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INTRODUCTION

This book is for people in business or students of business who want to learn
more Egnlish for use in their jobs or in their studies. Since the words in this
book are used in business offices in the United States, the words and ideas
should be a practical help to people who will be visiting or doing business with
companies in the United States.

The book tells about one important part of business——marketing. Because
all companies have to sell products or services, this book should help anyone
who knows about business to learn the words and methods used by people in
the United States. if you are a student, this book may also help you learn
something about business and management.

You can use this book by itself in a school. Your teacher will help you speak
and write the words you learn. There are also two tape cassettes that you can
use with this book. The cassettes give you practice in listening to English and in
speaking English yourself. The cassettes also give you answers to some of the
questions in the written reviews in the book. If you are using the cassettes to
help you learn about English in business, this is what you should do.

*  Read the first chapter up to the written review.

* Do all the exercises in the written review.

*  Turn on the tape. Listen and follow instructions.

*  Read the story in the first chapter.

*  Use the tape again.

% Go on to the next chapter in the book.

*  Keep reading and listening until you have finished the book and both
sides of the two cassettes.
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TELEPHONE
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JOHN

John is at work.

He works in an office.
His office has a desk.
John works at his desk.

When he works at his desk, John sits in his chair.
John’s chair turns when he turns.

It is called a swivel chair.

John turns in his swivel chair to answer the telephone.
The telephone rings often.

John answers the telephone when it rings.

He talks on the telephone often.

Talking on the telephone is part of John's job.
John uses the telephone in his work.

The telephone rings often.

Practice Drills
(BB 3))

S. 1 Where is John’

2 John is at work.

1 Where does John work”
2 John works in an office.
1 Where is John's desk?

2

1

2

John's desk is in his office.

oo n oo

Does John talk on the telephone?



S. 2 Yes. Talking on the telephone is part of his job.

John works in the Marketing Division.

He takes orders on the telephone.

An order is a request or an agreement to buy or sell something.

John takes orders from customers.

Customers buy the products his company makes.

Buying is called purchasing.

Customers make puchases.

Placing an order is purchasing.

Receiving an order is selling.

John's company sells the products it makes.

Products are things a company makes that are finished and ready to be sold.

Sometimes customers send orders by mail to John’s company.

These orders sent by customers are called purchase orders.

When John takes an order on the telephone, he writes it down. .

The orders Jchn writes are called sales orders.

Sometimes a customer who calls on the telephone gives John a purchase order
number. |

This means that the customer has a purchase order in his office.

The customer gives John the number 6f the purchase order on the telephone.

John writes the number on a sales order.

John writes sales orders.

Both purchase orders from customers and sales orders written by John are
called orders.

Practice Drills

(aBE%3))
S. 1 Who does John talk to on the telephone?



John talks to customers.

What does John do when he talks to customers?

He writes sales orders for his company’s products.

Do customers also send orders by mail?

Yes. These are called purchase orders.

What is the difference between sales orders and purchase orders?
The customer writes purchase orders. The seller writes sales orders.
Can purchase orders and sales orders both be called orders?

Yes. Both are called orders.

[N " T S T O Y T N

A written arder is a business document.

A document is a piece of paper that has information on it.

An order can also be called a business transaction.

A transaction happens any fime two or more people or companies agree to do
something for each other.

An order is a business transaction.

The buyer or customer agrees to buy something for a certain price.

The seller agrees to sell for that price.

Sometimes the buyer and the seller agree to other things.

S0, an order can be called a sales transaction.

The selling company receives an order.

The selling company’s part of the transaction is to deliver what was ordered.

The buying company gives an order.

The buying company’s part of the transaction is to receive and pay for what was
ordered.

The buying and selling companies transact business with each other.

John's job is to receive orders for his company.

John checks orders to make sure they are correct.

To check something means fo look at it to see if it is right or true.
4



When he checks orders, John makes sure that the things ordered are made by
his company. He checks to make sure numbers for products are correct.

John also finds out if the products ordered are ready to send to the customer.

if the things ordered have to be made for the customer, John makes sure his

company can have them ready on time.

John also finds out about the credit of customers from whom he receives or-
ders. This is called a credit check.

Customers must have good credit before John can write an order.

Credit means the customers can receive products when they are ordered and
pay for them later.

John receives many sales orders on the telephone.

He also receives purchase orders mailed by customers.

John checks orders received by mail from customers. He also writes orders he
receives on the telephone.

John fransacts business on the telephone.

He writes the sales orders he receives.

Practice Drills

(FIRE))

S. Which company receives orders?

The selling company receives orders.

Which company gives orders?

The buying company gives orders.

What is an order called?

An order is a business document or transaction.

What is an order?

An order is an agreement for buying and selling something.

»» o0 e 0o
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What does John do to purchase orders?

S. 1
S. 2 John checks purchase orders to make sure they are correct.
S. 1 What does John do on the telephone’
S. 2 John receives orders on the telephone.

NEW WORDS & EXPRESSIONS

(PR R )
swivel ['swivl] chair ».%# document [ 'dokjumment ] 7 . {4 ; BLHE
talk on the telephone FEHLTEHE AL | information [ infa'meifan] ». {5 8., 1H
ring [rip] vi. (B .80 %)15, Ih g
transaction [treen'zzkfan] n. (—%)
marketing [ 'makitin] = . {7 58 8% &5, M5
division [di'vizan] =. &80}, B}, &b transact [treen'zzekt | . IpBH, A3
order ['oda] n. B HE  w.iTH AT
request [ri'kwest] »n. B3R, 5K price [prais] n. i %
agreement [ a'grimmont ] ». T B, t | receive [ri'sitv] we. 323, W3
E;EE deliver [di'liva] .53

agree [o'gri:] vi.[F&, B E; UE check [tfek] n, w. K&
customer [ 'kastamoa] n.JB%, E credit ['kredit] n {5, ER;EH
company ['kampoeni] 2.4y

product ['prodakt] n. /=MW service [ 'sarvis] n . R %5

purchase ['potfas] . K, WE; salesman [ 'seilzman] ». BHH A, &
n. Ty "R

mail [meil] ». B8 ; BRECHIE ;BFF | saleswoman [ 'seilziwuman] n . - HE4H
ut. Hﬂs% 5, %ﬁ‘ Al

salespeople [ 'seilzipiipl] n. (2 K) &
business [ 'biznis] n. X 5, £ E; & R, Bk it
o, B personally [ 'pasanali] aduv. § 331 ARk
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separate { 'separit] adj . MILHY, BIHAY | pronounce {pro'nauns. wr. % BIF
recognize [ 'rekagnaiz_ wor. & A, A | verify [ 'verifai] wz.iESE, ¥ 3

&, A8 courteous ['katjos] adj . HFLF B, B
individual [ ,indi'vidjual] n. A~ A, Mk Lifis)
confidence [ 'konfidens] n. {E{E, {F> | courtesy [ 'kozisi] ».FL5K, 3%, B &)

WRITTEN REVIEW

(BHEE>)

A.Choose the correct word o complete each sentence.
(EFERH BRFEHE,)

1. A document that buys something is called a order.

a.purchase
b.sales
2.Asalesorder  something.
a.sells
b.buys
3. A purchase order ___ something.
a.sells
b.buys
4. A purchase order comes fromthe
a.seller
b. customer
5.Before an order is accepted, acustomer's ~ must be checked.
a.credit
b.sales
6.The ___ company gives orders.
a buying
b selling
7.The ____ company receives orders.



a. buying
b.selling
8. A purchase order is sent by the _ company.
a. buying
b. selling

B. Complete each sentence with the correct word.
(FAE B ) BART3H =)
1. John works in an
2.The _ rings often in John's office.
3.Whenhetalksonthe  ,Johntakes  from customers.
4. talk to John on the telephone to place orders.

5. Placing an is purchasing.

6.A_ order buys something.

7. Receiving an is selling.

8.A order sells something.
9. John works in the Division.
10. The Marketing Division receives purchase orders from

C. Write a complete sentence to answer each question.
(A—" 2 BT RET 5 &R, )
1. Where does John work?

2. What kind of document is used to buy something?
3.What does John use when he talks to customers?
4. Which division does John work in?

5. What documents does John receive?



TALKING (32i%)

“Most of our company’s customers know my voice. But most of them have
never seen me,” says John.

John is an inside salesman. This means that he stays inside his company’s
offices to do his work. The customers know John’s voice because he talks to
them on the telephone. John talks on the tetephone so much that his job is aiso
called “telephone sales” .

John says: “ When customers call our company on the telephone, they
want help or service. They want us to do something quickly. It's my job to find
out what customers want and need. Service is my business,” John explains.

When the telephone rings on John's desk, he tries to pick it up right away.
He always tries 1o answer his telephone before it rings three times. John feels
it is important to answer his telephone quickly. He says this is part of giving
good service 1o customers.

“Customers don’t want to listen to the telephone ring, " John says. “They
call to talk to somebody who can give them service. It is part of my job to an-
swer the telephone as soon as possible. ”

When he answers the telephone, John always gives his department and
name. John learned when he first became a salesman that when you answer the
telephone it is important to give your name and to say who you are. When you
answer the telephone, the person calling can't see you. If you give your name,
the caller will know who you are. Then, the calier should do the same. The
caller should give his or her name to the person who answers the telephone. In
this way, people know each other before they begin talking.

“This is the polite way to do business.” John explains. “You should intro-
duce yourself whenever you meet somebody. With a telephone call, you intro-
duce yourself because you have no way of knowing who is calling. The other

9



person might be a friend or someone you've never met, You have to introduce
yourself to get started.”

Since John has been an inside salesman for many years, he knows most of
the people who call his company for information or service. He is friendly with
all these people. He talks fo them as friends, even though he has never met
many of them face to face.

After he has found out who a caller is, John usually takes a few moments
to talk personally before he gets to business. This is called friendly conversa-
tion. John has learned that customers like it if he takes a few moments to show
he is interested in them.

“Each customer is a separate person. Each person likes to be recegnized
as an individual, to know you are interested in him or her.”

When he meets somebody new on the telephone, John talks or asks ques-
tions about simple things. Then he remembers the answers and asks questions
about what he was told when the person calls again.

For example, if it is sunny, warm Friday, John may say he hopes the
weather will stay nice for the weekend. The other person may then tell John
about what he or she is planning to do over the weekend. Then, when John
talks to the same person the following week, he will try to remember to ask:
“Did you have a good time last weekend?”

John learns a lot about his company’s customers in this way. He is able to
win their confidence by knowing them. Even though he has never seen many cf
the people he talks to, he has become friendly with most of them. This is im-
portant in giving service to customers. Customers have confidence in people
they know. The customers know John. And John knows most of his company’s
customers.

When he gets down to business in talking to customers, John is very care-
ful about his speech. He is careful to pronounce all words clearly. He is espe-
cially careful about pronouncing names and numbers. When customers give

10



John their names for an order, he always asks them for the correct spelling.
John always repeats the names and numbers he writes and asks the customers
to verify them——to listen and to be sure all the information is correct.

When using the telephone to take orders, John has learned that it is nec-
essary to be courteous and careful. By being courteous, or polite, John wins
the confidence of customers. By being careful, he is helping customers get the
service they want. This helps him keep the friends he makes with his courtesy.

The company has many customers who call on the telephone, John cannot talk
to all of them. So, there are other inside salespeople in the Marketing Division.
Helen, whose desk is near John's, also talks on the telephone to customers. She
is an inside, or telephone, saleswoman. She agrees with John that it’s important
to be courteous and to give customers good service. She and John feef that cus-
tomers prefer to give orders to salespeople who are polite and friendly.

Exercises for Understanding

(BEIBRES D))

Answer these questions aloud or in writing.

(AL F B % T 5 R &)

1. What does John do in his job?

2.Why is John called an inside salesman?

3.When John's telephone rings, how does he answer?

4. Why is it important that John answer the telephone right away?

5. Why does John give his name when he answers the telephone?

6. How does John get to know customers when he never meets many of them in
person?

7.Explain how John builds confidence with customers he talks to on the tele-
phone.

8. Explain how John makes sure all the names and numbers he wriles on an or-
der are correct.
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