hoping Mr. Morris wd have some time

to see me this week.

Receptionist: I'm 3) afraid/scared/worrieche’s busy this week. | can put you in

for 2 pm next Tuesday. How does that sound?

Thelma: That would be great.

Receptionist:I'll have to give you the address of our new office

Thelma: Oh, that’s right, you moved.

Receptionist: Yes, we moved downtown. Do you havd)gpen handy/the handy

pen/the available pén

Thelma: Could you hold on &) buzz/moment/timplease. ...Okay, go ahead

Sylvia.

Receptionist:Okay, we are at 723 Baltic Avenue. Suite 004.
Thelma: 6) If you could/Please can you/Would you nspdlling that for me?
Receptionist: Sure. That's seven-twenty-three Baltic — B for Bear/as if

Brave/as in

Bravg A as in Alpha, L as in Lima, T as in tango, lim$ndia, and C.
Thelma: OK, great. I'll see you on Tuesday then.

Receptionist: OK, 8) Great for/Pleased to/Thanksr calling. See you then.
Thelma: Thanks. Bye.

4. Read this dialogue and choose the best answer:

Leslie: 1) Hello?/Hi?/Ye8

Cameron: Hi, is this Leslie?

Leslie: Yes.2) Who are you/And you/Who's this

Cameron: It's Cameron here. Is Mari@) inside/in/where

Leslie: No, she just4) came/stepped/gone otdr a moment. Can | take a

message”?

Cameron: Yes, thanks5) Could you/Would you mind/Can youdsk her to meet

me at the Capitol 4 movie theatre at 7 pm tonight?

Leslie: Sure. Just let me write that down. Oh, CameronldCgaou 6) hold
off/holding/holdfor a second? | have to take another call.

Cameron: No problem.

Leslie: Hi. Sorry about that. Now could you pleaggsay again/repeat/review

that information? | didn’'t have a pen handy.

Cameron: Sure. It's the Capitol 4 theatre at 7 o’clock.

Leslie: Okay, I've got it. Is there anything else?

Cameron: No, that’s great.

Leslie: Okay. Uh-oh, there’s my other line again. I'd beg&gcall/run/hang on
Cameron: Okay, thanks again. Bye for now.

Leslie: 9) Bye bye/Bye too/See you again

5. Read this dialogue and choose the best answer:

Hostess:Pepi’'s Pizza. How canl) call/answer/helyou?

Customer: Hi. I'd like to order a pizza please.

Hostess: Okay. I'll have to transfer your call to our takatodepartment.

2) One/This/Anoment please.
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Recorded MessageThank you for calling Pepi's Pizza. All of our optors are
busy working3) today/and away/at the momeRiease hold for the next available
person.

Take-out Clerk: Thank you for waiting. Naoko i) hear/speaking/talkds this
for takel101 out or delivery?

Customer: Delivery please.

Take-out Clerk: Can | have your name and address please?

Customer: My name is...

Take-out Clerk: Sorry, it's really busy in here. Could yob) speak
out/speaking/speak wplittle please?

Customer: Oh, sure. This is Angie Smith. My address is numives Front
Street.

Take-out Clerk: Is that an apartment or a house?

Customer: It's an apartment. Number seventeen.

Take-out Clerk: Okay. And what would you like to order today?

Customer: I'd like a large pepperoni pizza with mushroomsyed and extra
cheese.

Take-out Clerk: I'm sorry, my English isn't6) better/very strong/easyould
you slow down a little please?

Customer: No problem. That’s a large pizza.

Take-out Clerk: Large pizza. Okay.

Customer: And I'd like it with pepperoni and mushrooms.

Take-out Clerk: Pepperoni and mushrooms. Is there anything else?

Customer: Yes, olives and extra cheese please.

Take-out Clerk: Okay. I've7) got your message/got information/got it all down

Customer: Great. And how long will that be?

Take-out Clerk: It will be about thirty minutes, Miss Smith.

Customer: And how much will it cost?

Take-out Clerk: Um...could you please8) hold off/holding/hold onwhile
| check with the kitchen?

Customer: Don’t worry about it. | have to go. | have anotleadl 9) came/to
come/coming throughirhank you. Bye for now.

Take-out Clerk: Okay. Thanks for calling. Bye.

6. a) The phrasal verbs below are used for telephonidMpatch column A with
column B.

A B

1. call bacl a. make contas

2. cut off b. find

3.get back t C. contact again lat
4. get throug| d. wait

5. hang uj e talk loude

6. hold or f. telephone aga
7.look ug g. break contax

8. pick ug h. answe

9. put througl! i. replace the receiv
10. speak u J. connec
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b) Now put the phrasal verbs in the correct ordara phone call.

Before call Starting call During call Ending call After call

c) Complete these sentences with the phrasal vegrssn above. Make sure you
use the correct tense.

1. If you don't know a number you can always it in the
directory.

2. a minute, I'll see if she's free.

3. It took a long time but eventually | hton.

4. The switchboard me to the gaalsaoffice.

5. Sorry, the line is bad. | can't hear you verjiwéu'll have to

6. 1 don't have the figures. I'll have to you tomorrow.

7.1 can't talk now. I'll you etat

8. He's on his mobile and the signal is weak. $haltly we keep getting
9. When you finish a call you

10. It's been ringing for ages. | wish she' d _______the phone.

d) Phone phrases.

Most phone operators use standard phrases. Sortteesé phrases are unusual
pieces of language., but you hear them very oRarexample i®lease bear with me
which mean$lease be patient with mét’s a very old-fashioned and formal piece of
English, but in recent years it has increased ie.Udany companies use standard
phrases when they are asking people to wait. G#kamples:

Please hold ... / Trying to connect you ... / Thank ydor waiting ... / I'm
putting you on hold ...

I’'m not at work right now. Please give your nametaf the beep, and I'll call
you soon. Thank you for contacting me.

4. Remember the useful expressions for different rtpa of telephone

conversation given in the speech balloons belown@au add any more?
Answering the phone

» Good morning/ afternoon/ evening, Jackson Ente&snSalIy Jones speaking.

* This is ... speaking

* How can | help you?

» Could you speak up, please?

* Who's speaking, please?

 Am | speaking to ...?

» Could you spell that please?

* Who would you like to talk to, sm[
madam?

Asking for someone
* |'d like to speak to ...
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» Could | speak to someone who ...
e Could you put me through to Mr Jones, please?

Putting someone on hold
» Just a moment, please.
e Hold on, please.

e Hold the line, please.

Putting someone through

I'll put you through to...

I'll connect you to...

I'll put... on the line

I'm sorry, there's no reply from Mr Jones

One moment please, I'll see if Mr. Jones is avhalab

Problems

* I'm sorry, | don't understand.

* | cannot hear you very well.

* You must have dialed the wrong number.

* |'ve tried to get through several times, but ikgags engaged.

Asking someone to call back
e Thank you for waiting. I'm afraid Mr Jones is notat the moment.
* I'm sorry, Mr Jones is in a meeting. Can/ Could gall back later in the day?

Taking a message

e Can | take a message?

* Would you like to leave a message?

e Can | give him/her a message?

e |'ll tell Mr. Jones that you called.

* |'ll make sure Mr. Jones rings you as soon as plassi
e At what number can you be reached?

ROLE-PLAY

1. Write down the names and telephone numbers af tw three friends, family
members or work colleagues. Now work with a partraerd dictate the information
you have just written. First study the example teeshow Student A can give the
information and Student B can check it.

Student A

My sister’s name is Carla Mendoza — That's C-A-RALnew word, Mendoza,
M-E-N-D-O-Z-A. Her telephone number is 457-7128B@ve you got that?

Student B

Yes, I've got that.

Sorry? Could you spell / repeat that, please?

Can | just check that? (Then repeat everything)
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2. Role-play all possible conversations accordinghte following situation:

How good a secretary would you make? Your
boss is not willing to answer the phone. He's
asked you to find excuses for him not to talk to
anyone, and ask the caller leave him a massage.

ﬁ ;] @ Your group mates call you in turn asking to put
{ them through to your boss. You answer phone
calls and ask people to call back later as your

boss is ... When you run out of ideas appoint aratbcretary to do the same task.

Leaving a Message (Role Cards)
1. A 1.B.
You want to speak to Ms Braun about your accoynfou are a receptionist at W&W. Student|A
with her company, W&W. If Ms Braun isn't in the | would like to speak to Ms Braun, but she is
office, leave the following information: out of the office. Take a message and make
e Your name. sure you get the following information:

* Telephone number: 347-8910 (or use your own)® Name and telephone number — ask

« Calling about changing conditions of your contreddent A to spell the surname.
with W&W. * Message student A would like ligave

* You can be reached until 5 o'clock at the above for Ms Braun.
number. If Ms Braun calls after 5 o'clock, she stigg How late Ms Braun can call student A gt
call 4562416 the given telephone number.

2. A 2.B.

You're a reporter who wants to write an insiderystpYou're an investment banker visiting
on the corporate reorganisations that are takiageplJakarta to set up some take-over deals. You
in the wake of the financial crisis in the regidiou'd| will be in a meeting most part of today's
like to make an appointment to talk with an afternoon. Leave a message on your
investment banker (a friend of a friend) to tallbab | answering machine with the following
what's going on. If he isn't in now leave the faling| information:

information for him: * You won't be available until 5:30 p.m.

* Your name and phone number 12235-347658 | Peop|e can leave their messages and
(or you real number). phone numbers after the beep sound. You
* The reason why you're calling. will definitely call them back as soon as

* You would like to meet tomorrow at lunch, if it's| POssible.

possible. If it is something urgent they can try your

* |If you don't get any response from him till phone number 8-23487%68556456. It wil

6:00 p.m. you'll try to call him baclater be on during breaks in the meeting
3. A 3. B.

The vice president of sales has arrived fronpomatg You're the Vice President's personal
headquarters to get a progress report from you onsecretary. He's just arrived from corporate
developing sales in the region. Call him to fix an | headquarters to get a progress report orj
appointment. If he is not available, leave a messagleveloping sales in the region. Mr Vice

for him with the following information: President is not available now. Take a

* Your name and phone number 4782-375. message for him and make sure you get the
* Your will be available any time tomorrow following information:

at Mr Vice President's convenience. * Name and telephone number — ask

« One of your major dealers would like to joint yoStUdent A to spell the surname

in the meeting, if possible. * Message student A would like to leave

* You'd like to know the time fixed for your for Mr Vice President
appointment as soon as possible as you have to pbéitow late you can call student A at the

plain tickets for tomorrow to fly to an importarsles| 9iven telephone number to let him know
conference in San Francis about the appointment he is asking for.
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APPENDIX

Appendix 1. Examples of negotiation in business

Apple and Samsung'’s Dispute Resolution Case Study

What happened between Apple and Samsung makes dozat examples of
negotiation in business.

For two days in late May 2012, Apple CEO Tim Coakl &amsung CEO Gee-
Sung Choi met with a judge in the U.S. District @oaf Northern California in an
attempt to reach a settlement in a high-profile. pa&ent case, a sobering example of
negotiation in business.

Back in April 2011, Apple had filed a lawsuit acog Samsung of copying the
“look and feel” of the iPhone when the Korean compareated its Galaxy line of
phones.

Samsung countersued Apple for not paying royalfms using its wireless
transmission technology. Since then, the numbermpatents under dispute has
skyrocketed, according to the Korea Times, as haswtmber of courts involved in
various countries. The two companies have repaastetiused each other of copying
the appearance and functions of their smartphomesadolet devices.

The companies showed some willingness to compromisen effort to avoid
going to court: at the California court’s suggestithey cut the number of disputed
patents in half. But even as the CEOs sat downeatatble for their mediation, which
was urged by the court, Apple filed a motion asking presiding judge to bar the
sale of Samsung’s Galaxy Tab 10.1 on the grounalstlie tablet was designed to
“mirror” Apple’s second-generation iPad.

Both sides had said they hoped to avoid a legdleb&iven that Samsung is one
of Apple’s biggest suppliers, the companies hatt@g incentive to move beyond
their dispute and build on their ongoing partngrshiet the two-day mediated talks
between the CEOs in late May ended in impasse, both sides refusing to back
down from their arguments. The suit later wentrial twice, with Apple ultimately
winning more than $409 million.

Mediation Between Business Negotiators and Chanic8siccess

As this example of negotiation in business suggesidiation as a dispute
resolution technique between business negotiasofariless likely to succeed when
the parties are grudging participants than whep #ne actively engaged in finding a
solution. When negotiators feel they have spemtifsogint time and energy in a case,
they may feel they have invested too much to quit.

Moreover, the longer they spend fighting each gth®® more contentious and
uncooperative they are likely to become. The |le8ddthen a business dispute arises,
you should always do your best to negotiate or ateda solution before taking it to
the courts.

The Star Wars Negotiations and Trust at the Negotion Table

Negotiation in Business: How to Build Trust withugy&ounterpart

Learn how Disney and George Lucas handled negotiatover Star Wars and
why building trust in bargaining scenarios is kegy successfully negotiated
agreements.
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What is negotiation in business? Negotiation resehas identified it as a process
of building trust at the bargaining table whilengsieffective strategies to create, and
claim, more value out of the negotiation for bo#rtes. Back on October 30, 2013
the Walt Disney Company made a bold leap into tbddiof fantasy movies with its
surprise announcement that it was acquiring Lultasfhome of the immensely
successful Star Wars brands, from its founder, @educas, for $4.05 billion, split
evenly between stock and cash. They underwent ia¢igos with Lucas, who is the
sole shareholder of his company.

The acquisition bolsters Disney’s status as a leadanimation and superhero
films, the New York Times reports. Disney purchadddrvel Entertainment for
$4 billion in 2009 and Pixar Animation Studios #®#.4 billion in 2006. It also gave
Disney the opportunity to reap huge earnings fromdlready highly lucrative Star
Wars media and merchandising empire.

Since becoming Disney’s CEO in 2005, Robert A. ligs aggressively expanded
the company beyond its traditional niche in animddiens for young children and
theme parks. Iger has arranged to transition fr&&@@o a lesser role with Disney in
March 2015.

Fans of the Star Wars franchise — known for theyalty and zealotry — were
thrilled by Iger's announcement that Disney woukbin producing and releasing
new films in the Star Wars franchise every twoloee years. The acquisition even
included a detailed script treatment for the nbrteé Star Wars films.

In addition to the Star Wars brand, Lucasfilm gd¥eney the rights to the
Indiana Jones franchise and Industrial Light andgiklaLucas’s special-effects
company. But Disney’s chief financial officer tdlde Times that Disney’s financial
calculations behind the purchase were almost bastetly on the future earnings of
the Star Wars series, which is already representBisney’s theme parks.

This deal offers further confirmation of Disney’'dllimgness to make bold bids to
expands its big-ticket content. Its $4 billion desith Marvel paid off almost
iImmediately with film hits such as Marvel's The Awgers, which grossed
$1.5 billion worldwide.

Lucasfilm’s merchandise licensing revenue currentynes primarily from toys
sold in North America. Disney is planning to expatie licensing business to
international markets.

The 68-year-old Lucas stepped down as head of dngpany and serves as a
consultant as it joins Disney. Lucas decided tb lssl company after beginning to
plan his retirement several years ago. In a pastview with the Times, Lucas
revealed that he was tired of the pressure ofdiup to the expectations of Star Wars
fans.

“Why would | make any more [films] when everybodgllg at you all the time
and says what a terrible person you are?” he said.

According to Iger, he and Lucas conducted the natarts personally, beginning
early in 2011. Speaking of Lucas’ decision to hanwér his creative legacy to
Disney, Iger acknowledged to the Times, “There w# of trust there.”

The acquisition of Star Wars by Disney illustratee importance of building
trust when dealing with a powerful counterpart. gaon the trust of a wary partner,
follow Iger's formula. (For more information on lding trust in integrative
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negotiations, see also: Integrative Negotiatiorelu¥ Creation, and Creativity at the
Bargaining Table).

Negotiation Tactic for Building Trust 1. Send i thig guns.

Iger won over Lucas’ trust by showing that a Lugaspurchase was worthy of
his personal attention.

Negotiation Tactic for Building Trust 2. Be patient

Iger and Lucas conducted their deal over the coofs@a year and a half.
Remember, it takes time to prove you're trustwarthy

Negotiation Tactic for Building Trust 3. Give thamole.

By asking Lucas to include treatments for new ®fars films in the deal, Disney
showed him that it planned to build on his visiather than replace it.

What have the Star Wars negotiations taught you?

Case Study of Business Negotiations and Deal Makingsiving Voice to
Negotiators Away from the Bargaining Table

Behind the table concerns should include the irggutegotiators outside of the
negotiations

A deal may seem like a win-win, but to avoid pokssilethical and legal
repercussions, take time to consider how it wilfeeff outside parties during
negotiations.

In negotiations, what might seem like a stellarl deaeveryone involved could
backfire if you don’t factor in the impact of thgraement on those who aren’t at the
table—a lesson that Apple and some of the largeSt hbok publishers learned the
hard way.

Back in 2007, to boost sales of its fledgling Kmdihe first e-book reader on the
market, Amazon began selling e-books at the rodiebho price of $9.99. Five
publishers—Simon & Schuster, Hachette Book GroupnghRin Group USA,
Macmillan, and HarperCollins—disliked Amazon’s loflat price, which they felt
would undercut the sale of their new-release hakijavhose average cover price
was $26.

Moreover, as e-books caught on, retailers such ase3 & Noble faced the
possibility of being priced out of business by Amaz But under the publishing
industry’s traditional wholesale model, there wasel anyone could do about it:
publishers sold their books to retailers for aldwalt the cover price, and the retailers
were free to set whatever prices they liked.

In January 2010, however, as Apple prepared tocladhe iPad, the publishers
appeared to catch a break. They negotiated a neiwdss model for e-book pricing
with Apple: in exchange for a 30% sales commissfgple would let the publishers
set their own prices for e-books. For the publishéris so-called agency model —
which turned Apple into a sales agent for the mhars—appeared to be a vast
improvement on their wholesaling arrangement witha&on, as we reported in “The
E-book Pricing Battle: A Saga Unfolds” in the Ma@1® issue of Negotiation. Even
better from the publishers’ point of view, they deaged their deal with Apple into a
bargaining chip with Amazon. After at least onghad publishers threatened to delay
release of its digital editions, Amazon reluctantplaced its $9.99 e-book pricing
with the agency model, and prices rose industrywadebout $14.99, on average.
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Fast-forward two years, and the publishers’ dedh wWpple was cast in a new
light. On April 12, 2012 the U.S. Department of tlees (DOJ) sued Apple and the
publishers for colluding to raise the price of ek® during secretive, anti-
competitive negotiations. Three of the publishestled the suit, agreeing to a deal
that is predicted to overturn agency pricing. Asttu§ writing, Apple, Macmillan,
and Penguin were unwilling to settle. Amazon wasqub to lower e-book prices
back down to $9.99.

The publishers’ deal with Apple sounded like a gl at the time. Moreover,
the parties say they undertook it in part to insegaather than decrease, competition
in the e-book market. Yet the negotiators and at¢tgs involved may have neglected
to thoroughly analyze whether their agreement wotrldy create value for
consumers—and thus whether it fell within the pagtars of U.S. antitrust law.

In the flush of hammering out a deal that appearsr¢ate synergy for everyone
involved, negotiators sometimes neglect to condider their agreement could affect
outsiders, an oversight with ethical and legal ingilons.

When Collaboration Becomes Collusion

How can you ensure that your collaborative effats’t turn into collusion
during negotiations?

According to Section 1 of the Sherman Act, any @mttthat restrains interstate
or Iinternational trade or commerce is illegal ine tiUnited States. Some
businesspeople take this to mean that U.S. arttikauws prohibits any conversation
among competitors in an auction, but that's notchee, writes Subramanian. Bidders
are free to negotiate with one another as longngsr@sulting agreement promotes,
rather than inhibits, marketplace competition dicesfncy. If an agreement appears to
create value not only for the parties at the thblealso for the larger economy, then
it should fall within the bounds of the law.

Subramanian offers the “clubbing” craze that sprapgin the private-equity
market in the mid-2000s as an illustration of theicacies surrounding collusion and
competition. As buyers began teaming up to bid dablic companies, the DOJ
became concerned about potential anticompetitifectsf and launched an inquiry.
Private-equity investors argued that clubbing @@atalue—and not just for those at
the table—by diversifying risk and increasing bgygower relative to sellers.

The DOJ seemed convinced by the argument, but $omeer shareholders of
companies acquired in money-losing club deals wete Saying they would have
gotten better deals if the buyout firms had sulediihdividual bids, the shareholders
sued 11 of the world’s biggest private-equity firfiog collaborating to corner the
market in 17 acquisitions from 2005 to 2007. In t8epoer 2011, a federal judge
expanded the scope of the suit, allowing the pfénto seek information about
10 additional high-profile club deals, accordingtie New York Times.

Returning to our opening story, the DOJ believesait make a strong case that
Apple and the publishers are guilty of collusionl amticompetitive behavior.

All five publishers denied colluding to raise pscand have said the industrywide
shift toward agency pricing for e-books has enhdnoaarketplace competition by
giving booksellers such as Barnes & Noble a fightchance against industry
behemoth Amazon.

How have you given voice to negotiators that arprésent during negotiations?

49



Union Strikes and Dispute Resolution Strategies

Take a look at what can be learned from Union dispasolution strategies

When a conflict looms, it can be tempting for eaate to try to make unilateral
decisions on key issues because of the beliehgdtiations with the other side will
be a dead end. This dispute resolution strategy pagyoff in the short term, but it's
important to factor in the long-term costs in tewhsesolution of conflict. Below is a
past example of a union strike in 2012 and howai$ nesolved.

Labor Negotiations in Chicago

Take the mid-2012 union negotiations between the&cdgo Teachers Union
(CTU) and the City of Chicago, which led to a 1Q+~ddrike in September of that
year. After being elected mayor of Chicago in Fabyu2011, Rahm Emanuel,
President Obama’s former chief of staff, lobbied Hhnois state legislature hard for
an education-reform bill targeted at Chicago’s Iied school district that included
changes to collective bargaining between the citytae CTU.

Specifically, the bill, which passed in May 201aised the percentage of CTU
members who would need to vote in favor of a stfiken 50% to 75%. The new
law, known as SB7, also effectively prevented thdJdrom striking over issues
other than teacher salaries and limited the istheg#scould be negotiated — leaving
out class size, for instance.

The law outraged the union, which viewed it asgnai (among others) that the
new mayor was aggressively anti-union. Rumors sbtleat Emmanuel’s long-term
plan was to gradually close public schools anda®plthem with non-unionized
charter schools.

Rahm Emmanuel's School Board and Teacher Salaryothgigns: Don't
Alienate Your Bargaining Counterparts

Chicago’s Emmanuel-appointed school board thehdusdlienated CPS teachers by
rescinding a promised 4% pay raise and, at the same upping the salaries of newly
installed CPS executives. Emmanuel then began paigm ultimately successful, over
a single education issue — his quest for a longjes® day. But instead of negotiating
with the CTU, he launched negotiations with indinatischools.

On June 6 2012, an overwhelming 90% of CTU membetsd to strike, far
exceeding the 75% required by the new state lawthdssands of CPS teachers
joined picket lines across the city on SeptemberQlicago parents scrambled to
make arrangements for their children’s care. Teys dater, the CTU and the school
beard reached an agreement that provided victordsoth sides, including a longer
school day and annual teacher raises.

A strong case can be made that dramatic reformaneeeled to improve the
guality and viability of Chicago schools. But if @of Emmanuel’s goals was to
avoid a teachers’ strike, then his conflict managetmprocess — dodging and
delaying negotiations with the CTU and limiting thember of issues on the table —
was counterproductive.

Dispute Resolution Tip

When you engage your counterpart as early as pessibthe timeline of a
negotiation, you demonstrate your interest in bagdapport and exploring options
together. And by refusing to put limits on the n@mnbf topics under discussion, you
exponentially improve the chances of discoverirggéoffs that will satisfy both
parties — and head off a strike.

Share your successful dispute resolution storiés ug.
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Appendix 2. Business glossary (ABC)

Acceptance Number:In quality management, 1) A number used in accegtan
sampling as a cut off at which the lot will be guesl or rejected. For example, if x
or more units are bad within the sample, the Idk @ rejected. 2) The value of the
test statistic that divides all possible values mtceptance and rejection regions

Acceptance Sampling:1) The process of sampling a portion of goods for
inspection rather than examining the entire lote Hmtire lot may be accepted or
rejected based on the sample even though the ®panifs in the lot are better or
worse than the sample. There are two types: at&sbsampling and variables
sampling. In attributes sampling, the presencebsemace of a characteristic is noted
in each of the units inspected. In variables samgplthe numerical magnitude of a
characteristic is measured and recorded for eageated unit; this type of sampling
involves reference to a continuous scale of somé. ki

2) A method of measuring random samples of lotsadches of products against
predetermined standards.

Accessibility: A carrier's ability to provide service between amgio and a
destination.

Accessorial ChargesA carrier's charge for accessorial services sudbating,
unloading, pickup, and delivery, or any other cleasigemed appropriate.

Accountability: Being answerable for, but not necessarily perspnailarged
with, doing specific work. Accountability cannot belegated, but it can be shared.
For example, managers and executives are accoantablbusiness performance
even though they may not actually perform the work.

Accounts Payable (A/P):The value of goods and services acquired for which
payment has not yet been made.

Accounts Receivable (A/R)The value of goods shipped or services rendered to
a customer on whom payment has not been receivaaally includes an allowance
for bad debts.

Accuracy: In quality management, the degree of freedom fromoreor the
degree of conformity to a standard. Accuracy ided#nt from precision. For
example, four- significant-digit numbers are lesscpe than six-significant-digit
numbers; however, a properly computed four-sigaiftedigit number might be more
accurate than an improperly computed six-signitichgit number.

Acknowledgement: A communication by a supplier to advise a purch#satr a
purchase order has been received. It usually im@ezeptance of the order by the
supplier.

Acquisition Cost: In cost accounting, the cost required to obtain onenore
units of an item. It is order quantity times urost

Active Stock: Goods in active pick locations and ready for orfding.

Activity-Based Budgeting (ABB): An approach to budgeting where a company
uses an understanding of its activities and dringdationships to quantitatively
estimate workload and resource requirements asobah ongoing business plan.
Budgets show the types, number of, and cost oluress that activities are expected
to consume based on forecasted workloads. The buglgart of an organization's
activity-based planning process and can be usedafuating its success in setting
and pursuing strategic goals.
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Activity-Based Costing (ABC): A methodology that measures the cost and
performance of cost objects, activities, and resemarCost objects consume activities
and activities consume resources. Resource castasargned to activities based on
their use of those resources, and activity cogiseassigned to cost objects (outputs)
based on the cost objects proportional use of thoseities. Activity-based costing
incorporates causal relationships between costctshjgnd activities and between
activities and resources.

Activity-Based Costing Model: In activity-based cost accounting, a model, by
time period, of resource costs created becausectofitees related to products or
services or other items causing the activity tadeied out.

Activity-Based Costing System:A set of activity-based cost accounting models
that collectively defines data on an organizatior@sources, activities, drivers,
objects, and measures.

Activity-Based Management (ABM): A discipline focusing on the management
of activities within business processes as theertmicontinuously improve both the
value received by customers and the profit earngaoviding that value. AMB uses
activity- based cost information and performanceasneements to influence
management action.

Activity-Based Planning (ABP): Activity-based planning (ABP) is an ongoing
process to determine activity and resource reqargsn (both financial and
operational) based on the ongoing demand of predoctservices by specific
customer needs. Resource requirements are comparessources available and
capacity issues are identified and managed.

Activity-based budgeting (ABB) is based on the outputs of activity-based
planning.

Activity Driver: The best single quantitative measure of the frequeand
intensity of the demands placed on an activity bgtbjects or other activities.
It's used to assign activity costs to cost object® other activities.

Activity Ratio: A financial ratio used to determine how an orgatnizres
resources perform relative to the revenue the ressuproduce. Activity ratios
include inventory turnover, receivables convergi@niod, fixed-asset turnover, and
return on assets.

Actual Cost System:A cost system that collects costs historically lasytare
applied to production, and allocates indirect céstproducts based on the specific
costs and achieved volume of the products.

Actual Costs: The labor, material, and associated overhead tustsre charged
against a job as it moves through the productiocgss.

Actual Demand: Actual demand is composed of customer orders (dteh o
allocations of items, ingredients, or raw materiedsproduction or distribution).
Actual demand nets against or consumes the foredsénding on the rules chosen
over a time horizon. For example, actual demandtaiiélly replace forecast inside
the sold-out customer order backlog horizon (oftalled the demand time fence),
but will net against the forecast outside this hmmi based on the chosen forecast
consumption rule.

Actual to Theoretical Cycle Time: The ratio of the measured time required to
produce a given output divided by the sum of theetrequired to produce a given
output based on the rated efficiency of the mackiaad labor operations.
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Advanced Planning and Scheduling (APS)Techniques that deal with analysis
and planning of logistics and manufacturing ovex $ihort, intermediate, and long-
term time periods. APS describes any computer progthat uses advanced
mathematical algorithms or logic to perform optiatian or simulation on finite
capacity scheduling, sourcing, capital planningsotgce planning, forecasting,
demand management, and others. These techniquekasieously consider a range
of constraints and business rules to provide iga-tplanning and scheduling,
decision support, available-to-promise, and captilepromise capabilities. APS
often generates and evaluates multiple scenariamalyement then selects one
scenario to use as the official plan. The five n@mponents of an APS system are
demand planning, production planning, productidmesiciling, distribution planning,
and transportation planning.

Advanced Shipment Notice (ASN):An EDI term referring to a transaction set
(ANSI 856) where the supplier sends out a notiftcato interested parties that a
shipment is now outbound in the supply chain. Tasfication is list transmitted to a
customer or consignor designating items shippeeé ABN may also include the
expected time of arrival.

Advanced Shipping Notice (ASN)Detailed shipment information transmitted to
a customer or consignee in advance of deliveryigdating the contents (individual
products and quantities of each) and nature oftifgment. May also include carrier
and shipment specifics, including time of shipmemd expected time of arrival

Aerodynamic Drag: Wind resistance

After-Sale Service:Services provided to the customer after producte Heeen
delivered. This can include repairs, maintenance/a telephone support.

Agency Tariff: A rate bureau publication that contains rates fanyncarriers.
Aggregate Forecast:An estimate of sales, oftentimes phased, for amnguof
products or product families produced by a facibtyfirm. Stated in terms of units,
dollars, or both, the aggregate forecast is usedsébes and production planning

(or for sales and operations planning) purposes.

Aggregate Planning: A process to develop tactical plans to support the
organization's business plan. Aggregate planningllysincludes the development,
analysis and maintenance of plans for total s&bésl, production, targeted inventory,
and targeted inventory, and targeted customer bgckdbr families of products.
The production plan is the result of the aggregédaning process. Two approaches
to aggregate planning exist - production planning sales and operations planning.

Aqility: The ability to successfully manufacture and magkbtoad range of low-
cost, high- quality products and services with shead times and varying volumes
that provide enhanced value to customers througtoouzation. Agility merges the
four distinctive competencies of cost, quality, elegability, and flexibility.

Air Cargo: Freight that is moved by air transportation.

Air Cargo Agent: An agent appointed by an airline to solicit and gess
international airfreight shipments.

Air Cargo Containers: Containers designed to conform to the inside of an
aircraft. There are many shapes and sizes of c@mriAir cargo containers fall into
three categories: 1) air cargo pallets 2) lowekdmntainers 3) box type containers.

Air Carrier: An enterprise that offers transportation servi@eair.
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Airport and Airway Trust Fund: A federal fund that collects passenger ticket
taxes and disburses those funds for airport faeslit

Air Taxi: An exempt for-hire air carrier that will fly anywie on demand; air
taxis are restricted to a maximum payload and pagsecapacity per plane.

Air Waybill (AWB): A bill of lading for air transport that serves aseaeipt for
the shipper, indicates that the carrier has acdeffte goods listed, obligates the
carrier to carry the consignment to the airportes$tination according to specified
conditions.

All-Cargo Carrier: An air carrier that transports cargo only.

Allocation: 1) A distribution of costs using calculations thnady be unrelated to
physical observations or direct or repeatable canskeffect relationships. Because
of the arbitrary nature of allocations, costs basaedcost causal assignment are
viewed as more relevant for management decisionfmgak) Allocation of available
inventory to customer and production orders.

All Water: Term used when the transportation is completelwater.

Anti-Dumping Duty: An additional import duty imposed in instances veher
imported goods are priced at less than the "normate charged in the exporter's
domestic market and cause material injury to domastustry in the importing
country

Any-Quantity (AQ) rate: A rate that applies to any size shipment tendeveal t
carrier; no discount rate is available for larggstents.

Arrival Notice: A notice from the delivering carrier to the NotRarty indicating
the shipment's arrival date at a specific loca(fmrmally the destination).

Assemble to Order: A production environment where a good or serviae loa
assembled after receipt of a customer's order. Kdye components (bulk, semi-
finished, intermediate, sub-assembly, fabricated¢ipased, packing, and so on) used
in the assembly or finishing process are plannetiusmually stocked in anticipation
of a customer order. Receipt of an order initi@esembly of the customized product.
This strategy is useful where a large number of modlucts (based on the selection
of options and accessories) can be assembled fsaormon components.

Assembly: A group of subassemblies and/or parts that aret@gether and
constitute a major subdivision for the final produsn assembly may be an end item
or a component of a higher-level assembly.

ATA: Actual time of arrival, or also known as the Amanc Trucking
Associations.

ATD: Actual time of departure

ATFI: Automated Tariff Filing Information System

Audit: In reference to freight bills, the term audit isedsto determine the
accuracy of freight bills.

Auto ID: Referring to an automated identification system.isTincludes
technology such as bar coding and radio frequesgyitng (RFID).

Automated Call Distribution: A feature of large call center or "Customer
Interaction Center" telephone switches that routeks by rules, such as next-
available employee, skill set, etc.

Automated Guided Vehicle System (AGVS)A computer-controlled materials
handling system consisting of small vehicles (¢dhat move along a guideway.
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Automated Storage/Retrieval System (AS/RS)A high-density rack inventory
storage system with unmanned vehicles automaticllgding and unloading
products to/from the racks.

Automatic Tire Inflation System: Automatic tire inflation systems monitor and
continually adjust the level of pressurized aitites, maintaining proper tire pressure
even when the truck is moving.

Average Cost:Total cost, fixed plus variable, divided by totaitjut.

Balance of Trade: The surplus or deficit which results from compariag
country's exports and imports of merchandise only.

Bale: A large compressed, bound, and often wrapped bupidee commodity,
such as cotton or hay.

Bar Code: A symbol consisting of a series of printed barsrespnting values.
A system of optical character reading, scanniragking of units by reading a series
of printed bars for translation into a numeric gwhanumeric identification code.
A popular example is the UPC code used on retakaging.

Bar Code Scanner: A device to read bar codes and communicate data to
computer systems.

Bar Coding: A method of encoding data for fast and accurateaiedity. Bar
codes are a series of alternating bars and spaggsdoor stamped on products,
labels, or other media, representing encoded irdobom which can be read by
electronic readers called bar.

Barge: The cargo-carrying vehicle which may or may not énats own
propulsion mechanism for the purpose of transpgrtyoods. Primarily used by
Inland water carriers, basic barges have open tmgsthere are covered barges for
both dry and liquid cargoes.

Barrier to Entry: Factors that prevent companies from entering inparéicular
market, such as high initial investment in equiptnen

Barter: The exchange of commodities or services for otr@nroodities or
services rather than the purchase of commoditisemices with money.

Base Currency: The currency whose value is "one" whenever a gisoteade
between two currencies.

Basing-Point Pricing: A pricing system that includes a transportatiort é@sn a
particular city or town in a zone or region evemugh the shipment does not
originate at the basing point.

Batch Picking: A method of picking orders in which order requirenseare
aggregated by product across orders to reduce neweto and from product
locations. The aggregated quantities of each ptodwe then transported to a
common area where the individual orders are cocistu

Benchmarking: The process of comparing performance against thetipes of
other leading companies for the purpose of impmerformance. Companies also
benchmark internally by tracking and comparing entrperformance with past
performance

Billing: A carrier terminal activity that determines the geo rate and total
charges for a shipment and issues a freight bill.

Bill of Activities: A listing of activities required by a product, ser; process
output, or other cost object. Bill of activity abmtes could include volume and/or
cost of each activity in the listing.
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Bill of Lading (BOL): A transportation document that is the contractasfiage
containing the terms and conditions between theps&niand carrier.

Bill of Lading Number: The number assigned by the carrier to identifyltitieof
lading.

Bill of Lading, Through: A bill of lading to cover goods from point of ongio
final destination when interchange or transfer frmme carrier to another is necessary
to complete the journey.

Bill of Material (BOM): A structured list of all the materials or parts and
guantities needed to produce a particular finighredluct, assembly, subassembly, or
manufactured part, whether purchased or not.

Bill of Material Accuracy: Conformity of a list of specified items to
administrative specifications, with all quantitesrect.

Bill of Resources: A listing of resources required by an activity. Base
attributes could include cost and volumes.

Bin Center: A drop off facility that is smaller than a publi@avehouse

Binder: A strip of cardboard, thin wood, burlap, or similaraterial placed
between layers of containers to hold a stack tageth

Blanket Wrap: A service pioneered by the moving companies to iehbe
packaging material by wrapping product in paddeidrikets" to protect it during
transit, usually on "air ride" vans.

BOL: See Bill of Lading (BOL).

BOM: See Bill of Material (BOM).

Bonded Warehouse: Warehouse approved by the Treasury Department and
under bond/guarantee for observance of revenue ldaesd for storing goods until
duty is paid or goods are released in some otlugrgpmanner

Branding: The use of a name, term, symbol, or design, omgbawation of these,
to identify a product.

Break-Bulk: The separation of a consolidated bulk load intollemandividual
shipments for delivery to the ultimate consignelke Treight may be moved intact
inside the trailer, or it may be interchanged agtthndled to connecting carriers.

Break Bulk Cargo: Cargo that is shipped as a unit or package (fompie
palletized cargo, boxed cargo, large machinergkslubut is not containerized.

Break Bulk Vessel:A vessel designed to handle break bulk cargo.

Break-Even Point: The level of production or the volume of sales dticlh
operations are neither profitable nor unprofitabldhe break-even point is the
intersection of the total revenue and total costest

Broker: There are 3 definitions for the term "broker": 1) enterprise that owns
and leases equipment2) an enterprise that arratigesbuying & selling of
transportation of, goods, or services 3) a shimag#o acts for the ship owner or
charterer in arranging charters.

Buffer: 1) A quantity of materials awaiting further proaess It can refer to raw
materials, semi-finished stores, or hold pointsaowork backlog that is purposely
maintained behind a work center. 2) In the thedrgamstraints, buffers can be time
or material, and support throughput and/or due gatdormance. Buffers can be
maintained at the constraint, convergent pointdh(\va constraint part), divergent
points, and shipping points.
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Buffer Management: In the theory of constraints, a process in which al
expediting in a shop is driven by what is schedutetde in the buffers (constraint,
shipping, and assembly buffers). By expediting tmaterial into the buffers, the
system helps avoid idleness at the constraint amsbseth customer due dates.
In addition, the causes of items missing from théfds are identified, and the
frequency of occurrence is used to prioritize in@roent activities.

Buffer Stock: A quantity of goods or articles kept in storagesabeguard against
unforeseen shortages or demands.

Build to Inventory: A "push" system of production and inventory manageim
Product is manufactured or acquired in responsalt&s forecasts.

Build to Order: A method of reducing inventory by not manufacturprgduct
until there is an actual order from the customer.

Build to Stock: See Build to Inventory.

Bulk Area: A storage area for large items which at a minimura most
efficiently handled by the pallet-load.

Bulk Cargo: Unpacked dry cargo such as grain, iron ore or &aa. commaodity
shipped in this way is said to be in bulk.

Bullwhip Effect: An extreme change in the supply position upstreaim supply
chain generated by a small change in demand dozamstrin the supply chain.
Inventory can quickly move from being backorderedbeing in excess. This is
caused by the serial nature of communicating ordprghe chain with the inherent
transportation delays of moving product down thaichThe bullwhip effect can be
eliminated by synchronizing the supply chain.

Bundle: A group of products that are shipped together asnaissembled unit.

Bundling: An occurrence where two or more products are coeabimto one
transaction for a single price.

Burn Rate: The rate of consumption of cash in a business. Wseatktermine
cash requirements on an on-going basis. A burn aat®50,000 would mean the
company spends $50,000 a month above any incomasy fow to sustain its
business. Entrepreneurial companies will calculdteir burn rate in order to
understand how much time they have before they teeise more money, or show
a positive cash flow.

Business Application: Any computer program, set of programs, or packdge o
programs created to solve a particular busineddqgaroor function.

Business Logistics:The process of planning, implementing, and contrglthe
efficient, effective flow and storage of goods,vs&s, and related information from
the point of origin to the point of consumption fttre purpose of conforming to
customer requirements.

Business Plan:(1) A statement of long-range strategy and revewost, and
profit objectives usually accompanied by budgetpr@ected balance sheet, and a
cash flow (source and application of funds) stat@mA business plan is usually
stated in terms of dollars and grouped by prodantily. The business plan is then
translated into synchronized tactical functionang through the production planning
process (or the sales and operations planning gshcalthough frequently stated in
different terms (dollars versus units), these tatfplans should agree with each other
and with the business plan. (2) A document comgstof the business details
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(organization, strategy, and financing tactics)ppred by an entrepreneur to plan for
a new business.

Business Performance Measurement (BPMA technique that uses a system of
goals and metrics to monitor performance. Analg$ithese measurements can help
businesses periodically set business goals, thewidar feedback to managers on
progress towards those goals. A specific measurdeaompared to itself over time,
compared with a present target, or evaluated altigother measures.

Business Process Outsourcing (BPO)The practice of outsourcing non-core
internal functions to third parties. Functions tglly outsourced include logistics,
accounts payable, accounts receivable, payroll hamgan resources. Other areas can
include IT development or complete management & Kh functions of the
enterprise.

Business Process Reengineering (BPR)he fundamental rethinking and radical
redesign of business processes to achieve draargaaizational improvements.

Business-to-Business (B2B)As opposed to business-to-consumer (B2C). Many
companies are now focusing on this strategy, amir twveb sites are aimed at
businesses (think wholesale) and only other buseasesan access or buy products on
the site. Internet analysts predict this will be thggest sector on the web.

Business-to-Consumer (B2C)The hundreds of e-commerce web sites that sell
goods directly to consumers are considered B2Gs distinction is important when
comparing web sites that are B2B as the entirenlkegsi model, strategy, execution,
and fulfillment is different.

C & F: See Cost and Freight

Cab Extenders: Also called gap seals, which help to close the lgetwveen the
tractor and the trailer

Cabotage is the transport of goods or passengers betweaiplaces in the same
country by a transport operator from another cguritroriginally applied to shipping
along coastal routes, port to port, but now applesviation, railways, and road
transport as well.

CAE: See Computer-Aided Engineering (CAE).

CAD: See Cash Against Documents.

CADEX: See Customs Automated Data Exchange System

CAF: *See Currency Adjustment Factor (CAF)

Cage: (1) A secure enclosed area for storing highly Valeatems (2) A pallet-
sized platform with sides that can be securedeaittes of a forklift and in which a
person may ride to inventory items stored well abthe warehouse floor.

Caged: Referring to the practice of placing high-valuesensitive products in a
fenced off area within a warehouse.

Calendar Days: The conversion of working days to calendar daysased on the
number of regularly scheduled workdays per weekoar manufacturing calendar.
Calculation: To convert from working days to calendar days: agrkvweek = 4 days,
multiply by 1.75; = 5 days, multiply by 1.4; = 6yda multiply by 1.17

Call Center: A facility housing personnel who respond to custorpBone
gueries. These personnel may provide customercgei technical support. Call
center services may be in house or outsourced.

Can-Order Point: An ordering system used when multiple items aresi@d
from one vendor. The can-order point is a poinhargthan the original order point.
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When any one of the items triggers an order byhiegcthe must-order point, all
items below their can-order point are also ordefdte can-order point is set by
considering is set by considering the additionadlimg cost that would be incurred if
the item were ordered early.

Capacity Management: The concept that capacity should be understood,
defined, and measured for each level in the orgdioiz to include market segments,
products, processes, activities, and resourcesad¢h of these applications, capacity
Is defined in a hierarchy of idle, non-productigad productive views.

Capacity Planning: Assuring that needed resources (e.g., manufacturing
capacity, distribution center capacity, transpastavehicles, etc.) will be available at
the right time and place to meet logistics and Buplpain needs.

Capacity: The physical facilities, personnel, and processedable to meet the
product or service needs of customers. Capacitergén refers to the maximum
output or producing ability of a machine, a persampyrocess, a factory, a product, or
a serviceAlso see: Capacity Management

Cargo: Merchandise carried by a means of transportation.

Carnet: A Customs document permitting the holder to camysend special
categories of goods temporarily into certain fone@puntries without paying duties
or posting bonds.

Carriage: See Transportation.

Carrier: A firm that transports goods or people via lané, = air.

Carrier Assets: Iltems that a carrier owns (technically or outrigtfacilitate the
services they provide.

Carrier Certificate and Release Order: Used to advise customs of the
shipment's details. By means of this document,ctireier certifies that the firm or
individual named in the certificate is the ownerconsignee of the cargo.

Carrier Liability: A common carrier is liable for all shipment losgnmhge, and
delay with the exception of that caused by act oflGact of a public enemy, act of a
public authority, act of the shipper, and the géodserent nature.

Cartel: A group of companies that agree to cooperate rdtier compete, in
producing a product or service. Thus limiting ayukating competition.

Cartage: There are two definitions for this term: 1) charge pick-up and
delivery of goods 2) movement of goods locally {shiostances).

Carton Flow Rack: A storage rack consisting of multiple lines of gtavlow
conveyors.

Cash Against Documents (CAD):A method of payment for goods in which
documents transferring title are given to the buypon payment of cash to an
intermediary acting for the seller.

Cash Conversion Cycle:1) In retailing, the length of time between theesat
products and the cash payments for a company'sneso 2) In manufacturing, the
length of time from the purchase of raw materiasthie collection of accounts
receivable from customers for the sale of produetservicesAlso see: Cash-to-
Cash Cycle Time.

Cash In Advance (CIA): A method of payment for goods whereby the buyer
pays the seller in advance of shipment of goods.
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Cash-to-Cash Cycle Time:The time it takes for cash to flow back into a
company after it has been spent for raw mater@&tsonymCash Conversion Cycle.
Calculation: Total Inventory Days of Supply + Days of Sales @artding - Average
Payment Period for Material in Days.

Cash with Order (CWO): A method of payment for goods where cash is paid at
the time of order, and the transaction becomesgnoh both buyer and seller.

CELL: A manufacturing or service unit consisting of a temof workstations,
and the materials transport mechanisms and sto#fgrs that interconnect them.

Central Dispatching: The organization of the dispatching function intoeo
central location. This structure often involves tiee of data collection devices for
communication between the centralized dispatchimgtfon which usually reports to
the production control department and the shop faatwring departments.

Centralized Authority: The restriction of authority to make decisions éwf
managers.

Centralized Inventory Control: Inventory decision-making (for all SKUS)
exercised from one office or department for anrerdompany.

Certificate of Compliance: A supplier's certification that the supplies onveszs
in question meet specified requirements.

Certificate of Insurance: A negotiable document indicating that insurance has
been secured under an open policy to cover loskawmrage to a shipment while in
transit.

Certificate of Origin: A document containing an affidavit to prove thegoriof
imported goods. Used for customs and foreign exghgurposes.

Certificate of Public Convenience and NecessityThe grant of operating
authority that common carriers receive. A carrieistrprove that a public need exists
and that the carrier is fit, willing, and able toowide the needed service.
The certificate may specify the commodities theaiearmay haul, and the routes it
may use.

Certificated Carrier: A for-hire air carrier that is subject to economegulation
and requires an operating certification to pro\sdevice.

Certified Supplier: A status awarded to a supplier who consistently tsnee
predetermined quality, cost, delivery, financiahdacount objectives. Incoming
inspection may not be required.

CFS: See Container Freight Station (CFS).

CFS/ICFS: See Container Freight Station to Container FreigBtation
(CESICES).

Chain of Customers: The sequence of customers who, in turn, consume the
output of each other, forming a chain. For exampldividuals are customers of a
department store which in turn is the customer pifcalucer who is the customer of a
material supplier.

Change Management:The business process that coordinates and moratbrs
changes to the business processes and applicapenated by the business, as well
as to their internal equipment, resources, opeyasystems, and procedures. The
change management discipline is carried out in @ that minimizes the risk of
problems that will affect the operating environmantl service delivery to the users.

Change Order: A formal notification that a purchase order or sleoger must be
modified in some way. This change can result fromedsed quantity, date, or
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specification by the customer; an engineering chang change in inventory
requirement data; etc.

Changeover: Process of making necessary adjustments to chang@itchover
the type of products produced on a manufacturimg. IChangeovers usually lead to
downtime and for the most part, companies try toimize changeover time to help
reduce costs.

Chargeable Weight: The shipment weight used in determining freightrgha.
The chargeable weight may be the dimensional weaghtor container shipments,
the gross weight of the shipment less the tare wa&ifjthe container.

Charging Area: A warehouse area where a company maintains battamgers
and extra batteries to support a fleet of eledtyicaowered materials handling
equipment. The company must maintain this areaccoralance with government
safety regulations.

Chassis:A specialized framework that carries a rail or marcontainer

Chock: A wedge, usually made of hard rubber or steel,ithtmly placed under
the wheel of a trailer, truck, or boxcar to stofraim rolling.

Cl: See Continuous Improvement (CI).

CIA: See Cash In Advance (CIA)

CIF: See Cost, Insurance, Freight (CIF)

City Driver: A motor carrier driver who drives a local routeoggposed to a long-
distance, intercity route.

Civil Aeronautics Board: A federal regulatory agency that implemented
economic regulatory controls over air carriers.

CL: Carload rail service requiring shipper to meet mimm weight.

Claim: A charge made against a carrier for loss, damagjay dor overcharge.
Class Rates:A grouping of goods or commodities under one gdneeading.
All the items in the group make up a class. Thaglferates that apply to all items in

the class are called "class rates."

Clearance: A document stating that a shipment is free to bpoired into the
country after all legal requirements have been met.

Clearinghouse: A conventional or limited-purpose entity generalgstricted to
providing specialized services, such as clearimgl$wor settling accounts.

CLM: Council of Logistics Management, now known as Thoen@il of Supply
Chain Management Professionals.

Closed Loop MRP: A system build around material requirements plagrihat
includes the additional planning processes of petdo planning (sales and
operations planning), master production scheduliagg capacity requirements
planning. Once this planning phase is completethaglans have been accepted as
realistic and attainable, the execution processesecinto play. These processes
include the manufacturing control process of inputiput (capacity) measurement,
detailed scheduling and dispatching, as well agipated delay reports from both
the plant and suppliers, supplier scheduling, andrs The term "closed loop implies
not only that each of these processes is includdtie overall system, but also that
feedback is provided by the execution processethaothe planning can be kept
valid at all times.
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CMI. See Co-Managed Inventory

CO: Carbon monoxide

CO2: Carbon dioxide

Co-Destiny: The evolution of a supply chain from intra-orgatizaal
management to inter-organizational management.

Co-Packer: A contract co-packer produces goods and/or servioesother
companies, usually under the other company's lab@lame. Co-packers are more
frequently seen in consumer packaged goods and food

Co-Managed Inventory (CMI): A form of continuous replenishment in which
the manufacturer is responsible for replenishméstandard merchandise, while the
retailer manages the replenishment of promotioreatchandise.

Code: A numeric, or alphanumeric representation of te@t £xchanging
commonly-used information. For example: commoddyges, carrier codes.

Codifying: The process of detailing a new standard.

COFC: See Container on Flat Car

COGS: See Cost-of-Goods Sold (COGS).

Collaborative Planning, Forecasting, and Replenishent (CPFR):
(1) A collaboration process whereby supply chaaditng partners can jointly plan
key supply chain activities from production and ivkly of raw materials, to
production and delivery of final products to endstamers. Collaboration
encompasses business planning, sales forecastmgalh operations required to
replenish raw materials and finished goods. (2)rédcess philosophy for facilitating
collaborative communications. CPFR is consideredtandard, endorsed by the
Voluntary Inter-Industry Commerce Standards.

Collect Freight: Freight payable to the carrier at the port of disgle or ultimate
destination. The consignee does not pay the freighatge if the cargo does not arrive
at the destination.

Collective Paper: All documents (commercial invoices, bills of ladjngtc.)
submitted to a buyer for the purpose of receiviagnpent for a shipment.

Combi Aircraft: An aircraft specially designed to carry unitizedgmaloads on
the upper deck of the craft, forward of the paseeiagea.

Combined Lead Time:See Cumulative Lead Time

Commercial Invoice: A document created by the seller. It is an offidatument
which is used to indicate, among other things,ndme and address of the buyer and
seller, the product(s) being shipped, and theinevdibr customs, insurance, or other
purposes.

Commercial zone: The area surrounding a city or town to which raderiers
guote for the city or town also apply; the ICC def the area.

Committed Capability: The portion of the production capability that isremtly
in use, or is scheduled for use.

Committee of American Steamship LinesAn industry association representing
subsidized U.S. flag steamship firms.

Commodities: Any article exchanged in trade, most commonly usecdefer to
raw materials and agricultural products.

Commodities Clause: A clause that prohibits railroads from hauling
commodities that they produced, mined, owned, drdrainterest in.
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Commodity Buying: Grouping like parts or materials under one buyesistrol
for the procurement of all requirements to suppaotuction.

Commodity Code: A code describing a commodity or a group of comrtiesli
pertaining to goods classification. This code cancharrier tariff or regulating in
nature.

Commodity Procurement Strategy: The purchasing plan for a family of items.
This would include the plan to manage the supbliéee and solve problems.

Commodity Rate: A rate for a specific commodity and its origin-deation.

Common Carrier: Transportation available to the public that does provide
special treatment to any one party and is regulasei the rates charged, the liability
assumed, and the service provided. A common camiest obtain a certificate of
public convenience and necessity from the Fedetalld Commission for interstate
traffic. Antonym:Private Carrier.

Common Carrier Duties: Common carriers must serve, deliver, charge
reasonable rates, and not discriminate.

Common Cost: A cost that a company cannot directly assign tatiqdar
segments of the business; a cost that the companysi for the business as a whole.

Comparative Advantage: A principle based on the assumption that an arda wi
specialize in producing goods for which it has greatest advantage or the least
comparative disadvantage.

Competitive Advantage: Value created by a company for its customers that
clearly distinguishes it from the competition, p®s its customers a reason to
remain loyal.

Competitive Benchmarking: Benchmarking a product or service against
competitorsAlso see: Benchmarking.

Competitive Bid: A price/service offering by a supplier that musinpete with
offerings from other suppliers.

Complete and On-Time Delivery (COTD): A measure of customer service.
All items on any given order must be deliverediametfor the order to be considered
as complete and on time.

Complete Manufacture to Ship Time: Average time from when a unit is
declared shippable by manufacturing until the anttally ships to a customer.

Compliance: Meaning that products, services, processes, anddocuments
comply with requirements.

Component: Material that will contribute to a finished produatit is not the
finished product itself. Examples include tires &r automobile, power supply for a
personal computer, or a zipper for a ski parka.

Computer-Aided Engineering (CAE): The use of computers to model design
options to stimulate their performance.

Computer-Based Training: Training that is delivered via computer workstation
and includes all training and testing materials.

Conference: A group of vessel operators joined for the purpokestablishing
freight rates.

Conference Carrier: An ocean carrier who is a member of an associinavn
as a "conference." The purpose of the conferentmestandardize shipping practices,
eliminate freight rate competition, and provideulagly scheduled service between
specific ports.

63



Configuration: The arrangement of components as specified to peodn
assembly.

Configure/Package to Order: A process where the trigger to begin to
manufacture, final assembly, or packaging of a pcod an actual customer order or
release rather than a market forecast. In ordéetoonsidered a configure-to-order
environment, less than 20% of the value added tplase after the receipt of the
order or release, and virtually all necessary desigd process documentation is
available at time of order receipt.

Confirmation: With regards to EDI, a formal notice (by messageaute) from a
electronic mailbox system or EDI server indicatthgt a message sent to a trading
partner has reached its intended mailbox or has tetgeved by the addressee.

Confirming Order: A purchase order issued to a supplier listing thedg or
services and terms of an order placed orally oemilse before the usual purchase
document.

Conformance: An affirmative indication or judgment that a protduc service
has met the requirements of a relevant specificaticontract, or regulation.
Synonym: Compliance.

Conrail: The Consolidated Rail Corporation established bg fRegional
Reorganization Act of 1973 to operate the bankRgiin Central Railroad and other
bankrupt railroads in the Northeast; the 4-R Act1®76 provided funding.

Consignee:The party to whom goods are shipped and deliverbd.receiver of
a freight shipment.

Consignment: (1) A shipment that is handled by a common carrig}. The
process of a supplier placing goods at a custoowatibn without receiving payment
until after the goods are used or s@d\tso see: Consignment Inventory.

Consignment Inventory: (1) Goods or products that are paid for when they a
sold by the reseller, not at the time they are @upto the reseller. (2) Goods or
products which are owned by the vendor until theeysald to the consumer.

Consignor: The party who originates a shipment of goods (sdmpprhe sender
of a freight shipment, usually the seller.

Consolidation: Combining two or more shipments in order to realiaaer
transportation rates. Inbound consolidation froormdars is called make-bulk
consolidation; outbound consolidation to customeiss called break-bulk
consolidation.

Consolidation Point: The location where consolidation takes place.

Consolidator: An enterprise that provides services to group shis) orders,
and/or goods to facilitate movement.

Consolidator's Bill of Lading: A bill of lading issued by a consolidator as a
receipt for merchandise that will be grouped witingo obtained from other shippers.
See also House Air Wayhbill.

Consortium: A group of companies that works together to jointioduce a
product, service, or project.

Constraint: A bottleneck, obstacle, or planned control thatitBnthroughput or
the utilization of capacity.

Consul: A government official residing in a foreign countrgharged with
representing the interests of his or her countd/itanationals.
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Consular Declaration: A formal statement made to the consul of a country
describing merchandise to be shipped to that ctnsountry. Approval must be
obtained prior to shipment.

Consular Documents:Special forms signed by the consul of a countrwitach
cargo is destined.

Consular Invoice: A document, required by some foreign countriescuesg a
shipment of goods and showing information suchhasdonsignor, consignee, and
value of the shipment. Certified by a consularauddi of the foreign country, it is
used by the country's custom.

Consumer-Centric Database: Database with information about a retailer's
individual consumers used primarily for marketimgl gromotion.

Consumption Entry: An official Customs form used for declaration opoeted
goods, also showing the total duty due on sucls#etion.

Container: (1) A box, typically 10 to 40 feet long, which isimarily used for
ocean freight shipments. For travel to and fromtgpocontainers are loaded onto
truck chassis or on railroad flatcars. (2) The paokg, such as a carton, case, box,
bucket, drum, bin, bottle, bundle, or bag, thaiteam is packed and shipped in.

Container Chassis:A vehicle built for the purpose of transportingantainer so
that, when a container and chassis are assemhkgroduced unit serves as a road
trailer.

Container Depot: The storage area for empty containers.

Container Freight Station (CFS): The location designated by carriers for receipt
of cargo to be packed into containers/equipmerthbycarrier. At destination, CFS is
the location designated by the carrier for unpagkiof cargo from
equipment/containers.

Container Freight Station Charge: The charge assessed for services performed
at the loading or discharge location.

Container Freight Station to Container Freight Staion (CFS/CFS): A type of
steamship-line service in which cargo is transpbrbetween container freight
stations, where containers may be stuffed, strippedonsolidated. Usually used for
less-than- container load shipments.

Container 1.D.: An identifier assigned to a container by a carrieee also:
Equipment ID.

Containerization: A shipment method in which commodities are placed i
containers, and after initial loading, the commiegit per se, are not rehandled in
shipment until they are unloaded at the destination

Container on Flat Car (COFC): A container that is transported on a rail flatcar.
It can be shipped via tractor/trailer using a clsaas the wheel section.

Container Terminal: An area designated to be used for the stowagergbada
containers that may be accessed by truck, radcean transportation.

Container Vessel:A vessel specifically designed for the carriageaftainers.

Container Yard: The location designated by the carrier for recegyin
assembling, holding, storing, and delivering carges, and where containers may be
picked up by shippers or redelivered by consignees.

Container Yard to Container Yard (CY/CY): A type of steamship-line service
in which freight is transported from origin contamnyard to destination container
yard.
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Contingency Planning: Preparing to deal with calamities (e.g., floods) aon-
calamitous situations (e.g., strikes) before theguo.

Continuous Flow Distribution (CFD): The streamlined pull of products in
response to customer requirements while minimigiegtotal costs of distribution.

Continuous-Flow, Fixed-Path Equipment: Materials handling devices that
include conveyors and drag lines.

Continuous Improvement (CI): A structured, measurement-driven process that
continually reviews and improves performance.

Continuous Process Improvement (CPI)A never-ending effort to expose and
eliminate root causes of problems; small-step imgneent as opposed to big-step
improvementSynonymContinuous Improvemenélso seeKaizen.

Continuous Replenishment: Continuous replenishment is the practice of
partnering between distribution channel members fttfzanges the traditional
replenishment process from distributor-generatedhmase orders based on economic
order quantities to the replenishment of producsed on actual and forecasted
product demand.

Continuous Replenishment Planning (CRP):A program that triggers the
manufacturing and movement of product through thmly chain when the identical
product is purchased by an end user.

Contract: An agreement between two or more competent personempanies
to perform or not to perform specific acts or seegi or to deliver merchandise.
A contract may be oral or written. A purchase oydenen accepted by a supplier,
becomes a contract. Acceptance may be in writindgpyoperformance, unless the
purchase order requires acceptance in writing.

Contract Carrier: A for-hire carrier that does not serve the genptdilic but
serves shippers with whom the carrier has a contgncontract. The contract carrier
must secure a permit to operate.

Contract of Affreightment: A contract between a cargo shipper and carrier for
the transport of multiple cargoes over a periodime. Contracts are individually
negotiated and usually include cargo descriptiongjties per shipment and in total,
load and discharge ports, freight rates and duratidhe contract.

Contribution: The difference between sales price and various cGsintribution
Is used to cover fixed costs and profits.

Contribution Margin: An amount equal to the difference between salesmay
and variable costs.

Controlled Access:Referring to an area within a warehouse or yartighfenced
and gated. These areas are typically used to s$iglevalue items and may be
monitored by security cameras.

Conveyance: The application used to describe the function o¥ehicle of
transfer.

Conveyor: A materials handling device that moves freight frone warehouse
area to another. Roller conveyors utilize grawtiigreas belt conveyors use motors.

Cooperative Associations: Groups of firms or individuals having common
interests; agricultural cooperative associationg haul up to 25 percent of their total
interstate non- farm, nonmember goods tonnage ivements incidental and
necessary to their primary business.
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Coordinated Transportation: Two or more carriers of different modes
transporting a shipment.

Cost and Freight (C & F): The seller quotes a price that includes the cost of
transportation to a specific point. The buyer assumesponsibility for loss and
damage and pays for the insurance of the shipment.

Cost Allocation: In accounting, the assignment of costs that cabeodlirectly
related to production activities via more measwgabkans, e.g., assigning corporate
expenses to different products via direct labotscos hours.

Cost Center: In accounting, a sub-unit in an organization tlsateisponsible for
costs.

Cost Driver: In accounting, any situation or event that causetamge in the
consumption of a resource, or influences qualitgymie time. An activity may have
multiple cost drivers. Cost drivers do not necasaeed to be quantified; however,
they strongly influence the selection and magnitafieesource drivers and activity
drivers.

Cost, Insurance, Freight: A freight term indicating that the seller is respituhe
for cost, the marine insurance, and the freightgdgson an ocean shipment of goods.

Cost Management: The management and control of activities and dsivier
calculate accurate product and service costs, mepbusiness processes, eliminate
waste, influence cost drivers, and plan operatidhg resulting information can be
very useful in setting and evaluating an organizesi strategies.

Cost of Capital: The cost to borrow or invest capital.

Cost-of-Goods Sold (COGS)The amount of direct materials, direct labor, and
allocated overhead associated with products solihglla given period of time,
determined in accordance with Generally Acceptedofating Principles (GAAP).

Cost of Lost SalesThe forgone profit companies associate with a stotk

Cost Trade-Off: The interrelationship among system variables irctvla change
In one variable affects other variables' costs.oatageduction in one variable may
increase costs for other variables, and vice versa.

Cost Variance: In cost accounting the difference between what bhasn
budgeted for an activity and what it actually costs

COTD: See Complete and On-Time Delivery (COTD).

Council of Supply Chain Management Professionals (8CMP): The CSCMP
Is a not-for-profit professional business organaratconsisting of individuals
throughout the world who have interests and/or amsjbilities in logistics and
supply chain management, and the related functizatsmake up these professions.
Its purpose is to enhance the development of tlgstlos and supply chain
management professions by providing these indivgduavith educational
opportunities and relevant information through aietg of programs, services, and
activities.

Countertrade: A reciprocal trading agreement that includes a etgriof
transactions involving two or more parties.

Countervailing Duties: An additional import duty imposed to offset Govesmh
subsidies in the exporting country, when the subsdlimports cause material injury
to domestic industry in the importing country.

Country of Destination: The country that will be the ultimate or final daation
for goods.
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Country of Origin: The country where the goods were manufactured.

Courier Service: A fast, door-to-door service for high-valued goodsd
documents; firms usually limit service to shipmentsghing fifty pounds or less.

CPFR: See Collaborative Planning, Forecasting and Reglemient (CPFR).

CPI: See Continuous Process Improvement (CPI).

Crane: A materials handling device that lifts heavy itenibere are two types:
bridge and stacker.

Credit Level: The amount of purchasing credit a customer hadadlai Usually
defined by the internal credit department and reduzy any existing unpaid bills or
open orders.

Credit Terms: The agreement between two or more enterprises gungethe
amount and timing of payment for goods or services.

Critical Differentiators: This is what makes an idea, product, service, or
business model unique.

Critical Success Factor (CSF):Those activities and/or processes that must be
completed and/or controlled to enable a compamgdoh its goals.

Critical Value Analysis: A modified ABC analysis in which a company assigns
subjective critical value to each item in an invept

CRM: See Customer Relationship Management (CRM).

Crossdock: Crossdock operations in a warehouse involve mogoafs between
different trucks to consolidate loads without imediate storage.

Cross Docking: A distribution system in which merchandise receiadthe
warehouse or distribution center is not put away,ibstead is readied for shipment
to retail stores. Cross docking requires close Isyorgzation of all inbound and
outbound shipment movements. By eliminating thegway, storage, and selection
operations, it can significantly reduce distribatmosts.

Cross Sell: The practice of attempting to sell additional praduto a customer
during a sales call. For example, when the CSReptesa camera case and
accessories to a customer that is ordering a camera

Cross Shipment:Material flow activity where materials are shipgedustomers
from a secondary shipping point rather than fropnederred shipping point.

CRP: See Continuous Replenishment Planning (CRP).

CSCMP: See Council of Supply Chain Management ProfessdiEbCMP).

CSF: See Critical Success Factor (CSF).

CSG: Communications Support Group.

CSR: See Customer Service Representative (CSR).

Cubage: Cubic volume of space being used or availabletigrmsng or storage.

Cube Out: The situation when a piece of equipment has reatheddlumetric
capacity before reaching the permitted weight limit

Cube Utilization: In warehousing, a measurement of the utilizationhef total
storage capacity of a vehicle or warehouse.

Cubic Capacity: The carrying capacity of a piece of equipment adiogy to
measurement in cubic feet.

Cubic Space:In warehousing, a measurement of space availablegoired, in
transportation and warehousing.

Cumulative Lead Time: The total time required to source components, build
and ship a product.

68



Cumulative Source/Make Cycle Time:The cumulative internal and external
lead time to manufacture shippable product, assyrnat there is no inventory on
hand, no materials or parts on order, and no pacasts existing with suppliers.
(An element of Total Supply Chain Response Tii@e)culation: The critical path
along the following elements: Total Sourcing Leaond, Manufacturing Order
Release to Start Manufacturing, total Manufacturel€ Time (Make to Order,
Engineer to Order, Configure/Package to Order) anilacture Cycle Time (Make
to Stock), Complete Manufacture to Ship TinMote: Determined separately for
Make-to-Order, Configure/Package-to-Order, Engifteedrder, and Make-to-Stock
products.

Currency Adjustment Factor (CAF): A surcharge imposed by a carrier on
ocean freight charges to offset foreign currenagtflations.

Customer Facing: Those personnel whose jobs entail actual contatit thie
customer.

Customer Interaction Center: See Call Center

Customer Order: An order from a customer for a particular producamumber
of products. It is often referred to as an actuamndnd to distinguish it from a
forecasted demand.

Customer/Order Fulfillment Process: A series of customers' interactions with
an organization through the order-filling processluding product/service design,
production and delivery, and order stats reporting.

Customer Profitability: The practice of placing a value on the profit gatest
by business done with a particular customer.

Customer Relationship Management (CRM): This refers to information
systems that help sales and marketing functionsppssed to the ERP (Enterprise
Resource Planning), which is for back-end integrati

Customer Segmentation: Dividing customers into groups based on specific
criteria, such as products purchased, customemrgpbig location, etc.

Customer Service:The series of activities involved in providing thdl range of
services to customers.

Customer Service Representative (CSRAN individual who provides customer
support via telephone in a call-center environment.

Customer-Supplier Partnership: A long-term relationship between a buyer and
a supplier characterized by teamwork and mutualfidence. The supplier is
considered an extension of the buyer's organizafldve partnership is based on
several commitments. The buyer provides long-temntracts and uses fewer
suppliers. The supplier implements quality asswrapmcesses so that incoming
inspection can be minimized. The supplier also $1¢le buyer reduce costs and
improve product and process designs.

Customization: Creating a product from existing components intaravidual
order.Synonym: Build to Order.

Customs: The authorities designated to collect duties levigda country on
imports and exports.

Customs Broker: A firm that represents importers/exporters in degdi with
customs. Normally responsible for obtaining and nsititng all documents for
clearing merchandise through customs, arrangingnthltransport, and paying all
charges related to these functions.
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Customs Clearance:The act of obtaining permission to import merchaadi
from another country into the importing nation.

Customs House Broker: A business firm that oversees the movement of
international shipments through Customs, and esstib@t the documentation
accompanying a shipment is complete and accurate.

Customs Invoice: A document that contains a declaration by the ietlee
shipper, or the agent as to the value of the shipme

Customs Value: The value of the imported goods on which dutiesl \wé
assessed.

CWO: See Cash with Order (CWO).

CWT: The abbreviation for hundredweight, which is theuieglent of
100 pounds.

CY/CY: See Container Yard to Container Yard (CY/CY).

Cycle Inventory: An inventory system where counts are performedicoatsly,
often eliminating the need for an annual overalemtory. It is usually set up so that
A items are counted regularly (i.e., every monB)tems are counted semi-regularly
(every quarter or six months), and C Items are tamlperhaps only once a year.

Cycle Time: The amount of time it takes to complete a busipessess.

Cycle Time to Process Obsolete and End-of-Life Pragtt Returns for
Disposal: The total time to process goods returned as olesaletl end of life to
actual disposal. This cycle time includes the tim&eturn Product Authorization
(RPA) is created to the time the RPA is approveamfProduct Available for Pickup
to Product Received and from Product Receipt talirrbDisposal/Recycle.

Cycle Time to Repair or Refurbish Returns for Use:The total time to process
goods returned for repair or refurbishing. Thisleyiime includes the time a Return
Product Authorization (RPA) is created to the tithe RPA is approved, from
Product Available for Pickup to Product Receivednt Product Receipt to Product
Repair/Refurbish Begin, and from Product Repainir@éh Begin to Product
Available for Use.
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