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Introduction

English for Work

The books in this series present and practise spoken English and practical writing for everyday
communication; they feature key words and expressions which will help you in a wide range
of work situations. The target language is introduced through short dialogues and texts, and
developed in language notes and practice exercises.

The dialogues are recorded on an accompanying CD. The accents featured are predominantly
British English, but comments on American usage are included in the notes.

At the back of each book there is a glossary which contains highlighted language from the
dialogues. Translations of the glossary, in selected languages, can be downloaded from the
Longman website, www.longman-elt.com.

The series is intended for pre-intermediate/fintermediate level learners.

Business Presentations
Business Presentations is suitable for anyone who needs to give presentations in the business
world, and for students in adult education classes, schools, colleges and universities.

The book contains a range of language common to all who need to use English to make
business presentations. This book gives language and examples for all stages of a business
presentation including the introduction, the main body, talking about statistics and even what
to do if you have a problem. The book will help you as you prepare and practise your business
presentation.

In arder to widen your knowledge of the language you might need in your work, you may find it
useful to refer ta the other titles in the English for Work series:

Everyday Business English
Everyday Technical English
Everyday Business Writing

How to use the book
You can work through Business Presentations from start to finish or choose a chapter
depending on your business need.

Start a chapter by listening to and repeating the Useful phrases. Then listen to the dialogues
and study the accompanying notes. Certain phrases have been highlighted that have particular
language teatures associated with them. However, it is worthwhile noting other phrases that
appear in the dialogues, which are equally important and can also be seen as key phrases.
Use a dictionary to check your understanding of the language presented.




On the notes pages you will find boxes containing notes on some differences between
gveryday British and American usage.

After studying the dialogues and notes, work through the exercises. You can refer back to the
dialogues and notes as necessary, Answers and possible responses to the more ‘open-ended’
exercises are given at the end of the book.

Finally, refer to the glossary at the back of the book and test yourself on your understanding of
key expressians. Write translations of these expressions, again using a dictionary if necessary.
Visit the English for Work page on the Longman wehsite where you will find translations of the
key phrases in a number of languages.

You can use this book for self-study or with a teacher. Good luck and enjoy building your
‘business presentations’ skills!

Anne Freitag-Lawrence, Chengdu, China, 2003

Some recommended ials to pany the English for Work
series:

Longman Business English Dictionary

Penguin Quick Guides: Business English Phrases

Penguin Quick Guides: Business English Verbs

Penguin Quick Guides: Business English Waords

Penguin Quick Guides: Computer English




o Getting Started

N
= Some useful phrases.
- Listen to the recording and repeat.

It's good to have Paul Kim here from the Korean office.
Welcome, Paul.
Thank you, Sara. It's good to be here today.

Hello. Thank you for coming.
OK. If we're all here, let’s begin.
As you all know, I'm Martin Weller, Senior Sales Representative.

I'm talking to you today as the leader of this project.
By the end of this session, you'll know the details of our project
Sam asked me to explain the project to you

Right. Today I'd like to talk about the future of our business.

First, I'd like to descnbe the past.

After that, I'd like to talk about the present.

Finally, I'll try to predict how the business will develop in the future.

If you have any questions, please feel free to stop me.
There'll be time for guestions at the end.

Here you are.
Please take one and pass them round.
Did everyone get a copy?

FINALLY, [LLTRY
T0 PREDICT

How THINGS q@ =
WILL DEVELOP Y

IN THE FUTURE /



@ Dialogues 1

Welcoming a speaker

©: Well, good morning, everyone. It's good to have Miguel Ferreira here from our office in
Portugal. Some of you met him last year at the Spring conference. Welcome, Miguel.
©:, Thank you, Paul. It's great to be back in the UK,

Welcoming visitors and introd g the k

'Hello. Thank you all for coming. | hope you had a good journey here. There are some drinks on
the table. Please help yourselves.

[Right. If everyane’s ready, let's start. |'d like to introduce our speaker today, Mrs Samantha
Singh, Marketing Director of our company. She'll be talking to us about marketing in @ global
context.

Saying who you are
Good afternoon. It's great to be here today./ As you all know, ¥'m the Head of the Design
Department. |'ve been in this job for four years. Before that | worked for another very
successful company in France for five years. I'm talking to you today as the manager of the
{team which developed this new product.

Explaining the for listening

[ By the end of this session, jyou’ll know enough about the new product to be able to sell it
with confidence to our customers. You'll know where the idea came from, how it was designed
and how it can benefit our customers.

Starting with a personal story

| How do we avoid problems? When | got out of my car this morning, | forgot to switch off the
lights. However, an alarm in my car warned me that | had left them on. That means that when |
leave here today my car will actually start.
So, the alarm reminded me about my mistake and | was able to act before it became an issue.
That's what we need in our company — systems that will warn us and show us potential
problems, which we can then prevent. That's what | am going to talk about today.

Starting with an interesting fact

{1 read something interesting the other day/ Did you know that the tunnel which links England

and France, was constructed using 13 000 engineers, technicians and workers? This showed
amazing organisation and proves that cooperation between companies in different countries

can achieve excellent results. So, let’s think about this example as we discuss our joint venture
project with our partner company.



Notes

It's good to have Miguel Ferreira here ...
Other phrases for introducing a speaker:
I'd like to intraduce Mrs Samantha Singh,
Marketing Director of our company.

I'd like to welcome Sam Brandt.
It's a pleasure to welcome Greg Riconda.

Thank you, Paul, it's great 1o be back ...
QOther ways of thanking someone:
Thank you. I'm glad to be here.

Thanks. It's a pleasure to be here.
Thank you for giving me this opportunity to
speak to you today.

Hello. Thank you all for coming.
Some other phrases for greeting people:
Good morning, everyone. Welcome.
Hello. It's good to see you all here.
For a bigger, more formal presentation,
greetings could include the following:
Good evening, ladies and gentlemen.

Please help yaurselves.
QOther ways of inviting people to take things
include:
Please take a leaflet
Help yourseives to a brochure.

Right. If everyone’s ready, let's start.
Other ways of getting people’s attention so
that you can slart;
Fine. ff we're all here, I'll begin,
OK. Let's get started/Let’s make a start.

As you ail know, ...
‘You may use this phrase to make your
listeners feel included. Other similar phrases
include:
As ! think you know, ...
As you may know;, ...
As I'm sure you know; ...

... I'm the Head of the Design Department.
The simplest way of introducing yourself to
people is to use I'm ...
I'm Sam Wang — name
I'm the Assistant Marketing Manager - job title
I'm Paul Schmidt, Senior Sales Executive —
name and title.

I'm talking to you today as the manager of the
team ...
Sometimes you won't need to introduce
yourself, because you know people already.
You might, however, like ta say why you are
talking or why you were chosen to give the
presentation.

By the end of this session, ...
A presentation can be called a session (as in
this dialogue) or a talk.

... you'll know encugh about the product to be
able to sell it ...
Wilf can be used to make a promise or a
prediction. Here, the speaker is promising or
predicting what the listeners will learn from
the talk. Another example is:
By the end of this session, youll know how to
follow our new sales procedure.

How do we avoid problems?
Using a pargonal stary ar interesting factis a
good way ta get the interest of the audience
at the beginning of a talk. A direct question is
an effective way to introduce a personal
story or interesting fact.
Did you know that the tunnel which links
England and France was constructed using
13 000 engineers, technicians and workers?

1 read something interesting the other day.
This phrase is another way of introducing a
story or interesting fact. Other expressions:
A funny thing happened to me the other day ...
On the way here, [ saw ...
I noticed in the news last week ...

British/American differences

British American
Hello. Thank you all Hi. Thanks for coming.
for coming.

Note: American business presentations can be
more informal than British ones. Very formal
presentations would generally be very similar
in Britain and America beginning, ‘Welcome,
ladies and gentlemen’.
| forgot to switch off I forgot to turn off the
the lights. lights. {also used in
British English)
organisation organization




‘@ Dialogues 2

Giving background
Sam asked me to present my ideas for a new telephone system. As you know there have been
problems with the old system - we've lost calls, we've had no record of those lost calls and
overall the system can't manage the large number of callers. I've spent the last two months
researching the different systems available. Today I'd like to present a solution to you.
Explaining the plan for the session
‘Right. Today I'd like to present the new policy and especially the changes that have been made
over the last two months. | hope that you'll give your ideas and comments. ¥ there is anything:

/else you'd like to bring up, we can talk about it at the end. If there isn't time at the end, you
can always email me.

Qutlining a presentation
There are some important issues | want to go through this morning. First, I'd like to outline the
/' main areas of growth. After that I'd like to explain how this growth will affect the company's
five-year plan. Finally, | want to focus on the next financial year.

Questions while you talk

OK. You all have a copy of the handout with the graphs and statistics. I'll go through the main
points on the handout and explain the graphs and statistics. These will help us to understand
the situation as it is now. If you have any questions, please feel free to stop me. ©

Questions at the end

After my general introduction, I'd like to outline the new sales plan. This will take about thirty to
forty minutes. After you have heard about the new plan, i'm sure you'll have guestions. ¥l
(leave fifteen or twenty minutes at the end for questions, so if anything is unclear please ask
me then.

Handouts now

Here are some tables which illustrate what I'm saying. | have copies of these and the statistics
I've mentioned on this handout, Here you are. /Please take one each and pass them round. Did
everyone get a copy?

Handouts at the end
| will be covering a lot of topics in this presentation and will be giving you some figures and
statistics. However, don't worry about taking notes while | talk. /I have a handout with the main’

[ points of my presentation, which I'll give you at the end. The handout contains all the statistics
as well.




Notes

Sam asked me to present my ideas ...
Other ways of explaining why you are
talking:
I promised to report the resuits of our survey to
you.
I've been asked to speak to you about ...
Smart Inc has invited me here to present ...

Today I'd like to present a solution ...
This is a phrase for explaining what you're
going to da in the talk. Other phrases from
the dialogues that state intention are:
Today I'd like to talk about ...
! wantta focus on ...

Right.
There are several words you can use to fill a
gap or lo start:
OK/AN right/\Well/So/Fine
But remember not to use these words too
much!

1 hope that you'll give your ideas and comments.
Other ways of inviting people 1o comment as
you speak:

Please make comments as | talk.
Please feel free to give me your feedback.

If there is anything else you'd like to bring up, ...

If phrases can be used to make polite
suggestions:

If you have any other comments, ...

1 yau have anty other impartant points ta
raise, ...

First, I'd like to outline the main areas of growth.
To outling means to summarise. When you
outline the peints you will cover in your talk
you can use the following phrases:

First - Firstly/To begin with/To start with ..
After that — Next/l'd also like to .
Finally - Lastly/The last point/Last of all ...

If you have any questions, please feel free to
stop me.
Other phrases which invite people 1o ask
questions in the middle of your talk:
i'm happy ta answer any questions as | talk.
Please feel free to ask questions as we go
along.

I'll Ieave fifteen or twenty minutes at the end far
questions, ...
Other similar phrases include:

1'd be happy to answer any questions at the end. |

There'il be time at the end for questions and
comments.

There will be time for questions at the end.
Fiease save any guestions for the end of the
talk.

Please take one ...
You can also use a question form:
Would you like one of these?
Would you like to take one as | pass them
around?

1 have a handout with the main points of my
presentation, ...
Other ways of telling people that you have
information to give them:
I have copies of the statistics and tables. [l
give these to you later.
The figures are on a sheet wiich you can have
later.

The handeut contains all the statistics as well,
As well means also. For example:
The handout also contains all the statistics.

British/American differences

British American
I've spent the last 1 spent the last two
two months months

(American English
usually uses the
simple past tense.)
programme, pl2 program
(Naote: British English uses programme when
referring to a programme of events or a
television programme but program for
anything relating to computers.}




Practice

1 Match a sentence or phrase on the left with one from the right.

¢ It's good to have Michelle here .. ......

1 Please help yourselves a describe the new proposal.
2 Ifwe're all here, ‘\b Thank you Michel. It's good to be here.
3 I'd like to start by ¢ tothe brochures at the back.
4 1 have a handout with the statistics on. d let's make a start.
5 I'd like to welcome Senja Malden. e Pleass take one as | pass them around.
6 After that I'd like to f  please feel free to ask me.
7 Today, I'd like to talk about g outlining the plan for the day.
8 If you have any questions, b the success we've had with after-sales,
2 Choose a verb from the box to complete each of the sentences below.
introduce hegi take have
present leave like
exampLe: [f we're all here, I'll ... .. » .e.,'fli.‘(\ ..........
s (R (5 T3 [ f {0 SR Shireen here from the Head Office.
b Ihave the figures for the last three monthsto .......... ... ..... o you.
¢ Wouldyouliketo ......ooovvvvinnnn a handout?
(1 o U to talk today about last year's sales figures.
g TP e imeg about twenty minutes for questions at the end.
£ BRSNS comsmomsmmiommsesmms our speaker today.
3 Fill the gaps in the sentences below with a preposition.
J7 on from by as at on by ieof
exampLe: Thank you .. £O¥. . coming.
a Therearecopies........... the table.
b I'dliketostart........... autlining the changes.

... the Malaysian office.

d  We can discuss any questions .. ......... the end.

e lwanttofocus........... the five-year plan.

o the end of this session, you'll be able to teach your staff how to use this
programme.

g I'mtalking to you today........... the designer of this new marketing plan.



4 The following sentences are mixed up. Put the words into the
correct order.

EXAMPLE: for /to / thank [ like / all / you/ coming

2 customer/ care / here / explain [ to

O D DD
3 Malaysian/I'm/ office / the / Mohammed / from

GOBE BTN . . ovammmmansamesmmmmmn o T RO
4 the/read/interesting / day / something / other

B om0 8 0 S T
5 outline / begin/I'd / proposal / to / with / like / the

TO s e B R A B S T A S S R
6 leader/you/sure/I'm/1'm/know / project/ the

e B R R e A A e A A0

5 Complete the sentences with the correct word.

EXAMPLE: It's good to. ... wmeet . you. have / take / meet
2 Didieveryone «ooes e wsiaiiin a handout ? give / get/ go
bf Donlt swvsmummmasmmasnn about taking notes. worry / forget / think
6 PRIEE8E sovesvensrmssmmn yourselves. meet / have / help
d  Pleasa feel coossvsarvenmn to stap me. expensive / free / open
O the past. let/ happen/ describe

f Pwantto socvserissrsvmsia on the results first.  look / worry / facus




6 Write down a possible phrase or sentence from the dialogues for each
of the following. Use the words provided in brackets.
EXAMPLE: You are a sales manager from the Frankfurt office. Not everyone knows you. How do

you introduce yourself at the beginning of a presentation? (I'm .. )
Helle. I'm Dieter kKuhl from the Fvom'p’?uvi- office.

1 David Wang has welcomed you and thanked you for coming to talk today. How do you
reply? (glad)

2 Youwant to get everyone's attention so that you can start your meeting. What can you
say? (here/begin)

4 lnyour presentatian, you plan to explain the prab}ems af the old pracess and then present
the new process. How can you explain what you are going to do? {First/After that)

5 How can you tell your listeners that there will be time for questions at the end?
(plan/leave)

7 Complete the following introduction with appropriate words from
the unit.

S: Well, Ifeveryone's @ ......o..ooia0 T start. It's great to have Liu Wei
here @ .. ..o, the office in Beijing. Asyou & e ,heisthe
Director of Marketing and has achieved excellent results.

LW: Good afternaon. Thank you Sam. 'm & . ...... ... .. to be here today. OK, today
U@ e to talk about the developments in the Beijing office. We've had to
develop quickly to meet the demands of the market and it's been hard work but very
rewarding. In my presentation this afternoon I'd like to @ ... ... ... ..., three main
points. @ ...l . I'll briefly outline our small beginnings two years ago;
@ I'll explain how we adapted the RB409 range to suit the local
marketand @............... I'll show aur success, If you have any guestions, there'll
BE s s at the end.

Before I'start, |@............... a handout for you. It has the graphs and main notes
onit. Would you liketo @ .. ............. ona? Here you are.




9 Moving on

_*b Some useful phrases.
- Listen to the recording and repeat.

So, what is the solution to this problem?
Well, there are two possible solutions.

The first salution is ta train more staff.

The second solution is to buy a better system.

So, that's an overall look at our financial situation.

Let's now look at predictions for next year.

Unforiunately, we've just bost our oidest customer.

The good news is that we've just signed two new customers.

To sum up, we've done better this year than ever before,
I'd now like to move on to the future of our company.
I said earlier that Hooper's used to be the leaders — not any more.

LIFO stands for Last In First Out.

Follow-up —that's calling a customer after they've bought a product from us.
We must improve this system quickly atherwise we’ll lose more customers.
in other words, if we don't improve, we may have to cancel the promotion.

&) THATS AN
OVERALL. LOOK.
&R

FINANCIAL
SITUATION.



‘@ Dialogues 1

Using questions
It's important to know what customers think of our new product, so we've done some market
research. Now we need to assess this research. In order ta do that, We must ask ourselves
/these questions. What does the customer really want? Does the product really meet those
needs? How can we improve? Let me answer each of these questions one by one.
First, what does the customer really want? Well, our research shows that ...

Organising points
The first problem is call-response times— that is the time it takes to answer the phones. Many
cusiomers complained of waiting for a long time for the phone to be answered. For example,

several customers reported waiting for up to forty minutes. As a result of this, we've probably
lost many customers to other companies. Another problem is following up on calls,

From the general to the specific
So,fthat’s an overall look at the marketing campaign and now for the details! We need to look
at each part of the marketing plan in turn and make decisions about each so that we can
progress.

Presenting options
As far as | see, there are three options. First, we can continue as we are for another year and
then discuss the options again later. Second, we can update the system we have, which will
last for another two to three years. Third, we could buy a completely new system which should
last for at least seven to 1en years.

Giving your opinion
We need to think about how much money we have at the moment/In my opinion, we are ina’
| strong financial position and so | think we should invest in a new building. if we build now, we:
fwill be ready for the expansion we are planning over the next few years.
Referring back

There are some things that we need to do better this year. For example, /[ said earlier that~
security wasn't very good last year. This year we need to improve it. We need to examine what
wasn't good and work out ways ta improve.

Changing topic
OK. V've explained how we organised the project last year, #'d now like to change direction and

talk about our plans for this year's project. We have some good ideas and | feel very positive
about the start we've already made.




Notes

. we must ask ourselves these questions.
Questions can be introduced in other ways.
For example:

There are three questions I'd like to ask/answer.
There are several guestions we need to think
about

Let me answer each of these questions ane by
one.
This is a way of emphasising the order of the
talk by telling the listeners that you will
answer each question in order. You could
also say:
I'll answer these questions in turi.

The first problem is call-response times ...
The points in your talk can be organised
using words and phrases such as:

The first reason is/First ...

Another problem/The next reason is/In
addition, ..

As a result/Foliowing on from that ...
Finally/My last reason ...

Another problem is following up on calls.
To fallow up is to maintain contact with a
person in order to give them further advice
and to make sure that earlier actions have
been successful.

... that's an overall look at the marketing
campaign and now for the details.
Some other similar phrases:
That's a general look at our plan, now let’s look
at the details.
That's the issue in general, now lat’s look at the
first problem in detaif.
Having given an overview, fet’s now turn to
specific questions/problems/issues.

... there are three options.
Options are choices.
Some other ways to present options:
There are four alternatives.
There seem to be two choices.
We can update the system.
We could buy a completely new system.

In my opinion, we are in a strong financial
position ...
Other ways of giving your personal opinion:
I think ..
It seems to me that ...
The abvious/best choice would be ...
Personally, | would recommend ...
Asfaraslseeit...

If we build now, we will be ready for the
expansion ...
Using = conditional sentence {/f + present
tense + future) is a good way to introduce
choice, options, advice and opinions.
{f we buy the new system later, we won't be
ready ..

... I said earlier that security wasn't very good
last year.
To refer back to earlier points you could also
say:
In my last point, | mentioned that ...
As ['ve already explained ...
At the beginning of the talk | said ...

I'd now like to change direction ...
This phrase makes it clear that you are
changing to a new topic. Other possible
phrases:
[ now want to mave to the next point ..
Let's mave on to the next question/issue.
Let’s twrn to the third advantage of this plan.

British/American differences

British American
organising arganizing
at the moment right now
emphasising emphasizing

i
|



-@ Dialogues 2

Reporting bad news
Unfortunately, the number of new customers whao joined our scheme last year was below
target. This is disappointing because we spent a lot of money on marketing and staff training,
and everyone expected better results,

Reporting good news

However, the good news is that so far this year we've nearly doubled sales of the new office
furniture range. Sa, we've starled the year well and must make sure we continue this progress
throughout the year

F g the

So, what's our plan for the future of this company? Well, first — over the next two years, we
want to introduce some new OTC drugs — OTC stands for over-the-counter drugs. In other
words, drugs which customers can buy without needing to get a prescription first.

g of abbreviations

Explaining the ing of specific words and terms
We need to think about how we can improve our service to customers. As | mentioned earlier,

the biggest area for improvement is call-response times — that's the time it takes someone to
answer the phone in our call centre.

Giving examples
Apparently, many customers use our accounting programme for their hame accounts.
For example, they use our package to organise their reqular payments such as bills and they
also monitor their savings. They also think that our programme is easy to use. For instance,
they like the clear instruction boxes which appear on screen.

Repeating your point using different words
Complaints from customers are increasing. Most complaints focus on waiting times and lack of
information. In short, we need to improve our customer service. Receiving complaints from
customers is not good for business. We need to improve our waiting times and provide clearer
and more reqular information.

Expressing possible outcomes

These are our predictions. We will produce the new software by the end of the year. However,
we know how markets change and so we may find aurselves marketing it in a different way.

Concluding a section and moving on
To sum up, last month’s sales doubled and this is excellent for this time of year. This increase
was probably due to the very cold weather we had.
Next, I'd like to move on and look at the sales for the following six months. As you know, we're
doing well as a company but we need to continue this increase in sales and that means
everyone must work even harder.



Notes

Unfortunately the number of new customers ...
was below target.

Other useful expressions:

I'm sorry to say that ...

Sadly, we will not be able to ...

Itis unfortunate that ...

... the good news is that we ‘ve nearly doubled
sales ...

Other phrases to introduce good news:

F'm pleased to say that ..

You'll be happy to know that

OTC stands for over-the-counter drugs.
We use stands for to explain abbreviations.
WTO stands for World Trade Organisation.
IMF stands for International Monetary Fund.

... that's the time it takes someone to answer
the phene in our call centre.
The phrase That is/That’s can be used to
introduce an explanation.

For example, ...
Expressions used to introduce an example:
Suchas ...
For instance ...

In short, we need to improve our customer
service.
You may want to repeat a point in different
waords in order Lo make sure everyone has
understood or to emphasise the point. You
could also use:
Again, ..
in other words, ...
That is to say, ...
To put it another way, ..

We will produce the new software ...
Will'will not (won't) can be used for
predictions.

There will be an increase in sales
There won't be any opportunities for further
development,

... we may find aurselves marketing it in a
different way.
May is used to indicate outcomes that are
possible but not certain. Possibility can also

be expressed using might or could:

There could be positive results fram this.
There may/might nat be pasitive results fram
this.

To sum up, last month's sales doubled ...
When you've finished presenting a point,
you'll probably want to summarise the key
points for the listener. You can also do this
with phrases such as:

In short, ...
Therefore, ...

... this is excellent ...
Ways to express your opinion on the
information you have presented:
This is excellent/very good/better than we had
expected.
This is disappointing/This is worse than
expected/This is not very good.

... for this time of year.
Other ways to indicate time:
For the next six months ...
For this period .
For this point in the five-year business plan ..
Over this two-year period ...

Next I'd like to move on and look at the sales ...

This phrase can be used to show that you are | 4

changing topic. Other useful phrases:
Let’s move on nowto ...

Shall we now turn to ..

Now we'll move onto ...

British/American differences

British American

call centre call center

... for their home ... for their home

aceounts financial recordkeeping/
bookkeeping ...

Sadly, we will not be  Unfartunately/regrettably,

ableto ... we won't be

{Sadlyis not used in able to ... (also used in
American English British English)
in this way)

summarise summarize



Practice

1 Choose the best word or phrase to complete each sentence.

exampLe: The first. prollew, . is the lack of staff.
a problem b solution ¢ overall d direction
1 I'dnow like to change . ................... and talk about solutions.
aaim b turns c direction d options

2 That's an overall look, now let's focusonthe .....................

a technical b necessary ¢ continue d details

< R S European Union.
a looks for b stands for cis for d represents for

4 Thereareonlytwo ................oo... First, we can upgrade our current system or
second, we can buy a new one.
a behaviours b possible c instances d options

L S up, | have explained the problems and given three solutions.
a build b sum ¢ finalise dend

6 OK. We've looked at customers’ complaints. I'd now liketo .................... to
looking at our retraining programme.
a change b sign cturn d move

| T ——— to me that there are many opportunities for us to grow.
a seems b could ¢ might d should

2 Match a sentence or phrase from the left with one from the right.
1 MD stands for
2 I've explained how we worked

last year.

3 The new information system

will help us a lot.

I'd like to mave on now

As | said earlier in the talk

I'll answer each question with our service.

We must ask ourselves Managing Directar.

I'm sorry to say that h  and look at another answer to this problem.

a  For example, it will help us to look at customer
information much guicker.

inturn.

we have a lot of people interested in this idea.
these important questions.

| now want to turn to our plans for this year.
the majority of customers were not satisfied

- @ a0 o
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3 Put the following words and phrases into the correct gaps in the
paragraph.

As a result The next First In other words
L Next Third For example

@ , it makes the customer feel thatwecare @ . ... .......... it
makes them loyaltous. ® .. .............. ... we can solve problems before they become
TB0BI B pys o . last week we phoned Mr Smith and found that his order had
not been delivered. He'd tried to call us but no one had answered, so he was very pleased that
we had called him. @, ... ... ... of this, he's now very happy and will probably tell
his friends about us,

4 Complete the questions using a word from the box. Some words may
be used more than once.

‘| Why How What Does Where

eavpe What options do we have?

B i does the customer want from our product?
b can we solve this problem?

BF  srspmmmmmmmsysma the new telephone system meet our needs?
d o . is there such an increase in returned goods?
- many customers have we |ost?

fo do teenagers prefer to shop?

g ...............dosomanywamen prefec this product?

5 Put each of the verbs into the past.
EXAMPLE Two years ago we [introduce) . inkveAuced | anew computer system.

1 Last month our response times (he) . ... better.

2 Atthe beginning of the talk, [ {explain} . ................... our new vision.

3 | said at the beginning that we (have) .................... three new products.
4 Lastyearwe(selll. ................... more than the previous year.

5 Earlier in my talk, | {mention) ... ......... I that there were four points.



6 Put the following questions into the correct order.
EXAMPLE: do / customers / S0/ why / many / complain

Why do so many custowmers complain . ?

1 do/new/ our/product/what/you /know / about
......................................................................... ?

2 increase{ can{ sales { haw [ we
......................................................................... ?

3 product/is/to/ buy/our/who/going /
......................................................................... ?

4 product/ what [ the / is / new
......................................................................... 7

5 we/complete / when/ changes /the / can
......................................................................... ?

6 start/we/where/ shall
......................................................................... 7

7 Start each sentence with an appropriate word from the box.

]: Again For instance In short I think As a result of this

(- e o (e ..., we should employ more staff.  [your opinion)

[ R e T v ..., there are two choices. [summary)

G iR , we now have to start again. |consequence)

T e e PN , this is our only chance. [repeating in different words)

B R . they think our programme is ~ (example)

easy to use.




e Numbers

;O Some useful phrases.

Listen to the recording and repeat.

Only 27 per cent of customers responded.

Only about one quarter of our customers replied.

About 40 per cent of people rent their homes.

Over two-fifths of the population rent their accommodation.

The most expensive car in our range costs $350 000

We only sold 230 last year.

An estimated 1.2 million people answered our questionnaire.
The average home in Europe has 2.4 children.

Around 350 people applied for the new jobs.
Just aver half of them were graduates.
Just less than two-thirds of them were women.

The graph shows a rise in the number of customers.
There was a fall in the number of complaints last year.
The number of new customers has stayed the same

You can see that the sale of coffee peaked last month.
The graph shows that the sale of tea reached a low point last month.
There was a dramatic rise in the number of people visiting our website last year.

=

TN |

YOU (AN SEE.
THAT THE SALE

OF OFFEE PEAKED
LASTMONTH.




0 Dialogues 1

Percentages

From this table you can see the shopping habits of men and women. Firstis planned or
unplanned shopping. You can see that 69 per cent of male shoppers only buy what they've
planned to buy, whereas 76 per cent of female shappers buy things on impulse. Second is
response to special offers: 62 per cent of women react positively to special offers and so do &1
per cent of men.

Fractions
We asked 100 people what they thought of the new pens. Two-thirds of those guestioned said”
{that they liked the new colours, and three-quarters of them said they liked the new shape.

However, one-guarter said that they didn't look madern and about one-half said that they
loaked cheap.

Large and small numbers

Last year we had 332 students in each of our three schools. This year with six schools we have
a total of 960 students. Next year, we hope to have 1 530 in nine schools. As student numbers
increase so does our wrnover. Last year our rnover was 34 000 000 and we expect that next
year it will be about $6 000 000.

Decimal points
We all know that according to the law we must check the temperature of our storage fridges
every day. For the model of fridge that we use, the temperature must be between 4.3" and 5.6

centigrade. If the temperature of the fridges falls above or below this temperature, you must
inform a manager.

Positive and negative numbers

Take a look at the financial figures. | predict that we'll make a loss of €50 000 this year. You |
/can see the number -50 000 in the third column. However, inext year we expect to break even.
The following year e expect to make a profit of €70 000.

Approximate numbers

Around 300 people responded to our questionnaire. Just over half of them were under the age
of eighteen. About 30 per cent were between eighteen and forty and less than 20 per cent
were over forty.




Notes

... 69 per cent of male shoppers ... When you make a loss, your income is less

The prepositian of is used with percentages: than your expenditure
76 per cent of female shoppers ... When you hreak even, your income is the
84 per cent of employees .. same as your expenditure.
43 per centis usually written as 43% When you make & profit, your income is mare

. on impulse. than your expenditure.
To buy something on impulse is to make a You can see the number -50 000 in the third
spontaneaus, unplanned purchase. column.

Negative numbers are read as follows:

Two-third: e i said th,
irds of those questioned said that they E0000  minus fifty thousand

liked the mew colours, ...

Sk adione ab ol 7.4 minus seven point four

Y2 halffa half/one-half Around 300 peaple responded to our

Ya a third/one-third % two-thirds questionnaire.

Y% gquartes/a quartes/ 3 three-guarters Around is used to talk about approximate
one-quarter 35 threg-eighths numbers. Other useful expressions:

Y an eighth/one-eighth About/approximately/roughly

Just over/a little more than/more than

As with percentages, the preposition of is
Lass thanyjust under/under

used when describing fractions. Far example:

Three quarters of peaple ... About 30 per cent were between eighteen and

Four fifths of our customers ... forty ...

It is important when speaking to make a clear

difference between numbers ending with
teen and those ending with —ty. You can

. we hope to have 1530 in nine schools.
Say numbers as follows:

2.50 two point five of : i
25 twenty-five fmake the difference clear with stress as‘
260 two hundred and fifty allows (the part of the number in bold is the
2500 twa thousand five hundred (yau can pett lO‘S{rcss): "
13 thirleen 30 thiny
alsa say twenty-five hundred) g — 10 forty
25000 twenty-five thousand 15 fifteen 50 fifty
250 000 two hundred and fifty thousand
2 500 000 two million five tiunq‘rgd thousand British/American differences
ATt Ba AR British American
... the temperature must be between 4.3” and colours colors E
5.6 centigrade, 332 = three hundred and three hundred thirty-two |
Say numbers with a decimal point as follows: thirty-two
54.749 fifty-four point seven four ning 250 000 = two hundred  twao hundred fifty
54.750 fifty-four point seven five oh and fifty thousand thousand
With amounts of maney, the numbers after fridge refrigerator
the point are read as follows: (not used in American (also used in
545.50 forty-five dolars fifty cents English.) British English.)
€57.25 fifty-seven euros twenty-five cents ceniigrade Nate: American
Temperatures are read as follows: English generally uses
43°C four point three degrees centigrade the Fahrenheit scale,

but some international
businesses may use
centigrade.

. we'll make a loss of 50 000 this year.
... next year we expect to hreak even.
... we expect to make a profit ...



ialogues 2

An

increase

‘This chart shows a significant rise in the number of companies selling
cheap madern furniture. Two years ago there were thirty major
companies selling this type of furniture. This year the number has gone
up to seventy. That means that the competition in the market has more
than doubled in twelve months.

A decrease

There has heen a significant decrease in the number of people with

more than one child over the last five years. As a result, the number of

children going to Primary school will also fall. This will affect our sales

of Primary school books and in the future it will also affect our sales of
T me  Secondary school books.

o B

Staying the same

It's interesting to note that the number of staff has stayed the same for
N the past three years. Basically the demand for trained instructors has
stabilised and the market has levelled out.

Vow Vi Tw vow Preken

High and low points

$2=- Sales of Brighter Smile toothpaste peaked in May of last year. However,
Shine Hair shampoo is not doing so well. It entered a trough in October
last year. Sales are still below expectation.

We can see that the number of people who own a private car has

increased significantly in Kenya over the last few years. | believe there’ll
! be a dramatic rise in private car owners over the next few years.

Describing changes

can see with this peak in April. After April, sales fell again and then

Last year was a very unusual year for us. In October, sales fell
dramatically. Look at this trough in the graph. After November, sales
began to increase gradually. Then there was a dramatic increase as you

stayed more or less the same for the rest of the year.



Notes

The chart shows a significant rise ...
Here are some other ways 10 descrine an
increase (adjective + noun):
A dramatic increase.
A sharp rise.
A small increase.

This year the number has gone up to seventy.
Some more ways ta describe an increase
(subject + verh + adverb}:

The number went up sharphy.
Sales rose dramatically/increased significantly.
The number has doubled/tripled.

There has been a significant decrease in the
number of people with more than ene child ...
Here are some other ways 10 describe a
decrease (adjective + noun):

A dramatic decrease.
A sharp fall.
A slight falf

... the number of children going to Primary
school will also fall.
Some more ways to describe a decrease
{verb + adverbk
Sales fell sharply/went down significant!y/
reduced dramatically.

... the aumber of staff has stayed the same ...
Here are some ways of describing something
which stays the same:

The number has reached & plateau.
The number has levelied out.
Staff numbers have stabilised.

Sales of Brighter Smile toothpaste peaked in
May ...
Peaked is used here to describe the highest
point in the number of sales, after peaking
numbers always go down. Here are some
other examples:
Sales peaked.
Sales reached a high point.
And some ways to describe low points in a
graph:
Sales reached o trough.
Sales reached a low point.

1 believe there'll be a dramatic rise in private
car DwWners ...

Other ways of giving your opinion about the
future:

I expect there ta be ...

1 pradict there'll be ..

This leads one to expect that there'li be ...

... over the next few years.

Other expressions you can use are as
fallaws:

Over the following months ...

For the next three years ...

In the coming months/years ...

.. sales fell dramatically.
To describe a decrease, you can also say:
There was a drop in sales.
Sales droppad.

.. safes began to increase gradually.
Here are some other ways of explaining a
gradual increase or decrease ladjective +
nounj:
A gradual increase
A steady fall
And other ways (verb + adverb):
The graph rose steadily/fell gradually.

... sales stayed mare or less the same.

Mare or fess could be replaced here using:
roughly or approximately

British/American differences

British American

This chart shows a This chart shows a

significant rise ... significant increase ...
{also used in British
English)

The number of children  The number of children

going to Primary school  going to elementary

will fall, school will go down.
(go down is also used
in British English)

The past three years. The last three years.
(also used in British
English - this would
be more usual in
American English)

Sales stayed the same.  also: Sales remained
flat.

stabilised stabilized

levelled leveled




Practice

1 Write down how you would say the following numbers:

exampLe: 3645 Thivty

1 Jaof all shoppers
$45.70

% of all men

35% of children
-65.02

423 000

24 of the population
243

@~ o O B M

2 Complete each sentence below with a word from the box. Use each
word once

[

than more than just under roughty less than over around

EXAMPLE: (345-385) . ,\CO.lAg}l{\Jy ........350 people applied for the new post,

a (B3outof100) ...l half of the applicants were well qualified.

b Sadly, less..........oovvin.. a quarter of the employees attended
the presentation.

¢ {33%) BB ooy 30 per cent of them were in the forty-five
to fifty-five age group.

G ——— 50 per cent of them were under thirty years old.

e We reteived ..o cvvwsvnsammensi 1500 - 1600 questionnaires back

L e three-quarters of men said they prefer diet drinks.




3 Use words from the box below to describe each graph.

stay the same Tise” decline dramatically
drop peak steadily
gradeatly
EXAMPLE:

Sales vose gradually.

4 Change the noun form into the verb form.
ExAMPLE: There was a dramatic increase in the number of sales.

The uwumber of sales increased dvamatically. ...

a The graph shows a sharp fall in the sales of Stay Fresh washing powder.

¢ There was a gradual decrease in the number of dog owners.




d There were twice as many complaints.

f  There was a dramatic increase in the number of private cars.

g The number of sales reached a level. (to level out)

5 Fill the gaps in the texts below with a word from the box.

a . .
out to be increase in peak rise shety to

The graph . shows. .. our book sales last year. From January @ ... ...
March sales @ ... ... gradually from 20 000 to 35 000. After March, sales
continued @ ... steadilyta 50000 ®. ... ... . June. Fram June to
August, sales levelled & ........ ... The lowest point in the year & ... ... ... ..
October. Our best manth was December when sales @ ............. at 70 000.

profit make break prediction expect

Let's take a look at the financial figures. Unfortunately, figures were below

¢ ; : ; ’
l following in less perdict as next

Having looked at the data, | &, ............. there will be a steady increase in sales
BvBEthE @ onsiemimy six months. The drop @ . ........ . sales over the last
three months is unusual and will not continue. Salesaremoraor @ ... ... ..
stable nowand asfar @ . ............. | can see, they will start to rise gradually aver




O visual Aids

- Some useful phrases.

- Listen to the recording and repeat.

From this slide you can see that there are three options.

On the next slide, you can see this year's sales figures

Let's look at these figures mare closely.

It's interesting to note that sales have increased dramatically.

I'll do & quick breakdown for you on the flipchart.
Let me find the relevant slide.
Let me show you that clip again.

This graph shows the cash flow for the last quarter.
75 per cent of readers like the gardening feature.
The main building is at the bottom of the plan.
Extras are listed on the left of the table.

First, the customer places an order.
The salesperson then sends the order to dispatch.
When the order is ready it is delivered to the customer.

FROM THI
SLIDE YOU CAN
SEE CLEARLY
HOW THE KEW
PROCESS WIRKS. | 3




@ Dialogues 1

Introducing a slide

This morning I'm going to talk about the computer software market,/You can see from this slide
that I'm going to cover three points. I'll leave this up as | talk so that you can follow the points.

Changing slides
OK. On the next slide you can see a picture of the new model which will be launched next
week. Doesn't it look good? And here, on this slide is a diagram of the inside and how it
actually works. You can see that the mechanism inside is quite complex.
Now, let's look at the programme for the launch which is on the following slide.

Looking at detail

Let's look at the figures on this slide more closely. In the first quarter of last year, sales of our
lead home improvement magazine doubled due to the booming economy and our successful
advertising campaign. You can see that in the same quarter, sales of our women's fashion
magazine dropped slightly due to new competition.

Commenting on the content of a visual
Looking at this graph it’s interesting to note that the i in sales happened just
after our special advertising campaign. The worrying thing is that there was also an increase in
our competitars’ sales at the same time. It's surprising to see how quickly
our competitors reacted to the campaign.

Moving between different visual aids

@: Are there any questions?
@: Your graph is very helpful but ean you just clarify how you worked out the figures?
€. Certainly. Fll do a quick break down for you on the flipchart,
®: Could you explain again how the market is divided up?
}: Yes, let me find the relevant slide.
Problems
@: Right. I'll just put this up on the screen so that you can see it. [Nothing appears on screen]

Uh dear. Unfortunately, the projector doesn’t seem to be working. Does anyone know
how it works?

: Are you sure the power is on?

[speaker adjusts plugs and switches]

Ah ... Now it's warking

: Excuse me, | can't see it very clearly.

: I'm sorry. I'll adjust it. Is that better?

: Yes, thanks. That's fine.

P0Q0 O



Notes

You can see from this slide that I'm going to
cover three points.
Other ways of asking listeners to look at your
visuals:
Take a look at this graph and you'll see ..
This slide shows the ...
As you can see from the slide/graph/chart ...

On the next slide you can see ...
Here are sorme more expressions you can
use as you change slides:
Here is the next slide. This shows ..
Let’s look at another example af this which s on
the following sfide.

Let’s look at the figures on this slide more
closely.
Here is another way of asking people to look
at detail:
1'd also like to draw your attention to ..
Right here you can see ...
Natice the ...

... It's interesting to note that the increase in
sales happened after our campai,
These expressions can be used to give your
apinion about the content of a graph, wahle
etc.
It’s interesting/warrying/surprising/of concern +
to note/seefrealise ...
The worrying/interesting/surprising thing is
that ...

... can you just clarify how you worked out the
figures?

Other ways of asking for clarification:

Can you tell us more about that?

Can yau axplain that again?

Can you go over that part again?

V'l do a quick break down for you on the
flipchart.
Some other phrases to use with flipcharts:
'l just write that word on the fipchart for you.
We had an exampla of that earlier/on the
previous page. Let me flip back to it.

... let me find the relevant slide.
Other expressions to use when maoving
between different visual aids:
Let me go hack to the video and show you that
clip again.
We saw that slide earlier. Just 8 mament while |
search for it'go back to it

.. the projector doesn’t seem to he working.
You may need to explain a problem you are
having with visual equipment. Other
expressions:

There's a problem with it.
it's not working.
fcan't getit to work.

Does anyane know how it works?
Asking for help from others:
Can anyone help me with this?
Which key/switch/button do | need to press?

I'll adjust it. Is that better?
Making the slide/image clearer:
Can you move the siide down/up/sideways?
F'll focus it Is that clearer now?

British/American differences

British American
... can you just clarify ... can you clarify how
how you worked you figured

out the numbers?
Note: American
English does not use
Just in this sense as
often as British
English.

realize

Just a minute/second
while { fook for it.
(also used in British
English, but sounds
slightly more informal
than moment)

out the numbers?

realise
Just a moment while |
search for it.

|
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o Qipasmy (This graph shows our sales figures for the last twelve months.
Moatow The vertical axis represents sales in Australian dollars and the
figures ace from April ta March. Each line on the graph shaws
one of our top brands. You can see from the key which line
represents each product. Far example, the dotted line shows the
sales figures for Odyssey perfume.

AMJ JASONDUIFM

Using a pie chart

Traneport: in Shanghai

The paint is illustrated in this pie chart. In Shanghai,
175 per cent of people still use a car to get around; only
20 per cent use the bus and & much smaller § per cent

use taxis. So, the most popular form of public transport
= is still the car.

Explaining a diagram

The new brochure has ane new holiday resortin Italy. | visited it last month and | have a plan of
the resort here. You can see the apartments are at the bottom near the beach. Each one has a
balcony which looks onto the sea. The swimming pool is in the middle section. The children's
play area is to the right of it and the tennis courts are in this area at the top of the plan.

Describing a flow chart

) )
Customer | Send order to Get order ready
places order dispatch department J

The system can be seen in this flow chart. First, the customer places an order with the
salesperson and the Salesperson then sends the order to dispatch. Next, the dispatch staff

get the order ready and package it. Finally, a delivery service picks it up and delivers it to
the customer.

Describing a table

vz [ o [ oas [
Audio-system ‘ -

Sunroof

Security system

Satallite navigation system | ‘

This table shows the extra features that come with the new Cheetah sports car. The models
‘are listed here in the top row and the extras are listed on the left. As you can see, our up-to-
date security system does not come with the Cheetah 1.4L but it does come with the Cheetah
1.6 L. Also, we have not included the security system as an extra feature for the Cheetah 2.0L
because we are offering the satellite navigation system in its place. According to our market
research, these features should give us a good position in the market place.




Notes

This graph shows our sales figures ...
Some other ways of referring to a graph:
According to the graph the number is ...
The point is illustrated in this graph.

From this graph you can see ...

The vertical axis represents sales in Australian
dollars ...
This is a technical way to talk about a graph.
It would be more usual and simpler to say:
vertical axis = down the left
The numbers down the left show the total sales
in South African Rands,
harizontal axis = alang the bottom
The months are shown along the bottom.

Each line on the graph shows ane of our top
brands.
Another useful phrase is:
Each line indicates the progress of a different
product.

. the key ...
The key offers an explanation of symbals
used in a graph, diagram or chart.

.. 75 per cent of people still use a car ...
Sections of a pie chart can be described as
percentages or fractions. For example:

25 per cent of people ...
A quarter of the people ...

... the mast popular form of public transport is
still the car.
These expressions compare and contrast
information in a pie chart or other visual aid.
Some other expressions include:
The mast popular/the best selling/the fastest
selling ...
The third most popular/the second biggest/the
fourth largest ...
The least commonly used/the least popular ...

.. the apartments are at the bottom near the beach.

A plan can be described using the examples
below:

At/on the top/bottom ...

0On the left/on the right ...

In the middle/centre ...

In the top/bottom left-hand corner ...

In the top/bottom right-hand corner ...

First, the customer places an order ...
Use the present tense to describe the stages
of a process.

.. the salesperson then sents the order to dispatch,

When deascribing a flow chart the order of the

stages is important. Here is the language
needed:

First/The first stage is ...

Then/Next/After that, ..

Finalfy/Lastly, ...

This table shows the extra features ...
Anather way of saying this:
You can see the extra features for each model
in this table

The features of each model are clearly shown in |

the table.
The extra features appear in this table.

The models are listed here in the top row ...
Other phrases for describing a table:
The models are listed across the top ...
The features are listed down the side ...
On the left in the first column ...
The first and second cells ...

As you can see, gur up-to-date security system
does not come with the Cheetah 1.4L ...
As you will have seen ... is used here to show
that the speaker expects the listeners to have
already noticed key features in a graph, table
or chart. Other useful expressions:
As you may have noticed ...
As you will no doubt have realised ...

British/American differences

British American

public transport public transportation

children’s play area children’s playground
(also used in British
English)

send the order to send the order to

dispatch shipping/the shipping
department

the dispatch staff the shipping staff

centre center

I




Practice

1 Put the correct preposition into the sentences below.

l in on across at w” on at of

exampLe: 'l leave this slide WP, . ... . as | talk.

T pissusaRE this slide you can see the sales figures for the second quarter.
b The vertical axis represents sales .. ........ Euros.

¢ Letslook..........these figures more closely.

d 33 percentes i people preferred our lead brand.

e The apartmentsare... .. ... . the bottom of the plan.

f I'll just write the calculationup , ... ..... . the flipchart.
g The models are listed

| 2 Match the phrases on the left with the phrases on the right
: Does anyone know a tobe working.

The projector doesn't seem
It's interesting to note that
On the next slide

Can | take this slide

You will have

Take a look at this chart and
There's another example on
I'd like to draw your attention

you'll see what | mean.

down now?

to the second graph.

seen that sales have peaked.

how it works?

the previous page.

you can see an outline of the main points.
the number has levelled out.

[T-RE- NN - SR IS I R
T e L oo oo

3 Choose the correct verb from the box below and put it into the
sentences. Make sure the verb agrees with the subject.

| see sha send leave place look be adjust buy

exampLE: This graph . shows. ... the number of books sold last year.

4| the slide up while | talk.

o o

The least popular magazines.......... .... the health magazines.

Only 33 per cent of women . .......... ... those magazines last year.

. i1
=
=
=}
=]

............... closely at this diagram, you'll see that there are seven switches.

m
=
=
o
)
3

............... the figures on my next slide.

[ AR . the projector so that you can see.




g First, the customer .. ........... .. the order.

h  Then, the salesperson.......... ... .theorder to dispatch

4 Put the following mini-presentations into the correct order by putting
a number in the space on the left.
EXAMPLE: . .. Can everyone see it clearly?
& .. Yesthanks. That's fine.
5o Is it better now?
L. K. Here's the first slide.
A I'msorry. Let me adjust it
.3 No, sorry. It's not clear.

CRET Finally, if the programme is correctly installed,
it will ask you to restart your computer.
Then, they load the new software,
First, the customer switches on their computer.
‘‘‘‘‘ Next, they should run the test programme to make sure that the programme is
correctly installed.

B soces The next is shopping.
..... The third most popular is playing computer games.
..... The pie chart presents the most popular activities for young people.
..... As you can see, the most popular is going to nightclubs and bars.
AAAAA Therefare you can see that our product is well placed in the market.

B e In the first quarter, sales of the Aztec range rose sharply.
,,,,, In the third quarter, sales levelled out.
..... Let's look at the figures mare closely,
..... But then sales took a dip in the second quarter.

d s You can see that the departments are listed across the top in the first row.
,,,,, If you look closely you'll see that office staff did much better this vear.
..... It shows the results of the company language test.
..... Take a look at this table.
..... and the namas of those who took the test are listed on the left in the first column.



5 Put the following sentences into the correct order.
ExaMPLE: new [ this / of / diagram / a / shows / plan / the / factary

1 more/look/ closely / figures / let's { these / at

3 break/for/do/ Il /down/a/you

5 popular/is/MAXI 22 / the / model / least / the

6 Choose the correct word to complete each sentence.

EXAMPLE: First, the customer completres e form. completes / completed /
has completed

a The............... axis shows the years from 2000. horizon / virtual / horizontal
b It’sinterestingto............... that sales peaked waorry / note / surprise
in January.
¢ Il helpyouwiththat ... ........... finish / later / end
d [Iftheslideis notclear, I'll............... it. clear / change [ adjust
e | have one more chart to show you before we up /over/on
1111 F R —
f Eachlineonthegraph............... one of our represents / removes /

lead brands. focuses



e Problems and Questions

.. Some useful phrases.
- Listen to the recording and repeat.

Let me summarise the points before | go on.
What's the word I'm looking for?
Let me rephrase that.

We've almost run out of time,
Unfartunately, time won't allow me to explain all the details.
I'll just outline the last section.

Let me go back and explain.

Sorry, what | meant to say was a 20 per cent increase not a 30 per cent increase.
I'm sarry, could you rephrase your question please?

Shall | explain what I've based my numbers an?

I'll be glad to answer any questions at the end
Actually, I'm going to talk about that later.
That's a good question and one that I'll be answering later in my talk.

I'm afraid | can't answer that question.
I'm afraid it's not my area. | suggest you speak to one of the Directors about that.
I don't think it's appropriate for me to answer that guestion.

~ )

ARE YOU SAYING
WE DONTGET

A PAY RISE
THIS YEAR?!

COULD You
REPHRASE Y00
QUESTION
PLEASET




‘@ Dialogues 1

Losing your pl in your not
OK. Where was 1? Let me summarise the points again before | continue. So, there have been
three main changes. First, there has been an increase in customers o our expensive stores.
Second, a levelling out of visitors to our children’s stores. And third a significant increase in
customers to our low-price stores

You don’t know the English word

There are several problems with the new model. One problem is that it stops working if it gets
um ... what's the word I'm looking for? Let me try again. One problem is that it stops
working if it gets a little wet.

A deleted or wrong slide
If you look at the next slide, you'll see the figures are much healthier. ¥'m sorry, | can’t find it.
OK, let me describe the key points to you.

Time has run out
/Unfortunately, time won't allow me to explain all the details, so I'll just outline the last section
to you. The main points are on this slide. I'll explain them briefly to you.

You have forgotten to say something

The basic system will therefore cost about €50 000. Oh, | should have said earlier that we
already have the promise of €120 000 to make this project possible. Let me go back and explain
fiow this money became available.

Making a mistake

©@: So, if we look at last year's profit and this year's projected sales, you can see that we
expect sales to double this year. Last year sales peaked in June whereas this year we
expect sales to peak in September,

®: Sorry, but didn't sales peak in July?

©: Umm ... . Yes, of course. What | should have said is that sales peaked in July.

You are unable to do something you had planned to do

OK. As you can see, the new poster for this advertising campaign is really very clever. | wanted
/to give you a copy but I'm afraid the copies didn't arrive from the printers in time for me to
bring them this morning. | will post you each a copy when they arrive.



Notes

Where was 17 Let me summarise the points

again before | continue.
If, as sometimes happens, you lose your
place, you could go back and summarise the
noints you have already made. This should
give you time to remember what you were
about to say. Another way of saying this is:
Umm ... sorry, | just lost track. I'll recap the
points so far.

... what's the word I'm looking for? Let me try
again.
If you forget a word, don't panic. Use one of
these phrases and then try to say the same
thing using different words,
How do you say that in English?
Let me rephrase that.

I'm sorry, | can't find it.
If you cannot find something, use one of
these expressions:
Excuse me for one moment.
I'm afraid | can't find the graph at the moment.
The slide doesn’t seem to be fere.

.. fet me describe the key points to you.
Other phrases you can use in this situation:
I'll write the main figures on the flipchart/on this
shide.
Well, the key points/figures are ..

Unfortunately, time won't allow me to explain
all the details, ...
If you are running out of time, you can also
use one of these phrases to bring your
presentation to an end:
Right. Now I'll conclude/end with this final point.
OK. I'lf just explain this last point briefly and
then there’ll be time for questions.

Other phrases used to talk about time
running out:

I'm sorry but time is nearly up.

We've almost run out of time.

We onfy have a few minutes left.

Oh, | should have said earlier that we already
have ...
If you forget to say something, you can
always explain it by using an expression like
this:
Sorry, | fargat to mention/explain ...
| should have explained ...

Sorry, but didn't sales peak in July?
MNote how the person in the audience starts
by saying Sorfy - he doesn’t want to offend
the speaker,

What | should have said is that ... .
Other phrases you can use if you make a
mistake:
Sarry, what | meant to say was ...
My mistake. What | wanted to say was ...

I wanted to give you a copy, but I'm afraid the
copies didn’t arrive from the printers in time ...
Some other similar phrases for explaining
similar problems:
| plannedto ..., but ...
! had wanted to ..., but unfortunately ...

British/American differences
British American

a levelling out of visitors  a leveling out of visitors
Sorry, but didn't sales  Excuse me, didn't sales

peak in July? peak in July?
{also used in British
English)

I will post you a copy I will mail you a copy

I'm afraid | can't find  I'm afraid | can't find the |

the graph at the graph right now.
moment.

Sorry, what I meantto  Excuse me. | meant to
say was ... say that ... (also used

in British English)




@ Dialogues 2

interruptions to your talk
©): So, there are a number of changes to be introduced and | am sure they will have a positive
effect on staff and customers.
©: How are you going 1o introduce these changes?
€): That's a good question and one that I'll be answering later in my talk.

You dont | ia ti

q

@: Your projected figures seem to presuppose a hooming economy. Is that correct?
©: Im sorry, could you rephrase your question please?

€¥: The figures in your graph seem to be based on a booming — a very strong economy,
@: Yes, that's right. Shall | explain what I've based my figures on?

€y Yes please. That would be very helpful.

A guestion that is not on the topic
€ Could you tell me why the management got such a large pay rise this year 7
®: I'm sorry, but that's not really part of today's discussion and I'm afraid it's not a question |
ccan answer. | suggest you speak to one of the Directors about that

You don’t know the answer to a question
€): What are your projections for the secand term?

@: Erm ..., I'm afraid | can’t give you a full answer right now. I'll look into it and get back to
you later.

An aggressive or difficult question to answer
©: Where did you get your facts from? | cannot believe that what you are saying is true!
@:/Well, actually, all my facts are from company records. You're welcome to come and
‘check the figures atter the presentation if you wish.

No questions
3: (So, does anyane have any questions?
Any guestions at all?
No? No questions?
That's fine. If anyone wants to ask anything, please feel free to speak to me individually.



Notes

That's a good question and one that I'll be
answering later in my talk.
Other expressions which can be used when
someone interrupts you:
Thank you for your question. Can | answer it at
the end?
That's a usefulfinteresting question. If you don’t
mind, I'd prefer to answer it at the end.

I'm sorry, could you rephrase your question
please?
If you do not understand a question, you can
just ask the person to repeat the question
using simpler language. Here are some other
phrases:
'm sorry, could you simplify your question?
I'm sorry, | didn't understand the question.
Could you repeat/rephrase it?

Shall | explain what I've hased my figures on?
Shail f ... can be used to make a suggestion.
Here are some more examples:

Shall | repeat my last point?
Shall I find more examples and get back to you?

.. that's not really part of today’s discussion ...
If someone asks you a question on a topic
that is not related to your presentation, you
can use one of these phrases:

I'm sorry, but I'm afraid that is not really what |
have been asked to talk about today.
We're not really covering that topic today.

FReally is used to sound more polite:
That's not really what we are discussing today
or That's not really what | meant.

... I'm afraid it’s not a question | can answer. |
suggest you speak to one of the Directors about
that.
If you are asked a question, which you
cannot ar should not answer, you could use
one of these phrases:
That is nat actually within my area. You should
probably speak to the Finance Director.
That's a goad question. | sugges! you raise it
with senior management.

... I'm afraid | can’t give you a full answer right
now.
Other things you can say if you don't know
the answer or want to answer later:

I'm sorry. | can't answer your question right now

hut I'd be happy to email you an answer fater.
That's an interesting point. Can | answer that
after the presentation?

Well, actually, all my facts are from company
records.
If someane is aggressive or they ask a
difficult question, you can use one of these
phrases:
1I'm sorry. I'd rather not answer that question
right now. Shall we talk at the end?

1'd be glad to discuss that with you later. As time |

is shart, may { continue and we can discuss it
later

Thank you for your question. Could we discuss
it at the end?

You're welcome to come and check the figures
after the presentation ...
Other ways of making a polite offer:
{'d be happy fo show you the figures after the
presantation,
Please feel free to come and see the figures
after the presentation.

So, does anyone have any questions?
Asking for questions:
Are there any questions?
Any question?
Any more questions?

British/American differences

British American

... management got ... management got

such a large pay rise such a large raise this

this year. year.

Finance Director CFO (Chief Financial
Officer)




Practice

1 Complete each sentence with a word on the right.

EXAMPLE. Lgtme ¥QUnA . up. say/round/ do

a  ldbes s e - 1o email you the details later. sorry / agree / happy

b I'm...............lcan'tfind the slide at the moment, afraid / happy / regret

e 0K Letmeawasing., s that. reply / return / rephrase

dSorey WG ide s b, E What | meant was increase. point { mistake / afraid

e That's a good question. I'd actually . .............. to probably / willing / prefer
answer it at the end.

B e srnmmmss | repeat my question? can / will / shall

g Thatsnot............... what | meant. really / probably / definitely

| 2 Match a phrase on the left with the appropriate phrase on the right
I'm afraid it's not a topic
Could you rephrase

1 a later in my talk.
2 b to describe the details of the graph.
3 Ishould have said earlier ¢ in English?
4 Letme go back and explain d forme to discuss.
5  Unfortunately time won't allow me e thatwe have already found an answer to
6 How do you say that that question.
7 Where was [? Let me summarise the main points before
8 I'll be answering that | continue.
g how we solved the problem.
h  your question please?

3 Decide whether the sentences below are correct or not. Put C if they
are correct and [ if they are incorrect. Try to correct them.

exampie: . L. Id prefer to answer your questiunci'_h the end.
O What's the werd I'm looking of ?

| —— I'm afraid that's not my area.

[ I'll just explain this |ast point shortly.

(s We only have a little minutes left.

B sawes We've almost run out of time.

 EJ—— That was the wrong word. Let me do again.

g ..... Shallwe getbacktoyou?

h ... Sorry, what should | have said was profit.




Put the following mini-dialogues into the correct order.
exampie: . 4 and then leave a few minutes for questions.
Abh, we've almast run out of time.

eI just explain that last point quickly.
VA just have ane main point left to present.
a ..... Right, yes and now !'ll gutline the action points

So far, I've presented the survey results.
L 0K Where was up to?
..... I'll just recap the points I've already presented.
..... I've also explained how this applies to the five-year plan.

b sy So, for now, I'll describe they key features to you.
..... The company has now bought a building for the new project.
_____ | wanted to show you the plans but they have not arrived yet.
..... When they do arrive, | will send you all a copy.

[ But in May things improved.
..... DK. You can see that in March sales were down.
..... What's the word I'm looking for?
..... There was a in fact a sharp ... um ...
..... What's the waord for go up?

d s Well, that is an averview of sales far this year.
..... Does anyone have any questions?
..... If anyone does have questions, I'm happy to talk to people individually,
..... So, now we have ten to fifteen minutes for questions.
..... Any questions at all? No?

Match two phrases with similar meaning.

1 | should have said earlier a Time has run out.
2 What's the word I'm Iookngf_u;\h What | should have said was ...
3 Thetimeisup. ¢ That's not really what I've been asked to
4 Ywanted 10 bring the samples. talk about
5 Could you rephrase that? d  What's the English word for that?
B That's notreally part of today's e Could you reword that?
discussion. f Let me recap the main points.
7 Letme summarise the points again. g | had planned to bring them.



6 Put the following sentences into the correct order.
exampLE: glad / questions / I'll / any / end / very / to / be / answer / at/ the

M ye very. glraol to amswer any aueskions at the end,

1 conclude / this / me / last/ point / let / with




@ Concluding

- Some useful phrases.
- Listen to the recording and repeat.

In my experience, customers are interested in good service.
| think this proves that customer care is key.
I recommend the second option.

To sum up, | began by outlining the progress of the company.

Then | described the possible future trends.

In brief, there are several advantages and disadvantages to this proposal.
We need to grow and that means increasing sales,

If you need to get in touch with me, my contact details are an the screen.
Please feel free to contact me. It would be useful to have your feedback.

‘Well, I've covered the points | needed to present today.
Thank you for listening.
We just have time for a few questions.

As a last point, let me raise a general issue.
What we must remember is that our competitors also want to grow.
As Thomas Jefferson said: ’| find the harder | wark, the more luck | seem to have.’
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@ Dialogues 1

Making a final point

As a final point, let me raise a general issue. There has been a lot of discussion about
standards of car production. If the car industry is to develop, then standards will have to be
better regulated. This will cost us mare money but it's something we will have to accept,

Giving your professional opinion
In my experience customers stay with a company if you give them good service. Many of our
customers have given us positive feedback about our friendly and reliable service. You can see
the results from our latest customer questionnaires. 63 per cent said they had returned to us
more than once because of our service. /I think this proves the point that good customer
service is the key to customer loyaity.

Summarising main points
So, to sum up, first | outlined the problem that we face and | gave three reasons for this
problem. | then presented two possible solutions. The first solution needs new equipment and
therefore staff training. The second solution makes use of the equipment we already have but
requires us to reduce our current staff numbers. We now need to decide which of these two
| options is best for our business.

Summarising advantages and disadvantages

QK, In brief, there are several ad ges and disadvant The main disadvaantage is the
cost to the firm in terms of labour, equipment and capital. On the other hand, the advantages
are increased income and increased market share.

Making a recommendation

Following what | have said today, I recommend that we buy the second hotel. There are three
reasons why | recommend this hotel. First, it is in a good location — close to the beach.
Second, it is aiready a popular hote! and finally, if we don't buy it, a competitor most

certainly will.

Stating sources and further reading
As well as statistics from different departments in our company, 'l used examples from several
useful professional journals such as Accountancy Now, Business Watchdog and Feonomics for the
Financial Planner. These journals have websites providing up-to-date information. I've produced
a list of addresses. If anyone wants a copy, I'll leave them here at the front.



Notes

As a final peint, let me raise a general issue.
You can also say:
To conclude, I'd like to introduce one final point,
As a final paint, I'd like to outline the projected
figures far the next quarter.

In my experience ...
Other phrases which can be used to
introduce your views:
In my (professional) opinion ...
Past experierice has taught me that ...

I think this proves the point that ...
Other useful phrases are:
Therefore, itis clear that ...

So, I think it'’s obvious that ...

... good customer service is the key to customer
loyalty.
This can also be expressed in the following
ways:
Goad customer service leads to/creates
customer loyalty.
Customer loyalty is the result of good customer
service.

.flosumup ...
There are a number of phrases that can
introduce conclusians, some of which are as
follows:
In brief/Finally/To conclude/

.. first I outlined the problem ...
Other useful language for summarising the
main points of your presentation:
! gave reasans for ..
| then presented two possiblg solutions
Finally, | recommended ...

We now need to decide which of these two
options is best for our business.
You can conclude your presentation by
stating what will need to be done in the near
future. Other phrases:
So, we need to make a decision about what will
benefit pur company most.
We need to introduce these proposals as soon
as possible.

... there are several advantages and
disadvantages.
Other phrases for introducing a similar
summary:
There are several paints an bath sides.
The pros and cons are as follows ...

The main disadvantage is the cost fo the firm ...
Other words for main are key and most
significant.

The key advantage is ...
The most significant disadvantage is ..

On the other hand, ...
On the ather hand expresses contrast. It is
usually used with the phrase on the one hand
to compare two contradictory points in a
discussion.
On the one hand we have a large number of
arders. (n the ather hand, we da not have the
staff to process them.

.. I recommend that we buy the second fioted.
Qther phrases for making your
recommendation:

1 suggest that we should buy ...
In my opinion we should buy ...

There are three reasons why I recommend this.
First, ... . Second, ... and finally, ... .
This is a summary of the reasons for your
recommendation and a reminder of your
main points.

Aswellas ..., lused....
Other similar expressions:
In addition to ..., | also used examples/data/
ideas from ... .

British/American differences

British American
car industry auto industry
summarising summarizing
labour labor




-@ Dialogues 2

Telling people how to contact you

A few of you may have questions after this session has finished. If you need to contact me, my
email address and work numbec are on the screen. Please feel free ta contact me. At wauld he:
luseful to have your feedback.

A final summary

Finally, the demand for this programme is increasing. Our desire is to become the market
leaders. We need to continue to grow and develop/and that means improving customer care,
[continuing to focus on quality and increasing our customer base. We will be the market
teaders. Let's pull together to achieve this goal!

Thanking people for listening

Finally, Fd like to thank you all for taking time out of your husy day to listen to my presentatiof
this afternoon. | hope you will have found it useful. The important thing now is to introduce
these new systems and procedures into the work place.

An informal ending

Well, F've covered the points | needed to present today and the time is now up. Thank you for
listening.MWe just have time for a few questions. Would anyone like to raise any points?

Ending on a positive note
This company has only been in existence for four years and yet we have achieved so much.
This achievement has come from all the hard work and the commitment of both management

and staff. We have a bright future, so let's work together and see this company achieve its full
potential.

Ending with a final thought

Today we have focused a lot an the company and where we want to be in the future AVhat we
Jmust remember is that our competitors also want to grow and we need to monitor their
strategies and progress.

Ending with a quote
Taday | have outlined our plans for the future development of the company. Our plans are
ambitious and we are in no doubt that our goals can anly be achieved by hard work,

commitment and a little luck JAs Thomas Jefterson said, 'l find the harder ! work, the more luck
| seem to have.’ So, let's get out there and make a real difference.




Notes

Please feel free to contact me.
Other similar expressions include:
You're welcome ta getin touch.
I'd be happy for you to speak ta me.
Please email me if you have any questions.

It would be useful to have your feedback.
If you want to hear what people have to say
about your talk, you can use these
exprassians:
'd welcome your comments.
1I'd value your thoughts on this presentation.
Please complete the feedback form.

... and that means improving ..., continuing ...
and increasing ... .
When making @ recommendation, you may
want to give a list of key points. These points
can be expressed using that means + the -ing
farm of the verb.
We need to improve results and that means
selling mare products, getting more customers
and ancouraging existing custamers ta return,

... I'd like to thank you all for taking time out of
your busy day ta listen to my presentation ...
Thanking people can be a good way of
ending a talk. Many people like 1o finish by
thanking the audience for coming.
Some simple examples:
Thank you far listening.
Thank you for your attention.
It was good to see you all here.
Many thanks for coming.

... I've covered the points | needed to present
today ...
Other useful expressions for finishing:
That sums up my description of the new
proposal.
That's the ptan in theory. Now let’s go and put it
into practice.
|t's better not to use abrupt expressions like
That's jt! or That's alll

We just have time for a few questions.
If time is short, you can let people know this
by using words like just, a few, one or two or
quick.
There’s time for ane or twe questions.
We have time for just one more quéstion.
Are there any quick questions or commenis?

We have a bright future, se let’s wark
tagether ...
Other optimistic statements to inspire your
listeners!
This has been a great year. | know that you've
all worked hard to achieve this. Well done!
This year is going well. We still have a ot of
wark to do, but we're going in the right
direction.

What we must remember is that our competitors
also want to grow ...
You can use must to give a strong
suggestion. Other ways of making
suggestians:
We need to remember ...
It is important that we don't forget ...

As Thomas Jefferson said, ...
Other ways of introducing a quotation:
In the words of Gandli, ...
To quote 2 well-known business leader, ...
As Bill Gates once said, ...

British/American differences
British American
programme program

(As on p11 - British English uses programme
when referring to a programme of events or a
television programme but program for anything
relating to computers.)
} hape you wilt have
found it useful. useful.
focussed/focused focused

Note: focused can be spelt either way in British
English but only with a single 5in American
English.

I hope you have found it




Practice

1 Complete each sentence by choosing the correct verb from the box.

Make sure the verb is in the correct tense and agrees with the subject.

Fsum listen remember cover use have be improve quﬂ-?f@

outlived three problems with the system.
a Wejust .. time for a few questions.

EXAMPLE: To sumup, |.

b I'wantto thank you all for

LR A B SRR

LT e examples from some well-known professional journals.

=
b=
2
=l
H
=
3
2
3

.................... is that our competitors also have a plan.

We need to increase sales and that means . .......... ~........customer service.

o @

Well, I'vessnamssmanves the points | needed to present today.

2 Decide whether the sentences below are correct or not. Put C if they
are correct and [ if they are incorrect. Try to correct them.

EXAMPLE: A There are several pmntsoﬁ\hoth sides.

/- There's just time of one or two examples.

b ... There are pros and cons on both sides.

rig— As last point, let me raise a general question.

(| R 0On the hand, there are several advantages.

- In my experience, numbers usually drop at this time of year.
[ J—— There are three reasons for | recommend this.

s We need to increase sales and that means improving guality.



3 Complete the following sentences with the best preposition
from the box.

; .
into for as with in o of up

EXAMPLE: | want to finish .. oy ... . thanking you all

1 Sotosum.......... . | have presented three solutions.

2 Lletsputtheplan.......... practice.

3 Pleasefeslfreetoget.......... G611 ]| AR me.

4 |'dbehappy.......... you to speak to me,

5 Customer loyalty istheresult. ... .... good customer service.

- N George Burns ance said, ‘Don’t stay in bed, unless you can make more
money in bed.’

4 Match a phrase or sentence on the left with a phrase or
sentence on the right.

| think this proves the point that

First, | outlined the old system;

Finally, I'd like to to the organisers of this event.

| recommend the third optian. then, | explained the advantages of the

If you need to get in touch with me, new system.

That sums up my description lower prices mean higher sales,

A special thanks There are two main reasons for this.

There's just time my email address is on the screen.

thank you all for listening this afternoon.

of the new proposal.
for a few quick questions.

[N« (IR L NI IC R C R
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5 Complete the following concluding paragraph with appropriate words
from the box.

recommend with suf decide time listening
then just thank up next solutions third

So,to @ SuMm, . @ ... , | explained the problem @ ....... ... the existing system and
@D presented three possible ® . ........... ... The first solution requires new
equipment, the & ... ....... solution needs more staff andthe @ .......... solution needs &
complete change of strategy. \We now needto @ .. ..... ... which solution we witi setect. |
L the third solution because it will benefit the company for longer.
Finally, I'd like to @ .......... youfor@ ... .......... this afternoon, @ ... ... ... is

nearlyup, sowe @ .. ... ..., have a few minutes for questions.




6 Choose the best word to complete each sentence.
EXAMPLE: | have . GOVEveA . the points | needed to.
a cowaTEd b spoken © wanted d advantage

i This proves the point that customer service isthe ., ... .............. to customer
loyalty.
a move b reason c cause d key

i Aswell as pros, there arealso.......... T
acons b compromise c advantages d negative

i We have some timefora.................... questions,
a little b few ¢ many d much
v Let's work together 1o sge our COMPany .................... its potential.
a achieve b declare c reward d succeed
L [ disadvantage is the time it would take.
a small blarge ¢ main d certain
L B e e e of a well-known philasopher, ...
a guotes b words ¢ murmers d said
vii Arethereany ... ................ questions ar camments?
a fast b few ¢ quick d less

AT B V3 T3] [ e e
a real bidea ¢ sum d theory




Glossary

1 Getting Started

Dialogues 1 Your language

It's good to have Miguel Ferreira here.

Thank you Paul. It's great to be back.

Hello. Thank you all for coming.

Please help yourselves.

Right. If everyone’s ready, let’s start.

As you all know, I'm the Head of the
Design Department.

I'm talking to you today as the manager
of the team.

By the end of this session you'll know
about the new product.

How do we avoid problems?

| read something interesting the other day.

Dialogues 2
Sam asked me to present my ideas.
Today I'd like to present a solution.

| hope that you'll give your ideas and comments,

If there is anything else yau'd like to bring up, ... oo viinnt i
we can talk about it at the end.
First, I'd like to outline the main areas of growth.
If you have any questions, please feel free
t0 stop me.

I'll leave fifteen or twenty minutes at the

end for questions.

Please take one.
| have a handout with the main points of

my presentation.




2 Moving on
Dialogues 1 Your language
We must ask ourselves these questions.
I'll answer each of these questions one
by one.

The first problem is call-response times.

That's an overall look at the marketing
campaign.

Now, let’s take a more detailed look.

There are three options.

We can continue as we are.

In my opinion, we are in a strong financial
position.

If we build now, we will be ready for the
expansion.

| said earlier that security wasn't very
good [ast year.

I'd now like to change direction.

Dialogues 2

Unfortunately, the number of new customers
was below target.

The good news is that we've nearly doubled
sales.

OTC stands for over-the-counter drugs.

That's the time it takes someone to answer
the phone in our call centre.

In short, we need to improve our customer
service,

We will produce the new software.

We may find ourselves marketing it in
a different way.

To sum up, last month's sales doubled.

This is excellent for this time of year.
Next I'd like to move on and look atthe sales. .. ... ..ot i




3 Numbers
Dialagues 1 Your language
Sixty-nine per centof male shoppers. s
Two-thirds of the people said thatthey ...
kEPhBRBAEEBIE =~ =00 0 cmsssesressssesseesianemie
We hope to have 1530 in nine schools. s
The temperature must be between 4.3° Y T T A A
and 5.6° centigrade.
We'll make a loss of €50 000 this year.
Next year we expect to break even.
We expect to make a profit.
You can see this number in the third
column: - 50 000.
Around 300 people answered our questionnaire,
About 30 per cent were between eighteen
and forty.

Dialogues 2

The chart shows a significant rise in the
numberofeemipaniess = =000 ossssessnaasesssemiscamass s

This year the number has gone up to SBVENTY. ...ttt

There has been a decrease in the number
of people with more than one child.

The number of children going to primary
school will also fall.

The number of staff has stayed the same.

Sales of Brighter Smile toothpaste peaked
in May.

Sales are still below prediction.

There'll be a dramatic rise in private
L e m RS aap——
Sales dropped dramatically, .. A
Sales began toincrease gradually.
Sales stayed more orless the same. L




4 Visual Aids
Dialogues 1 Your language
Yau can see from this slide that 'm gaing ta

cover three points.
I'll leave this up as | talk.
On the next slide you can see the new model.

Let's look at these figures more closely.

It's interesting to note that the increase in
sales happened after our campaign.

I'll do a quick break down for you on the
flipchart.

Let me find the relevant slide.

The projector doesn't seem to be working.

Does anyone know how it works?

I'll adjust it. Is that better?

Dialogues 2

This graph shows our sales figures.

The vertical axis represents sales in
Australian dollars.

Each line on the graph features one of
our top brands.

75 per cent of people still use
acarl.

The most popular form of public transport
is still the car,

The apartments are at the bottom near
the beach.

First, the customer places an order.

The salesperson then sends the order
1o dispatch,

This table shows the extra features.

The models are listed here in the top row.

As you can see, our up-to-date security SYSIBM ... ..o
does not come with the Cheetah 1.4L. ... e




5 Problems and questions
Dialogues 1 Your language
Where was I? Let me summarise the points ... i

adaimbeforetcontiniey, ™ =000 s e s

Whats theword Friloaking for? 00000 s e s e e s e
Let me try again.
I'm sorry, | can'tfind it.
Let me describe the key points 1o you.
I'm sarry but time is nearly up.

Unfortunately, time wan't allow me to explain
all the details. E
Oh, I should have said earlierthat we already . ............... ... ...... e .
have €120 000.
Let me go back and explain how the maney .o

became available.
What | should have said is that we have
doubled sales this year.

| wanted to give you a copy but the copies

did not arrive from the printers intime. ... . i

Dialogues 2

That's a good question and one that I'll be
answering later in my talk.

I'm sorry, could you rephrase your question
please? e

Shall | explain what I've based my figures on?

That's not really part of today's discussion.

I'm afraid it's not a topic for me to discuss.

| suggest you speak to sameone in the Human
Resources department about that.

I'm afraid | can't give you a full answer now.

Well, actually, all my facts are from company

records.
You're welcome to come and check the figures ..
afterthepreseBntation: 00000 cissesssseemen sacsetee e




6 Concluding
Dialogues 1 Your language
As a last point, let me raise a very general problem.
In my experience, customers stay with the
company if we give good service.

Good customer service is the key to customer
lovalty.

First | outlined the problem, | then presented
two possible solutions.

We now need to decide which of these two
options is best for our business.

There are several advantages and disadvantages.

The main disadvantage is the cost to the firm.

On the other hand, the advantages are increased

income and increased market share.

| recommend that we buy the second hotel.

There are three reasons why | recommend this.
First, ... . Second, ... and finally, ... .

As well as statistics, | used examples from
several useful professional journals.

Dialogues 2

Please feel free to get in touch.

It would be useful to hear your feedback.

That means improving ..., continuing ...
and increasing ... .

I'd like to thank you all for taking time out of
your busy day to listen to my presentation.

I've covered the points | needed to present
today.

We just have time for a few questions.

What we must remember is that our competitors
also want to grow.

As Thomas Jefferson said ... .




Answers

1 Getting started

1 lc 2d 3g 4e 5b 6a 7h 8f
2 ahave bopresent ctake dlike eleave fintroduce
3 aon bby cfrom dat eon fBy gas
4 1 | have a handout with the main points of my presentation.
2 I'm here to explain customer care.
3 Good morning. I'm Mohammed from the Malaysian office.
4 | read something interesting the other day.
5 To begin with, I'd like to outline the proposal.
6 As I'm sure you know, I'm the project leader.
5 aget bworry chelp dfree edescribe ffocus
6  Possible answers
1 Thank you. I'm glad to be here.
2 If we're all here, let's begin. / If everyone's here, I'll begin.
3 Please take & handout.
4 First, I'll explain the problems with the old process. After that, I'll explain the new
process.
5 | plan to leave time for questions at the end.
7 1herefready 2let's 3from 4know 5 glad/happy/pleased 6like 7 present/outline
8 First 9 Then/Next/After that 10finally 11time 12have 13take
2 Moving on
1 1¢ 2d 3b 4d 5b 6¢c 7a
2 1g 2e 3a 4h 5c 6b 7d 8f
3 i Inoatherwards i First i Next; Second v Third: Finally v For example vi As a result
4 aWhat bHow cDoes dWhy eHow fWhere gWhy
5 1were 2explained 3had 4sold 5mentioned
6 1 What do you know about our new praduct?
2 How can we increase sales?
3 Who is going to buy our product?
4 What is the new product?
5 When can we complete the changes?
6 Where shall we start?
7 1lthink 2lInshert 3Asaresultofthis 4 Again 5 Forinstance




3 Numbers

1

1 (a/one) quarter of all shoppers

2 forty-five dollars {and) seventy cents

3 seven-gighths of all men

4 thirty-five per cent of children

5 minus sixty-five point oh two

6 four hundred and twenty-three thousand
7 twa thirds of the population

8 two hundred and forty-three

a More than bthan cover dJustunder/lessthan e Roughly/around
f Less than/just under

1 Sales stayed the same.

2 Sales dropped dramatically.
3 Sales declined steadily.

4 Sales peaked.

Possible answers

a Sales of Stay Fresh washing powder fell sharply.

b Ticket sales rose significantly.

¢ The number of dog owners decreased gradually.

d {The number of) complaints doubled.

e Petrol consumption dropped steadily.

f The number of private cars increased dramatically.
g (The number of) sales levelled out.

aito iirosefincreased iiitorisefincrease ivin vout viwas vii peaked
b iprediction i made iii break ivexpect v profit
¢ ipredict Tinext niin jvless vas vifollowing

4 Visual Aids

= oW N

aon hin cat dof eat fon g across
1f 2a 3i 4h 5c¢ Be 7h 8g 9d
aleave bare cbought dlook esee fadjust gplaces hsends

a 4 Finally, if the programme is correctly installed, it will ask you to restart your
computer.
2 Then, they load the new software.
1 First, the customer switches on their computer.
3 Next, they should run the test programme to make sure that the programme is
correctly installed.

LA ddbs tataiad iy



b 3 The next s shopping.
4 The third most popular is playing computer games
[he pie chart presents the most popular activiues for yaung people
As you can see, the most popular is going to nightclubs and bars.
Therefore you can see that our productis well placed i the market

1

2

5

2 Inthe first quarter, sales of the Aztec range rose sharply
4 In the third guarter, sales levelled out.

1 Let's look at the figures mare closely.

3 Butthen szles took 4 dip in the second guarter.

3
5
2
1

You can see that the departments are |isted across the top in the first row
If you look ¢losely you'll see that the stalf dig much better this year.
It shows the results of the company language test.
Take @ look at this table.
4 and the names of those who took the test are listed on the leftin the first column

1 Let's look more closely at these figures.

2 Yau can see the table an the next slide.

3 I'll do a break down far you.

4 You may have noticed that sales peaked last month.
5 The MAXI 22 is the least popular model.

a horizontal bnote clater dadjust eon frepresents

5 Problems and questions

1
2
3

ahappy bafraid crephrase d mistake eprefer fshall greally
1d 2h 3e 4g 5b 6c¢c 7f 8a

al of should be for

b C

T | shortly should be briefly

dl Jittle should be few

el

fl do should be try

gC

hi should [ should be / shauld

a 5 Right, yes and now I'll outline the action points
3 Sofar, l've presented the survey resulis.
1 OK. Where was | up to?
2 I'lljust recap the points I've already presented.
4 l've also explained how this apphies to the five-year plan.



So, for now, I'll describe they key features to you.

The company has now bought a building for the new project.
| wanted to show you the plans but they have not arrived yet.
When they do arrive, | will send you all a copy.

But in May things improved.

OK. You can see that in March sales were down.
What's the word I'm looking for?

There was a in fact a sharp ... um ...

What's the word for go up?

o
W = s N = W

Well, that is an overview of sales for this year.

Does anyone have any questions?

If anyone does have questions, I'm happy to talk to people individually.
So, now we have ten to fifteen minutes for questions.

Any questions at all? No?

5 1b 2d 3a 4g 5e 6c 7f

6§ 1 Letme conclude with this last paint.
2 Let me describe the key points to you.
3 | suggest you speak to the finance department about that.
4 I'm actually going to talk about that |ater.
5 | planned to bring handouts but the photocopier wasn't working.
6 I'll write the main figures on the flipchart.
7 Let's look more closely at these figures.

PO L

=

6 Concluding

1 ahave blistening cAre dsums eused fremember gimpraving h covered

2 al of should be for
b C
cl As a last point
dl On the ather hand
eC
fl for should be why
g C
3 lup Zinto 3in;with 4for 5of BAs

4 1le 2d 3h 4f 5g fa 7c Bb

5 1sum 2up 3with 4then 5solutions 6next 7third 8decide 9recommend
10 thank 11 listening 12 Time 13 just

6 id iia iiib iva vc vib viic viid




