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1 FILLING INAFORM

1) Match the titles below with the correct definition.

1 |Mr A single woman

2 |Mrs A married or single woman
3 [ Miss A married or single man

4 [Ms A doctor

5 |Dr A married woman

2) Match the parts of a form with the correct information.

A |TITLE Harrison

B |FIRST NAME Mr

C |SURNAME 23, Moor Lane, Swansea
D |ADDRESS 01236 897264

E |POSTCODE jharrison@gmail.com

F | TELEPHONE NUMBER SW3 3JK

G |E-MAIL John

SSR
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3) Fill in the form with the correct information.

1 APPLICANT’S NAME

Title (Mr, Mrs, Miss, Ms, Dr) FIRST NAME SURNAME

2 FAMILY

Marital status:

Children:

3 ADDRESS

Street:

Town:

Postcode:

Country:

Telephone number:

E-mail:

4) Can you form questions?
(NAME) —

(MARITAL STATUS) -
(CHILDREN) —
(COUNTRY) -

(TEL. NUMBER) —

5) Ask and answer questions in the previous exercise.
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2 AFRIENDLY LETTER — INTRODUCTION

A friendly letter is an informal letter, it is usually sent to our friends or relatives.
Here are a few tips for writing it:

SSR

There are many uses and reasons for writing a friendly letter, but usually friendly
letters will consist of topics on a personal level.

Friendly letters can either be printed or hand-written.
Friendly letter is typically less formal than a business letter.

Usually the first paragraph of the body consists of an introduction which gives the
recipient an idea about you're writing to them with a short summary of the main topic
of your letter.

If you don't know the person you are writing to, you may want to introduce yourself in
this introductory paragraph as well.

The next few paragraphs usually consist of the message you want to get across along
with any details you may want to express.

The last paragraph is usually the conclusion where you sum up your main idea, thank
the recipient for his/her time, wish the recipient well, and/or ask any questions.

Since friendly letters are less formal, you can feel free to write it however you like, but
the above format is fairly common.
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1.1 AFRIENDLY LETTER FORMAT

Komenského 2
Dé&cCin, 405 02
11 January 2011

Dear Catharine,

It feels like such a long time since the last time | saw you. | know it's only been several
weeks since | saw you. So far my summer has been great!

I spend all my weekends at the beach. | am getting a nice tan and you can no longer say |
am paler than you. | have been playing lots of volleyball, surfing and building a nice
collection of sea shells. Just this past weekend | took second place in a sandcastle building
contest!

On the weekdays | work. | drive an ice cream truck around and sell ice cream to the Kids.
It is so cool. It is a combination of the two things | love most, ice cream and kids. The pay
isn't too great but I love the job so much.

I hope the summer's been going well for you too. There's only a month and a half left
in summer vacation and after that it's back to school. Would you like to meet me some time
before school starts?

With love,

W Peter

P.S. Jim Crowley says hi.
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AFRIENDLY LETTER FORMAT

In the friendly letter format, your address, date, the closing, signature, and printed name are
all indented to the right half of the page (how far you indent in is up to you as long as the
heading and closing is lined up, make sure it looks presentable). Also the first line of each
paragraph is indented.

1 - Your Address

All that is needed is your street address on the first line and the city and post code on the
second line. (Not needed if the letter is printed on paper with a letterhead already on it.)

2 - Date

Put the date on which the letter was written in the format Day Month Year i.e. 11 January
2011. Skip a line between the date and the salutation.

3 - Salutation

Usually starts out with Dear ....., or Hi ...... Note: There is a comma after the end of the
salutation (you can use an exclamation point also if there is a need for some emphasis).

4 - Body

The body is where you write the content of the letter. It usually has three paragraphs with a
skipped line between each paragraph. Skip 2 lines between the end of the body and the
closing.

5 - Closing

Tells the reader that you are finished with your letter; usually ends with Yours, Sincerely,
With love, Thank you, and so on. Note that there is a comma after the end of the closing and
only the first word in the closing is capitalized.

6 - Signature

Your signature will go in this section, usually signed in black or blue ink with a pen. Skip a
line after your signature and add the P.S.

7-PS.

If you want to add anything additional to the letter you write a P.S. (post script) and the
message after that. You can also add a P.P.S after that and a P.P.P.S. after that and so on.

LETTER 1
Now use the letter generator to write a friendly letter at:

http://www.readwritethink.org
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http://www.readwritethink.org/

3 ABUSINESS LETTER - INTRODUCTION

A business letter is formal, it is often sent to unknown people..
Here are a few tips for writing it:

Never use contracted verb forms. (den't—de-netaren't — are not; #'s — it is, etc.]
Never use exclamation marks (!) or dashes (-).
Try to be as polite as possible. Use modal verbs (could / shall / would etc.)

It is usual to begin the letter with an opening phrase and to end the letter with a closing
phrase.

Never forget to write your signature, the typed name and job position.

If you enclose something to the letter, note ENCLOSURE in the very end.
Use block style — do not indent paragraphs.

First there is a company letterhead or the name and address of the writer.
Then double space and include the date.

You may include the references — “Our ref.:” / “Your ref.:”

Include the address of the person or company you are writing to.

The subject line is put either before or after the opening greeting.

Double space (or as much as you need to put the body of the letter in the centre) and
include the salutation. Include Mr for men or Ms for women, unless the recipient has a
title such as Dr.

Although there is not a comma after salutation, start the body of the letter with a
capital letter.

State a reference - reason for your letter (for example: "With reference to our
telephone conversation...")

Give the reason for writing (for example: "I am writing to you to confirm our order...")

Make any request you may have (for example: "I would be grateful if you could
include a brochure..."

If there is to be further contact, refer to this contact (for example: "I look forward to
meeting you at...")

Close the letter with a thank you or a suitable closing phrase (for example: "Thank you
for your prompt help...")

Finish the letter with a salutation (for example: "Yours sincerely,")
Include several spaces and type your full name and title
Sign the letter between the salutation and the typed name and title

It is usual to match the following:
Dear Sir or Madam / Dear Sirs Yours faithfully
Dear Mr X/ Dear Ms X Y Yours sincerely
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3.1 ABUSINESS LETTER FORMAT

Benjamin Watts

Bookseller's
24 River Lane Com%%”y name
Manchester, BA 88766 acdress
Great Britain
11 January 2011 Date
Our ref.: CB/COM456 Reference
Your ref.: WH/13/2010
William Fish
Sales Manager
Book Specialists Ltd. Address of the
123 Lucky Road person/company you are
Dublin writing to
Ireland
Order No 856 confirmation Subject line
Dear Mr Fish Salutation
With reference to our telephone conversation today, | am writing to The body of the letter
confirm your order No. 856 for: 60 pieces of French-English dictionary.
The order will be shipped within three days and should arrive at your
store in about 12 days.
Please contact us again if we can help in any way.
Yours sincerely Salutation
Benjamin Watts

Signature
Benjamin Watts
Director of Bookseller's
Enclosure

Enclosure
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3.2 VOCABULARY AND PHRASES

VOCABULARY
ARTICLES ZBOZi

AWAIT OCEKAVAT

BE INTERESTED IN ZAJIMAT SE O
CATALOGUE KATALOG

GOODS ZBOZi

LOOK FORWARD TO (+ ING) TESIT SE NA

MATTER ZALEZITOST, VEC
REFER ODVOLAVAT SE
REFERENCE ODKAZ

REPLY ODPOVED, ODPOVEDET
RETURN OBRAT

OPENING PHRASES

We thank you for your letter of 12" December.
We are writing with reference to your letter of 3" January.
We refer to your letter of 21% November.

CLOSING PHRASES

We are looking forward to an early reply.

We hope you will give this matter your best attention.
We await your reply as soon as possible.

We await your reply by return.

We hope to hear from you soon.

We await your reply via email.

NOTE: If you refer to a date OF is the proper preposition. We refer to your letter OF 12
June...

LETTER 2

Vazeni panove,

odvolavame se na vas dopis z 5. prosince 2010. Mame zdjem o vaSe zbozi. Mohli byste ndm
zaslat vas katalog?

TeSime se na vasi odpovéd'.
S tctou

Iv’etr Novak
Reditel
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4 ABUSINESS LETTER - INQUIRY

Here are a few tips for writing an inquiry:

e Itis often written in response to an advertisement we have seen in the paper, a

magazine, etc.

e You ask the supplier for more information concerning a product or service.

e You are interested in buying the product but you would like more information before

making a decision.

o Start the letter with an opening phrase, then make a request and finish the letter with a

closing phrase.

4.1 VOCABULARY AND PHRASES

USEFUL VOCABULARY

ACCEPTABLE PRIJATELNY

ADVANTAGEOUS VYHODNY

ADVERTISEMENT INZERAT

ARTICLE VYROBEK

AT THE LATEST NEJPOZDEJI

BE INTERESTED IN ZAJIMAT SE O

BE PLEASED BYT RAD

BY THE END OF... DO KONCE...

CUSTOMER ZAKAZNIK

DELIVERY TERMS DODACI PODMINKY

FAVOURABLE TERMS VYHODNE PODMINKY

INDICATE UVEST

INQUIRY POPTAVKA

MEET OUR REQUIREMENTS VYHOVOVAT NASIM
POZADAVKUM

OFFER FOR... NABIDKA NA...

ORDER OBJEDNAVKA

PAYMENT TERMS PLATEBNI PODMINKY

PRICE-LIST CENIK

PRODUCT VYROBEK

PROMISE SLIBIT

REFER TO... ODVOLAVAT SE NA...

REGULAR ORDER PRAVIDELNA OBJEDNAVKA

REEQUIRE POZADOVAT

REQUIREMENTS POZADAVKY

SAMPLES VZORKY

SELLING TERMS PRODEJNI PODMINKY

THE LATEST CATALOGUE NEJNOVEJSI KATALOG
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OPENING PHRASES

We have seen your advertisement in The MF DNES.
We saw your advertisement in The MF DNES yesterday.
We refer to our conversation with Mr Smith (at the Bookfair / Brno Fair, etc. )

REQUESTS

We ask you to send us your offer for ....

We request you to send us your latest catalogue.

Could you send us your price-list and samples.

Please, let us have your latest catalogue and price-list.

We ask you to indicate your delivery and payment terms.

We would require the goods by the end of March at the latest.

CLOSING PHRASES

We hope you will be able to give us your most favourable terms.

If your prices are acceptable, we can promise regular orders.

If your prices are advantageous, we can promise regular orders.

If your prices and selling terms meet our requirements, we may become regular customers.

&

Sdélujeme Vim, Ze....
to tell you that...

We wish to inform you that...
We would like to let you know that...
to say that...

Sdélujeme Vam, Ze mame zajem o Vase vyrobky.
We wish to tell you that we are interested in your products.

Sdélte nam prosim, zda /jestli...
Please let us know if ...

Sdé€lte nam, prosim, zda mate tyto vyrobky na sklad¢.
Please let us know if you have these products in stock.

Posledni — LAST (last week)
Nejnovéjsi — THE LATEST (the latest catalogue)
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LETTER S

EOA Dé&Cin
Komenského nam. 2
405 02 Dé&¢in 1
Czech Republic

15 February 2011

School Furniture
155 Forrest Road
Sherwood HW 10D
Great Britain

Inquiry
Dear Sirs
We refer to your in the magazine Our House. We wish to tell you that we are
in your goods.
Could you please send us your latest . We ask you to indicate your delivery and
payment terms. If your prices and selling meet our requirements, we may become
regular
We are looking to your early reply.
Yours

James Cameron

James Cameron
Manager
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LETTER4

Odesilatel — EOA Dé&¢in, Komenského nameésti 2, 406 81, DéCin 1

Adresat — TEA International, 12 High Street, Liverpool WAC 110a

Vézeni panove,

odvolavame se na Vas inzerat v casopise TEA EXPRESS a sdélujeme Vam, ze madme zajem o

Vase vyrobky.

Poslete nam, prosim, Vas nejnovéjsi katalog a uved’te Vase dodaci a platebni podminky.
Jestlize Vase podminky a ceny budou vyhovovat nasim pozadavklim, miizeme Vam slibit
pravidelné objednavky.

Vasi odpoveéd’ o¢ekavame obratem.

S pozdravem,

LETTERS

Napiste dopis spolecnosti SUNSUN Ltd. se sidlem 565 Sunny Road, Londyné. Odvolejte se
na rozhovor na Brno Fair (Brnénském veletrhu). Pozadejte o vzorky goretexovych zimnich
bot (goretex winter boots), katalog, platebni a dodaci podminky. Sdélte dodavateli, Ze zbozi

potfebujete do konce zafi. Pokud budou ceny a platebni podminky piijatelné, muzete slibit
pravidelné objednavky. Ocekavate odpovéd’ obratem.

LETTERG

Sunday Times 7 January 2011
Winter Jackets all sizes available

Low Prices and Lots of Colours

For more information
Contact Ms Black

Wear Comp., 17 King Rd, London
45CI 12XA
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5 ABUSINESS LETTER - OFFER

Here are a few tips for writing an offer:
e Itis often written in response to an inquiry.
e You inform the customer about the prices, selling terms, etc.
¢ You often enclose some samples or a catalogue.

o Start the letter with an opening phrase, then make an offer and finish the letter with a
closing phrase.

5.1 VOCABULARY AND PHRASES

USEFUL VOCABULARY
£5.00 A PIECE £5.00 ZA KUS

A DISCOUNT OF 2% SLEVA 2%

AS REQUESTED JAK JSTE POZADOVALI

BINDING ZAVAZNY

ENCLOSE PRILOZIT

FIRM ZAVAZNY

GIVE FULL SATISFACTION BYT PLNE USPOKOJIVY

GRANT A DISCOUNT POSKYTNOUT SLEVU
GUARENTEE ZARUCIT

HELD OPEN UNTIL OTEVRENY DO

IMMEDIATE DISPATCH OKAMZITE ODESLANI
INCLUDED ZAHRNUTY (VCETNE)

IN STOCK NA SKALDE

ITEMS POLOZKY

MEET YOUR REQUIREMENTS VYHOVOVAT VASIM POZADAVKUM
ORDER OBEJDNAVKA, OBJEDNAT
PAYMENT AGAINST DOCUMENTS PLATBA OPROTI DOKUMENTUM
SEAWORTHY PACKING ZAMORSKE BALENT{

SHIPMENT DODAVKA, ZASILKA

THE PRICE 1S UNDERSTOOD CENA ZAHRNUJE (SE ROZUMI)
WITHIN TWO MONTHS DO DVOU MESICU

WITHOUT ENGAGEMENT NEZAVAZNY

INCOTERMS (INTERNATIONAL COMMERCIAL TERMS)

e FOB - FREE ON BOARD - vyplacen¢ na palubu lodi v pfistavu uréeni (jméno
pfistavu je vzdy uvedeno — napt. FOB Amsterdam)

¢ C &F-COST AND FREIGHT — vyplacené na palubu lodi v uvedeném ptistavu
urceni i s dopravnym

e CIF-COST INSURANCE FREIGHT - vyplacené na palubu lodi v uvedeném
pfistavu i s dopravnym a pojisténim
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OPENING PHRASES

We thank you for your inquiry in which you express interest in our goods.
Many thanks for your inquiry of 10 January in which you expressed interest in our toys.

SELLING TERMS

The price is £5.00 a piece and is understood CIF London seaworthy packing included.
On orders for 200 pieces or more we would grant you a special discount of 2 per cent.
We can promise shipment within two months from the date of your order.

All items are in stock so that we can guarantee immediate dispatch.

VALIDITY OF OFFERS

This offer is made without engagement and is held open until 6 March only.
This offer is binding (firm) for us only if you order the goods by the end of this month.

ENCLOSURES

As requested we are enclosing a copy of our catalogue.
(If you enclose something, you have to write Enclosure at the bottom of the letter.)

CLOSING PHRASES

We hope that our offer will give you full satisfaction (will be satisfactory).
We hope that our offer will meet your requirements.

As our offer is very advantageous, we hope to have an early order from you.
We are looking forward to your order.

OTHER PHRASES

All articles can be delivered within a month from the date of your order / from stock.
We are glad to offer you 5,000 pieces of article No 201 for £2.00 a piece.
The price is understood CIF London packing included, payment against documents.

&

PREPOSITIONS

BY — by the end of June (do konce Cervna)

TILL /UNTIL — till the end of June (nepietrzite)

IN/WITHIN — in @a month (do mésice, béhem mésice)

véetné baleni — including packing / packing included

NUMBERS

Thousands are separated by commas — 1, 234,567

Decimals are separated by points - 2.54 (two point fifty-four)
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LETTER Y

PROWEAR
Washingtonska 22
120 55 Praha 12
Czech

25 February 2011

Doomie Cotton Ltd
33 Prague Lane
Birmingham HW 10D
Great

Offer No 25/11

Dear Sirs

We you for your inquiry of 10 December in which you expressed in
our goods.

We are glad to you 60,000 T-Shirts for delivery in two shipments, the first in the
middle of March, the second by the end of April. The is € 150,000,- , Payment
against documents. We would like to you that the offer can be held open for three
weeks only.

We are also enclosing our latest

As our offer is very advantageous, we hope to have an early from you.

Yours
James Cameron

James Cameron
Manager

Enclosure
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LETTER 8

Odesilatel: ~ Obuv DC, Kozena 705/25, Décin

Adresat: SUNSUN Ltd., 256 Sunny Road, Londyn.

Dé¢kujeme za poptavku z 5. ledna, v niz vyjadiujete zajem o naSe zbozi. S potéSenim Vam
nabizime goretexové zimni boty a posildme Vam nejnovéjsi katalog a néjaké vzorky.
Informujeme Vas, Ze pii objednavkach nad 2 tisice kusii poskytujeme slevu ve vysi 5%.
Doufame, Ze nase nabidka je vyhodnd a o¢ekavame brzkou objednéavku.

LETTER9

Spole¢nost GROW se sidlem v Londyné¢ CK25c, 12 Manson Road nabizi firm¢é¢ NUTS,
Hoftejsi 123, 111 70 Praha 11 nabytek. Stul jidelni — 20 ks po €50 za kus, zidle 80 ks po € 25
za kus a pracovni stiil 15 ks po € 78 za kus. Zbozi je skladem, a tak je mozné okamzité
odeslani. Nabidnéte slevu 3 % pfi objednani do konce uUnora, navrhnéte zplsob platby a
ptrepravni podminky. Nabidka je platna pouze do konce ledna.

LETTER 10

Firma OFFICE SHOP, Ostrovni 164, Pardubice 4 d€kuje za poptavku firm¢ Barney & Sons
Ltd., 45 Station Road, Sheffield, UK z 5. inora. Sdélte, Ze jste radi, ze jim mizete nabidnout
kancelaiské obalky (envelopes). Firma OFFICE SHOP posila nejnovéjsi katalog a néjaké
vzorky. Cena ¢ini K& 1,-/kus, vCetné baleni. Pfi objedndvkach nad 5 tisic kusti firma
poskytuje slevu ve vysi 3%. VSechny druhy obéalek jsou na skladu a mohou byt odeslany do 3
tydnl od data objednavky. Firma je pfesvédcend, Ze nabidka je vyhodna a ofekava brzkou
odpoved'.
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6 ABUSINESS LETTER - REPLY TO OFFER
Here are a few tips for writing a reply to offer:

It is often written in response to an offer.
You ask the supplier to reduce the prices or shorten the delivery terms, etc.

o If the terms are not advantageous, you refuse the offer.

o Start the letter with an opening phrase, then make the request and finish the letter with

a closing phrase.

6.1 VOCABULARY AND PHRASES

USEFUL VOCABULARY
ACCEPT AN OFFER PRIJMOUT NABIDKU

AGREE TO PAYMENT BY ... SOUHLASIT S PLATBOU ....
AS SUGGESTED ABOVE JAK BYLO NAVRZENO VYSE
AT THE LATEST NEJPOZDEJI

BE UNABLE TO ACCEPT NEBYT SCHOPEN PRIJMOUT
BY THE END DO KONCE

COMPETITOR KONKURENT

FAVOURABLE INFORMATION PRIZNIVA ZPRAVA

FIRMLY BELIEVE PEVNE VERIT

FURTHER COOPERATION DALSI SPOLUPRACE
INSTEAD OF (PREDLOZKA) MISTO

LESS ATTRACTIVE MENE VYHODNE

LET US KNOW SDELTE NAM

PLACE AN ORDER WITH (SOMEBODY)
REDUCE (YOUR) PRICES

SHORTEN THE DELIVERY TIME
SUITABLE

SSR

ZADAT NEKOMU OBJEDNAVKU
SNIZIT CENY

ZKRATIT DODACI LHUTU
VHODNY / VYHODNY
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ACCEPTING AN OFFER

Thank you for your offer of....

We could accept your offer only if you would reduce your prices.

We are prepared to place an order with you if you can shorten the delivery time.
We require the goods by the end of this month at the latest.

We request you to agree to payment against documents instead of by L/C.

We firmly believe that you will reduce your prices as suggested above.

&

Letter of credit (L/C) — akreditiv
Payment by L/C

We shall be glad to place our order with you if you...
We are prepared to place an order with you if you.....
reduce the prices by 12%

shorten the delivery time by one week

REFUSING AN OFFER

Unfortunately we are unable to accept your offer as your terms do not meet our requirements.
We are sorry to say we have found offers of other firms more suitable.

Please let us know whether you can meet our requirements (wishes).

We apologize that we cannot give you more favourable information.

We are sorry to have to let you know...

Your terms and prices are less attractive than those of other competitors.

We are looking forward to our further cooperation.
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LETTER 11
PROWEAR
Washingtonska 22

120 55 Praha 12
Republic

25 February 2011

Doomie Cotton Ltd

33 Prague Lane

Birmingham HW 10D
Britain

Reply to Offer No 25/11

Dear Sirs

We thank you for your of 10 January. However, we can accept it only if you
the delivery time by one month as the term two months is the usual delivery time
of your competitors.

If you this requirement, we shall be glad to place our with you.
We await your as soon as possible.

faithfully

James Cameron

James Cameron
Manager
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LETTER 12

Odesilatel: ~ Obuv DC, Kozena 705/25, DéCin

Adresat: SUNSUN Ltd., 256 Sunny Road, Londyn.

Dékujeme za Vasi nabidku z 18.1. 2011. Litujeme vSak, Zze Vam musime sdélit, Ze Vase ceny
a podminky jsou méné¢ atraktivni nez ostatnich konkurentti. Mohli bychom si objednat vase
zbozi pouze v piipadég, Ze sniZite ceny o 12% a zkratite dodaci lhiitu o 2 tydny. Ocekavame
vasi odpovéd’ obratem.

LETTER 13

Firma OFFICE SHOP, Ostrovni 164, Pardubice 4 d¢kuje za nabidku firm¢é Barney & Sons
Ltd., 45 Station Road, Sheffield, UK z 5. unora.

Sdélte, ze litujete, ze musite sdélit, ze jejich ceny a podminky jsou méné atraktivni nez

ostatnich konkurentd. Omlouvéte se, Ze nemuzete dat pfiznivéjsi zpravu. Doufate, Ze jejich
pristi nabidka bude vyhodn¢jsi a budete se t€Sit na dalsi spolupraci.

LETTER 14

Dé¢kujeme za nabidku ze 1.2.2011. Vase nabidka je piijatelnd az na platebni podminky.
Zadame Vas, abyste pfistoupili na platbu akreditivem misto platbou proti dokumentim.
Prosim dejte nam védét, zda ndm muzete vyhovét. Vasi odpovéd’ ocekavame obratem.

LETTER 15

Dé&kujeme za nabidku z 18.2.2011. VaSe nabidka je pfijatelnd, ale dodaci lhuta je pfili§
dlouha. Jsme ochotni zadat Vam objednavku, jestlize muzete zkratit dodaci lhitu. Zbozi
potiebujeme nejpozdéji do konce bfezna. Pevné vétime, Zze dodaci lhitu zkratite tak, jak jsme
to vySe navrhli. Ocekédvame Vasi odpovéd’ obratem.
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7 ABUSINESS LETTER - ORDER AND CONFIRMATIONS

Here are a few tips for writing a reply to offer:

Orders must cover:
o Addresses of seller and buyer
e Order number
e Payment and delivery terms
e Description of goods
e Amount of goods and price
Confirmation of order must cover:
e Addresses of seller and buyer
e Order number
e Payment and delivery terms
e Description of goods
e Amount of goods and price
e Confirmation

e Request of signing a copy and sending it back

7.1 VOCABULARY AND PHRASES

VOCABULARY

ACCOMPANYING LETTER PRUVODNI DOPIS
ASSURE UJISTIT

BE UP TO SAMPLE ODPOVIDAT VZORKU
BOOK THE ORDER ZAPSAT OBJEDNAVKU
CANCEL THE ORDER ZRUSIT OBJEDNAVKU
CANCEL ZRUSIT

CAREFUL PACKING PECLIVE BALENT{
CONFIRM POTVRDIT

DELAYED DELIVERY ZPOZDENE DODANI
DELIVER DODAT

DELIVERY DODAVKA

ENCLOSE PRILOZIT

EXECUTE THE ORDER VYRIDIT OBJEDNAVKU
EXECUTE VYRIDIT

INSTRUCT ISTRUOVAT

QUOTE UVEST CENY

REDUCE SNIZIT
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SATISFY UPOKOJIT

SEE TO SOMETHING DOHLEDNOUT NA NECO
SPECIFY SPECIFIKOVAT, UPRESNIT
STRESS ZDURAZNIT

TRANSPORT DOPRAVA

UTMOST CARE NEJVETSI PECE

OPENING PHRASES IN ORDERS

We thank you for your offer and request you to book the following order.

We refer to your offer of 2 January and ask you to supply kindly the following goods.
We are glad / pleased to enclose our Order No 456 for 500 pieces of article No 105 from
your latest catalogue.

QUALITY, TERMS OF SALE, PACKING

The quality must be up to sample.

We stress that the time of delivery must be kept to.

We reserve the right to cancel this order if the delivery is delayed.
Please see to the careful packing of the goods.

CLOSING PHRASES

We hope that you will give our order your best attention.
We hope that you will execute our order with the utmost care.
If we are satisfied with this shipment, we can promise you further orders.

CONFIRMATION OF ORDERS

We are enclosing the confirmation of your order and ask you to return to us one copy signed
by you.

We assure you that your order will have our best attention.

We confirm your order.

&
The number of Order should be written in the following format: Order No 123 456

IF YOU SEND AN ORDER WITH THE LETTER, YOU HAVE TO WRITE
ENCLOSURE IN THE END OF THE LETTER.
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LETTER 16 - ORDER: Mr Jones writes an accompanying letter to order to you.

We / refer / offer / last month / be pleased / enclose / Order No 649 /

4,000 pieces / article No 75 / catalogue.

Stress / delivery time / to keep / reserve / right / cancel / if / quality / not / up to the sample.
Hope / execute / utmost care.

LETTER 17 - CONFIRMATION: Write a reply back to Mr Jones.

Dear . . . ..

We .. ... you . . ... order . . . .. Januaryandare . . . .. its confirmation. Please
returntousone . . . . . by youassoon . . . . .

We would liketo . . . . . you that the delivery time will . . . . . and the quality

will ... ..

We believe that the short . . . . . and high . . . .. of our products will lead . . . . .
Yours . . . ..

LETTER 18 - ORDER

Firma ATKINSON & GOLLOWAY INC., 115 Crestmont Drive, Laurel, NR5 AN, England
posila pravodni dopis k objednavce firmé NYCOM a.s., Ri¢ni 11, 110 00, Praha 6. Pod&kujte
za nabidku z 15. bfezna a sdélte, ze jste radi, ze muzete pfilozit Vasi objednavku ¢. 989 na
5000 kusti zbozi €. 55 z jejich nejnovejsiho katalogu. Zdiraznéte, ze kvalita musi odpovidat
vzorku a sdélte, Ze si vyhrazujete pravo zrusit objednavku, pokud se dodavka zpozdi. Doufate,
ze Vasi objednavce budou vénovat maximalni pozornost.

LETTER 19 - CONFIRMATION

Potvrd’te za Vasi firmu NYCOM objednavku. Pod€kujte za ni a sdélte, Ze ptikladate jeji
potvrzeni. Ujistéte partnera, Ze dodaci lhtta bude dodrzena. VyZzadejte si také podepsanou
kopii. Veéftite, ze kratka dodaci lhita a vysokéd kvalita Vasich vyrobkl povedou k dalSim
objednavkam.

LETTER 20

EOA Dé&Cin dékuje britské firmé School Books, 345 University Square, Cambridge WX 56U
za dopis z 12. tnora. Napiste, ze piikladate objednavku ¢islo 789 na 5 000 kusii polozky ¢islo
123 v katalogu. Zduraznéte, ze dodaci lhita musi byt dodrZzena a zbozi musi odpovidat
vzorkim.
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LETTER 21

Klimax, Kosofska 155, Kolin potvrzuje objednavku ¢. CZ 2010/16-01, kterou poslala firma
Hairtex, 85 Long Drive, Miami, USA. D¢kuje za objednavku a sd€luje, ze zbozi bude
odeslano béhem meésice kromé (except) polozky ¢ 186, kterd nyni neni na skladé. Tato
polozka bude vSak odeslana nejpozdé¢ji do konce ledna. Klimax ujistuje zakaznika, ze
objednavka bude vytizena s nejveétsi péci a tési se na dalsi spolupraci.

LETTER 22

Sklo Union, Okruzni 568, 115 44 Praha 11 — United Glass Co. Inc., River Road 8, Dublin
Podékujte za nabidku z minulého mésice a pozadejte obchodniho partnera, aby si poznamenal
objednavku ¢. AZ/1362 na 1500 ks zbozi €. 121 v jeho nejnov¢jSim katalogu. Zdlraznéte
vSak, ze dodaci lhita musi byt dodrzena, protoze uvedené zboZi potiebujete nejpozdéji
koncem dubna. Pokud se dodavka zdrzi, vyhrazujete si pravo objednavku zrusit. Doufate, ze
Vasi objednavku vytidi s maximalni péci.

LETTER 23

Jste radi, Ze jste od firmy Sklo Union obdrZeli objednavku na 1500 ks zbozi €. 121 z Vaseho
nejnovéjsiho katalogu a prikladate jeji potvrzeni. Sdélte, ze zbozi mate na sklad¢ a mize byt
odeslano do 4 tydnl. Nezapomerite si vyzadat podepsanou kopii. Doufate, Ze partner bude se
zasilkou spokojeny a tésite se na dalsi objednavky.
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8 TELEPHONING

Making and receiving telephone calls can be difficult in English. Here are some things to
know and hints to help you.

& Be Brief
Be Clear
Be Polite

Speak clearly.

Try to avoid difficult words and long sentences if it is not necessary to use them.
Don't speak too fast.

Many people speak too fast when they're nervous.
Confirm.

Confirm what you have understood. This is especially important if the other person
gives numbers, addresses or dates.

Be polite.

Start and end the conversation politely. Try to avoid being too direct. In English this is
often done by using would. Compare: | want some more information - | would like to
have some more information.

Be efficient.

Make sure that you have prepared the call in advance and that you know what you want
to say and how you want to say it.

Know the telephone alphabet.

This is important if you must spell names and addresses. You should also know the
names of common symbols which are used in names and addresses.

Listen carefully,
so that you do not need to ask the other person to repeat information.

Spelling

If you need to spell your name, or take the name of your caller, the biggest problem is often
saying vowel sounds:

‘a" Is pronounced as in 'may’'

‘e’ Is pronounced as in ‘email’ or 'he’
1"is pronounced as in 'l' or 'eye"

'0' is pronounced as in 'no’

'u' is pronounced as 'you'
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Saying consonants

'g' is pronounced like the 'j' in ‘jeans’

'J' is pronounced as in 'DJ' or 'Jane'

‘W' is pronounced ‘double you'

X' is pronounced 'ex’

'y' is pronounced 'why'

'z' is pronounced 'zed', or 'zee' (in American English).

Giving numbers

Here's a phone number:
0171 222 3344

And here's how to say it:
"Zero-one-seven-one, triple two, double three, double four".

OR
"Zero-one-seven-one, two-two-two, three-three, four-four".

Saying email addresses

@ is pronounced ‘at'

For instance, yahoo@yahoo.com is "yahoo at yahoo dot com".
/ is "forward slash"
\ s "back slash"

- is called a "hyphen™ or a "dash™
is an "underscore”

8.1 PHRASES

ANSWERING THE PHONE

e Good morning/ afternoon/ evening, Jackson Enterprises, Sally Jones speaking.
e Thisis ... speaking

e How can I help you?

e Could you speak up, please?

e Who's speaking, please?

e Am I speakingto ...?

e Could you spell that please?

e Who would you like to talk to sir/ madam?

e One moment please, I'll see if Mr Jones is available.
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ASKING FOR SOMEONE

e [I'dlike to speak to ...
e Could I speak to someone who ...
e Could you put me through to Mr Jones, please?

PROBLEMS
e I'msorry, I don't understand.
e | cannot hear you very well.
e You must have dialled the wrong number.
o I'vetried to get through several times, but it's always engaged.

PUTTING SOMEONE THROUGH

I'll put you through to ...

I'll connect you to...

I'll put ... on the line

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

PUTTING SOMEONE ON HOLD

e Just a moment, please.
e Hold on, please.
o Hold the line, please.

ASKING SOMEONE TO CALL BACK

e Thank you for waiting. I'm afraid Mr Jones is not in at the moment
I'm sorry, Mr Jones is in a meeting
e Can/ Could you call back later in the day?

TAKING A MESSAGE

Can | take a message?

Would you like to leave a message?

Can I give him/her a message?

I'll tell Mr Jones that you called

I'll make sure Mr Jones rings you as soon as possible.
At what number can you be reached?
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EXERCISE 1

Peter Jackson is calling FRANK & BROTHERS to speak to Bob Marley. Rearrange the
following sentences:

Frank: Bob Peterson's office, Frank speaking.

Frank: Bye.

Frank: Could you repeat the number please?

Frank: I see. Well, can I take a message?

Frank: I'm afraid he's out at the moment. Could you call back later,
please.

Frank: Thank you Mr Jackson, I'll make sure Bob gets this asap.

Operator: Certainly, hold on a minute, I'll put you through...

Operator: Hello, Frank and Brothers, How can I help you?

Peter: Thanks, bye.

Peter: This is Peter Jackson calling, may I speak to Bob Marley?

Peter: This is Peter Jackson speaking. Can I have extension 34217

Peter: Well, I think, we should solve this today!

Peter: Yes, Could you ask him to call me at 212 456-8965. I need to
talk to him about the H-System case, it's urgent.

Peter: Yes, that's 212 456-8965, and this is Peter Jackson.
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EXERCISE 2
Leaving a Message
Student A:

You want to speak to Mr Henry from HBO Company about sponsorship of a school
basketball competition. However Mr Henry isn't in the office, leave the following
information:

e Your name

e Telephone number: 547 891 022

o Calling because you are looking for sponsors for a school basketball competition that
you are organizing

e You are until 3 o'clock at the number above. If Mr Henry calls after 3 o'clock, he can
call 758 281 655

Student B:
You are a receptionist at HBO Company. Student A would like to speak to Mr Henry, but he
is out of the office. Take a message and make sure you get the following information:

o Name and telephone number - ask student A to spell the surname
e Message that student A would like to leave for Mr Henry
o How late Mr Henry can call student A at the given telephone number
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9 ACCOMMODATION

Reserving accommodation is quite easy but there are some important words you should
remember.

& What does it mean?

What is a Single room?
A single room is a room that sleeps 1 person only, this will appear as a 1 bed private room.
What is a Double room?

A double room is a room that has 1 bed which sleeps 2 people. Only 2 people can sleep in a
double room.

What is a Twin room?

A twin room is a room that has 2 beds and sleeps 2 people only.
What is a Triple room?

A triple room is a room that has 3 beds and sleeps 3 people only.
What are Dorm Rooms?

Dorm rooms are rooms that are shared with other people. They will usually have bunk style
beds. There may be lockers or safety deposit boxes where you can store your valuables in the
room also. Some dorm rooms now will have a bathroom or shower also, this will appear as a
shared dorm with ensuite.

What does En suite mean?

An ensuite room is a room that has a toilet and comes with a shower and/or bath. Private
rooms and dorm style rooms can be ensuite. You will pay more for an ensuite room.
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& Match the words and phrases with the pictures:

a) single room

b) double room

c) twinroom

d) triple room

e) family room

f) en suite room

g) dormitory
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9.1 RESERVING ACCOMMODATION
Part 1
The receptionist (R) at the Hotel La Grande is taking a telephone reservation from a guest (G).

Read the first part of the dialogue below. How many functions (a-f) does the receptionist do,
and in what order?

a) Ask when the reservation is for.

b) Give the price of the room.

c) Ask for the guest’s name.

d) Ask how many nights the guest is staying.

e) Give the name of the hotel.

f) Ask for a credit card number.

R: Hello. Hotel La Grande. Can | help you?

G: Hello. I’d like to make a reservation, please.

R: Certainly. When is it for?

G:  For the weekend of 4" and 5™ June.

R: OK. How many nights is that for?

G: Three nights, please — Friday, Saturday and Sunday.

R: Is that a single or a double room?

G: A double room, if possible with a bathroom, please.

R: All our rooms have a bathroom. That’s 115 Euros per night, including tax.

G: That’s fine.

R: Would you like a smoking or non-smoking room?

G: Non-smoking, please.

R: OK, so that’s a double room, non-smoking, for three nights, from Friday 3 June to
Sunday 5™ June.

G: That’s right.
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Part 2
Complete the second part of the dialogue between the receptionist (R) and a guest (G).
Use these words: confirmed, credit card, expiry date, name.

R: Can | have your , please?

G: Yes, it’s Robertson, Peter Robertson.

R: Sorry, can you spell that, please?

G: Yes, it’s P-E-T-E-R, Robertson, R-O-B-E-R-T-S-O-N.

R. OK. Can I take your details?

G: It’s a VISA card, number 1234 5678.

R: Let me just check that number again — 1234 5678.

G: That’s right.

R: And what’s the ?

G: It’s April 2014.

R: OK, that’s all for you, Mr Robertson. We’ll look forward to seeing you
on 3" June.

G: Thank you very much. Goodbye.

Part 3

Complete the following reservation form:

® HOTEL LA GRANDE - CUSTOMER RESERVATION &

Arrival date

Departure date

Room type

Guest’s name
Address

Telephone no.

E-mail address

Room rates Double room — 115 EUR

CREDIT CARD DETAILS

Type of card
(Visa, Mastercard, etc.)

Cardholder’s name

Card no.

Expiry date
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DOPORUCENA LITERATURA A ZDROJE:

1. Bill Mascull, Business Vocabulary in Use,
Cambridge University Press, Cambridge, 2002, ISBN 0-521-77529-9.

2. Neil Wood, Tourism and Catering Workshop, Oxford University Press, Oxford, 2003,
ISBN 0-19-438824-7.

3. Paul Emmerson, Email English, Macmillan Education, Oxford, 2008,
ISBN 1-405-01294-3.

4. A. Ashley, Oxford Handbook of Commercial Correspondence,
Oxford University Press, Oxford, 2003, ISBN 0-19-457-213-7.

5. M. Bocankova, I. Hedvabna, M. Kalina, Anglicka obchodni korespondence, EKOPRESS, Praha,
2000, ISBN 80-86119-32-7.

INTERNETOVE STRANKY A ODKAZY:
1. www.eoaprojekt.cz
2. www.readwritethink.org
3. www.letterwritingguide.com
4. www.savvy-business-correspondence.com
5. www.englishclub.com

€OI I Projekt Efektivni komunikace — cesta k iispéchu

CZ.1.07/3.2.06/01.0015
Evropska obchodni akademie, Dé¢in I, Komenského namésti 2, ptispévkova organizace
IC 47274611 tel. 412 516 127 e-mail: skola@oadc.cz

36



