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Unit One  Work - related Services 1

I. Introduction

After this unit, you will be able to

- to put your point across persuasively when talking, for example about a familiar product .

- ask questions outside your own immediate area of work (e.g. asking for external legal or finan-

cial advice provided that these do not involve complex issues of, for example, company policy.

II. Examples

Part One

Listen to the phone call in which the caller attempts to make an appointment with the client. As

you listen , complete the following blanks .

S1:
Bennett :
S1:
Bennett:
S1:
Bennett :
S1:
Bennett :
§1:
Bennett :
S1:
S2:
Bennett:

Wareham:

Bennett :

Wareham:

System Support.

Good moming. Could you put me through to your <=«++-e"+* +++(1) Department?
What’ s it in connection with, please?

Software development .

And who would you like to speak to?

The Department --+-++-+++=++--(2) . By the way, could you give me his name?
Graham Wareham is our Software Development Manager.

Could you just spell that, please?

Yes, «woreeeeeeeeen(3).

0K, could I speak to him, please?

One moment, please.

Software Development, Janet Parks speaking.

Good morning. Could I speak to Graham Wareham, please?

Wareham .

Good morning, Mr Wareham. My name is Alistair Bennett from «+--=-+:+<=-=2-(4)
Good moming, Mr Bennett.
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Bennett : Mr Wareham, I see from our files that last year you were interested in commissioning
some software from us. | was wondering what had happened to that project.

Wareham: Well, in the end we gave the =+-++=++<+*-+*-(5) software project to one of your competi-
tors.

Bennett : I see. Well, the reason for my call is that I shall be in London on 21st -=x-----s-=- -
(6), and wondered whether it would be useful for us to meet to discuss other projects.

Wareham : I don’t see why not, though there’s nothing in the pipeline at the moment. But we can
certainly discuss things generally.

Bennett: Okay. Can we say **<++=+--*==-*(7) on the 21st?

Wareham:  Yes, 2 o’ clock on the 21st is fine.

Bennett : I look forward to r;leeting you then.

Wareham: Bye.

Bennett : Bye.

Vocabulary

in connection with with reference to somebody

commission place a special order for something

in the end at last, finally

competitor a person or an organization that competes against
' others

in the pipeline on the way

generally in general terms, without regard to details

Key

1. Purchasing 2. Manager 3. W-A-R-E-H-A-M 4. Access Computers

5. system control 6. September 7. 2 o’ clock
Part Two

Listen to a sales representative describing the bed to a potential customer and complete the missing
information . What are the advantages of this range of furniture?
SALES REP:  Right. Now this range of children’s furniture is ideal from toddlers all the way
through to teenagers. As you know, a child’s needs change quite quickly in the
s+e=s+=++(1) of their life so you need something that is flexible. Here you can
start off with one or two basic items and then add more as the child gets older, a
wardrobe, more shelves, perhaps a desk once they start school.
Now let me start by showing you the bed. Would you like to come over here? Now
this is a standard size <=<+==+o+eo-+(2) .
CUSTOMER: How long is it? We don’t have a lot of space, so every centimeter counts.
SALES REP:  Outside measurements are 204 cm by -==-==-+++++++(3).
CUSTOMER: Uh uh. That should fit. And how high is it? It looks quite high.
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SALES REP:  ---------------(4). So you can have a play area undemeath or, if necessary, add a
second bed. It’s made of solid wood and comes in a natural wood finish as you see
, it here. It’s also available with turquoise and red applications.
CUSTOMER: It looks very nice. How much does it cost?

SALES REP:  The basic bed as you see it here is *++++-+=-+-++-(5) .
CUSTOMER: I see. And what about delivery times?
SALES REP:  About -++++++++----(6) from date of order.

CUSTOMER: Do we have to pick it up?
SALES REP: No, no, we deliver anywhere within Metro Toronto, and ---

Vocabulary

ideal most suitable

toddler a child who has only recently learn to walk
wardrobe a place where clothes are stored

count to be of value

turquoise a greenish — blue color

Key

1. first few years 2. single bed 3. 101.5 em
4. 172 cm 5. $399 6. six weeks

III. Overview of the Listening Test
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IV. Practice test

Part One

Questions 1 — 12
* You will hear an introduction to a course in Business Management Today .
+ As you listen, fill in the information for question 1 - 12, using a number or a few words.

* You will hear the recording twice.

BUSINESS MANAGEMENT TODAY

Seminar/Workshop programme

MARKETING Lo eeneernenee s
2............--.... Bishop’s Han One
STRATEGIC PLANNING Bishop’s Hall Two
TIMETABLE LOCATION
9.30-11.00 N s Al
Coffee and biscuits §ee-

11.30-1.00 6

Lunch Teen

2.00-3.30 8-

Tea and biscuits

4.00-5.30 Qeeerrnenearnannans
5.30-6.30 10w+ mevrrroronenns

NB Books and resource materials

on display in L eeevenvarmrnrannns
L Centre closes 12 e rennnnnarsnnnnn
Part Two

Questions 13 - 22

* You will hear five different people talking about the effects that computers have add on their working
lives

* For each extract there are two tasks. For Task One, choose the person who is speaking from the list

A - H. For Task Two, choose the ;)pinion that person expresses from the list T - P.



* You will hear the recording twice.
Task One

» For questions 13 — 17, match the extracts with the people, listed A - H.
* For each extract, choose the person who is speaking.

* Write one letter A — H next to the number of the extract.

A a personal assistant
13 tsseseneccescesave s ars sesnbean sun B a bank clerk
14 Mtesas mraarases et ves rae cac aen e san C an office administrat()r
15 Y D ac]erk fromashipping Company
16 eseseesennen e crrsatsrs st et aen s E a typlst
17 R R R AR F an Offi(‘,e design Consultant
G a commercial lender
H a secretary
Task Two

* For questions 18 — 22, match the extract with what the people say, listed I — P.
+ For each extract, choose the opinion expressed.

» Write one letter I — P next to the number of the extract

I  Without organizing jobs differently introducing

computers doesn’t help.

Computer systems do not always function.

The purpose of computers is not always clear.

J  Computers create more work.
18 roomemereeremennene e K Computers reduce everything to numbers.
19 weemmmrrrmmserrnneeenees L People begin to feel like machines.
20 rereerereese e ‘M Future office work will be unrecognizable .
0
p

Computers make things easy.

Part Three

Questions 23 - 30
* You will hear an interview with an HR director about the introduction of a new flexible working
scheme .
+ For each question 23 - 30, mark one letter A, B or C for the correct answer.
* You will hear the recording twice.
23 The main reason why ZSV introduced the flexible working scheme was
A to cope with social changes.

B to respond to market forces.

IR e 0 d d
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C to integrate new employees.
24 What is the main advantage of the scheme for ZSV?
A keeping existing staff
B recruiting new employees
C reducing the training bill
25 Most staff join the scheme to dedicate more time to their
A children.
B hobbies.
C education.
26 The old scheme was only available to
A female workers.
B non — managerial staff.
C long — term employees. ’
27 Sally thinks the most popular element of the scheme will be
A flexible hours.
B job — sharing.
C extended leave.
28 Most teleworkers keep in contact by using
A e-mail facilities.
B the telephone.
C video - conferencing.
29 What do managers find most difficult?
A delegating work
B keeping motivated
C managing time
30 Employees are selected for teleworking after an assessment of their
A home environment.
B job description.
C personal qualities.

V. Vocabulary and key

Part One
Vocabulary
register G g
badge i i
pack N ORE
ensure Ha R, BRIE

forum ittt s



clarify B, BE
stand We{r
seminar BT
Key
1. Room 6 2. Communication(s) 3. Room 5
5. Memorial Hall 6. Bishop’s Hall One 7. self — service restaurant
8. Bishop's Hall Two 9. Room 5
12. 7.30
Part Two
Vocabulary
push into A
role RN G
switch off *(#HL)
unplug W 9 3k
terminal 28
overload it 1
break down 5
attain NS
redesign HEHH R
stationery X R
dictate H#
urgent RAm
Key
13. H 14. C 15. F 16. B 17. E
18. L 19. N 20. 1 21. K 22.]
Part Three
Vocabulary
promote Rk, &
flexible RIGH
working scheme TAERK]
rigid ARIER, & B
cater for WE(FE) 46
take over BE,#IF
put emphasis on B
make sense FiEHE,RAF
potential <Rl
high - calibre RN, KR

4. Convocation

10. Assembly Hall 11. Abbey Room

@EEE=|e DA d
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added benefit AN SR
dedicate (to) (et | KA HE) AT
alternative Hfh Yy, BT LR
flexitime R G WA () e HE
tveleworking Wi FERFXTHE
have access to CIRVS PNGE: )
self — disciplined HEH
differentiate XA, X4
empower B
ascertain W&
compatible A&
IT = information technology BN 4
PA = personal assistant N B
run out (B a]) 52
Key
23. H 24. B 25. C 26. B
27. C 28. A 29. A 30. B
VI. Scripts
Part One

Good morming and welcome to our course on “Business Management Today” . I hope you’ ve all
registered and obtained your name badges and information packs. I would like to point out some
additional information and changes to the agenda you will find in your packs. The four seminar

workshops are now as follows.
Room Six - “Marketing” .
Bishop’s Hall One ~ “Communications”, which replaces “Taxation” .

Bishop’s Hall Two — “Strategic Planning”, which now includes small business as well as large

companies .
Room Five — “Human Resourses” .

I’1] just run through that again. “Marketing” is in Room Six. In Bishop’s Hall One we have a
change to the original programme and “Taxation” has been replaced by “ Communications” .
“Strategic Planning” in Bishop’s Hall Two now includes small businesses and Room Five 1s “Hu-

”
man Resources .



