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INEPEIMOBA
P03BUTOK MIKHApOAHMX BITHOCHH CIIPHUSE TONIMPEHHIO 1HTEpeCy J0 CydacHuUx (GopMm Ta
3aco0iB aioBOro cmikyBaHHS. HeoOXigHiCTh BUBYEHHS MpoOJeM JAiJI0BOT KOMYyHiKarii
0o0yMOBIIEHA POCTOM MDKKYJIBTYPHHX 3B’SI3KIB B CYYaCHOMY CBITi, IO TPHUBOIUTH IO
inTeHcudikamii iHGpopMamiitHOro oOMiHy B cepi mpodeciiinoi aisibHOCTI. Benenus migoBoi
KOMYHIKaIlii BUMarae MeBHOTO PIBHA KOMYHIKATHBHOI KOMITIETEHIIIi, SIKa OXOIUIIOE HE TIIBKH
3HaHHS JIGKCHKM W TpaMaTHUKH, aje ¥ IMUPOKOI raMMH 3HaHb PO OCOOJMBOCTI OQiIiiHO-
JIOBOTO CTHIIIO, CTPYKTYPHI XapaKTepUCTUKH, crielu(ivHi KIile Ta BUpa3iB Ta 0COOIMBOCTI
iX mepeknamny.
O0’eKTOM KYpCy € JiJ0BE CHIJIKYBaHHS aHTJIIMChKOIO MOBO. [Ipeqmerom -  CHuibHI Ta
BiJIMIHHI PHCH JIJIOBOTO CIUJIKYBAaHHS aHTTIIHCHKOIO Ta YKPATHCHKOIO MOBaMH.
Meta Kypcy — HaBYaHHS CTYACHTIB YCHOMY W NHCEMHOMY [iJIOBOMY CIIIJIKyBaHHIO
AHTJIHACHKOI0 MOBOIO T2 OCOOJIMBOCTSIM TEPEKIIaAy aHTIIHCHKOTO JUIOBOTO MOBJICHHSI.
OcHOBHMUMHU  3aBIaHHAMHU KYypCy €  O3HallOMJEHHsS  CTYAEHTIB 13
3araJbHOTEOPETUYHUMH MHUTAHHSAMU  JAUIOBOTO  CIIJKYBaHHS Ta  MepeKJany;
dbopMyBaHHS TPAKTHYHHX HABHYOK 1 BMIHb, HEOOXIIHHX Yy CIIJIKYBaHHI 3
NpeJACTaBHUKAMHU 1HIIMX KYJIbTYp; HaBUYaHHS HAINMCAHHIO AINIOBUX JHUCTIB 1 pe3iome
AHTJI1IChKOI0 MOBOI; (OPMYBAaHHS HAaBUYOK JITEpaTypHOTro MepeKyiany 3 yKkpaiHChKOT
MOBHM Ha aHTJIHCBKY 1 3 aHTIIWChKOI Ha YKpaiHChKY 3 JOTPUMAaHHSIM JIEKCHKO-
rpaMaTUYHUX 1 CTUJIICTUYHUX HOPM; (POPMYBaHHS BHUCOKOTO pIBHS KYJIbTYPHU IIIOBOTO
CHUIKYBaHHS.
[Ticns omanyBaHHs mporpamu Kypcy “OCHOBH JIJIOBOrO CIiJKyBaHHS Ta mnepekian’
CTY/JE€HTU MOBUHHI 3HATH:
- (¢opmu n110BOI KOMYyHIiKaIlil; 0ap’epu MIKKYJIbTYpHOI KOMYHIKaIlli Ta LUJISAXHU
iX TOJ0NMaHHA; MOBHUH €THUKET HOCIiB aHTJIIMCHKOT MOBH; CTPYKTYpPHO-CEMaHTHYHI Ta
nparMaTU4yHi OCOOJMBOCTI AHTJIHCBKOTO [IJOBOTO JIMUCTA; OCHOBHI JIEKCHUKO-
rpaMaTU4Hi Ta CTHJIICTHYHI O0COOJIMBOCTI MEpeKIaay AITOBUX JHCTIB, BUAU AITOBUX
JUCTIB; JEKCUKO-TpaMaTU4YHI OCOOJIMUBOCTI TeaedOHHOTO JIJOBOr0 CIIJKYBaHHS Ta
JT1JTOBHX TIEPETOBOPIB.
[Ticns omanyBaHHA mporpamu Kypcy “OCHOBH JiJIOBOTO CIIJIKYBAaHHSA Ta mepekyaan’
CTY/J€HTH MOBUHHI BMITH:
- BOJIOJITH HaBUYKAMU Ta NpUHOMaMU JI1JIOBOTO CHiJKYBaHHS, pO3yMITH HOTO
TAKTUKY Ta CTpaTerilo; yKiIajaTH MiJOBI mamepud 3 ypaxyBaHHAM iX XapakTepy Ta
KOMYHIKQaTUBHOI METH; BOJOIITH HaBHUYKaMU aJEKBAaTHOTO TepeKiIaay aiJoBUX

nmamnepiB 3 aHTJIIWCHhKOI MOBHM Ha YKpPalHCBKY 1 3 YKpaiHChKOi Ha aHTJIIHCBKY; BECTH



ninoBi TenedoHHI pO3MOBM Ta ANIOBI MEPEroBOpH, BUPILIYIOUH MPHU IIbOMY MEBHI
KOMYHIKaTHBHI 3aBIaHHSA.

MixnpeameTHi 3B’s3Kd Kypcy. HaBuampHa aucHUIUIiHA Ma€ TICHI 3B’SI3KM 3 TaKUMU
Kypcamu: ,,OCHOBM HAayKOBHX KOMYHIKallli aHTJIIMCHKOIO MOBOK”, ,JIekcHKO-TpaMaTH4H1
acriektu nepeknany”’, ,,OCHOBH pPHTOPUKHM Ta KOMYHIKaTUBHOI CTpaTerii mepekiagayda’
,,CTUITICTHKA aHTIiHChKOI MOBH”, ,,KpaiHo3HaBCTBO”.  3B’SI30K Kypcy ,,OCHOBH AIJIOBOTO
CIIJKYBaHHS Ta Hepekyiaj’ 3 CTHIICTUKOI Ta TPAMaTHKOIO AHTJIIHCHKOI MOBH IOJIATAE B
TOMY, 110 3HaHHS CaM€ IIMX acMeKTiB I03BOJIUTh BIPHO Ta aJIeKBaTHO O(OPMUTHU TIITOBUNA JTUCT
Ta TepeaaT HeoOXiaHy 1H(opMaIlilo 1H03EMHOI0 MOBOIO. 3B’S30K Kypcy ,,OCHOBHU 1JIOBOTO
CITIIKYBAaHHS Ta Mepekiaa’ 3 KpalHO3HABCTBOM B TOMY, IO MU HAMKMCAHHI J1IOBUX JIMCTIB
Ta BEICHHI AUIOBOI Oeciqy HEoOXiAHO BpaxoByBaTH peajii KpaiHHW, MOBOIO SIKOT 1 BEHEThCS
crninkyBanHs. s eQeKTUBHOTrO Mepekiaay [UIOBOi JOKyMeHTamii HeoOXigHI 3HaHHS
TEXHOJIOTIl Tepekyiaay Ta HOro OCHOBHMX MpaBWI, IO MiITBEPAXKYE 3B ’A30K I[OTO KypCy 3
HaBYAIBHUMHU JUCHUIUIIHAMU ,, JIEKCHKO-TpaMaTW4Hi acmeKkTH mnepekiany”’, Ta ,,OCHOBH
PUTOPHKH Ta KOMYHIKaTUBHOI cTparerii nmepekianava”

OIIUC HABYAJIBHOI'O KYPCY

Hampsim, crieniaabHICTb, XapakTepuCcTUKa HABUYAIBHOTO KYpCy
OCBITHBO-KBaJIi (hiKaIi HTHHIA
PiBEHb
Hampsim: 0305 — ghinonozia Kinbkicth kpeauTis, BianoBiguux ECTS: 2

3aranpHa KiabKICTh TOAUH: 12
CremianpHicTh: 8. 030502 —“Moga ma | Tunt  xypcy:  mpogeciiina ma  npaKmMuyHa
aimepamypa (aueniicoxa)”’ nio2omoexa

Pik migrorosku: 1
OcsiTHbo-KBanmiikamiiauit  piBens: | Cemectp: 9, 10

mazicmp Jlexuii: 10 ecooun
Ceminapu/nipaktuuni: 12 eooun
CamocriitHa po6ora: 26 2ooun
InnuBigyansHa pobdota: 24 2o0un
Monymis: 2

3MICTOBUX MOIYiB: 1

Bun xoHTpoOnto: 3anik

CTPYKTYPA 3AJIIKOBOI'O KPEAUTY
Kypc ,,OcHOBHM [i70BOro CHIJIKYBaHHS Ta NHepekiaa’  CKIAJaeTbCcsl 3 OJHOTO
3aJIIKOBOTO KPEIUTY, SIKUH OLIHIOETHhCS 3aiikoM. CKIIaJOBUMH 3aTiKOBOTO KPEIUTY € MOIYIII,

AKi Bi0OpakaloTh BCl (OPMHM HABYAIHHOI'O HABAHTA)KEHHS CTYyJEHTA: JIEKI[ll, ceMiHapChKi



3aHATTS, CAMOCTIHHY Ta IHAUBiAyanbHy poOoTy. KiNbKICTH TOAWH, BiJBEIEHHMX Ha HUX,

pO3HO,Z[iJI$I€TBCSI TaKUM YHUHOM.

Tema Jlekuii

KinpkicTh roauH, BiABEACHHUX Ha:

CemiHapchKi
3aHATTS

Camocriitny | [HauBinyansHy

3microBuii Moaysab |. OCHOBH i710BOTO CIIIKYBaHHS Ta MEepEeKIaa

Tema 1. CyTHicTb 1 popMH AITOBOTO 2
CHIJIKYBaHHS

Tema 2. JlimoBe  nmcTyBaHHS. 2
CrtpykTrypa  IilOBOTO JHCTA.
(TTOPIBHAJILHHIA aCTIEKT)

Tema 3. JIeKcuKo-TpamMaTuyHi 2
0COOJIMBOCTI TIEPEKNIaNy aHIITIHCHKOro

JIJIOBOTO JIMCTA.

Tema 4.
Pesrome.

Tema 5.

Bunu ninoBux JIHCTIB. 2

JlinoBa  po3moBa IO 2

tenedony. [[i10Bi meperoBopu.

Pazom 10

2

12

poboty poboty
6 4
4 6
6 4
6 6
4 4
26 24

TEMATUYHUMH IIJIAH 3MICTOBOI'O MOIYJIAA

JIEKII
Ne 3/n Tema Kinekicts roanu
1. Business communication, its types and forms. 2
2. Business correspondence. Business letter structure 2
in English and Ukrainian.
3. Lexico-grammatical peculiarities of English 2
business letters in original and translation.
4. Types of business letters. Resume. 2
5. Business telephoning. Negotiations. 2
Pazom 10

Tema 1. Business communication, its types and forms.

The notion of business communication. Forms of business communication. The main barriers

(national (cultural) and interpersonal) to effective business communication. Communicative and

stylistic characteristics of business communication. Business letters as the instrument of business

communication.



Tema 2. Business correspondence. Business letter structure in English and Ukrainian.

Structural and graphic form of English and Ukrainian business letters. The closed pattern of
punctuation and the open pattern of punctuation. Semi-indented letter style and fully-blocked
letters style. Business letter layout: the Letterhead, the Inside Address, the Date, the Salutation,
the Body Text, the Complimentary Close, the Surname and the Signature. Other letter
components (the Reference, the Attention Line, the Enclosures etc.). Common and different
features of business letter layout in English and Ukrainian

Tema 3. Lexico-grammatical peculiarities of English
business letters in original and translation.

Business terminology. Lexical means which include terminological meaning in their
semantic structure. Lexical means which combine terminological and non-terminological
meaning. Clichés and word combinations used in business letters. Thematic groups of clichés.
The specific use of pronouns. Syntactic constructions. The peculiarities of their translation.
Common and different feature in business letter writing in English and Ukrainian.

Tema 4. Types of business letters. Resume.

Correspondence within the Trade. Inquiries and replies. Offers. Orders. Complaints and
Adjustments. Letters of Payment. Their peculiar features. Correspondence outside the Trade.
Formal invitations. Letters of congratulation and condolence. Their peculiar features. Letter of
advertisement. Memorandum. The layout and the structure of the resume. Types of resume.

Tema 5. Business telephoning. Negotiations.

Business telephoning as a form of business communication. The structure of business
telephoning, its main stages. The etiquette of business telephoning. The main difficulties of
communication over the telephone. The features of formal and informal conversations.
Negotiations. The organization of negotiations. Styles of negotiations. The most common
approaches to negotiations: positional bargaining and interest-based bargaining. The main steps

in (international) negotiations.

TEMU CEMIHAPCBKUX 3AHATDH

No Tema KinepkicTs rogusu
3/m

1. | Business communication, its types and forms. 2

2. |Business correspondence. Business letter structure in 2

English and Ukrainian.

3. | Lexico-grammatical peculiarities of English 2
business letters in original and translation.
4. |Types of business letters. Correspondence 2




within the Trade in English and Ukrainian.

5. | Types of business letters. Correspondence outside the 2
Trade in English and Ukrainian. Resume.

6. | Business telephoning. Negotiations. 2

Pazom 12

Ceminap Ne 1

Business communication, its types and forms.

1. The notion of business communication. Types and forms of business communication.
2. The main barriers to effective business communication.
3. Business letters as the instrument of business communication. The main features of

business writing style.

PexomenioBana niteparypa
1. T'punenko T.b., I'punenko C.II., [menko T.J., Menpuuuyk T.®., Uynpuk H.B.,
Amnoxina JLII. Etuka ninoBoro cminkyBanas: Hapu. moci6. — K.: Llentp yu6oBoi
nitepatypu, 2007. — 344 c.
2. Ky3un @.A. Kynsrypa nenoBoro obuienus: [Ipaktuueckoe mocodbue. — M.: Ocp-89,
2000. — 320c.
3. Jbiixudpd Ix.M., Ileapoy3 x.M. busnec-kommynukamnuu. — Cn6: Iurep, 2001. —
688c.
4. Oco0nMBOCTI AUIOBOTO MHChbMa AaHIJIIMCbKOO MOBOw0: IIpakTnyHMii MOCIOHUK
(Business writing specifics: Practical manual) /Ykmamaui JI.B.®enopsiueHko,
0O.B.Kypogsceka. — K.: Toapuctso «3nanns», KOO, 1998. — 114 c.
5. Ocoscbka I'.B. Komynikartii B MenemxMmenTi: Kype nekuiit. — K.: «Kongop». —2003. —
218 c.
6. Tumomenko H.JI. KopnoparuBHa KynbTypa: AinoBuil etuker: Hamu. moci6. — K.:
3uanug, 2006. — 391 c.
7. Xwmine @.1. linose cminkyBanHs: Hapd. moci6. — K.: «AkanemBugasy, 2004. — 280 c.
8. Umyrt T.K., Yaiika I'".JI. ETuka ainoBoro cninkysanss: Hasu. noci6. — K.: Bikap, 2002.
-223 c.
9. Buerkel-Rothfuss, Nancy. Communication. Competencies and Contexts. — New York:
Random House, 1985. — 385 p.
10. Himstreet, William C., Baty, Wayne Murlin. Business Communications. Principles
and  Methods. — Boston: PWS-KENT Publishing Co., 1987. — 629p
Ceminap No2
Business correspondence. Business letter structure in English and Ukrainian.

1. Structural and graphic form of English and Ukrainian business letters.




2.

Business letter layout in English and Ukrainian.
a) the Letterhead. The Inside Address.
b) the Date. The Salutation.
c) the Body Text.
d) the Complimentary Close. The Surname and the Signature.
e) other Components of the letter (the Reference, the Attention Line, the
Enclosures etc.).

PexomenaoBana mitepatypa
Anonuna H.H. [lenoBoe MUCEMO: METOJMKA COCTABJICHHS M IMpaBWIa OPOPMIICHUS.

M.: Omera-JI, 2006. — 112 c.
Bacunwena JI. [lenoBast nepenucka Ha aHIJIMHACKOM s3bike. — M.: Aiipuc-nipecc, 2004.
—-352c.
Hyo6unka C.A., [uxnak A.M. JlenoBas KoppecnOHIAEHIMS HA aHIJIMHCKOM SI3bIKE. -
MH.: Hayka u TexHuka, 1989. — 296 c.
Menex M.4. Kak nucarb nucbMa Ha aHrimickom s3bike: Crpas.-yue0. mocobue. M.:
Actpenb, 2001. — 112 c.
Hazaposa T.b. Anrmmiickuii s3bIK nenoBoro oomenus: Kypc Jekuuii u mpakTHKyM:
Y4eb. mocobme. — M.: OO0 «U3n-Bo Actpens», OO0 «M3a-s0 ACT»: OO0
«Tpansutkuuray, 2004. — 272 c.
Ocob6auBOCTI JIIOBOTO NHCbMa aHIJIIHCHKOIO MOBOIO: [IpakTHuHUIl MOCIOHHMK
(Business writing specifics: Practical manual) /Yxmagaui JI.B.®enopsiueHko,
0O.B.Kypogsceka. — K.: ToBapuctso «3HanHs», KOO, 1998. — 114 c.
Cnemosuu B.C. [lemoBoii anrmumiickuii. Business communication. — Mm.:
«TerpaCuctemey, 2001. — 256 c.
Ashley A. A Handbook of Commercial Correspondence. - Oxford, Oxford University Press,
1992. — 295 p.
Business Correspondence: Hapu. [Tocionuk. — TepHorisie: Hapyansha kuura — borman, 2004,
-36¢.
Ceminap Ne 3
Lexico-grammatical peculiarities of English business letters in original and

translation.

1. Business terminology.

2. Clichés and word combinations used in business letters.

3. The specific use of pronouns.

4. Syntactic constructions. The peculiarities of their translation.

5. Common and different feature in business letter writing in English and

Ukrainian.



PexomenioBaHa Jliteparypa
BacunbeBa JI. JlenoBas mepernucka Ha aHIIMICKOM s3bike. — M.: Ailipuc-nipecc, 2004. —
352 c.
['ypunouu B.B. [lenoBas mepemnucka Ha aHTJIMKACKOM sI3bIKE: YueO.-crpaB. rmocobue. —
M.: ACT, M=u.: Xapsecrt, 2007. — 256 c.
Hy6enko O.1O. [opiBHsIBHA CTHITICTUKA aHTIIHCBHKOI Ta yKpaiHChKOiI MOB. — BinHUI:
Hosa Kuura, 2005. - 224 c.
3yokoB M. CyuacHa ykpaiHchka aitoBa MoBa. — X.: Topcinr, 2002. - 448 c.
Mzpaunesuu E.E. JlenoBas koppecnonjeHuust Ha aHrimiickoMm sizbike. — M.: FOHBEC,
Wnoctp. s13., 2001. — 496 c.
Komuccapos B.H. Teopus nepeBojia (JIMHIBUCTHYECKHE aclieKThl).- M.: Bricias mikoia,
1990. - 253 c.
Marpko JLI. Ta in. Ctunictuka ykpaincbkoi MoBu. — K.: Buma mik.., 2003. — 462 c.
Oco0MBOCTI IIOBOTO MHChMa aHMIIHCHKOW MOBOIO: [IpakTuunmii mocioHuk (Business
writing specifics: Practical manual) /Ykinanaui JI.B.®enopsiuenko, O.B.Kyposceka. — K.:
ToBapuctBo «3HanHs», KOO, 1998. — 114 c.

9.ITonomapis O./1. Ctuiictuka cydacHoi yKpaiHncbkoi MoBu. - K., 1992.- 215c.

10.

11.

12.

N

Cnenosuu B.C. HactonpHas kHUra mnepeBOJYMKA C PYCCKOTO sI3bIKa Ha AHIVIMACKUHA =
Russian — English Translation Handbook. - Mu.: TerpaCucremc, 2005. — 304 c.
Cnenosuy B.C. JlenoBoii anrmuiickuii. Business communication. — Mu.: TerpaCucremc,
2001. — 256 c.
Galperin I.R. Stylistics. — Moscow: Higher School, 1977. — 384 p.
Ceminap Ne 4
Types of business letters. Correspondence within the Trade in English and
Ukrainian.
Inquiries and replies.
Offers. Orders.
Complaints and Adjustments.
Letters of Payment. Their peculiar features.

PexomeHnioBaHa Jliteparypa

borankmit N.C., JlrokanoBa H.M. busHec-kypc anrmumiickoro sssika. CioBapb-
cnpaBoyHHK. — K.: «Jlorocy, 1999. — 352 c.

BacunbeBa JI. JlenoBas mepenucka Ha aHIIMICKOM s3bike. — M.: Alipuc-nipecc, 2004. —
352 cJlyounka C.A., [luxnak A.W. [lenoBas KOppecIOHICHIIMS Ha aHTJIHICKOM SI3BIKE.

- MHu.: Hayka u Texnuka, 1989. — 296 c.



10.

['ypunoBuu B.B. [lenoBas nepenucka Ha aHTIMICKOM si3bIKe: Yueb.-crpaB. mocodue. —
M.: ACT, M=u.: Xapsecrt, 2007. — 256 c.

Hasunenko JI., I'punenko 1. [TuceMoBi 3aBmaHHs 3 aHTIIIACBKOT MOBU. — TepHOMIIb:
[Tizpyunuku 1 mociouuku, 2000. — 112 c.

W3paunesuu E.E. JlenoBas koppecnoHneHus Ha aHriauiickoM s3eike. — M.: FOHBEC,
Wnoctp. s13., 2001. — 496 c.

HacronpHass kHura cekperaps-pedepertra. KoHTpakThl, [e10Bas KOPPECHOHICHITHS,
JIOKYMEHTAIMsI HAa aHTJIMACKOM U PYCCKOM si3bIkax. — M.: «¥Y3a-Bo Menemxkep», 2000. —
240 c.

Oco06JIMBOCTI IIIOBOTO MHUChMa aHTITIHChKOI0 MOBOO: [IpakTrunuii mociouuk (Business
writing specifics: Practical manual) /Yknagaui JI.B.®enopsiuenko, O.B.KypoBcbka. —
K.: ToBapuctBo «3nanus», KOO, 1998. — 114 c.

[Tucemenna O.0. Anrmiiicbka MoBa [yt nipareBiamTyBanHs. — K.: A6puc, 2003. — 80 c.
Business Correspondence: Hapu. nocionuk. — Tepronine: HaBuansHa kaura — boraas,
2004. - 36 c.

Ashley A. A Handbook of Commercial Correspondence. - Oxford, Oxford University
Press, 1992. — 295 p.
Cewminap Ne 5

Types of business letters. Correspondence outside the Trade in English and Ukrainian.

Resume.
Formal invitations.
Letters of congratulation and condolence. Their peculiar features.
Letter of advertisement.

Memorandum.

o B~ D

The layout and the structure of the resume. Types of resume.

PexomenoBana nitepaTtypa

Bacunbesa JI. JlenoBas nepenucka Ha aHIIHIICKOM sA3bIke. — M.: Aiipuc-nipecc, 2004. —
352 c/lyounka C.A., [Muxnak A.M. JlenoBas KOppeCIOHACHIINS Ha aHTIMICKOM S3BIKE.
- Mu.: Hayka u TexHuka, 1989. — 296 c.

I'ypunoBuu B.B. JlenoBas nepenucka Ha aHTJIMICKOM si3bIKe: Yuel.-crpaB. nocodue. —
M.: ACT, M=u.: Xapgecr, 2007. — 256 c.

Hasunenko JI., I'punenko I. [TuceMOBi 3aBIaHHS 3 aHTIIINWCHEKOI MOBU. — TEpHOIMLb:
[Tinpyunuku 1 nociouuku, 2000. — 112 c.

N3pannesnu E.E. JlemoBas koppecnoHaeHIMs Ha aHINIMKACKOM si3blke. — M.: JOHBEC,

Wnoctp. s13., 2001. — 496 c.
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Oco06IUBOCTI IIIOBOTO MHUChMa aHTITIHCHKOI MOBOO: [IpakTrunuii mociouuk (Business
writing specifics: Practical manual) /Ykmnanaui JI.B.®enopsiuenko, O.B.KypoBcbka. —
K.: ToBapuctBo «3Hanns», KOO, 1998. — 114 c.
ITucemenna O.0. Anrmiickka MoBa Jyts miparieBiamryBanss. — K.: A6puc, 2003. — 80 c.
Business Correspondence: Hapu. nocionuk. — TepHonine: HaBuaneHa kaura — borzas,
2004.-36c.
. Ashley A. A Handbook of Commercial Correspondence. - Oxford, Oxford University
Press, 1992. — 295 p.
Ceminap Ne 6

Business telephoning. Negotiations.
Business telephoning as a form of business communication. The peculiarities of business
telephoning.
The structure of business telephoning, its main stages.
The main difficulties of business communication over the telephone. The features of
formal and informal conversations.
The organization of negotiations. Styles and forms of negotiations.

PexomMenoBana itepatypa

borankuit W.C., JlrokanoBa H.M. busnec-kypc anrnuiickoro sssika. CloBapb-
cnpaBoyHuK. — K.: «Jlorocy, 1999. — 352 c.

I'punierxo T.b., I'punienxo C.II., Tmenko T.J., Menpanuyk T.®., Yynpuxk H.B.,
Anoxina JLII. Etuka minmoBoro cminkyBaHHs: Hapu. moci6. — K.: Llentp yu6oBoi
miteparypu, 2007. — 344 c.

KonoBanmeuko M.IO. OOmaH B meioBoM 00mieHHH. MeToapl OHArHOCTUKU. — POCTOB
H/]1: ®ennkc, 2005. — 224 c.

Knonens JI.B. Anrmiiickka MoBa y nmpakTuyHomy criikyBanHi: [Tocionuk. — K.: Bua-Bo
ITAJINMBOJA A.B., 2007. - 164 c.

Menex U.4., lllenkosa T.,I'. Kak roBoputs 1o tenedony mo-anrimmiicku: Crpab.-y4aeO.
nocobue. — M.: OO0 «M13a-Bo Actpens», OO0 «M3a-80 ACT», 2001. — 224c.
HazapoBa T.b. Anrnuiickuil s3bIk aenoBoro o6OmeHus: Kypc nekuuit U mpakTHKyM:
Y4eb6. mocobue. — M.: OO0 «M3a-Bo Actpens», OO0 «13ma-Bo ACT»: OOO
«Tpan3utrkuuray, 2004. — 272 c.

Ocogcbka I'.B. Komynikarii B meremxmenTi: Kype nekmiii. — K.: «Konmop». — 2003. —
218 c.

Caitnpec JI. Ilpaktuka paenmoBoro oOmieHus: IlyreBoauTens MO MHUpPY JETOBOTO

anrymiickoro. — M.: Ponbd, 2001. — 336 c.
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9. Cruemnosuu

«TerpaCucteme», 2001. — 256 c.

B.C. [lenosoii anrnumiickmii. Business communication. — Mau.:

10. Xwmins @.1. Jlinose crinkyBanss: HaBu. moci6. — K.: «AxamemBumas», 2004. — 280c.

11. llenxosa T.I'., Menex W.f. Kak Bectn Oeceny no tenedony. [IpakTudyeckoe mocodue

[0 Pa3rOBOPHOMY aHTIIMHCKOMY sI3BIKY: YueOHoe mocobue. — M.: Broicmr. mik., 1989. —

96 c.

12. Oleksiyenko L. Structural and communicative organization of business telephone talks

CAMOCTIHHA POBOTA

// The Ukrainian Society for the Study of English. — 2000. - # 1. — P. 63-65.

Mertoro camocCTiifHOT poOOTH CTYACHTIB € pO3MIMPEHHA 3HaHb PO JIEKCHYHHUH  Ta

CTUJIICTHYHHI CKJIaJd MOBH, Yy3araJJbHCHHS Ta 3aKpiHJICHH$I TCOPCTUUHHUX 3HAHb, HABYAHHA

3B SI3HOT'O MOHOJIOTIYHOT'O MOBIJICHHA, 30arayeHHs JICKCUKOHY CTy,Z[CHTiB HOBUMHU TepMiHaMI/I.

CamocriiiHa pobOTa CTYAEHTIB mependayae BUBYEHHS y4OOBOI Ta HAyKOBOI JITepaTypu IO

3aIIpOIIOHOBAHUM HpO6HeMaM, Hi[[FOTOBKy HOBiI[OMJ'IeHB, BUKOHAHHSA MMPAKTUYHUX 3aBAAaHb.

JInsi BUKOHAHHS CaMOCTIMHOI pOOOTH CTYIEHTY HpPOIOHYIOTHCS Taki 3aBJaHHS Yy MeXax

3MICTOBOT'O MOJIYJIA.

Ne 3/

Tema Ta nuTaHHs U1 KOHTPOJTIO

Kinexicts roauy

1.

Business communication, its types and forms.
1. Forms of communication. Non-verbal communication.
2. Ways to overcome barriers to effective business

communication.

6

Business correspondence. Business letter structure in English and
Ukrainian.

1. Envelope Layout in English and Ukrainian.
2. Forms of Address in English and Ukrainian:
a) addressing a man;

b) addressing a/an (unmarried, married) woman;

¢) addressing couples.

Lexico-grammatical peculiarities of English business letters in
original and translation.
1. Differences between British and American Business
Terminology.
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4. Types of business letters. Resume. 6
1. The notion of a fax. The main features of a fax.
Abbreviations used in a fax.

2. Structural and semantic peculiarities of e-mail.

5. Business telephoning. Negotiations. 4
1. The main features of Ukrainian business telephoning and

negotiations.

Pazom 26

@dopma 3BITHOCTI: CTY/EHT IOTY€E BIAMOBI/II HA HABEJCHI BHILE MUTAHHA y MUCHMOBIH (opmi i
JIOTIOB1/Ia€ Ha CEMIHAPCHKUX 3aHATTAX.

IHAUBIAYAJIbBHA POBOTA

[HnuBinyaneHi 3aBIaHHA MalOTh MUTOMY YacTKy B MIiJCYMKOBIM OIIHII 13 3a71iKOBOTO
KpeAuTy ¥ B110OpaxaroTh iHAUBIAYaIbHY pOOOTY CTYyIEHTA.

OCHOBHOIO METOI0 IILOTO BHIY ISIIBHOCTI € (hOpMyBaHHS KOMYHIKaTUBHOI KOMITETEHIIi
cTryneHta. Jlo 3aBgaHb MOXKHA BIJIHECTH: 30aradeHHs CIIOBHUKOBOTO 3aracy CTyJeHTa,
PO3BUTOK HABUYOK IMPABUIHLHOTO CTPYKTYPHOTO O(OPMIICHHSI YCHOTO Ta MIMCEMHOTO MOBJICHHS,
BUXOBAHHS TO3UTHBHOTO CTaBIEHHS O KYJIbTYpPHUX TpPaTuIliil 1 JTyXOBHOCTI aHTJIOMOBHOTO
CBITY.

Tema 1. Business communication, its types and forms. (4 rom)

3aBmanHs i onpairoBadHs: 1) describe your stereotype about any nation; 2) analyze the

given letters, choose the most appropriate form. Comment on your choice.
Tema 2. Business correspondence. Business letter structure in English and Ukrainian.
(6 rom)

3aBmanns ais onpairoBanns: 1) analyze the given English and Ukrainian business letters
according to their structural and graphic form. Find common and different features; 2) write
down a business letter and analyze its structure.
Tema 3. Lexico-grammatical peculiarities of English business letters in original and translation.

(4 rom)

3aBnanHs 11 onpaitoBanHs: 1) select two business documents (English/Ukrainian). Revise
them and identify the differences in the vocabulary, phrasing and punctuation; 2) make up a list
of abbreviations used in modern English business letters and give their Ukrainian equivalents;

3) translate given English business letter into Ukrainian.

13



Tema 4. Types of business letters. Resume. (6 rox)

3apnmanns a1 onpairoBanus: 1) analyze and translate the given sample of a business letter.
Comment on its structure. Define its type; 2) write down your own resume and define the type
of it; 3) compose a letter of offer using special cliches and expressions.

Tema 5. Business telephoning. Negotiations. (4 rox)

3aBmanns aus onpairoBands: 1) make up a list of words and word-combinations used in
business telephone conversations; 2) give the example of business talks; 3) make an
appointment by phone; 4) reserve a room at a hotel by phone.

@dopma 3BITHOCTI Ta BUMOTHU [0 BUKOHAHHS

[HauBixyaneH1 3aBJaHHS BUKOHYIOTHCS CTYIEHTOM HAa OCHOBI 3HaHb, YMiHb Ta HaBUYOK,
OJICpYKAHMX M1 Yac JEKIIHHUX 1 CeMiHAPChKUX 3aHATh 1 OXOILIIOIOTH 3MICT HABYAJILHOTO KypCy
B I[IJIOMY.

[HnuBinyanbHi 3aBAaHHS BUKOHYIOTHCS CTYACHTOM y MHCHMOBIiH GopMi y MO3aayAUTOPHHIMA
gac 1 TMepeBIpAIOTHCS MPOBITHUM BHUKJIAJa4eM 3a PO3KIAJAOM KOHCYJIbTaTUBHUX Ta
IHAMBITya IbHUX 3aHITH BUKJIANadiB Kaeapu MpakTUKW aHTIIIHCHKOT MOBH.  SIKIO CTYAEHT
HE CIIPaBUBCS 13 BUKOHAHHSM 3aBIAaHHS y BCTAHOBJIECHHUH IMPOBIIHUM BHKJIaJa4eM CTPOK, BiH
MOBUHEH Iepe3aaTy IHIUBIAyalbHy pPOOOTY.

OUIHIOBAHHS

[Ipu BUBUYEHHI KypCy CTYJE€HT BUKOHYE TaKl BUJIM poOIT: BUBUEHHS JIEKLIHHOTO Marepiaiy,
OTIpallOBaHHA JI0JaTKOBOTO TEOPETUYHOTO MaTepiajy, ONpallOBaHHs MaTepialy Ha CeMiHapax,
BUKOHAHHS 3aBlaHb JJI1 CaMOCTIMHOI pPOOOTH, IHAMBIAYyaJbHUX 3aBJaHb 1 HaMUCaHHS
MiJICYMKOBOTO MOJAYJIBHOIO TecTy. HaBuanbHUIl Kypc CKIAQJa€TbCsl 3 OJHOTO 3alIKOBOTO
KpEAMTY, SIKMM 3aKiH4yeThCs 3aiikoM. CyMmapHa KUIBKICTh OaniB, SIKYy CTYAEHT OTPUMYE MpHU
3aCBOEHHI 3MICTOBOTO MoayJis 3a 100-6anbHOIO MIKaNor, BU3HAYa€ HOro MiJICyMKOBY OILHKY,
sKa BIJIOBIJAE: 3apaxOBaHO, HE 3apaXxOBaHO 3 MOXKJIMBICTIO TOBTOPHOTO CKJIAJaHHS.

[epeBenenns ouinku B mkany ECTS ta HamioHampHY KAy 3/IHCHIOETHCS 32 CXEMOIO:

OrmiHka B O1iHKa 3a HaI[lOHAJIBHOIO IIKAJIOI0 Ominka 3a mkangor ECTS
Oanax Orinka IToscuenns
90-100 Bigminno A BiAMIHHE BUKOHAHHS
82-89 B BUIIIE CEPEIHBOTO PiBHS
75-81 HoGpe C 3arajom xopoia podora
67-74 D HEIoraHo
60-66 3apaxoBaHO E BUKOHAHHA BIIIOBigae
3a10BUTBHO MiHIMQJIbHUM KPUTEPIIM
0-59 HesanoBinbHO HE 3apaxoBaHO FX HeoOXigHe
MepeCKIIaTaHHs

[TotouHe oLiHIOBaHHS, SIKE Ma€ Ha MET1 MEPEBIPKY PiBHA 3HAHb CTYJIEHTA, 3/11HCHIOETHCS
BHUKJIQJIaye€M TIPOTATOM JIBOX CEMECTPIB Ha CEMIHAPCHKUX Ta IHAMBIAYaJbHUX 3aHATTAX B

MeKaxX 3MiCTOBOTO MOIYJISI.
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Cucrema HapaxyBaHHs 0aJliB

1. PoGota Ha ceMiHapCbKOMY 3aHSTTI CTYJCHTA OIIHIOETHCS 33 5-TH OAJBHOIO ILKAJIOKO.

MakcumanbHa KUTBKICTh OalliB Y MeXaX HaBYaJIbHOTO Kypcy — 25.

2. BUKOHaHHS CTYJIEHTOM YCIX 1HJAMBIAyaJbHUX 3aBlIaHb 10 OJHIE€] TEMHU OILIHIOETHCA B 2

6ami. MakcumasbHa KUTbKICTh OaiB y Mekax HaB4aJIbHOTO Kypey — 10 GautiB.

3. BukoHaHHS CTYJEHTOM CaMOCTiiiHOI poOoTH 10 OnHi€l TeMH OLiHIOEThCS B 1 Oai.

MaxkcuMaibHa KUTBKICTh OaiB y Mekax HaBYAJILHOTO KypCcy — S5 OalliB.

4. HanmcaHHs MiICYMKOBOTO MOIYJIBHOTO TecTy — 60 OaimiB. IlimcymMKOBHIA MOTYJIBHUI TECT

BKJIFOYa€ TeOpeTI/ILIHi IMUTaHHS Ta IIPAKTHYHY YaCTUHY.

POSITOA1JI BAJIIB
Po6ota Ha ceminapax Camocriiina [nnuBinyansHa | MoaynbHwMiA
pobora pobora KOHTPOJIb Pazom
25 5 10 60 100

KPUTEPII OL[IHIOBAHHS 3HAHb CTYJEHTA HA CEMIHAPCBKUX 3AHSATTAX

bamu

3aranbHi KpUTepii OLIHIOBAHHS HaBYAJIbHUX JIOCSTHEHDb CTyJEHTa

1

CrtyneHT MoOXe pO3pI3HATH OO0’€KT BUBYCHHS, BIITBOPUTH [EsIKi EIEMEHTH
Mmartepiaiy.

CryneHT ¢parMeHTapHO BIATBOPIOE HE3HAYHY YaCTHHY HaBYAJIBHOIO Martepiaiy,
Ma€ HEYITKI YSABJIEHHA Npo 00’ekT BUBYEeHHS CTYyIeHT BIATBOPIOE MEHIIE
MOJIOBUHH HAaBYAJILHOTO MaTepiaiy.

CryneHT 3Hae OGIU3BKO MOJIOBUHU HABYAJIBHOTO MaTepialy, 3JaTHUH BiITBOPUTH
HOro BIAMOBIIHO /10 TEKCTY HiApydyHUKa (Jekuii) ado MOsSCHEHHs BUKIaAaua,
MOBTOPUTH 3a 3pa3koM TMeBHy omeparito. CTyaeHT po3yMi€e OCHOBHUH
HaBUYaJbHUN MaTepiall, 3IaTHUI 3 MOMUJIKAMHU W HETOYHOCTSIMHU JJaTH BU3HAYCHHS
MOHSATH, CHOPMYITIOBATH MPABUIIO.

CryneHT BUSIBISIE 3HaHHS 1 PO3YMIHHS OCHOBHHMX IIOJIOXEHb HaBYAJIBHOTO
Mmatepiany. BiamoBiap #oro mnpaBuibHa, aje HEJOCTAaTHbO OCMHUCIEHA. 3
JIOTIOMOTOI0 BUKJIaJaya CTYJAEHT 3JaTHUN aHali3yBaTH, MOpPIBHIOBATH, POOUTH
BUCHOBKM CTYAEHT pO3yMi€ OCHOBOIOJIOKHI Teopii 1 (hakTH, yMmi€ HABOJIUTH
OKpeMl BIJIaCHI MpPHUKJIAJd Ha MIATBEP/KEHHS TIEBHUX JIyYMOK, 3aCTOCOBYE
BUBYEHHUH MaTepian y CTaHJApTHUX CHUTYallifX, YaCTKOBO KOHTPOJIIOE BIACHI
HaBYaJIbHI Jii.

CryneHt Bojofi€ rMMOOKMMHU 1 MIIIHUMHU 3HAHHSIMHM, 3/1aTHUM BUKOPUCTOBYBATH
iX y HecTaHfapTHuUX cuTyauisx. CaMOCTIHO BH3HA4a€ OKpeMi Il BIACHOI
HABYAIIbHOI AiSUTIBHOCTI, KPUTUYHO OILIIHIOE OKpeMi HOBi (hakTu, siBUIIA, iaei. Bin
MPaBWJIbHO 3aCTOCOBYE BHUBUEHHUH Martepial y CTaHIApTHUX CUTYyalisiX, yMI€e
aHaJi3yBaTH, BCTAHOBJIIOBAaTH HAWCYTTEBIIII 3B’ SI3KHU 1 3aJIE)KHOCTI MK SIBUILAMH,
(hakTamMu, poOWTH BUCHOBKH, 3araJioM KOHTPOJIIOE BJIACHY MIsUTbHICTH. Biamosias
MOBHA, JoriyHa, oOrpyHToBaHa CTyOeHT BUIBHO BOJIOJI€  CIEL[abHOIO
TEPMIHOJIOTI€I0, TPAMOTHO UTFOCTPYE BIAMOBIAL MPHUKIAAAMH, YMI€ KOMIIJIEKCHO
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3aCTOCOBYBATH 3HAHHS 3 IHITUX AUCIMIUIIH JIJI BUPIIICHHS TPAKTUYHUX 3aBJaHb

KPUTEPII OLIIHIOBAHHSI IHVBIIY AJIbHOI TA CAMOCTIMHOI POBOTU

CTYIAEHTA
banmu 3aranpHi KpUTEpii OLIHIOBAHHS HABYAIBHUX JIOCATHEHb CTY/ICHTA
1 CtyneHT BHABIS€ 3HAHHA 1 PO3YMIHHS OCHOBHUX IIOJIOKEHb HABYAIBHOTO

Mmarepiany. BimnoBigs #oro mpaBwibHa, ane 3 JESKMMH HETOYHOCTSAMH. 3
JIOTIOMOTOI0  BHKJIaJaya 3JaTHWH aHaji3yBaTH, IIOPIBHIOBATH 1 poOOUTH

BHUCHOBKMH.

2 3HaHHS CTYJCHTa € JOCTaTHhO ITOBHUMHM, BiH BMi€ aHaIi3yBaTH, POOUTH
BHCHOBKHU. BiamoBiap #oro moBHa, JioriyHa, oO0rpyHToBaHa. CTYIEHT BOJIOJIE
y3araJlLHeHUMHU 3HAHHSIMH 3 TPEIMETa, MOXKE OOTPYHTYBAaTH CBOI CY/KCHHSI,

3aCTOCYBATH 3HAHHS HA MPAKTHIIl, TIPUBECTH HEOOX1THI MPUKIIAIH.
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15.
16.
17.
18.
19.

20.

IIMTAHHA A1 CAMOKOHTPOJIIO

What are the main peculiar features of business communication?

What barriers to effective business communication can you distinguish?
How can a notion “business letter” be defined?

How should your letters sound?

What are stylistic peculiarities of business letters?

What are linguistic peculiarities of business letters?

What are communicative peculiarities of business letters?

How should a business letter be structurally organized?

What are the peculiar features of patterns of punctuations used in business letters?

. What are the peculiar features of business letter styles?

. What is the message as one of the important element of the business letter?
. What is the method for writing any letter?

. How can you organize the information of your letter?

. What is the form of a complimentary close if the letter starts with the salutation “Dear Mr

Brown”?

Point out the difference between business letter layout in English and Ukrainian.

What are the components of the semantic structure of a business letter?

What role do abbreviations play in business letter writing?

What are the ways of translating English syntactic constructions used in business letters?
What are common and different features used in business letter writing in English and
Ukrainian?

What purpose does a resume serve?

16




21. If you had little or no experience, which resume would probably be better: a) chronological

or b) functional?

22. What is the communicative aim of business letters within the trade?

23. What is the difference between business and informal telephone talk?

24. How to make a business call to people you do not know?

25. What are the most frequent techniques of negotiations?

© 0 N o g b~ w0 DR
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MNMUTAHHA J1J1A NIJICYMKOBOI'O KOHTPOJIIO
The notion of business communication.
The main barriers to effective business communication.
Forms of communication.
Business letters as the instrument of business communication.
The main features of writing style: style, layout, physical aspect of the letter.
Structural and graphic form of English and Ukrainian business letters.
Business letter layout in English and Ukrainian.
Business terminology.

Clichés and word combinations used in business letters.

. The specific use of pronouns.

. Syntactic constructions. The peculiarities of their translation.

. Types of business letters in English and Ukrainian.

. Inquiries and replies.

. Offers. Orders.

. Complaints and Adjustments.

. Letters of Payment. Their peculiar features.

. Formal invitations.

. Letters of congratulation and condolence. Their peculiar features.
. Letter of advertisement. Memorandum.

. The layout and the structure of the resume. Types of resumes.

. Business telephoning. The features of formal and informal conversations.
. The organization of negotiations.

. Differences between English and Ukrainian Business Terminology

3PA3KU TECTOBUX 3ABJIAHb

Task 1.Continue the following definitions

A business letter is -

Communication is the process -

Semi-indented Letter Style is characterized by -
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Open Pattern of Punctuation is characterized by -

The main features of effective negotiations are -

The structure of the telephone conversation includes -

Task 2.Put the following parts of a business letter into the right order

1) Salutation 2) Body Text 3)Letterhead 4)Complimentary Close

5) Inside Name and Address 6)Date 7)Surname and Signature

Task 3.Find the odd variant out

Barriers to effective communication include: 1) behavior 2) etiquette standards
3)stereotypes 4) barriers of perception 5) barriers of cooperation.

Linguists distinguish such pattern of punctuation: 1) the open pattern of punctuation 2) the
closed pattern of punctuation 3) the blocked pattern of punctuation .

Linguists distinguish such business letter styles: 1) Semi - indented Letter Style 2) Fully -
blocked Letter Style 3) Fully-indented Letter Style.

Task 4. Match the words or word combinations with the equivalent

1aar 1) npoTH BCIX PUBKKIB  2) IOTOYHHI  PaXyHOK
3) cyma
2) B/IL 1) koHocamenT 2)uek  3)KPEIWTHE aBi30
3)Olo 1) 3a opydeHHSIM  2) TOIITOBHIA TPOIIIOBHIA IIepeKa3

3) TOKyMEHTH 32 FOTIBKOBHIA PO3paxyHOK

4) offer 1) mporo3wiist  2) 3amT  3)3aMORJICHHST
5)accident insurance 1) cTpaxyBaHHsI BiJl HEIIIACHHX BHTIAIKIB
2)IPOTUTIOMKEKHE CTPAXyBaHHS
3) cTpaxyBaHHsI [POTH BCIX PH3HKIB

6)Modern Machine Tool 1)Monepn Mammn Tyn Kopropeiiis
Corporation 2) Kopriopariisi cyyacHOro  MamimHOOYTyBaHHS
3) Kopnoparist ,,Moaepn Mammn Tyn”
7) free on board 1) hparko-6opr
2) TOBap, SIKHiA TIEPEBOZUTHCS
3) ppanko y Gopra Kopadis

Task 4. Find the right variant of translation

18



1)carrier

2)consignee
3)consignor

4) top quality products
5)best supplies

6) brand leader

1) BAaHT@KOBIIPABHUK

2) TIOCTABK! HAMKPAIIAX
MarepiaiiB

3) I1epeBi3HUK

4)  TOBapU HANBHMIIIOI SIKOCTI;

5) BaHTKOOICPIKyBaY

6) ToBap, SAKHUiT KOPHCTYETHCS

HAHOUTBIIIM [IOLINTOM

Task 5. Find the correct parts of two business letters and put them into the right order

1)

BARNLEY'S BANK Ltd

Chairman: B.Davenport F.I.D.  Telephone. (0222)825316
Directors: B.R Lewin VC, D.F.C. Telex: 841132
A.L. BrodwinA.l.C. Fax:(0222)613625

N.CHARDIS

Mr P. Ellison
Ellison & Co. Ltd.

Head Office:
Queens Building
Cathays Park

Reg. No: Cardiff 3516614

Bridgend Road BridgendIF313DF
2) Cray Electronics Company Limited

H. Geneen.

105 Packard Road

Thamesbank

London NW 22 5HX
3)

Dear Mr Ellison,

I am sorry to inform you that we will not be able to offer the credit you asked for in your letter

of 14 November.

You have had an overdraft in the past year which partly influenced our decision, but there is

also a credit squeeze at present which has particularly affected loans to the service sector of

36 Dover Street, London WIX 3RB
Telephone: 0716291133
FAX: 0714950022

19 November 1999

OurRef:BS/MB
20" October 2004
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the economy. | sympathize with you when you say that you have been offered a rare
opportunity to expand your business if you can secure the £5,000 additional capital. With
regard to this, may | suggest that if there are no other possibilities for you to raise the money,

perhaps you could approach a Finance Corporation who might be willing to help.
4)

I am sorry that we have to disappoint you in this matter, and hope that we may be of more
help in the future.

Yours sincerely,
l. Evans

Manager
5)
Dear Sir,

Thank you for your letter of the 14™ October 2004, in which you requested a brochure on

our latest stereo cassette/radio Model ECR/10.

We do not supply brochures ourselves, as this can be done more cheaply and conveniently
by our distributors. We have looked at our list of distributors; and find that the nearest to
your address is Scott's of 123 High Street, Thamesbank. You may know it.

They stock copies of the brochure you require, and they will give you a copy on demand, free
of charge.

We trust that they can be of assistance.
6)
Yours faithfully
M.R. Collins
Sales Department
Cray Electronics Co. Ltd.
Task 6. The following letters contain mistakes in layout, style, sentence construction,
spelling, content .Rewrite and improve them.
1)
Mr. David Hicks
27 Brownlee Road
Catford
London SE6 4PH
29 February 1999
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Dear Mr. Hicks

Thank you for your letter of 20 February with your check.

| am afraid but your check is wrong. In fact the date is 20 February 1999 and we can not cash it.
Enclosed | send you it so you can change the date.

About the book that you have asked, | am terribly sorry that you must wait for one month. It is
reprinting now and we shall send you ready. The exact title of this book is «The Golden Horses
of San Marcoy.

| hope to receive your correct check as soon as possible.

Thanks.

Yours faithfully

Anne Meroni.

2)

Brian Davis

Brown Secretarial College

13 Avebury Lane, Inskip

LANCS PL4 2 EB

Lancs. 23th March, 1999

Dear Mr. Spencer

Referring to your letter of 15th March, I am very happy to give Alison Bennett a reference for
the job as secretary.

She is a quick typist, a good shorthand-writer, she is intelligent, very careful and also efficient
in her work.

| can certainly recommend her for your job.Yours sincerely

(Brian Davis)

Principal

Task 7. How would you write the receiver’s address, the salutation and the close in the
following situations?

1. You are writing to the Chief Training Officer of a company called Newmark and Grayson
Chemicals. They are based at 30-32, Dunmow Lane, London Ec11.

2. You are writing to Ann Baines, who works in the Accounts Department of a company called
Taylor and Johnson. Their offices are at 76 Davies Street, Liverpool8.

3. You are writing to Peter Andrews, the Marketing Manager of Drew and Aubel, who have
their headquarters in Tonbridge, Kent at 22 Main Street. You have worked closely with Peter

Andrews before and know him well.
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JANJAKTUYHI MATEPIAJIA

o Temn 1

Nel

Dear Mr Arrand,
Thank you for your enquiry of 5 November.

We have enclosed our winter catalogue and price-list giving details of
c.1.f London prices, discounts and delivery dates.

Though you will see we offer a wide selection of watches, may we draw
your attention to pp. 23-28, and pp. 31-36 in our catalogue which we
think might suit the market you are dealing with? And on page 25 you
will notice our latest designs in pendant watches which are becoming
fashionable for both men and women.

As you are probably aware, all our products are fully guaranteed and
backed by our world-wide reputation.

If there is any further information you require, please contact us.
Meanwhile, we look forward to hearing from you soon.

Yours sincerely,

Dear Mr Arrand,

Thank you very much for your enquiry of 5 November which we received
today. We often receive enquiries from large stores and always welcome
them, particularly at this time of the year when we know that you will be
stocking for Christmas.

We have enclosed our winter catalogue and are sure you will be extremely
impressed by the wide range of watches that we stock. You will see that
they range from the traditional to the latest in quartz movements and
include ranges for men, women, and children, with prices that should suit
all your customers, from models costing only a few pounds to those in the
upper-market bracket priced at several hundred pounds. But whether you
buy a cheaper or more expensive model we guarantee all merchandise for
two years with a full service.

Enclosed you will also find our price-list giving full details on ¢.i.f, prices to
London and explainirig our discounts which we think you will find very
generous and which we hope you will take full advantage of,

We are always available to offer you further information about our products
and can promise you personal attention whenever you require it. This
service is given to all our customers throughout the world, and as you
probably know, we deal with countries from the Far East to Europe and
Latin America, and this fact alone bears out our reputation which has been
established for more than a hundred years and has made our motto a
household world - Time for Everyone.

Once again may we thank you for your enquiry and say that we look
forward to hearing from you in the near future?

Yours sincerely,

Dear Sir,

Thank you for your enquiry. We have a wide selection of watches
which we are sure you will like. We will be sending a catalogue soon.

Yours faithfully,
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Jlo Temu 2

Ne2

Homemakers Ltd.

10 Victoria Street, London EC4V6BS
Telephone: (0222)49721

Superbuys Ltd.,
12 Wolverton Road,
London SW16 8DN,

5 September.2004

Dear Sirs,

We think you will be interested in our leather handbags which are offered
at various prices and in variety of colours. The high quality of our products is
well known and universally acknowledged. We are certain that a trial order
would convince you that, at the prices quoted, the goods we are offering are
excellent value for money.

From all list prices we allow a trade discount of 20% and a further special
discount of 5% on all orders received on or before 31-st October. Under pressure
of rising costs we shall not find it possible to extend these favourable terms
beyond that date, so why not take advantage of them now and send us an
immediate order.

We are offering you goods of very high quality on unusually generous

terms and would welcome the opportunity to serve you.
Yours faithfully,
Louise L. Hay

Sales Manager
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Ne3

Cray Electronics Company Limited

36 Dover Street, London WIX 3RB
Telephone: 0716291133
FAX: 0714950022

OurRef:BS/MB
20" October 2004
I. Geneen
105 Packard Road
Thamesbank

London NW 22 SHX

Dear Sir

Thank you for your letter of the 14" October 2004, in which you requested a

brochure on our latest stereo cassette/radio Model ECR/10.

We do not supply brochures ourselves, as this can be done more cheaply and
conveniently by our distributors. We have looked at our list of distributors; and
find that the nearest to your address is Scott's of 123 High Street, Thamesbank.

You may know it.

They stock copies of the brochure you require, and they will give you a copy on

demand, free of charge.
We trust that they can be of assistance.

Yours faithfully

M.R. Collins
Sales Department
Cray Electronics Co. Ltd.
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Ne4

GOEJAEPALILSI POBOTOJABIIB YKPAIHHU

BOJIMHCHLKE OBJIACHE Ob’CJIHAHHA OPFAHBAHlﬁ
POBOTO/ABIB
43021, Boauncenka 00.1., M. JIyubik, ByJ1. C10BanbKoro, 30, 1ea/daxce (0332)72-28-29, 72-28-19
PospaxynkoBuii paxynox Ne 26001263098001 y BI'PY “Hpusardank” m. Jlyunka
M@ O 303440, ko 3KI1O 26120374 E-mail: pracedav@lt.ukrtel.net

Ne 123 Bia 19.08.06

Mignpuevuio Jlinesnay B.I

Ilanosuuii Bagume I puroposnuy!

JloBoauMo 10 Bamoro Biaoma, 110 y 3B’s3Ky 3 noTpeboro y PpO3IIMpPEHH]
[UIOILi  OPEHIOBAHMX [PUMIIICHb Ui CHIIBHOTO pO3MIlLIEHHS] TPalliBHUKIB
BuKkoHaBuoi  aupekuil  Boauncbkoro  obnacnoro  00’exHaHHs oprasizamii
po6GOTONABIIB, BHKOHABUMX  JHMPEKTOPIB  OKPEMHMX obnacHUX  Opraizanii
poboronasiis i M.JIylbKa Ta pelaKIiiHO] KoJierii o6acHoi raseTy ,,PoboToaaBens i
nignpuemens Boauni”, xepisnuutBom OO0’caHaHHA B JaHWi dYac BUBYAIOTHCA
BapiaHTW I10J0 3MiHM MiCLIe3HAXOKEHHS Oprasnizauii po0OoTOaBLIB, SKE 0
BiNOBiAAJIO BUIlIE3a3HAYEHHUM BUMOTaM.

3BaXKarouy Ha Taki oOcTaBUHM, KepipuuurBoM OO’ enHaHHS OPUHHATO pillieHHd
oo npunuHeHHs 3 1 sxosras 2006 poky Ail 10roBopy Bix 5 smmHs 2006 poxy Ne 13
Ha OpeHly MPUMILLEHDb 3aralbHOIO MO0 49,2 xB.M (ximaaTi NeNe 7, 11).

IlpocuMo BpaxyBaty.

3 noBaroio
; //
C—gh T eleetr AJL.Caxaubkuii

4

BukoHaBumii AHPEKTOP

///

(

M/JI/Bux..aimctil9.08
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Ne5

Highly formal Respectfully yours
Respectfully
Very respectfully
Formal

Very truly yours
Yours very truly
Yours truly
Faithfully yours
Yours faithfully

Neutral and polite Most sincerely

Very sincerely (yours)
Yours sincerely

Sincerely

Informal Most cordially

Yours cordially

Cordially yours

Friendly As ever

Best wishes
Best regards
Kindest regards

Regards

Highly formal

Sanuuarocs 3 noeazoio
3 2nubokor nosazoio i WaHow

Lupo eiooanuii Bam
Formal

3 genuxoro nosazoio
3 60sunicmio i nosacoro
3 nowanoio
3 nosacoio

3 wupoceponum npugimom

Neutral and polite 3 natikpawumu nobasxcannuamu

Hupo Baw

Neb6

Delta Computers Ltd.
Bradfield Estate, Bradfield Road, Wellingborough, Northamptonshire NN8 4HB
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UKRAINE

CSSE TERICHEM-LUTSK
76A Rivnenska Str.

43020 Lutsk, Ukraine

Tel: +380/3322/500-21

Fax: +380/3322/7797-58

VYKPAIHA

CII 3AT TEPIXEM-JIVLIBK
PIBHEHCBKA 76 A,
43020, m. JIyupk, Ykpaina
Ten: +380/3322/500-21
daxc: +380/3322/7797-58

Mr M.Tanner
Eastland Business Machines Ltd.
100 South Street
London ECI
Hupektoposi AT «Crapt»
n.MenbanyeHky O.B.
ByJs. HoBa, 28
42235, JIbBiB
Ne7
Ukrainian business letter English business letter
INFORMATION ABOUT THE SENDER
Position, title 60 % 100 %
Name, surname 100 % 100 %
Company/firm name 65 % 100 %
Address, tel./fax number 75 % 100 %
INFORMATION ABOUT THE ADDRESSEE

Position, title 75 % 92 %
Name, surname 100 % 100 %
Company/firm name 80 % 100 %
Address, tel./fax number 90 % 100 %
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Neg

Ms. Rita Gonzalez

Managing Director

Marketing and Communications
The Evanston Agency

1500 Congress, Ste. 750

Austin, TX 78701

Dear Ms. Gonzalez:

Re: Commendation - Shannon Berloitz

The purpose of this letter is to formally and publicly commend Shannon Berloitz for the excellent service she
provided to Target-Track Inc. throughout the ramp-up and launch of our new product line. In my opinion, the level
of service that Ms. Berloitz extended to our company was far beyond our expectations.

I have never before written a letter like this on an entirely unsolicited basis. However, in this case I was so
impressed by the support and service provide by Ms.Berloitz and her small team of marketing and communications
specialists that | felt compelled to go on record with my praise. These people truly deserve it. In an era where
exceptional one-to-one customer service excellence has virtually disappeared from our industry, the work that
Shannon and her team did should be held up as an example for others to try to emulate.

What particularly impressed me about the level of service provided by Ms. Berloitz et al was that there were no
additional financial rewards involved. It appears that it was simply the team's extraordinary commitment to
excellence in customer service and support that motivated them to always go the extra mile. Their example even had
a positive impact on the attitude and productivity of our own staff!

In closing, I believe that Shannon Berloitz and her team truly deserve to be congratulated and rewarded for
providing customer service and support well beyond the expectations of our company on the Target-Track project.

Very sincerely,

David Humphries
Vice-President, Business Development
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Ne9

K. Hughes & Son Ltd.

21 Mead Road, Swansea, Glamorgan 38T 1DR

Telephone: Swanseu 53441 VAT No. 2152261 30
Telex: 881821

Mr R. Cliff, 3rd February 19—
Homemakers Lid.,

54--59 Riverside,

Cardiff CF1 1JW

Dear Mr Clift,

1 nave received a consignment of 6 dressing tables from you yesterday, my

order No. 1695, which were ordered from your summer catalogue, Cat. No.

GR154. But on unpacking them I found that six heavy mahogany-finished
ressing tables had been sent, instead of the light pine-finish ones asked

fer.

As most of my customers live in small flats earning a moderate income it is
doubtful that I will be able to find a market for larger more expensive
products.

I lso have firm orders for the goods asked for. Would you send someone
with my consignment as soon as possible and at the same time pick up the
wrongly delivered goods? Thank you.

Yours sinceraly,
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NelO

Tosapucrso 3 obmexenoro BIANOBiZaNbHICTIO 'f-"“""m,"

«YHINJUT» :\ 4

" *iory avol

77552, cMT Buropa, ByJl. 3aBonckka, 4

P/p 2600100017015, B/p 26000001514840 s
HonnHcbkutt paiton

KB «Yxpexcimbanx», um. I1sanO-Dpankischbk

IBaHo-pankischka o6macTs M®O 336688, 3KIIO Ganky 30905968
Teneoun : HAnpextop 61-0-39 koa €IPTIOY 30905968
Binain 36yty 61-3-76 ITTH 309059609055, ce.Ne 12530935
Dakc (03477) 61-3-76 3a1. Ct. Buroza JIbsischkoi 3ami3Huui
E-mail: secretar@uniplyt.dolnet.com. ua61-4-4 | Koacr. 387505, «kon n-sa 1394

Www. uniplyt.com.ua

Bux.Ne © J7/73 &5 Havansnuky o6aacnoro YUpaBiHHSA

« 7% 08 _ 2009p. 71icoBOrO rocnoapcrea
IBano-®pankischkol 061acTi
m. loay6uaxy O.I.

76015 M. IBano-®pankincek, By1. Bacumstnox, 48

Mlanosuuit Onexciro IBanoBumy!

3 11 xksaprany 2007 p. ueo6pobiena AepeBHHA, A1s 3abe3neueHA BUPOGHUUMX 110Tpeb Hawioro
MUIPHEMCTBA, peanisyerbes nicorocnonapcsxumu,‘xinnpuemcrsamu Ha ayKIJOHHHUX Toprax. 3 KOXHHuM
KBAPTANEHHM ayKIIOHOM CIIOCTEPIraeThes picT wiH, 30KpEMa, Ha,Z@KHOJIOTIUHY CHPOBHHY. 3a nepioy 3 I
ksaprany 2007 p. mo III xBapran 2008 POKY MiHH Ha TEXCHPOBHHY [10 Jiepxnicrocnax  [BaHo-
®panxiscskoro OYJIT Bupocti Ha 20-23%.

Canin 3a3waunty, wo wiHK Ha peartisauiio roTopoi npoxykuii (ABIT) 3a ueii xe nepion 2007-2008
pp. suusnauca Ha 10%, a cobiBapricts 3pocna ua 11%. Takox HEOOXIHO BpaxyBaTH, WO MHTOMA Bara
MCOCHPOBHHHU B COBiBAPTOCT] BHTOTOBICHHS BT, 3atimac 30%. ' _

Omxe, 3 BHINe3asHaueHuX (akTis, MOXHA 3pOOMTH BHCHOBOK, ILO MPH NOCTIHHOMY 3pocTani
BAPTOCTI NICOCHPOBHUHH, CTIOCTEPIrACTHCS TEHACHILA SHIIKEHHS IiH Ha peanizauin roroao:l' MpPOyKILIT.

TomMy npocumo Bac nepernanytu Ta suusutd ua 10 % CTapTOBi LiHK HA TEXHOIOTIUHY CUPOBUHY,
AIKQ BUCTABIIAETHCA HA CIeLlialli3oBani 1opry B IV xsapTani 2008 p- BiHocHo uin 111 kBaprany 2008 p.

Cropisaemocs Ha po3yminms 3 Bawoi croponn ta CIIPUSHHS Y BUPILIEHHI JAHOrO TUTAHHS.

3 noBaroro,

Jupekrop

T30B “¥Yrinnur” Kouaoc AL
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o Temu 3
Nell 1) Offer (mpono3umis):

Based on your annual requirement of... items, we can make the following offer —
Buxoosuu 3 Bawoi wopiunoi nompebu 6... 0OUHUYb, MU MOANCEMO 3anponoHysamu Bam
HACMYNHI YMOBU 002080D)Y.

We are very interested in exporting to... and would like to demonstrate our proficiency
by a trial order. We assure you that all orders will be handled with utmost care — Mu dyoce
3ayikaeneni 8 eKCnopmi 6 ... I Xomiiu O NpoOeMOHCMPYSAMU HAULL MONCIUBOCHE WAAXOM
npobnoco 3amosnenus. Mu xouemo sagipumu Bac, wo 6ci 3amoénenHs 0yO0ymev UKOHAHI 3
MAKCUMATILHOIO Y8A2010.

2)Order (3amMoBJIeHHS1):

With reference to the catalog you sent us we wish to place the following order — Mu
xominu 6 3po6UmMuU HaCMynHe 3aMOBIeHHS, CNUPAIOYUCH HA KAMAL0, AKULL 8U HAM HAOICIAU.

The products offered in your catalogue meet our requirements — Tosapu,
3anponoroeati y Bawiomy kamano3si, 8ionogioaoms HAUUM BUMOSAM.

We see form your price list that your products are well priced — I3 sawozo kamanozy
8UOHO, WO YiHU Ha Bawi mosapu cnpusmiusi.

We are ordering ... each of the following items — Mu zamoensemo no... oounuys
KOJCHO20 3 HACMYNHUX 8UPODIS.

3) Complaint (mperen3isi, ’ajp 3 NPUBOAY peKIaManii):

We regret that we must place the entire shipment at your disposal. Please let us know
how you wish to dispose of same — Mu 3 owcanem mycumo nosepuymu Bam eucnani Bamu
moeapu. IIpocumo nogioomumu Hac npo me, sk Bu npononyeme posnopsaoumucs 2pymom.

We regret that our merchandise does not meet with your approval and that some of the
goods are defective — Ham wkooa, wo naw moeap ne ompumas Bawiozo cxeéanenuss i wjo OesKi
8UPOOU MarOmMb OeeKmu.

4) Apology (Bu6avenns):

We offer our apologies for the delay in delivery — Mu npocumo nawi eubauenmns 3a
3ampumMKy 6 nOCmasyi.

We will immediately make payment and would like to ask you to excuse the delay - Mu
He2atiHo nogedemo oniamy i npocumo Bac eubauumu Hac 3a 3ampumKy.

5) Request (mpoxanHs):

We shall (should) be obliged if you will (would) inform us... - Mu 6ydemo (6yru 6)
60s1uHi sAKWO Bu nosioomume (nogioomunu 6) nam...

We shall (should) appreciate if you will (would) inform us... - Mu 6yoemo (6yru 6)

6051UHI AKWO Bu nosioomume (nosioomunu 6) nam...
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a.a.r. (against all risks) — npomu ecix pusuxis; a.c. (account current) - nomounuii
paxynok,; advt. (advertisement) - 06 ’ssa, pexnama, amt. (amount) - cyma,; B/E (bill of exchange)
- mpamma,; BIL (bill of lading) - xormocamenm; chq (cheque) - uex; C.N. (credit note) -
kpeoumne asizo; DIP (documents against payment) - ookymenmu 3a 2comiexosutl paxynok, emb.
(embargo) - embapeo; mm. (nominal) - rominanenuii; Olo (order of) - 3a dopyuennsm,; P.O.

(postal order) - nowmosuii epowosuii nepexas.

Nel2

AEAVIIVAIEGNWE J Eivue

10 Victoria Street’
London EC4V 6BS

)

;A__Superbuys Ltd
.12 Wolverton Road .
London SW16 8DN 3 September, 19___

- Dear Sirs,

We Have great pleasure in enclosing samples of a brand new concept
in hosiery. This is, we believe, the most significant breakthrough in
the production of hosiery since tights first become popular.

This product is made in one piece, knitted from toe to toe in one
ooperation, and offering a new possibility in fit and comfort. The
reason I am presenting these samples to you now is that from the
‘spring we will have this style on offer, and the price should be very

' éompetitive. '
‘With the tremendous impact-on the world economy continuing to be
felt by inflation, this method of production in the long term offers the
best solution to stable prices, and we believe that over the next two
or three years, this particular method of production will become
more and more competitive.

Should you require any further details of this item, perhaps you
would be kind enoﬁgh to let me have the quantities in which you '
would be interested, and the delivery dates that.you would be aiming

. for, bearing in mind that it is almost impossible to look ahead more
than a few months in these days of high and rapid cost increases.

1 look forward with great interest to your reply.

Yours faithfully,

Exnart Manaser
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Nel3

IMAPTISI IPOMUCJIOBIIB I NIIIIPUEMIIIB
YKPAIHU

BOJIMHCBKA OBJIACHA
OPI'AHI3ANIA

43025, m.JIyupk, Byn.CnoBaupkoro, 28a, ten./daxc: 74 02 86, email: woopppu@FK. Lutsk.ua

Bin 14 motoro 2006 poky
Ne 16

Komepniiinomy qupexTopy

npuBaTHOI QipMH
Iopaifuyky I1.M.

IlanoBuuii [TaBne MuxutoBuyy!

3anponoHoBaHi Bamu ymMoBH mo0 openau nmpumimieHHs mig odic o0iacHOI oprasizanii

INapTii npoMuCNOBLIB i miANpHeMUiB YKpaiHd B HLJIOMY € IPHMHATHI.

HpOCHMO NpH pO3NOAUII OpPeHAHOI IUIomi NMPHUMIINeHHS BUAUIMTH OOJacHIM oprasizamil

napTii KIMHATYy IUIOIICKO B Mexax 20 KB. Me’I‘plB :
KpiM Toro, 3akpiMTH 3a Oprasizaiico OKpeMHii HOMep Tenc¢»ony Ta HaJaTH IPaBo
PO3MICTHTH BHBICKY MapTiliHoro odicy Ha dacani OyAHHKY. :

HpOCHMO i OTYBaTH IPOEKT JOIOBOPY Ha OPEHIY HpHMllHCHHﬂ BKa3&H01 IUIOLLII CTPOKOM

Ha 5 pokiB.

I'oroBa Bosrmucekoi obaacHoY
opranizamii ITIITY

JIncw/14.02.06
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Nel4

2.An inquiry for Angora rabbit hair:

Continental Supply Company

210 Snow St
Birmingham
England '

[Receiver’s address =
= Inside address] ‘
[City] k
[Country] 12 October, 19
Dear Sirs,

\We are interested in Angora rabbit hair which we need for knitwear
industry. Normally, we buy Angora from China and the Argentine.
However, because of increased demand from Japan. we are unable to
buy sufficient amounts for our needs.

At present, we would like to purchase about 8.00 kls of white Angora,
length 20-50 mm.

We would be grateful if you could treat this matter as urgent and sent
us samples which correspond to the above description. The price

should include delivery to Carlisle in the north England.

We are looking forward to your reply.-
~

Yours faithfully,

Robert Erans

Export Manager
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Nel5s

1. An offer of ladies” handbags:

Homemakers Ltd.
10 Victoria Street
London EC4V 6BS

" Superbuys Ltd
12 Wolverton Road . ,
London SW16 8DN - 2 September, 19____ -

Dear Sirs,

We think ybu will be interested in our leather handbags which are
offered at various prices and in variety of colours. The high quality
of our products is well known and universally acknowledged. We are
certain that a trial order would convince you that, at the prices
'quoted,' the goods we are offering are excellent value for money.
From all list prices we allow a trade discount of 20% and a further
‘special discount of 5% on all orders received on or before 31
October. Under pressure of rising costs we shall not find it possible
to extend these favourable terms beyond that date, so why not take

advantage of them now and send us an immediate order.

We are offering you goods of very high quality on unusually

generous terms and would welcome the opportunity to serve you.
Yours faithfully,

Tom CIliff

Sales Manager
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Nel6

Letter 6

[ Company Name ]
“ﬁ
- [Receiver’s address = -
= Inside address]

[City] :
[Country] ' [ Date ]

Dear Sirs, :
Order No. 56 /LV/98

We refer to the above order, for which you will soon receive our order
from. _

First we must insist on certain packing conditions, both in our own
interest and to comply with the demands of our customs authorities.

We prefer light wooden containers for the filing cabinets to prevent
dents and scratches. Wooden crates will be necessary for the loose-leaf
folders. Customs examination is thorough in Liverpool, so any metal
bands securing the containers and crates must be screwed on carefully so
that the containers can be opened and secured again properly.

We are acquainted with your special marks and thf;y are adequate as
identification. In addition the country of origin is to be marked on the
container, and the weights (in kilos, please!) and dimensions (in cm.,
please!). We would also like the word FRAGILE stencilled in large
letters on all sides of the container. Each container must have a number.
These instructions must be strictly observed.

Yours faigf;ﬁlliy,,

. Marketing Director

122

39



Nel7

Dear Sirs,

Order Ne ........ Trans. Ne .........
Please supply and deliver the goods described below on the terms and
cgnditions specified herein and on the reverse of this order ag well as
those attached to the order
TYPE OF MERCHANDISE: ......ccccooveitetiiinsesseseseses e iossossseonns
TOTAL AMOUNT OF ORDER:
DELIVERY: Free on board ...............ccecceveeerernneneserosssssssssssssossssessessnss
DELIVERY TIME: ......ooitrerienrercnisssnesonensnssssessasssssssssessasessmssnes

...............................................................................................................

Quantities, description, prices and technical conditions on separate
pages.
This order contains ................... pages.

ITEM | QUANTITY | DESCRIPTION | PRICEPER | AMOUNT
UNIT

o

i iiiasmssessisssanvasss s sbets s ( Organization )
............................................... Director
re— Managerof .o Department




Nel8

Letter 1

[ Company Name | .

[Receiver’s address =

= Inside address]

(City]

[Country] [ Date ]

Dear Sirs,

Thank you for your letter of 15" September. We were glad to
know that the consignment was delivered promptly, but we

regret that 25 pocket calculators were missing.

On going into the matter we find that a mistake was made in
packing and we have arranged for the 25 pieces to be
forwarded to you at once.

Please accept our apologies for the trouble caused to you by

the error.
Yours faithfully,

Claims Manager
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Nel9

Letter 2

[ Company Name ]
W

[Receiver’s address =
= Inside address)

[City]
[Country] [ Date ]

Dear Sirs,

In reply to your claim concerning the damaged goods we
inform you that we have already credited you with the sum of

$40 for the losses you suffered.

As concerns the part of goods with “inherent vice” your claim
has been passed to the producer, who will certainly give the

necessary explanation.

We are very sorry that you have been caused so much trouble

and we hope that such situations will not repeat in future.
Yours faithfully,

Claims Manager
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No20

The Manville Corporation

Wilmington, Cenn. 71335

10 September, 19___

Dear Mr. Ross,

1 am writing on behalf of the Organising Committee to invite
you to the 3rd Conference of Board of Trade, which will take
place in Geneva from November 2 ™ to 6 ™ this year. A detailed

programme of the Conference will be sent later.

We hope you will be able to accept our invitation and we would

appreciate your confirmation by letter.

Yours sincerely,

Daniel Jones

Managing Director
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MEMO

To: ALL STAFF

Date: 25 September 1996
From: Tony Brown

Dept:  Personnel

Extn: 5564

General Staff Meeting

There will be general staff meeting at 10.00 a.m. on 5
October 1996 in the conference room on the 7th floor.
Paul Paddington, Director General, who came with a
short visit to us, would like to make a speech. Further
details will be circulated next week. Those unable to
attend, please, let me know before 4 October.

Tony Brown

Secretary —
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Functional resume of a teacher in transition to industry

BETTY A, BUG
5403 W. Monroc Strect
Chicago, lilinois 60644

{312)555-9829

POSITION OBJECTIVE: Industrial Employee Trainer
UAL! NS IN BRIEF:

BA in English, Mundelein College, Chicago, 1984; cigﬁt years® elementary teach-
ing; fluent in Spanish; demonstrated-skills in instruction, supervision, communica-
tions, human relations,

INSTRUCTION: Planned, organized, presented language and mathematics in-
struction material to elementary students; developed instructional modules to soive
specific learning problents; developed computer programs for instruction and in-

structional audiovisual materiat; used equipment such as Appie le and Macintosh -

computers, overhead and movie projectors, audio and video cassettes; did exten-
sive research in various curricula; member of cumiculum devefopment committee;
introduced new motivational techniques for students, Conducted staff in-service
workshops, including installation of a teleconference downlink.

SUPERVISION: Supervised student groups, teacher interns, and a classroom aide;
evalunted students, peers, and programs; moderated student activities. Inter-
viewed, trained, and ¢valiated support personnel, volunteers, and teacher interns.

HUMAN RELATIONS: Did effective problem solving/conflict resolution be-
tween individual students and between student groups; initiated program of stu-
dent seif-governance; acted as a liaisonrew between families of diverse cultural,
ethnic, and cconomic backgtounds and school personne] services; conducted indi-
vidual and group conferences to establish rapport with parents and to discuss stu-
dent progress. Represented school to the community.

COMMUNICATIONS: Presented new cusriculum plans to parent groups; sent pe-
riodic propress reports to parents; developed class newslefter.

CURRENTLY EMPLOYED: Austin Elementary Schoot, Chicago, lilinois
REFERENCES: Provided upon request.

45



Ne23

KLEVIN DONOVAN
643 Eagle Drive
Nubuque, Iowa 5200
(319)555-6789

J0B OBJECTIVE; Customer Service Management Traince

QUALIFICATIONS [N BRIEF:

Learn job routine quickly. Possess ability to deal effectively with the public and
Tlexible enough to work alonc or in a team effort. Good driving record. Not afraid

of hard routine work. Primarily interested in a swing shifl to aillow time to further

my educational goals.

WORK EXPERIENCE:

KMART, Dubugue, IA
Customer Service/Bagger 1592 to present

lielp costomers with merchandise, stock shelves in warchouse, maintain appear-
ance of the store, bring carts from parking lot into building, and bag merchandise
from checkstands.

DUBUQUE GYMNASTIC ASSOCIATION, Dubugue, IA
Ciym Inatructor 1991

Sold memberships and equipment, outlined programs for participants, gave tours
of the lucilities to potentiat customers and guests, balanced accounts daily, an-
swered phones, and took responsibility for maintaining a smooth operation of the
gym facilitics, adding a professionat tone.

5 & S WELDINQ., East Dubugue, [L 1990
VAN'S FURNITURE AND MATTRESS CO, Dubuque, IA 1989
Warehouse Worker

Moved furiture, paint, and cquipmenl; helped with inventory control; assisted
customers in making proper sclections,

EDUCATION:

1ORAS COLLEGE, Dubuque, 1A
Major: Business/Liberal Arts 1991 to present

DUBUQUE HIGH SCHOOL, Dubuque, 1A
College Preparatory 1587-1991

REFERENCES: Provided upuns seguest.
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Functional/chronological resume of a senior citizen/housewife re-
urning to the job market

HELEN 3. BELL
432 Spruce Street
Junction City, Kanas 66441
(913) 555-7035

POSITION OBJECTIVE:; Office Manager with Accounting Responsibilities
EXPERIENCE:

Successful Accounting Work; Managed payroll, payroll taxes, accounts recciv-
able, accounts payable, bank reconciliation, and executive credit card expensc ac-
count; handled data entry. Acted as full-charge bookkecper through monthly and
annual profit and loss statements.

Supervision and Management: Directed office functions such as sccretarial, ac- -

counting, customer relations, sales, employee performance, and schedules.

EMPLOYERS:
KINDERGARTEN SUPPLIER, USA, INC., Wichlta, KS 2 years
Accountant
ELECTRA CORPORATION, Wichlta, KS 1 year
Receptioni
RIDGEWAY COMPANY, Topcka, KS 1 year
AccountanySccretary
ROD’S VAN AND STORAGE COMPANY, Topeka, KS 2 years
Accountant/Secretary
HUMPHREY MOTOR COMPANY, Junction City, KS 9 ycars
Accountant/Secretary
SCOTT STORES, Junction City, KS 1 year
Bookkeeper

PERSONAL PARAGRAPI:

'

The accounting field with Its atiendant and complex problems is fascinating and
thoroughly Involying for me. | am Interested In ensuring smooth How, cfficiency.
and accuracy of accounts In a modcrately si: :d, growing company.

REFERENCES: Provided upon request.
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Ne25  Michelle: Hello, you've reached the marketing department. How can | help?
Male: Yes can | speak to Rosalind Wilson, please?

Michelle: Who'’s calling please?

Male: It’s Richard Davies here

Michelle: Certainly. Please hold and I’1l put you through.

Male: Thank you.

Michelle: Hello, marketing. How can I help?

Male: Could I speak to Jason Roberts please?

Michelle: Certainly. Who shall | say is calling?

Male: My name’s Mike Andrews.

Michelle: Just a second - T’ll see if he’s in. Hello, Jason, I’ve got Mike Andrews on the
phone for you ... OK - I’ll put him through. Hang on a moment, I’m just putting you through.
Ne26 Example of a negotiation

Adjuster: We have studied your case and with our policy you are entitled to $3,300

Tom: | see. How did you reach that figure

A: That was how much we decided the car was worth.

T: | see; what standard did you use to determine the amount. Do you know where | can buy a
comparable car for that?

A: How much are you asking?

T: Whatever | am entitled to under the policy. | found a second hand car like mine for $3,850.
Adding sales and excise tax it would come to about $4,000.

A: $4,000! That's too much!

T: I'm not asking for $4,000, or 3 or 5; just fair compensation. Do you think it's fair | get
enough to replace the car?

A: OK, I'll offer you $3,500. That's the highest I can go.

T: How does the company figure that?

A: Look, $3,500 is all you get. Take it or leave it.

T: $3,500 may be fair. | don't know. I certainly understand your position if you're bound to
company policy, but unless you can state objectively why that amount is what I'm entitle to, |
think I'll do better in court. Why don't we study the matter and talk again.

A: OK, I've got an ad here for a 1985 Fiesta for $3,400.

T: I see. What does it say about the mileage?

A: It says 49,000, why?

T: Because mine had only 25,000 miles. How much does that increase the value in your book?
A: Let me see, $150.

T: Assuming the 3,400 as possible base, that brings the figure to $3550. Does that ad say
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anything about a rado.

A: No

T: How much extra in your book?

A: That's $125.

T: What about air conditioning?.....................

30 minutes later, Tom took home a check for $4,100
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