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Preface 

 

 This textbook on English for Business Management has been developed to be 
used for students who are required to take a course in EN56204 English for Business 
Management 2 at Udon Thani Rajabhat University.  This textbook is also suitable for 
those who are interested in business practice.  The objectives of this book are to 
help learners to understand and develop their English skills for use in a business 
context.  Upon the contents according to a list of topics covered in a course outline 
in the curriculum, up-to-date contents and issues relevant to today’s business world 
have also been provided in the textbook. 
 This textbook consists of seven main chapters.  Chapter one introduces sales 
and chapter two is about banking and finance.  While chapter three suggests import 
and export, logistics can be found in chapter four.  Chapter five takes learners 
through negotiation and business reports are presented in chapter six.  Finally, 
chapter seven focuses on how to write complaint letters and adjustments.  Each 
chapter promotes the development of the four skills in a variety of ways toward 
reading comprehension, writing skills, and oral production as well as grammar focus 
and vocabulary.  Listening part is provided with audio CD for learners to practice 
listening skills.  The summary at the end of each chapter will help learners grasp the 
overall content discussed.  At the end of the textbook, in the appendices, answer 
key is provided as guidelines, along with audio scripts. 
 The author hopes that the language skills and experience the learners acquire 
from this textbook can be applied to their future career productively and effectively. 
   

Jarurat Thammawong 
March 2017 
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Chapter 1 
Sales 

 

Introduction 
In any company or organization, sale is still one of the most important roles 

in the success of business.  Salespeople are those who interact directly with the 
potential customers.  They bridge the gap between customer needs and the 
product/service that fulfills their needs.  It is the salespeople’s job to close the deal.  
For those who need to communicate effectively with international customers, they 
need to learn some essential words and phrases related to sales.  Consequently, this 
chapter focuses on the relevant vocabulary, phrases, and speaking skills needed to 
work effectively in English, which can be used as a starting point for those working in 
sales. 

 

 
Figure 1.1 Sales 

(Source: Saleswoman, 2016: 1) 
 

   Part 1 Warm-Up 
 
Task 1.1 
Directions: Which of the following tasks are typical for people working in sales?  
                Tick   the phrases you choose and then compare and discuss with  
                your partner. 

1. [  ] call and visit clients   

2. [  ] write emails    
3. [  ] fill in forms     
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4. [  ] collect and compare offers  
5. [  ] present products  
6. [  ] go on business trips 

7. [  ] do market research 
8. [  ] go to trade fairs 

9. [  ] deal with customers 

10. [  ] handle customer complaints 
 
Task 1.2 
Directions: Study the expressions with the word sales and then match them with the 
                definitions below.   
 
 
 
 
 
 
 
 

 
 

 
Figure 1.2 Expressions with word sales 

(Source: Adapted from Gutjahr & Mahoney, 2009: 10) 

 
1. A set of activities designed to increase the sales of a product. 

Sales _______________ 
2. The amount which has been sold of a product. 

Sales _______________ 
3. The amount of goods sold by a company. 

Sales _______________ 
4. A man or woman working in the sales department. 

Sales _______________ 
5. An occasion where the members of a sales team get together to discuss 

results and make plans.  
Sales _______________ 
 

 sales 

promotion 

targets 

volume 

meeting 

tax 

person 

force 

figures 
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6. The company team of people working in sales. 
Sales _______________ 

7. The level of sales that a sales team wants to reach. 
Sales _______________ 

8. An amount which must be paid to the government for every item sold. 
Sales _______________ 

 

  Part 2: Listening  
 
Task 2.1 
Directions: Listen to the description and complete the missing parts with words. 
          

  reading             good listener        knowledgeable 
  enthusiastic       salesperson         close       persuade  

 
A good salesperson needs to be a (1)________________________, and to be good at 
(2)_______________________people.  This will help them to establish the customer’s 
needs and wants, and help them to build a relationship with the customer.  A good 
(3)________________________should also be (4)______________________ about the 
product or service that they are selling, so that they can present the features and 
benefits effectively.  If a salesperson talks about their product or service in an 
(5)________________________manner, this will motivate customers to feel the same 
way, and may help to (6)________________________them to buy it.  This will 
ultimately make it easier for the salesperson to (7)_____________________the sale. 
 
Task 2.2 
Directions: Listen to the five salespeople talking about themselves.  Which of these  
                 is a good salesperson () and which is not (X)?                 

1. ______ It’s difficult for me to understand customers because they’re all the 
           same to me. 

2. ______ Since I love the product that I’m selling.  It’s easy for me to persuade  
           other people to buy it.  

3. ______ I’m really good at reading people, so I can tell what customers want 
           straight away. 

4. ______ I’m always very enthusiastic about the products that we sell when 
           I’m speaking to customers on the phone.   

5. ______ If customers ask me about the service that we offer, I just tell them  
           that I’ve never used it. 
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Task 2.3 
Directions: Listen to Mary who works as a salesperson in an IT shop in New York 
                talking about her story.  Then fill in the missing parts. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Task 2.4 
Directions: Listen to the conversation and fill in the blanks. 
Robert:   Good morning.  My name’s Robert Burman.  I’m sure you must have 

heard of our company. 
Paul:  No, I can’t say I have actually. 
Robert:  Well, we are the largest company in our (1)______________.   

Would you like some (2)__________________about our services?    
Paul:  Yes, OK.  Actually I’m interested in that machine over there.  Does it 

do anything apart from scanning?  
Robert:  Would you like me to give you a (3)_______________________? 
Paul:  That would be great.  Thank you. 
Robert:  Can I ask what you do exactly?  I mean what (4)___________________ 
  are you in? 
Paul:  We make web sites for the Internet.  We do a lot of work for the 

service industries. 
Robert:  I see why you’re (5)_____________________in the scanner.  It could  
  well be the answer to all your problems. 
  (demonstration) 
  It does a great job, don’t you think? 
Paul:  Yes, I have to say I’m quite impressed. 

After graduating, I started working as a (1)____________________in an IT shop in 

New York a few years ago.  In the beginning, I was very 2)___________________ 

and (3)________________________about the products.  But I usually found it 

difficult to (4)________________________sales with customers, and I couldn’t 
understand why.  Last three months, I attended a sales course.  I was trained 

to identify the customers’ needs which helps find the best product for them 
and make the sale.  Nowadays, I’m a much (5)_______________________, 
which has helped me to (6)________________________more customers of the 

(7)_____________________ of each IT device, and I’ve managed to close more 
(8)_____________________this month.     
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Robert:  Would you be interested in a (6)____________________? 
  We could certainly make you an interesting (7)_________________. 
Paul:  Yes, why not?  I’ll leave you my card and perhaps you could send me 

one next week. 
Robert:  Certainly, I’ll get one off to you next week.  It was a great pleasure  
  meeting you.  And I hope we’ll be able to do business with you. 
Paul:  I’ll (8)___________________to that.  Goodbye. 

 
 

   Part 3: Reading  
 
Task 3.1 
Directions: Read this article and then find words and expressions that have the same 
                meaning as the followings.  
 

 

Sales techniques 
A 
Sell benefits, not features 

When you are selling, the customer doesn’t want to know about the features of a 
product.  They want to know how it is going to benefit them.  Is it going to make 
more attractive?  Or save time?  Or help them to work more efficiently?  
B  
Differentiate your product 

You must come up with at least three ways in which your product is different from 
the competition.  These are called USPs—Unique Selling Points.  For example, 
your product could be faster, cheaper, and smaller than the competition. 
C 
Meet your customer face-to-face 

You need to meet your customers, especially if you are new.  It is not worth 
spending a fortune on newspaper advertising or direct mailing for first-time 
entrepreneurs. 
D 
Let the customer tell you what they want 

You need to understand your customer before you can sell him or her something.  
Don’t start ‘selling’ something until your customer has talked about themselves. 
E 
Learn to listen 

Salespeople who do most of the talking usually lose the sale!  Listen carefully and 
don’t jump to conclusions.  Take notes and concentrate on what your customer is 
saying.  Find out what your customer really wants by asking lots of questions. 
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F 
Sell to people who buy 

If you are trying to sell a product, don’t try to sell it to someone who has never 
bought it before.  Sell your product to someone who already has one.  Show your 
clients how yours is superior to the competition. 
G 
Turn your customers into salespeople 

If your customers are happy, they are going to tell other people.  Nearly 85% of 
sales are the result of word of mouth.  So think about how you can create 
satisfied customers.  They will do your advertising for you! 

(Source: Hobb & Keddle, 2006: 29) 
 

1. distinctive parts or aspects of something (paragraph A) 
____________________________________________________________ 

2. to make something different from other things (paragraph B) 
____________________________________________________________ 

3. sending adverts through the post (paragraph C) 
____________________________________________________________ 

4. to decide too soon that something is true (paragraph E) 
____________________________________________________________ 

5. better than (paragraph F) 
____________________________________________________________ 

6. being told about something, rather that reading about it (paragraph G) 

____________________________________________________________ 
 
Task 3.2 
Directions: Complete the description with the given words 
 

     benefits            unique selling points       product    
     features            advertisement        customer profile 

   
For nearly every type of (1)___________________there are many similar goods 
on the market.  The (2)__________________________of a products are the things 
that make it special and different from other similar products.  A good 
(3)______________________which brings the product to the public’s attention, 
should describe these USPs.  The marketing departments should have a 
(4)______________________in mind, that is the sort of people who will buy the 
product.  When trying to sell a product, it’s important to give information about 
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the product’s (5)___________________or characteristics, and to emphasize     
the (6)___________________or advantages of the product to the customer. 
 

 
Task 3.3 
Directions: Read the article and answer the following questions. 
 

 

Trade fairs and exhibitions 
Trade fairs are an effective way for businesses to make face-to-face contacts with 
potential suppliers and customers.  They provide a chance to demonstrate and 
launch products, test new markets, and find out what customers want.  You can 
also find out about new competition, and get new ideas. 
 
There are trade fairs for every business sector so make sure you attend the right 
one.  You should make a profile of the customers you want to attract and the 
products and services they want to know about, so match.  You should look at a 
trade fair’s statistics.  How many people attend?  How big is the exhibition space?  
Who are the major exhibitors?   
 
Planning is the secret of success.  You should book well in advance to get a good 
position for your stand.  Then prepare materials and stand furniture, and book 
accommodation and transport.  There is a lot to do at a trade fair so make sure 
enough staff attend. 
 
Your staff should be well prepared and ask appropriate questions so they can 
identify potential clients.  It’s useful to show samples to visitors or give short 
presentations to illustrate the product.  They shouldn’t forget to take a record of 
each visitor, and give out leaflets and business cards.  
 
After the fair, it is important to have a meeting and discuss what worked well and 
what could be improved on.  You shouldn’t neglect the contacts you made, so 
follow up each one with a phone call, an email, or a letter.  Finally, if you don’t 
have time or the staff to plan and manage a trade fair, you can use professional 
event organizers.  They can arrange everything for you and know how to help a 
business make a good impression. 

(Source: : Hobb & Keddle, 2006: 41) 
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1. Why are trade fairs useful for businesses? 
___________________________________________________________________
___________________________________________________________________ 

2. Why do you think planning is important? 
___________________________________________________________________
___________________________________________________________________ 

3. What tasks do staff do when they are on a stand? 
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________ 

4. What actions are important after a trade fair? 
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________ 

 
Task 3.4 
Directions: Read this article and decide if the sentences below are true (T) or false (F). 
 

E-commerce 
You probably use the Internet to  
send emails, download music and films,  
or look for information.  But did you know that 
the Internet is transforming the business worlds? 

       Electronic commerce (e-commerce) is the buying and selling of products and 
services on the Internet instead of using shops, phones, faxes, and letters.  It 
creates opportunities for companies to sell more and to improve customer 
service.  It also gives customers greater choice.  
       There are three main types of e-commerce.  The first is Business to 
Consumer (B2C)—the consumer buys goods or services from a company on the 
Internet.  Many consumers now buy books, music, or tickets on the internet.  The 
second type of e-commerce is Consumer to Consumer (C2C)—people  sell and 
buy directly on sites such as eBay.  The third type is Business to Business (B2B)—
commerce between companies.  They use the Internet to order goods, get 
services, and manage their business.  It is fast and efficient. 
       In the past, the car manufacturers Ford ordered thousands of parts from 
hundreds of different companies.  They told the suppliers which parts they 
wanted and the supplier sent a proposal to supply them.  It was a long and 
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expensive process.  These days, Ford uses special B2B electronic exchanges to 
order their parts and then the suppliers put in electronic bids for the job.  This 
process is much quicker and cuts costs.  Companies don’t need large Purchasing 
departments and suppliers have to cut their prices to be competitive. 
       So which parts of the world are most ‘e-active’?  Europe is number one, the 
US comes second, while Hong Kong is the biggest in Asia-Pacific, particularly in e-
business services.  In fact, in 2006, Europe’s three major markets—the UK, 
Germany, and France—carried out around 25% of their sales online.  This figure is 
increasing from year to year. 

(Source: : Hobb & Keddle, 2006: 12) 
 

1. ______ Electronic commerce uses phones and faxes to do business. 
2. ______ B2C is when a consumer and a company do business together. 
3. ______ B2B is when private individuals sell or buy things on the Internet. 
4. ______ Ford used B2B in the past but didn’t get good results. 
5. ______ When a company uses B2B, it saves money and time. 
6. ______ A quarter of all European business is done online. 

 
Task 3.5 
Directions: Match up these sales methods with the definitions below. 
 
 
 
 

1. A small quantity of a substance or product that shows you what it is like. 
2. The activity of buying things from an online retailer or from a TV shopping 

channel. 
3. The business or activity of selling goods or services via the Internet. 
4. An abbreviation for ‘business to business’, which refers to the selling of goods 

and services by one company to another, especially using the Internet.   
5. An abbreviation for ‘business to consumer’, which refers to the selling of 

goods and services by business to consumer, especially using the Internet. 
6. The activity of buying goods and services via the Internet. 
7. Making a call to someone without previous contact in order to try to sell 

something. 
8. A method of marketing which involves companies sending advertising 

material directly to people who they think may be interested in their 
products. 

  B2C             online shopping          cold call                direct mail  
  B2B             online retail                home shopping      sample                
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Task 3.6 
Directions: Read the passage and answer the questions. 
 
       Selling goods or service via the Internet is known as online retail.  
Online retail is an increasingly popular method of distribution.  It suits both 
the customers, who can choose how and when to shop, and companies, 
who do not have to hand over part of their profits to intermediaries.        
The travel industry, for example, was transformed by the introduction of 
online booking.  Online shopping is popular because consumers can buy 
products or services from their own home. 

(Source: Capel, Flockhart & Robbins, 2012: 43) 
 

1. What is online retail? 
___________________________________________________________________ 

2. Why do companies like online retail? 
___________________________________________________________________ 
 

3. Name an industry that was transformed by online booking. 
___________________________________________________________________ 

4. Why do customers like to shop online? 
___________________________________________________________________ 

5. Why is online shopping popular? 
___________________________________________________________________ 

 
Task 3.7 
Directions: Read the following examples of transactions and decide if the  
                transactions are B2B or B2C. 

1. a person using online banking 
2. a person buying goods from Lazada 
3. a manufacturer supplying components to an automobile company 
4. a clothing company using social media to sell to customers 
5. a software developer selling to large organizations 
6. an online music store selling music downloads to a customer 
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Task 3.8 
Directions: Read the passage and answer the following questions. 
 

Online-to-Offline Commerce 
       Online-to-offline commerce is a business strategy that draws potential 
customers from online channels to make purchases in physical stores.  Online-to-
offline commerce, or O2O, identifies customers in the online space, such as 
through emails and internet advertising, and then uses a variety of tools and 
approaches to entice the customers to leave the online space.  This type of 
strategy incorporates techniques used in online marketing with those used in brick-
and-mortar marketing.  O2O is related to but not the same as the concepts of 
“Click-to-brick”, or “click and mortar”. 
       Click and mortar is a type of business model that has both online and offline 
operations, which typically include a website and physical store.  A click-and-
mortar company can offer online transactions and traditional face-to-face service.  
This model is also referred to as click and bricks.   
       The concept of O2O was raised for the first time a few years ago, in the 
context of online channels expanding its popularity, but becoming complements 
of physical stores instead of competitors.  The goal of O2O commerce is to create 
product and service awareness online, allowing potential customers to research 
different offerings and then visit the local brick-and-mortar to make a purchase. 
       Techniques that O2O commerce companies may employ include in-store 
pick-up of items purchased online, allowing items purchased online to be returned 
at a physical store, and allowing customers to place order online while at a 
physical store. 
       The rise of O2O commerce has not eliminated the advantages that             
e-commerce companies enjoy.  Companies with brick-and-mortar store will still 
have customers that visit physical stores in order to see how an item fits or looks, 
or to compare pricing, only to ultimately make the purchase online.  The goal, 
therefore, is to attract a certain type of customer who is open to walking or driving 
to a local store rather than waiting for a package to arrive in the mail. 

(Source: Adapted from Online-to-Offline Commerce, 2016) 
 

1. What does O2O stand for? 
___________________________________________________________________ 

2. What is O2O commerce? 
___________________________________________________________________
___________________________________________________________________ 
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3. What does brick-and-mortar refer to? 
___________________________________________________________________ 

4. What is the goal of O2O commerce? 
___________________________________________________________________ 
___________________________________________________________________ 

 
Task 3.9 
Directions: Read the following headlines and consider which ones talk better sales  
                or worse sales. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 1.3 Sales Headlines  
(Author’s writing) 

 
 
 
 

1. McDonald’s Monthly 
Sales revealed for 

falling sales 

2. Best Buy Sales Fall 

As Customers Keep 

Shopping Online 

5. Retail sales set to 

decrease 

6. Yoga Pants Sales 

Rise As Fewer 

Consumers Buy 

7. American Honda 

Sales Increase 9%  

in May 3. Fall in Co-ca Cola’s 
Global Soda Sales  

8. Trade fair sales rising  
4. Rise in Online sales 
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Task 3.10 
Directions: Read the headlines in Task 3.6 again and complete the table with  
                 adjectives, verbs and nouns from the headlines. 
 
Part of speech Sales up Sales down 
adjective                rising  
verb               to decrease 
verb               to fall 
noun   

 
 

   Part 4 Language Focus 
 
Present continuous—arrangements  
The present continuous is often used to talk about appointments or things we have 
arranged to do in the future.  We often use it with a future time markers; for 
example, tomorrow, next week, next month, this weekend, in 2030. 
 Are you doing anything this weekend? 
 Yes, I’m meeting Diana on Sunday. 
 
Going to—decisions  
We use the auxiliary be + going + to + bare infinitive to talk about something we 
intend to do, or have already decided to do. 
 Who are you going to call this afternoon? 
 I’m tired.  I’m going to turn off my computer and go home. 
 
Going to—predictions  
We can also use going to for making firm predictions based on information we know 
now.  
 Smart phone sales are going to increase. 
 
In many cases, however, it is possible to predict future events using either going to 
or will.  There is little difference in meaning, but going to usually suggests that the 
event will happen soon.  Compare the two sentences. 
 The present government will win the election (next year). 
 The present government is going to win the election (next week). 
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Present continuous, going to, or will? 
The most important differences between the present continuous, going to, and will 
are as follows: 
We use the present continuous for arrangements. 
 I’m having a meeting with Sales Manager on Wednesday at 10.30 a.m. 
We use going to for decisions and intentions. 
 I’m going to buy a new Mercedes-Benz. 
We use going to for firm prediction. 
 According to the forecast report, it’s going to be very hot today.   
We use will for spontaneous decisions. 
 I wonder if Martin is back from his sales trip?  I’ll give him a birthday gift. 
We use will for promises, offers, and requests. 
 I’ll give you a hand with those books if you like. 
We use will for general predictions. 
 In the 21th century, internet will play an important role in everyone’s life. 
 
Task 4.1 
Directions: Look at Mark’s diary and complete the dialogue.  Put the verbs in  
                brackets into the present continuous for arrangements. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 1.4 Mark’s diary 
(Author’s writing) 

 
 

15 MONDAY 

10.30  

Meeting Michael Parson  

16 TUESDAY 

9.00 a.m.  

Brief IT staff  

17 WEDNESDAY 

Prepare sales report  

18 THURSDAY 

10.00 a.m.  

Group meeting: 

Present sales figures  

 

2.00 p.m.  

Call London office 

19 FRIDAY 

12.30  

Lunch with Sales team  
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Mark:    What’s next week looking like, Sophia? 
Sophia: Well, on Monday you are having a meeting with Michael Parson. (have) 
Mark:    What time (1)_____________ he ____________? (arrive) 
Sophia: At 10.30. And on Tuesday you (2)____________________ the IT staff. (brief) 
Mark:    Oh, I forgot about that!  Do you have the documents? 
Sophia: Yes, don’t worry. 
Mark:    What (3)__________________ on Wednesday? (happen) 
Sophia: You (4)___________________ the sales report. (prepare) 
Mark:    Oh, yes. Of course. 
Sophia: And on Thursday you (5)_________________ the group meeting at 10.00 a.m. 
            and you (6)________________ the sales figures.  (attend/present) 
Mark:    No problem. (7)_________ I ___________ David Jones in the afternoon? (see) 
Sophia: No, you (8)_________(not).  But you _____________ the London office. (call) 
Mark:    What about Friday? (9)___________ I ___________ anything exciting? (do) 
Sophia: Well, you (10)____________ lunch with the Sales team. (have) 
Mark:    That’s OK. 
 
Task 4.2 
Directions: Rewrite these sentences using going to for decisions and intentions. 

1. You have heard my complaint.  What do you intend to do about it? 
What are you going to do about it? 

2. We have decided to accept the offers of the company. 
___________________________________________________________________ 

3. They have decided not to build the new offices. 
___________________________________________________________________ 

4. I have decided to attend trade fairs and exhibitions in Japan this year. 
___________________________________________________________________ 

5. This is where we are planning to open the new market. 
___________________________________________________________________ 

 
Task 4.3  
Directions: Use the words in brackets to make predictions with going to. 

1. Our sales manager is moving to work for a new branch. 
(he/leave this town) He’s going to leave this town. 

2. Demand for fuel is rising, but supply is falling. 
(price/rise)__________________________________________________________ 

3. The company is in serious finacial difficulty. 
(it/go bankrupt)______________________________________________________ 
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4. We should have left much earlier. 
(we/be late)________________________________________________________ 

5. There is a problem with the shipment from Shanghai. 
(it/not arrive on time)________________________________________________ 

 
Task 4.4 
Directions: The export manager of an electronic equipment company is talking to his  
                 assistant about a sales trip.  Put the verbs into the will future or the  
                present continuous. 
Linda: I’ve booked your flight to Singapore.  You (1)_________________(leave) on 
  the 22nd at 11.45 a.m., and that means you (2)____________________(arrive)  
 at Charngi airport late afternoon. 
David: What about hotels? 
Linda: You (3)______________(stay) at Best Western Hotel, and you (4)____________   
       (have) to get a taxi there from the airport.  Your meeting is on Tuesday the 

23rd, and you (5)___________________(see) Mr. Alan Cooper, a sales director  
from New Tech Corporation at 9.30 a.m. 

David: Thank you, Linda.   
 
Task 4.5 
Directions: Fill in the blanks with the correct form of the future, using will or going to. 

1. A:   Do you need any help? 
B:   Oh, yes please.  __________________(you/carry) the display stand for me?   

2. A:   Could you make sure Mr. Harry gets my message? 
B:   Yes, I ___________________(tell) him myself when he gets in. 

3. A:   I’m afraid I can’t take you to the airport.  I have an urgent meeting. 
B:   That’s fine.  I __________________(take) a taxi. 

4. A:   We’ve chosen a brand name for the new cosmatics. 
B:   Really?  What ___________________(you/call) them? 

5. A:   Why are you taking the day off tomorrow? 
B:   I _____________________(look) at a new house. 

6. A:   Have you decided what to do about this project? 
B:   Yes, we_______________________(present) a new campaign.  

7. A:   I’m afraid there’s no sugar.  Do you want a coffee without any? 
B:   No, I ________________________(not have) one, thanks. 

8. A:   The fax machine isn’t workinh. 
B:   Don’t worry.  It’s not a very urgent letter.  I_________________(post) it. 
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Task 4.6 
Directions: Work in pairs.  Talk about things you have arranged to do in the future. 
                Ask and answer questions. 
Example 
 A:   What are you doing tomorrow? 
 B:   I’m going to attend a yoga course.  
 
_________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
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   Part 5 Writing 
 
Task 5.1 
Directions: Read the itinerary below and write a short paragraph about the  
                arrangements that have been made for the export manager of an 
                electronic equipment company to attend the sales conference in 
                Singapore.  The conference starts in the morning and the sightseeing tour 
                is in the afternoon.  Also use sequence signal words such as first, next,  
      then, after that, finally in the paragraph. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 

Figure 1.5 Itinerary 
(Author’s writing) 

 
 
 
 
 

 

Singapore Sales Conference Tour 

     22 July  

   4.45 p.m. Arrive at Changi airport 

     23 July  

  9.30 a.m. Attend Sales Director’s presentation on last year’s sales 

 10.30 a.m. Discuss sales strategies in regional groups 

 12.00 a.m. Have lunch at the hotel restaurant  

  1.30 p.m. Head to the island of Sentosa via a cable car 

     2.00 p.m. Go to Universal Studios 

  4.00 p.m.  Go on Singapore Flyer 

            6.00 p.m. Have dinner in Chinatown 

   7.30 p.m. See the light and water show at Marina Bay Sands 

     24 July 

           11.30 a.m. Return flight to Hong Kong  
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First, the export manager is arriving at Changi airport at 4.45 p.m., and in the next 
morning he’s attending sales director’s presentation on last year’s sales.  
Then,____________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 



 
20 Chapter 1 Sales 

Task 5.2 
Directions: Study the itinerary in Task 5.1 again and create your own itinerary.   

      Then write a paragraph about the arrangements for a sales trip. 
 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
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_________________________________________________________________________
________________________________________________________________________ 
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
 
Task 5.3 
Directions: Present your own itinerary about the arrangements for a sales trip you  
                have made in Task 5.2 to your classmates. 
Example 
 Hello, everyone 

I’m going to Australia next week for a sales conference.  The itinerary  
 for the first day is really good.  We’re attending the sales conference in the  
morning, and the sightseeing tour starts in the afternoon.  
First, ____________________________________________________________________ 
_________________________________________________________________________ 
_________________________________________________________________________ 
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   Part 6 Speaking Practice 
 
Presenting a product or service 
 Salespeople should prepare their approaches carefully to potential 
customers.  All available information about prospects should be collected and 
analyzed since it is essential before presenting a product or service.  (Rajatanun, 
2005: 158).  When presenting a product or service, an effective way to convince your 
audience is to follow the FAB approach (Schofield & Osborn, 2011: 52): 

 Feature: highlight the features of the product or service you want 
the audience to focus on. 

 Advantage: show how these features make the product or service 
better than its competitions. 

 Benefit: show how this product or service will improve the user’s 
life. 

This approach can be classified into a three-step presentation structure: 
1. Introduction: summarize what you are going to tell the audience. 
2. Main body: tell them. 
3. Conclusion: tell them what they should do next. 

Study the highlighted expressions in presenting a product or service in the 
example conversation.  Steve Dunn, sales representative for Compix Inc, is presenting 
a new Customer Relationship Management (CRM) piece of software called iCustomer. 

 
Steve:         Well, Good afternoon, ladies and gentlemen.  I’m Steave Dunn and  
                 I want to tell you today about Compix’s new CRM application for 
                  your iPhone, the iCustomer.        
                  Firstly, I’ll demonstrate exactly what this software is capable of doing. 
                 Then I’ll outline the advantages this has over conventional CRM  
                  systems.  Finally, I’ll show you how this can help boost the  
                  productivity of your sales force significantly.   
                  So, first of all, as a salesman  I can tell you what we all want is up-to- 
                  the-minute information about our customers.  iCustomer links your  
                  salespeople directly with your central customer database so that at  
                 any time they can check what exactly the ……………. 
                 ……without any time lost.  Moving on to my next point, what are the 
                 advantages of the real-time information provided by iCustomer over 
                  other CRM systems?  Well, it means that for the first time ever your 
                  salespeople always have up-to-date details about your customers. 
                  Current credit ratings for example, any problems with recent orders or 
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                  maybe a new special offer that the headquarters wants…….  
                 ……of course, because it has a phone function.   
                 So, finally, what are the real benefits for your salespeople?   
                  Two words: increased  productivity.  Our research shows that 
                  Salespeople are able to make at least 15 per cent more customer visits 
                  per week, leading to an increased sales volume of up to 30 per cent  
                  and that’s not all.  With…… 
                  In conclusion, if you commit to using iCustomer, we are offering a free 
                  consultancy service for your business.  Our experts will visit your 
                  company and …….. 
                  Thank you for listening.  If anyone has any questions, I’d be happy  
                 to answer them. 
Customer:    Yes, I do.  Do you provide software training for users as part of the  
                  package? 
Steve:         I’m pleased that you asked that question.  We don’t provide training 
                 ourselves, but our sister company is responsible for that and I’m sure  
                 we could discuss ways that we could incorporate that into the  
                 package…. 
(Source: Schofield & Osborn, 2011: 52-53) 
 
Task 6.1 
Directions: According to the above conversation in presenting a product and service 
                of iCustomer, the sales representative follows the FAB approach.   
                Tick [ ] which of the followings are the feature, advantage, and 
                benefit mentioned. 

1. Features 
[  ] iCustomer allows your customers to place orders directly with the  
     company.   
[  ] iCustomer provides a link between salespeople and customer’s data. 
[  ] iCustomer provides a link between salespeople and suppliers. 

2. Advantages 
[  ] Your salespeople always have current information about customers. 
[  ] It’s cheap and easy to install. 
[  ] It’s more user-friendly than any other system. 

3. Benefits 
[  ] You will save money. 
[  ] You will produce a better product. 
[  ] Your sales force will be able to sell more products.  
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Task 6.2 
Directions: A salesperson presents a new product, the Top-spy Anti-virus System 4  
                (TAS 4), which is a new security system.  Reorder the extracts from his 
                presentation according to the FAB approach (feature, advantage, and 
                benefit). 
 
 
 
 
 
 
 
 
 
 

Figure 1.6 Extracts of a new product (TAS 4) 
(Source: Schofield & Osborn, 2011: 55) 

 
Feature  ______ 
Advantage  ______ 
Benefit  ______ 

 
Task 6.3 
Directions: Match the phrases or sentences of the column A with those of column B 
                that serve the same purpose.  
                              A      B 

1. I want to tell you today about….  A.  Why is this important?   
2. Firstly, I’ll demonstrate…… Then, I’ll       Because…….. 

Outline….. Lastly, I’ll show you……  B.  That’s a good question. 
3. Moving onto my next point,……  C.  To sum up, …… 
4. What are the advantages of ……..?  D.  Please feel free to ask  
5. In conclusion, ……….         questions. 
6. If anyone has any questions, I’d be   E.  My talk to day is about… 

happy to answer them.   F.  Let’s look now at ……… 
7. I’m pleased you asked that question. G.  First of all, I’ll …. Next, I’ll ….. 

     And finally, I’ll…… 
 

1. It’s well worth upgrading to TAS 4 because of its low RAM or memory 

usage compared to previous versions.  Consumer surveys have also 
shown it to be more reliable than other systems currently available. 

2. By installing TAS 4, you will save time and money by protecting your 

computers against viruses. 

3. TAS 4 is a comprehensive Internet security system including a firewall 

and antispyware. 
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Task 6.4 
Directions: Complete a salesperson’s presentation using phrases you have learnt 
                 from Task 6.3. 

  
(1)________________________________Telesmart, a new communications package 
we’re offering to our royal customers.  (2)________________________demonstrate  
how it works.  (3)________________________outline the advantages compared to  
other packages available.  (4)____________________show you how it can benefit 
your business…….which means that you can combine all your business 
comunications in one single package.  (5)____________________________________ 
Because it is much more straightforward than having a number of different 
providers for each service.  (6)______________________________how much money 
this can save you every year….and so, (7)_____________________, Telesmart is a 
convenient way of saving you money.  Thank you for your time.  Now over to you. 
(8)__________________________________________________________. 
     

 
Working on a stand 
 When working on a stand, salespeople should ask questions rather than 
simply presenting products.  The following tips will make the stand visitors feel that 
the salespeople focus on their interests and needs. 

 Find out what business the visitor is in and who their customers are. 
 Find out what their customers want. 
 Find out what would make the visitors’ lives easier and suggest ways 

to help them achive that goal. 
Study the highlighted expressions in the example conversation.  Amanda is a 

salesperson for Compix Inc, a software ddevelopment company.  She is on the stand 
ar a computer industry trade fai in Los Angeles. 

 
Amanda:     Hi, there.  Can I help you? 
Colin:         What? Oh, me?  I was just looking at some of these brochures. 
Amanda:     Well, I’m Amanda. 
Colin:         Ah.  I’m Colin. 
Amanda:     What field of business are you in, Colin?  
Colin:         I’m a specialist publisher.  I don’t really know much about computer  
                 software and hardware.  I’m afraid, I publish books about stamp  
                 collecting. 
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Amanda:     Really?  Who are your customers?       
Colin:         Well, different type of people.  Children, teenagers, adults, people who 
                 have retired…mostly male, of course. 
Amanda:     I see.  And what are your customers looking for?              
Colin:         Well, information and books about stamps.  Particularly prices, trade 
                 fairs or articles about the history of particular stamps.                  
Amanda:     OK….but what are the challenges you face in reaching them? 
Colin:         Well, there are lots of stamp collectors, but they’re all over the world. 
                 It’s very hard to reach them so it’s difficult to sell my company’s books. 
                 Normal bookshops won’t take them.  So, I put advertisements in stamp 
                 magazines, but that’s expensive.                  
Amanda:     Of course.  Well, would you be interested in something to help you 
                 reach a worldwide audience?  
Colin:         Using the Internet, I suppose I would.  But I don’t know anything about 
                 programming.       
Amanda:     Ah, but what would you think about a tool that does that for you?      
                 A tool that lets you just upload the documents that you want into a  
                 template?  And one that also saves information about customers so 
                 you can….. 
Colin:         ….but that’s really very interesting.  So you think that a free newsletter 
                 would help my business? 
Amanda:     Definitely.  At Compix, we have one that we send to our customers 
                 every quarter with information about new developments in the industry. 
                 In fact, can I add you to our mailing list? 
Colin:         Hmmm, well yes, of course. 
Amanda:     Great!  Can you give me your card?  Then I have all your details and  
                 I’ll make sure that you are kept up to date on what we’re doing…. 
Colin:         That sounds great.  Can I take one of these demo software package? 
Amanda:     Unfortunately, I’m afraid I can’t give you one today.  I’m so sorry 
                about that.  But I can send you one.  
Colin:         OK.  That’s better.  That way I don’t have to carry it around with me all  
                 day.                 
                 
(Source: Schofield & Osborn, 2011: 56-57) 
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Task 6.5 
Directions: While talking to Colin, the potential customer, Amanda also made some  
                notes.  Complete the table with the missing information according to the 
                conversation. 
 

Name: Colin 
Field of business:  
Customers:  
Customers looking for:  
Challenges:  
Add to mailing list? Yes /No 
To do:  

 
Task 6.6 
Directions: Match the questions to find more about potential customers in  
                column A to the answers in column B.  
                              A 

1. What line of work are you in? 
2. What does that involve exactly? 
3. What sort of customers do you have? 
4. What do your customers want? 
5. What would help you to help your customers? 
6. What issues do you face in your line of work? 

 
                         B 

A. We supply food and drink to conference venues around the country. 
B. They want us to supply a high quality product for a fair price. 
C. Mostly large companies. 
D. I would help if we could set up a better way of communicating with our 

customers so that we can make sure that they are satisfied and use their 
feedback to improve our performance. 

E. I own a small catering business. 
F. Competition and rising food prices are our main challenges. 
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Task 6.7 
Directions: Carol works in marketing and is having a meeting with a potential  
                customer, James.  Number the sections of the conversation in the  
                right order (1-15) and rewrite the whole conversation in the correct order.   
[  ]  James: They are looking for a professional service that is delivered promptly 

          and is good value for money. 
[  ]  James:   Mainly small businesses or private purchasers. 
[  ]  James:  We find it hard to get our message out to new clients without 

spending lots of money on advertising. 
[  ]  James: Hello, Carol.  I’m James. 
[  ]  Carol: And what do your customers want from you? 
[  ]  Carol: What challenges do you face in your line of work? 
[  ]  James: That sounds like a good idea.  I think it would be useful to keep  

up-to-date with any new marketing ideas. 
[  ]  James: Well, I carry out valuations and building surveys on properties for 
   clients. 
[  ]  Carol: Here’s some more information on that then.  And can I add you in our 

mailing list? 
[  ]  James: Yes, I would. 
[  ]  Carol: What sort of customers do you have? 
[  ]  James: I’m a surveyor. 
[  ]  Carol: What does that involve exactly? 
[  ]  Carol: Hello, James, nice to meet you.  First of all, what line of work are you  
   in? 
[  ]  Carol:    Well, would you be interestd in hearing more about our website  
  design service to publicize what you do? 
  
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
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_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
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 When working on a stand, sometimes you cannot do what a customer wants.  
It is important to use the right phrase for apologies. 
 A:   Can I take one of these demo software package? 
       B:   Unfortunately, I’m afraid I can’t give you one today.   
               I’m so sorry about that. 
Task 6.8 
Directions: Write the missing parts from the given words. 
 

  sincerely     apologize        really           afraid       apologies      
 
1. I’m ________________I can’t help you on this.  I’ll ask my colleague. 
2. I _________________ apologize for the inconvenience. 
3. Unfortunately, I forgot to bring my business cards.  I do _____________. 
4. I’m _______________sorry, but I haven’t got any brochures left. 
5. I deeply regret.  Please accept our __________________. 

 
Closing a sale 
 When closing a sale, a salesperson should use the sales pitch as an open 
question in order that it is still possible for the salesperson to respond if the 
customer has any questions or objections.  Schofield & Osborn (2011: 60) suggested 
three possible styles for closing a sale as follows: 

 Hard close: assume that the customer wants to buy the product or 
service and ask for quantities or delivery dates. 

 Emotional close: show the customer the advantages of having the 
product or the disadvantages of not having it and appeal to their 
emotions. 

 Urgent close: tell the customer that the product is only available for a 
short time because it is nearly out of stock or that the price will soon 
rise. 

Study the highlighted expressions in the example conversations.  Salespeople 
from Compix are talking to four different customers at a computer industry trade fair 
in Los Angeles about a new gadget from their company, a hand-held product 
scanner. 

  

 
 
 



 
31 Chapter 1 Sales 

Conversation 1 
Salesperson:    ………with our PriceChex product scanner, you just scan the price tag  
                      of any product in a shop and it does an automatic Internet search  
                      and tells you if the price in the shop is fair.  But that’s not all.  It can 
                      also tell you where you can buy it cheaper!  And it only costs  
                      $49.99! 
Customer:       Wow! That is so cool!  But I want to have a look around at the other 
                      stands first and make a decision later.     
Salesperson:    Sure.  I understand.  But I should tell you, we only have ten of these 
                      items here at the trade fair.  
Customer:       Ah, um, I see.  And how much did you say it cost? 
 
(Source: Schofield & Osborn, 2011: 60) 
 
Conversation 2 
Salesperson:    …….software performs an automatic Internet search and tells you if  
                     the price in the shop is fair.  But that’s not all.  It can also tell you 
                     where you can buy it cheaper!  And it only costs &49.99!     
Customer:      That could be very useful for my team. 
Salesperson:   Definitely.  So, how many can I put you down for? 
Customer:      Um, I’m not quite sure.  Well, I think I’ll take two for now and try  
                    them out with……. 
 
(Source: Schofield & Osborn, 2011: 60) 

 
Conversation 3 
Salesperson:   …..But that’s not all.  It can also tell you where you can buy it  
                    cheaper!  And it only costs $49.99!         
Customer:      Really?  My brother is always driving me crazy telling me how I paid 
                    too much for something. 
Salesperson:   Sounds like my mother-in-law.  Just think.  What will you feel like 
                   when you can scan something he’s bought and then tell him he 
                    could have got it 50 percent cheaper somewhere else?     
Customer:     That would be awesome!  OK, I’ll take two and I’ll give him one for  
                    his birthday…. 
(Source: Schofield & Osborn, 2011: 60-61) 
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Conversation 4 
Salesperson:   …..It can also tell you where you can buy it cheaper!   And it only 
                    costs $49.99!    
Customer:     I  see.  I need to talk about it.  I’ll come back tomorrow. 
Salesperson:  No problem.  Only I wouldn’t want you to be disappointed.             
                   The PriceChex is only available at this price today!  It’s a special  
                  promotion for the trade fair opening…..      
Customer:    Oh dear!  Well, could I reserve one and come back in a few minutes?      
 

(Source: Schofield & Osborn, 2011: 61) 

 
Task 6.9 
Directions: Which style of closing a sale (hard, emotional, or urgent) is used by the 
salesperson in each conversation?    

1. Conversation 1: ________________________________________ 
2. Conversation 2: ________________________________________ 
3. Conversation 3: ________________________________________ 
4. Conversation 4: ________________________________________ 

 
Task 6.10 
Directions: Classify the following sentences that you could use when closing a deal 
                under the correct heading in the table. 

1. It’s only available at this price today. 
2. Shall we start the paper work? 
3. How do you think it will look when it’s installed? 
4. When would you like to start? 
5. What will people say when they see it? 
6. We only have this offer for a short time. 
7. We’ve got only five of this item left in stock. 
8. How many can I put you down for? 
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Hard close 

 
 
 

 
Emotional close 

 
 
 

 
Urgent close 

 
 
 

 
Task 6.11 
Directions: Look at the notes about iCustomer and TAS 4 the salesperson made as 
                examples.  Then think of a product or service you would like to sell and 

      complete the table below with the features, advantages, and benefits of  
      the product.  Finally, make your own presentation of a product by using  
      the notes you made with phrases you have learnt from this chapter. 

 
Product Features Advantages Benefits 
iCustomer It provides a link 

between salespeople  
and customers’ data. 

Your salespeople 
always have up-to-
date information 
about customers. 

Increased productivity: 
salespeople can make 
15 percent more 
customer visits per 
week and 30 percent 
more sales. 

TAS 4 A comprehensive 
Internet security 
system including 
firewall and 
antispyware. 

- low RAM compared 
to previous versions. 
- consumer survey 
showed it to be more 
reliable than other 
systems available. 

You will save time and 
money by protecting 
computers from viruses. 

Table 1.1 Features, advantages, and benefits of iCustomer and TAS 4 
(Source: Schofield & Osborn, 2011: 55) 

      
Product/service Features Advantages Benefits 
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 Part 7 Glossary of Vocabulary 
 
 
advance payment (n.)  a system by which a customer pays part of the price of  
    a product ahead of time.  The remaining amount is to 

be paid when the product is delivered.  
advantage (n.)   a good feature that makes something better than  
    similar things  
agreed price (n.)  the price which have been accepted by the buyer and 

seller  
bargain (n.) (v.)   (n.) something on sale at a lower price than expected 
    (v.) to try to male someone agree to give you  
    something that is better for you such as a better price 
benefit (n.)   a helpful or good effect; advantage 
brick-and-mortar   relating to or being a traditional business service 

customers in a building as contrasted to an online 
business  

B2B (abbrev.)   Business to Business: a transaction that occurs between 
two companies; a company that provides goods or 
services for another company 

B2C (abbrev.)   Business to Consumer: a transaction that occurs 
between a company and a customer; a company that 
provides goods or services for customers 

buyer (n.)   any person who buys anything  
catalog price (n.)  the price shown for a product in a catalog, before any 

money is taken off or added 
challenge (n.)   the situation of being faced with something that needs 

great mental or physical effort in order to be done 
successfully and therefore tests a person’s ability 

checkout (n.)   a counter where customers pay for things that they are 
buying  

click-to-brick   a type of business model that has both online and 
offline generations  

client (n.)   a person who buys service from a lawyer, architect or  
    other professionals  
close the sale (v.)  to finalize a deal or sale; to make a sale; to complete  
    the transaction  
 



 
36 Chapter 1 Sales 

cold call (n.) (v.)  (n.) a visit or making a telephone call made by  
    someone trying to sell goods or services without 
                                  previous contact  
convince (v.)   to cause someone to believe something or to do 

something 
CRM (abbrev.)   Customer Relationship Management: the strategic use 

of information technology (IT) to manage the way in 
which salespeople talk to customers, from the moment 
they speak for the first time to a prospective customer, 
to the delivery of the order  

customer (n.)   a person who buys goods or services from a shop or  
    business  
customer data (n.)  information about a company’s customers, especially 

information about their shopping habits, that is stored 
in a database 

customer needs (n.)  things that a customer requires or wants from a service 
or product  

customer satisfaction (n.) when customer are pleased with the goods or service 
that they are bought  

C2C (abbrev.)   Consumer to Consumer: a transaction that consumers 
interact with other consumers  

deal (n.) (v.)   (n.) an arrangement especially in business; a business 
transaction  

    (v.) to do business  
decrease (n.) (v.)  (n.) the amount in which something becomes less  

(v.) to become less  
direct mail (n.)   a method of marketing which involves companies 

sending advertising material directly to people who 
they think may be interested in their products  

discount (n.)   a reduction in the usual price [usually expressed as a 
percentage (%)]  

e-commerce (n.)  the buying and selling of products and services by 
businesses and consumers through electronic medium,  
without using any paper documents.  

enthusiastic (adj.)  show how much you like or enjoy something by the 
way that you behave and talk  
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fall (n.) (v.)   (n.) the fact of the size, amount, strength of something 
getting lower (v.) to become lower in size, amount, or  
strength  

falling (adj.)   becoming lower in size, amount, or strength   
faulty goods (n.)  defective goods, imperfect products 
feature (n.)   an interesting or important part or characteristics of a  
    product  
follow up (v.)   to maintain contact  
free trail (n.)   a product or service offered to customers for  

free for a short period of time so that they can try using 
it  

good listener (n.)  someone listens carefully and sympathetically to you 
when you talk  

guarantee (n.)   a promise that a product will be repaired or replaced,  
    etc. if faulty  
home shopping (n.)  the activity of buying things from an online retailer or 

from a TV shopping channel  
in bulk    buy/sell/order (something) in bulk in large quantity,  
    usually at a lower price  
increase (n.) (v.)  (n.) the act of becoming larger or greater  
    (v.) to become larger in amount or size  
intermediary (n.)  a person or organization that provides a link between 

two other people or organizations  
internet security (n.)  the use of measures to improve the security of a 

website, especially in order to safeguard personal and 
financial information  

knowledgeable (adj.)  having a clear understanding of many different facts  
    about job or about a particular subject  
lead (n.)   useful indication of a possible customer to be followed  
    up  
loyalty card (n.)  a plastic card that some shops give to regular 

customers.  Each time the customer buys something 
from the shop, points are electronically stored on their 
card and can be exchanged later for goods or services. 

objection (n.)   a reason given by a prospect for not buying  
online retail (n.)  the business or activity of selling goods or services via 

the internet  
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online shopping (n.)  the activity of buying goods and services via the 
internet  

O2O (abbrev.)    Online-to-Offline: systems enticing consumers within a 
     digital environment to make purchases of goods or  
     services from physical businesses  
payment by    a system by which a buyer pays for a product in stages  
installments (n.)  (rather all at once), while being able to use it  
point of sale (n.)  the place in a shop where a product is passed from the 

seller to the customer.  The abbreviation POS is also 
used.  

persuade (v.)   to make someone do or believe something by giving 
them a good reason  

potential (adj.)   possible but not yet achieved, able to develop into  
    something in the future  
product (n.)   something made and usually for sale  
prospect (n.)   a possible or probable customer; prospective customer 
quote (v.)   to name a price  
quotation (n.)   a formal statement setting out the estimated cost for a 

particular product or service   
read (people) (v.)  to understand what people are thinking or feeling by 

their gestures, that they behave or the things that they  
say  

retail (n.) (v.)   (n.) the activity of selling goods to the public, usually in 
small amounts for their own use  
(v.) to sell in small quantities (as in a shop or on the 
internet to the public)  

retailer (n.)   a person or business that sells goods directly to the 
public  

retail outlet (n.)  a shop or other place that sells goods directly to the 
public  

rise (n.) (v.)   (n.) an increase 
    (v.) to increase, to become higher  
sales figures (n.)  the amount of the total sales of a company’s products 

for a particular period  
sales force (n.)   all the employees of a company whose job is  
    persuading customers to buy their company’s products  
    or services 
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salesperson (n.)  a person whose job is to sell things, especially directly 
to shops or other businesses on behalf of a company 

sales pitch (n.)   a sales presentation that tries to persuade someone to  
    buy a product   
sales promotion (n.)  an activity or a set of activities done to increase sales  
    of a particular product  
sales representative (n.) a person who represents and sells for a firm;  
    salesperson  
sales target (n.)  a goal set for a salesperson  
sales tax (n.)   the amount which must be paid to the government for 

every item sold  
sales volume (n.)  the amount of goods or services sold by a company in  
    a specified period  
sample (n.)   a small quantity of a substance or product that shows  
    customers what it is like  
service (n.)   work done usually in return for payment  
supplier (n.)   a person or company that provided goods or service 
terms of payment (n.)  conditions of payment agreed on by the buyer and 

seller for goods or services  
trade fair (n.)   an exhibition at which companies in a specific industry 

can show or demonstrate their products  
telephone marketing (n.) using the telephone to sell directly to customers  
USP (abbrev.)   Unique Selling Point: a particular feature of a product  
    which can be used in advertising to show how it is  
    different from, and better than, other similar products  
    or services  
wholesale (n.) (adj.) (adv.) (n.) the activity or price of selling goods usually in large 

amounts, to businesses, which then sell them to the 
public  
(adj) (adv.) of or for selling of goods in large amounts at  
low prices to shops and business, rather than the  
selling of goods in shops to customers  

word of mouth (n.)  information passed by people telling to each other  
    rather than being printed in written form 
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Summary 
This chapter introduces English for sales to leaners towards listening to 

descriptions followed by dialogues which aid the learning of important vocabulary 
and phrases in contextual situations.  In reading part, they gain more understanding 
about sales by reading articles related to sales in various aspects.  Besides, grammar 
points, present continuous for future, going to, and will, are mentioned to be used in 
arrangements, decisions, and predictions, and can be used in writing itinerary and 
presenting the arrangement for a sales trip.  For speaking practice they know how to 
present a product or service and what they should do when working on a stand and 
closing a sale.  Role-plays as salespeople also enable learners to practice the 
vocabulary and language of the chapter in realistic situations.   

 
 
 



Chapter 2 
 Banking and Finance 

 

Introduction 
English is the international language of business and used increasingly around 

the world, especially within banking and financial sectors.  Business and financial 
services such as banking around the world use English as the primary language of 
communication.  Several countries have their banks that open accounts overseas.  
Even the banks in Thailand, there are many foreign clients.   Thus, it is important for 
those whose work brings them into contact with international banking and finance to 
learn good and fluent English.  The ability to interact with clients in English for day-
to-day work is essential.  Therefore, this chapter provides the language necessary for 
basic banking and financial transactions through various language practice features for 
learners interested in banking and finance and bank employees who use English in 
their jobs. 

 

 
Figure 2.1 Banking and finance 

(Source: Longhole, 2016: 1) 
 

   Part 1 Warm-Up 
 
Task 1.1 
Directions: Discuss these questions.   
1. Do you often go to the bank? 
_________________________________________________________________________ 
2. What do you do at the bank? 
_________________________________________________________________________ 
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3. What kinds of services does the bank offer? 
_________________________________________________________________________ 
 
Task 1.2 
Directions: Which of these transactions do you do at your bank?  Study the following  
                 transactions and write down the complete sentences.       

a) transfer money from one account 
b) withdraw money from an account 
c) deposit money into an account 
d) buy foreign currency 
e) cash cheques   
f) pay bills 

     What can we do at the bank? 
1. At the bank, we can ____________________________________. 
2. At the bank, we can ____________________________________. 
3. At the bank, we can ____________________________________. 
4. At the bank, we can ____________________________________. 
5. At the bank, we can ____________________________________. 

 

   Part 2: Listening  
 
Task 2.1 
Directions: Listen to the conversation between a bank clerk and a new customer  
                opening an account and then tick [ ] the phrases you hear in  
                the conversation. 

1. [  ] open an current account  6. [  ] deposit money 
2. [  ] get a bank card   7. [  ] make withdrawals 
3. [  ] pay bills    8. [  ] set up standing orders 
4. [  ] use the cash dispenser (ATM) 9. [  ] get a statement of account 
5. [  ] arrange direct debits          10. [  ] receive your salary by  

        direct deposit 
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Task 2.2 
Directions: Listen to the conversation again and answer the questions below. 
Bank clerk: Good morning.  Can I help you?  
Customer: Yes, I need to open an account. 
Bank clerk: What kind of account do you need? 
Customer: Next month, I start my new job.  I’m also moving to my new  
  house.  I need an account so I can receive my salary and pay my 

bills. 
Bank clerk: We can open a current account for you.  Then you can receive your  
  salary by direct deposit.  
Customer: What does that mean? 
Bank clerk: That means that your salary comes directly into your account every  
  month.  You do not need to deposit money yourself. 
Customer: OK.  I understand.  And what about the bills? 
Bank clerk: We can set up standing orders for you. 
Customer: What are those? 
Bank clerk: With a standing order you can say how much you want to pay  
  someone every month. 
Customer: And when the bills are for different amounts?  What can I do then? 
Bank clerk: Then I suggest we arrange direct debits.  The person who gets the 

money from you sends us a bill and we pay it. 
Customer: That sounds fine.  What do I do when I need money? 
Bank clerk: You will get a bank card and then you will be able to use the cash  
  dispenser to make withdrawals. 
Customer: OK.  Can I open the account today? 
Bank clerk: Certainly.  Just a moment and I’ll just give you an application form. 
 

1. Why does the customer need an account? 
___________________________________________________________________ 

2. How can she receive her salary? 
___________________________________________________________________ 

3. How can she pay her bills? 
___________________________________________________________________ 

4. Where can she make withdrawals? 
___________________________________________________________________ 

5. Does she decide to open an account? 
___________________________________________________________________ 
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Task 2.3 
Directions: Listen to the description and complete the missing parts. 
 

Cash cards 
       Cash dispenser, automatic (1)___________ machine or cashpoint are some 
of the names given to machines from which customers can (2) ______________ 
money from their bank accounts using their cash cards.  They can do this at any 
branch of their bank and the branches of other banks which are linked to their 
bank.  (Note: In the USA, the teller is a person receiving and handing out money 
in a bank.  This occupation is called (3) ______________ in Britain.) 
       With the cash card, customers also receive a (4) ___________ or personal 
identification number which they should memorize.  This number is kept secret 
even from the staff of their branch.  When using the dispenser, customers insert 
the card and key in the PIN number.  By following a clear set of instructions 
appearing on the video screen, they can withdraw cash up to a certain (5) _____, 
check the (6)______________ of their account or deposit money. 
       Not all banks provide the same automatic teller services.  Examples of 
services available from customers’ own branch machines are (7) _____________ 
information, orders for new cheque books and (8) _____________ of cheques 
and cash.  Own-branch machines may also issue mini- (9) _________________of 
account, showing deposits just made and the (10) _______________ balance. 
 

  (Source: Adapted from Radice, 1993: 19) 
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Task 2.4 
Directions: Listen and complete the following dialogues. 
Dialogue A 
Bank Teller:    Good morning.  Can I help you? 
Customer:      (1)____________like to open a new account. 
Bank Teller:    What kind of account (2)____________like to open? 
Customer:      Could you tell me how many kinds of account there are? 
Bank Teller:    There are three kinds: savings, time deposit, and current accounts. 
Customer:      I would (3)_________to open a savings account. 
Bank Teller:    (4)____________ have your ID card or passport? 
Customer:      Here you are.   
Bank Teller:    (5) ____________ please fill out the application form and sign your 
                     name here? 
Customer:      What is the minimum deposit for opening a new account? 
Bank Teller:    At least 500 baht. 
Customer:      OK.  Here you are. 
 
Dialogue B 
Bank Teller:  Good morning.  How can I help you? 
Customer:  Good morning.  (1)____________ like to transfer some money from my 

         my savings account to another account, please. 
Bank Teller:  Certainly, madam.  How much money (2)____________like to transfer? 
Customer:  3,000 baht. 
Bank Teller:  Which bank account will you transfer to? 
Customer: The Siam Commercial Bank, please. 
Bank Teller: (3)____________fill out a deposit form and sign your name and your 

phone number, please?  
Customer: Of course.  Is it OK?  How much do you charge for money transfer? 
Bank Teller: Thirty baht, madam. 
Customer: That’s fine.  Here you are. 
Bank Teller: Thank you. 
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Dialogue C 
Customer:      Good morning.  I’d (1)___________to pay these cheques into my 

current account, please. 
Bank Teller:    Certainly, sir.  (2) ______________complete this paying in slip,    

please? 
Customer:      OK.  Is this all right? 
Bank Teller:    Yes, sir.  (3) _____________ please sign it here? 
Customer:      OK.  Here you are. 
Bank Teller:    Thank you. 

 
Dialogue D 
Bank Teller:    Good afternoon. 
Customer:      Good afternoon.  (1)_______________ like to cash this cheque, please. 
Bank Teller:    OK.  How do you (2) _____________ the money? 
Customer:      In thousands. (thousand baht notes) 
Bank Teller:   (3)_____________ have your signature here, please?   
Customer:      Fine.  Here you are.  Is everything all right? 
Bank Teller:  Just a moment, please…….  Here’s your money. 
Customer:   Thank you. 
Bank Teller: Thank you. 
 
Dialogue E 
Bank Teller:    Good afternoon.  Can I help you? 
Customer:      Good afternoon.  I’d (1)___________to exchange Thai baht to 

Singapore dollars. 
Bank Teller:    Have you got your passport? 
Customer:   Yes, here it is.  What’s the exchange rate today? 
Bank Teller:   1 SGD to 23.39 THB.  How much (2)_____________like to change? 
Customer:   20,000 baht, please.  Here you are. 
Bank Teller: The total sum is 855 SGD.  (3) _____________sign here, please? 
 Here’s your money and receipt.  Thank you. 
Customer: Thank you very much.  Good bye. 
Bank Teller: Good bye.   
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Dialogue F 
Bank Teller:    Good morning.  Welcome to Bangkok Bank.  What can I do for you? 
Customer:      I (1)______________ to apply for a credit card, please. 
Bank Teller:    Certainly, madam.  Do you have any accounts with us at the moment? 
Customer:      No, I don’t. 
Bank Teller:    That’s OK.  I can help you to apply for a credit card today if you like. 
Customer:      That’s wonderful.  Could you give me more information about the 
                    cards available? 
Bank Teller:    Yes, sure.  Here is a brochure about our popular cards. 
Customer:      Thank you. 
Bank Teller:    (2)____________ask you a few questions to better understand what  
                    you are looking for?  So, I can help you pick the right card for you. 
Customer:      Yes, please.  That would be helpful. 
Bank Teller:    My pleasure.  First of all, what credit limit (3)________like to apply for? 
Customer:      (4)___________like 100,000 baht spending limit. 
Bank Teller:    OK.  There are three cards available with a 100,000 spending limit. 
                    Are you looking for reward program with your card? 
Customer:      Yes, I would (5)_________ to collect points whenever I use the card. 
Bank Teller:    Great.  We have two cards which best suit your needs.  One is  
                    Platinum Champion card and the other is Gold Champion card. 
Customer:      What’s the difference between them? 
Bank Teller:    The Platinum Champion card has a higher interest rate of 13% per 
                     annum, but there is no annual fee. 
Customer:      Can you tell me about the Gold Champion card? 
Bank Teller:    The Gold Champion card has a lower interest rate of 10% per annum 
                     and has interest free period of 30 days on any purchases made.  This 
                     can give you 1 reward point in our reward program for every baht you 
                     spend.  But, there is 600 THB annual fee. 
Customer:      I don’t mind paying the annual fee.  (6)__________like to apply for the  
                    Gold Champion card, please. 
Bank Teller:    OK.  Here’s the application form.  Please fill in your personal details,  
                    occupation, job position, gross annual income and how many years 
                    you have been in your current position.  Do you have identification 
                    with you? 
Customer:      Yes, I have my ID card with me. 
Bank Teller:    The bank will do a credit check and access your credit report to see if  
                    you are eligible for the card.  (7)____________please tick the box 
                    stating that you know and accept this? 
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Customer:      OK.  I’ve done.  Here’s the form and here’s my ID card. 
Bank Teller:    Thank you.  I’ll make photocopies of your ID and be right back. 
Customer:      OK. 
Bank Teller:    All done.  You should hear from someone within the next three days  
                    to let you know whether you have been approved. 
Customer:      That’s fine. Thank you. 
Bank Teller:    Is there anything else I can do for you today? 
Customer:      No, thank you. 
Bank Teller:    Thank you.  (8)___________________. 
Customer:      Thank you.  You, too. 
 

 
 
  

 

   Part 3: Reading  
 
Task 3.1 
Directions: Read the customer information of a bank and decide if the sentences are 
                true (T) or false (F) or no information (N) in the text. 
 

Universal Bank 
        We are a full service bank and offer products to both large and small 
customers. For people who want to regularly deposit and withdraw money,          
we suggest opening a current account with us.  You can receive your salary through 
direct deposit and pay your bills through direct debit.  With your bank card you can 
withdraw money from cash dispensers everywhere and at any time.  You can also 
get your statements of account from the machines at the bank so you know how 
much money you have in your account.  For people who want to save money,      
we suggest a deposit account.  With this account you can save money for the future 
and earn interest on it.  We have both long-term and short-term deposit accounts.  
You can decide. 
        And when you need to borrow money, you can come to us.  We arrange    
long-term or short-term loans.  Whatever your financial needs are, we are here to 
help.  Talk to one of our experts today! 

Figure 2.2 Universal banking 
(Source: Rosenberg, 2012: 13) 

 

    Can I        Could you want      would you     I would          like  
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1. _______The bank offers current and deposit accounts, and loans. 
2. _______You can get a safe deposit box. 
3. _______You can earn interest with a current account. 
4. _______Customers can only use cash dispensers at the bank. 
5. _______You can only get short-term loans at this bank. 
6. _______You receive statements by post once a month. 
7. _______You need a bank card to withdraw money from the cash dispenser. 
8. _______You can talk to an expert about your financial needs. 
 

Task 3.2 
Directions: Think of a bank you use.  Which of these products and services can you  
                 get at your bank? 
 

     savings account            insurance              foreign exchange 
     safe deposit box           loan                     mortgage 
     investment advice        current account 

 
Task 3.3 
Directions: Read these descriptions and then match the people 1-6 to the products  
                and services from the box in task 3.2. 
 

       
 
 
 
 

      Figure 2.3 
 

 
 
 
 
 
       

      Figure 2.4 
 
 
 

1. Michael and Sara Jones are married.  They are both 25.  
They live with Michael’s parents, but the house is very small 
and they want a condominium of their own.  They both 
have jobs and they have some money.  Sara’s parents can 
lend them a little more. ___________________ 

 

2. Melisa Cooper is a doctor.  She can drive, but she doesn’t 
have enough savings to buy a car.  She often visits patients 
in their houses at night.  This is sometimes very difficult by 
bus.  She has a driving licence and sometimes she borrows a 
friend’s car, but her friend often needs it at night. 
_________________________ 
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      Figure 2.5 
 
      

 
 
 
 
 

      Figure 2.6 
 
 

 
 
 
      
       

      Figure 2.7 
 

 
 
 
   
 
 

       Figure 2.8 

 
 
 

Figure 2.3-2.8 Pictures of people 
(Source: Pictures of People, 2016: 1) 

 
 
 

3. Sara Parson is 70.  She is retired and lives on her pension.  
Her sister, Maria, lives in Switzerland.  Sara has a round-the-
world ticket   and next month she plans to visit Italy and 
England on the way to Switzerland. 
_____________________________    
 

4. Anthony Stark is rich.  He has $200,000 in savings.  He 
doesn’t know what to do with his money.  He already has a 
wonderful big house and two expensive cars.  His wife thinks 
it’s a good idea to buy shares or bonds.  He doesn’t know 
anything about these things.                               
________________________________ 
 

5. Valentina Middleton has some beautiful and valuable 
jewelry.  It was her mother’s.  She doesn’t wear it often, but 
she doesn’t want to sell it.  She worries that someone might 
break into her house and steal it.  She already has insurance.  
________________________ 
 

6. Phillip Cruise is 17.  His parents give him an allowance of 
$150 a month.  He pays it into his current account at the 
bank.  He spends some of the money on clothes, music, 
magazines and going out with friends.  He wants to go to 
college next year.  He knows that being a student is 
expensive so he saves some of his allowance for when he is 
at college.  Every month he takes $50 and puts it in a box in 
his bedroom.  He now has over $350. 
_______________________ 
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Task 3.4 
Directions: Match up these terms with the definitions below. 
 
 
 
 
 
 
1. an arrangement by which a customer can withdraw more from a bank account 

than has been deposited in it, up to an agreed limits; interest  
on the debt is calculated daily   

2. a card which guarantees payment for goods and services purchased by 
the cardholder, who pays back the bank or finance company at a later date. 

3. a computerized machine that allows bank customers to withdraw money, check 
their balance, and so on 

4. a fixed sum of money on which interest is paid, lent for a fixed period, and 
usually for specific purposes 

5. an instruction to a bank or pay fixed sums of money to certain people or 
organizations at stated times 

6. a loan, usually to buy property, which serves as a security for the loan 
7. a plastic card issued to bank customers for use in cash dispensers 
8. doing banking transactions by telephone or from one’s own personal computer, 

linked to the bank via a network 
9. one that generally pays little or no interest, but allows the holder to withdraw 

his or her cash without any restrictions 
10. one that pays interest, but usually cannot be used for paying cheques (UK) or 

checks (US), and on which notice is often required to withdraw money 
(Source: MacKenzie, 2000: 69) 

 
 
 
 
 
 
 
 
 
 

cash card   cash dispenser  credit card home banking 
loan  mortgage  overdraft standing order 
current account (UK) or checking account (US) 
deposit account (UK) or savings account (US) 
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Task 3.5 
Directions: Read this online banking web page.  Then complete the following  
                sentences with words from the web page.  
 

Online banking 
Become an online banking customer today!  Discover how easy online banking is! 
With online banking you will be able to: 
 view your transactions.               make payments 
 keep track of your money           manage standing orders and direct debits. 
 transfer money.                         download and print your statements. 
 check your real-time balance.     choose your own password. 

Figure 2.9 Online banking 
(Source: Rosenberg, 2012: 14) 

 
1. You can __________ your regular payments like direct debits and standing orders. 
2. You can __________ your statements of account to your computer. 
3. When you have the bills to pay, you can make __________ online. 
4. The amount of money in your account is your ___________. 
5. With online banking you can _________ the transactions you make straight away. 
6. When you move money from one account to another, you __________ it. 
7. When you regularly check how much money is in your account, you __________ 

of your money.  
 

           

   Part 4 Language Focus 
 
Modal Auxiliaries   
You can + infinitive without to is used when advising about services and suggesting 
action. 
 You can withdraw cash over the country at any branch. 
 You can earn the highest interest on your money. 
 You can transfer your money anywhere at any time you want. 
 You can make an instant transfer from country to country. 
 You can make regular payments direct from your account. 
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Can/Could you + infinitive without to is used when we ask somebody to do 
something for us. 

  Could you……? is more formal and polite than Can you……? 
  Can you fill in this form, please? (less polite) 
  Could you fill in this form, please? (more polite) 

I would like + to-infinitive is used to say that we want to do something. 
Would like is a polite way of saying ‘I want’.  The short form is ’d like. 

      I want to transfer some money. (less polite) 
      I would (’d) like to transfer some money. (more polite) 

 
Can or May is used when we ask for permission. 

      Many people think that may is more polite than can. 
      Can I have your name, please? (less polite) 
      May I have your name, please? (more polite) 
      Can I sit here, please? (less polite) 
      May I sit here, please? (more polite) 

 
Could I have is used for requesting object. 
  Could I have your pass book, please? 
 Could I have some new notes, please? 
 Could I have your passport, please? 
  
Future possibility and ability with “will” and “be able to” 
We use will + be able to + infinitive to say that something will be possible or 
someone will have the ability to do something in the future.  
 You will be able to download your statements. 
 
We use will + subject + be able to + infinitive for questions, and  
will not or won’t + be able to + infinitive for negative sentences. 
 Will she be able to transfer money from one account to another? 
 Yes, she will./No, she won’t. 
 
After will, we use be able to (not can/can’t). 
 You won’t be able to view another person’s accounts. 
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Task 4.1 
Directions: Work in pairs.  Take turns being the customer and the bank clerk.  
                Ask and answer questions about banking services you have learnt  
                using can. 
Example 
 Customer:  Can I transfer money to Japan? 
 Bank Clerk: You can make an instant transfer from country to country. 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
 
Task 4.2 
Directions: Work with a partner.  Ask and answer at least three questions about what 
                you will be able to do with online banking account using the online  
                banking web page in Task 3.5 on page 10. 
Example 
 Customer: Will I be able to make payments? 
 Bank Clerk: Yes, you will. 

Customer: Will I be able to borrow money? 
 Bank Clerk: No, you won’t. 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
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Task 4.3  
Directions: Complete the following sentences. 

1. _______________________transfer some money to my account. 
2. _______________________check the balance of my account. 
3. _______________________your signature? 
4. _______________________deposit these cheques? 
5. _______________________your name and your address? 
6. _______________________countersign this cheque? 
7. _______________________close my account? 
8. _______________________take a seat for a moment? 
9. _______________________earn the highest interest on your money. 
10. _______________________have access to your money whenever you want it. 

 
 

   Part 5 Writing 
 

Completing forms 
 When customers make transaction at a bank such as withdrawals, deposits, 
transfer, etc., they need to fill out forms.  It is nowadays easier for customers when 
they walk into a bank since bank employees provide customers service by helping 
them fill out the form via computer system and the customers just sign their names.  
However, it is essential to understand the details of each banking document form.  
The following are banking document forms normally used by customers. 

1. Deposit Slip 
A deposit slip is a paper form that is used to deposit funds into a bank 

account.  It states information such as the date, the name of the depositor, the 
depositor’s account number and the amount, whether it is a cash or cheque deposit.  
There are various forms of deposit slip depending on the design of each bank, but 
they usually contain the same details. 
 Parts of Deposit Slips 

1. Branch 
2. Date 
3. Account Type 
4. Deposit by 
5. Account name 
6. For Branch 
7. Account Number 
8. Amount in Words 
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9. Amount in Numbers 
10. Cheque Number 
11. Total Amount in Words 
12. Total Amount in Numbers 
13. Depositor’s Signature 
14. Authorized Signature 

 
Example: Deposit slip 
 
KRUNGTHAI BANK                                                                    DEPOSIT SLIP 
Branch _____________           Account Type       Savings A/C                Deposit by           Cash 
                 (1)                          (3)               Fixed Deposit                  (4)                 TR 
Date _______________                                     Current A/C                                          CB 
                  (2)                                             SPA                                                     CL 
                                                                     Others                                                 BC 
             Account Name   (5)        For Branch   (6)               Account Number    (7) 

   
Cash Amount in Words       (8) 

_____________________________________ 
Amount in Numbers     (9) 
_______________________________ 

Cheques            Cheque No.  (10) Bank Branch Amount Depositor’s Signature 

        (13) 
   
   Authorized Signature 

        (14) 
   

Total Amount in Word      (11) 
____________________________              
                      

Total Amount in Number     (12) 
_______________________________ 

 

Figure 2.10 Deposit slip 
(Source: Krungthai bank, 2016) 

 
2. Withdrawal Slip 

A withdrawal slip is a written form which has to be filled in before making 
a withdrawal of money from a bank.  It states name, the date, the account number, 
and the amount to withdraw both in words and in numbers.  Generally, withdrawal 
slips indicate the following details. 

Parts of Deposit Slips 
1. Branch of Account Owner 
2. Date 
3. Account Name 
4. Account Type 
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5. Withdrawal by 
6. Account Number 
7. Amount in Numbers 
8. Withdrawal Amount in Words 
9. Receiver/Authorized (Nominee) 
10. Telephone Number 
11. Account Owner(s) 
12. Receiver (For Bank) 
13. Authorized Signature (For Bank) 

 
Example: Withdrawal slip 
 
Bangkok Bank                                                                    Withdrawal Slip 
Branch of Account Owner_____________   Account Type       Savings  Withdrawal by      Cash 
                                          (1)                    (4)             Fixed             (5)             Transfer 
                                                                              Date____________________________  (2) 
A/C Name___________________________________       A/C No.  
                                            (3)                                                           (6) 
I/We, the account owner (s), authorize you to debit the following amount from my/our account. 
Amount in Numbers ___________________________________________________  (7) 
Withdrawal Amount in Words ___________________________________________  (8) 
The correct amount has been received.  (Please sign in the presence of an official.) 

 
 
 
________________________           ________________________       
Receiver/ Authorized (Nominee)                      Account Owner(s) 
                (9)                                              (11)    
Tel No. __________________ (10)                

For Bank 
(12) 

______________ 
Receiver/Made out 

(13) 

______________ 
Authorized 

The account owner must validate each modification and/or correction with a full signature.  Correction fluids may not be used under any circumstances. 

Figure 2.11 Withdrawal slip 
(Source: Bangkok bank, 2016) 

 
3. Money Transfer Slip 

Sometimes, a customer may need to move money from an account to 
another if he/she has more than one bank account, or wants to transfer funds into 
another person’s bank account.  Money transfer can be made between accounts 
within the same bank or between accounts in different banks.  Nowadays, online 
banking is the most time-efficient service.  Whenever a customer wants to transfer 
money, he/she can make transaction without going to a bank.  He/she just need to 
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create a username and password.  Once signed in, he/she can transfer funds 
between accounts.  However, one easiest way to transfer is to go to the bank and 
ask a teller to make the transaction, but a customer may need to fill out some 
money transfer forms at the counter.  Here are examples of money transfer slips. 
 
Example 1: Money transfer slip 
 
  KRUNGTHAI BANK                                                      Money Transfer Slip 
Date ……………………………………… Branch ……………………………………………… 

Sender’s Information 
Transfer Type       Immediately                  Within Business Day             Next Business Day  
                          Next 2 Business Days      Send Cash to Receiver 
Sender’s Name……………………………………………………………………………… Mobile No. ……………………………………. 
Paid By       Cash       Cheque No. …………………………..     Debit A/C No. ……………………………………………… 
Fee Paid By       Cash         Debit A/C 
Sender’s address …………………………………………….. Citizen ID/Passport No./Tax ID………………………………….. 

Receiver’s Information 
Receiver’s Name……………………………………………………………………………… Mobile No. …………………………………. 
Bank/Branch………………………………………………………………… Receiver’s A/C No. ……………………………………….... 
In case of sending cash to receiver, please fill receiver’s citizen ID/passport no. …………………………….. 
Amount in Figures……………………………………………….. Amount in Words……………………………………………………. 
Details of Payment…………………………………………………………………………………………………………………………………… 
                                                                                              
                                                                                              ………………………………………………. 
                                                                                                    Sender’s Signature 

Bank Use Only 
Fee in Cash Fee in 

Transferred 
Money 

Total Amount Bank Officer Approved By Biz Talk 

Figure 2.12 Money transfer slip 
(Source: Krungthai bank, 2016) 
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Example 2: Deposit slip for cash/transfer 
 
Bangkok Bank                                                  Deposit Slip for Cash/Transfer 
Branch__________________   A/C Type        Savings       Fixed         With      Cash 
                                                            Current       Sinmattaya             Transfer from   
Date____________________                                                                      A/C No.__________               
                                                                               
A/C Name___________________________________       A/C No.  
Branch of Account Owner______________________                                      
Please fill in separate deposit slips for cash or for transfer deposits.               
         Deposit Amount in Words                     Amount in Numbers 
_______________________________  _______________________ 
 
Depositor’s Name_________________________ Tel No. ______________    

               

For Bank 

 
______________ 
Receiver/Made out 

 
______________ 

Authorized 
The depositor must validate each modification and/or correction with a full signature.  Correction fluids may not be used under any circumstances. 

Figure 2.13 Deposit slip for cash/transfer 
(Source: Bangkok bank, 2016) 

 
4. Deposit Slip for Cheque 

When depositing a cheque at a bank, a customer needs to fill out a 
deposit slip.  He/she can also request a deposit slip from the teller, but the process 
will be faster if the customer fills out the slip ahead of time.  The important parts of 
deposit slip for cheque to fill out are as follows: name of the account owner, 
account number, branch name from where the account is located, phone number 
(this will be useful in case there is an issue with the cheque so the bank can call the 
account holder.), amount of the cheque in words and figures, check number which 
refers to the original bank of the cheque, and signature of the depositor.  The 
following is an example of a deposit slip for cheque. 
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Example: Deposit slip for cheque 
 
Bangkok Bank                                                            Deposit Slip for Cheque 
Branch……………………………  A/C Type       Savings        Fixed…….months  With      BBL Cheque 
Date……………………………….                     Current        Sinmattaya                      Non-BBL Cheque  
Depositor’s Name………………………………………………… Tel. No. …………………………………             
A/C Name……………………………………………………………… Branch of Account Owner……………………..……………… 
A/C No.  
Please fill in separate deposit slips for each cheque type (BBL cheque, Non-BBL cheque, postdated and due cheques). 

Chq. No. Drawee Bank/Branch Chq. Date Amount For Bank 

     
 
 

Receiver/Made out 

    
    

     
 

Authorized 
Total Cheque Amount in Words Total Cheque Amount in Numbers 

  
The depositor must validate each modification and/or correction with a full signature.  Correction fluids may not be used under any circumstances. 

Figure 2.14 Deposit slip for cheque 
(Source: Bangkok bank, 2016) 

 
5. Cheque (UK)/Check (US) 

Although today is digital world, paper cheques are still used for moving 
money.  Basically, a cheque contains the following information: current date, payee, 
amount in numbers, amount in words, signature, and memo (or “for”) line (This part 
of the cheque is optional).  Here is an example of a cheque. 
Example 1: Cheque A 
 
Liliana  Ortiz                                                                                         112 
63 Maple Street 
Los Pinos, AZ 85018                                                           Date _____________________ 
AY TO THE  
ORDER OF ___________________________________________  $  
 
 _______________________________________________________________________ DOLLARS 
Greenback Bank 
3400 North Main 
Los Pinos, AZ 85018 
FOR _____________________________                            _____________________________ 
1 : 0 206639731 : 322883327 : 112 

Figure 2.15 Cheque A 
(Source: Adapted from Saslow, 2005: 111) 

         

2/25/2016 

          45.00 Dr. Stanley Arzoomanian 

Forty-five and 00/100 

medicine         Liliana  Ortiz 
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Example 2: Cheque B 
 
Larry Wilson                                                                                                      3412 
4645 North Main 
Newberg, CA 94104                                                           Date _____________________ 
PAY TO THE  
ORDER OF ___________________________________________  $  
 
 _______________________________________________________________________ DOLLARS 
State Bank 
 
MEMO ___________________________________              ______________________________          
1 : 0 201000089 : 1 60660668 : 3412 

 Figure 2.16 Cheque B 
(Source: Adapted from Saslow & Collins, 2005: 116) 

 
Writing amount in words 

When writing large numbers, we use and between the hundreds and the tens. 
 9    nine 
 10   ten 
 12   twelve 
 16   sixteen 
 80   eighty 
 100   one hundred 
 450   four hundred and fifty 
 1,000   one thousand 
 4,320   four thousand three hundred and twenty 
 70,000   seventy thousand 
 100,000  one hundred thousand 
 600,146  six hundred thousand one hundred and forty-six 
 1,000,000  one million 
 34,879, 215  thirty-four million eight hundred and seventy-nine  
              thousand two hundred and fifteen 
 1,000,000,000  one billion (one thousand million) 
 1,000,000,000,000 one trillion (one million million) 
Note: we write three million, not three millions. 

 

February 25, 2016 

          55.25 The Journal Gazette 

Fifty-five and 25/100 

delivery: 3/22/2015 to 6/21/2016         Larry Wilson 
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A decimal point can be used to say large figures.  A comma is used to 
separate billions and millions, and millions and thousands.  A point (.) is used for 
decimal points. 
 78,565,000,000  seventy-eight point five six five billion 
 1.95   one point nine five 
Note: The numbers after the decimal point are said individually. 
 Write money signs in front of the numbers, but pronounce currencies after 
the numbers. 
 $65   sixty-five dollars 
 £300   three hundred pounds 
 ¥5,000   five thousand yen 
 €40   forty euros 
 ฿10,000  Ten thousand baht 
Note: Some currencies add ‘s’ in the plural, e.g. 
         1 dollar  - 100 dollars    
         1 euro    - 100 euros  
         1 pound - 100 pounds 
         Others stay the same, e.g. 
         1 baht    - 100 baht 
         1 yen     - 100 yen 
         1 yuan   - 100 yuan 
         1 won    - 100 won 
Task 5.1 
Directions: Write the amount in words      

1. 11  ______________________________________________________ 
2. 15  ______________________________________________________ 
3. 87  ______________________________________________________ 
4. 350  ______________________________________________________ 
5. 5,963  ______________________________________________________ 
6. 60,500  ______________________________________________________ 
7. 840,000 ______________________________________________________ 
8. 2,500,250 ______________________________________________________ 

   ______________________________________________________ 
9. 125,349,786 ______________________________________________________ 

______________________________________________________ 
10. 3,000,000,000 ______________________________________________________ 
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Task 5.2 
Directions: Look at the bills and then complete the cheques. 
                Bill A 
 
 

 
 
 
 
 
 

Figure 2.17 Bill A 
(Author’s writing) 

 Cheque A 
Melisa Jones                                                                                         752 
57 South Place 
New Beach, FL 32168                                             Date ________(1)____________ 
                                            
PAY TO THE  
ORDER OF ____________________(2)_____________________  $  
 
 _____________________________(4)_______________________________________ DOLLARS 
 
FOR ___________________________________              ______________________________            
7 : 01213118 : 1 900779 : 752                                                                                              STATE BANK 
 

                                        
                                     Bill B  
 
 
 
 
 
 
 
 

 Figure 2.18 Bill B 
(Author’s writing) 

Eastern Phone 

Melisa Jones 
57 South Place 

New Beach, FL 32168 

  Bill Date Payment Due 
Date 

Amount Due 

June 7, 2017 June 26, 2017 $ 70.00 

 

          (3) 

        Phone bill         Melisa Jones 

The Food Villa Market 
July 20, 2017 

    Eggs                          1.98 
    Meat                6.45  
    Milk                            2.49 
    Butter                         3.59 
    Chicken wings           2.99 
 
                Subtotal       17.50   
                       Tax         0.00 
          Amount due       17.50
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 Cheque B 
Megan Lee                                                                                         251 
104 West 15th Street 
New York, NY 10025                                             Date _________(1)____________ 
                                            
PAY TO THE  
ORDER OF _____________________(2)____________________  $  
 
 ______________________________(4)______________________________________ DOLLARS 
 
NY Bank 
 
MEMO ___________________________________              ______________________________          
7 : 530330091 : 1 90700779 : 251                                                                                              
 

 
Task 5.3 
Directions: Study the information in the bank statement and then complete the 
                passage with given words. 
 

Greenback Bank - Statement 
Name: Jerusha  Abbott                       Statement period: January 29-February 27, 2017 
          39 Maple Street 
          Los Pinos, AZ 85018 
Account Number: 705-2733 

DATE TRANSACTION 
DESCRIPTION 

DEBITS CREDITS BALANCE 

29/01/2017 
  2/02/2007 
12/02/2017 
13/02/2017 
27/02/2017 

Opening deposit 
Cheque 00009 
ATM withdrawal 
Traveloka 
Direct deposit 

 
45.50 
30.00 
52.50 

1,200.00 

500.00 500.00 
454.50 
424.50 
372.00 

1,572.00 

Figure 2.19 Bank statement 
(Source: Adapted from Saslow, 2005: 110) 

 

 
 
 
 
 

          (3) 

                  food         Megan  Lee 
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Jerusha Abbott opened her (1)_______________ with Greenback Bank on 29th 
January 2017, with a cash (2)_________________ of $500.  On 1st February 2017, 
she wrote a (3)________________ for $45.50 and this appeared as a (4)____________ 
on the bank statement on 2nd February 2017.  On 12th February 2017 she took out 
$30 in (5)________________ from a cashpoint machine.  On the following day, the 
bank debited her account by $52.50 for (6)________________ she had made using 
her (7)__________________.  Her monthly salary was paid directly into her account 
and this appeared as a (8)__________________ for $1,200 on 27th February 2017.  
There were no further (9)___________________ on her account and she finished the 
month with a (10)_____________________ of $1,572. 

 
Foreign exchange 
 Foreign exchange plays an important role in the activities of many banks.  
(Corbett, 1996: 23).  In most countries, it is possible to buy and sell currencies 
through a bank.  The head offices of banks announce the latest exchange rates each 
day.  These rates are usually shown on a digital currency rate board in each branch.  
Here is a typical list of exchange rate. 
 

Foreign Exchange Rates 
Country Currency Buying Rates Selling Rates 

United States USD 31.90 32.25 
United Kingdom GBP 42.57 43.52 
Euro Zone EUR 37.35 38.08 
Japan (1000 Yen) JPY 28.64 29.41 
Hong Kong HKD 4.04 4.10 
India INR 0.44 0.50 
Switzerland CHF 31.99 32.64 
Australia AUD 23.83 24.62 
New Zealand NZD 21.88 22.50 
Canada CAD 24.71 25.21 
Sweden SEK 3.64 3.71 
Denmark DKK 5.01 5.10 
Norway NOK 3.93 4.01 

  credit  payment cheque account balance 
  debit  cash  deposit  debit card transactions 
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Foreign Exchange Rates 
Country Country Country Country 

China CNY 4.97 5.09 
Mexico MXN 1.61 1.63 
South Africa ZAR 2.53 2.56 
Korea KRW 0.02 0.03 
Taiwan TWD 1.06 1.07 
Kuwait KWD 105.57 106.72 
Saudi Arabia SAR 8.50 8.59 
United Arab Emirates AED 8.68 8.78 
Russian Federation RUB 0.52 0.53 
Egypt EGP 1.78 1.79 
Bahrain BHD 84.51 85.43 
Napal NPR 0.293 0.296 
Hungary HUF 0.118 0.119 
Pakistan PKR 0.276 0.279 
Malaysia MYR 7.94 8.20 
Singapore SGD 23.64 24.44 
Brunei  BND 23.66 24.44 
Philippines PHP 0.60 0.62 
Indonesia (1000 Rupiah) IDR 2.14 2.39 
Myanmar MMK 0.02 0.02 
Cambodia (100 Riel) KHR 0.78 0.79 
LAO People’s Democratic Republic 
(100 Kip) 

LAK 0.38 0.39 

Vietnam (100 Dong) VND 0.140 0.141 
Thailand (1 USD) THB 31.90 32.25 

Table 2.1 Foreign Exchange Rates 
(Source: Foreign Exchange Rates, 2016) 

 
Task 5.4 
Directions: Complete the following table. 
 

Country Currency Full forms 
United States USD United States Dollar 
United Kingdom GBP  
Euro Zone EUR  
Japan (1000 Yen) JPY  
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Country Currency Full forms 
Hong Kong HKD  
India INR  
Switzerland CHF  
Australia AUD  
New Zealand NZD  
Canada CAD  
Sweden SEK  
Denmark DKK  
Norway NOK  
China CNY  
Mexico MXN  
South Africa ZAR South African Rand 
Korea KRW  
Taiwan TWD  
Kuwait KWD  
Saudi Arabia SAR  
United Arab Emirates AED  
Russian Federation RUB  
Egypt EGP  
Bahrain BHD  
Napal NPR  
Hungary HUF  
Pakistan PKR  
Malaysia MYR  
Singapore SGD  
Brunei  BND  
Philippines PHP  
Indonesia (1000 Rupiah) RID  
Myanmar MMK  
Cambodia (100 Riel) KHR  
LAO People’s Democratic 
Republic (100 Kip) 

LAK  

Vietnam (100 Dong) VND  
Thailand (1 USD) THB Thai Baht 
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   Part 6 Speaking Practice 
 
 In this part, expressions that a bank employee usually use for day-to-day 
work when dealing with a client are provided.  Nowadays, some people tend to 
make transactions via an ATM since it is faster and more convenient.  However, some 
people especially elders still prefer making transaction via the bank teller.  
Therefore, the language necessary for basic banking and financial transactions are 
important. 
 
Finding out what a customer needs 
 Can I help you? 
 Do you need to withdraw money? 
 Would you like to apply for a credit card? 
 
Requesting service 
 I’d like   to    open a savings account,                           please. 

I want        open a personal account,    
open a business account,  

     deposit some money to my account, 
    withdraw $1,000,    
        make a withdrawal,   

    pay this cheque in,  
   pay this in, 
   transfer 1,000 USD to my sister,  
     transfer some money to this account, 
   cash this cheque. 
   change some money, 
   change some dollars,  
  

I’d like   to order some foreign currency,                please. 
 I want  tell you about a change of address, 
   speak to someone about a mortgage.  
   cancel a cheque, 
   cancel this standing order, 
 

I’d like     some     euros,  please. 
I want               US dollars.        

          Japanese yen, 
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 Could I     order a new cheque book, please? 
       have a statement, please? 
      change £ 100 into Euro, please? 
      make an appointment to see  the manager, please? 
                         a financial advisor, please? 
 
Could you give me some small notes,      please? 
  transfer $ 2,000 from my current account  

to my deposit account,  
   tell me my balance, 
 
Giving a customer advice         
 I suggest/recommend       opening a current account. 
 I suggest/recommend       a deposit account.                  
  

It would be better to       contact your bank in Thailand. 
You should         ask for an overdraft. 
I would         open a deposit account. 

                      transfer your account to Tokyo. 
                take traveller’s cheques.  
 
Asking for information 
 What is     the    exchange rate? 
       exchange rate for Euros? 
          interest rate for this account? 
       interest rate on this account? 
                                   current interest rate for personal loans?  
                      
 How       soon    can you send me the cheques? 
              high     is the interest rate on a passbook savings account? 
                      long     will it take to get an ATM card? 
                       much    do you give fro a dollar? 
 
Giving information 
 It’s     32.25      for a         dollar. 
                        to the  
    We give    38.17                      euro. 
    You get    43.76                      pound. 
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Requesting action 
 Would you    sign your name here,    please? 
   wait just a moment, 
   sign the back of the cheque, 
   fill in a paying-in-slip, 
   complete this form, 
 
Requesting instructions 
 Could     you tell me how to    fill in a  paying-in-slip? 
 Would        transfer      some  money to USA? 
                  arrange my   standing order? 
         complete   this       form? 
 
 I want      to know how to         endorse this cheque. 
 I’d like                              get money from my bank. 
 
Giving instructions 
 Write      your name here. 
 Put 
 Sign 
  
 Take       it        to the cashier. 
 Hand        them 
 Give 
 Send 
 
Offering a service 
 Would you like     me      to      complete that                for you? 
         us                 do that 
          make an appointment         
             cash these cheques 
                             arrange it 
Requesting location  
   Excuse me,   where is       the      deposit slip (s),               please?      
          are               withdrawal slip (s), 
            transfer form (s),  
                    standing order form (s), 
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Giving location 
 It’s           over there. 
 They’re    opposite the lift. 
   next to the manager’s office. 
   in the middle of the counter. 
   through the swing doors. 
  
 It’s           on      the      table. 
 They’re                 desk. 
                 counter. 
                          your    right. 
            left. 
 
Requesting directions 
 Could      you tell me how to get to      the     cashier’s window,      please? 
 Can          manager’s office, 
 Where     is         foreign exchange  

    desk, 
 
Giving directions 
 Go   through the doors. 
    straight on.  
 Turn      left. 
    right. 
 
 
Stating obligation, necessity, and prohibition 
 You       must         fill in this form. 
    have to     show some identification. 
                       need to            pay interest.  
                       don’t have to  pay bank charges. 
                       mustn’t           go over the limit. 
 
 
Querying possession 
 Have you got    a     pay-in slip? 
      the     passport? 
                                  any       identification? 
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Requesting clarification 
 How would you like     your    cash?           In hundreds. 
                                  to       pay?            Debit my account. 
 
Checking 
 Have      you       filled in a form?          Yes,   I       have. 
 Has   he         signed the back?                             haven’t. 
             she        seen the manager?          No,    he    has. 
                                                                                she   hasn’t. 
 
 Has       my     transfer    come?          No,    it      hasn’t. 
                      the     money     arrived yet?         Yes,           has.                                                     
     
 Do     you    need            insurance?          Yes,    I       do. 
 Do     you    want to pay  your balance       No,            don’t. 
                                               off in full?  
 
Expressing Intention                                                     
  I’ll        try to find out. 
   ask the supervisor. 
   do that for you. 
                      send it off today. 
                 call you. 
 
Querying possibility 
 Can you     get the answer today? 
        cash this cheque? 
        check with my bank? 
                           call in tomorrow? 
 
Making suggestions 
 What about tomorrow? 
   Wednesday morning? 
   next week? 
    
 What about taking traveller’s cheques? 
   sending a crossed cheque? 
                      paying by debiting an account? 
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 Why not collect       it        tomorrow? 
           send      them  now? 
   take   on Tuesday?  
 
 
First conditional 
 If you       sign at the bottom,  I’ll     do the rest. 
       give me your account number,  you’ll      check it for you. 
       have this card        not have any problem  
                         with online shopping.    
 
Informing problems 
 I’ve  lost        my    bank card. 
          forgotten             credit card. 
                                    internet banking password. 
                                     the   PIN number for my card.     
  

My credit card has been stolen. 
 
I want to report a      lost  credit card. 
           stolen  

  
Using a cash dispenser/ATM 
 Insert you card.   Please wait. 
 Enter your PIN.    Your cash is being counted. 
 Incorrect PIN    Insufficient funds 
 Enter     Balance 
 Correct     Another service? 
 Cancel     Would you like a receipt? 
 Withdraw cash   Remove card. 
 Other amount    Quit. 
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Task 6.1  
Directions: Work in pairs.  Ask and answer your partner about the interest rates using  
                 the pattern given.  Pick one of the following banks for your answers. 

 
Deposit Interest Rates for Individuals of Commercial Banks 

Bank Savings 
Fixed 

3 months 6 months 12 months 24 months 

Commercial Banks registered in 
Thailand 

          

Bangkok Bank 0.50% 1.13% 1.38% 1.75% 1.88% 

Krung Thai Bank 0.50% 1.25% 1.55% 1.75% 1.95% 

Kasikorn Bank 0.50% 1.15% 1.35% 1.70% 1.90% 

The Siam Commercial Bank 0.50% 1.10% 1.35% 1.70% 1.90% 

Bank of Ayudhya 0.40% 1.25% 1.35% 1.75% 1.90% 

TMB Bank 0.13% 1.25% 1.25% 1.50% 1.75% 

Table 2.2 Deposit Interest Rates 
(Author’s writing) 

 
Customer:  What is the current interest rate for the ……………….account of …………Bank? 
Bank Clerk: The current interest rate for ……………………..account is ……………………percent. 
 
Example 

A: What is the current interest rate for the fixed 3 months account of TMB Bank? 
B: The current interest rate for fixed 3 months account is 1.25 percent. 

 
Note:  The numbers after the decimal point are said individually. 
          We say 1.25 (one point two five) percent.   
 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
_________________________________________________________________________ 
_________________________________________________________________________ 
_________________________________________________________________________ 
_________________________________________________________________________ 
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Task 6.2 
Directions: Complete the following conversations with the words given in the boxes.   
                Then practice saying them. 
 
1. 
 
Bank teller:  How are you today? 
Customer: Great.  Thank you. 
Bank teller: Can I help you? 
Customer: I’d like to open an _____________. 
Bank teller: What kind would you like to open? 
Customer: A saving account, please. 
Bank teller: To open the account, you need to _____________ a _____________ 
        of 500 baht. 
Customer: I want ot deposit 1,000 baht. 
Bank teller: I’ll set up your account for you right now. 
Customer: By the way, I’m interested in getting an ATM card, too. 
Bank teller: Certainly, I’ll get you a ___________ to fill out for your ___________. 
Customer: What’s that? 
Bank teller: That’s Personal Identification Number.  You’ll need one for the ATM.   
   Just a moment, please.  It’ll only be a minute. 
 
2.  
 
Bank teller:  How are you doing today? 
Customer: Fine.  Thank you. 
Bank teller:  What can I do for you today? 
Customer: I need to ____________ checks. 
Bank teller:  You ___________ order them right now, if you want to. 
Customer: That ____________ be great. 
Bank teller:  You need to _______________ this _______________________. 
Customer: OK.  What else do I have to do? 
Bank teller:  You should get your checks in the mail in about a week. 
Customer: Thank you very much. 
 
 
 
 

     deposit     form  minimum           account       PIN     

    would fill out   order       application      can     
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3.  

 
Bank teller: How are you doing?  
Customer: Good.  Thank you. 
Bank teller:  I’d like to ____________ a deposit.  
Customer: Fine.  How much would you like to _________________?     
Bank teller:  What ______________ do you want your money in? 
Customer: Deposit it into my ________________ account.  
Bank teller:  ____________ I do anything else for you today? 
Customer: No, that’s all.  Thank you. 
 
4.   

 
Bank teller: What can I do for you today?  
Customer: I need to ________________ some money. 
Bank teller:  How _____________ money would you like to withdraw? 
Customer: I’d like to ____________ out $1,000.     
Bank teller:  Which account ______________ you like to take this money from? 
Customer: I want it ______________ from my checking account.  
Bank teller:  Here’s your $1,000.  
Customer: Thanks a lot. 
Bank teller:  Is there anything else that I can do for you?  
Customer: That’s it for today. 
 
5.  

 
Bank teller: How may I help you?  
Customer: I would like to make a deposit. 
Bank teller:  Will that be ____________ or cheque? 
Customer: I would like to deposit a _____________.     
Bank teller:  Please _____________ the back of the cheque. 
Customer: OK.  Here you are.  
Bank teller:  Would you like cash _____________? 
Customer: Yes, please. 
Bank teller:  How much would you like?  
Customer: Let me _____________ $100 back. 
Bank teller:  Here’s your $100. 
 

    account          checking         deposit            can           make 

    take  taken  much  withdraw would 

    back  get  cash  cheque     sign 
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6.  

 
Bank teller: What can I do for you? 
Customer: There’s a problem with my _________________. 
Bank teller:  What’s wrong? 
Customer: I ________________ a cheque for $200 and it ________________.     
Bank teller:  Are you sure you have $200 in your checking account? 
Customer: I think so.    
Bank teller:  Just a moment, please.  Let me check that for you right now. 
Customer: OK.  Thank you.  
Bank teller:  You only have $100 _________________ in your checking account.  
Customer: That can’t be right. 
Bank teller:  I’m sorry, but that’s what our _______________ show. 
Customer: All right.  Thank you so much. 

 
7.  

 
Bank teller: May I help you?  
Customer: I would like to _______________ some money. 
Bank teller:  What account would you like to transfer the money from? 
Customer: ______________ it from my _________________ account.     
Bank teller:  Where are you transferring the money to? 
Customer: I want it _________________ into my checking _______________?  
Bank teller:  How much money would you like to transfer? 
Customer: I would like to transfer 3,000 baht.  
Bank teller:  Will that be all? 
Customer: That’s it for today.  Thank you. 
  
Task 6.3 
Directions: Work in pairs.  Create a conversation between a customer and a bank 
                officer or teller from expressions you have learnt from this chapter.   
                Also use the cheque or banking slip in your conversation. 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________

    left  records    wrote   cheque bounced

    account      take  transfer savings          transferred
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_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
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 Part 7 Glossary of Vocabulary 
 
annum (n.)   year  
annual fee (n.)   the price you have to pay each year  
apply (v.)   to formally ask for something  
application form (n.) the paperwork used to fill in your details when 

applying for something  
appraisal (n.)   the evaluation of the value of a property  
approved (adj.)  having been accepted  
ATM (abbrev.) automated teller machine;  a machine that help you 

make bank transactions just by using your card  
balance (n.)   the amount of money in a bank account  
bank card (n.)   the card you use in an automated teller machine (ATM) 
bank charges (n.) all the fees a bank requires you to pay in exchange for 

its service 
borrow (v.)   to get temporarily  
branch (n.)   a location where a bank offers service to customers  
brochure (n.) a piece of paper or small book with information about 

a product or service  
business days (n.)  days on which a bank or business is open  
cash (n.) (v.)   (n.) money in the form of bills or coins  
    (v.) exchange for cash  
cash cheque (v.)  to receive cash in exchange for a cheque  
cash dispenser (n.) an unattended machine (outside some banks) that 

dispenses money when a personal coded card is used 
check (US) or cheque (UK)  a written order instructing a financial institution to pay 

immediately on demand a specified amount of money 
from the check writer’s account to the person named 
on the check or, if a specific person is not named, to 
whoever bears the check to the bank for payment  

collateral (n.) something, like a house, that’s used as a guarantee 
(assurance or backup) when taking a loan  

credit (n.) the money you receive in your bank account or the 
money a bank lend you  

credit card (n.) a card that allows you to spend more money than you 
have, but then you have to pay interest  

credit limit (n.) the highest amount of money you can spend on your 
credit card  
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credit check (n.) the process of looking at your credit and payment 
history with other companies to see if they can trust 
you  

credit report (n.) the summary of your credit history.  It shows if you 
have paid bills or loans or credit cards on time in the 
past, how much you have borrowed, and if you can be 
trusted with money.  

current account (UK) or a bank account that you can take money from at any  
checking account (US)  time and which usually earns little or no interest  
debit (n.) (v.)   (n.) money taken out from your bank account  
    (v.) to take out money from an account  
debit card (n.) a card allow you to use the money in your account by 

paying in stores or online.  You can also use this card 
by getting money from a cash point machine or AT  

deposit (n.) (v.)   (n.) money put in a bank  
(v.) paying into your bank account  

deposit slip (n.)  a form filled out when depositing money to an account 
debt (n.)   a sum of money that’s owed  
direct debit (n.) an arrangement to make regular payments of different 

amounts, usually for utilities (services like electricity 
and water) or credit card bills  

direct deposit (n.) a payment that is electronically deposited into an 
individual’s account at a bank  

electronic banking (n.) a system that allows customers to complete banking 
transaction on the internet.  It’s also called online 
banking, internet banking or e-banking. 

eligible (adj.)   having the right criteria to have or do something 
exchange rate (n.)  the rate at which you can exchange money   
fixed rate loan (n.) The interest rate and the payment remain the same 

over the life of the loan.  The customer makes equal 
monthly payments of principal and interest until the 
debt is paid in full.  

foreign currency (n.)  the currency of another country  
gross annual income (n.) your total yearly income before deducting taxes  
guarantor (n.) a person who agrees to pay for someone else’s debts, 

if this person cannot pay  
insurance (n.) an agreement in which you pay a company and they 

pay your costs of you have an accident, injury, etc.  
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interest (n.) extra money added onto the total amount.  You 
usually have to pay interest on a loan, while you will 
also often receive interest on your savings.  

interest-free period (n.) a length of time after you buy something that the bank 
does not charge you an interest for the money you use 

lend (v.)   to give temporarily  
loan (n.) money you borrow from a bank or another institution 

or person  
mortgage (n.) an agreement by which someone can borrow money 

from a bank to buy a house.  The bank becomes the 
owner of the house until the debt is paid up. 

overdraft (n.) money that you withdraw from your account when you 
no longer have available funds.  This is like a loan the 
bank gives you.  

passbook (n.) a book in ledger form in which are recorded all 
deposits, withdrawals, and earnings of a customer’s 
savings account  

payoff (n.)   the complete payment of a loan  
PIN (abbrev.) personal identification number; a secret combination of 

numbers that only account holders can use to access 
their accounts  

prepayment (n.) settlement of a debt before the due date.  Sometimes 
there are prepayment penalties that banks charge in 
this case.  

safe deposit box (n.) a safe that the bank rents for people to store their 
valuable items  

savings account (US) or an account that allows you to save money and also  
deposit account (UK) earn interest for long term saving  
sign (v.) to write your name especially as a token of assent, 

responsibility, or obligation  
signature (n.)   your name written in your own handwriting  
standing order (n.) an arrangement to make regular fixed payments 

automatically from one’s account  
statement (n.) a list of all the transactions that happened in a bank 

account over a certain period of time.  It shows all the 
debits, the credits, and the balance  
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student loan (n.) loans that are used by borrowers to pay for education 
fees.  Student loans are supposed to be paid back 
once the borrower finishes studying and starts working. 

teller (n.) a bank employee that deals directly with customers, 
receiving and paying out money  

transaction (n.) any activity (withdrawal, deposit, etc.) performed by 
the holder of an account  

traveler’s check (US) or a check issued by a bank, travel agency, credit card 
traveller’s cheque (UK) (n.) company, etc., to enable a traveler to obtain cash in a 

foreign currency when aboard  
withdraw (v.) to take money out of an account  
withdrawal (n.) taking money out of a bank account  
withdrawal slip (n.) a form filled out when withdrawing money from an 

account  

 
Summary 

This chapter focuses on English for day-to-day work, especially key 
vocabulary and expressions for basic banking and financial transactions.  In this 
chapter, students practice listening English conversation in various situations relating 
to banking and financial activities and the reading passage to check understanding 
about the information in the passage.  In addition, grammar point, modal auxiliaries, 
is presented through doing exercise in banking and financial context.  Completing 
forms frequently used at a bank, writing amount in words, foreign exchange are also 
included to enhance their writing skills.  In speaking section, communicative tasks are 
assigned for creating the dialogues and practicing orally. 



Chapter Three 
Import and Export 

 
Introduction 

Nowadays, import and export has become a very important part of each 
country’s economy.  Buying and selling goods or service within a country may not be 
complicated.  However, in international trade, there are several steps and 
international documents involved.  For those interested in or going to work in 
companies relating to international trade, it is therefore necessary to understand 
basic aspects in import and export.  In this chapter, an introduction to import-export 
procedures is provided.  Since import-export transaction usually requires a lot of 
complicated documentation, examples of important documents and forms, and 
trade terminology used in import and export are also presented. 

Figure 3.1 Import and export  
(Source: Import and export, 2016: 1) 

 

 Part 1 Warm-Up 
 
Task 1.1 
Directions: Complete these abbreviations related to import and export documentation.   
Do you know what they mean?    
 1.  L/C   L_ t _ _ r of cr_ _ _ _ 
 2.  CIF   C_ _t, in_ _ _ _ _ _ _, fr_ _ _ _ _ 
 3.  EXW  Ex_ _ _ _ _ 
 4.  FOB  Fr _ _ on b_ _ _ _ 
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 5.  B/L   B_ _l of l_ _ _ _ _ _ 
 6.  FAS  F_ _e Al_ _ _si_ _ S_ _p 
 7.  B/E   B_ _l of ex_ _ _ _ _ _ 
 8.  P/O  Pu_ _ _ _ _ _ O_ _ _ _r 
 9.  AWB  Air w_ _ b_ _ _ 
10. DAT  De_ _ _ _ _ _ _ at te_ _ _ _ _ _ 
 
 

  Part 2: Listening  
 
Task 2.1 
Directions: Listen to the conversation and then answer the following questions for 
general understanding. 
1. Where does the visitor come from? 
   _______________________________________________________________________ 
2. What does he want to have from the booth? 
   _______________________________________________________________________ 
3. What does the booth holder ask from the visitor? Why? 
   _______________________________________________________________________ 
   _______________________________________________________________________ 
4. What company does the visitor work for?  What position does he hold in the 
   company? 
   _______________________________________________________________________ 
   _______________________________________________________________________ 
5. What does the booth holder give to the visitor? 
   _______________________________________________________________________  
   _______________________________________________________________________ 
   _______________________________________________________________________ 
   _______________________________________________________________________ 
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Task 2.2 
Directions: Listen to the conversation again and fill in the blanks. 
 A business man from a foreign country visits a trade exhibition organized by 
the department of Export Promotion held at BITEC Bangkok International Trade and 
Exhibition Center.  He is interested in a product shown in a booth there and wants to 
get more information. 
Visitor:   This is what my company is looking for.  
Booth holder: I’m glad to hear that.  What _________________, sir? 
Visitor:  Well, I’ll have to report my boss in Korea about your ____________ 
                     products.  It will be very helpful for me to have a _____________  
                     showing pictures of your products, the model _________________. 
Booth holder: _____________, sir.  Could you please give me your business card so  
                     that I can keep a record and give a report to the ____________  
                     manager? 
Visitor:  That’s fine.  Here is my business card.  I’m from Hanwha Corporation,  
                     Seoul.  I’m an assistant to the director of _____________ department. 
Booth holder: I’m very pleased to meet you.  I’m here ____________ my company’s  
                     export department.  Here is our company’s catalogue with full detail  
                     of our products and prices.  This is our company’s profile.  And this is  
                     the business card of the _______________________ with whom you 
                     can make further contact. 
Visitor:  That’s very kind of you.  Thank you for your assistance.  I’ll present  
                     this information to my boss and he might contact your company later. 
Booth holder: Thank you very much for showing _____________ in our products. 
Visitor:  Thank you. Goodbye. 
Booth holder: Goodbye. 
(Source: Adapted from Rimkeeratikul, 2006: 39) 
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 Part 3: Reading  
 
Task 3.1 
Directions: Read the passage and answer the following questions. 
 

Import-Export Procedures 
          Import-Export is a form of international trade and business.  Actually, import 
as well as export is important to every nation’s economy. Import enables us to 
obtain commodities or resources which are rare in our country, and export is 
obviously beneficial to our country’s economy in the way that we can earn money 
from outside. 
          We may already know that import means buying goods or services from 
another country, and export means selling goods or services from one country to 
another country.  However, in import and export there are many steps involved, 
which makes it more complicated than selling and buying within one country.  As 
import-export is similar to a coin which has two sides, if we understand export, it 
should enable us to understand import.  We will look at the export procedures. 
           First of all, the exporter must introduce his product to potential importers.  
Most of the time the importer learns about the exporter’s product from 
advertisements in publications printed by organizations concerned with international 
trade, or from seeing the product at a trade exhibition in the exporter’s or importer’s 
country. 
           After learning that there is an interesting product available, the importer may 
contact the exporter and ask for a sample, if the product sample is available and 
necessary for importer’s decision making.  Together with the sample, the importer 
would request that the exporter send a quotation and a price list. 
           When the importer is pleased with the product sample and the price quoted, 
he will send a purchase order (P.O.) for that product to the exporter.  Then the 
exporter’s sends a pro forma invoice to the importer after the exporter is certain 
about the exporter’s financial status. 
           The next step is that the importer brings the pro forma invoice to a bank and 
applies for a letter of credit or L/C (in the case that the method of payment agreed 
upon is through letter of credit).  This bank is going to issue a letter of credit for the 
importer as requested, so this bank is known as an ‘issuing bank’.  The issuing bank 
then sends the L/C to the bank in the exporter’s country as specified.  This bank is 
known as an ‘advising bank’.  It must be a bank that has a contact with the issuing 
bank, or in other words it is a ‘corresponding bank’ of the other.  Then, the advising 
bank informs the exporter of the L/C. 
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           Finally, the exporter collects all the documents required as specified in the 
L/C and brings them to the advising bank, and gets paid.  Normally the required 
documents are: 
 1. Bill of Lading (if the goods are sent by sea) or  
              Airway Bill (if the goods are sent by air) 
 2. Bill of Exchange (Draft) 
 3. Commercial Invoice 
 4. Packing List 
 5. L/C 
 Sometimes some other documents are also required.  They are the following: 
 1. Certificate of Origin 
 2. Export License 
 3. Consular Invoice 
 4. Analysis and Health Certificate 
 5. Sanitary Certificate 
          When the exporter gets an L/C, he can be certain that he will get the 
payment for the goods ordered by the importer.  As a result, he produces or acquires 
the goods that are needed and gets them through the export customs.  Then the 
goods are sent to the ship or the plane as agreed upon.  At this stage the goods are 
on the way to the importer. 
(Source: Rimkeeratikul, 2006: 1-2) 
 
1. What is import-export? 
 _________________________________________________________________________ 
2. Where can the importer learn about the exporter’s product? 
_________________________________________________________________________ 
3. What does P.O. stand for? 
_________________________________________________________________________ 
4. What is L/C? 
 _________________________________________________________________________ 
5. What documents are normally required according to the passage? 
_________________________________________________________________________ 
_________________________________________________________________________  
_________________________________________________________________________ 
_________________________________________________________________________ 
_________________________________________________________________________ 
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Task 3.2 
Directions: Read the passage about payment methods for exporters and mark the  
                statements T (true) and F (false).  
 

Foreign Trade 
Open Account 
       The goods, and relevant documents, are sent by the exporter directly to the 
overseas buyer, who will have agreed to remit payment of the invoice bank to the 
exporter upon arrival of the documents or within a certain period after the invoice 
date.  The exporter loses all control of the goods, trusting that payment will be 
made by the importer in accordance with the original sales contract. 
Documentary Credit 
       Documentary Credit is often referred to as a Letter of Credit.  This is an 
undertaking issued by an overseas bank to an exporter through a bank in the 
exporter’s country, to pay for the goods provided that the exporter complies fully 
with the conditions established by the Documentary Credit. 
       Additional security can be obtained by obtaining the ‘confirmation’ of a bank 
in the exporter’s country (known as the confirming bank) to the transaction, thereby 
transferring the responsibility from the importer’s bank overseas to a more familiar 
bank in the country of the exporter. 
       Very few risks arise for the exporter because the potential problem areas of 
the buyer risk and country risk can be eliminated.  However, the exporter must 
present the correct documents and comply fully with the terms and conditions of 
the credit.  Failure to do so could result in the exporter losing the protection of the 
credit.  
Bills for Collection 
       Trade collections are initiated when an exporter draws a bill of exchange on an 
overseas buyer.  This is forwarded by the exporter’s bank in the importer’s country. 
       Such collections may be either ‘documentary’ or ‘clean’ (which means no 
documents are involved).  A documentary collection is one in which the 
commercial documents and, if appropriate, the documents of title to the goods are 
enclosed with the bill of exchange.  These are sent by the exporter’s bank to a 
bank in the importer’s country together with instructions to release the 
documentation against either payment or acceptance of the bill. 
       The risks that the exporter has to face are that the importer fails to accept the 
bill of exchange or dishonors an accepted bill upon maturity (which means that the 
importer does not pay although he had previously agreed to pay).  This means that 
the exporter may have to consider shipping the goods back to his country, finding 
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an alternative buyer or even abandoning the consignment, all of which could be 
expensive. 
       In many areas of the world it is common practice to defer presentation (which 
means to delay passing the bill to the importer), payment or acceptance until 
arrival of the carrying vessel.  Collection and remittance charges can also be 
relatively high. 
       If the exporter retains control over the goods by remitting a full set of Bills of 
Lading (which means sending all the necessary shipping documents) through the 
intermediary of the banking system, control of the goods will be handed over to 
the importer only against payment or acceptance of the bill by the importer.  If the 
documents are released against the importer’s acceptance of the bill, control of the 
goods is lost and the accepted bill of exchange may be dishonored at maturity.  
Advance Payment 
       Exporters receive payment from an overseas buyer in full, or in part, before the 
goods are dispatched.  This means that the exporter has no risks associated with 
non-payment. 
   

(Source: Adapted from Johnson, 2001: 49) 
Open account 

1. ______The importer pays for the goods after receiving the documents. 
2. ______There is no contract involved. 
3. ______The exporter must be able to trust the buyer. 

Documentary credit 
4. ______If a letter of credit is issued, the importer’s bank agrees to pay for the 

          goods without conditions. 
5. ______If a letter of credit is confirmed, the exporter’s bank takes  
               responsibility for payment. 

Bills for collection 
6. ______Commercial documents and the document of title are always  

          enclosed with a bill of exchange. 
7. ______Importers may not accept the bill of exchange until the goods arrive. 
8. ______Exporters can keep control of goods by sending bills of lading through  

          the banking system. 
9. ______Exporters reduce risk if documents are released against acceptance of 

          the bill rather than payment. 
Advance payment 
10. ______This means that the importer has to pay before any goods are dispatched. 
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Task 3.3 
Directions: Read the text and complete the flow chart with the numbers relating to 
the stages in the text. 
1. The importer agrees to pay for 

goods by documentary credit, and 

tells his bank that he will do so by 

completing and application form. 

2. The importer’s bank selects a bank 
in the exporter’s country and sends 
them notification that the credit has 

been opened. 

3. The exporter’s bank sends 
notification to the exporter that credit 

has been opened. 

 4. The exporter (a) ships the goods 

before the credit expires and (b) sends 
the shipping documents (i.e. the bill of 

lading, the insurance certificate, and 

invoice) to the exporter’s bank. 

5. After checking the documents, the 

exporter’s bank pays the exporter. 

6. The exporter’s bank then sends the 
documents to the importer’s bank. 

7. After checking the documents, the 

importer’s bank (a) pays the exporter’s 
bank, and (b) sends the documents to 
the importer. 

8. When the company receives his 
copy of documents, he can collect the 

goods that have now arrived. 
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Figure 3.2 Import and export stages 
(Source: Adapted from Irvine and Cadman, 2004: 40-41) 
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 Incoterms 
 In international trade, when an exporter quotes the price to an importer, 
international commercial terms play an important role.  Prices for exports may be 
quoted in the seller’s currency or in the buyer’s currency.  They can also be quoted 
in a third hard currency such as US dollars and Euro.  Terms of delivery refer to the 
price quoted complying with the international standard Incoterms.  
 Incoterms are proposed and updated by the International Chamber of 
Commerce (ICC).  (Incoterms rules 2010, 2017: 1).  They are international rules for 
interpretation of most common contract clauses for the sale of goods in 
international trade, used to make sure that a buyer (importer) and a seller (exporter) 
know who is in charge of the cost of transporting the goods, including insurance, 
taxes, and duties, where the goods should be picked up from and sent to, and who 
is responsible for the goods at each step during transportation.  
 Incoterms are used in contracts in a 3-letter format followed by the place 
specified in the contract such as the port or where the goods are to be picked up.  
The current revision of Incoterms is Incoterm 2010 which consists of 11 terms, 
separated into two groups, namely (Grath, 2016: 14): 

 
Those applicable to all modes of transport 

EXW Ex Works 
(Insert named place of delivery) 

The exporter makes the goods available to 
be collected at his/her factory and the 
importer is responsible for all other risks, 
transportation costs, taxes and duties from 
that point onwards. This term is commonly 
used when quoting a price. 

FCA Free Carriage 
(Insert named place of delivery) 

The exporter gives the goods, cleared for 
export, to the importer’s carrier at a 
specified place. The importer is then 
responsible for getting transported to the 
specified place of final delivery. This term is 
commonly used for containers travelling by 
more than one mode of transport. 

CPT Carriage Paid To 
(Insert named place of 
destination) 

The exporter delivers the goods to the 
carrier and pays the costs of carriage 
necessary to bring the goods to the 
specified destination. 
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CIP Carriage And Insurance Paid 
To 
(Insert named place of 
destination) 

The exporter delivers the goods to the 
carrier and pay the costs of carriage and 
insurance necessary to bring the goods to 
the specified destination. 

DAT Delivered At Terminal 
(Insert named terminal at port or 
place of destination) 

The exporter pays for transport to a 
specified terminal at the agreed 
destination. The importer is responsible for 
the cost of importing the goods. The 
importer bears all risks involved in bringing 
the goods to and unloading them at the 
terminal. “Terminal” includes a place such 
as a quay, warehouse, container yard or 
road, rail or air cargo terminal. 

DAP Delivered At Place 
(Insert named place of 
destination) 

The exporter pays for transport to the 
specified destination, but the importer pays 
the cost of importing the goods. The 
exporter is responsible for the goods until 
they’re ready to be unloaded by the 
importer. 

DDP Delivered Duty Paid 
(Insert named place of 
destination) 

The exporter is responsible for delivering 
the goods to the named destination in the 
importer’s country, including all costs and 
risks involved. The exporter has an 
obligation to pay any duty for both export 
and import and to carry out all customs 
formalities. 
 
 

Those only applicable to sea and inland waterway transport 
FAS Free Alongside Ship 

(Insert port of shipment) 
The exporter puts the goods alongside the 
ship at the specified port they’re going to 
be shipped from. The exporter must get 
the goods ready for export, but the 
importer is responsible for the cost and risk 
involved in loading them and from that 
moment onwards. 
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FOB Free On Board 
(Insert named port of shipment) 

The exporter gets the goods ready for 
export and load them onto the specified 
ship. The importer is responsible for all 
costs from that moment onwards. 
 

CFR Cost And Freight 
(Insert named port of destination) 

The exporter is responsible for the 
transport cost of bringing the goods to the 
specified port and freight. The importer is in 
charge of risks when the goods are loaded 
onto the ship. 

CIF Cost, Insurance And Freight 
(Insert named port of destination) 

The exporter pays the costs of bringing the 
goods to the specified port and fright, 
including insurance. The importer is 
responsible for risks when the goods are 
loaded onto the ship. 

Table 3.1 Incoterms  
(Author’s writing) 

Task 3.4  
Directions: Match the words or phrases in column A with the descriptions in column B. 
_______ 1. CFR a. The seller is responsible for paying the costs, freight and  

insurance to bring the goods to the port of destination.              
       Sea transport only. 
_______ 2. FOB b. The seller is in charge of paying the costs and freight  
                                   to bring the goods to the port of destination, excluding   
                                   insurance costs. When the goods are loaded on the ship,       
                                   the buyer is responsible for the risk.  Sea transport only                                         
_______ 3. DAT c. A shipping contract in which risk of loss passes to buyer 
                                   when goods are placed alongside the ship used for  
                                   transportation. 
_______ 4. EXW d. The seller is responsible for delivering the goods to  
                                   the named place in the country of the buyer.  
                                   The seller pays all costs in delivering to the foreign 
                                   destination including import duties and taxes. 
_______ 5. CIF  e. The seller pays for carriage to the terminal, except for 
                                   costs related to import clearance, and assumes all risks 
                                   up to the point that the goods are unloaded at the terminal. 
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_______ 6. FAS f. The seller pays for carriage and insurance to the named  
                                  destination point, but risk passes when the goods are 
                                  are released to the first carrier. 
_______ 7. DDP g. The seller loads the goods onto the ship as instructed  
                                   by the buyer. Cost and risk are divided.  
                                   The seller clears the goods for export.  
_______ 8. FCA h. The seller makes the goods available at its premises.       
                                   This term places the maximum obligation on the buyer 
                                   and minimum obligations on the seller. 
_______ 9. CIP  i.  The seller sends the goods, cleared for export, to the first  
                                   carrier who is named by the buyer, at the named place. 
                                   The seller pays for carriage to the named point of delivery,     
                                   and risk passes when the goods are sent to the first carrier.  
_______10. DAP j.  The seller pays for carriage to the named place, except 
                                   for costs related to import clearance, and assumes all risks 
                                   prior to the point that the goods are ready for unloading by  
                                   the buyer.    
        
                                   

  Part 4 Language Focus 
 

Passives 
When we know who or what has done something, we use the active: 
 The factory produces computer chips. 
The passive is used when we don’t know, or it is unimportant, who/what has 
performed an action. 
be + past participle (+ by + noun) 

 Computer chips are produced (by the factory). 
- to describe process: 
 The goods are checked. 
- when we don’t know or don’t want to say who has done something: 
 My salary is paid into my account. 
- to say who or what has done something, use by: 
 It is made by hand. 
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Task 4.1 
Directions: Look at these sentences and discuss the following questions. 
 The importer’s bank checks the documents. 
 The documents are checked. 
1. Which sentence focuses only on the action? 
2. Which tells us who is responsible for the action? 
 
Task 4.2 
Directions: Rewrite these sentences using the passive. 
Example 
 The importer’s bank selects a bank in the exporter’s country. 
 A bank in the exporter’s country is selected (by the importer’s bank). 
 
1. The exporter’s bank notifies the exporter. 
   _______________________________________________________________________ 
2. The importer brings the pro forma invoice to a bank. 
   _______________________________________________________________________ 
3. The exporter ships the goods.   
   _______________________________________________________________________ 
4. The exporter’s bank sends the documents to the importer’s bank. 
   _______________________________________________________________________ 
5. The importer collects the goods when he/she receives the documents. 
   _______________________________________________________________________ 
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  Part 5 Writing 
 
Documents Used in Import and Export 
 In international trade, there are a number of documents involved such as 
commercial documents, financial documents, transport documents, insurance 
documents and other related documents.  It is therefore important to understand 
the role of each document.  The following are documents normally used in import 
and export. 

1. Pro Forma Invoice  
    A pro forma invoice is the starting point of an export contract.  It is sent to 
an importer in advance of a shipment or delivery of goods.  It states the kind and 
quantity of goods, their value, and other important information such as weight and 
transportation charges.  Pro forma invoices are normally used as preliminary invoices 
with a quotation, or customs purposes in importation.  They are different from a 
normal invoice in not for demanding payment, but the importer may use it when 
applying for an export license or arranging foreign exchange.  
 There are various forms of pro forma invoices, but they usually contain the 
same details (Rimkeeratikul, 2006: 97) 
 Parts of Pro Forma Invoices  
 1.   Beneficiary (name and address of the exporter) 
                (It is already printed on the pro forma invoice, normally with the  
                company’s logo.) 
 2.   Applicant of messrs (name and address of the importer) 
 3.   Number of the pro forma invoice/ reference number 
 4.   Date of the pro forma invoice 
  5.   Importer’s order number 
 6.   Term of shipment 
 7.   Term of payment 
 8.   Port of shipment 
 9.   Port of destination 
 10. Validity of price and details quoted in the invoice 
 11. Shipment of now many days after receipt of the importer’s L/C 
 12. Description of goods 
 13. Unit price 
 14. Total amount to be paid to the exporter (written in number) 
 15. Total amount to be paid to the exporter (written in letters) 
 16. Signature of the exporter (It might go together with the company’s seal.) 
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Example 1: Pro forma invoice 

                                       PRO FORMA INVOICE 
KUBOTO CO., LTD   
2-47, Shikitsuhigashi1-chrome,          (1) 
Naniwa-ku, Osaka 556-8601, Japan 
TEL: +81 6-6648-3525, FAX: +81 6-6648-3521   
Messrs:  
THAIWIWAT Co., Ltd.                  (2) 
99/9 Soi Sukumvit 103, Sukumvit Road, 
Bangna, Bangkok 10260, Thailand 
TEL: (662)2456-2777, FAX: (662)2456-2888 

NO.:  RM090909-1                          (3)    
DATED: 15/02/2017                      (4) 
REF: 
 
Purchase Order No:  14A/25B        (5) 

TERM OF SHIPMENT: FOB Osaka  
                               by Sea Freight 
                               (6) 

TERM OF PAYMENT: By Irrevocable L/C  
                              at sight 
                              (7) 

PORT OF SHIPMENT: Osaka port, Japan 
                               (8) 

VALIDITY: For 30 days from the issuing date 
                             (10) 

PORT OF DESTINATION: Laem Chabang port,  
                                   Thailand 
                                (9) 

 

SHIPMENT WITHIN: 15 days after receipt of your L/C                            (11) 
MODEL         DESCRIPTION                      QUANTITY            UNIT PRICE             AMOUNT 
                                                                                               @JPY                     @JPY           
RMM-100       COIN-OPERATED                       5 SETS                 150,000.00               750,000.00 
                    RICE MILLING MACHINE                                            (13)                         (14) 
                                                                  (12) 
TOTAL                                                        5 SETS                                        JPY  750,000.00         
Say Total Japanese Yen Seven hundred Fifty Thousand only 
                                  (15) 
 
 
                                                                                       KUBOTO CO., LTD 
 
                                                                             ………….Yamada  Matusu……………… 

                                                                                                 (16) 
 

Figure 3.3 Pro forma invoice 1 
(Source: Adapted from Rimkeeratikul, 2006: 98) 
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Example 2: Pro forma invoice 
                                             
 
 
                                             KUBOTO CO., LTD   
                                            2-47, Shikitsuhigashi1-chrome,          (1) 
                                        Naniwa-ku, Osaka 556-8601, Japan 
                                                 TEL: +81 6-6648-3525 
                                                 FAX: +81 6-6648-3521 

                                        PRO FORMA INVOICE 
----------------------------------------------------------------------------------------------------------------------------------- 
CUSTOMER: 
THAIWIWAT Co., Ltd.                  (2)                         DATE:     15/02/2016       (4)    
99/9 Soi Sukumvit 103, Sukumvit Road,                      NO:         RM090909-1       (3) 
Bangna, Bangkok 10260, Thailand 
TEL: (662)2456-2777, FAX: (662)2456-2888 
----------------------------------------------------------------------------------------------------------------------------------- 
  MODEL         DESCRIPTION                   QUANTITY             UNIT PRICE             AMOUNT 
                                                      (SETS)                   (JPY)/SET                 (JPY) 
----------------------------------------------------------------------------------------------------------------------------------------- 
RMM-100       COIN-OPERATED                         5                      150,000.00             750,000.00 
                    RICE MILLING MACHINE                                            (13)                       (14) 
                     (12) 
----------------------------------------------------------------------------------------------------------------------------------- 
                                         TOTAL              5                                               750,000.00 
 
(15) TOTAL AMOUNT:            JAPANESE YEN SEVEN HUNDRED FIFTY THOUSAND ONLY 
(10)  VALIDITY:                      30 DAYS FROM THE DATE OF ISSUE   
  (8) TERM OF DELIVERY:         FOB OSAKA, PARTIAL SHIPMENT AND TRANSHIPMENT NOT 
                                             ALLOWED 
(11) SHIPMENT WITHIN:          15 DAYS AFTER THE RECEIPT OF LETTER OF CREDIT 
 (6)  DELIVERY PORT:              OSAKA PORT 
 (9)  PORT OF DESTINATION:   LAEM CHABANG PORT 
 (7)  PAYMENT TERM:             BY IRREVOCABLE LETTER OF CREDIT AT SIGHT 
       L/C EXPIRY DATE:            LATEST SHIPMENT AND L/C EXPIRY DATE SHOULD BE BY 
                                             90 DAYS FROM THE OPENING DATE  
  
 ORDERED ACCEPTED BY                                                     ORDERED PLACED BY 
     KUBOTO CO., LTD                                                               THAIWIWAT Co., Ltd. 
 …...Yamada  Matusu……                                                         Order No.: 14A/25B     
                 (16)                                                                             (5) 

Figure 3.4 Pro forma invoice 2 
(Source: Adapted from Rimkeeratikul, 2006: 99) 

K 
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Task 5.1 
Directions: Fill in the pro forma invoice on page 21 according to the information in  

the following situation.  Write down all the answers on each blank 
provided for each item. 

Situation: Japan Electronics Co., Ltd. sent a pro forma invoice number 593AB/110JM 
to Thai Star Co., Ltd.  The goods ordered are 3,000 pieces of LED light 
bulbs at the CIF price of 4.60 USD each and 1,500 pieces of compact 
fluorescents at the CIF price of 3.50 USD each.  The model number of the 
LED light bulbs is R70T 6500K, and of the compact fluorescents is R480M 
15000K.  The address of Thai Star Co., Ltd. is 15/58 Soi Mitsampan 10, 
Rama 4, Khlong Ton, Bangkok 10110, Tel. (662) 671-6555, Fax: (662) 671-
6511, and the address of Japan Electronics Co., Ltd. is 1-12-1, 9th Floor, 
DNI Higashisakura Bldg., Higashi-ku, Nagoya city, Aichi, Japan 461-0005, Tel. 
(+81) 7-4435-2789, Fax: (+81) 7-4435-2799.  The number of the purchase 
order is 2016/003 and the date is 27 June 2016.  Payment method is by 
irrevocable L/C at sight.  The validity of this pro forma invoice is 30 days 
from the issuing date of this invoice.  Shipment must be done within 20 
days after the exporter receives the importer’s L/C.  Port of Shipment is 
Nagoya Port, Japan, and the Port of Destination is Khlong Toei Port, 
Thailand.  Mr. Yamamoto Rukawa, the sales manager of Japan Electronics 
Co., Ltd., signs for his company on this pro forma invoice.   

1  = _____________________________________________________________________ 
2  = _____________________________________________________________________ 
3  = _____________________________________________________________________ 
4  = _____________________________________________________________________ 
5  = _____________________________________________________________________ 
6  = _____________________________________________________________________ 
7  = _____________________________________________________________________ 
8  = _____________________________________________________________________ 
9  = _____________________________________________________________________ 
10= _____________________________________________________________________ 
11= _____________________________________________________________________ 
12= _____________________________________________________________________ 
13= _____________________________________________________________________ 
14= _____________________________________________________________________ 
15= _____________________________________________________________________ 
16= _____________________________________________________________________ 
17= _____________________________________________________________________ 
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18= _____________________________________________________________________ 
19= _____________________________________________________________________ 
20= _____________________________________________________________________ 
 
                                                             (1) 
 
 

 
                                         PRO FORMA INVOICE 

Messrs:                                                (2)      
 
 
 
                                                  

NO.:                                           (6)    
DATED:                                       (7) 
REF: 
Purchase Order No:                      (8) 

TERM OF SHIPMENT:                              
                                                           (3) 
 

TERM OF PAYMENT:  
                                                    (9) 

PORT OF SHIPMENT:  
                                                           (4) 
 

VALIDITY:  
                                                   (10) 

PORT OF DESTINATION: 
                                                           (5) 
 

 

SHIPMENT WITHIN:                                                                                            (11) 
 
MODEL         DESCRIPTION                      QUANTITY            UNIT PRICE             AMOUNT 
                                                                                                
  (12)                   (13)                                  (14)                        (15)                         (16) 
 
 
                                                                   
TOTAL                                                        (17)                                                      (18) 
 
 
Say Total ……………………………………………………………. 
                                  (19) 
                                                                            …………………………………………………………            
 
                                                                            ………………………………………………………….   
                                                                                                   (20)           
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2. Purchase Order 
     A purchase order (PO) is a commercial document and first official 
confirmation issued by a buyer (importer) to a seller (exporter) committing to pay the 
seller for the sale of specific products or services to be delivered in the future.  
Nowadays, it is common to use electronic purchase orders for buying goods or 
services, but the record of purchase order in most companies are normally still on 
paper and proper purchase order format is essential for strong understanding of 
purchase transaction. (Purchase order, 2016)  Generally, a purchase order indicates as 
follows:  
 Parts of Purchase Order 
 1. Name and address of the company purchasing the goods or services  
              (Purchaser) 
 2. ATTN……From……… 
 3. Purchase Order No. 
 4. Purchase Date 
 5. Description of goods or services  
 6. Quantity purchased 
 7. Price per unit 
 8. Amount of the products or services being purchased 
 9. Signature of the exporter 
 10. Signature of the importer 
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Example: Purchase order 
 

                                THAIWIWAT Co., Ltd.                           (1) 
99/9 Soi Sukumvit 103, Sukumvit Road, 

Bangna, Bangkok 10260, Thailand 
TEL: (662)2456-2777, FAX: (662)2456-2888 

Purchase Order 
 

ATTN: KUBOTO CO., LTD               (2) 
From: THAIWIWAT Co., Ltd.                            

NO. 2017/001                  (3) 
Date: 25/02/2016             (4) 

List of Item Model Code Quantity Unit Unit price Amount 
COIN-OPERATED       
RICE MILLING 
MACHINE       
   (5) 
 

                             

RMM-100 
(5) 

 
 

5 
(6) 

Set 
(5) 

 

JPY150,000.00 
(7) 

JPY750,000.00 
(8) 

(JAPANESE YEN SEVEN HUNDRED FIFTY THOUSAND ONLY) Total JPY750,000.00 
 Value-Added Tax - 

Total JPY750,000.00 
 
 
 

………………….(9)………………………..                             ………………………..(10)……………………. 
       Sales Manager of                                                    Sales Manager of 
          KUBOTO CO., LTD                                                    THAIWIWAT Co., Ltd.                   

 
 

Figure 3.5 Purchase order 
(Source: Adapted from Teerasukittima, 2016: 27) 
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Task 5.2 
Directions: From the following situation, fill in the purchase order on page 25.  Write  
                down all the answers on each blank provided for each item. 
Situation: Thai Star Co., Ltd. sent a purchase order to Japan Electronics Co., Ltd.  

The goods ordered are 3,000 pieces of LED light bulbs at the CIF price of 
4.60 USD each and 1,500 pieces of compact fluorescents at the CIF price 
of 3.50 USD each.  The model number of the LED light bulbs is R70T 
6500K, and of the compact fluorescents is R480M 15000K.  The address of 
Thai Star Co., Ltd. is 15/58 Soi Romyen 3, Rama 4 Road, Khlong Ton, 
Bangkok 10110, Tel. (662) 671-6555, Fax: (662) 671-6511, and the address 
of Japan Electronics Co., Ltd. Is 1-12-1, 9th Floor, DNI Higashisakura Bldg., 
Higashi-ku, Nagoya city, Aichi, Japan 461-0005, Tel. (+81) 7-4435-2789, Fax: 
(+81) 7-4435-2799.  The number of the purchase order is 2016/003, the 
date is 5 July 2016.  Mr. Wichai  Sirikarn, the sales manager of Thai Star 
Co., Ltd., and Mr. Yamamoto Rukawa, the sales manager of Japan 
Electronics Co., Ltd., sign for their companies on the purchase order 
respectively. 

1  = _____________________________________________________________________ 
2  = _____________________________________________________________________ 
3  = _____________________________________________________________________ 
4  = _____________________________________________________________________ 
5  = _____________________________________________________________________ 
6  = _____________________________________________________________________ 
7  = _____________________________________________________________________ 
8  = _____________________________________________________________________ 
9  = _____________________________________________________________________ 
10= _____________________________________________________________________ 
11= _____________________________________________________________________ 
12= _____________________________________________________________________ 
13= _____________________________________________________________________ 
14= _____________________________________________________________________ 
15= _____________________________________________________________________ 
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                                  ………………………………………………………         (1) 
….…………………………………………………… 
………………………………………………………. 
………………………………………………………. 

Purchase Order 
 

ATTN: ……………………………..................... (2) 
From: Thai Star Co., Ltd.                          

NO. ……………………………………… (3) 
Date: …………………………………… (4) 

List of Item Model Code Quantity Unit Unit price Amount 
 
 
 
 
 
 
         (5) 
 
                         

 
 
 
 
 
 

 (5) 
 
 

 
 
 
 
 
 

 (6) 

 
 
 
 
 

 
 

(5) 
 

 
 
 
 
 
 

 (7) 

 
 
 
 
 
 

 (8) 

(………………………………………………………………………………….) (9) Total               (10) 
 Value-Added Tax - 

Total              (11) 
 
 
 

  ………………….(12)……………………..                             ………………………..(13)……………………. 
  …………………..(14)…………………….                             ………………………..(15)……………………. 
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 3. Commercial Invoice 
     A commercial invoice is a document used for customs declaration 
provided by the exporter.  The document identifies certain information such as the 
buyer (importer) and seller (exporter), date and term of sale, full description of the 
goods, details of the value and quantity of the shipped goods. (The Royal Bank of 
Scotland, 2016: 23).  The form of each commercial invoice can vary depending on 
the design chosen by each company.  However, parts of the commercial invoice can 
generally be described as follows. (Rimkeeratikul, 2006: 102) 
 
 Parts of a Commercial Invoice 
 1. Name and address of the exporter 
 2. Name and address of the importer 
 3. Number of the commercial invoice 
 4. Date of the commercial invoice 
 5. Purchase order number 
 6. Terms of delivery 
 7. Name of vessel 
 8. Departure date 
 9. Shipping mark 
 10. Port of shipment 
 11. Port of destination 
 12. Term of payment 
 13. Model number and description of goods 
 14. Quantity/Weight of the goods 
 15. Unit price (in a specified currency) 
 16. Total amount (in a specified currency) 
 17. Total packages 
 18. Total amount of goods 
 19. Total amount (Grand total) 
 20. Total amount (Grand total) in letters 
 21. Signature of the company’s authorized official  
               (It can be with the company’s seal.)  
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Example 1: Commercial Invoice 

                                        
 

KUBOTO CO., LTD 
               2-47, Shikitsuhigashi1-chrome,          (1) 

Naniwa-ku, Osaka 556-8601, Japan 
TEL: +81 6-6648-3525  
FAX: +81 6-6648-3521 

 
INVOICE 

                                                                                 NO.:  RMI 23-933                    (3)    
Messrs:  
THAIWIWAT Co., Ltd.                                 (2) 
99/9 Soi Sukumvit 103, Sukumvit Road, 
Bangna, Bangkok 10260, Thailand 
TEL: (662)2456-2777, FAX: (662)2456-2888 

DATED: 5/03/2016                          (4) 
REFER TO P.O No. 14A/25B                (5) 
TERMS of DELIVERY: FOB Osaka  
                               by Sea Freight    (6) 
SHIPPED PER: Choun Maru                  (7)       
         

SHIPPING MARK:  
                                
                     Laem Chabang 
                     Thailand                            (9) 
                     No. 1-5 
                     MADE IN JAPAN            

SAILING ON OR ABOUT 10/03/2016     (8) 
FROM: Osaka, Japan                          (10) 
TO: Laem Chaban, Thailand              (11) 
DRAWN UNDER: MIZUHO BANK  
           (12)       L/C NO. 150/A001 
                        DATED 10/03/2017 
                         
 

MODEL   (13)  DESCRIPTION               QUANTITY  (14)       UNIT PRICE  (15)    AMOUNT  (16) 
                                                                                             @JPY                      JPY           
RMM-100       COIN-OPERATED                    5 SETS                 150,000.00               750,000.00 
                    RICE MILLING MACHINE                                             
 
TOTAL                5 CASES                         5 SETS                                         JPY  750,000.00    
                            (17)                            (18)                                                   (19)             
TOTAL AMOUNT:  Japanese Yen Seven hundred Fifty Thousand only 
                                                                (20) 
 
 
                                                                                       KUBOTO CO., LTD 
 
                                                                             ………….Yamada  Matusu……………… 

                                                                                                 (21) 
 

Figure 3.6 Commercial invoice 1 
(Source: Adapted from Rimkeeratikul, 2006: 103) 
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Example 2: Commercial Invoice 

                                        
 

KUBOTO CO., LTD 
               2-47, Shikitsuhigashi1-chrome,          (1) 

Naniwa-ku, Osaka 556-8601, Japan 
TEL: +81 6-6648-3525  
FAX: +81 6-6648-3521 

INVOICE 
No.:  RMI 23-933      (3)                                                      Date: 5/03/2016               (4) 
Invoice of COIN-OPERATED RICE MILLING MACHINES on P.O. No. 14A/25B                         (5)              
Consignee:  THAIWIWAT Co., Ltd.       (2) 
99/9 Soi Sukumvit 103, Sukumvit Road, Bangna, Bangkok 10260, Thailand 
TEL: (662)2456-2777, FAX: (662)2456-2888   
Shipping by KUBOTO Co., Ltd. per Choun Maru         (7)   
Sailing on or about 20/03/2016   From Osaka, Japan to Laem Chaban, Thailand 
                             (8)                          (10)                        (11) 
L/C No. 150/A001 DD. 10/03/2016 Issued by Mizuho Bank          (12)                   
 
MARKS (9)             DESCRIPTION  (13)        QUANTITY  (14)   UNIT PRICE  (15)  AMOUNT (16)    
    
                                                                                               @JPY                     JPY 

              COIN-OPERATED                  5 SETS             @150,000.00          750,000.00        
              RICE MILLING MACHINE 

Laem Chaban,        RMM-100 
Thailand                 
P.O. NO. 14A/25B              
CASE NO. 1-5 
 MADE IN JAPAN      
 
TOTAL   FOB Osaka     5 CASES                         5 SETS                                  JPY  750,000.00    
               (6)                 17)                            (18)                                             (19)             
TOTAL AMOUNT:  Japanese Yen Seven hundred Fifty Thousand only 
                                                                (20) 
 
                                                                                       KUBOTO Co., Ltd. 
 
                                                                             ………….Yamada  Matusu……………… 

                                                                                                 (21) 
 

Figure 3.7 Commercial invoice 2 
(Source: Adapted from Teerasukittima, 2016: 29) 
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Task 5.3 
Directions: Fill in the commercial invoice according to the information in the  
                following situation.  Write down all the answers on each blank provided  
                for each item. 
Situation: From the information stated in Task 5.1, the transaction is completed 

when the importer gets a pro forma invoice dated 27 June 2016.  He 
opens an L/C and then the exporter dispatches the consignment to the 
importer.  The advising bank is Kinki Osaka Bank, the L/C number is KOB 
143-7599 dated 30 July 2016 issued by Export-Import Bank of Thailand.  
The issuing date of the commercial invoice is 5 June 2016; the number is 
JEC 009-1327.  The vessel’s name is Asakaze no. 6, which sails on or about 
15 July 2016.  The shipping mark is Thai Star Co., Ltd., Khlong Toei, 
Thailand, P.O. no. 593AB/110JM, case no. 1-45, made in Japan.  The goods 
shipped are 3,000 pieces of LED light bulbs at the CIF price of 4.60 USD 
each, packed in 30 cartons, and 1,500 pieces of compact fluorescents at 
the CIF price of 3.50 USD each, packed in 15 cartons.  The model number 
of the LED light bulbs is R70T 6500K, and of the compact fluorescents is 
R480M 15000K.  The address of Thai Star Co., Ltd. is 15/58 Soi Mitsampan 
10, Rama 4, Khlong Ton, Bangkok 10110, Tel. (662) 671-6555, Fax: (662) 
671-6511, and the address of Japan Electronics Co., Ltd. is 1-12-1, 9th 
Floor, DNI Higashisakura Bldg., Higashi-ku, Nagoya city, Aichi, Japan 461-
0005, Tel. (+81) 7-4435-2789, Fax: (+81) 7-4435-2799.  Payment method is 
by irrevocable L/C at sight.  Port of Shipment is Nagoya Port, Japan, and 
the Port of Destination is Khlong Toei Port, Thailand.  Mr. Yamamoto 
Rukawa, the sales manager of Japan Electronics Co., Ltd., signs for his 
company on this commercial invoice.   

1  = _____________________________________________________________________ 
2  = _____________________________________________________________________ 
3  = _____________________________________________________________________ 
4  = _____________________________________________________________________ 
5  = _____________________________________________________________________ 
6  = _____________________________________________________________________ 
7  = _____________________________________________________________________ 
8  = _____________________________________________________________________ 
9  = _____________________________________________________________________ 
10= _____________________________________________________________________ 
11= _____________________________________________________________________ 
12= _____________________________________________________________________ 
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13= _____________________________________________________________________ 
14= _____________________________________________________________________ 
15= _____________________________________________________________________ 
16= _____________________________________________________________________ 
17= _____________________________________________________________________ 
18= _____________________________________________________________________ 
19= _____________________________________________________________________ 
20= _____________________________________________________________________ 
21= _____________________________________________________________________ 
 
 
                                            ……………………………………………………        (1) 

……………………………………………………. 
……………………………………………………. 
……………………………………………………. 

INVOICE 
                                                                                 NO.:  ………………………………         (3)    
Messrs:  
…………………………………………………………………….   (2)     
……………………………………………………………………. 
……………………………………………………………………. 
…………………………………………………………………….                                                    

DATED: …………………………………..…………   (4) 
REFER TO P.O No. …………………………..   (5) 
TERMS of DELIVERY: ………………………… 
                              …………………………   (6) 
SHIPPED PER: ……………………………………..   (7)    
         

SHIPPING MARK:  
                                
               ………………………………………………      (9) 
                …………………………………………….. 
                …………………………………………….. 
                ……………………………………………... 

SAILING ON OR ABOUT …………………..   (8) 
FROM: …………………………………………………  (10) 
TO: ……………………………………………………….  (11) 
DRAWN UNDER: ………………………………….  (12) 
                        ………………………………….  
                        …………………………………. 

MODEL            DESCRIPTION               QUANTITY             UNIT PRICE             AMOUNT   
                (13)                                         (14)                      (15) @USD             (16) USD          
………………….     …………………………………….    ………………….           ….………………………….   ………………………….. 
………………….     ……………………………….,,,,,.    ………………….           ……………………………..   ………………………….. 
………………….     …………………………………....    ………………….           ………………………………  …………………………..          
 
TOTAL            …………………………………….    ………………….                                        …………………………..     
                            (17)                            (18)                                                   (19)             
TOTAL AMOUNT:  ……………………………………………………………………………………. 
                                                               (20) 
                                                                              JAPAN ELECTRONICS CO., LTD 
                                                                             ……………………………………..……………… 
                                                                                                 (21) 
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4. Packing List 
     Packing list is a document usually included in each shipping package 
prepared by the shipper and sent to the consignee for accurate count of the shipped 
goods to help in checking shipment when received, especially in larger shipments of 
mixed items.  (The Royal Bank of Scotland, 2016: 24).  It itemizes the goods in details 
including the names of the shipper and consignee, quantity, description, weight, 
measurement, marks and serial numbers, and other information concerning the 
shipment without price information.  It is used to inform all parties such as transport 
agencies, government authorities, and customs about the contents of the package.  
The freight forwarder may use it to prepare a bill of landing for the ocean or air 
carrier and to understand how much space is needed for the cargo.  Banks may use 
it as a supporting document presented for payment under a letter of credit or other 
payment terms.  Customs in the country of import may use it for compliance and 
duty liability.  (Packing list, 2016).  A packing list usually indicates the following 
information.  (Hinkelman et al., 2004).  
 

Parts of a Packing List 
1. Name and address of the seller (consignor) 
2. Name and address of the buyer (consignee) 
3. Date of issuance 
4. Invoice number (reference to invoice that  covers the particular shipment) 
5. Order or contract number 
6. Quantity and description of the goods 
7. Weight of the goods/ packages 
8. Shipping marks and numbers 
9. Quantity and description of contents of each package, carton, crate, or 

container 
10. Any other information as required in the shipper’s instruction such as 

country of origin 
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Example: Packing list 

                                        
 

KUBOTO CO., LTD 
                    2-47, Shikitsuhigashi1-chrome, Naniwa-ku, Osaka 556-8601, Japan            (1) 

TEL: +81 6-6648-3525 FAX: +81 6-6648-3521 
 

PACKING LIST 
No.:  RMI 23-933   (4)                                                            Date: 15/03/2016            (3) 
Packing list of COIN-OPERATED RICE MILLING MACHINES on P.O. No. 14A/25B                     (5)        
Consignee:  THAIWIWAT Co., Ltd.       (2) 
99/9 Soi Sukumvit 103, Sukumvit Road, Bangna, Bangkok 10260, Thailand 
TEL: (662)2456-2777, FAX: (662)2456-2888   
Laem Chaban, Thailand 
Shipping by KUBOTO Co., Ltd. per Choun Maru         
Sailing on or about 20/03/2016    
From Osaka, Japan  
                                               
 
MARKS (8)          DESCRIPTION  (6)     QUANTITY  (6)     N.W  (7)    G.W.(8)  Measurement (9) 
    
                                                                                                

           COIN-OPERATED            5 SETS             950 KGS     4,750 KGS       (LxWxH)           
           RICE MILLING MACHINE                                                           250x110x220        

Laem Chabang,     RMM-100                                                                                    cm 
Thailand                
P.O. NO. 14A/25B              
CASE NO. 1-5  
 MADE IN JAPAN                                                                                              6.050 M3 
 
TOTAL                  5 CASES                     5 SETS            950 KGS     4,750 KGS        6.050 M3 
                             (9) 
SAY TOTAL FIVE (5) CASES ONLY      
 
COUNTRY OF ORIGIN    :   JAPAN     (10)                                                           
                                                                                      
                                                                                       KUBOTO Co., Ltd. 
 
                                                                             ………….Yamada  Matusu……………… 

 
                                                                                                  

Figure 3.8 Packing list 
(Source: Adapted from Teerasukittima, 2016: 32) 
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Task 5.4 
Directions: Fill in the packing list according to the information in the following 
                situation.  Write down all the answers on each blank provided for 
                each item. 
Situation: From the information of the commercial invoice stated in Task 5.3, the 

issuing date of the packing list is 15 June 2016. The vessel’s name is 
Asakaze no. 6, which sails on or about 15 July 2016.  The shipping mark is 
Thai Star Co., Ltd., Khlong Toei, Thailand, P.O. no. 593AB/110JM, case no. 
1-45, made in Japan.  The goods shipped are 3,000 pieces of LED light 
bulbs at the CIF price of 4.60 USD each, packed in 30 cartons (CTNS), and 
1,500 pieces of compact fluorescents at the CIF price of 3.50 USD each, 
packed in 15 cartons (CTNS).  The model number of the LED light bulbs is 
R70T 6500K, and of the compact fluorescents is R480M 15000K. Net 
weight/piece is 0.10 KGS. The address of Thai Star Co., Ltd. is 15/58 Soi 
Mitsampan 10, Rama 4, Khlong Ton, Bangkok 10110, Tel. (662) 671-6555, 
Fax: (662) 671-6511, and the address of Japan Electronics Co., Ltd. is 1-12-
1, 9th Floor, DNI Higashisakura Bldg., Higashi-ku, Nagoya city, Aichi, Japan 
461-0005, Tel. (+81) 7-4435-2789, Fax: (+81) 7-4435-2799.  Payment 
method is by irrevocable L/C at sight.  Port of Shipment is Nagoya Port, 
Japan, and the Port of Destination is Khlong Toei Port, Thailand.   Mr. 
Yamamoto Rukawa, the sales manager of Japan Electronics Co., Ltd., signs 
for his company on this packing list.   

1  = _____________________________________________________________________ 
2  = _____________________________________________________________________ 
3  = _____________________________________________________________________ 
4  = _____________________________________________________________________ 
5  = _____________________________________________________________________ 
6  = _____________________________________________________________________ 
7  = _____________________________________________________________________ 
8  = _____________________________________________________________________ 
9  = _____________________________________________________________________ 
10= _____________________________________________________________________ 
11= _____________________________________________________________________ 
12= _____________________________________________________________________ 
13= _____________________________________________________________________ 
14= _____________________________________________________________________ 
15= _____________________________________________________________________ 
16= _____________________________________________________________________ 
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17= _____________________________________________________________________ 
18= _____________________________________________________________________ 
19= _____________________________________________________________________ 
 
                                        

…………………………………………………….. 
                                          ……………………………………………………..                                   (1) 

……………………………………………………... 
……………………………………………………….. 

PACKING LIST 
No.:  ………………………………   (4)                                                 Date: ………………………       (3) 
Packing list of …………………………………………………………………………………………………                         (5)        
Consignee:  ……………………………………………….       (2) 
………………………………………………………………… 
………………………………………………………………… 
………………………………………………………………… 
Shipping by…………………………………………………      (6)        
Sailing on or about……………………………………      (7) 
From ……………………………………………………….      (8)  
                                               
 
MARKS              DESCRIPTION         QUANTITY          N.W         G.W.(8)       Measurement  
    
   (9)                                      (10)                         (11)             (12)               (LxWxH)  
……………………        ………………………..      …………………….     ……………..     ………………..       150x70x100         
…………………...        ………………………..      ..………………….     ……………….    …………………            cm                 
……………………        ………………………..      ……………………     ……………….    ………………….    
                                
                                                                                                                 1.050 M3        
TOTAL                 ……………CTNS        ………………PCS.   …………KGS     ……………..KGS      1.050 M3 
                             (13)                         (14)                (15)              (16) 
 
SAY TOTAL ……………………………………………… (17)     
 
COUNTRY OF ORIGIN    :   JAPAN                                                               
                                                                                      
                                                                            …………………………………………………………... (18)         
 
                                                                             …………………………………………..……………… (19) 
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5. Bill of Lading 
     A bill of lading (B/L) is one of the most important documents in 
international trade.  It is a transport document issued by a carrier for shipment by 
sea to ensure that exporters receive payment and importers receive the goods.  It is 
a legal document between the shipper and the carrier or its agent, serving as a 
receipt of specified goods for shipment between port of loading and port of 
discharge.  It also works as a document of title to proof the ownership of the cargo, 
which means that only the holder of the bill of lading can claim the goods at the 
destination.  (Grath, 2016: 221).  A bill of lading commonly states the following 
information.  (Rimkeeratikul, 2006: 130) 
 

Parts of a Bill of Lading 
1. Name and address of the shipper 

(normally the sender of goods is the exporter) 
2. Name and address of the consignee 

(normally the recipient of B/L is the importer) 
3. Name and address of the notify party 

               (normally the recipient of goods is the importer) 
4. Place of receipt (where goods are sent from) 
5. Port of loading (where goods are sent from) 
6. Number of the B/L 
7. Port of discharge (port which is the destination) 
8. Place of delivery (where the goods are sent to) 
9. Name of the vessel 
10. Number of voyage 
11. Marks and numbers (which are seen on the package) 
12. Amount of packages/containers 
13. Descriptions of goods  
14. The weight of the goods 
15. The dimensions of the goods 
16. The number of packages/containers 
17. Details about freight and other charges 

(It can be ‘Prepaid at (Name of Port of Loading)’ 
          or ‘Payable at (Destination)’ 

18. Place that B/L is issued (normally it is the same as Place of Receipt) 
19. B/L issuing date 
20. Signature of the one who issues the B/L 
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Example: Bill of lading 
Shipper                        (1) 
KUBOTO CO., LTD 
2-47, Shikitsuhigashi1-chrome,           
Naniwa-ku, Osaka 556-8601, Japan 
TEL: +81 6-6648-3525 

 
The Oriental Ship Liner co.,Ltd 

 
BILL OF LADING 

Consignee                    (2) 
THAIWIWAT Co., Ltd.        
99/9 Soi Sukumvit 103, Sukumvit Road, Bangna, 
Bangkok 10260, Thailand 
TEL: (662)2456-2777 

Notify Party                  (3) 
Same as consignee 

Bill of Lading No.   (6) 
              KBTJP9990001 

       Place of Receipt       (4) 
                   Osaka, Japan FOB 

Port of Loading      (5) 
              Osaka, Japan 

     Port of Discharge       (7) 
                 Laem Chabang, Thailand 

Place of Delivery    (8) 
         Laem Chaban, Thailand 
Ocean Vessel (9) 

Choun Maru 
Voy No. (10) 

JP001 
Marks & Numbers 

(11) 
No. of Pkgs./ 
  Shipping  
    Units (12) 

Description of 
Goods & Pkgs. 

(13) 

Gross Weight 
(14) 

 

Measurement 
(15) 

 
 
Laem Chabang 
Thailand                     
No. 1-5                   
MADE IN JAPAN 

   5 CASES COIN-OPERATED 
RICE MILLING 
MACHINE 
RMM-100 

4,750 KGS 250x110x220 
cm 

 
 
 

6.050 M3 
Number of Containers or Packages (in words)     (16) 
FIVE (5) CASES ONLY 
Freight & Charges  
(17) 

Revenue 
Tons 

Rate                
Per 

Prepaid Collect 

Ex. Rate Prepaid at Payable at  
Destination 

Place of B(s)/L. Issue Osaka, Japan (18) 
Date 15/3/2016                           (19) 

 Total Prepaid 
in Local 
Currency 

Number of 
Original  
B(s)/L  
THREE (3) 

For the Carrier                             (20) 
The Oriental Ship Liner co.,Ltd 

Mamoto Toma 

For Delivery of Goods  
Figure 3.9 Bill of lading 

(Source: Adapted from Teerasukittima, 2016: 36) 
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Task 5.5 
Directions: Fill in the bill of lading from the following information provided. 
Situation:  On July 20, 2016, the master of vessel Asakaze no. 6 (voyage number: 

JP006) signed on the B/L on behalf of the the Oriental Ship Liner co.,Ltd.  
The goods were sent by Japan Electronics Co., Ltd.  The address is 1-12-
1, 9th Floor, DNI Higashisakura Bldg., Higashi-ku, Nagoya city, Aichi, Japan 
461-0005.  The goods were shipped to Thai Star Co., Ltd.  The address is 
15/58 Soi Mitsampan 10, Rama 4, Khlong Ton, Bangkok 10110. Port of 
Shipment is Nagoya Port, Japan, and the Port of Destination is Khlong 
Toei Port, Thailand.  The method of payment is irrevocable letter of 
credit.  The terms used are CIF.  The issuing bank is Export-Import Bank 
of Thailand.  The goods are 3,000 pieces of LED light bulbs packed in 30 
cartons (CTNS), and 1,500 pieces of compact fluorescents packed in 15 
cartons (CTNS). The dimensions are 150x70x100 cm.  The weight of the 
goods in each carton is 10 KGS.  The mark used is Thai Star Co., Ltd., 
Khlong Toei, Thailand, P.O. no. 593AB/110JM, case no. 1-45, made in 
Japan.  The freight was already paid by the exporter in Japan.  The 
number of the B/L is JP-BKK 1129990.  Mr. Mamoto  Toma, a manager of 
the Oriental Ship Liner co.,Ltd , signs for his company on this bill of 
lading.   

1  = _____________________________________________________________________ 
2  = _____________________________________________________________________ 
3  = _____________________________________________________________________ 
4  = _____________________________________________________________________ 
5  = _____________________________________________________________________ 
6  = _____________________________________________________________________ 
7  = _____________________________________________________________________ 
8  = _____________________________________________________________________ 
9  = _____________________________________________________________________ 
10= _____________________________________________________________________ 
11= _____________________________________________________________________ 
12= _____________________________________________________________________ 
13= _____________________________________________________________________ 
14= _____________________________________________________________________ 
15= _____________________________________________________________________ 
16= _____________________________________________________________________ 
17= _____________________________________________________________________ 
18= _____________________________________________________________________ 
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19= _____________________________________________________________________ 
20= _____________________________________________________________________ 
 
Shipper                        (1) 
……………………………………………………………………. 
……………………………………………………………………. 
……………………………………………………………………. 
……………………………………………………………………. 

 
The Oriental Ship Liner co.,Ltd 

 
BILL OF LADING 

Consignee                    (2) 
……………………………………………………………………. 
……………………………………………………………………. 
……………………………………………………………………. 
……………………………………………………………………. 
Notify Party                  (3) 
……………………………………………………………………….. 

Bill of Lading No.   (6) 
           ……………………………………… 

       Place of Receipt       (4) 
         …………………………………………………………….. 

Port of Loading      (5) 
           ………………………………………   

     Port of Discharge       (7) 
        ………………………………………………………….    

Place of Delivery    (8) 
           ……………………………………… 

Ocean Vessel 
(9) 

…………………………. 

Voy No. 
(10) 

……………………….. 
Marks & Numbers 

(11) 
No. of Pkgs./ 

Shipping 
Units 
(12) 

Description of 
Goods & Pkgs. 

(13) 

Gross Weight 
(14) 

 
 

Measurement 
(15) 

 
………………………………
………………………………
……………………………… 

 
……………………. 

 
…………………………
…………………………
………………………… 

 
………………………….. 

 
……………………………… 

 
…………………………….. 

Number of Containers or Packages (in words)     (16) 
……………………………………………………………… 
Freight & Charges   Revenue 

Tons 
Rate                
Per 

Prepaid Collect 

Ex. Rate Prepaid at Payable at  
Destination 

Place of B(s)/L. Issue …………………….. (17) 
Date …………………........                     (18) 

 Total Prepaid 
in Local 
Currency 

Number of 
Original  
B(s)/L  
THREE (3) 

For the Carrier                              
The Oriental Ship Liner co.,Ltd 

Mamoto Toma 

For Delivery of Goods  
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6. Certificate of Origin 
     A certificate of origin (C/O) is an official document that identifies the name 
of the country where the specified shipment of goods originated.  It may be required 
by importing countries’ customs department, importers, freight forwarders or banks 
by the terms of a letter of credit.  Besides, it is often used to determine how much 
duty the importer will pay to bring in the goods.  Normally, it includes information 
about the exporter and importer, description and harmonized tariff code of the 
goods, and the country of origin.  It is usually prepared by the exporter and issued by 
the local chamber of commerce in the exporting country.  (Certificate of origin, 2016).  
Generally, a certificate of origin includes the following details. 
 

Parts of a Certificate of Origin 
1. Name and address of the exporter 
2. Name and address of the consignor 

3. Name and address of the consignee 
4. Country of destination 
5. Date of shipment 
6. Mode of transportation 
7. Place of departure 
8. Mark and numbers 
9. Description of goods 
10. Gross weight 
11. Number and date of invoice 
12. Authorized signature 
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Example: Certificate of origin 
 
 
                                               KUBOTO CO., LTD 
         2-47, Shikitsuhigashi1-chrome, Naniwa-ku, Osaka 556-8601, Japan        (1) 

TEL: +81 6-6648-3525 FAX: +81 6-6648-3521 
CERTIFICATE OF ORIGIN 

EXPORTER (NAME & ADDRESS)               (2)  
KUBOTO CO., LTD 
2-47, Shikitsuhigashi1-chrome,           
Naniwa-ku, Osaka 556-8601, Japan 
CONSIGNEE (NAME & ADDRESS)             (3) 
THAIWIWAT Co., Ltd.        
99/9 Soi Sukumvit 103,  
Sukumvit Road, Bangna,  
Bangkok 10260, Thailand 
COUNTRY OF DESTINATION   Thailand    (4) 
DATE OF SHIPMENT      20/03/2016        (5) 
MODE OF TRANSPORT  Sea                    (6) 
VESSEL/FLIGHT NO.      Choun Maru 
PLACE OF DEPARTURE  Japan                 (7) 
SHIPPING MARK 

(8) 
NO. OF PKGS. 

 
DESCRIPTION  
OF GOODS 

(9) 

GROSS WEIGHT/ 
QUANTITY 

(10) 

INVOICE NO. 
& DATE 

(11) 
 
 
Laem Chabang,     
RMM-100                   
Thailand                
P.O. NO. 14A/25B       
CASE NO. 1-5  
MADE IN JAPAN  

5 CASES COIN-OPERATED 
RICE MILLING 
MACHINE 
RMM-100 

4,750 KGS INV.: RMI 23-933 
DD: 5/03/2016 

DECRALATION BY THE EXPORTER  
The undersigned hereby declares that the above details and 
statements are correct, that all the goods were produced in 
Japan and that they comply with the Rules of Origin of Japan. 
Place and Date  Osaka: 10/03/2016       
                      ……………………………………………………. 
                              (Authorized Signature)                               

CERTIFICATION 
It is hereby certified that the declaration by 
the exporter is correct. 
Place and Date  Osaka: 10/03/2016 
 
       ……………………………………………………. 
              (Authorized Signature)     

Figure 3.10 Certificate of origin 
(Source: Adapted from Teerasukittima, 2016: 39) 
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7. Letter of Credit 
     A letter of credit is a written commitment to pay by a buyer’s or 
importer’s bank (called the issuing bank) to the seller’s or exporter’s bank (called 
advising bank).  It guarantees that the seller will get a specified amount of money in 
a specified currency within a specified time.  It is an important payment method in 
international trade.  It is commonly used when a buyer in one country purchases 
goods from a seller in another country.  The seller may ask the buyer to provide a 
letter of credit to guarantee payment of the goods.  It is normally regarded to give 
security to both the seller and the buyer.  There are several kinds of letter of credit, 
but the most frequently used in international trade is confirmed irrevocable letter of 
credit.  Since it cannot be changed or cancelled unless all parties concerned agree, 
this type is considered to be more security for the beneficiary (person receiving 
payment).  (Letters of credit for importers and exporters, 2016).  Normally, an 
application form for irrevocable letter of credit contains the following information. 
 

Parts of a Letter of Credit 
1. Importer’s (L/C Applicant’s) name and address 
2. Consignee 
3. Type of L/C 
4. Date that L/C is issued 
5. The advising bank 
6. L/C number 
7. Exporter’s (Beneficiary’s) name and address 
8. Expiry date of the L/C 
9. Amount to be paid 
10. Port of loading 
11. Port of discharge 
12. The latest date the shipment can be dispatched from the port of loading 
13. Partial shipment 
14. Transshipment 
15-30. Terms of trade 
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Example: Application for a letter of credit 
        Thai Farmers Bank 
                                                                              Public Company Limited 

APPLICATION FOR ISSUING A DOCUMENTARY CREDIT 
 

To: THAI FARMERS BANK PUBLIC COMPANY LIMITED       APPLICANT                      (1) 
      Head office 1 Thai Farmers Lane, Ratburana Road,    …………………………………….        (2) 
                       TEL. +66(2)470-1122, 470-1199               ……………………………………. 
                       FAX. +66(2) 470-1144-5                         TEL:................................ 

    FAX:……………………………… 
Date ………………………………………….         (4) 
Dear Sirs,                                                                       (3) 
 We hereby request you to issue an Irrevocable Letter of Credit on our behalf for our  
      account by: 
 S.W.I.F.T/Telex in full details operative instruments detail as follows: 

[  ] Please request advising bank to add their confirmation to this letter of credit, and  
    charges are for [  ] our account  [  ] beneficiary’s account  

FOR BANK USE INLY 
ADVISE L/C THROUGH ADVISING BANK AS FOLLOW 

……………………………………………………       (5)      
L/C NO.                               (6) 
…………………………………………………..               

BENEFICIARY:                                (7) 
…………………………………………………… 
…………………………………………………… 
…………………………………………………… 
 

EXPIRY DATE (IN BENEFICIARY’S COUNTRY 
UNLESS OTHERWISE STATED) 
……………………………………..          (8) 
AMOUNT (FIGURES AND WORDS)  (9)    
………………………………………………………………… 

SHIPMENT FROM: …………………………     (10) 
TO: ………………………………………………….     (11) 
LATEST SHIPMENT ………………………..     (12) 

PARTIAL SHIPMENT                 (13) 
[  ] ALLOWED   [  ]  NOT ALLOWED 
TRANSHIPMENT                       (14) 
[  ]  ALLOWED  [  ] NOT ALLOWED 

 
(15) Available by Payment, Negotiation, Deferred Payment or Acceptance as the case may 
       be of the beneficiary’s draft (s) drawn in duplicate at [x] Sight [  ] Terms…………………………………  
       on Export-Import Bank of Thailand or your correspondents bank for ……………(16)………………….. 
       invoice value accompanied by the following document as marked “X”. 
(17) [  ] Signed COMMERCIAL INVOICE in sextuplicate, price: [  ] F.O.B ……………(18)  [  ] C.F.R.   
       [  ] C.I.F………(19)………indicating F.O.B value, freight charges and insurance premium (if any) 
(20) [  ] Full set of three clean “Shipped on Board” Ocean Bill of Lading made out or endorsed  
            to the order of Export-Import Bank of Thailand, marked  
            FREIGHT [  ] PREPAID [  ] COLLECT (21) notify applicant, plus…..…..non-negotiable copies. 
(22)  [  ] Airway Bills consigned to THAI FARMER BANK PCL, for applicant’s quoting L/C  
             number marked FREIGHT; [  ] PREPAID [  ] COLLECT notify applicant. 
(23)  [  ] Sea/Air Parcel Post Receipt, Truck/Railway Receipt marked FREIGHT; [  ] PREPAID  
             [  ] COLLECT consigned to THAI FARMER BANK PCL, for applicant’s account 
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             quoting L/C number. 
(24)  [  ] INSURANCE POLICY or CERTIFICATE in duplicate for 110% of invoice value, starting claims  
             payable in Thailand for currency of the draft (s), covering Institute Cargo Clauses as 
marked “X” [  ] (A), [  ] (B), [  ] (C), or [  ] ALL RISKS, [  ] (W.A), [  ] F.P.A. and [  ] Institute War 
Clauses (Cargo), Institute Strikes Clauses (cargo), [  ] Theft Pilferage and/or Non-Delivery Clauses. 
(25) [  ] Packing List in ……..……copies 
(26) [  ] Other documents required: 
(27) EVIDENCING SHIPMENT OF ..........................................................................................................................  
       ………………………………………………………………………………………………………………………………………………………….. 
SPECIAL INSTRUCTIONS: 
(28) [  ] All bank charges outside Thailand including reimbursing charges and acceptance  
       commission (if any) are for account of 
       [  ] Applicant    
       [  ]  Beneficiary 
       and if refused you are authorized to claim from us accordingly 
(29) [  ] Documents must be presented within………..days after shipment, but within expiry date.  
(30) [  ] …………………………………………………………………………………………………………………………………………………….. 
        in addition to the instruction mentioned above, we, in case the terms of payment under-
letter of credit is to be payable at a future date, agree and authorize you to confirm the due 
date to the negotiating bank or all parties concerned without any consent from us. 
 In consideration of your issuing of the above mentioned letter of credit, we hereby 
guarantee to pay all such draft (s) on presentation for sight drafts and to pay same at maturity for 
time draft (s) together with other charges and interest at the rate permitted by the Bank of 
Thailand, which is currently ………………..per annum. 
 The transmission of instruction under and in relation to this letter of credit is entirely at 
my/our own risk.  This application is subject to additional clauses overleaf. 
 We agree that if the currency under the Letter of Credit is the currency that can be 
substituted and, finally, will be replaced by EURO, the currency of payment will be, at the bank’s 
sole discretion, the currency under the Letter of Credit or EURO. 
 Unless otherwise expressly stated, this letter of credit is “Subject to Uniform Customs 
and Practice for Documentary Credits” (1993 Revision) International Chamber of Commerce 
(Publication No. 500) 
 We further authorize you to debit our account No. …………………………… with you/ your 
……………………. branch for the issuing commission and other expenses incurred whether the letter 
of credit being utilized or not, and the amount of draft (s) negotiated under this letter of credit, 
plus interest and charges under advice to us. 

    Yours faithfully        
 
 
 
 Authorized Signature 

Figure 3.11 Application for a letter of credit 
(Source: Kietphaiboonkit, 2001: 355) 

FOR BANK USE ONLY 
APPROVED BY 
 
 
DATE 

FOR BANK USE ONLY 
Signature verified by 
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Task 5.6 
Directions: Study the following application for issuing a documentary credit and  

           answer the questions below. 
APPLICATION FOR ISSUING A DOCUMENTARY CREDIT 

 
TO: Export-Import Bank of Thailand     APPLICANT  
      Bangkok     THAIWIWAT Co., Ltd.               

99/9 Soi Sukumvit 103,  
Sukumvit Road, Bangna,  
Bangkok 10260, Thailand 

Date 10/03/2017                 
Dear Sirs,                                                                        
 We hereby request you to issue an Irrevocable Letter of Credit on our behalf for our 
account by: 
 S.W.I.F.T/Telex in full details operative instruments detail as follows: 

[  ] Please request advising bank to add their confirmation to this letter of credit, and  
    charges are for [  ] our account      [  ] beneficiary’s account  
 

FOR BANK USE INLY 
ADVISE L/C THROUGH ADVISING BANK AS FOLLOW 

Export-Import Bank of Thailand             
L/C NO.                                
7EIB1-02477-808               

BENEFICIARY:                                 
KUBOTO CO., LTD 
2-47, Shikitsuhigashi1-chrome,           
Naniwa-ku, Osaka 556-8601, Japan 

EXPIRY DATE (IN BENEFICIARY’S COUNTRY 
UNLESS OTHERWISE STATED) 
15/04/2016                           
AMOUNT (FIGURES AND WORDS)     
JPY 750,000.00 (Japanese Yen Seven 
Hundred Fifty Thousand Only) 

SHIPMENT FROM: Osaka/Japan           
TO: Laem Chabang/Thailand              
LATEST SHIPMENT 10/04/2016           

PARTIAL SHIPMENT                 
[  ] ALLOWED   [x]  NOT ALLOWED 
TRANSHIPMENT                        
[x]  ALLOWED [  ] NOT ALLOWED 

 
       Available by Payment, Negotiation, Deferred Payment or Acceptance as the case may 
       be of the beneficiary’s draft (s) drawn in duplicate at [x] Sight [  ] Terms…………………………………  
       on Export-Import Bank of Thailand or your correspondents bank for …………………..………………….. 
       invoice value accompanied by the following document as marked “X”. 
       [x] Signed COMMERCIAL INVOICE in sextuplicate, price: [x] F.O.B ….OSAKA……  [  ] C.F.R.   
       [  ] C.I.F…………….………indicating F.O.B value, freight charges and insurance premium (if any) 
       [  ] Full set of three clean “Shipped on Board” Ocean Bill of Lading made out or endorsed  
            to the order of Export-Import Bank of Thailand, marked  
            FREIGHT [  ] PREPAID [x] COLLECT (21) notify applicant, plus…3…..non-negotiable copies. 
        [  ] Airway Bills consigned to Export-Import Bank of Thailand, for applicant’s quoting L/C  
             number marked FREIGHT; [  ] PREPAID [  ] COLLECT notify applicant. 
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        [  ] Sea/Air Parcel Post Receipt, Truck/Railway Receipt marked FREIGHT; [  ] PREPAID  
             [  ] COLLECT consigned to Export-Import Bank of Thailand, for applicant’s account 
             quoting L/C number. 
        [  ] INSURANCE POLICY or CERTIFICATE in duplicate for 110% of invoice value, starting claims  
             payable in Thailand for currency of the draft (s), covering Institute Cargo Clauses as  
             marked “X” [  ] (A), [  ] (B), [  ] (C), or [  ] ALL RISKS, [  ] (W.A), [  ] F.P.A. and [  ] Institute 
             War Clauses (Cargo), Institute Strikes Clauses (cargo), [  ] Theft Pilferage and/or           
             Non-Delivery Clauses. 
        [x] Packing List in ……6……copies 
        [  ] Other documents required: 
        EVIDENCING SHIPMENT OF COIN-OPERATED RICE MILLING MACHINE 5 SETS AMOUNT  
        JPY 750,000.00 
SPECIAL INSTRUCTIONS: 
       [  ] All bank charges outside Thailand including reimbursing charges and acceptance  
       commission (if any) are for account of 
       [  ] Applicant    
       [x]  Beneficiary 
       and if refused you are authorized to claim from us accordingly 
       [  ] Documents must be presented within..10..days after shipment, but within expiry date.  
       [  ] ………………………………………………………………………………………………………………………………………………….. 
        in addition to the instruction mentioned above, we, in case the terms of payment under-
letter of credit is to be payable at a future date, agree and authorize you to confirm the due 
date to the negotiating bank or all parties concerned without any consent from us. 
 In consideration of your issuing of the above mentioned letter of credit, we hereby 
guarantee to pay all such draft (s) on presentation for sight drafts and to pay same at maturity for 
time draft (s) together with other charges and interest at the rate permitted by the Bank of 
Thailand, which is currently ………………..per annum. 
 The transmission of instruction under and in relation to this letter of credit is entirely at 
my/our own risk.  This application is subject to additional clauses overleaf. 
 We agree that if the currency under the Letter of Credit is the currency that can be 
substituted and, finally, will be replaced by EURO, the currency of payment will be, at the bank’s 
sole discretion, the currency under the Letter of Credit or EURO. 
 Unless otherwise expressly stated, this letter of credit is “Subject to Uniform Customs 
and Practice for Documentary Credits” (1993 Revision) International Chamber of Commerce 
(Publication No. 500) 
 We further authorize you to debit our account No. 4493268793 maintained with your 
……..Bangkok……. branch for the issuing commission and other expenses incurred whether the 
letter of credit being utilized or not, and the amount of draft (s) negotiated under this letter of 
credit, plus interest and charges under advice to us. 

    Yours faithfully        
 
 
 Authorized Signature 

FOR BANK USE ONLY 
APPROVED BY 
 
DATE 

FOR BANK USE ONLY 
Signature verified by 
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1. Which company is the importer? 
   _______________________________________________________________________ 
2. Which company is the exporter? 
   _______________________________________________________________________ 
3. Which type of the letter of credit was issued? 
   _______________________________________________________________________ 
4. What is the incoterm used in this transaction? 
   _______________________________________________________________________ 
5. When is the last date that goods can be shipped? 
   _______________________________________________________________________ 

  
8. Bill of Exchange 

     A bill of exchange is a document used especially in international trade.  It 
is an unconditional order in writing signed by a drawer (such as buyer) and addressed 
to a drawee (normally a bank) to pay a particular amount of money to a payee 
(usually a seller) at a particular time for the transfer of goods or services.  Another 
term of a bill of exchange is “Draft”.  The bill can be referred to a bank draft if it is 
issued by a bank.  It can be referred to a trade draft if it is issued by an individual.  
The bill of exchange is also known as a sight bill if the amount of money is to be 
paid immediately or on demand.  Besides, it is known as a term bill if it is to be paid 
at a set date in the future.  (Bill of Exchange, 2016). 
  Rimkeeratikul (2006: 76) stated that if the bill of exchange is used in 
conjunction with Letter of Credit, the form of bill of exchange from the bank can be 
shown with the following information.  
 

Parts of a Bill of Exchange (used in conjunction with L/C)  
1. Invoice number 
2. Date of B/E drawn 
3. Amount to be paid (in figures) 
4. Tenor (The period of time at which the bill of exchange and the letter of 

credit must be paid.) 
Example: ‘…..days after sight’ or ‘Sight’ 

5. Amount to be paid (in words) 
6. L/C number and the name of the issuing bank 
7. Name and the issuing bank 
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Example: A bill of exchange (used in conjunction with L/C) 
 
No. 234/65           (1) 

BILL OF EXCHANGE 
                                                                    Bangkok, April 20, 2016    (2) 
Exchange for US$ 1,000,000.00    (3) 
              At         Sight     (4)        Pay this FIRST of Exchange (SECOND of the same 
tenor and date being unpaid) to the order of KASIKORN BANK PUBLIC COMPANY 
LIMITED 
The sum of U.S. DOLLARS: ONE MILLION ONLY    (5) 
Drawn under L/C NO. 234918000 DATE 23 MARCH 2017            (6)  
                     ISSUED BY BANK OF AMERICA                             value received 
To:      BANK OF AMERICA        (7) 
 
 

Figure 3.12 Bill of exchange 
(Source: Adapted from Rimkeeratikul, 2006: 77) 

                            
 From this bill of exchange, we learn that the bill of exchange is used in 
conjunction with a Letter of Credit.  As a result, the exporter’s company name is 
therefore not shown.  The issuing bank is the Bank of America.  The advising bank is 
Kasikorn Bank Public Company Limited.  It is without credit, which means that the 
importer will have to pay at the amount mentioned (US$ 1,000,000.00) and get the 
documents in order to claim the goods from the port.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
128 Chapter 3 Import and Export 

Task 5.7 
Directions: Fill in the following bill of exchange with the information provided. 
Situation:  Mr. Mikaru  Keneshiro, the sales manager of Miyasawa Co., Ltd. has drawn 

a bill of exchange as an order for payment sent to his customer in 
Thailand whose name is Ms. Jantawadee Meechai working for JKP Co., Ltd.  
The address is 409 Soi Sukhumvit 109, Samrong Nuea, Samut Prakan 
10270.  The value of the goods is US$ 9,000.00.  The method of payment 
is Irrevocable Letter of Credit.  It is also a document against payment.  
The date of the bill of exchange is 31st May 2016.  The address of 
Miyasawa Co., Ltd. is DNI Higashisakura Bldg., Higashi-ku, Nagoya city, Aichi, 
Japan 461-0005.  The letter of credit sent to Mr. Keneshiro by Ms. Meechai 
is No. 4922232462 dated April 1st, 2016 issued by Export-Import Bank of 
Thailand.  The advising bank is Mizuho Bank, Nagoya.  The amount is paid 
against the invoice No. Q 223/3004.    

   
       
No. …………………………………….. 

BILL OF EXCHANGE 
                                                                    ………………………………………………………… 
Exchange for ……………………………………………………… 
              At……………………………………..Pay this FIRST of Exchange (SECOND of the same 
tenor and date being unpaid) to the order of MIZUHO BANK, JAPAN 
The sum of …………………………………………………………………………………………………………………………. 
Drawn under ………………………………………………………………………………………………………………………. 
…………………………………………………………………………………………………………………….value received 
To: ……………………………………………………………….. 
     ……………………………………………………………….. 
     ……………………………………………………………… 
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  Part 6 Speaking Practice 
 
Asking and answering questions about incoterms and particular forms. 
 A: What does CIP stand for? 
   B: It stands for carriage and insurance paid to. 

 
A: What does CIP mean?/ 
   Can you explain CIP? 
B: It means the exporter delivers the goods to the carrier and pay the  
   of carriage and insurance necessary to bring the goods to the specified  
   destination. 
 
A: What is a pro forma invoice? 
B: It is a document sent to the importer by the exporter before a delivery of  
   goods. 

 
 A: What does a pro forma invoice show? 
 B: It shows important information such as description of goods, quantity, and  
              value. 
 
 A: What else does it show?/ 
              Is there anything else?/ 
          B: It shows weight, term of delivery, and term of payment. 
 
Task 6.1 
Directions: Make your own dialogue using the above expressions for asking and 
answering questions, and the information from what you have learnt from this 
chapter. 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
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  Part 7 Glossary of Vocabulary 
 
airway bill (n.)   the carrying agreement between shipper and air carrier  
     which is obtained from the airline used to ship the goods 
advising bank (n.)  a bank in a foreign country to which another bank in 

the domestic country sends a letter of credit on behalf  
of a client.  The advising bank honors the letter of  
credit and transfers requested funds to the client. An 
advising bank is also called a notifying bank. 

beneficial (adj.)  causing a good result, advantageous    
bill of exchange (n.)  a document ordering the payment of money  
bill of lading (n.)  a receipt given by the carrier to the shipper 

acknowledging receipt of the goods being shipped and 
specifying the terms of delivery  

carrier (n.)   a person or things that carries something, a company 
that operate aircraft  

certificate of origin (n.)  a document that certifies a shipment’s country of 
C/O    origin.  It is commonly issued by a trade promotion 

office, or a chamber of commerce in the exporting  
country.  Also called declaration of origin. 

chamber of commerce (n.) an association of business whose purpose is to  
    promote commercial and industrial interests in the 

country  
collection (n.)   the procedure involved in a bank’s collecting money  
    for a seller against a draft drawn on a buyer abroad,  
    usually through a correspondent bank  
commercial invoice (n.) bill for merchandise sold  
commodities (n.)  goods, merchandise  
complicated (adj.)  difficult to do, deal with, or understand, especially  

    because of involving a lot of different processes or  

    aspects  

consular invoice (n.)  a detailed statement regarding the character of goods  
    shipped, duly certified by the consul of the importing  
    country at the port of shipment  
customs (n.) the authority or organization that control the flow of 

goods in and out of a country.  Customs authorities 
collect the duties or taxes applied to imports and 
exports.  
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country of origin (n.) the country in which a product or commodity is 
manufactured or produced  

draft (n.) the same as ‘a bill of exchange’.  A written order for a 
certain sum of money, to be transferred on a certain 
date from the person who owes the money or agrees 
to make the payment (the drawee) to the creditor to 
whom the money is owed (the drawer of the draft)  

drawee (n.)   one on whom a draft is drawn, and who owes the 
stated money  

drawer (n.)   one who draw a draft, and receives payment  
duty (n.) the tax imposed by a government on merchandise 

imported from another country  
export (n.) (v.)   (n.) the practice or business of selling goods to another
    country  

(v.) to send goods to a foreign country or overseas  
territory  

export customs (n.) the procedure for inspecting goods exported out of a 
country  

export license (n.) permission from the exporter’s government to export 
specific merchandise to a particular country  

gross weight (n.)  total weight of goods, packing, and container, ready for  
    shipment  
import (n.) (v.) (n.) the process of buying and bringing in products from 

other countries  
 (v.) to bring merchandise into a country from another 

country or overseas territory  
import license (n.) A governmental document which permits the 

importation of a product or material into a country 
where such licenses are necessary  

irrevocable L/C (n.) An irrevocable letter of credit is one which cannot be 
altered or canceled once it has been negotiated 
between the buyer and his bank.  

involved (adj.)   affected by or included in an activity  

issuing bank (n.) a bank that writes a letter of credit, especially on 
behalf of an exporter.  The issuing bank operates in the 
country of the importer, and facilitates trade between 
the importer and exporter by providing credit for the 
transaction.  It is also called an opening bank. 
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letter of credit (n.) a document issued by a bank that guarantees the 
payment of a customer’s draft; substitutes the bank’s 
credit for the customer’s credit  

maturity date (n.)  the date upon which a draft or acceptance becomes 
due for payment  

net weight (n.) weight of goods alone without any immediate wrapping 
packing list (n.) a list which shows number and kinds of packages being 

shipped, totals of gross, legal, and net weights of the 
packages, and marks and numbers on the packages.  
The list may be requested by an importer or importing 
country to facilitate the clearance of goods through 
customs.  

potential (adj.) possible or likely in the future  
price list (n.)   a listing of prices for different goods and service  
pro forma invoice (n.) invoice prepared by the exporter before shipping the 

goods, informing the buyer of the goods to be sent, 
their value, and other key specifications  

purchase order (n.) a commercial document used to request someone to 
supply something in return for payment and providing 
specification and quantities  

quotation (n.) offer by the exporter to sell the goods at a stated price 
and under certain conditions  

resources (n.) things such as coal, trees, and oil that exist in nature 
and can be used by people  

sanitary certificate (n.) a certificate which attests to the purity or absence of 
disease or pests in the shipment of food products, 
plants, seeds, and live animals  

wharfage (n.) charges assessed by carrier for the handling of incoming 
or outgoing ocean cargo  

Summary 
This chapter introduces trade terminology, import and export procedures, and 

related important documents.  In this chapter, learners practice listening English 
conversation in transaction of international trade situation and reading to grasp 
information for understanding concerning import and export.  Besides, grammar 
point, passive voice, is described through doing exercise in international trade 
context.  The students also learn parts of the forms relating to import and export 
and how to complete them.  In speaking section, they practice orally in pairs through 
communicative tasks. 



Chapter Four 
Logistics 

 

Introduction 
Logistics plays an important role in the modern economy of every country 

according to business and service activities.   Since it provides customers with the 
right goods in the right place at the right time, it serves as a bridge between the point 
of production and the point of consumption.  A logistics system comprises a set of 
facilities linked by transportation services which conveys materials using various 
vehicles for effective shipment of the goods.  In order to meet requirement of 
customers or corporations, one of the most considerable aspects in logistics is 
choosing appropriate and effective modes of transportation.  Therefore, in this 
chapter, modes of transportation in logistics will be focused.   

 

 
Figure 4.1 Logistics 

(Source: Freight Forwarding, 2016:1) 
 
 

  Part 1 Warm-Up 
 
Task 1.1 
Directions: Discuss the following questions.   
1. What is logistics? 
_________________________________________________________________________  
 

https://www.trancemarine.com/
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2. What modes of transportation can be used for the effective management of  
    merchandise? 
_________________________________________________________________________ 
3. What types of cargo do you know? 
_________________________________________________________________________ 

 
  Part 2: Listening  
 
Task 2.1 
Directions: Listen to two employees of a forwarding company comparing transport  
                modes for a shipment from western China to Shanghai and then correct 
                the information in the table.  
 Inland waterways Road Rail (express service) 
speed in days 7 4 2 
cost low compared with barge: 

60% higher 
compared with road: 
40% higher 

flexibility high very high low 
Table 4.1 Transport modes for a shipment 

(Source: Grussendorf, 2009: 84) 
Task 2.2 
Directions: Listen to the conversation again and complete the sentences below with  
       the correct form of the words in the brackets. 
Hao:  Well, basically we have three shipping options: we can use inland waterways, 
           road, or rail.  
Ying: Right.  Let’s start with the river barge.  How long would it take to ship the  
   consignment by barge? 
Hao:  Normally about six days, but it often takes longer if the weather’s bad. 
Ying: And what about cost and flexibility? 
Hao:  It’s cheap.  It’s actually the cheapest of all the transport options.  It’s not  

very flexible though, mainly because there are only infrequent sailings.  There  
are barges to Shanghai twice a week.   

Ying: OK, let’s look at road transport.  It would only take four days to ship by truck,  
 but the cost would be about 50% higher than by barge. 
Hao: Yes, but wouldn’t it be much easier? 
Ying: That’s true.  Let’s see how this compares with rail.  Rail would definitely be  
 faster than the truck option if we use the express service.  That takes three  
 days. 
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Hao:  But it would also be more expensive than shipping by road.  Transport costs  
 are about 40% higher.  And the system isn’t very flexible.  Sometimes it is  
 only possible to book space on the express train a few weeks in advance.   
 And then perhaps we’d have to use the standard train, which is much slower. 
Ying: So, I think we need to check with our customer first and find out what’s most  
 important to them. 

1. How long would it take by barge?  Normally about six days, but it often takes 
_______________ (long) if the weather’s bad. 

2. It’s cheap.  It’s actually _______________ (cheap) of all the transport options. 
3. It would only take four days to ship by truck, but the cost would be about 

50% _______________ (high) than by barge. 
4. Rail would definitely be _______________ (fast) than the truck option if we 

use the express service that takes three days. 
5. But it would also be _______________ (expensive) than shipping by road.  

Transport costs are about 40% higher. 
 
Task 2.3  
Directions: Listen to the telephone dialogue and complete the missing parts with  
       the words given.           
Simon: Global Freight Logistics.  Simon Dawson speaking. 
Paula: Hello, this is Paula Santini from Marmi Italia.  I’m _________________the train 
  options described on your website.  ___________tell me a bit more about them?  
Simon: Yes, of course.  What exactly would you like to know? 
Paula: We have some new customers in the UK and will need to ship marble and 

granite to London next month.  What ___________the best rail option for us? 
Simon: That depends.  For large volumes, I would _______________using block-train  
 transport.  If you want to ship smaller quantities, the single-wagon option  
 would be ______________________. 
Paula: I see.  How flexible are the various options?  I mean, how early would we  
 need to place out order? 
Simon: If flexibility is important, I would _______________ you book the block train 

option.  It’s a bit more expensive, but with that you can place your order up  
to 24 hours before the actual shipping date.  As _______________, I can 
suggest single-car transport, which is even more flexible.  You can order up to  
two hours before collection. 

Paula: That sounds good. 
Simon: Of course, it is always cheaper if you can plan transport well ahead.  In that  
 case we should ___________________the other block-train option. 
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Paula: OK.  Just one last question.  ______________time would we have for loading? 
Simon: At least 7 hours, but we could arrange longer loading times_______________. 
Paula: Thank you very much for your help.  I’ll get back to you as soon as I have  
 customers’ specific transport requirements.   
Simon: Fine.  I look forward to hearing from you again.  Goodbye. 
Paula: Bye. 
(Source: Grussendorf, 2009: 84) 
 
  more suitable        also consider       suggest that       if you like        would be 
  could you             recommend         calling about     an alternative   how much 

 
Task 2.4 
Directions: Listen to the telephone dialogue between a forwarder and a customer 
                asking for a shipping quotation.  Then mark T for true and F for false 

      according to the dialogue. 
Peter:   Global Forwarders.  Peter Pattison speaking.        
Martin:  Hello, this is Martin Belado from Cool Sphere Company, Norway.  I need a  
  quotation for air freight to Brazil.   I’ve been trying to complete the online 

 quotation form, but it’s not working.  
Peter:   I’m sorry about that.  There have been some problems with it recently.  I’ll 

 see what I can do for you.  Your name is Martin Belado, isn’t it?  
Martin:  yes, that’s right. 
Peter:   OK, here it is.  Well, some of your details were saved.  We can help you do 

 the rest of the consignment details via the phone.  I’ll fill in the quotation  
 for you. 

Martin:  Thank you so much. 
Peter:    Could you briefly describe the goods you want to ship? 
Martin:  They’re cooling units and they’re going to Rio de Janeiro. 
Peter:    How many do you want to ship? 
Martin:  20 boxes with a gross weight of 100 kg each. 
Peter:   OK.  What about the size of each box? 
Martin:  Each box is 150 cm high, 120 cm wide and 70 cm deep.   
Peter:   All right.  Where do you want to ship the goods from? 
Martin:  Oslo, Norway. 
Peter:   When would you like the units to be collected at your premises? 
Martin:  On October 7th. 
Peter:   OK.  And when should delivery be made? 
Martin:  Our customer needs to receive the units on October 10th.   
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Peter:   There shouldn’t be any problem.  Do you have any special requirement? 
Martin:  No, just that delivery date.  
Peter:   OK.  I’ll contact you with a quotation within the next three hours.   
  Could you give me your email address, please? 
Martin:  Yes, of course.  It’s Martincoolsphere@gmail.com.   
Peter:   Thank you Mr. Belado.   
Martin:  Thank you very much.  I look forward to hearing from you again.  Bye. 

1. ______ Martin Belado needs a quotation for air freight to Brazil. 
2. ______ They want to ship cooling units to Brasilia. 
3. ______ The consignment comprises 12 boxes. 
4. ______ They want to ship from Norway. 
5. ______ The units should be picked up on October 9th. 
6. ______ Peter will call back within three hours. 

 
 

  Part 3: Reading  
 
Task 3.1 
Directions: Read the passage and answer the following questions. 
 
Logistics refers to the transportation of merchandise – raw materials or finished 
products – from the point of production to the point of final consumption. 
Different modes of transportation – road, rail, water and air – can be used for the 
effective management of merchandise. Every mode of transportation requires a 
different set of infrastructure, type of vehicles, technological solutions and 
regulations. All modes of transportation have different costs, service and transit 
times. 
There are the following types of cargo (freight): a) general cargo (goods packed in 
boxes); b) bulk cargo (large quantities of cargo, e.g. sand); c) bulky cargo (large 
individual items, e.g. cars). A consigner (someone who ships goods) chooses how 
to send the consignment (these goods) to the consignee (someone who receives 
these goods) by water, road, railway, air. 
1) Road 
          Road transportation is one of the most basic and historical means of 
transportation. Road transport is the principal means of transport in the European 
Union for both passengers and goods.  Today, the European Union has almost one 
vehicle for every two residents, and road freight traffic represents more than two 
thirds of the total tonnage. There are many different types of vehicles, although 
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trucks are typically used for carrying or delivering freight.  Road transportation 
offers a relatively lower cost compared to other logistic forms and has a widely 
recognizable and flexible route.  However, transportation by road takes a relatively 
longer period of time than other means of transportation. Besides, it offers a 
limited capacity. Road transport is most often used for comparatively inexpensive, 
non-perishable items or for shorter distances. 
 
2) Rail 
          Rail transport is a means of conveyance of passengers and goods by way of 
wheeled vehicles running on rails. It is also commonly referred to as train 
transport. Rail transport uses freight trains for the delivery of merchandise.  Freight 
trains are usually powered by diesel, electricity and steam. A freight train hauls 
cargo using freight cars specialized for the type of goods. Freight trains are very 
efficient, with economy of scale and high energy efficiency. However, their use can 
be reduced by lack of flexibility, if there is need of trans-shipment at both ends of 
the trip due to lack of tracks to the points of pick-up and delivery. Container trains 
have become the dominant type in the US for non-bulk haulage. Containers can 
easily be trans-shipped to other modes, such as ships and trucks, using cranes.  
Passenger trains are part of public transport; they can perform a variety of 
functions including long distance intercity travel and local urban transit services.   
3) Water (maritime transportation) 
            Sea transport has been the largest carrier of freight throughout recorded 
history.  Main maritime routes include oceans, coasts, seas, lakes, rivers and canals.  
Water transport uses ships and large commercial vessels that carry billions of tons 
of cargo every year.  Sea, lake, or river transport is particularly effective for 
significantly large quantities of goods that are non-perishable in nature and for 
cities or states that have water access.  Moreover, transport via water is 
considerably less expensive than other logistics methods, which makes it one of 
the most widely used choices of transport for merchandise. 
4) Air transportation 
          An airline is a company that provides air transport services for travelling 
passengers and freight.  Airlines vary from those with a single aircraft carrying mail 
or cargo, to full-service international airlines operating hundreds of aircraft.  Airline 
services can be categorized as being intercontinental, intra-continental, domestic, 
regional, or international, and may be operated as scheduled services or charters.  
Air routes are practically unlimited.  Merchandise is carried in cargo compartments 
on passenger airplanes, or by means of aircraft designed to carry freight. 
          Although air transport is more expensive than all other means of 
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transportation, it is definitely most time-efficient. Perishable merchandise like fruits 
and vegetables are generally sent by air.  More recently, air transportation has 
been accommodating growing quantities of high value freight and is playing a 
growing role in global (international) logistics.   
5) Pipelines 
          Pipeline transport is the transportation of goods (liquids, gases, chemically 
stable substances) through a pipe. Pipeline routes are also practically unlimited as 
they can be laid on land or under water. The longest gas pipeline links Alberta to 
Sarnia (Canada); it is 2,911 km in length. The longest oil pipeline is the Trans-
Siberian, extending over 9,344 km from the Russian arctic oilfields in eastern 
Siberia to Western Europe. Pipeline construction costs differ according to the 
diameter, and increase proportionally with the distance and with the viscosity of 
fluids. Pipeline terminals are very important, since they correspond to refineries 
and harbors. 
6) Intermodal and multimodal transportation 
          Intermodal transportation concerns a variety of modes used in 
combination so that the respective advantages of each mode are better exploited. 
It involves the movements of passengers or freight from one mode of transport to 
another.   
          Multimodal transportation (also known as combined transport) 
is the transportation of goods under a single contract, but performed with at least 
two different means of transport; the carrier is liable for the entire carriage, even 
though it is performed by several different modes of transport (by rail, sea and 
road, for example). The carrier does not have to possess all the means of 
transport; the carriage is often performed by sub-carriers (actual carriers). The 
carrier responsible for the entire carriage is referred to as a multimodal transport 
operator, or MTO. 
 

(Source: Stukalina, 2014: 84-89) 
 
1. What is one of the most basic and historical means of transportation from one place  
    to another? 
    _______________________________________________________________________ 
2. What does rail transport use for the delivery of merchandise? 
    _______________________________________________________________________ 
3. Is transport via water considerably less expensive than other logistics methods? 
    _______________________________________________________________________ 
4. Is air transport more expensive than all other means of transportation?   
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    _______________________________________________________________________ 
5. What is the longest gas pipeline? 
    _______________________________________________________________________ 
6. What does MTO stand for? 
    _______________________________________________________________________ 

 
Task 3.2 
Directions: Match suitable adjectives in column A with nouns in column B. 
         A    B 
_______1.  large   A)  destination 
_______2.  short   B)  quantities 
_______3.  commercial  C)  terminal 
_______4.  airline   D)  cargo 
_______5.  final   E)  vessels 
_______6.  maritime   F)  distance 
_______7.  perishable   G)  transportation 
_______8.  road   H)  services  
_______9.  bulky   L)   route 
_______10.pipeline   J)   merchandise 
 
Task 3.3 
Directions: Match the two parts of sentences and rewrite the whole sentences. 
   A 
1. Road transportation provides a lower cost than other …………….. 
2. Merchandise is carried on passenger airplanes and/or ……………… 
3. Rail transport uses freight trains for………… 
4. Main maritime routes consist of …………… 
5. Perishable merchandise (fruits/vegetables) are mostly ………… 
 
   B 
A) …… the delivery of merchandise. 
B) .…… logistic forms. 
C) …… oceans, coasts, seas, lakes, rivers and channels. 
D) ……. sent by air. 
E) ……. via aircraft designed to carry freight. 
 
1. _______________________________________________________________________  
   _______________________________________________________________________ 
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   _______________________________________________________________________ 
2. _______________________________________________________________________ 
   _______________________________________________________________________ 
   _______________________________________________________________________ 
3. _______________________________________________________________________     
   _______________________________________________________________________ 
   _______________________________________________________________________ 
4. _______________________________________________________________________ 
   _______________________________________________________________________ 
   _______________________________________________________________________ 
5. _______________________________________________________________________ 
   _______________________________________________________________________  
   _______________________________________________________________________

 
Task 3.4 
Directions: Classify the following goods under the correct heading in the table. 

  

 

 

 

 

 

Perishable cargo Non-perishable cargo Heavyweight & Overwidth cargo 
   
   
   
   
   

  

 

 

 

fresh produce  harmful chemicals  dairy products 

seafood  frozen foodstuffs  industrial boilers 

alcohol  crude oil   steel pipes 

tractors  meat    canned products 
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  Part 4 Language Focus 

 
Making Comparisons 
When comparing two or more things, we use comparative adjectives.  The 
comparative form is –er for short adjectives with one syllable, and two-syllable 
adjectives ending in –y. 
 Shipping goods by rail is cheaper than shipping goods by road. 
 Stones are heavier than paper. 
 
We use more + adjective with longer words. 
 Transport by air is more expensive than transport by sea. 
 Some transport modes are more reliable than others. 
 
Some adjectives have irregular forms. 
 good/well - better  Our rates are better than theirs. 
 bad/badly – worse   
 
Task 4.1 
Directions: Work with a partner.  Compare different transport modes using some of 

      the adjectives provided. 
Example 
 I think shipping goods by air is more expensive than sea transport. 
 
adjectives Transport modes 
cheap/expensive air 
fast/slow rail 
safe road 
suitable sea 
reliable river 
environmentally friendly pipeline 

 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
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   Part 5 Writing 
 

Describing the measurements of the consignment 
When dealing with consignment details, it is often necessary to mention about 
numbers. 

1. Numbers 
     A comma is written to show thousands: 
 346,000 three hundred and forty-six thousand 
     A point is used to show decimals: 

5.5 five point five 
      The word ‘and’ is used after hundreds: 
  297  two hundred and ninety-seven 
When arranging transport, it is usually essential to give details about the size and 
weight of the consignment to be shipped.  

2. Size 
Our consignment is 5 by 3 by 3.5 meters. 
Its measurements are 30 by 95 by 60 centimeters.   
This box measures 3 by 1.5 by 2.5 meters. 

3. Weight 
The empty container weighs 3,000 kg. 
The container’s maximum payload is ………………….. 
The net/tare/gross weight of the container is …….kg/tons. 

4. Dimensions 
The box is 60 cm high/long/wide/deep. 
Its/The height/length/width is 60 cm. 

 Please note that: 
  This container is almost 10 meters/feet long (not 10 meter/foot) 
                    It is a sixty-foot container. (not feet) 
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Task 5.1 
Directions: Complete the measures.  Do you know what these abbreviations stand for?       

1. cm  _________________________________ 
2. ft  _________________________________ 
3. kg  _________________________________ 
4. t  _________________________________ 
5. gal  _________________________________ 
6. l  _________________________________ 
7. oz  _________________________________ 
8. 1”  _________________________________ 
9. mm  _________________________________ 
10. m2  _________________________________ 

 
Task 5.2 
Directions: Rewrite the following sentences. 
Example: The container is 5 meters long. 
  The length of the container is five meters. (or) 
  The container’s length is 5 meters. 

1. The package weighs 55 kg. 
___________________________________________________________________
__________________________________________________________________ 

2. The case we need to ship is 1.5 m long, 50 cm wide, and 65 cm high. 
___________________________________________________________________
__________________________________________________________________ 

3. The ship’s length is more than 75 m. 
___________________________________________________________________
__________________________________________________________________ 

4. This seagoing vessel is about 40 m wide. 
___________________________________________________________________
__________________________________________________________________ 

5. It depth is nearly 6 cm. 
___________________________________________________________________
__________________________________________________________________ 
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   Part 6 Speaking Practice 
 
Making Enquiries 
When asking for information, we always use polite language.  We often start with a 
more general request for information before we ask more specific questions such as 
Could you tell me how much it would cost? are more polite than direct questions 
e.g. How much would it cost?   
 I’d like to ask/enquire about ………………………………. 
 I’m calling about ……………………………… (on the telephone) 
 I’m writing about/with regard to ……………………….. (in an email or letter) 
 Could you tell me how much/many/long/often ……………………..? 
 
Advising the Customer 
Customers may need advice on transport options, fright and insurance rates, shipping 
and packing details, the route, details regarding weight, dimensions, and 
measurements. 
 For this consignment, I would recommend/suggest using air transport. 
 I recommend/suggest that you ship the goods by road. 
 We/You should also consider air transport for ……………………………. 
 That depends on your specific requirement. 
 
Offering Alternatives 
Sometimes you need to provide the customer with several alternatives before a 
decision can be made. 
 Another option would be to ship the goods by sea. 
 Of course it would also be possible to use air transport (instead). 
 Alternatively, you/we could ……………………………………. 
 
Requesting a Quotation 
 We/I need a quotation for a shipment to……………………………….. 
 Please send us a quotation for ……………………………………… 
 Please quote for (the supply/transport) of ……………………………. 
 Please quote your lowest prices for ……………………………… 
 Your quotation should include details information on freight and insurance 

rates, delivery terms, delivery date, and terms of payment.  
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Task 6.1 
Directions: Classify the following phrases under the correct heading in the table. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Customer enquiries Advice and 
Recommendations 

Offering alternatives 

 
 
 
 
 
 
 
 
 
 
 
 
 

  
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

I would like some information regarding ……………………. 

Could you let me have some information about ………………………? 

I think the best option would be to ………………………….. 

In that case, I recommend/suggest that you use/ship ………………………. 

If you prefer …………………….., we could also arrange………………………. 

As an alternative, we can offer you …………………………………… 

What would be the cheapest/fastest/safest/most convenient way/option? 

We can provide/arrange/ship ………………….. if you like. 
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Task 6.2 
Directions: Match the beginnings of the sentences (1-6) in part A with the endings  
                (A-F) in part B, and then write the whole sentences again. 
   A 

1. We can also arrange transport …………………   
2. Of course it would also be ……………………   
3. For a consignment this size, I …………………….. 
4. I would like some information …………………….. 
5. In that case, I suggest that you ………………………. 
6. Could you let me know …………………………. 

 
B 

A. use the cheaper sea freight option. 
B. by carrier if you prefer. 
C. what the transit times are ? 
D. possible to ship by express service instead. 
E. would recommend rail transport. 
F. regarding loading times. 

 
1. _______________________________________________________________________  
   _______________________________________________________________________ 
   _______________________________________________________________________ 
2. _______________________________________________________________________ 
   _______________________________________________________________________ 
   _______________________________________________________________________ 
3. _______________________________________________________________________     
   _______________________________________________________________________ 
   _______________________________________________________________________ 
4. _______________________________________________________________________ 
   _______________________________________________________________________ 
   _______________________________________________________________________ 
5. _______________________________________________________________________ 
   _______________________________________________________________________  
   _______________________________________________________________________
6. _______________________________________________________________________ 
   _______________________________________________________________________  
   _______________________________________________________________________
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Task 6.3 
Directions: Work in pairs.  Make your own dialogue by following the steps below.  
       Practice making enquiries and giving advice. Use phrases you have learnt 

      from this chapter. 

A      B 
  
Tell B what you would like to enquire about. 

Ask A to be more specific. 

 
Give B some details of your shipment 

Recommend one or two options. 

 
Tell B you are not sure you want this option. 

Offer another alternative. 

 
Ask B about order/cancellation deadlines. 

Answer B’s question.  Tell A you 
will give him/her a quotation 
within the next hour. 

Thank B for help. 

 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
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   Part 7 Glossary of Vocabulary 
 
bulk cargo (n.)   unpacked cargoes, such as grain or coal  
bulky cargo (n.)  very large individual cargo, such as cars   
capacity (n.)   the amount that can be contained  
cargo (n.)   goods or the load of commodities carried by a ship, 

aircraft, or other vehicle  
carrier (n.)   a vehicle used for carrying people or things,   

a passenger airline  
charter (n.) the hire for use by a particular person or group and 

which is not part of a regular service such as a charter 
plane or boat  

commercial (adj.) (n.) (adj.) involving or relating to the buying and selling of 
goods  

 (n.) an advertisement that is broadcast on television or 
radio  

comparative (adj.) estimated by comparison with something else  
compartment (n.)  separate parts of an objects used for keeping things in 
consignee (n.)   a person, agent, organization to which merchandise is  
    consigned  
consigner (n.)   a person or firm that consigns goods  
consignment (n.)  a load of goods being delivered to a place or person 
consumption (n.)  the act of buying and using things  
conveyance (n.)  the act of conveying  
domestic (adj.)   involving one’s own country  
flexible (adj.)   be able to change easily and adapt to different 

conditions and circumstances  
freight (n.)   the cost for transportation  
    the goods transported  
freight forwarder (n.) an agent who assists his exporter client in moving cargo 

to a foreign destination  
freight train (n.) a train on which goods are transported  
global (adj.) relating to the whole world/describing something that 

happens in all parts of the world or affects all parts of 
the world  

haul (v.)   to transport by wagon, truck, etc.  
haulage (n.)   the act or process of hauling by a railroad  
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infrastructure (n.) the basic systems and structures that a country or 
organization needs in order to work well; for example, 
roads, communications, and banking systems  

intercity (adj.) (n.)  between cities  
intercontinental (adj.) between or among continents/ relating to travel, 

commerce, relation, etc., between continents  
international (adj.)  between or involving different countries   
intra-continental (adj.)  within a continent  
maritime (adj.)   relating to the sea and to ships    
merchandise (n.)  goods that are bought, sold, or traded  
perishable (adj.) liable to spoil/goods such as food that are perishable 

go bad after quite a short length of time   
recognizable (adj.)  that can be recognized  
regional (adj.) relating to a particular area of a country or of the 

world/limited to a region  
shipment (n.) the act of shipping goods/goods shipped together as 

part of the same lot  
tonnage (n.) the weight of the cargo of a merchant ship or the 

carrying capacity of a ship calculated in tons  
transit (n) the carrying of goods or people from one place to 

another especially on a public transportation system 
vessel (n.) a ship or large boat, a passenger or freight-carrying ship 
  

Summary 
This chapter is intended to enlarge students’ knowledge of specific terms 

about logistics and modes of transportation.  In this chapter, students practice 
listening English conversation in situations relating to logistics activities and the 
reading passage followed by comprehension-checking tasks are provided to ensure 
that students have understood the important ideas contained in the passage.  
Furthermore, grammar point, comparatives, is described through doing exercise in 
logistics context.  Describing the measurement of the consignment is also included to 
enhance their writing skills.  In speaking section, they practice orally in pairs through 
communicative tasks to develop their communication abilities. 



Chapter Five 
Negotiation 

 

Introduction 
In both informal day-to-day transactions and formal transactions, when 

people interact with others with different needs and goals, sometimes they need to 
negotiate in order to find an acceptable solution.  The goal of a negotiation is to get 
the best deal possible for both parties.  Negotiation is essential everywhere, 
especially in business.  Negotiation is one of the important skills required in 
workplace situation.  It needs qualities and skills to be effective negotiators. (Musa, 
Mansor, Mufti, Abdullah & Kasim (2012: 1).  Good negotiation is regarded as a key to a 
company’s success.  Successful negotiations help build better relationships between 
parties or companies and can bring in large profits or very profitable long-term 
contracts.  Nowadays, the ability to negotiate effectively is more highly valued than 
ever before, especially in hyper-connected and increasingly competitive market in 
the business world, so we can say that negotiation skills are an important part of 
doing business.  Therefore, this chapter concentrates on international negotiations, 
negotiation styles, and closing the negotiation which will be useful for those who 
regularly need to negotiate in English at work for successful negotiations. 

 

Figure 5.1 Negotiation 
(Source: Advanced negotiation skills, 2016: 1) 
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  Part 1 Warm-Up 
 
Task 1.1 
Directions: Discuss the following questions. 
1. What does ‘negotiating’ mean?  
_________________________________________________________________________ 
_________________________________________________________________________ 
_________________________________________________________________________ 
 2. What are some situations when you have to negotiate? 
_________________________________________________________________________ 
_________________________________________________________________________ 
_________________________________________________________________________ 
3. What qualities does a good negotiator have? 
_________________________________________________________________________ 
_________________________________________________________________________ 
_________________________________________________________________________ 
4. Do you think negotiating styles are different in different countries? 
_________________________________________________________________________ 
_________________________________________________________________________ 
5. Do you know about any different negotiating styles? 
_________________________________________________________________________ 
_________________________________________________________________________ 
_________________________________________________________________________ 
 
 

  Part 2: Listening  
 
Task 2.1 
Directions: Listen to four people talking about what the word negotiation means in  
       their language.  Write a short definition next to each nationality.  Then  
                decide which definition is closest to the meaning of negotiation in your  
                language and a definition of what an ideal negotiation should be.  

1. Dutch (Holland)     __________________________________________________ 
2. Urdu (Pakistan)      __________________________________________________ 
3. Wolof (Senegal)     __________________________________________________ 
4. Japanese (Japan)   __________________________________________________ 

(Source: Wallwork, 2001: 116) 
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Task 2.2 
Directions: Which of the following qualities are typical for good business negotiators?  
                Rate the qualities you choose: 0 (irrelevant), 1 (quite useful), 2 (important),  
                and 3 (essential). 

1. [  ] honesty    6.  [  ] knowledge of subject 
2. [  ] being prepared   7.  [  ] ability to win respect 
3. [  ] persistence    8.  [  ] ability to interpret body language 
4. [  ] listening skills             9.  [  ] flexibility 
5. [  ] sense of humor                 10.  [  ] empathy 

 
Task 2.3 
Directions: Listen to a training consultant defining some possible qualities of top 
                negotiators.  Then underline the mentioned qualities you hear and  

compare with those in Task 2.2.              
 
A:   So when you start negotiating, the sale has probably already been made at 
    the sale stage. 
B: Yes, both parties have decided, but now you’re sitting around the table  
          trying to hammer out the details.  Trying to achieve a win-win situation. 
A: So, what’s the most important part of the negotiation process? 
B: Preparation. 
A: Preparation. 
B: And planning.  If you don’t get them right, you don’t really stand a chance.  
 And that leads to knowing exactly what you’re talking about, doing your 

research.  
A: Then what? 
B: Well, you need to identify some kind of overlap of preferences,  
          somewhere where you can set out your tradables.  If there’s no overlap 
          then one party is going to come out unhappy.  So you need to bend the 
          other person’s negotiating ground to find a happy medium, yet at the same 
          time be flexible yourself, come up with as many variables as you can, think  
          of all your fallback options.  Because unless both parties have something 
          to win, you’re going to lose any future business.   
A: And how should we behave during the negotiation itself? 
B: Above all you’ve got to listen.  Then this will help you judge what’s 

important for them, and the areas in which you can make some  
concessions that won’t cost you too much.  But will be top priority for  
them, you know like I was saying now.  
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A: What about negotiating outside Britain and America, in the Far East for 
example? 

B: Well, you need to win their respect; take everything more slowly, and look  
 out for non-verbal signals. 
A: Yes, but doesn’t body language vary from country to country? 
B: Of course it does, and that takes us back to preparation, doing your  
           research, knowing the signs. 
A: How honest do you need to be in your dealings? 
B: Well, the way I see it, I’m there to win a game, and I’ll do whatever’s  

necessary to strike a hard bargain.  There’s a whole load of little ploys you 
can use, provided of course that you don’t deliberately mislead them 
about price, term of contract, etc. 

A: So, what kind of ploys? 
B: A classic one is to make out that you’ve got another party interested with 
          a better set of conditions, and then really go to town on haggling over the 
          price or whatever.  But there are some more clever ones, like you can 
          pretend you’ve come to a breakpoint and say ‘I think we need a breathing 
          point to collect our thoughts’ or ‘We seem to have reached a stalemate 
          situation, perhaps we could meet again this afternoon.’ 
A: But all the time you’re actually quite happy with what’s on the table? 
B: Exactly. 

(Source: Adapted from Wallwork, 2001: 187) 
 
Task 2.4 
Directions: According to the conversation above, negotiation is full of jargon and 

      idioms.  Listen again and match the phrases in column A with the 
      definitions in column B. 
  A     B 
1.   hammer out the details  A.   where everyone is satisfied 
2.   win-win situation   B.   tactic 
3.   overlap of preference  C.   something for use in exchange 
4.   tradable (item)   D.   satisfactory compromise 
5.   happy medium   E.   elaborate the fine points 
6.   fallback option   F.   dispute and discuss terms 
7.   strike a hard bargain  G.   deadlock 
8.   ploy    H.   common ground 
9.   haggle over a price   I.   be a tough negotiator 
10. stalemate    J.   alternative kept in reserve 
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  Part 3: Reading  
 

Understanding different business cultures 
 Negotiation occurs when two or more people have different views and want 
different things, and try to reach an acceptable agreement.  For business negotiation,  
it is sometimes more difficult when negotiating with people from other cultures. 
Therefore, it is quite important to know information of business partners especially 
negotiating styles.  Being aware of cultural differences can make your business 
partners appreciate and that may lead to a successful negotiation.    

 
Task 3.1 
Directions: Read the passage about negotiating styles in different counties and  
                answer the following questions.  
 
Negotiating styles 
AUSTRALIA     Australians generally have an informal approach to business.   
                     Be direct and don’t go into too much detail.  Don’t try to impress 
                     Australians with your expert knowledge.  Before you begin business 
                     negotiations, spend some time making small talk.  
 
FINLAND        In Finland businesspeople often begin negotiating straightaway,  
                     without small talk.  Finns can be very quiet and there are often  
                     long silences in business meetings.  Look people in the eye when  
                     you are speaking to them.   
 
MALAYSIA      In Malaysia you should speak and behave quietly during business 
                     negotiations.  Always stay calm.  Leave plenty of time for someone  
                     to respond to a statement you make.  It is polite to leave a pause  
                     when someone has finished speaking.  
 
MEXICO         Personal friendships are important in business in Mexico.  Mexicans 
                     are looking for long-term relationships based on trust so you should 
                     spend some time building these relationships.  Mexicans often  
                     avoid saying ‘no’.  They sometimes say ‘maybe’ or ‘we’ll see’ 
                     when they actually mean ‘no’. 

Figure 5.2 Negotiating style 
(Source: Barnard & Cady, 2009: 77) 
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1. In which country do businesspeople often avoid small talk? 
___________________________________________________________________ 

2. In which country do businesspeople not like to say ‘no’? 
___________________________________________________________________ 

3. In which country do businesspeople usually communicate in an informal way? 
___________________________________________________________________ 

4. In which country do businesspeople avoid noisy behavior? 
___________________________________________________________________ 

 
Task 3.2 
Directions: This is an interview with an experienced international business negotiator 
                 talking about different styles of negotiating in international business  
                 situations.  Scan the interview and match up what is said about the  
                 various nationalities’ styles and what they do or what they are like in 
                 international negotiations. 
 
Interviewer: I’m talking to Jane Crockett who has spent many years negotiating 
                   for several well-known national and multinational companies.   
                   Hello, Jane. 
Crockett:     Hello. 
Interviewer:   Now, Jane, you’ve experienced and observed the negotiation 
                  strategies used by people from different countries and speakers of 
                   different languages.  So, before we come on to the differences,  
                  could I ask you to comment first of all on what such encounter 
                     have in common? 
Crockett:      OK, well, I’m just going to focus on the situations where people 
                     Speak English in international business situations. 
Interviewer: I see.  Now not everyone speaks English to the same degree of  
  proficiency.  So maybe that affects the situation? 
Crockett:    Yes, perhaps.  But that’s not always so significant.  Well, because,  

I mean, negotiations between business partners from different 
countries normally mean that we have negotiations between 
individuals who belong to distinct cultural traditions. 

Interviewer: Oh, I see. 
Crockett:    Well, every individual has a different way of performing various tasks 

in everyday life. 
Interviewer: Yes, but isn’t it the case that in business negotiation they must come 

together and work together, to a certain extent?  Doesn’t that level 



 
157 Chapter 5 Negotiation 

out the style of differences somewhat? 
Crockett:   Oh, I’m not so sure.  I mean, there are people in the so-called 

Western world who say that in the course of the past 30 or 40 years 
that a lot of things have changed a great deal globally.  And that as a 
consequence national differences have diminished or have got or 
have got fewer, giving way to some sort of international Americanized 
style. 

Interviewer: Yeah, I’ve heard that.  Now some people say that this Americanized  
  style has acted as a model for local patterns. 
Crockett:   Maybe it has, maybe it hasn’t.  Because, on the one hand, there 
                     does appear to be a fairly unified, even uniform style of doing 
                     business, with certain basic principles and preferences.  You know, 
                     like ‘time is money’.  But at the same time it is very important to 

remember that we all retain aspects of our national characteristics. 
But it is actually behavior that we’re talking about here. We  
shouldn’t be too quick to generalize that to national characteristics  
and stereotypes.  It’s doesn’t help much. 

Interviewer: Yeah, you mentioned Americanized style.  What is particular about 
                     the American style of business bargaining or negotiating? 
Crockett:   Well, I’ve noticed that, for example, when Americans negotiate with 

people from Brazil, the American negotiators make their points in a 
direct self-explanatory way.  While the Brazilians make points in a 
more indirect way.  Brazilian importers, for example, look the people 
they’re talking to straight in the eyes a lot.  They spend time on 
what for some people seems to be background information.  They 
seem to be more indirect.  An American conversation style, on the 
other hand, is far more like that of point-making: first point, second  
point, third point, and so on.  Now of course, this isn’t the only way 
in which one can negotiate.  And there’s absolutely no reason why 
this should be considered the best way to negotiate.     

Interviewer: Right.  Americans seem to have a different style, even from the 
                     British, don’t they? 
Crockett:   Exactly.  Which just shows how careful you must be about  
  generalizing.  I mean, how else can you explain how American 

negotiators are perceived as informal and sometimes much too 
open? 
For in British eyes, Americans are direct—even blunt.  And at the 
same time, for the British too, German negotiators can appear direct 
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and uncompromising in negotiations.  And yet if you experience 
Germans and Americans negotiating together it’s often the Americans 
who are being too blunt for the German negotiators. 

Interviewer: Fascinating.  So people from different European countries use a 
different style, do they? 

Crockett: That’s right.  I mean, another example which I’ve come across is the 
difference between Spaniards and Swedes in business negotiations. 
Now Spaniards tend to think of many North Europeans, such as  
Germans or Swedes as not being very outspoken—even to the point 
of being inhibited.  And you sometimes even hear remarks about  
Swedes not being able to engage in personal relationships, that sort 
of thing.  On the other hand, many North Europeans tend to think of 
Spaniards as pushy, or even aggressive.  Sometimes on a personal 
level, Spaniards tend to disapprove of what they interpret to be 
Swedish indirectness, even evasiveness.  Swedes are sometimes 
characterized by Spaniards as being distant or cold.  And not easy to 
get on with.  Or not easy to get into personal contact with.  And their 
behavior in business negotiations is seen as very impersonal.     

Interviewer: I’ve heard it said though that the British give this same impression to  
Spaniards.  

Crockett: Well, that’s true.  And yet in other contexts the British tend to give 
the impression of not following a particular line.  They try to sort of  
fit in with the way of a negotiation is going.  They’re sometimes seen 
as pragmatic and down to earth.  In contrast, say to French 
negotiators, who tend to have a more ordered and organized set of 
objectives, and when they make a contribution to the negotiation  
they do so from a rational and clearly defined position.  They don’t  
give the impression of wishing to move either from their opinion or  
their planned ‘route’.   

Interviewer: While the British are more flexible? 
Crockett: Um…I’m not sure about that.  In my experience they sometimes  
                     have the reputation of not always being fully prepared or of not 
                     being entirely clear what they want.  Or even sometimes holding 

negotiations up, when things could move forward more smoothly.  
Unlike, their German counterparts.  The Germans, well in my 
experience, usually tend to be very well prepared.  

Interviewer: Mmm…OK….so….what about the Japanese then?  I mean, is their 
                     style different from Europeans? 
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Crockett: Oh well, yes, of course.  Many Europeans note the extreme 
                     politeness of their Japanese counterparts.  The way they avoid giving 
                     the slightest offence, you know.  They’re also very reserved towards 

people they don’t know well.  At the first meetings, American 
colleagues have difficulties in finding the right approach sometimes.  
But then, when you meet them again, this initial impression tend to 
disappear.  But it is perhaps true to say that your average Japanese 
business person does choose his, or more rarely, her words very 
carefully. 

Interviewer: So whatever nationalities you’re dealing with, you need to 
                     Remember that different nationalities negotiate in different ways. 
Crockett: Well, it’s perhaps more helpful to bear in mind that different people 

behave and negotiate in different ways—and you shouldn’t assume 
that everyone will behave in the same way that you do. 

 
(Source: Adapted from Jones & Alexander, 1997: 140-141) 
 
Nationality  What they do/what they are like 
1. Americans  A. make points in an indirect way 
   B. look people straight in the eyes 
2. Brazilians  C. hold negotiations up 
   D. negotiate from a rational and clearly defined position 
3. British  E. choose their words very carefully 
   F. can appear direct and uncompromising 
4. Germans  G. are thought of as pushy, even aggressive 
   H. are pragmatic and down to earth 
5. Spaniards  I.  are ordered and organized 
   J. are informal and open 
6. Swedes  K. are indirect, even evasive 
   L. are extremely polite 
7. French  M. are distant 
   N. are direct, even blunt 
8. Japanese  O. make their points in a direct self-explanatory way 
   P. are very well prepared 
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Task 3.3 
Directions: Read the passage about preparing for negotiations and answer the  
       following questions for general understanding. 
 
            GTC’s senior management takes charge of negotiating as a decision-making 
process before each important contract is concluded by the company.  The 
company’s Vice-President for Marketing and Retailing, Mr. Danai Lertip, who is very 
experienced in management, has been investigating the results of major 
negotiations by the company during the past three years.  He realizes that careful 
negotiation is the key to a company’s success, and, very often, a few successful 
negotiations can bring in large profits and/or very profitable long-term contracts.  At 
GTC, the manager of each division is responsible for important business negotiations 
within his own division.  Each year, these managers are required by the 
management to undergo training or attend a seminar on how to prepare 
themselves for negotiations.  This year, Mr. Lertip himself is in charge of the training. 
           There are many factors to consider in order to prepare for negotiation; the 
following factors are essential: 

1. Establishing Objectives.  The objectives of negotiations should be 
Established beforehand.  However, making them too rigid might cause the 
negotiations to break down.  The objectives, then, should be set up with 
consideration of the opponent’s position, need, and strengths.  An effective goal in 
formulating objectives might very well be to keep them fluid so that expectations 
can change with the circumstances of the negotiations. 

2. Individual or Team Negotiation.  The depth of preparation and the 
number and kinds of people that make up a negotiating team depend on the 
importance of the negotiations, the difficulty involved, and the time available.   
In most instances, negotiating will be a team “operation” or “function” because a 
single negotiator will need help.  Whether it should be an individual negotiator or a 
negotiating team depends on the skills or functions that are needed. 

3. Issues.  Any element over which there is disagreement should be  
included in the negotiations issues.  The issues, then, are the items on which one 
side takes one position and the other side a different position. The issues should be 
as practical and as realistic as possible.  If they are unrealistic, people will make 
accusations which in turn will become issues (for example, that the seller’s price is 
too high) which are quite difficult to resolve.  More realistic issues can be raised by 
dividing the factors of cost into separate elements and then determining whether 
any of the elements can be verified as not actual and therefore able to be cut.  
Some negotiations have many issues, and some issues are broader than others.  
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Sometimes, with the solution of the broader, more important issues, some of the 
minor ones seem to disappear or be resolved. 

4. The Meeting Site.  The site where the negotiations take place can be in 
the negotiator’s own office, his home territory, or he can go to his opponent’s 
home ground.   There are advantages to each.  If the meeting is held in the 
negotiator’s own territory, he has the following advantages: 1) it enables him to get 
quick approval that may be necessary on issues that he did not anticipate; 2) it 
prevents the other side from concluding the negotiations prematurely and leaving, 
which it might do if it were in its own territory; 3) it gives the negotiator the 
psychological advantage of having the other side come to him; and 4) it saves him 
money and traveling time. 
           Going to the opposition’s home territory also has advantages: 1) the 
negotiator can devote his full time to the negotiations without the distractions that 
his own office may produce; 2) he can withhold information, starting that it is not 
immediately available; 3) he might have the option of going over his opponent’s 
head to someone in higher management; and 4) the burden of preparation is on 
the host negotiator who is not free from other duties.  The negotiators usually meet 
at either of these sites unless they decide to meet on neutral territory. 
 

(Source: Pokasamrit, 2004: 783-784) 
 

1. Why is negotiating important for NYC? 

___________________________________________________________________ 
2. What is the main objective of the training? 

___________________________________________________________________ 
3. Who is in charge of the training this year? 

___________________________________________________________________ 
4. Who participates in this training? 

___________________________________________________________________ 
5. How many factors are considered essential in the training? 

___________________________________________________________________ 
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Task 3.4 
Directions: Read the internal email below and answer the following questions. 
 
To: Karin; Frank; Mirja                                
From: Tasha 
Subject: Brainstorming before meeting with Jackson’s 

Dear all 
 
As you are all aware, we have to schedule a meeting with Jackson’s in order to 
negotiate a master agreement. 
 
To make sure we are prepared properly, we should have a brainstorming session to 
discuss the details, set up an agenda, and find a date for the actual negotiations. 
 
I propose we meet on 24 June, at 10.30 a.m.  Please let me know if the date and 
time are OK. 
   
Karin: Could you please do some calculations to enable us to set the price range 
within which we negotiate?  Additionally, we have to talk about acceptable delivery 
and payment terms.  The quotation was OK, but the terms need to be discussed. 
 
Frank: I require all the details of the quality report because we have to specify a 
standard level of quality in one of the contract clauses.  The proposal from 
Jackson’s shows a production time of ten working days plus transportation time.  
Please let me know the minimum delivery times to ensure continuous production. 
 
Mirja: You researched Jackson’s.  Would you please join us and give us some more 
detailed information on the company? 
 
I will chair the meeting, but I need someone to take the minutes.  Can you check 
your availability and let me know when we meet on the 24th? 
If you have any questions, please contact me. 
Regards. 

Susan 

Figure 5.3 Email 
(Source: Lafond, Vine & Welch, 2010: 6) 
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1. When does Tasha want to meet her team? 
___________________________________________________________________ 

2. Who should be at the brainstorming meeting? 
___________________________________________________________________ 

3. Why are they meeting with Jackson’s? 
___________________________________________________________________ 

4. What should Frank bring to the meeting? 
___________________________________________________________________ 

5. How long does it take to make the product? 
___________________________________________________________________ 

 
Task 3.5 
Directions: Complete the table with verb or noun form of each word using words 
                from the email in Task 3.2. 
 
Verb Noun  Verb Noun 
1. negotiating  to agree 11. 
to propose 2.  to meet 12. 
to calculate 3.  13. brainstorming 
4. delivery  14. specification 
to pay 5.  to produce 15. 
6. quotation  to transport 16. 
to discuss 7.  to inform 17. 
to require 8.  18. chairman 
 9. finding  to prepare 19. 
10. product  to arrange 20. 

 
International negotiations    
        When starting a negotiation with those you have never negotiated with before, 
what do you like to do?  Tomalin (2012: 80) suggested that the first thing you need 
to do when beginning a negotiation with a new customer or partner is to make your 
organization’s status clear to them.  The followings are eight steps which can be 
used to impress the person you are negotiating with. 

1. Introduce yourself: This includes explaining your own role in your 
organization. 

2. Explain the type of company: This includes saying where your 
organization is based and what it does. 
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3. Explain the core business: This includes describing the market sectors 
and your products or services in more detail. 

4. Explain the origins of the company: It is always interesting to potential 
partners if you give them some information about your company’s history 
and development. 

5. Explain the financial position: You can give your negotiating partner 
about the financial scale of your company without revealing any 
confidential information. 

6. Explain the importance: You can inform your partner where you stand in 
comparison to the competition in your market sectors. 

7. Describe the size of the operation: You can give some information 
about where you have branches, factories, offices and so on. 

8. Describe your client base: You can tell your partner about the kinds of 
companies and people you sell your products or services to. 

Task 3.6 
Directions: Check your understanding by reading the two negotiators introducing 

      themselves and their companies at the start of a negotiation.  Then 
      write the sentences that refer to the above eight advices for beginning  
      a negotiation. 

 

Negotiator 1 
First of all, before we get down to the negotiations, let me tell you a little bit about our 
company by way of an introduction.  We’re a food-processing company and I’m the 
European Sales Director.  We’re a family business and, in fact, the company was 
founded by my grandfather in the 1950s.  We specialize in meat products, mainly 
chicken and beef.  We have seven processing plants around Europe and we operate 
mainly in EMEA—that’s Europe, the Middle East and Africa—and we supply own-brand 
products and other branded products to the leading supermarket chains.  So that’s us.  
Can you tell us a little bit about you company before we begin? 

(Source: Tomalin, 2012: 139) 
 

 

 

 

 

 

 

Negotiator 2 
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To start, let me tell you a bit about the company.  We’re an engineering manufacturing 
business and our key business is supplying components to companies that build and 
install wind farms.  So it’s quite specialist.  And we’re the second largest energy 
company in our sector.  We were founded 30 years ago as an oil and gas company, 
specializing in offshore drilling components, but we moved into wind farm technology 
about ten years ago.  Last year we turned over 150 million dollars and this year we’re 
looking to increase revenues by 15 percent.  We have two manufacturing facilities, one 
in the UK and one in Korea. 

(Source: Tomalin, 2012: 139) 
 

1. Personal introduction 

Negotiator 1: _______________________________________________________ 

Negotiator 2: _______________________________________________________ 
2. Type of company 

Negotiator 1: _______________________________________________________ 

Negotiator 2: _______________________________________________________ 
3. Core business 

Negotiator 1: _______________________________________________________ 
Negotiator 2: _______________________________________________________ 

4. Origins 
Negotiator 1: _______________________________________________________ 

Negotiator 2: _______________________________________________________ 
5. Financial position 

Negotiator 1: _______________________________________________________ 
Negotiator 2: _______________________________________________________ 

6. Importance 
Negotiator 1: _______________________________________________________ 

Negotiator 2: _______________________________________________________ 
7. Size of operation 

Negotiator 1: _______________________________________________________ 
Negotiator 2: _______________________________________________________ 

8. Client base 
Negotiator 1: _______________________________________________________ 
Negotiator 2: _______________________________________________________ 
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Task 3.7 
Directions: Read the two negotiators introducing themselves and their companies at  
       the start of a negotiation again and complete the following sentences.  
Negotiator 1 

1. First of all, before we get ____________________to the negotiations, let me 

tell you a little bit about………. 

2. …..let me tell you a little bit about our company by way of an _____________ 

3. We’re a family business and, in fact, the company was _______________ by 

my grandfather in the 1950s. 

4. We specialize _______________ meat products, mainly chicken and beef. 

 
Negotiator 2 

5. To start, let me tell you a ________________about the company. 
6. …..we moved _________________wind farm technology about ten years ago. 
7. Last year we _________________over 150 million dollars…….. 
8. …….and this year we’re looking to ________________revenues by 15 percent. 

 
Task 3.8 
Directions: Complete these sentences with the given words. 
 
  specializing       turnover       leader       operate        customers       based 
 

 
1. We’re ___________________in China. 
2. We mainly _________________in Europe. 
3. We’re the market _______________for electric vehicles. 
4. Our ________________increased to $120 million last year. 
5. Our main _______________are hypermarkets. 
6. We’re a garment company, ___________________in manufacturing and 

trading all types of cotton fabrics. 
 

Negotiation stages 
 In international business, there are different types of business negotiations, 
negotiation styles and negotiation situations.  (Jones & Alexander, 1997: 98).  As a 
result, in order to reach the final agreement, it is essential to understand what 
phrase you are in the negotiation and also the other person’s position and where 
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they are in the negotiation.  According to Tomalin (2012: 84), five stages approach of 
negotiation can be described as follows: 
 Stage 1 Prepare 
 This stage is when you figure out what you want and what your priorities are. 
In this stage each side explains his position.  Both parties explain market needs and 
say what you and the other side expect from the negotiation. 
 Stage 2 Explore 
 This stage is when you try to find out what the other side or the customer 
wants.  You also say what you want but you don’t say yet what the final conditions 
are.  In this stage each side discuss the other’s situation.  Both of you ask questions 
to find out more about what the other person expects. 
 Stage 3 Propose 
 This is the stage that one or both sides make specific initial proposals.  In this 
stage you suggest some of the things you could trade or what you might be prepared 
to trade, offer or accept.  Develop your proposals in the form of if....then…..   
You should be patient and listen to the other side’s proposals. 

Stage 4 Bargain 
 This is when both sides bargain about what you and the other side can offer 
and may accept.  Both sides ask the other negotiator for concessions and try to agree 
on terms. 

Stage 5 Agree 
This is the stage you want to arrive at.  In this stage you hear a ‘buying signal’,  

which is a phrase that tells you the other side is ready to agree. 
  

Generally in negotiation both parties are interested in reaching an agreement 
in which both sides satisfy the needs of all parties.  This collaborative approach to 
negotiation is called a ‘win-win situation’.  (Adler & Elmhorst, 2005:157).  For this 
approach both sides take away something positive from the deal.  However, conflicts 
can occur in business negotiations.  Negotiations never follow the five stages process 
as mentioned exactly.  Negotiators usually raise a new point and that can lead them 
go from the bargain stage and back to prepare or explore stage.   With respect to 
Tomalin (2012: 84), it is recommended that the negotiators’ task is to recognize any 
stage changes and be able to respond to them when you are negotiating.  
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Task 3.9 
Directions: Read the extracts from a negotiation and identify the stages of the  
                negotiation.  Then compare and discuss with your partner. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

 
 
 
 
 

Figure 5.4 Extracts from a negotiation 
(Source: Adapted from Tomalin, 2012: 139) 

 
Negotiation  Stage 

 Extract 1  __________________________ 
 Extract 2  __________________________ 
 Extract 3  __________________________ 
 Extract 4  __________________________ 
 Extract 5  __________________________ 
 
 

Extract 1 

I’m suggesting that we share the equity in the joint venture 60:40 in our favor.   
The reason for this is we have to keep ownership and control of our core 
products.   

Extract 2 

First of all, let me outline in general terms of our needs.  Our situation is that 
we’re looking for a partner who can help us expand into the North American 
market with our products. 

Extract 3 

So what you’re saying is that you think you can help us in the US and Canada 
but that we might be better placed finding another partner for Mexico.  Am I 
right in thinking this?  Is this what you’re saying? 

Extract 4 

So if we covered the costs of setting up the office in your building, you would 
be willing to give us the space rent free for the first 12 months? 

Extract 5 

I think we can agree to those terms.  We need to get our lawyers to draw up a 
contract and then go over the details.  Let’s proceed along those lines.  
Excellent.    
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Task 3.10 
Directions: Read the extracts again and complete these sentences. 

1. First of all, let me ________________in general terms of our needs.  
2. Is that what you’re ________________? 

3. I’m _________________that we share the equity in the joint venture 60:40 in 
our favor.    

4. So ________________we covered the costs of setting up the office in your 
building, you would be willing to give us the space rent free……… 

5. I think we can __________________to those terms.   

 
Preparing and exploring 

In negotiation before you approach the prepare and explore stages, Tomalin  
(2012: 89) emphasized that there are four important things you need to determine 
before you present your position which can be described as follows: 

1. Know what you want to have 
     These include your ‘must-haves’, which are essential aspects or outcome 

for your party in the negotiation.  Normally, there are only one or two in each 
negotiation.  However, they are a must.  You must achieve these items in order that 
your negotiation is successful.  

2. What you must have 
They are your minimum requirements, which refer to something that are  

less essential, but still important in the negotiation.  You prepare to be flexible with 
respect to these items or a few ‘give-aways’ that you can offer if you need to.   

3. Your BATNA 
This is your Best Alternative To a Negotiated Agreement, which means 

that you know what you will do if you do not reach an agreement.  If you can’t get 
what you want, your BATNA is your second option. 

4. Your ‘walk-away’ point 
This is the point where you have to stop negotiating.  It is similar to your  

minimum requirements. 
At the prepare stage there are three things you do: 

1. Agree the procedures of the negotiation. 
2. Explain your objectives. 
3. Explain your market and the opportunities you see. 

And you ask your partner to do the same. 
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At the explore stage there are three things you do: 
1. Question your partner. 
2. Ask for clarification of things you don’t understand 
3. Check you have understood your partner’s position correctly. 

In the prepare stage there are three points to remember: 
1. Establish rapport 
2. Agree the agenda. 
3. Say in general terms what you want to achieve and ask what the 

other side wants to achieve. 
In the explore stage, it is about asking questions and clarifying the other 

side’s position.  There are three important objectives: 
1. It creates a dialogue. 
2. It helps you find out about the other negotiator’s preferences. 
3. It helps you find out their priorities, and their entry points and exit 

points.   
The entry point is the start of a negotiation while the exit point is the point 

where the other side stops negotiating, the ‘wallk-away’ point. 
In the explore stage there are two skills you need: 

1. how to listen   
2. how to ask questions 

Task 3.11 
Directions: This is a negotiation between two company representatives.  Donna 
           represents a company that is supplying products to Nick’s company.  
               Read the negotiation and answer these questions. 
Donna:  So, let’s kick off.  Let’s agree the agenda first. 
Nick:  Good idea. 
Donna:  What are the key points for you? 
Nick:  Well, product specification, price and delivery.  Oh, and, of course,  
  next steps. 
Donna:  That’s fine with me.  And how do you want to proceed? 
Nick:  I think the best procedures is to state our positions for both of us, 

discuss and see what we agree on.  What do you think about that? 
Donna:  I’m happy with that.  Shall I start? 
Nick:  Go ahead. 
Donna:  So, first of all, product specification.  We see ourselves as a provider  
  that does not compromise on quality.  But quality comes at a price. 
Nick:  So, could you say a bit more about that? 
Donna:  Yes, of course.  Do you feel your customers will pay higher prices  
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                     for top quality product or do they want a range of products at  
                     different prices? 
Nick:  What we’d like to achieve is a win-win situation for our customers,  
                     top quality at top price for those who can afford them but a range 
                     of prices for customers who want cheaper options.  My question is: 
                     can you provide that?   
Donna:  As I said, top quality product and service comes at a cost. 
Nick:  So, what you’re saying is this: you can provide us with top quality  
  product and service but it will be at a premium price.  We still need  
  to discuss that price and the delivery system. 
Donna:  Well, shall we move on to price? 
Nick:  Yes, please go on. 

(Source: Adapted from Tomalin, 2012: 139-140) 
 

1. Who states the key points for negotiation? 
___________________________________________________________________ 

2. How many key points are there for negotiation? 
___________________________________________________________________ 
 

3. What is the first point for negotiation? 
__________________________________________________________________ 

4. What is the second point for negotiation? 
__________________________________________________________________ 

5. Who suggests they move on to second point for negotiation? 
__________________________________________________________________ 

 
Task 3.12 
Directions: Complete these sentences according to the negotiation. 

1. So, let’s kick ____________________. 
2. Let’s _____________________the agenda first. 
3. And how do you want to ____________________? 
4. _________________I start? 
5. So could you day a _________________more about that? 
6. What we’d like to ___________________is a win-win situation for our 

customers. 
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Study this situation, at the beginning of a negotiation.  Negotiator A sells a 
high-priced luxury product.  Negotiator B, a supplier, wants him to sell a range of 
products at different prices.   

Negotiator A: Thank you for coming.  Let’s kick off, shall we?  Shall we start  
  by agreeing the agenda? (Fix the agenda) 
Negotiator B:  That’s fine with me.  Those are the points I wanted to cover. 
Negotiator A: Fine.  What procedure would you like to follow?  

(Agree a procedure) 
 Negotiator B: Well, if it’s OK with you, let’s both state our positions and  
   them we can start to discuss them. 

Negotiator A: OK.  Would you like to start?  
Negotiator B: Well, as I see it, the main issue we need to address is price. 

We need a range of cheaper products. (State your aims) 
Negotiator A: If I understand you correctly, you want us to expand our 

catalogue and offer cheaper products.  Is that right? 
(Use questions) 

Negotiator B: Basically, yes.  I think it will create a far more attractive sales 
proposition for you. 

 Negotiator A: Mmm.  Our organization has built up its reputation by word of 
mouth.  This is because we have a reputation for high quality 
and our customers are prepared to pay a premium price for it. 

Negotiator B: So what you’re saying is high quality, high price is good. 
(Summarize) 

 Negotiator A: Yes, that’s right.  The market for luxury products is still  
   expanding and we don’t see a need to change strategy at this 

point. 
Negotiator B: And you don’t think the situation will change?  

(Use questions) 
Negotiator A: That’s not what I mean.  If the market changes, we might 

consider new product ranges and a different pricing strategy.   
But we won’t do that yet. 

Negotiator B: OK.  So let’s move on to point two on the agenda.  
 (Source: Adapted from Tomalin, 2012: 91) 
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Proposing and bargaining 
 In negotiation, the prepare and explore stages are followed by the propose 
and bargain stages.  At the propose stage you make an offer to the other negotiator.  
During this stage, Tomalin (2012: 92) suggested four rules that the negotiator needs 
to do: 
 Rule 1: Make your initial proposals on the basis of what you agreed in the 
explore stage. 
 Rule 2: Allow the other side to make counter-proposals. 
 Rule 3: Sell the benefits of the proposal to the other side. 
 Rule 4: Explain the benefits of the proposal for you. 

After proposing, the next step, at the bargain stage you discuss with other 
negotiator to find the best solution for both of you.  Regarding Tomalin (2012: 92), in 
a street market this usually means finding the lowest acceptable price, which is 
called haggling process.  However, bargaining depends on conditions (If you do this, 
we will do this).  In order to be successful in bargaining there are rules to follow as 
well as: 

Rule 1: Always make an offer with a condition. 
Rule 2: Never give something for nothing. 
Rule 3: If you don’t like the condition, propose a counter-bargain. 
Rule 4: Don’t argue, question. 
Rule 5: Always confirm what you have agreed before you address issues you 

don’t agree on. 
 One important thing the negotiator needs to remember is that nothing is 
agreed until everything is agreed.  This means that you make agreement provisional 
until the end of the negotiation.  
 
Task 3.13 
Directions: Read a negotiation between Caroline, the supplier, and Pete, the 
               customer.  Then answer the following questions.  
 
Caroline: So, let me make a proposal.  Would you be prepared to make a 
                     trial order?  It would be a good way to test the market.  
Pete:  In principle we could consider that.  But it would depend on price 

and on the possibility of sale or return. 
Caroline: We could offer you 1,000 units at list price but we’d be prepared to 

offer them on sale or return.  How do you respond to this? 
Pete:  Let me make another proposal.  We will take 500 units as a trial  
                     order, but we will feature it as a star buy on our website at  
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                     premium price.  We would pay list price on a sale or return basis. 
Caroline: What would you say if we offered you a 25 percent discount if you 

took 1,000 units? 
Pete:  Yes, we could do that as an introductory offer. 
Caroline: OK.  Good.  So we’ll take 1,000 units at 25 percent discount on our  
  normal price.  Now, do we have any flexibility on delivery? 
Pete:  No, none at all.  If we want to provide excellent customer service,       
                     The customer must know the delivery time the moment he or she 
                     signs on the dotted line.  Delivery on demand is a key promise of 
                     our service. 
Caroline: We don’t expect any problems but, if there is a problem, we offer  
                     a no-questions-asked refund. 
Pete:  I’m afraid that’s not good enough.  Delivery is a key part of our  
  service.  We must respect that.  If you can’t deliver, then we must  
  have a help desk with a real person answering the phone to help 
                     with any problems. 
Caroline: OK, we have a dedicated helpline and we can provide that service. 

Now, what about payment? 
Pete:  All our contracts are signed on one basis, 90 days’ payment.  We 

would expect to do that with you. 
Caroline: Let me make a counter-proposal.  We prefer to work on 60 days. 
Pete:  I’m sorry.  All our contracts work on 90 days and we pay on time.  
                     I’m afraid that is non-negotiable. 

(Source: Adapted from Tomalin, 2012: 141) 
 

1. Who makes which proposal?  Caroline or Pete? 
______________Trial order of 1,000 units at list price and on sale or return  
______________Trial order of 500 units at list price and on sale or return 
______________Trial order of 1,000 units at 25% discount 

2. Which proposal is agreed? 
___________________________________________________________________ 

3. Which negotiating points is Pete flexible or inflexible on?  
Point     Flexible  Inflexible 
product volume                            __________                __________ 
price             __________                __________ 
delivery            __________                __________ 
a no-questions-asked refund           __________                __________ 
payment terms                             __________                __________ 
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Task 3.14 
Directions: Complete the missing parts based on the negotiation in Task 3.13. 

1. So, let me make a ________________________. 
2. Would you be prepared to make a ___________________order. 
3. In ____________________we could consider that. 
4. We could ____________________you 1,000 units at list price. 
5. What would you say _____________________we offered you a 25% discount? 
6. Do we have any ________________________on delivery? 
7. Let me make a ________________________. 
8. I’m afraid that is ____________________________.  

     

Closing the negotiation 
 Agreeing is the last stage of a negotiation.  However, before closing the 
negotiation agreeing can be very difficult, especially if you are negotiating with 
uncooperative negotiator.  There are three alternatives if you have not reached an 
agreement at the end of the negotiation. (Tomalin, 2012: 97) 

1. Concede: agree to demands made by the other side. 
2. Compromise: make small concessions and hope for concessions from 

the other side. 
3. Walk away: withdraw from the negotiation. 

These techniques can also be used to help reach agreement. 
1. Propose acceptable concessions to both sides. 
2. Agree to split the difference between both sides. 

(agree to move to a central agreed position between both sides)  
3. Offer a few alternatives. 
4. Introduce new incentive proposals. 
5. Have a adjournment if there is a stalemate. 

During the agree stage these are what a negotiator should do: 
1. Record any agreements: make sure to record everything to avoid 

misunderstanding or disagreement. 
2. Do not ignore detail: if the detail is not in the agreement, it may 

                          not be done.  
3. Be confident but not aggressive: other negotiator may be your 

partner for a long time in the future, so always be supportive of 
the other person if you are concluding a negotiation. 
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Task 3.15 
Directions: Read a negotiation and write sentence/sentences that refer to the above 
               five techniques to reach agreement.  Then consider which techniques are 

    successful or unsuccessful in this case? 
 
Karl: Shall we check what we’ve agreed? 
Annie: OK.  So we’ve agreed to create for you a specially adapted version of the 

product that you can sell to your clients under your own name. 
Karl: That’s correct. 
Annie: We’ve agreed on price and delivery.  The outstanding issues we face is 
           how to pay for the adaptation.  This is a development cost that we 
           normally pass on to the client. 
Karl: I’m sorry, I can’t agree to that.  We’re introducing your product to a new  
 market at a premium price and we’re asking for some small changes to 
          make the product more saleable in our market, such as translation of the 
 documentation, minor changes to the specification and rebranding.  We 
          don’t expect to pay for that. 
Annie: But if we agree to pay for the change in branding and you pay for the 

translation and changes to the specification, will that be acceptable? 
Karl: Absolutely not, I’m afraid.  The branding is a low-cost item.  You’re simply  
 taking off your brand and putting on ours.  Translation and changing the 

specification will cost more. 
Annie: OK.  Suppose we agree to split the difference? Share costs on translation, 

adaptation and branding?   
Karl: My board won’t like it.  They expect you to pay any development costs to 

adapt the product. 
Annie: Right.  Well, as I see it, we have two alternatives.  We can sell you the 
          existing product with our brand on it or we can rebrand and adapt it and 
          do the translation for you, and share costs.  The problem for the first 
          solution is that it will mean a much smaller market. 
Karl:    Let me make another suggestion.  Give us the existing version as it is.   
          We will do the translation and brand it for our market.  We will absorb the 
          cost as an internal overhead and we will give you final approval on product 
          quality.  That way we can control costs and you still have quality control.   
          I think I can sell that to my board. 
Annie: What about changes to the specification? 
Karl: We’ll launch the version of the product without those and see how things 
           go.  We can come back and do that if it’s a success. 
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Annie: That might work.  Let’s take a break and think about it, and then discuss it 
           in more detail when we get back to the table. 

……………………..[pause]………………………… 
Annie: Good news.  I’ve talked to my board and they’ve approved your proposal. 

So I think we can proceed along the lines you suggested. 
Karl: Just so we’re clear.  You will give us the existing product.  We will do the 

translation and branding for our market and you will have final quality 
control.  Does that cover it? 

Annie: Pretty much.  I think we have a deal. 
(Source: Adapted from Tomalin, 2012: 142) 
 

1. Propose a concession. 
___________________________________________________________________
___________________________________________________________________ 
___________________________________________________________________ 
___________________________________________________________________ 

2. Agree to split the difference. 
___________________________________________________________________
___________________________________________________________________ 
___________________________________________________________________ 
___________________________________________________________________ 
 

3. Offer two alternatives. 
___________________________________________________________________
___________________________________________________________________ 
___________________________________________________________________ 
___________________________________________________________________ 

4. Introduce a new idea. 
___________________________________________________________________
___________________________________________________________________ 
___________________________________________________________________ 
___________________________________________________________________ 

5. Take a break and reconvene. 
___________________________________________________________________
___________________________________________________________________ 
___________________________________________________________________ 
___________________________________________________________________ 
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           Technique   Successful/Unsuccessful 
1. Propose a concession  ______________________ 
2. Agree to split the difference ______________________ 
3. Offer two alternatives  ______________________ 
4. Introduce a new idea.  ______________________ 

5. Take a break and reconvene ______________________ 
 

 

  Part 4 Language Focus 
 

Conditionals 
First conditional 
When we talk about the results of future events that are reasonably likely, we can 
use an if sentence.  The if clause states the condition, and the other clause states 
the result.  In negotiation we use the first conditional in bargaining to reach 
agreement on a point. 
 

Condition   Result 
If + present tenses  will + bare infinitive 
If you increase your order, we’ll lower the price. 

 
 
The if clause can come in the first part of the sentence or the second: 
If you make a large first order, we’ll give you a discount. 
We’ll give you a discount if you make a large first order. 
 
Common mistakes: We do not use will in the if part of the sentence: 
wrong:   If nothing will go wrong, we will sign the deal tomorrow. 
right:  If nothing goes wrong, we will sign the deal  tomorrow. 
 
Variations 
We can use the imperative, or a modal verb, instead of will + infinitive: 
Imperative: If Mr. Lucus comes in, get him to sign that contract. 
Modal:  If we sign the contract today, we can start production at the end of 

this month. 
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We can use the present continuous or the present perfect in the if clause: 
Present continuous: If we are considering to make a large order, we will give you  

a discount. 
Present perfect:      If you have placed the order, the goods will arrive in ten days. 
 
If and unless 
Unless means the same as if….not.  It always refers to the conditional part of the 
sentence and not the result part of the sentence:  
 If sales don’t improve soon,  we’ll have to cut production. 
    (condition)   (result) 
 Unless sales improve soon,  we’ll have to cut production. 
   (condition)   (result) 
 
We usually use not + unless, which means only…….if, when we want to wmphasize 
a condition: 

We will only be able to work on that if you can give us a discount. 
We won’t be able to work on that unless you can give us a discount. 

 
In case and so that 
We use in case to talk about orecautions and safety measures we will take before a 
problem happens.  These precautions, however, will not prevent the problem from 
happening. 
  I’ll reserve the meeting room from 1.00 p.m.- 6 p.m. in case the meeting  
 goes on a long time. 

(I’ll reserve the room for 6 hours to be on the safe side—the meeting may ot 
may not go on for a long time.)  
 
We use so that to talk about the purpose of a decision or a safety measure.  Usually 
these safety measures are designed to achieve a benefit of some kind or to prevent 
a problem from happening in the first place. 
 I’ll reserve the meeting room from 1.00 p.m.- 3 p.m. so that the meeting  
 doesn’t go on for a long time. 

(We will only have the room for two hours.  That will prevent the meeting 
from going on for a long time—we will have to stop at 3.00 p.m.) 
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Provided that and as long as, etc. 
We can use provided that/providing, as long as, and so long as when we want to 
emphasize a condition.  These mean if and only if. 
 I will sign this contract provided that you guarantee me a commission rate 

of 10%. 
(I will not sign it if you do not give me this guarantee.) 

 The agreement will be successful as long as we all stay together. 
 (It will only succeed if we all stay together.) 
Providing and so long as mean the same as provided that and as long as, but 
they are a little less formal.   
Note that we use the same sentence pattern as with other if sentences. 
 
Whether and if 
We use whether immediately before infinitives, and if at beginning of clauses that 
contain an alternative.  In other cases either whether or if can be used. 
 We can’t decide whether to sell or not. 
 We can’t decide if/whether this is the right moment to sell or not. 
 Whether you reduce the price or not at this stage it makes no difference. 
 If you reduce the price, we will accept your offer.  
 
Second conditional 
While the first conditional describes situations that are possible and likely to happen, 
we use the second conditional for hypothetical situations regarding the present, and 
for tentative concessions.  The second conditional is formed by using if + past tense 
and would (’d) + bare infinitive: 
 If + past tense    would/’d + infinitive 
 If we accepted these conditions, we wouldn’t make any money at all. 
Third conditional 
Whereas the second conditional may refer to situations that could change in the 
future, the third conditional refers to hypothetical situations that regard the past and 
as such cannot be changed now.  When we use the third conditional we are 
imagining a situation that is opposite of what happened.   
 If + past perfect   would have + past participle 
 If we had offered large quantity discounts, we would have won the order. 

(but we didn’t) 
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Task 4.1 
Directions: Match the first part of each sentence in column A with the right part in 

      column B. 
  A     B 
_____1. If we pay them immediately  A. if you give us a discount. 
_____2. Unless we pay them immediately B. they will take legal action. 
_____3. If sales improve dramarically  C. if you agree to their demands. 
_____4. Unless sales improve dramatically D. unless you agree to their demands. 
_____5. We won’t accept the agreement E. they will not take legal action. 
_____6. We will accept the agreement F. we will make a loss this year. 
_____7. My board won’t accept that  G. we will not make a loss this year. 
_____8. My board will accept that  H. unless you give us a discount. 
 
Task 4.2 
Directions: Rewrite the following sentences using unless. 

1. We won’t get that contract if we don’t improve our offer. 
___________________________________________________________________ 

2. We will sign the deal tomorrow if nothing goes wrong. 
___________________________________________________________________ 

3. If you don’t lower the price, I’m afraid we won’t be able to do business with you. 
___________________________________________________________________ 

4. If demand doesn’t increase soon, we are going to have a bad year. 
___________________________________________________________________ 

5. If you agree to this, I will offer you a discount. 
___________________________________________________________________ 

 
Task 4.3 
Directions: Fill in the blanks with in case or so that in each of the following sentences. 

1. Keep the insurance documents safe _____________we need to make a claim. 
2. I’m going to hold a meeting _____________everyone can say what they think. 
3. I’ll send you a fax _____________you get all the information you need today. 
4. I’ll keep my mobile phone turned on _____________you call and need help. 
5. Let’s take a break ____________you need more time to think about that. 
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Task 4.4 
Directions: Choose the best option from the words in italics for each sentence. 

1. So long as/Unless we continue to order in bulk, they will go on giving us fress 
delivery. 

2. The banks will support us unless/as long as the company is profitable. 
3. We’ll sign the contract today provided that/unless there aren’t any last 

minute problems.  
4. I won’t call you unless/providing I have a problem I can’t deal with. 
5. We will be able to start this project in three months as long as/unless the 

board think it is a good idea. 
 

   Part 5 Writing 
 
Task 5.1 
Directions: Write a script to prepare for introducing yourself and your company at  
       the start of a negotiation using the advices you have learnt in this 

      chapter. 
 

_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
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_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                          
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                          
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                          
________________________________________________________________________ 
________________________________________________________________________ 
________________________________________________________________________ 
________________________________________________________________________ 
________________________________________________________________________ 
________________________________________________________________________ 
________________________________________________________________________ 
________________________________________________________________________ 
________________________________________________________________________ 
________________________________________________________________________ 
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Generally, before approaching a negotiation, a negotiator sometimes needs to 
write a letter or email to introduce himself to a potential new customer.   
 
Task 5.2 
Directions: Read the letter of introduction and answer the following questions. 
 
Dear _________________, 
 
Congratulations on your jount venture wirh Abu Dhabi construction authority.  I notice that 
you will be responsible for supplying aircraft hangers and terminal buildings and I believe my 
company may be able to help. 
 
We are manufacturers and suppliers of high-grade industrial paint.  It is specially prepared 
paint which is designed to look good and resist wear and tear for a period of two years before 
any repainting is needed. 
 
We are a family company based in the UK with our own manufacturing plant and we have 
been in business since 1987 and have supplied high-grade industrial paint to construction 
projects all over the world. 
 
We have supplied paint to the Lantau Island airport construction project in Hong Kong, 
Terminal 5 at Heathrow Airport in the UK and railway terminal projects, such as Birmingham 
New Street station in the UK as well as the 2012 London Games Olympic Stadium. 
 
Our service includes producing industrial paint to your technical specification, in the colours 
you require and delivery to your construction site, all at a reasonable price. 
 
If you are looking for a contractor to provide paint supplies, we would be delighted to assist.   
I attach details of our services.  As a first step, perhaps I could call you on receipt of this letter 
to discuss your requirements. 
 
Yours sincerely, 
James Thompson 
 
Sales Director 
Industrial Paints  

Figure 5.5 Letter of introduction 
(Source: Tomalin, 2012: 110) 
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1. What is the reason for the letter? 
___________________________________________________________________
___________________________________________________________________
__________________________________________________________________ 

2. What kind of company does the supplier represent? 
___________________________________________________________________
___________________________________________________________________
__________________________________________________________________ 

3. What can the company offer the customer? 
___________________________________________________________________
___________________________________________________________________
__________________________________________________________________ 

4. What is the supplier’s track record? 
___________________________________________________________________
___________________________________________________________________
__________________________________________________________________ 

5. What are the next steps? 
___________________________________________________________________
___________________________________________________________________
__________________________________________________________________ 

 
Task 5.3 
Directions: Imagine a situation in your own business and write your own letter of 
                introduction using the letter in Task 5.2 as a model and information you 
                have done in Task 5.1. 
 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
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_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
________________________________________________________________________ 
________________________________________________________________________ 
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   Part 6 Speaking Practice 
 

In this part, phrases and expressions that a negotiator usually uses during 
each stage of a negotiation are presented. 

When beginning a negotiation, the followings can be used: 
Welcoming and establishing a rapport 
 I would like to welcome you to …………………… 
 It is my pleasure to welcome you to…………….. 
 
Introducing yourself 
 I’m the European sales director. 
 I’m a shipping operations manager. 
 
Explaining the type of company 
 We’re family business based in Paris. 
 We’re a multinational travel company with our headquarters in Seattle.  
 
Explaining the core business  
 We’re an international logistics company, specializing in all kinds of 

logistics operations. 
We’re a software company, specializing in business software.  

  
Explaining the origins of the company 

  The corporation started in 1977 as a food processing company. 
  The company was founded by my great grandfather 60 years ago.  

 
Explaining the financial position 
 We have a $5 billion turnover. 
 Our last year’s turnover was $120 million. 
 
Explaining the importance 
 We’re among the top 10 largest publishers in the United States. 
 We’re the market leader in automobile industry. 
 
Describing the size of the operation 

We have branches in over 30 countries. 
We operate mainly in Asia and Australia.  
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Describing your client base 
 We sell to major convenient stores all over the world. 
 Our key customers are the leading hotels in Europe. 

 During each stage of negotiation, these phrases can be used: 
 Stage 1 Preparing 

The way we see things the market is expanding. 
The key issue in our market is quality product. 
What we want to achieve is quality, price and delivery. 
Our situation is that we are very careful about investing. 
The problem we face is how to source quality product at a  
reasonable price. 

 
Stage 2 Exploring 

  Could you tell me what you think about the competition? 
  How do you fell about the products currently on the market? 
  How do you think you can have quality and reasonable prices? 

 
Stage 3 Proposing 
 I suggest/propose we do this.  

  I’m proposing we do this. 
  I propose we start small and grow the business step by step. 
  How about offering a low price but for a bulk order? 
  Would it be possible if we rebrand as our product? 
  How do you feel about putting in a trail order to test the product? 

 
Stage 4 Bargaining 
 If we lower the price, will you increase your order? 

If we make a large first order, will you give us a discount? 
  If you can’t agree to this, we’ll have to withdraw our offer. 
  We might be able to work on that if you could give us a discount. 
  If you agree to this, we are ready to sign an agreement. 
  We are ready to accept your offer; however, there would be one  
  condition. 

 
Stage 5 Agreeing 
 I think we have reached an agreement. 
 Let’s agree on that. 
 That sounds reasonable. 
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 I can agree to that. 
 I’m comfortable with that. 
 This agreement is acceptable to us. 
 I think we can proceed along these lines. 
These are example phrases used in preparing and exploring during 

negotiations: 
Fixing the agenda 
 Let’s start by having a look at the agenda. 
 Before we begin, shall we have a look at the main points on the 

agenda. 
 Shall we have a look at the main points for today’s discussion? 
 Let’s start by agreeing the main points we want to cover. 
 What are the main points you want to raise? 

  
Agreeing a procedure 

  How do you want to proceed? 
  

Stating your aims 
  What we want to achieve is a win-win solution. 
  My aim is to clarify the situation so we can see the way forward and 

plan the next steps. 
  

Listening positively 
  That’s interesting. 
  Yes, please go on. 
  

Using questions 
  Could you say a little more about that? 
  I’m not sure I understand your position.  Could you please tell me  
  again how you fell about ……………….? 
  If I understand correctly, you are concerned about on-time delivery.   
  Is that right? 
  

Summarizing 
  So what you are saying is ………………… 
  So let me summarize what we’ve agreed. 
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During proposing and bargaining these sentences can be used. 
Making a proposal 
 Let me make a proposal. 
 We suggest we do this. 
 We propose we do this. 
 I recommend that…………….. 
 
Inviting counter-proposals 

  How do you think of this proposal? 
How do you respond to this? 

  How do you feel about that? 
What are your views on this proposal? 

  Do you have any suggestions for……………? 
  Would you like to suggest a course of action for ………………? 
 Selling the benefits 
  This is a very good offer.  
  This will give you a higher profile in your market. 
  This will help you maximize your business. 
  

Explaining the benefits 
  Working together will enhance our profitability. 
  The advantages from our point of view are……. 
  This relationship will help our companies achieve………………. 
  

Making an offer with condition 
  If I order 2,000 units, what discount would you offer? 
  If you could manage this, I could agree that. 
  If you can agree to this, I can offer you a discount. 
  If you think you can agree on this, we could offer you a discount. 
  If you could give us a discount, we might be able to work on that. 
  
 Disagreeing 
  I’m afraid we couldn’t agree to that. 
  That is not how we see it. 
  I would prefer……………….. 
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Dealing with disagreement or deadlock 
 Can you offer any alternatives? 
 Can you offer us any other possibility? 
 Could the problems be solved by……? 
  
Proposing a counter-bargain 

  Let me make a counter-proposal. 
Could I suggest an alternative proposal? 

 I would like to suggest a solution.  
I think the best way is to ………………. 
 

 Clarifying arguments 
  Let me make sure I got your point. 
  Please explain to me once more why you feel that. 
  Could you explain how you reached that decision? 
  Could you please tell me again how you feel about that? 
  
 Confirming arguments 
  Let’s confirm what we have agreed. 
  Let’s summarize what we have agreed. 
  Let me summarize what we agree so far. 
  I would like to summarize as follows……. 
 When closing the negotiation, a negotiator can use the following sentences.  
 Recording any agreements 
  Shall we check what we’ve agreed? 
  Shall we try to sum up what we’ve agreed so far? 
  Let’s look at the main points of our discussion. 
  Let’s note what we decided to do. 
  What are the main points that we’ve agreed? 
  

Clarifying  
  I just want to clarify one or two things….. 
  I just need to make sure I got this part straight. 
  I’m sorry I’m not clear what you mean by……………. 
   Could you just explain about…………? 
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Reviewing alternatives  
  An alternative might be……………. 
  As I see it, there are two alternatives. 
  I can see no alternative to this course of action. 
  

Introducing a new idea 
  Could I suggest a solution? 
  Could I suggest a way of resolving this situation? 
  Let me make another suggestion. 
  

Checking details 
  Let me make sure with some details. 
  Can I check some details? 
  Could you clarify what you mean? 
  Could you explain that, please? 
  

Being positive 
  I’m sure we can come to a successful agreement. 
  We’re nearly there. 
  Let’s take a break and think about it. 
  

Agreeing  
  I agree with this agreement. 
  We agree to go ahead. 
  I think our agreement is acceptable. 
  I think we have a deal. 
  That’s a deal then.  
  

Bringing negotiations to a close by expressing deadlines 
  We would be grateful if you could implement this by/withing………. 
   We should come to a decision by/within……………. 
  You will be hearing from us by………………. 
  
 Closing discussion 
  Thank you for coming. 
  Thank you for a productive discussion. 
  We are very much looking forward to …………………….. 
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Task 6.1 
Directions: Present your company to the class or ask your partner to listen to and 

      comment on it using the script in Task 5.1 as a guideline.  
 

 

   Part 7 Glossary of Vocabulary 
 
adjournment (n.)  postponement, a temporary stopping of a trial, enquiry
    on other meeting 
agreement (n.)   a negotiated and typically binding arrangement 

between parties as to a course of action 
alternative (n.)   a choice that could be better than the present 

situation, other option  
arbitration (n.)   a process to resolve a dispute between negotiating 

parties who have reached a deadlock in their 
negotiation 

bargain (v.) (n.)   (v.) to discussion the conditions of an agreement, try to 
change a person’s mind by using various tactics 

    (n.) products being sold for a really good price 
BATNA (abbrev.)  Best Alternative To a Negotiated Agreement: consider 

what is the best that could happen if the deal fails and 
compare it to the deal on offer  

clarify (v.)   to make clear   
collaborative (adj.)  involving two or more people or organizations working 

together for a particular purpose 
common ground (n.)  the area of agreement or a basis for an understanding, 

that is mutual agreed upon by all parties to  
a negotiation 

compromise (v.)  to change one’s mind/terms slightly in order to find a 
resolution 

concede (v.)   to admit, often unwillingly, that something is true,  
to allow someone to have something, even if you do 
not want to 

concession (n.)   something that is allowed or given up, often in order to 
end a disagreement 

consensus (n.)   agreement by all 
confront (v.)   to present an issue to someone directly 
cooperation (n.)  working together 
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cooperative (adj.)  willing to help or do what people ask, done together 
with other people 

counterpart (n.)  person on the other side of the negotiation 
counter proposal (n.)  an alternative solution you offer when disagreeing with 

the one already presented 
deadlock (n.)   a point in a discussion which takes you nowhere 

because people cannot reach agreement 
demand (n.)   a strong request, a need for something to be sold or 

supplied 
dispute (n.)   agreement, conflict 
factor (n.)   anything that contributes causally to a result 
final agreement (n.)  the results of the negotiation that everyone agrees to 

put into action 
flexible (adj.)   open or willing to change 
 
joint venture agreement (n.) a contractual agreement between two or more 
    business partners to assume a common business 

strategy on a project.  All parties generally agree to 
share the profits and losses through their common 
shareholdings.  

haggle (v.)   argue back and forth (often about prices) 
highball (v.)   to ask for a lot more than you think your partner will 

agree to offer you 
intermediary (n.)  a person who communicates between the two sides  

of a negotiation 
issue (n.)   a topic that needs to be discussed in a negotiation 
lowball (v.)   to offer much less than you think is acceptable 
leverage (n.)   bargaining power; something that gives one party  

a greater chance at succeeding over another in  
a negotiation 

lose-lose negotiation (n.) a negotiation result where all parties to a negotiation 
leaves resources or gold on the table at the conclusion 
of a negotiation and fail to recognize or exploit more 
creative options that would lead to a ‘win-win’ 
negotiated outcome 

lose-win negotiation (n.) a distributive negotiation whereby one party’s gain is 
another party’s loss.  Both parties are competing to get 
the most value from the negotiation 
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mediation (n.)   a negotiation process that employs a ‘mutual agreed’ 
upon third party to settle a dispute between 
negotiating parties to find a compatible agreement to 
resolve disputes. 

mislead (v.)   to convince by altering or not telling the whole truth 
about something 

mutual (adj.)   agreed by both or all 
negotiate (v.)   to discuss the terms of an arrangement 
negotiation (n.)  the act or process of having a discussion in order to 

reach an agreement 
negotiation agenda (n.) a formal agreed upon list of goals to be achieved or 

items to be discussed in a particular order during  
a meeting or negotiation 

negotiation position (n.) things that they demand you give them and also the 
things that they refuse to provide you with 

negotiation rapport (n.) when two or more parties achieve an agreement 
through the building of trust, establish a friendly 
relationship, or have a sense of mutual understanding  

negotiation target (n.)  the desired negotiation outcome or goal decided at the 
start of the negotiation 

objective (n.)   goal for the outcome 
offer (n.)   one or more options that is sent by one negotiator  

to the other  
outcome (n.)   something that results 
party (n.)   either side in a negotiation whether one individual or  

a whole group 
prepare (v.)   to make ready or suitable or equip in advance 
point of view (n.)  person’s idea or person’s thoughts 
pressure (v.)   work hard to convince another of an idea 
proposal (n.)   argument to present 
receptive (adj.)   open to or interested in an idea 
resistance (n.)   a display of opposition 
resolve (v.)   to end conflict, to come to an agreement 
sign on dotted line (v.) to sign an official document 
stalemate (n.)   a situation in which neither side in an argument can win 

or in which no progress is possible 
strategy (n.)   an elaborate and systematic plan of action 
tactics (n.)   strategies used to get one’s goals met 
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trade-off (n.)   an exchange process in which one side gives up partly 
on some issues in order to gain on other issues 

unrealistic (adj.)  very unlikely to happen 
win-win situation (n.)  an integrative negotiated agreement; the negotiating 

parties have reached an agreement.   

 
Summary 

This chapter introduces learners international negotiations, negotiation styles, 
and closing the negotiation.  Throughout this chapter the knowledge of specific 
terms about negotiations are presented towards various language practice features.  
Reading and listening material is used to explore different approaches to negotiations 
including recognizing stages of negotiations, language used in each stage until the last 
stage of the negotiation, and to develop social and cultural awareness of 
international negotiations.  In addition, conditionals, in grammar section invite 
learners to analyze their knowledge of structures and develop an awareness of 
language patterns, followed by exercises to place the structures in a business 
context.  In writing and speaking sections, they learn to write a script to prepare for 
introducing themselves and their companies, and write a letter or email to introduce 
themselves to potential new customers, as well as present their companies to 
practice speaking. 

 
 
 
 
 
 
 
 



Chapter Six 
Business Reports 

 
Introduction 

In today’s business world, business reports are one of most effective ways to 
communicate information to others.  Business reports also play an important role in 
actively managing a company.  They can be used for various benefits in order to 
achieve the company’s goals.  As studying in management or doing a job in a 
company or organization, it is likely possiple to be asked to write business reports.  
Therefore, this chapter helps learners to gather a concept about business reports 
including functions, characteristics, typical structure as well as examples of some 
commonly used types of business reports, which are useful for those who start 
writing a business report.     

 

Figure 6.1 Business reports 
(Source: Characteristics of business report, 2016: 1) 

 
  Part 1 Warm-Up 
 
Task 1.1 
Directions: Discuss the following questions. 

1. What is a business report? 
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________ 
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2. What kind of business reports do you know? 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________  

3. What are the characteristics of business report? 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 

4. What is a typical structure of a business report? 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 

5. How do you start writing a business report? 
_________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________ 
 

  Part 2: Listening  
 
Task 2.1 
Directions: Listen to the meeting of a manager and her colleagues and take notes.  
                Then use your notes to complete the report below. 
  
Tasha:      Frank, have you met Mirja?  Mirja is our new company secretary.   

     Mirja, this is Frank, our quality control expert.  He works in the 
     research department. 

Frank:      Nice to meet you, Mirja.       
Mirja:      Nice to meet you, Frank. 
Tasha:      Oh, and this is Karin.  She’s my assistant.  OK, so we are all here. 
      Now, let’s check that we have all the information we need, Frank? 
Mirja:      Actually, Tasha, I have an appointment with the auditors in 20 minutes. 
      Is it OK with you if I start? 
Tasha:      OK, well, I suppose so.  What can you tell us about Jackson’s? 
Mirja:      Well, they’re an old, established company.  They were founded in 1905 

     and have always had a great reputation for good quality.  They have 
     even won a prize at the main trade fair every year for the last ten 
     years.    

Frank:      I heard they’re a bit old fashioned. 
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Mirja:      Yes, Frank, they are a family company, which is unusual today, and the 
       current CEO is the grandson of the founder.  He is only 35 years old, 

     studied engineering and even has a doctorate.  That’s probably  
     the whole company is based around their Research and Development 
     division.  In fact, that’s their strength and they comply with all the 
     latest engineering standards. 

Tasha:      What about their finances? 
Mirja:      Well, as far as I can see, they are completely up to date and have field  
               all their accounts up to now.  Unfortunately, though, they have not 
               been making much profit over the last three years and they had to let 
               some of their key workers go because of fewer customers and orders.  
               Therefore, I think price will be an important issue for them, as well as 
               Payment terms.  This could also be why they are interested in  
               developing in China. 
Tasha:      Interesting! 
Mirja:      Currently their volume of exports is small, since most of their  
               Customers are near their offices.  However, there was recently an article 
               by their new sales director, David Hallam, in one of the trade  
               newspapers.  He said he was very keen in developing their presence in 
               the Asian market. 
Frank:      I heard they were having financial problems.  Tasha, are you sure you 

     want to do business with them? 
Tasha:      Hmm!  That really depends on your quality report and anything else 
               Mirja has to say. 
Mirja:      The article says they took part in a delegation that went to China.   

     It seems that Jackson’s have set up a joint venture with a local partner. 
     We would be mostly dealing with the Chinese branch of the business,  
     I think, and they have a good reputation.  In fact, according to the 
     article, the company has received a lot of large orders for the coming 
     year.  Of course, we’ll have to be sure that they can deliver on time.   
     However, I think we should try to do business with them. 
     ……Oh, Tasha, I’m really sorry, but I must go now.  You’ll have a copy 
     of my report on your desk tomorrow morning. 

Tasha:      Thanks, Mirja.  Now Frank, about the quality report……. 
 

(Source: Adapted from Lafond, et al., 2010: 80) 
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Figure 6.2 Report on Jackson’s PLC 
(Source: Lafond, et al., 2010: 11) 

 
 
  Part 3: Reading  
 

Business reports 
 A business report is a document that provides information and sometimes 
analysis to assist a business in making decisions.  It is the medium used for presenting  
the information.  Some reports are used for presenting the actual solution to solve a 
business problem while other reports may be used for recording past information 

Title: Report on Jackson’s PLC 
 
Introduction: This report aims to provide details on the above company so 
that future business can be discussed. 
 
Findings – The company was founded in (1)________________.  The Chief 
Executive Officer is Peter (2)________________, Eng.D., the (3)_______________ 
of the founder.  The whole company is based around the Research and  
(4)______________________devision. 
 
Recent developments – They have appointed a new director of (5)_________. 
His name is (6)________________ (7)________________.  He wishes to expand 
the company into a new area, which is (8)______________.  Most of the current 
Production is sold in (9)_________________.   
 
Finance – Their latest accounts show a (10)_____________________in profit 
which has been caused by (11)___________________orders.  This means that 
they have had to (12)___________________their workforce, which could mean 
that they have lost (13)__________________.  Mr. Hallam has recently returned 
from a Chamber of Commerce sponsored visit to China an stated (14)________ 
______________________________. 
 
Proposal – We suggest………………………. 
 
Conclusion – This company could be interesting for us because……………………..  
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which can be used toward future business planning.  (Thompson, 2012:1).  There are 
various types of business report such as general business report, business plan, 
business proposal, feasibility report, field trip report, progress report and so on.   
  
Functions of business reports 
 Functions of reports can be classified into three basic categories: 
informational reports, analytical reports, and proposals. (Bovee & Thill, 2005: 360). 
 Informational reports present data, facts, feedbacks, and other types of 
information, without analysis or recommendations. 
 Analytical reports provide both information, analysis, and may also add 
recommendations. 
      Proposals offer structured persuasion for internal or external audiences or 
readers. 
 The purpose and content of business reports vary widely.  In some cases a 
report writer need to follow a strict guideline, but in others the organization and 
formats depend on each writer. 
 
How to start writing a business report 
 According to Thompson (2012: 1), six steps are suggested in generating a 
business report. 

 Determine the scope or purpose of the report. 

 Consider the target readers. 

 Gather and organize information. 

 Analyze the information. 

 Determine the solution, findings, and recommendations. 

 Determine the report format. 
 
Characteristics of business reports 
 Business reports convey information on data relevant to business activities.  
Characteristics of business reports, therefore, are different from other reports.  The 
unique characteristics of business report can be described as follows (Characteristics 
of Business Report, 2016:1): 

 Specific issue.  Every business report is written on specific subject to 
fulfill certain need. 

 Pre-specific audience.  Normally, a business report is written for pre-
specific audience such as managers. 
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 Specific structure or layout.  In business report writing, 
certain structure or format is followed.  Although reports are 
different, the structure is almost the same.   

 Written on past events.  Reports are written in past forms 
because of reporting past events. 

 Neutral in nature.  In writing a report, there is no bias.  Biased 
report may lead to disastrous decisions. 

 Factual information.  A business report is always written 
based on collected data on specific events which is factual 
information.  

 Joint effort.  A report is an outcome of joint effort of a group 
of people.  In most of the cases, preparing a report needs 
cooperative effort of people in a company. 

 Orderly presentation.  To make the audience or reader get 
his needed information from where it is located in the report, 
it is necessary to be presented orderly. 

 Upward flow.  In the organizational structure, the direction of 
a report is always upward.  The higher authority, executive, 
usually assigns their lower authority to prepare reports.  The 
reports are submitted to their boss or higher authority.  

 Some additional aids of presentation.  It is useful to present 
a report in an attractive way since it arouse reader interest, 
emphasize key information, summarize a large quantity of 
information, simplify concepts, and help non-native readers.  
Brieger (2011: 73) stated that visual can be used to make 
reports more effective such as tables, pie charts, line charts, 
bar charts, time lines, pictograms, maps and flow charts. 

 Signature and date.  Generally, at the end of the report it is 
customary that signature of the report writer with date is put.    

 
Structure of business reports 

Even though reports are all different, the writing process will be essentially 
the same.  Brieger (2011: 71) indicated the typical structure of a report, which are 
similar to what Olanvoravuth (2009: 171) mentioned: 

1. Title page 
2. Table of contents (TOC) 
3. Executive summary 
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4. Introduction/Background 
5. Main body 
6. Conclusions 
7. Recommendations 
8. Appendices 

 
According to the business report structure and reader engagement, the 

following table shows which parts of a business report are likely to be read by the 
average executive.   

 
Part of report Will the executive read it? 
1. Title page Always 
2. Table of contents Always 
3. Executive summary Always 
4. Introduction Sometimes 
5. Main body If interested in data and findings 
6. Conclusions and recommendations Nearly always 
7. Appendices Rarely 

Table 6.1 Parts of a business report 
(Source: Brieger, 2011: 73) 

  
 The example of each part of a formal business report is illustrated on the 
next pages. 
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Example: Title page 
 

 
 
 

PEMBERTON’S CORPORATE PUBLICATIONS 
 
 
 
 
 

Prepared for 
Leonore Fielding 

Vice-Presedent of Operations 
Pemberton Manufacturing 

 
 
 
 
 
 

Prepared by 
Thomas Morgasen 

Senior Research Consultant 
Curtis Consulting Group 

 
 
 
 

December 5, 2006 
 
 
 

Figure 6.3 Title page 
(Source: Northey & McKibbin, 2008: 162) 
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Example: Table of contents 
 

 
 

TABLE OF CONTENTS 
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     ASSESSMENT OF CURRENT PUBLICATIONS………………………………………………….1 
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          Salute……………………………………………………………………………………………………….2 
          Pemberton Annual Report……………………………………………………………………..2 
     COMMUNICATION NEEDS FOR A CHANGING COMPANY………………………………3 
          Internal Communications………………………………………………………………………..3 
          External Publications……………………………………………………………………………….3 
               Salute…………………………………………………………………………………………………3 
               Annual Report…………………………………………………………………………………..4 
     RECOMMENDATIONS……………………………………………………………………………………..4 
     CONCLUSION………………………………………………………………………………………………….6 
     REFERENCES…………………………………………………………………………………………………...7 

LIST OF FIGURES 
     Figure 
        1  Current Publication Costs……………………………………………………………………..2 
        2  Effect of Salute on Company Sales……………………………………………………..3 
        3  Cost Analysis…………………………………………………………………………………………..6 
 
 
  

Figure 6.4 Table of contents 
(Source: Northey & McKibbin, 2008: 164) 
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Example: Executive summary 
 

 
EXECUTIVE SUMMARY 

 
     Recent changes at Pemberton and a new strategy for customer services  
     have led to this review of current corporate publications.  In this time of  
     transition, effective publications will help Pemberton employees  
     understand and support ongoing change.  Good publications will also 
     enhance the company’s image and marketing effort. 
 
     As a result of our assessment, which included discussions with employees 
     groups and major customers, we recommend five changes to the  
     publications program: 
 

1.  Institute an electronic newsletter to be e-mailed to employees  
 monthly.  It will provide brief, timely information to employees and  
 make feedback between management and employees easier to  
 obtain. 

2.  Refocus the present prints newsletter, Newsline, to emphasize  
 discussion of policy issues.  Rename it and reduce the number of issues 
 to two a year from the current four. 

3.  Double the issues of the corporate magazine, Salute, to two a year, 
 with the Marketing Department becoming more involved in planning 
 and getting feedback from customers. 

4.  Enliven the annual report by increasing the use of visuals, upgrading 
 the binding and cover design, and including comments from employees 
 and customers. 

5.  Publish a version of the annual report on the Pemberton Web site to 
Increase access to the global marketplace. 

      
     The Communications Group can begin to implement these recommendations 
     immediately, if approved, for an estimated added cost in 2007 of $56,000 
     over the 2006 budget of $158,000. 

 
Figure 6.5 Executive summary 

(Source: Northey & McKibbin, 2008: 165) 
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Example: Introduction 
 

PEMBERTON PUBLICATIONS 
 

INTRODUCTION 
     In its first year under new ownership and management, Pemberton  
     Manufacturing has undergone major changes, including the adoption of a 
     new strategy for customer service.  As part of Pemberton’s company-wide 
     review, this report presents our assessment of corporate publications and  
     recommends steps to increase their effectiveness in this period of change. 
     Our assessment included 
            extensive discussions with the Communications Group; 
            meetings with all senior managers in all departments; 
            ten focus groups, each with 15 to 20 employees.  Individuals in the  
              groups were selected to represent the various functions and levels 
              at Pemberton.  We chose to use focus groups rather than conduct a 
              survey of all employees, since in the preceding month employees  
              had completed a human resources questionnaire and would likely 
              not have welcomed a second one so soon; 
            ten interviews with Pemberton’s major customers. 

 
ASSESSMENT OF CURRENT PUBLICATIONS 

     Currently the Communications Group produces three publications: 
1.    Newsline.  Pemberton’s internal newsletter, published quarterly, 

   covers a whole spectrum of topics, from employee news to industry 
   matters.  Our focus group discussions revealed that most employees 
   read it and find it easy to understand.  However, they find the news 
   value is limited.  Since it is published every third month, most news 
   items have reached them through the grapevine before employees 
   read them in Newsline.  
   
   Our experience with other companies suggests that this type of  
   publication is most useful for discussion of policies, issues, and  
   ideas for which the “news” element is not as important.  It is also 
   suited for complex items, such as changes in employee pension 

1 
Figure 6.6 Introduction 

(Source: Northey & McKibbin, 2008: 166) 
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Example: Main body  
 
     PEMBERTON PUBLICATIONS                                                               2 
 
               plan options.  The ability of the Communications Group to write in 
               simple, clear language is of great benefits in this type of publication. 
               The publishing cost for Newsline is currently $19,000 per issue. 

2.      Salute.  Published annually, this glossy, color magazine for industry 
     customers review new products and discusses industry issues.  It has 
     a high approval rating and serves a useful marketing as well as general 
     public relations purpose.  Customers day that the range of this 
     publication gives Pemberton an edge over competitors.  It is expensive 
     --$35,000 to produce and deliver one issue of 3,000 copies—but 
     readers want more than one issue a year.   

3.      Pemberton Annual Report.  Produced in two colors, the report  
     performs a financial information function for investors.  It also  
     doubles as the Pemberton corporate brochure for people wanting 
     general information about the company. 
 
     However, the impersonal focus, lack of visuals, and tabular  
     presentation of date are conservative and leave a somewhat dated 
     impression.  The publication does not reflect Pemberton’s new 
     emphasis on customer service—on people serving people. 
 
     The annual report is relatively inexpensive to produce--$47,000 
     For 6,000 copies. 
 
 
 
 
 
 
 
 
                Figure 1 
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COMMUNICATION NEEDS FOR A CHANGING COMPANY 
 

     Internal Communication 
     Changes at Pemberton have created an increased need for timely internal 
     communication.  The focus groups with employees indicated that at all  
     levels they want to be informed about new policies and planned changes. 
     Without this communication, much productive time will be wasted on  
     speculations and rumor. 
   
     As well, employees at all levels need to understand how the new customer 
     service strategy translates into action.  If they are to support it actively, they 
     will need to know that management is responsive to their concerns and ideas. 
     Although much internal communication with employees can and should take 
     place informally through meetings and one-on-one discussions with others, 
     written communications can also help.  As the recent Infosystems study  
     suggests, strong internal communications have a major impact on employee 
     morale and productivity levels (Edson, 2006). 
 
     External Publications 
     Salute 
     External corporate publications can reinforce customer and investor  
     Perceptions of Pemberton’s attention to customer service.   
 
 
 
 
 
 
 
 

                 Figure 2 

 
 

Figure 6.7 Main body 
(Source: Northey & McKibbin, 2008: 167-168) 
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Example: Recommendations 
 
     PEMBERTON PUBLICATIONS                                                               4 
 
    Prior to 2005, the annual report was the single document distributed externally 
    by Pemberton Manufacturing.  In June 2005, management published the first 
    edition of a new public relations magazine, Salute.  The effect on sales was 
    dramatic: an increase of 20 percent in the first six months after publication. 
 
    Annual Report 
    Pemberton is acquiring a dominant position in the international marketplace, 
    with the result that the company’s annual report must be adapted to suit a 
    new readership.  The traditional format requires some updating to keep pace  
    with current marketing trends; in addition, an online format will be a major 
    asset in reaching a global market.  Online reporting has resulted in increases  
    of between 15 and 20 percent in international sales (McLean, 2005; Stewart, 
    2006), an opportunity Pemberton can capitalize on in the next six months. 
 

RECOMMENDATIONS 
1. Create an electronic newsletter.  New information technologies are  

making it easier to send information quickly to many people and to 
enjoy the benefits of interactive communication.  A monthly electronic 
newsletter would take advantages of Pemberton’s highly computerized 
workplace, where all employees have access to company e-mail. 
 
An electronic newsletter is useful for brief, timely items, not for lengthy 
multi-page discussions, which are harder to read online.  It can also foster 
a two-way flow of communication with management.  For example, it 
can ask for quick feedback on plans or respond to employee questions. 
 
Forty hours of staff time per month should be budgeted for the production 
of a monthly electronic newsletter, with an approximate annual cost of 
$15,000. 
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     PEMBERTON PUBLICATIONS                                                               5 
      

2. Refocus Newsline.  With the new online newsletter, the print newsletter 
would not have to be produced as often.  Two issues a year would likely  
meet the need for the kind of in-depth discussion of policies and issues 
that the print version is best suited to. 
The present cost of Newsline is $19,000 per issue or $76,000 per year.   
We anticipate an increase of approximately 10 percent in printing costs, 
which would be offset by the savings realized by printing only two copies 
a year.  This would result in a reduction of costs by approximately $34,000 
annually.  

3. Double the number of issues of Salute.  Concern for customer 
preferences as well as for costs suggests an initial experiment of two issues 
a year instead of one, with a re-evaluation of reader response after one  
year.  Two issues would increase the present annual cost by $35,000. 
Since this publication provides an opportunity to market new products 
as well as enhance the company’s image, the Marketing Department  
should be more involved in planning each issue as well as obtaining 
regular feedback from customers. 

4. Reformat the annual report.  Three additions would help to produce 
a more dynamic, people-focused report reflective of Pemberton’s  
customer-service strategy: 
  increased use of visuals, including photographs of plant operations; 
  interviews with Pemberton employees and customers to demonstrate 
   the company’s new customer service orientation; 
  upgrades of binding and cover design for a more professional look. 
These changes would increase the cost of the report by approximately 
$20,000. 

5. Publish a Web-based report.  Pemberton’s rapidly increasing global 
market requires the immediate transmission of information and suggests 
the need for an online report.  The company Web site at www.pemberton. 
com is reporting in excess of 3,500 hits per month,  
        

Figure 6.8 Recommendations 
(Source: Northey & McKibbin, 2008: 169-170) 

 
 
 

http://www.pemberton/
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Example: Conclusion 
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     and publishing an annual report on the site is an obvious strategy for building 
     global communications. 
     Pemberton’s information technology staff have the expertise and the  
     Technology to do this; the estimated figure for staff time is approximately 
     $20,000. 

CONCLUSION 
     Overall, the estimated cost of implementing this communications action 
     plan is $56,000 for the next year. 
 
     Publication 

Current Cost (-) + Projected Cost 

Newsline: e-mail edition   $ 15000 $ 15000 
Newsline: print edition $ 76000 ($34000)  $ 42000 
Salute $ 35000  $ 35000 $ 70000 
Annual Report: print 
edition 

$ 47000  $ 20000 $ 67000 

Annual Report: online   $ 20000 $ 20000 
Totals $ 158000 ($34000) $ 90000 $ 214000 

      Figure 3 

     We have discussed our findings and recommendations with members of the 
     Communications Group, who think they could make the changes within six 
     months.  Given the expertise of current staff and the state-of-the-art  
     technology at Pemberton, the recommended changes would be unusually 
     inexpensive to implement. 
 
     In addition, there would be no disruption to Pemberton’s current  
     organizational plan.  The Communications Group could implement these 
     changes with staff experiencing only minor changes in their job descriptions. 
     There would be no layoffs and no new hires would be required.  The stability 
     at Pemberton would continue unimpeded and there would be no negative 
     impact to employees or customers. 
 
     If management approves the proposed changes, Pemberton would realize 
     almost immediate gains in productivity and sales at minimal cost.        

Figure 6.9 Conclusion 
(Source: Northey & McKibbin, 2008: 169-171) 
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Task 3.1 
Directions: Match each element from a business report with the section that you 
                expect to find it in and write down the answers. 
Report element 

A. Detailed data    G.  The date of publication 
B. The authors    H.  Outline of the context of the report  
C. Summary of findings   I.   Additional information 
D. Main arguments and options  J.  Suggested next steps 
E. Detailed evidence   K.  Part of the report showing where 
F. Short version of the complete       to find information 

report in one or two paragraphs 
 
Report section     

1. Title page  
___________________________________________________________________
___________________________________________________________________ 
___________________________________________________________________ 

2. Table of content 
___________________________________________________________________
___________________________________________________________________ 
___________________________________________________________________
     

3. Executive summary 
___________________________________________________________________
___________________________________________________________________ 
___________________________________________________________________ 

4. Introduction/Background  
___________________________________________________________________
___________________________________________________________________ 
___________________________________________________________________ 

5. Main body 
___________________________________________________________________
___________________________________________________________________ 
___________________________________________________________________ 

6. Conclusions 
___________________________________________________________________
___________________________________________________________________ 
___________________________________________________________________ 
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7. Recommendations 
___________________________________________________________________
___________________________________________________________________ 
___________________________________________________________________ 

8. Appendices 
___________________________________________________________________
___________________________________________________________________ 
___________________________________________________________________ 

 

Types of reports 
 There are many types of reports.  In this chapter three kinds of typical 
business report are presented:  feasibility reports, progress reports, and field trip 
reports. 

1. Feasibility reports 
This type of report is for exploring possible projects in order to predict  

whether the projects or alternatives are practical or advisable.  The organization calls 
for feasibility report when considering major changes such as in financial structuring, 
facilities, equipment, and marketing.  (Somsamai, 1999: 187). 

      Feasibility reports usually contain the following parts: 

 Title.  A title presents short, clear explanation of what the 
report is about. 

 Introduction.  An introduction gives summary of the report. 

 Main body.  The important facts are presented. 

 Conclusion.  The writer’s opinions, based on the facts in the 
body of the report, may be added in this part.  

 
The example of feasibility report is shown on the next page. 
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Example: Feasibility report 
 

ICE CREAM MARKET IN THAILAND 
 
Introduction 
Earlier this month, I visited Thailand to investigate the possibility of introducing our 
products there.  Although Wallnut is a leading ice cream producer in the United 
States, it is not well known in Thailand. 
 
The Market 
The ice cream market in Thailand is very competitive, and is now open to foreign 
Companies.  Sales of regular high quality products have raised steadily in recent 
years (attached sales figures).  I visited wholesalers, retailers, and sales reps in the 
Bangkok and Udon Thani areas, and also spoke to consumer focus groups.  I 
discovered that Thai consumers pay attention to: 

a) flavor: lighter flavors are popular; 
b) image: effective advertising and attractive packaging are essential; 
c) ingredients: all ingredients must be pure and information should be 

provided on packaging; 
d) package/portion size: sizes are generally much smaller than in the U.S.; 
e) price: although we are not aiming for the lower end market, prices should 

be no higher than those of our main competitors. 
f) etiquette: outside the home, Thai consumers prefer to eat ice cream at the 

point of purchase; eating in the street is generally not acceptable, although 
this is changing. 

 
Conclusion  
Based on my research, I suggest that we first introduce a limited range of U.S.-made 
lines in retail stores.  We should immediately investigate the possibility of 
production in Thailand, and I recommend that we offer a number of ice cream café 
franchises in Udon Thani as soon as possible. 
 

Figure 6.11 Feasibility report 
(Source: Lerdpreedakorn, 2015: 28-29) 
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Task 3.2 
Directions: Read the report and answer the following questions. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Figure 6.12 Location report 

(Source: Booth & Burrow, 2017: 34) 
 
 

LOCATION REPORT 
 

The aim of this report is to assess the advantages and disadvantages of moving 
the company headquarters to Alchester.  The following report will look at  
location, transportation, housing, and the available tax breaks. 
 
Location  
The site in Alchester is 20 miles from downtown.  The town has two large  
colleges and a number of other IT companies.  However, it is more than 200 
miles to the nearest major city. 
 
Transportation 
There is an airport and the rail connections to other cities are good.  However, 
The airport is far (30 miles away) and the station can only be reached by taxi. 
 
Housing  
Based on the initial research, we concluded that housing is much more 
affordable than in major cities.  The proposed site is near an attractive suburb. 
 
Tax subsidies   
The local government offers large grants to companies that want to move to 
the area.  However, these are only available if the company is willing to stay 
in the area for more than ten years. 
 
Conclusion 
Many of our employees stated that they would not be happy living so far 
from a city.  Others stated that they found the affordable accommodation 
very attractive.  The grants offered are attractive, but the company will need 
to make a big commitment. 
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1. What does the report aim to assess? 

[  ] The company’s profits for the year 
[  ] The company’s current location 
[  ] A potential new location for the company 
 

2. Where is the site in Alchester? 
[  ] Downtown 
[  ] 20 miles from downtown 
[  ] 200 miles from downtown 
 

3. What is good about the transportation links? 
[  ] The location of the airport 
[  ] The location of the station 
[  ] Rail connections to other cities 

 
4. What are the findings about housing? 

[  ] The suburbs are not attractive. 
[  ] The company is still researching it. 
[  ] It is affordable in Alchester. 

 
5. What do companies have to do to get a tax subsidy? 

[  ] Work with the local government. 
[  ] Move to Alchester. 
[  ] Stay in Alchester for over ten years 

 
6. What is the conclusion of the report? 

[  ] The company will move to Alchester. 
[  ] The company won’t move to Alchester. 
[  ] A decision has not yet been made. 
  
2. Progress reports 

Progress reports are used to report what has been done on a project over 
a certain period of time and about what remains to be done.  They are an important 
part of project management in order to keep, usually, supervisors, executive staff, 
board of director, colleagues, or customers updated about the project you are 
working on.  Progress reports can be in the forms of memo, letter, email, and even 
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formal report.  However, although they can be presented in several forms, the 
writers need to be careful to write formal and standard composition.   

Progress reports can be outlined in several ways.  The following pattern is 
suggested to cover essential material in progress report writing (Guidelines for Writing 
a Progress Report, 1997, 1): 

 Heading.  The following standard elements should be stated: 
- Date: When the report is sent. 
- To: Name and position of the reader. 
- From: Name and position of the writer. 
- Subject: A clear phrase focusing the reader’s attention on 

the subject of the report. 

 Purpose statement. This is an overview to help the reader know 
immediately what the report is about. 

 Background.  Some background information is mentioned, which 
is usually in the same paragraph as the purpose statement. 

 Work completed.  This part explains what work has been done 
during the reporting period.   

 Problems.  Comments on discussion are stated in this part.  The 
writer may mention encountered problems and explain how the 
problems have been solved.  In case the problems have not 
been solved yet, suggest a strategy for solving them and when 
they can be solved. 

 Work scheduled.  The writer gives the project conclusion or 
plans for next period.   

  
 The example of feasibility report is shown on the next pages. 
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Example: Progress report 
 
DATE : August 17, 2016 
FROM : George Deeland  
TO : Mr. Steve Cooper  
SUBJECT : Progress on faculty workshop plans 

Work Completed 

Plans for the faculty workshop on September 22 are nearly complete. The 
committee met on August 3. We discussed what kind of subject we wanted and 
came up with several names of possible speakers. 

Since then, John Silvia has contacted Christian Larson, president of Genesis 
Technology Center in Wichita. He has agreed to come. Since then we have sent 
him a letter confirming the speaking engagement, and John Silvia has talked to 
him personally. He will be flying in on September 22. 

I contacted Martin Curtis at Boeing. He got in touch with Peter Smith in their CAD-
CAM division.  Mr. Smith has confirmed that either he or Robert Brown from his 
department will come to speak.  A letter has been sent to him as well confirming 
the speaking engagement. Both letters were mailed Wednesday, August 16. 

I have enclosed a copy of the letter sent to both Smith and Larson. We also 
included a schedule for the workshop and directions to the campus, copies of 
which are also attached to this memo. 

Work Scheduled 

There are a few things that remain to be done. 

 I need to call Peter Smith, make sure he got his letter, and work out any 
remaining details about his arrival. 

 We need to find out when Mr. Larson will be arriving and have someone 
meet him at the airport. 

 We would like to send announcements to various business leaders, the 
news media, the chamber of commerce, and the other post-secondary 
schools in town by the middle of next week. 
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I have a few questions for you. 

1. Will your office be responsible for sending out announcements, or do you 
want us to do that? We do have some papers from Genesis that could be 
sent with the announcements. These would help people know what 
Genesis is. I've enclosed one. 

2. Will someone from your office meet Mr. Larson or should one of us? You'll 
notice that my letter suggests that Mr. Smith go directly to your office if he 
arrives at noon. 

3. Will you or Mike make the opening comments and introductions? Please 
see the enclosed schedule. 

4. How do we make arrangements to have coffee and rolls available in G.T. 
103? 

I think this will be an interesting workshop and am confident that everything is 
working out nicely. I don't foresee any problems that would throw off our plans. 
 

Figure 6.13 Progress report 
(Source: Adapted from Progress Report, Sample One, 1997: 1) 
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Task 3.3 
Directions: Read the report and choose if the sentences below are true (T), false (F),  
                or no information given (N). 
 
 

 
 
 
 
 
 
 
 
 
 
 
 

 Figure 6.14 Progress report exercise 
(Source: Booth & Burrow, 2017: 151) 

 ________1. The clients were happy with the product. 
 ________2. Customers wanted recipes from around the world. 
 ________3. Future Foods didn’t offer traditional dishes. 
 ________4. Customers wanted evening deliveries. 
 ________5. Customers thought that the price was too high. 
 ________6. Future Foods will develop more international dishes. 
 

3. Field trip reports 

Employees working in most companies, sometimes, are sent on business 
trips or conferences.  After every business trip they are required to write a report 
informing what they did during the trip as well as implications for further action. 

     Field trip reports generally include: 

 Heading.  The following standard elements should be stated: 
- To: Name and position of the reader. 
- From: Name and position of the writer. 
- Date: When the report is sent. 

 Summary of the itinerary 

 Main body of the report 

 Recommendations/Reflections 

PROGRESS REPORT 
 

Ten months ago we launched our new recipe service, Future foods, where we 
send customers the ingredients to cook a new recipe.  Sales have been very 
disappointing, and feedback on the service was not good as we expected. 
 
WHY?  Customers said that they prefer to try a range of dishes from around  
the world.  If we had known that, we would have had less of a focus on 
traditional meals.  They also said that the price could be lower. 
 
WHAT NOW? Unless we reduce the price of our service and listen to 
customers’ feedback, we won’t make as many as sales as we want.  We need 
to offer a more international, affordable range of foods and recipe packs.  
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Example: Field trip report 
 
 

Smart Tech, Ltd. 
 

TO : Mr. Robert Lucus 
       Sales Manager 
From : Wirada  Phitakchai 
           Sales Representative  
Date : November 7, 2016 
 

Visiting the New Plant in Bangkok 
 

On November 1-3, 2016, I travelled to Bangkok, where I met following customer: 
Mr. Manop Choksawat, TK Industial, Ltd. 
 
This plant has been doing business with us for three years.  They have been 
cooperative customers.  They need some IT devices to use in the new plant. 
 
Mr. Manop Choksawat, the manager would like to order more products from us 
and would like to meet our manager. 
 
I returned on November 4 and immediately sent an e-mail to the company to 
thank them for the hospitality they had shown me and inform them that we 
would soon send them further details of our goods. 
 
I recommend a second trip to Bangkok by our sales team shortly to meet other 
potential customers. 
 
I am pleased to discuss my visit with you in greater details at any time 
convenient to you.     
                                                               
 

Figure 6.15 Field trip report 
(Author’s writing) 
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Task 3.4 
Directions: Answer the questions according to the field trip report. 

1. Who wrote the report? 
___________________________________________________________________ 

2. To whom is the report written? 
___________________________________________________________________ 

3. What company does the writer work for?  What position does she hold in the 
company? 
___________________________________________________________________ 

4. What the purpose of this field trip? 
___________________________________________________________________ 

5. What does Mr. Choksawat want to do? 
___________________________________________________________________ 

6. What is the writer’s recommendation? 
___________________________________________________________________ 
 
 

  Part 4 Language Focus 
 
Past tenses 
When writing a report, different past tenses can be used to show sequences of 
events. 
Past simple 
We use the past simple to tell about things that are finished. 
 We arrived Bangkok last night.  
 
There are three endings for the regular past simple: -d, -ed, and -ied. 
 arrive—arrived  We arrived late. 
 land—landed  He landed in Chiangmai. 
 try—tried   I tried to change my flight. 
 
Note: Regular past simple verbs end in the three sounds: /d/. /t/, or /Id/. 
 /d/—He arrived late. 
  /t/—They worked at TK Industrial, Ltd. 

/Id/—We waited for our potential customers. 
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In the past simple tense, the verb form is the same for all persons. 
 I visited Hong Kong. 
 She visited New York. 
 They visited Italy. 
 
For negative statements in the past simple tense, did not + the base form of the 
verb is used. 
 They did not sign a contract. 
 We did not work at that company. 
 I did not attend the conference. 
 
Time markers usually come at the beginning or at the end of a sentence, for 
example, yesterday, yesterday morning, last Monday, and a few days ago. 
 Yesterday morning I met the sales manager of Smart IT company. 
 I met the sales manager of Smart IT company yesterday morning. 
 
Note: Today, this morning, this afternoon, and this evening can be past tense 
markers if they mean “before now.”  
 I discussed the new project with our counterpart today. 
 (It is now 8.00 p.m. I discussed the new project with our counterpart in the 

morning or in the afternoon.) 
 

The past simple tense is also usually used with past time expression with 
prepositions. 
 We met them at 9 o’clock/9 a.m./the end of the year/Christmas. 
 We met them on Monday/16th June/New Year’s Day. 
 We met them in March/2015/the 1990s/summer. 
 
Past perfect 
The past perfect is formed with had + the past participle of the verb: 
 I had/’d worked.  
 You had/’d worked.  
 He/She/It had/’d worked.  
 We had/’d worked. 
 They had/’d worked. 
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I had not/hadn’t worked. 
 You had not/hadn’t worked. 
 He/She/It had not/hadn’t worked.  
 We had not/hadn’t worked. 
 They had not/hadn’t  worked. 
 
 Had I worked? 
 Had you worked? 
 Had he/she/it worked? 
 Had we worked? 
 Had they worked? 
 
The past perfect is used to refer back to completed actions that happened before 
other events in the past. 

1. Past simple:   When I got to the hall, the presentation started. 
            (I arrived at the hall, and then the presentation started.) 

2. Past perfect:  When I got to the hall, the presentation had started. 
                         (The presentation started before I got to the hall.  I was late.) 

 
Note: In 1, it is also possible to use As soon as and After in place of When. 
         In 2, it is also possible to use By the time in place of When.   
 
Task 4.1 
Directions: Use the verbs on the box to complete the sentences with the past 

      simple forms.  Some of the sentences are positive statements, some are 
      negative, and some are questions. 

 
    place     complain     hire     accept     realize     visit      

 
1. Last week a number of customers _________________about slow services. 
2. I am writing with reference to the order I______________with you last week. 
3. They ___________  ___________the proposal because the price was too high. 
4. I’m sorry to disturb you.  I ___________  _____________you had a visitor. 
5. At last year’s launch party, who _________you _________to do the campaign.  
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Task 4.2 
Directions: Write the missing form of each of the verbs below.   

Bare infinitive   Past tense 
 run    (1)__________ 
 (2)__________   did 
 make    (3)__________ 
  go    (4)__________ 
 (5)__________   wrote 
 have    (6)__________    
 pay    (7)__________ 
 (8)__________   sold 
Task 4.3 
Directions: Match a past tense verb to a suitable expression and complete the 

      following sentences. 
Verb   Expression 

 sold   up 
 did   out 
 paid   a profit 
 ran   a report 
 had   by credit card 
 made   abroad 
 wrote   business 
 went   problems 

1. When the consultants had finished their study they ____________________for 
the directors, giving a list of recommendations. 

2. We __________________with that company a few years ago, but then we 
stopped dealing with them. 

3. The product was very popular.  We ____________________on the first day 
and ordered more stock. 

4. They didn’t want cash or a cheque, so I ________________________. 
5. The engineers _____________________with the gearbox, so they made some 

modifications to it. 
6. He couldn’t find a suitable job in his own country, so he __________________ 

to look for work. 
7. He made some calls from his hotel room during a business trip and 

_________________a large phone bill. 
8. After losing billions of dollars for years, Amazon.com finally _______________ 

in the last quarter of last year.  
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Task 4.4 
Directions: Write completed sentences using the given information. 

1. last month/ I/ go to Japan/ visit the new Tokyo branch. 
___________________________________________________________________ 

2. a few weeks ago/ he/ fly to Berlin/ negotiate for a new project with the client.  
___________________________________________________________________ 

3. last week/ we/ take a trip to Beijing/ attend the international conference.  
___________________________________________________________________ 

4. at the end of last month / they/ visit Singapore/ investigate the new market. 
___________________________________________________________________ 

5. earlier this month/ I / discuss the possibility to open a new branch in Brazil.  
___________________________________________________________________ 

 
Task 4.5 
Directions: Fill in the blanks putting the verbs in the past simple or the past perfect. 

1. After Bob ______________(finish) the report, he ______________(want) to go 
on vacation. 

2. Sales _____________(be) good because we _______________(organize) a good 
marketing campaign. 

3. Sales _______________(fall) sharply, so they _________________(decide) to 
withdraw the goods. 

4. She _______________(stay) in the hotel that our client _________________ 
(recommend) to us. 

5. Jacob ______________(want) to try a program that the team ______________ 
(not use) before. 

6. Linda ______________(write) nine pages of the report when her computer 
_________________(crash). 
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   Part 5 Writing 
 
Task 5.1 
Directions: Write a business field trip report.  Imagine your company send you on a 
business trip or a conference overseas.  Find out necessary information on the 
internet in writing a report such as companies, conferences, places you want to visit.     

 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
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_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                               
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                               
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                               
________________________________________________________________________ 
________________________________________________________________________ 
_________________________________________________________________________
________________________________________________________________________                               
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                               
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
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   Part 6 Speaking Practice 
 
Task 6.1 
Directions: Search one business report you like on the internet or from any 
                resources.  Then present the report to the class or ask your partner to 
                listen to you and discuss the following items: 

 What type of the business report is it? 

 How does the writer structure the report? 

 What parts are included in the report? 

 What is the report about? 
 

 
   Part 7 Glossary of Vocabulary 
 
achieve (v.)   successfully bring about or reach (a desired objective or 

result) by effort, skill, or courage 
advisable (adj.)   to be recommended 
affordable (adj.)  inexpensive; reasonably priced 
analysis (n.)   detailed examination of the elements or structure of 

something 
analytical (adj.)  relating to or using analysis or logical reasoning 
appendix (n.)   a section or table of subsidiary matter at the end of a 

book or document 
approval (n.)   the action of approving something 
audience (n.)   the people giving attention to something 
bar chart (n.)   a diagram in which the numerical values of variables 

are represented by the height or length of lines or 
rectangles of equal width 

board (n.)   a group of people constituted as the decision-making 
body of an organization 

business plan (n.)  a document setting out a business’s future objectives 
and strategies for achieving them 

business trip (n.)  s visit to a place for work purposes, typically one 
involving a journey of some distance 

characteristic (n.)  a feature or quality belonging typically to a person, 
place, or thing and serving to identify them 
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commitment (n.)  an engagement or obligation that restricts freedom of 
action 

comply (v.)   act in accordance with a wish or command 
concise (adj.)   giving a lot of information clearly and in a few words; 

brief but comprehensive 
content (n.)   the things that are held or included in something 
demonstrate (v.)  give a practical exhibition and explanation; take part in 

a public demonstration 
discussion (n.)   a detailed treatment of a topic in speech or writing 
effective (adj.)   successful in producing a desired or intended result 
establish (v.)   set up on a firm or permanent basis, initiate or bring 

about (contact or communication) 
etiquette (n.)   the customary code of polite behavior in society or 

among members of a particular profession or group 
executive (n.)   a person with senior managerial responsibility in  

a business 
expertise (n.)   expert skill or knowledge in a particular field 
factual (adj.)   concerned with what is actually the case 
feasibility (n.)   the state or degree of being easily or conveniently 

done 
feedback (n.)   information about reactions to a product, a person’s 

performance of a task, etc. which is used as a basis for 
improvement 

findings (n.)   information discovered as the result of an inquiry or 
investigation 

flow chart (n.)   a diagram of the sequence of movements or actions of
    people or things involved in a complex system or 

activity 
function (n.)   practical use or purpose in design 
formal (adj.)   denoting a style of writing or public speaking 

characterized by more elaborate grammatical structure 
and more conservative and technical vocabulary 

grant (n.)   a sum of money by a government or other organization 
for a particular purpose 

grapevine (n.)   the circulation of rumors and unofficial information 
illustrate (v.)   explain or make clear by using examples, charts, 

pictures, etc. 
indicate (v.)   point out, show 
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informational (adj.)  relating to or characterized by facts about something; 
providing information 

issue (n.)   an important topic or problem for debate or discussion 
investigate (v.) carry out a systematic or formal inquiry to discover and 

examine the facts so as to establish the truth  
joint effort (n.) something done by two or more people or groups 

working together 
joint venture (n.)  a commercial enterprise undertaken jointly by two or 

more parties which otherwise retain their distinct 
identities 

keen (adj.)   having or showing great perception or insight 
memorandum (n.)  a written message in business or diplomacy 
neutral (adj.)   having no strongly marked or positive characteristics or 

features 
ongoing (adj.)   continuing; still in progresss 
pictogram (n.)   a pictorial symbol for a word or phrase 
pie chart (n.)   a type of graph in which a circle is divided into sectors 

that each represent a proportion of the whole 
possibility (n.)   a thing that may happen or be in case 
practical (adj.)   likely to succeed or be effective in real circumstances 
progress report (n.)  an interim report on progress made to date on a job, 

project, etc. 
proposal (n.)   a plan or suggestion, especially a formal or written one, 

out forward for consideration by others  
purpose (n.)   the reason for which something is done or created or 

for which something exists 
questionnaire (n.)  a set of printed or written questions with a choice of 

answers, devised for the purpose of a survey or 
statistical study 

recommendation (n.)  a suggestion or proposal as to the best course of action 
reveal (v.)   make known to others 
solution (n.)   a means of solving a problem or dealing with a difficult 

situation 
statement (n.)   a definite or clear expressions of something in speech 

or writing 
strategy (n.)   a plan of action designed to achieve a long-term or 

overall aim 
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structure (n.) (v.)  (n.) the quality of being organized 
    (v.) construct or arrange according to a plan; give a 

pattern or organization to  
subsidiary (adj.) (n.)  (adj.) less important than but related or supplementary 

to something 
(n.) a company controlled by a holding company 

suburb (n.)   an outlying district of a city, especially a residential one 
summary (n.)   a brief statement or account of the main points of 

something 
table (n.) set of facts or figures systematically displayed, 

especially in columns 
tabular (adj.)   consisting of or presented in columns or tables 
tax break (n.)   a tax concession or advantage allowed by government 
typical (adj.)   having the distinctive qualities of a particular type of  
    person or thing 
visual (n.)   a picture, piece of film, or display used to illustrate or 

accompany something   
 
Summary 

This chapter helps learners develop knowledge of business report writing.  
Functions, characteristics, typical structure, some types of business reports are 
illustrated for better understanding.  The learners also practice listening in which the 
content related to business report writing.  Reading part provides examples of 
reports followed by comprehension-checking tasks.  In addition, grammar points, past 
tenses, are stated to guide learners choose the correct tenses in writing a report, 
which can be used in writing section.  Last but not least, speaking skill is developed 
through a communicative task by presenting a business report to the class.  This 
activity provides opportunity for critical thinking and enables learners to review what     
they have learned and be able to discuss this with their classmates.  

 
 
 
 
 
 
 



Chapter Seven 
Complaints and Adjustments 

 
Introduction 
 In business’s world, all responsible companies mostly make every effort to 
satisfy their customers.  However, mistakes, sometimes, may occcur  in doing 
business and these may cause for complaints from the customers such as wrong 
goods, insufficient quantity, damaged goods, late delivery, unsatisfactory service, etc.  
In these situations the customers usually write complaint letters which ask for 
adjustments.  It is the companies’ responsibility in response to the customers’ 
complaints in order to satisfy them and to safeguade the reputation of the 
companies.  Therefore, this chapter focuses on how to write two types of business 
letters: complaint letters and adjustment letters.  Besides, parts of a business letter, 
letter format, and characteristics of successful letters are suggested before writing. 
 

Figure 7.1 Business letters 
(Source: Indrawati, 2012: 1) 

 

  Part 1 Warm-Up 
 
Task 1.1 
Directions: Discussion the following questions. 

1. Have you ever had to complaint about something you bought? 
____________________________________________________________________ 
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2. What did you buy? 

_________________________________________________________________________ 
3. What did you do about it? 

________________________________________________________________________ 
 
 

  Part 2: Listening  
 
Task 2.1 
Directions: Listen to the conversation between a sales rep and a customer and fill in 
                 the blanks. 
 
Customer: There seem to be a (1)__________________with the consignment  

I received yesterday. 
Sales:  Oh, I’m sorry to hear that.  What (2)________________is the problem? 
Customer: Well, we ordered (3)_______________of ‘A Journey Through a History 

Of Magic’ by J.K. Rowling, but instead we have received 200 copies of  
(4)____________________________I’m afraid this mistake is going to 
cause us problems.  

Sales:  Yes, I understand.  We will send the (5)__________________as soon as 
possible. 

Customer: Sorry, I need something more (6)__________________ so I can tell our 
customers here.  They are waiting for the coming books as they 
placed orders with us.  Can you manage (7)_________________ by this 
Friday?  That would be our (8)____________________. 

Sales:  Certainly.  I can assure you that the correct books will be there on this 
Friday. 
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Task 2.2 
Directions: Listen to the conversation between a sales rep and a customer  
       and answer the questions. 
 
Customer: I called you yesterday about the computer accounting software you
  installed.  I’m afraid that’s still not working correctly.  This is  
  unsatisfactory.   
Sales:  Oh, sorry to hear that.  I asked our service team to send a technician 

to take care of it immediately.  It was caused by a fault of the CD. 
  Somebody should have fixed the problem yesterday. 
Customer: Well, I haven’t seen any technicians, and I must say this causes us 
  problems.  We can’t access the system to check our customers’ 

accounts. 
Sales:  I understand your situation.    How can I best help you? 
Customer: Someone from your company should be here by noon or else we will 

have to consider switching to a different software.  
Sales:  That should be no problem.  I’ll inform the service unit again  
  immediately and make sure they take care of it. 
Customer: Can you assure that someone will be here by noon?  We can’t wait
  for any more delays. 
Sales:  Yes, of course.  Our technician will be on your premises before noon. 
Customer: OK, thank you. 
 

1. What is the problem? 
___________________________________________________________________ 

2. Is there anyone take care of the installation after receiving a call from the 
customer? 
___________________________________________________________________ 

3. How does the customer think of the service? 
___________________________________________________________________ 

4. What is the cause of the installation problem? 
___________________________________________________________________ 

5. What is the solution? 
___________________________________________________________________ 
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  Part 3: Reading  
 
Task 3.1 
Directions: Read two letters on the next pages and answer the following questions. 
Letter 1 
                                                UD SPORTS 
                                                      66 Thahan Road 
                                                 Mak Khaeng Sub-district 
                                                    Udon Thani Town 
                                              Udon Thani, Thailand 41000 
                                                    Tel. +66-42-367995 
 
December 19, 20-- 
 
Mr. Anthony Graham, Manager  
New Gen Sports 
5 Alexandra Road 
Delta House 
Singapore 159919 
 
Dear Mr. Graham: 
 
I am writing in reference to the delivery of tennis rackets and badminton rackets, order  
no. 045, which we received yesterday. 
 
When we unpacked the consignment, we regret to inform you that you sent us the wrong  
quantity.  You sent me 100 tennis rackets and 100 badminton rackets, but I ordered 100  
tennis rackets and 80 badminton rackets.  I have attached a copy of the order form for your 
reference. 
 
I would be grateful if you would send 20 more badminton rackets as soon as possible. 
 
Thank you for your assistance in this matter.   
 
Yours sincerely, 

Parin Sakornsin   

Parin Sakornsin   
Manager 

 
Figure 7.2 Letter 1 
(Author’s writing) 
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Letter 2 
                                               NEW GEN SPORTS 
                                                        5 Alexandra Road 
                                                           Delta House 
                                                        Singapore 159919 
                                                     Tel. +65 6444 0644 
 
December 22, 20-- 
 
Mr. Parin Sakornsin, Manager 
UD SPORTS 
66 Thahan Road 
Mak Khaeng Sub-district 
Udon Thani Town 
Udon Thani, Thailand 41000 
                                                
Dear Mr. Sakornsin:   
 
Thank you for your letter dated 19 December concerning your order no. 045.   
 
We regret to learn that you received the wrong quantity.  We have discovered that  
this was caused by our new software system.  We will send you the remaining 20 badminton 
rackets immediately, at no extra cost. 
 
Please accept our apologies for the inconvenience and we look forward to serving you  
again in the future. 
 
Yours sincerely, 

Anthony Graham 

Anthony Graham 
Manager  

 
Figure 7.3 Letter 2 
(Author’s writing) 

 
1. What kind of letter 1 is it? 

____________________________________________________________________ 
2. What kind of letter 2 is it? 

____________________________________________________________________ 
3. Who wrote the complaint letter? 

____________________________________________________________________ 
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4. Who wrote the adjustment letter? 
____________________________________________________________________ 

5. Which company is the buyer? 
____________________________________________________________________ 

6. Which company is the seller? 
____________________________________________________________________ 

7. Which order is the customer writing about? 
____________________________________________________________________ 

8. What is the problem? 
____________________________________________________________________ 

9. What is Mr. Sakornsin sending with letter? 
____________________________________________________________________ 

10. How does Mr. Graham solve the problem? 
____________________________________________________________________ 

 
 

  Part 4 Language Focus 
 
Present simple  
We use the present simple to refer to permanent or general actions. 
 We regret to inform you that you sent us the wrong quantity. 
 We look forward to serving you again in the future. 
 
Present continuous 
We use the present continuous to indicate actions in progress at the moment of 
speaking. 
 I am writing in reference to the delivery of the tennis rackets and…………….. 
 We are replying to your letter of…………………. 
 
Present perfect 
We use the present perfect for actions that happened in the past and still have an 
impact on the present. 
 I have attached a copy of the order form for your reference. 
 We have discovered that this was caused by our new software system. 
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Past simple 
We use the past simple for actions that happened in the past, when the speakers 
know when they happened. 
 The goods arrived in a damaged condition. 
 We ordered sensors model no. TK001, but we received TK002. 
 When we opened the delivery, we noticed that you sent us  

the wrong models. 
 
The future: will 
We use will for making a promise. 
 We will send you the correct items as soon as possible. 
 We will dispatch the new items by express courier. 
 

 
   Part 5 Writing 
 
 Before writing any business letter, including a complaint letter and an 
adjustment, it is essential to understand letter format and the different parts of the 
letter.  Appropriate format can be just as important as content since readers expect 
letters to be formatted in ways that are familiar and widely accepted.  Using 
acceptable formats shows respect for your leader and gains credibility from your 
writing.  (Sorenson, DeBord & Ramirez, 1992: 78-79).     

 

Parts of a Business Letter 
 A business letter is normally divided into the following seven parts: the letter 
head or heading, the date, the inside address, the salutation, the body of letter, the 
complimentary close, and the signature.  

1. Letterhead or Heading 
Mostly, business letters sent from any companies are pre-printed with 

company letterhead.  However, sometimes the writer may need to write a personal 
business letter.  In this case, the writer should not use company letterhead, but write 
a personal heading comprising street address, city, state, country, and zip code.  In 
case of an address in Thailand, this part may contain street address, sub-district, 
district, province, country, and zip code.  A phone number can be added in this part. 
  78 Bayswater Avenue 
  Dallas, Texas, USA 
  76576 
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  66 Mittraphap Road 
                     Chiang Wae Sub-district 
                     Kumphawapi 
                     Udon Thani, Thailand  
                     41000 

2. Date 
The date is the next part to appear on a business letter.  It is written one 

of two ways as follows: 
 The US, the date format is month-day-year 

 July 8, 2016 (month, day, comma, year) 
In the UK, the date format is day-month-year 
 8 July 2016 (day, month, year) 

      Note: it is best not to use only numbers for the date (8/7/2016) in order 
to maintain a professional and businesslike document. 

3. Inside address 
The inside address consists of name and address of a person or the 

company to whom the letter is written.  If possible it is best to send letters to 
individuals.  In some cases, however, the writer sometimes may not know the name 
of an individual you are writing a letter to.  In this case, the writer can mention the 
department or the company.  The inside address begins with the person’s name, 
position title, department, company name, address, city, state, and zip code 
respectively.  The person’s name is typed in polite title such Mr., Mrs., Miss, Ms., or 
Dr., followed by the person’s first and last name.  However, when the writer is not 
sure whether a woman is single or married, use Ms.  In case the writer does not know 
the recipient’s name, put the department on the top instead. 

 Mr. John Brown, Manager 
 Marketing Department 
 736 Main Street 
 Chicago, Illinois 38756        

 
  Sales Department 
  Siam Company 
  190 Wireless Road 
  Lumphini, Pathumwan 
  Bangkok 10330 
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4. Salutation 
The salutation, or greeting, appears below the name and address of the 

recipient.  The word Dear is used, followed by the polite title and the person’s last 
name and a colon or a comma.   

     Note: A comma after the greeting is not appropriate in formal U.S. 
business letters, but it is the norm for European correspondence (Sorenson et al., 
1992: 80). 

The various words used as salutation are as follows: 
Dear Sir opens a letter written to a man whose name who the writer do 

not know. 
Dear Sirs is used to address a company.  
Dear Madam is used to address a woman, whether single or married, 

whose name the writer does not know. 
Dear Sir or Madam is used to address a person of whom you neither 

know the name nor the sex. 
Dear Mr., Dear Mrs., Dear Miss, followed by the person’s last name, are 

used when the writer knows the name of the person writing to.   
Note: Initials or first names are not generally used in salutations.   

5. Body of the letter 
This part of the letter contains the message or the information which the 

writer wants to communicate.  The first paragraph introduces the subject matter of 
the letter and the following paragraphs provide specific details.  The final paragraph 
usually sets up the next step in the communication process.  Finally, most letters 
close with a goodwill statement. 

6. The complimentary close 
This part should always agrees with salutation and this usually be 

followed by a comma.  Ashley (1999: 5) suggested examples of suitable 
complimentary close to relevant salutation: 

Dear Sir:        Yours faithfully, 
Dear Sirs: 
Dear Madam: 
Dear Sir or Madam:                
 

      Dear Mr. Grey:   Yours sincerely, 
      Dear Mrs. Robinson: 
      Dear Ms. Parson: 
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Note: Americans tend to close even formal letters with Yours truly or  
Truly yours, which is unusual in the UK in commercial correspondence.  However, a 
letter to a friend or acquaintance may end with Yours truly or the casual  
Best wishes.  

7. Signature 
The complimentary close is followed by the signature of the writer.  The 

writer should always type his name after his handwritten signature.  The position and 
name of the company can also be added in this part. 
 

Letter format 
There are three basic letter forms used in business: full block, modified 

block, and simplified or semi-block. 
1. Full block 

Full block is the most generally used letter format because it is easy 
to type and read.  All parts, except the letterhead, are arranged to the left margin of 
the page. 

2. Modified block 
Modified block is different from block style in that the date and 

signature lines begin at the center point of the page.  The beginning of each 
paragraph is indented five spaces. 

3. Simplified or semi-block 
This format is becoming more accepted but is still less commonly 

used than the full and modified block formats.  It is similar to block format but has a 
less formalities.  All sections are left-aligned, except the beginning of each paragraph, 
which is indented five spaces. 
  

The examples of the letter formats are shown on the next pages.  
 
 
 
 
 
 
 
 
 
 
 



 
245 Chapter 7 Complaints and Adjustments 

Example: Block format 
 
                                                UD SPORTS 
                                                      66 Thahan Road 
                                                 Mak Khaeng Sub-district 
                                                    Udon Thani Town 
                                              Udon Thani, Thailand 41000 
                                                    Tel. +66-42-367995 
 
December 19, 20-- 
 
Mr. Anthony Graham, Manager  
New Gen Sports 
5 Alexandra Road 
Delta House 
Singapore 159919 
 
Dear Mr. Graham: 
 
I am writing in reference to the delivery of tennis rackets and badminton rackets, order  
no. 045, which we received yesterday. 
 
When we unpacked the consignment, we regret to inform you that you sent us the wrong  
quantity.  You sent me 100 tennis rackets and 100 badminton rackets, but I ordered 100  
tennis rackets and 80 badminton rackets.  I have attached a copy of the order form for your 
reference. 
 
I would be grateful if you would send 20 more badminton rackets as soon as possible. 
 
Thank you for your assistance in this matter.   
 
Yours sincerely, 

Parin Sakornsin   

Parin Sakornsin   
Manager 

 
Figure 7.4 Block format  

(Author’s writing) 
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Example: Modified format 
 
                                                UD SPORTS 
                                                      66 Thahan Road 
                                                 Mak Khaeng Sub-district 
                                                    Udon Thani Town 
                                              Udon Thani, Thailand 41000 
                                                    Tel. +66-42-367995 
 
                                                                           December 19, 20-- 
 
Mr. Anthony Graham, Manager  
New Gen Sports 
5 Alexandra Road 
Delta House 
Singapore 159919 
 
Dear Mr. Graham: 
 
     I am writing in reference to the delivery of tennis rackets and badminton rackets, order  
no. 045, which we received yesterday. 
 
     When we unpacked the consignment, we regret to inform you that you sent us the wrong  
quantity.  You sent me 100 tennis rackets and 100 badminton rackets, but I ordered 100  
tennis rackets and 80 badminton rackets.  I have attached a copy of the order form for your 
reference. 
 
     I would be grateful if you would send 20 more badminton rackets as soon as possible. 
 
     Thank you for your assistance in this matter.   
 
                                                                           Yours sincerely, 

                                        Parin Sakornsin   

                                                                           Parin Sakornsin   
                                                                           Manager 

 
Figure 7.5 Modified format  

(Author’s writing) 
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Example: Simplified or Semi-block format 
 
                                                UD SPORTS 
                                                      66 Thahan Road 
                                                 Mak Khaeng Sub-district 
                                                    Udon Thani Town 
                                              Udon Thani, Thailand 41000 
                                                    Tel. +66-42-367995 
 
December 19, 20-- 
 
Mr. Anthony Graham, Manager  
New Gen Sports 
5 Alexandra Road 
Delta House 
Singapore 159919 
 
Dear Mr. Graham: 
 
     I am writing in reference to the delivery of tennis rackets and badminton rackets, order  
no. 045, which we received yesterday. 
 
     When we unpacked the consignment, we regret to inform you that you sent us the wrong  
quantity.  You sent me 100 tennis rackets and 100 badminton rackets, but I ordered 100  
tennis rackets and 80 badminton rackets.  I have attached a copy of the order form for your 
reference. 
 
     I would be grateful if you would send 20 more badminton rackets as soon as possible. 
 
     Thank you for your assistance in this matter.   
 
Yours sincerely, 

Parin Sakornsin   

Parin Sakornsin   
Manager 

 
Figure 7.6 Simplified or Semi-block format 

(Author’s writing) 
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Characteristics of successful letters 
 When writing a letter, it is very important to write it clear, concise, and come 
to the point quickly and move fast.  The writer should make his letter loud and clear 
by using short, immediately understood words, short sentences, and short 
paragraphs, and keep each paragraph to one idea.  Canavor (2016: 169-170) states 
characteristics of successful letters as follows: 

1. Conversational tone, but formal 
A conversational tone is generally acceptable, but many letters need 

to be formal.  However, try to simplify the language and think of the concise ways to 
say things. 

2. Always consider the relationships carefully 
A letter should be written in respect and courtesy.  For example, 

when dealing with a customer, although the writer focuses on the most important 
goal of the letter, you need to keep the customer. 

3. Logically and organized written   
The writer should make letters logically organized, carefully edited, 

visually effective, neat, clean, enough white space, very readable font, graphic 
balance, and feel personal. 

4. Always write to an individual 
To get best use of the letter, it is better to send the letter to a 

specific individual.  Find out information about the person’s name to whom it is 
written. 

5. Engage the reader’s attention with the lead 
Use the words that tell readers what to especially notice such as ‘the 

main idea’, ‘more important to consider’, and so on.  
 

Complaint letters 
 Complaint letters are business letters written by customers to inform 
mistakes in business transaction to the sellers when they do not receive services or 
products they expect by some unexpected situations.  They are written to bring the 
mistakes to the notice of those who must be responsible for them.  Complaint 
letters can be effective ways to resolve any errors in a business.  Therefore, it is 
beneficial to learn how to write complaint letters that get attention and result. 
 When writing a complaint letter, the writer should: 

 send the complaint as soon as realizing a mistake been made 

 describe the problem and the situation clearly 

 keep it simple and to the point 
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 suggest a solution  

 ask for response within a reasonable time 

 attach a copy of any supporting relevant documents such as an 
order form or an invoice. 

 
Structure of complaint letters 

1. Opening by introducing the topic 
We would like to inform you about………………….. 
I am writing to complain about…………………. 
I am writing with reference to …………………… 
I am writing in reference to………………….. 

  I am writing to draw your attention to…………………… 
Task 5.1 
Directions: Write sentences using the expressions above and the phrases below. 
 Example: order no. 059 
     I am writing in reference to order no.059. 
 

1. the current order 
________________________________________________________________ 

2. the latest shipment 
________________________________________________________________ 

3. the faulty installation of my air conditioner 
________________________________________________________________ 

4. the ordered books 
________________________________________________________________ 

5. the dissatisfaction of my stay at your hotel 
________________________________________________________________  
 

2. Explaining the problem or the situation 

 say what the problem or the situation is: 
I am sorry to say that ……………………….. 
We regret to inform you that…………………… 

    I am afraid that……………………………… 
Unfortunately, ……………………………….. 
Unfortunately, I must point put out that……………………… 
On checking the goods received, we found that……………. 
When we opened the delivery, we noticed that……………… 
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 state the reason or the cause for complaint: 
the goods arrived in a damaged condition. 
the consignment arrived late. 
you sent us the wrong model. 
the work undertaken was unsatisfactory. 

 provide the details: 
The promised delivery date was August 15, but it arrived 
August 20. 
We ordered sensors, model no. TK001, but we received TK002 
models. 
The bricks paving on the driveway had been installed badly. 
Some items were broken into several pieces. 

 add any supporting relevant documents 
I have attached  a copy  of the       order form. 
I am attaching  a photocopy       invoice. 
We enclose  photographs       damage. 
Please find enclosed         work. 
           shipping order. 

 
Task 5.2 
Directions: Write sentences combining the sentence in each part above.  The first 
                situation is done as an example.  Match the three other sentences in the 
                same way. 
 

Example: I am sorry to say that the goods arrived in a damaged condition. 
   Some items were broken into several pieces.  I have attached 
   photographs of the damage. 
 

1. ___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________ 
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2. ___________________________________________________________________ 
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________ 
 

3. ___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________
___________________________________________________________________ 
 
3. Suggesting a solution 

Make a request for action.  In the action paragraph, ask for what you 
want.  You can make a suggestion and specify in what you want if a particular 
solution seems obvious to you. (Parisuthiman, 2013: 178-179) 

I would be grateful if you would  send 20 more badminton rackets 
We would be glad if are able to     as soon as possible.  

                                      Please  
  We would appreciate        your prompt   adjustment. 
                   delivery. 
 
Task 5.3 
Directions: Fill in the blanks with the given words. 

 
 

1. I would be grateful if you send someone to _________________the 

construction site immediately. 

2. Please send us the _____________________as soon as possible. 
3. We would appreciate the correct _________________by July 7. 
4. We would be glad if you are able to _______________that the future 

shipment arrives on time. 
 

4. Polite close 
Thank you for the reader’s attention. 

  Thank you for your assistance in this matter. 
  We look forward to your prompt response. 
  We look forward to hearing from you shortly. 

          ensure        replacement           inspect         goods               
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Task 5.4 
Directions: Write a complaint letter according to the given situation. 

1. ABC Store is a publishing company, which you have ordered books.  
          The company office is 59/72 Sukumvit Road, Prakanong, Bangkok 10310. 

You have received a parcel of books, posted on 5 February. 
They have sent you the wrong quantity. 
You have received 15 copies of ‘Vampire Twilight’ 
You ordered 50 copies of ‘Vampire Twilight’. 
You want the remaining books. 

 Use modified format with standard punctuation.   
Make up your own address and add necessary details. 

 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
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_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
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2. Asian book Company is a publishing company, which you have ordered 
books.  The company office is 98/57 Ratchada Road, Huaykwang, Bangkok 
10230.  You have received a parcel of books, posted on 20 September. 
They are the wrong books. 
You ordered 200 copies of ‘A Journey Through a History of Magic’. 
You have received 200 copies of ‘A History of Magic’. 
You want the correct books by 30 September. 

 Use block style with standard punctuation.   
Make up your own address and add necessary details. 

 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
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_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                          
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                          
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                          
________________________________________________________________________ 
________________________________________________________________________ 
_________________________________________________________________________
________________________________________________________________________                          
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                          
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
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3. Happiness Tour is a leading tour company, which you have reserved a trip for 
your vacation. The company office is 35/53 Sathorn Road, Bang Rak, Bangkok 
10170.  Happiness Tour sent an email to you on 8 December. 
They have made reservations for you on the wrong date. 
You requested reservations on 25 December. 
They have made reservations on 15 December. 
You want the error corrected. 

 Use semi-block style with standard punctuation.   
Make up your own address and add necessary details. 

_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                               
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                               
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
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_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                          
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                          
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________                          
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
________________________________________________________________________ 
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Adjustment letters 
 Adjustment letters are written to resolve a problem or a conflict, dealing with 
all kinds of complaints and claims such as goods not delivered, unsatisfactory 
service, shipment arriving late, wrong products, or wrong quantity, etc.  A manager of 
the company or a business representative needs to write an adjustment letter in 
order to explain how a problem with a product or service can or may not be 
resolved, depending on each circumstance.  Adjustment letter writing does not mean 
that the complaint or the claim will always be accepted.  Before responding, each 
complaint must be investigated carefully.  If the situation is proven wrong as the 
customer claimed, you can offer corrective actions. 
 When writing an adjustment letter, the writer should: 

 answer a complaint promptly 

 begin with a positive statement expressing sympathy and 
understanding 

 refer to the date of the customer’s original complaint letter 
 state the problem to make the customer realize that you 

understand his complaint 

 explain the circumstance that led to the situation 

 specify which corrective actions will be taken if the customer is 
right 

 express a sincere apology again 

 end the letter expressing hope that you and the customer will 
continue doing business. 

 
Structure of adjustment letters 

1. Opening  
Acknowledge that you have received the complaint, and thank you customer 

for informing you. 
  Thank you for your letter of 9 October informing us that……………………… 
  Thank you for your letter concerning/regarding/in connection with……
  I refer to your letter of…………….about/relating to……………………. 

We would like to thank you for informing us of your…………in  
   your letter of………… (date). 

We are replying to your letter of ………….(date) in which you  
told us that…….. 
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2. Refering to to the problem and making apologies 
Express your sympathy and understanding  

We are sorry to hear that……………………. 
We regret to learn that……………………. 

3. Explaining the mistake 
Write for an explaination for the problem, if possible.  Explain how the 
mistake happened but do not blame your staff. Since you employ them, so 
you are responsible for their actions.  

We have discovered that this was caused by……………… 
The mistake was due to a fault in………, which has now been correct. 
The mistake was apparently due to……………. 
The error was caused by……………………. 
The cause/reason of the mistake was……………… 
As a result of our investigation, we found that………………….. 

4. Soving the problem  
          Tell your customer how you are going to do as soon as possible. 

 We will send you the correct items as soon as possible. 
 We will arrange for a refund as soon as we received the faulty goods. 
 We will dispatch the new items by express courier.  This should arrive 

by Friday, 10 July 20--. 
5. Closing   

Give a polite conclusion by apologizing for the inconvenience your customer 
experienced and expressing hope to continue doing business together. 

 Please accept our apologies for the inconvenience. 
 We must apologize again for the inconvenience. 
 We sincerely apologize for……………………… 

We would like to apologize for the error made by our company in..… 
We regret the error and apologize for any mistakes. 

 We look forward to doing business with you again in the future. 
 We look forward to serving you in the next time. 
 We looj forward to receiving your futher orders. 

We hope that you will continue to do business with us again. 
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Task 5.5 
Directions: Look at the letter 2 in Task 3.1 and write sentence/sentences that refer 
                to the above structure for responding to a complaint.   

1. Opening 
___________________________________________________________________
___________________________________________________________________
__________________________________________________________________ 
__________________________________________________________________ 

2. Refering to to the problem and making apologies 

___________________________________________________________________
___________________________________________________________________
__________________________________________________________________ 
__________________________________________________________________ 

3. Explaining the mistake 

___________________________________________________________________
___________________________________________________________________
__________________________________________________________________ 
__________________________________________________________________ 

4. Soving the problem  
___________________________________________________________________
___________________________________________________________________
__________________________________________________________________ 
__________________________________________________________________ 

5. Closing 
___________________________________________________________________
___________________________________________________________________
__________________________________________________________________ 
__________________________________________________________________ 
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Task 5.6 
Directions: Number the following sentences from an adjustment letter in the correct 
                order.  Then write the whole letter again. 

 
_________ We will send you the products immedately, at no extra cost. 
_________ We regret to learn that you haven’t received the products on  

     the promised date. 
_________ Yours sincerely, 
                Alan Huges 

      Alan Huges 
_________ Thank you for your letter dated 24 November concerning your recent 
                order. 
_________ Once again, please accept our apologies for the inconvenience and we look  
                forward to doing business with you again in the future.  
_________ Dear Mr. Pendleton: 
_________ Apparently, this was caused by our addressing system, but this has been 

     adjusted. 
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
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Task 5.7 
Directions: Find the words or phrases in the letter in Task 5.6 which have the similar 
                meaning as these items.  

1. regarding ___________________________________________________________ 
2. We are sorry to hear that _____________________________________________ 
3. this was the result of ________________________________________________ 
4. free of delivery charge _______________________________________________ 
5. we apologize _______________________________________________________    

 
Task 5.8 
Directions: Rewrite the letter in Task 5.6 using the expression in Task 5.7 and the 
                following information. 

Mrs. Silivan 
email/January 27/the installation of your air conditioner 

 the installation was unsatisfactory 
 was caused by a fault of air filter 
 will send a technician to take care of it immediately 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
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_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
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Task 5.9 
Directions: Write adjustment letters responding to the three complaint letters 
                written in Task 5.4 
Adjustment letter 1 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
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Adjustment letter 2 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
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Adjustment letter 3 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
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Task 5.10 
Directions: Write a complaint letter using your own idea.   
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
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Task 5.11 
Directions: Exchange the complaint letter you wrote in Task 5.10 with a partner 
                and then write an adjustment letter responding to your partner’s 

     complaint letter, using your own ideas. 
                   
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
________________________________________________________________________ 
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   Part 6 Speaking Practice 
 
Task 6.1 
Directions: Read the letter of complaint and find out what the problem is.   
                Then discuss with your partner which of the following is good advice and 
                how you would respond to the complaint.  Share your ideas to the class. 
 
                                         FABLIC MAKER LTD. 
                                             Newell Street, Birmingham 
                                                  United Kingdom 
                                                 Tel. +0800 059 0509 
10 November 20-- 
 

Tata Manufacturing Ltd. 
99 Grant Road 
Bombay, India 
                                             
Dear Sir or Madam: 
 
I am writing to complaint about the recent order we placed with your company.   
Unfortunately, the order was not supplied correctly, so I am writing to ask for an explanation  
as to what happened and how it will be remedied. 
 
Our 30th October this year, we placed an order with company for 10,000 items.  However,  
on taking delivery of the shipment, it was discovered that you had sent only 8,000 units 
but had invoiced us for 10,000. 
 
This shortfall has put our company in a difficult position, as we were due to supply one of  
our major customers and as such we were unable to fulfill their order. 
 
Please look into what happened and obviously make up the shortfall in our order immediately. 
While we do not wish this incident to have a long-term effect on our working relationship,  
We will be forced to take further action if the problem is not resolved at the earliest  
opportunity. 
 
I look forward to hearing from you shortly. 
 
Yours sincerely, 

Chris Vidic 

Chris Vidic 
Figure 7.7 Letter of complaint 

(Source: Adapted from Oxford, 2012: 39) 
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1. Explain how the problem happened. 
2. Express sincere regret. 
3. Blame the customer. 
4. Tell the customer he is the only person who complained. 
5. Explain what you intend to do to amend the situation. 
6. Make promises you cannot keep. 
 

 

   Part 7 Glossary of Vocabulary 
 
adjustment (n.)  a slight change made to something to make it fit, work 

better, or be more suitable or the act of making such a 
change 

align (v.)   to put two or more things into a straight line; to line up 
apologize (v.)   to tell someone that you are sorry for having done 

something that has caused problems or unhappiness 
for them 

apology (n.)   an act of saying that you are sorry for something wrong
    you have done 
attach (v.)   to fasten, join, or connect something; to join a file such 

as a document, picture, or computer program, to an 
email 

complaint (n.)   a written or spoken statement in which someone says 
that somebody has done something wrong or that 
something is not satisfactory 

complimentary close (n.) the words that you write at the end of a business letter 
before you write your name, for example,  
‘Best wishes”, ‘Yours truly’, ‘sincerely’, etc. 

concise (adj.)   short and clear, expressing what needs to be said 
without unnecessary words 

consignment (n.)  a quantity of goods that are sent together 
copy (n.) (v.)   (n.) a single book, newspaper, record, or other printed 

or recorded text of which many have been produced 
(v.) to produce something so that it is the same as a 
original piece of work 

courier (n.)   a person or company that takes messages, letters, or 
parcels from one person or place to another 

credibility (n.)   the fact that someone can be believed or trusted 
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damaged (adj.)   harmed or spoiled 
delivery (n.)   the act of taking goods, letters, parcels, etc. to 

people’s houses or places of work 
discover (v.)   to find something for the first time, or something that 

had not been known before; to realize or learn 
dispatch (v.)   to send something, especially goods or a message, 

somewhere for a particular purpose 
enclose (v.)   to include something inside a letter or parcel 
faulty (adj.)   containing mistakes; not working correctly 
immediately (adv.)  now or without waiting or thinking 
inconvenience (n.) (v.)  (n.) a state or an example of problems or trouble, often 

causing a delay or loss of comfort 
(v.) to cause problems or difficulties for someone 

indent (v.)   to begin a line of written or printed text after leaving 
extra space, compared with the place where other 
lines begin 

individual (n.) (adj.)  (n.) a single person or thing, especially when compared 
to the group or set to which they belong 
(adj.) existing and considered separately from the other 
things or people in a group 

installation (n.)   the act of putting something in place so that it is ready
    for use 
invoice (n.) (v.)   (n.) a list of things provided or work done together with 

their cost, for payment at a later time 
(v.) to supply an invoice 

letterhead (n.)   the top part of a piece of writing paper where the 
name and address of a person or business sending the 
letter 

look forward to (phrase) to feel pleased and excited about something that is 
going to happen; used at the end of a formal letter to 
say you hope to hear from or see someone soon, or 
that you expect something from them 

mistake (n.)   an action, decision, or judgment that produces an 
unwanted or unintentional result  

photocopy (n.)   a copy of a document made on a photocopier 
place an order (v.)  to submit an order 
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prompt (adj.) (v.)  (adj.) (of an action) done quickly and without delay, or 
(of a person) acting quickly or arriving at an arranged  
time 

quality (n.) (adj.)  (n.) the degree of excellence of something, often a high 
degree of it; how good or bad something is 
(adj.) of a high standard; very good 

quantity (n.)   the amount or number of something, especially that 
can be measured 

readable (adj.)   easy and enjoyable to read 
refund (n.)   an amount of money that is given back to you, 

especially because you are not happy with a product 
or service that you have bought 

regret (n.) (v.)   (n.) a feeling of sadness about something sad or wrong 
or about a mistake that you have made, and a wish 
that it could have been different and better 
(v.) to feel sorry about a situation, especially something 
sad or wrong or a mistake you have made 

remedy (n.) (v.)  (n.) a successful way of curing an illness or dealing with 
a problem or difficulty 
(v.) to do something to correct or improve something 
that is wrong 

reputation (n.)   the opinion that people have of someone or 
something, based on past behavior or character 

response (n.)   something said or done as a reaction to something that 
has been said or done; an answer or reaction 

salutation (n.)   a greeting in words or actions, or the words used at the 
beginning of a letter or speech 

satisfy (v.)   to please someone by giving them what they want or 
need 

shortfall (n.)   an amount that is less than the level that was 
expected or needed 

solution (n.)   an answer to a problem 
supply (n.) (v.)   (n.) an amount of something that is available for use 
    (v.) to provide something that is wanted or needs, 

often in large quantities and over a long period of time 
unsatisfactory (adj.)  not good, or not good enough 
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reference (n.)   a mention of something; Abbreviation ref in a business 
letter, a number that tells you who to speak to or 
where to look for more information 

 
Summary 

This chapter focuses on how to write complaint letters and adjustments.  
Parts of a business letter, letter format, and characteristics of successful letters are 
important topics discussed in the chapter before writing the two types of business 
letters.  Listening part gives learners the opportunity to listen to conversations 
related to making complaints and how to deal with the complaints.  Reading practice 
is to check understanding about information in the letters.  Grammar points normally 
used in writing complaint letters and adjustments are reviewed: the present simple, 
the present continuous, the present perfect, and the past simple.  Writing tasks are 
designed to aid the learning of important vocabulary and phrases used in complaint 
letters and adjustment letters in contextual situations.  Lastly, speaking part provides 
the opportunity for discuss.  
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Appendices 



Appendix A 

Answer key 

Chapter 1 Sales 
Task 1.1 
     1, 2, 5, 6, 7, 8, 9, 10 
Task 1.2 

1. Sales promotion 5.  Sales meeting 
2. Sales figures  6.  Sales force 
3. Sales volume  7.  Sales targets 
4. Salesperson  8.  Sales tax 

Task 2.1 
1. good listener  5.  enthusiastic 
2. reading   6.  persuade 
3. salesperson  7.  Close 
4. knowledgeable  

Task 2.2 
1. X     2.       3.       4.       5.  X  

Task 2.3 
     1.   salesperson  5.  better listener 

2. enthusiastic  6.  persuade 
3. knowledgeable 7.  benefits 
4. close   8.  sales 

Task 2.4 
1. field   5.  interested 
2. information  6.  quotation 
3. demonstration  7.  offer 
4. line of business 8.  look forward 

Task 3.1 
1. features       4.  jump to conclusion 
2. differentiate      5.  superior 
3. direct mailing      6.  word of month 

Task 3.2 
1. product       4.  customer profile 
2. unique selling points 5.  features 
3. advertisement  6.  benefits 

 
 



 
282 Answer key 

Task 3.3 
1. because they are an effective way for businesses to make face-to-face 

contacts with potential suppliers and customers. 
2. because it is the secret of success. 
3. make a profile of  the customers you want to attract and the products and 

services they want to know about, ask appropriate questions to identify 
potential clients, show samples to visitors or give short presentations to 
illustrate the product, take a record of each visitor, give out leaflets and 
business cards. 

4. have a meeting and discuss what worked well and what could be improved 
on, follow up each contact with a phone call, an email, or a letter.    

Task 3.4 
1. F     2.  T     3.  F     4.  F     5.  T     6. T 

Task 3.5 
1. sample   5.  B2C 
2. home shopping 6.  online shopping 
3. online retail  7.  cold call 
4. B2B   8. direct mail 

Task 3.6 
1. selling goods or service via the Internet 
2. They do not to give part of their profits to intermediaries. 
3. the travel industry 
4. They can choose how and when to shop. 
5. Because consumers can buy products or services from their own home. 

Task 3.7 
1. B2C     2.  B2C     3.  B2B     4.  B2C     5.  B2B     6.  B2C 

Task 3.8 
1. O2O stands for online-to-offline  
2. It is a business strategy that draws potential customers from online channels 

to make purchases in physical stores. 
3. It refers to a physical store. 
4. To create product and service awareness online, allowing potential customers 

to research different offerings and then visit the local brick-and-mortar to 
make a purchase. 

Task 3.9 
1. worse     2.  worse     3.  worse     4.  better     5.  better  

Task 3.10 
     falling (adj.)     to increase (v.)     to rise (v.)     rise (n.)     fall (n.) 
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Task 4.1 
1. is he arriving  6.  ‖re presenting 
2. ‖s briefing  7.  Am I seeing 
3. ‖s happening  8.  aren‖t 
4. ‖re preparing  9.  ‖re calling 
5. ‖re attending          10.  ‖re having 

Task 4.2 
2. We are going to accept the offers of the company. 
3. They aren‖t going to build the new offices. 
4. I‖m going to attend trade fairs and exhibitions in Japan this year. 
5. This is where we are going to open the new market. 

Task 4.3 
2. The price is going to rise. 
3. It‖s going to go bankrupt. 
4. We‖re going to be late. 
5. It isn‖t going to arrive on time. 

Task 4.4 
1. ‖re leaving 
2. will arrive 
3. ‖re staying 
4. ‖ll have 
5. ‖re seeing 

Task 4.5 
1. Will you carry  5.  ‖m going to look 
2. ‖ll tell   6.  ‖re going to present 
3. ‖ll take   7.  won‖t have 
4. are you going to call 8.  ‖ll post 

Task 4.6 
     Answers will vary. 
Task 5.1 (sample answer only) 
     First, the export manager is arriving at Changi airport at 4.45 p.m., and in the next 
morning he is attending sales director‖s presentation on last year‖s sales.  Then, he is 
discussing sales strategies in regional groups at 10.30 a.m., and he is having lunch at 
the hotel restaurant at 12.00 a.m.  After lunch, at 1.30 p.m., he is heading to the 
island of Sentosa via a cable car, and he is going to Universal Studios at 2.00 p.m.  
Next, he is going on Singapore Flyer at 4.00 p.m.  After that, at 6.00 p.m., he is having 
dinner in Chinatown, and he is seeing the light and water show at Marina Bay Sands 
at 7.30 p.m.  He is flying back to Hong Kong the following day at 11.30 a.m.   
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Task 5.2 
     Answers will vary. 
Task 5.3 
     Answers will vary. 
Task 6.1 

1. iCustomer provides a link between salespeople and customer‖s data. 
2. Your salespeople always have current information about customers. 
3. Your sales force will be able to sell more products. 

Task 6.2 
Feature  3 
Advantage  1 
Benefit  2 

Task 6.3 
1. E     2.  G     3.  F     4.  A     5.  C     6.  D     7.  B 

Task 6.4 
1. My talk today is about/I want to tell you today about 
2. First of all,/Firstly, I‖ll 
3. Next,/Then I‖ll 
4. Finally,/Lastly, I‖ll 
5. Why is this important? 
6. Let‖s look now at/Moving onto my next point, 
7. to sum up,/in conclusion, 
8. Please feel free to ask questions./If anybody has any questions, I‖d be happy 

to answer them. 
Task 6.5 
     Field of business: specialist stamp collecting book publisher 
     Customers: children, teenagers, adults, people who have retired, mostly male 
     Customers looking for: information and books about stamps 
     Challenges: reaching customers all over the world 
     To do: send copy of demo software 
Task 6.6  

1. B     2.  F     3.  D     4.  E     5.  C     6.  A 
Task 6.7 
[ 9]  James: They are looking for a professional service that is delivered promptly 

          and is good value for money. 
[ 7] James:   Mainly small businesses or private purchasers. 
[11] James:  We find it hard to get our message out to new clients without 

spending lots of money on advertising. 
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[ 1] James: Hello, Carol.  I‖m James. 
[ 8]  Carol: And what do your customers want from you? 
[10] Carol: What challenges do you face in your line of work? 
[15] James: That sounds like a good idea.  I think it would be useful to keep  

up-to-date with any new marketing ideas. 
[ 5] James: Well, I carry out valuations and building surveys on properties for 
   clients. 
[14] Carol: Here‖s some more information on that then.  And can I add you in our 

mailing list? 
[13] James: Yes, I would. 
[ 6]  Carol: What sort of customers do you have? 
[ 3] James: I‖m a surveyor. 
[ 4]  Carol: What does that involve exactly? 
[ 2]  Carol: Hello, James, nice to meet you.  First of all, what line of work are you  
   in? 
[12] Carol:    Well, would you be interestd in hearing more about our website  
  design service to publicize what you do? 
Task 6.8 

1. afraid     2.  sincerely     3.  apologize     4.  really     5.  apologies 
Task 6.9 

1. urgent close     2.  hard close     3.  emotional close     4.  urgent close 
Task 6.10 

1. urgent close  5.  emotional close 
2. hard close  6.  urgent close 
3. emotional close 7.  urgent close 
4. hard close  8.  hard close 

Task 6.11 
     Answers will vary. 
 
Chapter 2 Banking and Finance 
Task 2.1 

1.     2.    3.    4.    5.    7.    8.    10.   
Task 2.2 

1. She needs an account so she can receive her salary and pay her bills. 
2. She can receive her salary by direct deposit. 
3. With a standing order 
4. The cash dispenser 
5. Yes, she does. 
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Task 2.3 
1. teller       2.  withdraw      3.  cashier        4.  PIN                5.  limit 
6. balance     7.  account        8.  deposits      9.  statements   10. current 

Task 2.4 
Dialogue A 

1. I would   2.  would you   3.  like   4.  Can I   5.  Could you   
Dialogue B 

1. I would   2.  Would you   3.  Could you      
Dialogue C 

1. like        2. Could you      3.  Could you 
Dialogue D 

1. I would  2.  want             3.  Can I 
Dialogue E  

1. like       2.  would you     3.  Could you 
Dialogue F 

1. would like   2.  Can I   3.  would you   4.  I would    
5.  like   6.  I would   7.  Could you   8.  Have a nice day   

Task 3.1 
1. T       2.   N       3.   F       4.   F              

     5.   F       6.   F       7.   T       8.   T        
Task 3.2 
     Answers will vary. 
Task 3.3 

1. loan      4.  investment advice   
2. loan   5.  safe deposit box 

3. foreign exchange 6.  savings account 
Task 3.4 

1. overdraft  6.  mortgage 
2. credit card  7.  cash card 
3. cash dispenser  8.  home banking 
4. loan   9.  current account/checking account 
5. standing order          10.  deposit account/savings account 

Task 3.5 
1. make     5.  view   
2. download  6.  transfer 

3. payments  7.  keep track 
4. balance 
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Task 4.1 
     Answers will vary. 
Task 4.2 
     Answers will vary. 
Task 4.3 
    Answers will vary. 
Task 5.1 

1. eleven 
2. fifteen 
3. eighty-seven 
4. three hundred and fifty 
5. five thousand nine hundred and sixty-three 
6. sixty thousand five hundred 
7. eight hundred forty thousand 
8. twenty-five million two hundred and fifty 
9. one hundred twenty-five million three hundred forty-nine thousand seven 

hundred and eighty-six 
10. three billion 

Task 5.2 
Cheque A     Cheque B  

1. June 26, 2016          1.  July 20, 2016 
2. Eastern Phone          2.  The Food Villa Market 
3. 70.00           3.  17.50 
4. Seventy and 00/100         4.  Seventeen and 50/100 

Task 5.3 
1. account  6.  payment 

2. deposit   7.  debit card 

3. cheque  8.  credit 

4. debit   9.  transactions 

5. cash                       10.  Balance 
Task 5.4 
British pound   Saudi Arabian riyal 
Euro    UAE dirham 
Japanese yen   Russian rouble 
Hong Kong dollar  Egyptian pound 
Indian rupee   Bahrain dinar 
Swiss franc   Napalese rupee 
Australian dollar  Hungarian forint 
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New Zealand dollar  Pakistani rupee 
Canadian dollar  Malaysian ringgit 
Swedish krona   Singapore dollar 
Danish krone   Brunei dollar 
Norwegian krone  Philippine peso 
Chinese yuan   Indonesian rupiah 
Maxican peso   Myanmar kyat   
Korean won   Cambodia riel 
New Taiwan dollar  Lao kip 
Kuwaiti dinar   Vietnamese dong 
Task 6.1 
     Answers will vary. 
Task 6.2 

1. account/deposit/minimum/form/PIN 
2. order/can/would/fill out/application 
3. make/deposit/account/checking/can 
4. withdraw/much/take/would/taken 
5. cash/cheque/sign/back/get 
6. cheque/wrote/bounced/left/records 
7. transfer/take/savings/transferred/account 

Task 6.3 
     Answers will vary. 
 
Chapter 3 Import and Export 
Task 1.1 

1. letter of credit   6.  free alongside ship 

2. cost, insurance, freight 7.  bill of exchange 

3. ex works   8.  purchase order 

4. free on board   9.  air waybill 

5. bill of lading           10.  delivered at terminal 
Task 2.1 

1. Seoul, Korea 
2. a catalogue, the model, and prices 
3. the visitor‖s business card 

To keep a record and give a report to the export manager 
4. Hanwha Corporation 

an assistant to the director of the international department 
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5. company‖s catalogue with full detail of the products and prices, company‖s 
profile, a business card of the export department 

Task 2.2 
1. can I do for you  6. exporter 
2. interesting   7. the international trade 
3. catalogue   8. representing 
4. numbers and prices  9. export department 
5. certainly   10. an interest 

Task 3.1 
1. a form of international trade and business 
2. advertisements, a trade exhibition (in the exporter‖s or importer‖s country) 
3. purchase order 
4. letter of credit 
5. bill of lading/air waybill, bill of exchange, commercial invoice, packing list, L/C 

Task 3.2 
1.   T       2.   F       3.   T       4.   F       5.   T       
6.   F       7.   T       8.   T       9.   F      10.  T   

Task 3.3 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Task 3.4 
1. b       2.   g       3.   j       4.   h      5.  a       
6.   c       7.   d       8.   i      9.  f      10.  e   

 
 

3 

4 

5 

6 

7 

8 
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Task 4.1 
1. The documents are checked. 
2. The importer‖s bank checks the documents. 

Task 4.2 
1. The exporter is notified (by the exporter‖s bank). 
2. The pro forma invoice is brought to a bank (by the importer). 
3. The goods are shipped (by the exporter). 
4. The documents are sent to the importer‖s bank (by the exporter‖s bank). 
5. The goods are collected when the documents are received by the importer. 

Task 5.1 
1. Japan Electronics Co., Ltd. 

1-12-1, 9th Floor, DNI Higashisakura Bldg.  
Higashi-ku, Nagoya city, Aichi, Japan 461-0005 
Tel. (+81) 7-4435-2789 
Fax: (+81) 7-4435-2799 

2. Thai Star Co., Ltd.  
15/58 Soi Mitsampan 10, Rama 4  
Khlong Ton, Bangkok 10110 
Tel. (662) 671-6555 
Fax: (662) 671-6511 

3. CIF Nagoya by Sea Freight 
4. Nagoya Port, Japan 
5. Khlong Toei Port, Thailand 
6. 593 AB/110JM 
7. 27/June/2016 
8. 2016/003 
9. By Irrevocable L/C at sight 
10. For 30 days from the issuing date 
11. 20 days after receipt of your L/C 
12. R70T 6500K, R480M 15000K 
13. LED light bulbs, Compact fluorescents 
14. 3,000, 15,000 
15. @USD 4.60, 3.50 
16. 13,800.00, 5,250.00 
17. 4,500 pieces 
18. USD 19,050.00 
19. American Dollar Nineteen thousand and Fifty only 
20. Japan Electronics Co., Ltd., Yamamoto Rukawa 
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Task 5.2 
1. Thai Star Co., Ltd.  

15/58 Soi Mitsampan 10, Rama 4  
Khlong Ton, Bangkok 10110 
Tel. (662) 671-6555 
Fax: (662) 671-6511 

2. Japan Electronics Co., Ltd. 

3. 2016/003 
4. 5/July/2016 
5. LED light bulbs, Compact fluorescents, piece, piece 

6. R70T 6500K, R480M 15000K 

7. USD 4.60, USD 3.50 
8. USD 13,800.00, USD 5,250.00 
9. American Dollar Nineteen thousand and Fifty only 

10. USD 19,050.00 
11. USD 19,050.00 
12. Mr. Yamamoto Rukawa 
13. Mr. Wichai Sirikarn 
14. Sales Manager of Japan Electronics Co., Ltd. 
15. Sales Manager of Thai Star Co., Ltd.  

Task 5.3 
1. Japan Electronics Co., Ltd. 

1-12-1, 9th Floor, DNI Higashisakura Bldg.  
Higashi-ku, Nagoya city, Aichi, Japan 461-0005 
Tel. (+81) 7-4435-2789 
Fax: (+81) 7-4435-2799 

2. Thai Star Co., Ltd.  
15/58 Soi Mitsampan 10, Rama 4  
Khlong Ton, Bangkok 10110 
Tel. (662) 671-6555 
Fax: (662) 671-6511 

3. JEC 099-1327 
4. 27/June/2016 
5. 593AB/110JM 
6. CIF Nagoya by Sea Freight 

7. Asakaze no.6 
8. 15/July/2016 
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9. Thai Star Co., Ltd.  
Khlong Toei, Thailand 
No.1-45 
Made in Japan 

10. Nagoya, Japan 
11. Khlong Toei, Thailand 
12. Kinki Osaka Bank 

L/C No. KOB143-7599 
Dated 30/July/2016 

13. R70T 6500K, R480M 15000K 

14. 3,000 pieces, 15,000 pieces 

15. 4.60, 3.50 
16. 13,800.00, 5,250.00 
17. 45 cartons 
18. 4,500 pieces 
19. 19,050.00 
20. American Dollar Nineteen thousand and Fifty only 

21. Mr. Tamamoto Rukawa 
Task 5.4 

1. Japan Electronics Co., Ltd. 
1-12-1, 9th Floor, DNI Higashisakura Bldg.  
Higashi-ku, Nagoya city, Aichi, Japan 461-0005 
Tel. (+81) 7-4435-2789 
Fax: (+81) 7-4435-2799 

2. Thai Star Co., Ltd.  
15/58 Soi Mitsampan 10, Rama 4  
Khlong Ton, Bangkok 10110 
Tel. (662) 671-6555 
Fax: (662) 671-6511 

3. 15/June/2016 
4. JEC 099-1327 

5. LED light bulbs and compact fluorescents 
6. Japan Electronics Co., Ltd. per Asakaze no.6 

7. 15/July/2016 
8. Nagoya, Japan 
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9. Thai Star Co., Ltd. 
Khlong Toei, Thailand 
P.O. no.593AB/110JM 
Case no. 1-45 
Made in Japan 

10. LED light bulbs              3,000  pieces 

Compact fluorescents     1,500 pieces 

11. 0.10 KGS, 0.10 KGS 
12. 300 KGS, 150 KGS 
13. 45 
14. 4,500 
15. 0.10 
16. 450 
17. Forty-five (45) cartons only 
18. Japan Electronics Co., Ltd. 
19. Mr. Tamamoto Rukawa 

Task 5.5 
1. Japan Electronics Co., Ltd. 

1-12-1, 9th Floor, DNI Higashisakura Bldg.  
Higashi-ku, Nagoya city, Aichi, Japan 461-0005 

2. Thai Star Co., Ltd.  
15/58 Soi Mitsampan 10, Rama 4  
Khlong Ton, Bangkok 10110 

3. Same as consignee 
4. Nagoya, Japan CIF 
5. Nagoya, Japan 
6. JP-BKK 112999C 
7. Khlong Toei, Thailand 
8. Khlong Toei, Thailand 
9. Asakaze no.6 
10. JP006 
11. Thai Star Co., Ltd.  

Khlong Toei, Thailand 
P.O. no. 593AB/110JM 
Case no.1-45 
Made in Japan 

12. 30 CTNS, 15 CTNS 
13. LED light bulbs, Compact fluorescents 
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14. 450 KGS 
15. 150x70x100 cm 

1.050 M3 
16. Forty-five (45) cartons only 
17. Nagoya, Japan 
18. July 20, 2016 

Task 5.6 
1. THAIWIWAT CO., Ltd. 
2. KUBOTA CO., Ltd. 
3. An irrevocable letter of credit 
4. F.O.B 
5. 10/04/2016 

Task 5.7 
1. 31 May 2016 US$ 9,000.00 
2. Sight 
3. U.S. DOLLARS: NINE THOUSAND ONLY 
4. L/C No. 4922232462 DATE APRIL 1st, 2016 ISSUED BY EXPORT-IMPORT BANK 

OF THAILAND 
5. MIZUHO BANK 

 
Chapter 4 Logistics  
Task 1.1 
      Answers will vary. 
Task 2.1 
 Inland waterways Road Rail (express service) 
speed in days 6 4 3 
cost low 50% higher  

than barge 
40% higher 
than truck 

flexibility low very high low 
Task 2.2 

1. longer   
2. the cheapest   
3. higher  
4. faster   
5. more expensive  

 
 
Task 2.3  



 
295 Answer key 

1. calling about  6.  suggest 
2. Could you  7.  an alternative 
3. would be  8.  also consider 
4. recommend     9.  How much 
5. more suitable  10. if you like 

Task 2.4 
1.   T       2.   F       3.  F       4.   T       5.   F      6.   T 

Task 3.1 
1. Road transportation 
2. Freight trains 
3. Yes, it is. 
4. Yes, it is. 
5. The longest pipeline links Alberta to Sarnia (Canada). 
6. Multimodal transport operator 

Task 3.2 
1. B   6.   L 
2. F   7.   J 
3. E   8.   G 
4. H   9.   D 
5. A   10. C 

Task 3.3 
1. B  
2. E 
3. A 
4. C 
5. D 

Task 3.4 
Perishable cargo Non-perishable cargo Heavyweight & Overwidth cargo 
fresh produce 
seafood 
frozen foodstuffs 
meat 
dairy products 

alcohol 
harmful chemicals 
crude oil 
canned products 

tractors 
industrial boilers 
steel pipes 
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Task 5.1 
1. centimeter  6. liter 
2. foot   7. ounce 
3. kilometer  8. inch 
4. tonne   9. millimeter 
5. gallon   10. square meter 

Task 5.2 
1. The weight of the package is 55 kg. 
2. The measurements of the case we need to ship are 1.5 m (long) by 50 cm 

(wide) by 65 cm (high). 
3. The ship is more than 75 meters long. 
4. The width of this seagoing vessel is about 40 meters. 
5. It is nearly 6 centimeters deep. 

Task 6.1 
Customer enquiries 
I would like some information regarding……….. 
Could you let me have some information about………..? 
What would be the cheapest/fastest/safest/most convenient way/option? 
Advice and recommendations 
In that case, I recommend/suggest that you use/ship………… 
I think the best option would be to ……………………. 
We can provide/arrange/ship……………………….if you like. 
Offering alternatives 
If you prefer…………………., we could also arrange………………… 
As an alternative, we can offer you ………………………… 
Task 6.2 

1. B 
2. D 
3. E 
4. F 
5. A 
6. C 

 
Chapter 5 Negotiation 
Task 1.1 
     Answers will vary. 
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Task 2.1 
1. to get something below its price 
2. to talk things over 
3. to negotiate for everything 
4. the best result for both parties 

Task 2.2 
     Answers will vary. 
Task 2.3 

1. preparation –being prepared 
2. knowing exactly what you‖re talking about, –knowledge of subject 

doing your research  
3. be flexible –flexibility 
4. you‖ve got to listen –listening skills 
5. win their respect –ability to win respect 
6. look out for non-verbal signals –ability to interpret body language 
7. strike a hard bargain –persistence  
8. you don‖t deliberately mislead them – honesty  

Task 2.4 
1. E     2.  D     3.  H     4.  C     5.  A     6.  J     7.  I     8.  B     9.  F     10.  G      

Task 3.1 
1. Finland     2.  Mexico     3.  Australia     4.  Malaysia 

Task 3.2 
1. Americans  (J, N, O) 5.  Spaniards  (G) 
2. Brazilians  (A, B)  6.  Swedes  (K, M) 

3. British   (C, H)  7.  French (D, I) 

4. Germans  (F, P)  8.  Japanese  (E, L) 
Task 3.3 

1. because careful negotiation is the key to a company‖s success, and, very 
often, a few successful negotiations can bring in large profits and/or very 
profitable long-term contracts. 

2. to prepare managers for negotiations 
3. the company‖s Vice-President for Marketing and Retailing,  

Mr. Manop Preedee, 
4. managers 
5. four factors 
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Task 3.4 
1. On June 24th at 10.30 a.m. 
2. Tasha, Karin, Frank, and Mirja 
3. To negotiate a master agreement 
4. A quality report 
5. Ten working days 

Task 3.5 
1. to negotiate  11.  to produce 
2. proposal  12.  meeting 
3. calculation  13.  to brainstorm 
4. to deliver  14.  to specify 
5. payment  15.  production 
6. to quote  16.  transportation 
7. discussion  17.  information 
8. requirement  18.  to chair 
9. to find   19. preparation 
10. to produce  20. arrangement 

Task 3.6 
1. Personal introduction 

Negotiator 1: I‖m the European Sales Director. 
Negotiator 2: No 

2. Type of company 
Negotiator 1: We‖re a food-processing company. 

Negotiator 2: We‖re an engineering manufacturing business. 
3. Core business 

Negotiator 1: We specialize in meat products, mainly chicken and beef. 

Negotiator 2: specializing in offshore drilling components 

4. Origins 

Negotiator 1: We‖re a family business and, in fact, the company was founded 

                   by my grandfather in the 1950s. 

Negotiator 2: We were founded 30 years ago as an oil and gas company,  
                   but we moved into wind farm technology about ten years ago. 

5. Financial position 
Negotiator 1: No 
Negotiator 2: Last year we turned over 150 million dollars. 
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6. Importance 
Negotiator 1: No 

Negotiator 2: We‖re the second largest energy company in our sector. 
7. Size of operation 

Negotiator 1: We have seven processing plants around Europe and we  
                   operate mainly in EMEA—that‖s Europe, the Middle East and  
                   Africa. 
Negotiator 2: We have two manufacturing facilities, one in the UK and one in 
                   Korea. 

8. Client base 
Negotiator 1: the leading supermarket chains. 
Negotiator 2: companies that build and install wind farms. 

Task 3.7 
1. down  5.  bit 
2. introduction 6.  into 
3. founded 7.  turned 
4. in  8.  increase 

Task 3.8 
1. based  4.  turnover 
2. operate 5.  customers 
3. leader  6.  specializing 

Task 3.9 
1. Propose  
2. Prepare        
3. Explore        
4. Bargain        
5. Agree   

Task 3.10 
1. outline     2.  saying     3.  suggesting     4.  If     5.  agree   

Task 3.11 
1. Nick 
2. Four: product specification, price, delivery, next steps 
3. Product specification 
4. Price 
5. Donna 
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Task 3.12 
1. off  4.  Shall 
2. agree  5.  bit 
3. proceed 6.  achieve 

Task 3.13 
1. Caroline/Pete/Caroline 
2. Trial order of 1,000 units at 25% discount 
3. Product volumn: Flexible 

Price: Flexible 
Delivery: Inflexible 
A no-questions-asked refund: Inflexible 
Payment terms: Inflexible 

Task 3.14 
1. proposal 5.  if 
2. trial  6.  flexibility 
3. principle 7.  counter-proposal 
4. off  8.  non-negotiable 

Task 3.15 
1. But if we agree to pay for the change in branding and you pay for the 

translation and changes to the specification, will that be acceptable? 
2. Suppose we agree to split the difference? Share costs on translation, 

adaptation and branding?  
3. We have two alternatives.  We can sell you the existing product with our 

brand on it or we can rebrand and adapt it and do the translation for you, 
and share costs.   

4. Let me make another suggestion.  Give us the existing version as it is.   
We will do the translation and brand it for our market.  We will absorb the 
cost as an internal overhead and we will give you final approval on product  
quality.  That way we can control costs and you still have quality control. 

5. Let‖s take a break and think about it, and then discuss it in more detail when 
we get back to the table.  
 
1.  Propose a concession: Unsuccessful  
2.  Agree to split the difference: Unsuccessful  
3.  Offer two alternatives:  Unsuccessful   
4.  Introduce a new idea: successful  
5.  Take a break and reconvene: successful  
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Task 4.1 
1. E     2.  B     3.  G     4.  F     5.  H     6.  A     7.  D     8.  C 

Task 4.2 
1. We won‖t get that contract unless we improve our offer. 
2. We will sign the deal tomorrow unless something goes wrong. 

3. I‖m afraid we won‖t be able to do business with you unless you lowe the 

price. 

4. We are going to have a bad year unless demand increases soon. 

5. I won‖t offer you a discount unless you agree to this. 
Task 4.3 

1. in case     2.  so that     3.  so that     4.  in case     5.  in case 
Task 4.4 

1. So long as 
2. as long as 
3. provided that 
4. unless 
5. as long as 

Task 5.1 
 Answers will vary. 
Task 5.2 

1. The letter is exploring the opportunity to supply industrial paint to a new 
international construction project. 

2. The supplier represents a family company that manufactures high-quality 
industrial paint. 

3. The company manufactures and delivers high-grade industrial paint to client 
specifications. 

4. The supplier has a strong track record in supplying international airport and 
rail construction projects. 

5. The supplier wants the client to discuss requirements and suggests a phone 
conversation to initiate discussions. 

Task 5.3 
 Answers will vary. 
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Chapter 6 Business Reports 
Task 1.1 
     Answers will vary. 
Task 2.1 

1. 1905   8.  Asia 
2. Jackson  9.  England 
3. grandson  10. fall, reduction or drop 
4. Development  11. Lost 
5. sales   12. Reduce 
6. David   13. Customers 
7. Hallam   14. that the wants to develop the Asian market  

Task 3.1 
1. B, G   5.  D, (E), A 
2. K   6.  C 
3. F   7.  J 
4. H   8.  E, I, (A) 

Task 3.2 
1. A potential new location for the company 
2. 20 miles from downtown 
3. Rail connections to other cities 
4. It is affordable in Alchester. 
5. Stay in Alchester for over ten years. 
6. A decision has not yet been made.  

Task 3.3 
1. False     2.  True     3.  False     4.  Not given     5.  True     6.  True 

Task 3.4 
1. Wirada Phitakchai 
2. Mr. Robert Lucus, Sales Manager 
3. Smart Tech, Ltd., sales representative 
4. to visit the new plant in Bangkok 
5. to order more products and to meet Smart Tech, Ltd.‖s manager 
6. to recommend a second trip to Bangkok by sales team to meet other 

potential customers. 
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Task 4.1 
1. complained 
2. placed 
3. didn‖t accept 
4. didn‖t realize 
5. did (you) hire 

Task 4.2 
1. ran  5.  write 
2. do  6.  had 
3. made  7.  paid 
4. went  8.  Sell 

Task 4.3 
1. wrote a report  5.  had problems 

2. did business  6.  went abroad 

3. sold out  7.  ran up 
4. paid by credit card 8.  made a profit 

Task 4.4 
1. Last month, I went to Japan to visit the new Tokyo branch. 
2. A few weeks ago, he flew to Berlin to negotiate for a new project with the 

client.  
3. Last week, we took a trip to Beijing to attend the international conference.  
4. At the end of last month, they visited Singapore to investigate the new market. 
5. Earlier this month, I discussed the possibility to open a new branch in Brazil.  

Task 4.5 
1. had finished, wanted 
2. was, had organized 
3. had fallen, decided 
4. stayed, had recommended 
5. wanted, hadn‖t used 
6. had written, crashed 

Task 5.1 
     Answers will vary. 
Task 6.1 
     Answers will vary. 
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Chapter 7 Complaints and Adjustments 
Task 1.1 
     Answers will vary. 
Task 2.1 

1. mistake  5.  correct books 
2. exactly   6.  specific 
3. 200 copies  7.  delivery 
4. ―A History of Magic‖ 8.  Deadline 

Task 2.2 
1. the installation of computer accounting software 
2. No, there isn‖t. 
3. unsatisfactory 
4. a fault of the CD 
5. The company will send a technician by noon. 

Task 3.1 
1. a complaint letter 
2. an adjustment letter 
3. Mr. Parin Sakornsin 
4. Mr. Anthony Graham 
5. UD SPORTS 
6. NEW GEN SPORTS 
7. tennis rackets and badminton rackets 
8. the wrong quantity 
9. a copy of the order form 
10. to send the remaining 20 badminton rackets immediately, at no extra cost 

Task 5.1 
      Answers will vary. 
Task 5.2 
      Answers will vary. 
Task 5.3 

1. inspect     2.  replacement     3.  goods     4.  ensure 
Task 5.4 
      Answers will vary. 
Task 5.5 

1. Thank you for your letter concerning your order no. o45. 
2. We are sorry to hear that you received the wrong quantity. 
3. We have discovered that this was caused by our new software system. 
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4. We will send you the remaining 20 badminton rackets immediately, at no extra 
cost. 

5. Please accept our apologies for the inconvenience and we look forward to 
serving you again in the future. 

Task 5.6 
      5, 3, 7, 2, 6, 1, 4 
Task 5.7 

1. concerning 
2. We regret to learn that 
3. this was caused by 
4. at no extra cost 
5. please accept our apologies  

Task 5.8 
Dear Mrs. Silivan: 
Thank you for your email dated January 27 regarding the installation of your air conditioner,   
We are sorry to hear that the installation was unsatisfactory.  Apparently, this was caused by 
a fault of air filter.  We will send a technician to take care of it immediately. 
We apologize for the inconvenience and we look forward to doing business with you again 
in the future. 
Yours sincerely, 
Alan Huges 

Alan Huges 
Task 5.9 
     Answers will vary. 
Task 5.10 
     Answers will vary. 
Task 5.11 
     Answers will vary. 
 
 



Appendix B 

Audio Scripts 

Chapter 1 Sales 
Track 1 (Task 2.1) 
A good salesperson needs to be a good listener, and to be good at reading people.  
This will help them to establish the customer’s needs and wants, and help them to 
build a relationship with the customer.  A good salesperson should also be 
knowledgeable about the product or service that they are selling, so that they can 
present the features and benefits effectively.  If a salesperson talks about their 
product or service in an enthusiastic manner, this will motivate customers to feel the 
same way, and may help to persuade them to buy it.  This will ultimately make it 
easier for the salesperson to close the sale. 
 
Track 2 (Task 2.2) 
Salesperson 1:  It’s difficult for me to understand customers because they’re all the 

            same to me. 
Salesperson 2:  Since I love the product that I’m selling.  It’s easy for me to 

 persuade other people to buy it.  
Salesperson 3:  I’m really good at reading people, so I can tell what customers want 

            straight away. 
Salesperson 4:  I’m always very enthusiastic about the products that we sell when 

            I’m speaking to customers on the phone.   
Salesperson 5:  If customers ask me about the service that we offer, I just tell them  

            that I’ve never used it. 
 
Track 3 (Task 2.3) 
After graduating, I started working as a salesperson in an IT shop in New York a few 

years ago.  In the beginning, I was very enthusiastic and knowledgeable about the 

products.  But I usually found it difficult to close sales with customers, and I couldn’t 
understand why.  Last three months, I attended a sales course.  I was trained to 
identify the customers’ needs which helps find the best product for them and make 

the sale.  Nowadays, I’m a much better listener, which has helped me to persuade 
more customers of the benefits of each IT device, and I’ve managed to close more 
sales this month.     
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Track 4 (Task 2.4) 
Robert:   Good morning.  My name’s Robert Burman.  I’m sure you must have 

heard of our company. 
Paul:  No, I can’t say I have actually. 
Robert:  Well, we are the largest company in our field.   

Would you like some information about our services?    
Paul:  Yes, OK.  Actually I’m interested in that machine over there.   

Does it do anything apart from scanning?  
Robert:  Would you like me to give you a demonstration? 
Paul:  That would be great.  Thank you. 
Robert:  Can I ask what you do exactly?  I mean what line of business are  

you in? 
Paul:  We make web sites for the Internet.  We do a lot of work for the 

service industries. 
Robert:  I see why you’re interested in the scanner.  It could well be the 

answer to all your problems. 
  (demonstration) 
  It does a great job, don’t you think? 
Paul:  Yes, I have to say I’m quite impressed. 
Robert:  Would you be interested in a quotation? 
  We could certainly make you an interesting offer. 
Paul:  Yes, why not?  I’ll leave you my card and perhaps you could send me 

one next week. 
Robert:  Certainly, I’ll get one off to you next week.  It was a great pleasure  
  meeting you.  And I hope we’ll be able to do business with you. 
Paul:  I’ll look forward to that.  Goodbye. 
 
Chapter 2 Banking and Finance 
Track 5 (Task 2.1, Task 2.2)  
Bank clerk: Good morning.  Can I help you?  
Customer: Yes, I need to open an account. 
Bank clerk: What kind of account do you need? 
Customer: Next month, I start my new job.  I’m also moving to my new  
  house.  I need an account so I can receive my salary and pay my 

bills. 
Bank clerk: We can open a current account for you.  Then you can receive your  
  salary by direct deposit.  
Customer: What does that mean? 
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Bank clerk: That means that your salary comes directly into your account every  
  month.  You do not need to deposit money yourself. 
Customer: OK.  I understand.  And what about the bills? 
Bank clerk: We can set up standing orders for you. 
Customer: What are those? 
Bank clerk: With a standing order you can say how much you want to pay  
  someone every month. 
Customer: And when the bills are for different amounts?  What can I do then? 
Bank clerk: Then I suggest we arrange direct debits.  The person who gets the 

money from you sends us a bill and we pay it. 
Customer: That sounds fine.  What do I do when I need money? 
Bank clerk: You will get a bank card and then you will be able to use the cash  
  dispenser to make withdrawals. 
Customer: OK.  Can I open the account today? 
Bank clerk: Certainly.  Just a moment and I’ll just give you an application form. 
 
Track 6 (Task 2.3) 
Cash cards 

       Cash dispenser, automatic teller machine or cashpoint are some of the names 
given to machines from which customers can withdraw money from their bank 
accounts using their cash cards.  They can do this at any branch of their bank and 
the branches of other banks which are linked to their bank.  (Note: In the USA, the 
teller is a person receiving and handing out money in a bank.  This occupation is 
called cashier in Britain.) 
       With the cash card, customers also receive a PIN or personal identification 
number which they should memorize.  This number is kept secret even from the 
staff of their branch.  When using the dispenser, customers insert the card and key in 
the PIN number.  By following a clear set of instructions appearing on the video 
screen, they can withdraw cash up to a certain limit, check the balance of their 
account or deposit money. 
       Not all banks provide the same automatic teller services.  Examples of services 
available from customers’ own branch machines are account information, orders for 
new cheque books and deposits of cheques and cash.  Own-branch machines may 
also issue mini- statements of account, showing deposits just made and the current 
balance. 
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Track 7 (Task 2.4) 
Dialogue A 
Bank Teller:    Good morning.  Can I help you? 
Customer:      I would like to open a new account. 
Bank Teller:    What kind of account would you like to open? 
Customer:      Could you tell me how many kinds of account there are? 
Bank Teller:    There are three kinds: savings, time deposit, and current accounts. 
Customer:      I would like to open a savings account. 
Bank Teller:    Can I have your ID card or passport? 
Customer:      Here you are.   
Bank Teller:    Could you please fill out the application form and sign your 
                     name here? 
Customer:      What is the minimum deposit for opening a new account? 
Bank Teller:    At least 500 baht. 
Customer:      OK.  Here you are. 
 
Track 8 
Dialogue B 
Bank Teller:  Good morning.  How can I help you? 
Customer:  Good morning.  I would like to transfer some money from my 

         my savings account to another account, please. 
Bank Teller:  Certainly, madam.  How much money would you like to transfer? 
Customer:  3,000 baht. 
Bank Teller:  Which bank account will you transfer to? 
Customer: The Siam Commercial Bank, please. 
Bank Teller: Could you fill out a deposit form and sign your name and your phone 

number, please?  
Customer: Of course.  Is it OK?  How much do you charge for money transfer? 
Bank Teller: Thirty baht, madam. 
Customer: That’s fine.  Here you are. 
Bank Teller: Thank you. 
 
Track 9 
Dialogue C 
Customer:      Good morning.  I’d like to pay these cheques into my current account, 

please. 
Bank Teller:    Certainly, sir.  Could you complete this paying in slip, please? 
Customer:      OK.  Is this all right? 
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Bank Teller:    Yes, sir.  Could you please sign it here? 
Customer:      OK.  Here you are. 
Bank Teller:    Thank you. 
 
Track 10 
Dialogue D 
Bank Teller:    Good afternoon. 
Customer:      Good afternoon.  I would like to cash this cheque, please. 
Bank Teller:    OK.  How do you want the money? 
Customer:      In thousands. (thousand baht notes) 
Bank Teller:   Can I have your signature here, please?   
Customer:      Fine.  Here you are.  Is everything all right? 
Bank Teller:  Just a moment, please…….  Here’s your money. 
Customer:   Thank you. 
Bank Teller: Thank you. 
 
Track 11 
Dialogue E 
Bank Teller:    Good afternoon.  Can I help you? 
Customer:      Good afternoon.  I’d like to exchange Thai baht to Singapore dollars. 
Bank Teller:    Have you got your passport? 
Customer:   Yes, here it is.  What’s the exchange rate today? 
Bank Teller:   1 SGD to 23.39 THB.  How much would you like to change? 
Customer:   20,000 baht, please.  Here you are. 
Bank Teller: The total sum is 855 SGD.  Could you sign here, please? 
 Here’s your money and receipt.  Thank you. 
Customer: Thank you very much.  Good bye. 
Bank Teller: Good bye.   
 
Track 12 
Dialogue F 
Bank Teller:    Good morning.  Welcome to Bangkok Bank.  What can I do for you? 
Customer:      I would like to apply for a credit card, please. 
Bank Teller:    Certainly, madam.  Do you have any accounts with us at the moment? 
Customer:      No, I don’t. 
Bank Teller:    That’s OK.  I can help you to apply for a credit card today if you like. 
Customer:      That’s wonderful.  Could you give me more information about the 
                    cards available? 
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Bank Teller:    Yes, sure.  Here is a brochure about our popular cards. 
Customer:      Thank you. 
Bank Teller:    Can I ask you a few questions to better understand what  
                    you are looking for?  So, I can help you pick the right card for you. 
Customer:      Yes, please.  That would be helpful. 
Bank Teller:    My pleasure.  First of all, what credit limit would you like to apply for? 
Customer:      I would like 100,000 baht spending limit. 
Bank Teller:    OK.  There are three cards available with a 100,000 spending limit. 
                    Are you looking for reward program with your card? 
Customer:      Yes, I would like to collect points whenever I use the card. 
Bank Teller:    Great.  We have two cards which best suit your needs.  One is  
                    Platinum Champion card and the other is Gold Champion card. 
Customer:      What’s the difference between them? 
Bank Teller:    The Platinum Champion card has a higher interest rate of 13% per 
                     annum, but there is no annual fee. 
Customer:      Can you tell me about the Gold Champion card? 
Bank Teller:    The Gold Champion card has a lower interest rate of 10% per annum 
                     and has interest free period of 30 days on any purchases made.  This 
                     can give you 1 reward point in our reward program for every baht you 
                     spend.  But, there is 600 THB annual fee. 
Customer:      I don’t mind paying the annual fee.  I would like to apply for the  
                    Gold Champion card, please. 
Bank Teller:    OK.  Here’s the application form.  Please fill in your personal details,  
                    occupation, job position, gross annual income and how many years 
                    you have been in your current position.  Do you have identification 
                    with you? 
Customer:      Yes, I have my ID card with me. 
Bank Teller:    The bank will do a credit check and access your credit report to see if  
                    you are eligible for the card.  Could you please tick the box 
                    stating that you know and accept this? 
Customer:      OK.  I’ve done.  Here’s the form and here’s my ID card. 
Bank Teller:    Thank you.  I’ll make photocopies of your ID and be right back. 
Customer:      OK. 
Bank Teller:    All done.  You should hear from someone within the next three days  
                    to let you know whether you have been approved. 
Customer:      That’s fine. Thank you. 
Bank Teller:    Is there anything else I can do for you today? 
Customer:      No, thank you. 
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Bank Teller:    Thank you.  Have a nice day. 
Customer:      Thank you.  You, too. 
 
Chapter 3 Import and Export 
Track 13 (Task 2.1, 2.2) 
Visitor:   This is what my company is looking for.  
Booth holder: I’m glad to hear that.  What can I do for you, sir? 
Visitor:  Well, I’ll have to report my boss in Korea about your interesting  
  products.  It will be very helpful for me to have a catalogue showing  
   pictures of your products, the model numbers and prices. 
Booth holder: Certainly, sir.  Could you please give me your business card so that I  
  can keep a record and give a report to the exporter manager? 
Visitor:  That’s fine.  Here is my business card.  I’m from Hanwha Corporation,  
  Seoul.  I’m an assistant to the director of the international trade  
  department. 
Booth holder: I’m very pleased to meet you.  I’m here representing my company’s  
  export department.  Here is our company’s catalogue with full detail  
  of our products and prices.  This is our company’s profile.  And this is  
  the business card of the export department with whom you can make  
  further contact. 
Visitor:  That’s very kind of you.  Thank you for your assistance.  I’ll present 

this Information to my boss and he might contact your company later. 
Booth holder: Thank you very much for showing an interest in our products. 
Visitor:  Thank you. Goodbye. 
Booth holder: Goodbye. 
 
Chapter 4 Logistics 
Track 14 (Task 2.1, 2.2) 
Hao:  Well, basically we have three shipping options: we can use inland waterways, 
           road, or rail.  
Ying: Right.  Let’s start with the river barge.  How long would it take to ship the  
   consignment by barge? 
Hao:  Normally about six days, but it often takes longer if the weather’s bad. 
Ying: And what about cost and flexibility? 
Hao:  It’s cheap.  It’s actually the cheapest of all the transport options.  It’s not  

very flexible though, mainly because there are only infrequent sailings.  There  
are barges to Shanghai twice a week.   

Ying: OK, let’s look at road transport.  It would only take four days to ship by truck,  
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 but the cost would be about 50% higher than by barge. 
Hao: Yes, but wouldn’t it be much easier? 
Ying: That’s true.  Let’s see how this compares with rail.  Rail would definitely be  
 faster than the truck option if we use the express service.  That takes three  
 days. 
Hao:  But it would also be more expensive than shipping by road.  Transport costs  
 are about 40% higher.  And the system isn’t very flexible.  Sometimes it is  
 only possible to book space on the express train a few weeks in advance.   
 And then perhaps we’d have to use the standard train, which is much slower. 
Ying: So, I think we need to check with our customer first and find out what’s most  
 important to them. 
 
Track 15 (Task 2.3) 
Simon: Global Freight Logistics.  Simon Dawson speaking. 
Paula: Hello, this is Paula Santini from Marmi Italia.  I’m calling about the train 
  options described on your website.  Could you tell me a bit more about them?  
Simon: Yes, of course.  What exactly would you like to know? 
Paula: We have some new customers in the UK and will need to ship marble and 

granite to London next month.  What would be the best rail option for us? 
Simon: That depends.  For large volumes, I would recommend using block-train  
 transport.  If you want to ship smaller quantities, the single-wagon option  
 would be more suitable. 
Paula: I see.  How flexible are the various options?  I mean, how early would we  
 need to place out order? 
Simon: If flexibility is important, I would suggest that you book the block train 

option.  It’s a bit more expensive, but with that you can place your order up  
to 24 hours before the actual shipping date.  As an alternative, I can 
suggest single-car transport, which is even more flexible.  You can order up to  
two hours before collection. 

Paula: That sounds good. 
Simon: Of course, it is always cheaper if you can plan transport well ahead.  In that  
 case we should also consider the other block-train option. 
Paula: OK.  Just one last question.  How much time would we have for loading? 
Simon: At least 7 hours, but we could arrange longer loading times if you like. 
Paula: Thank you very much for your help.  I’ll get back to you as soon as I have  
 customers’ specific transport requirements.   
Simon: Fine.  I look forward to hearing from you again.  Goodbye. 
Paula: Bye. 
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Track 16 (Task 2.4) 
Peter:   Global Forwarders.  Peter Pattison speaking.        
Martin:  Hello, this is Martin Belado from Cool Sphere Company, Norway.  I need a  
  quotation for air freight to Brazil.   I’ve been trying to complete the online 

 quotation form, but it’s not working.  
Peter:   I’m sorry about that.  There have been some problems with it recently.  I’ll 

 see what I can do for you.  Your name is Martin Belado, isn’t it?  
Martin:  yes, that’s right. 
Peter:   OK, here it is.  Well, some of your details were saved.  We can help you do 

 the rest of the consignment details via the phone.  I’ll fill in the quotation  
 for you. 

Martin:  Thank you so much. 
Peter:    Could you briefly describe the goods you want to ship? 
Martin:  They’re cooling units and they’re going to Rio de Janeiro. 
Peter:    How many do you want to ship? 
Martin:  20 boxes with a gross weight of 100 kg each. 
Peter:   OK.  What about the size of each box? 
Martin:  Each box is 150 cm high, 120 cm wide and 70 cm deep.   
Peter:   All right.  Where do you want to ship the goods from? 
Martin:  Oslo, Norway. 
Peter:   When would you like the units to be collected at your premises? 
Martin:  On October 7th. 
Peter:   OK.  And when should delivery be made? 
Martin:  Our customer needs to receive the units on October 10th.   
Peter:   There shouldn’t be any problem.  Do you have any special requirement? 
Martin:  No, just that delivery date.  
Peter:   OK.  I’ll contact you with a quotation within the next three hours.   
  Could you give me your email address, please? 
Martin:  Yes, of course.  It’s Martincoolsphere@gmail.com.   
Peter:   Thank you Mr. Belado.   
Martin:  Thank you very much.  I look forward to hearing from you again.  Bye. 
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Chapter 5 Negotiation 
Track 17 (Task 2.1) 
Speaker 1 
The Dutch word for negotiating is onderhandelen which is actually composed of two 
words, onder and handelen, which means ‘under’ and ‘to treat’.  So the meaning of 
the word is actually to get something below its price. 
Speaker 2 
Well, in Urdu we may use the word batcheet which really means ‘to talk things 
over’.  It comes from the verb ‘to talk’.  So, whereas in England you may be thinking 
that negotiations have an end result, some sort of agreement, in our use of the 
word, ‘to talk things over’, it doesn’t mean there may be some resolution at the end 
of that.  It’s a bit looser than that. 
Speaker 3 
In Senegal the word ‘negotiation’ means waxaale.  It is very important because for 
business, for in the market and for everything you have to negotiate.  In the offices I 
think it is a tradition in Senegal because you want to, to know what about the family 
first, what about this person, and after maybe you don’t reach an agreement but you 
have to waxaale, ‘to negotiate for everything’. 
Speaker 4  
The word kosho which means ‘negotiation’ consists of two characters, the first one 
means ‘mix’ and the second one means ‘concerned’, and this one also means 
‘relationship’ as well.  So I think it carries the notion of mutual discussion, rather 
than one-sided, and for the best of, um, best result for both parties. 
 
Track 18 (Task 2.3) 
A:   So when you start negotiating, the sale has probably already been made at 
    the sale stage. 
B: Yes, both parties have decided, but now you’re sitting around the table  
          trying to hammer out the details.  Trying to achieve a win-win situation. 
A: So, what’s the most important part of the negotiation process? 
B: Preparation. 
A: Preparation. 
B: And planning.  If you don’t get them right, you don’t really stand a chance.  
 And that leads to knowing exactly what you’re talking about, doing your 

research.  
A: Then what? 
B: Well, you need to identify some kind of overlap of preferences,  
          somewhere where you can set out your tradeables.  If there’s no overlap 
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          then one party is going to come out unhappy.  So you need to bend the 
          other person’s negotiating ground to find a happy medium, yet at the same 
          time be flexible yourself, come up with as many variables as you can, think  
          of all your fallback options.  Because unless both parties have something 
          to win, you’re going to lose any future business.   
A: And how should we behave during the negotiation itself? 
B: Above all you’ve got to listen.  Then this will help you judge what’s 

important for them, and the areas in which you can make some  
concessions that won’t cost you too much.  But will be top priority for  
them, you know like I was saying now.  

A: What about negotiating outside Britain and America, in the Far East for 
example? 

B: Well, you need to win their respect; take everything more slowly, and look  
 out for non-verbal signals. 
A: Yes, but doesn’t body language vary from country to country? 
B: Of course it does, and that takes us back to preparation, doing your  
           research, knowing the signs. 
A: How honest do you need to be in your dealings? 
B: Well, the way I see it, I’m there to win a game, and I’ll do whatever’s  

necessary to strike a hard bargain.  There’s a whole load of little ploys you 
can use, provided of course that you don’t deliberately mislead them about 
price, term of contract, etc. 

A: So, what kind of ploys? 
B: A classic one is to make out that you’ve got another party interested with 
          a better set of conditions, and then really go to town on haggling over the 
          price or whatever.  But there are some more clever ones, like you can 
          pretend you’ve come to a breakpoint and say ‘I think we need a breathing 
          point to collect our thoughts’ or ‘We seem to have reached a stalemate 
          situation, perhaps we could meet again this afternoon.’ 
A: But all the time you’re actually quite happy with what’s on the table? 
B: Exactly. 
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Chapter 6 Business Reports 
Track 19 (Task 2.1) 
Tasha:      Frank, have you met Mirja?  Mirja is our new company secretary.   

     Mirja, this is Frank, our quality control expert.  He works in the 
     research department. 

Frank:      Nice to meet you, Mirja.       
Mirja:      Nice to meet you, Frank. 
Tasha:      Oh, and this is Karin.  She’s my assistant.  OK, so we are all here. 
      Now, let’s check that we have all the information we need, Frank? 
Mirja:      Actually, Tasha, I have an appointment with the auditors in 20 minutes. 
      Is it OK with you if I start? 
Tasha:      OK, well, I suppose so.  What can you tell us about Jackson’s? 
Mirja:      Well, they’re an old, established company.  They were founded in 1905 

     and have always had a great reputation for good quality.  They have even 
     won a prize at the main trade fair every year for the last ten years.    

Frank:      I heard they’re a bit old fashioned. 
Mirja:      Yes, Frank, they are a family company, which is unusual today, and the 
       current CEO is the grandson of the founder.  He is only 35 years old, 

     studied engineering and even has a doctorate.  That’s probably why the 
     whole company is based around their Research and Development 
     division.  In fact, that’s their strength and they comply with all the latest 
     engineering standards. 

Tasha:      What about their finances? 
Mirja:      Well, as far as I can see, they are completely up to date and have field all 

     their accounts up to now.  Unfortunately, though, they have not been 
     making much profit over the last three years and they had to let some of 
     their key workers go because of fewer customers and orders.  Therefore,  
     I think price will be an important issue for them, as well as payment 
     terms.  This could also be why they are interested in developing in China. 

Tasha:      Interesting! 
Mirja:      Currently their volume of exports is small, since most of their customers 

     are near their offices.  However, there was recently an article by their new 
     sales director, David Hallam, in one of the trade newspapers.  He said he 
     was very keen in developing their presence in the Asian market. 

Frank:      I heard they were having financial problems.  Tasha, are you sure you 
     want to do business with them? 

Tasha:      Hmm!  That really depends on your quality report and anything else Mirja 
     has to say. 
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Mirja:      The article says they took part in a delegation that went to China.   
     It seems that Jackson’s have set up a joint venture with a local partner. 
     We would be mostly dealing with the Chinese branch of the business,  
     I think, and they have a good reputation.  In fact, according to the article, 
     the company has received a lot of large orders for the coming year.     
     Of course, we’ll have to be sure that they can deliver on time.   
     However, I think we should try to do business with them. 
     ……Oh, Tasha, I’m really sorry, but I must go now.  You’ll have a copy of 
     my report on your desk tomorrow morning. 

Tasha:      Thanks, Mirja.  Now Frank, about the quality report……. 
 
Chapter 7 Complaint letters and Adjustment letters 
Track 20 (Task 2.1) 
Customer: There seem to be a mistake with the consignment I received 

yesterday. 
Sales:  Oh, I’m sorry to hear that.  What exactly is the problem? 
Customer: Well, we ordered 200 copies of ‘A Journey Through a History of 

Magic’ by J.K. Rowling, but instead we have received 200 copies of  
‘A History of Magic’.  I’m afraid this mistake is going to cause us 
problems.  

Sales:  Yes, I understand.  We will send the correct books as soon as possible. 
Customer: Sorry, I need something more specific so I can tell our customers here.  

They are waiting for the coming books as they placed orders with us.   
  Can you manage delivery by this Friday?  That would be our 
   deadline. 
Sales:  Certainly.  I can confirm that you will receive the books on this Friday. 
 
Track 21 (Task 2.2) 
Customer: I called you yesterday about the computer accounting software you
  installed.  I’m afraid that’s still not working correctly.  This is  
  unsatisfactory.   
Sales:  Oh, sorry to hear that.  I asked our service team to send a technician 

to take care of it immediately.  It was caused by a fault of the CD. 
  Somebody should have fixed the problem yesterday. 
Customer: Well, I haven’t seen any technicians, and I must say this causes us 
  problems.  We can’t access the system to check our customers’ 

accounts. 
Sales:  I understand your situation.    How can I best help you? 
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Customer: Someone from your company should be here by noon or else we will 
have to consider switching to a different software.  

Sales:  That should be no problem.  I’ll inform the service unit again  
  immediately and make sure they take care of it. 
Customer: Can you assure that someone will be here by noon?  We can’t wait
  for any more delays. 
Sales:  Yes, of course.  Our technician will be on your premises before noon. 
Customer: OK, thank you. 
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