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PERSONAL SKILLS

Mother tongue(s)

Other language(s)

Communication skills
Organizational / managerial skills

Job-related skills

Digital competence

Other skills

Driving licence

ADDITIONAL INFORMATION

Publications

Presentations
Projects
Conferences

Seminars

ANNEXES

Curriculum Vitae

Replace with First name(s) Surname(s)

UNDERSTANDING WRITING
Listening Reading Spoken interaction | Spoken production
Levels: A1/A2: Basic user - BL/B2: Independent user - C1/C2 Proficient user
Common European Framework of Reference for Languages
SELF-ASSESSMENT
Information o Content Problem
. Communication ) Safety )
processing creation solving
Levels: Basic user - Independent user - Proficient user
Digital competences - Self-assessment grid
||
|
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Opposites — more adjectives

Write down the opposite of each of the words on the left. Choose from the ones
on the right. Number 1 has been done for you.

YWrite down a synonym for each of the words on the lefi. Choose from the ones
on the right. Number 1 has been done for you.

Igled ... ha?Py ---------- silent 1 strong ...... W{’llk .......... depressed
2 nice i happy 2 PEMBEOVS = mn. s mNEEF KA FEREWERE 68 noisy

3 worderful L. amusing 3oexciting L lazy

$ awfll 0000 sicseremrrrases sameemens boring 4 iNNOCent L. mean
SStran'ge ........................ rude 3 quiet e poor

6 véry big inexpensive 6 simple e smooth
7 optimistic L. good-looking 7 hard-working .. ... sober

8 funny terrible 8 careful e boring

O handsSOme . marvellous D ABED 0 ke emwe i imssRsEEns s attractive
IO dull 00 cissessiwmisssssassninses hopeful 10 rough L complicated
11 impolite .. simplé 11 sharp e weak

12 intelligent . ic, . it s huge 12 wealthy ... careless
I3 guiet 00 fiswsc smsssmmsiemmws sans peculiar L3 BElV 0000 sis i immesi samns imees 64 6s shallow
14 easy e clever 14 happy e guilty

15 cheap pleé&mt 5 drunk . blunt




THE CONVENTIONAL ORDER OF ADJECTIVES
a) Opinion V Fact
When we place multiple adjectives before a noun, the conventional order is opinion first,

then fact, e.qg.

OPINION  FACT

Expensive  French restaurants
Elegant leather shoes
Delicate blue-and-white porcelain

b) Fact Adjectives
The conventional order of fact adjectives is:

SIZE SHAPE AGE COLOUR ORIGIN MATERIAL

e.g. miniature green jade figures
large square multi-coloured silk scarfs
antique bronze statues

small brown German cars

c) Now put the words below in the conventional order.

i) arectangular table wooden [arge ..o
i) blonde straight loNg hair ....... ..o e
i) around Tibetan SMall tEAPOL ........euii e
IV) @ SIIK red DIOUSE NEW ... e

V) anlegend ChiNESE AaNCIENT ..o e e e ea e

d) Adjectives and nouns which are used like adjectives to indicate the type or class of the
main noun are placed next to the main noun.

i) A football player i) A guard dog i) A sports car
rugby guide racing
basketball sheep family

tennis rescue police



m Put the adjectives in brackets in the correct position.
a. beautiful round wooden table

1

O ~NOUV A WN

o

10
11
12
13
14
15
16
17
18

a beautiful table (wooden / round)
an unusual ring (gold)

an old house (beautiful)

black gloves (leather)

an American film (old)

a long face (thin)

big clouds (black)

asunny day (lovely)

an ugly dress (yellow)

a wide avenue (long)

a lovely restaurant (little)

aredcar (old/ little)

anew sweater (green / nice)
ametal box (black / small)

abig cat (fat/ black)

long hair (black / beautiful)

an old painting (interesting / French)
an enormous umbrella (red / yellow)



ADJECTIVE / COMPARATIVE / SUPERLATIVE

1) SPELLING: adjectives fall into six categories

i High Higher The Highest
Clean Cleaner The Cleanest
ii Large Larger The Largest
Late Later The Latest
iii Big Bigger The Biggest
Hot Hotter The Hottest
v Dirty Dirtier The Dirtiest
Shiny Shinier The Shiniest
% Good Better The Best
Bad Worse The Worst
Far Farther The Farthest
Further The Furthest
Some More The Most
Less The Least
Few Fewer The Fewest
Vi Expensive More Expensive  The Most Expensive
Famous More Famous The Most Famous

2) Video Comprehension:
Watch the Top Gear video: https://www.youtube.com/watch?v=h8R7kZGvAUk

It's petrol vs petrol vs petrol vs electric as the new Tesla Model 3 Performance takes on the BMW
M3, the Mercedes C63 S and the Alfa Romeo Giulia Quadrifoglio in a drag race and handling tests.

The Tesla Model 3 Performance
The BMW M3

The Mercedes C63 S

The Alfa Romeo Giulia Quadrifoglio

3) Now compare the four cars above using the adjectives shown below:

Fast, noisy, manoeuvrable, comfortable, good handling, quick, far, stylish, good-looking, beautiful,

nice to drive, agile, nimble, lazy, soft, ugly, economical, good/bad for the environment.


https://www.youtube.com/watch?v=h8R7kZGvAUk

MAKING COMPARISONS

Adam Bill Charles David
20 30 20 15

Adam is older than David

Charles is younger than Bill

Bill is the oldest

David is the youngest

Adam is as old as Charles

David is not as old as BiIll

Now make comparisons between the TESLA Model X and the Dodge Challenger Hellcat using adjectives like:
fast clean economical good-looking expensive fashionable heavy spacious

cool far technologically advanced noisy large family-friendly  big



‘SPEAK OUT: INTERMEDIATE’ Unit5 TOP GEAR

‘Top Gear Top 40: #45 - Parkour vs Peugeot’

https://www.youtube.com/watch?v=FMh7hw5Kkco

1) Which sport do the ‘two young men in silly trousers’ practise ?

2) How does James May describe the new Peugeot 207 ?

3) How does it differ from the previous version of the 207 ?

4) How far is it from the edge of Liverpool to the Liver Building in a car ?

5) What was James May’s average speed throughout the race ?

6) Who won the race ?



5 AWho's who?

Here are six people plus some information about them:

Peter

Peter is a year older than Sally.

Mary is fatter than both Julie and Sally.

John is twenty-one next birthday.

The tallest person is a year younger than John.

Julie is the oldest — she is three years older than Mary.

Student B also has information about the six people. Work together to see
if you can work out their names and their ages. (Write them in the boxes.)
You are allowed to read out the information you have about the six people

but you must not let Student B see your book.



5 5 Who's who?

Here are six people plus some information about them:

Sally is the youngest.

Peter is taller than Mary but shorter than Mike.
Mary is fatter than both Sally and Julie.

Julie’s hair is longer than Sally’s.

The thinnest person is only 16.

Student A also has information about the six people. Work together to see
if you can work out their names and their ages. (Write them in the boxes.)

You are allowed to read out the information you have about the six people
but you must not let Student A see your book.




15.2 Outstanding features large long wet old T

Fill the gaps with superlative forms. high deep warm great important

Use words from the box.

The ) lake in Britain is
Loch Ness (229 m). It’s also the
............................ , because of the ‘Loch

Ness monster’.
The red deeris the ...

wild animal in Britain. It lives
mainly in the Highlands of Scotland.

The o mountain in
Britain is Ben Nevis (1343 m). |

Britain's .o football
stadium is Hampden Park, in
Glasgow. It can hold around

65,000 people. Scotland's oo poet

was Robert Burns (1759-96).
He wrote many poems in
Scots dialect.

The place in Britain
is the Lake District. It has about
440 cm of rain a year.

Britain's .o place name is 6?

Llanfairpwllgwyngyllgogerychwyrn-
drobwllllantysiliogogogoch.
It's a small village in Wales.

The English writer,
William Shakespeare, was born in
Stratford-on-Avon in 1564. His
............................ play is probably
Hamlet.

The ... R
university in Britain
is Oxford. It was
founded in 1167.

1
4
o)

The River Severn is the
............................ river in
Britain (354 km).

Chepstow Castle is the
v, CASEle in Britain.
It was built in 1067.

Penzance, in Cornwall, is the

............................ place in Britain. The
average temperature is |1.5°C.



JOB INTERVIEWS

DISCUSSION:

1) How should you prepare for a job interview?

2) What sort of questions do they ask candidates at a job interview?

3) How should you behave at a job interview?

Man at Work

‘John Peter Sloan - Speak Now! For Work 2/20’ 3.487-10°.50” only
https://www.youtube.com/watch?v=EvsYd9zydEg

1) What sort of job is Andrea Lanza applying for?

2) What experience does he have?

3) Why did he leave his last job ?

4) How did Andrea find out about the job vacancy?

5) What questions does Andrea have?

6) What is the salary that Andrea asks for?



How to describe yourself
in an application letter
and/or a job interview:

Accomplished
Accountable
Adaptable
Adept [at
something]
Ambitious
Analytical
Articulate
Assertive
Attentive
Authentic
Balanced
Bilingual
Brave

Calm

Candid
Capable
Careful
Cheerful
Collaborative
Committed
Communicative
Community-
minded
Compassionate
Confident
Conscientious
Consistent
Constructive
Cooperative
Courageous
Creative
Cultured
Curious
Customer-focused
Daring
Decisive
Dedicated
Dependable
Detail-oriented
Determined
Diligent
Diplomatic
Direct
Discerning
Driven
Dynamic

Easygoing
Efficient
Encouraging
Energetic
Enterprising
Entrepreneurial
Ethical
Experienced
Extroverted
Fair

Fast

Fearless
Flexible
Friendly
Genuine
Goal-oriented
Hardworking
High-achieving
Honest
Imaginative
Impartial
Independent
Innovative
Integrity
International
Introverted
Inventive
Judicious
Knowledgeable
Leader
Level-headed
Loyal

Mature
Mediator
Methodical
Meticulous
Mindful
Motivated
Multilingual
Objective
Observant
Open-minded
Optimistic
Organized
Outgoing
Particular
Passionate
Patient
Perceptive
Perfectionist
Persevering

Persistent
Personable
Persuasive
Positive
Practical
Pragmatic
Precise
Proactive
Problem solver
Productive
Professional
Punctual
Quick

Rational
Receptive [to
criticism]
Reflective
Reliable
Resolute
Resourceful
Respectful
Responsible
Results-driven
Revenue-focused
Self-disciplined
Self-reliant
Self-starter
Sensible
Serious
Skilled
Strategic
Successful
Tactful

Team player
Tech-savvy
Tenacious
Thorough
Tidy

Tolerant
Trustworthy
Understanding
Unique
Upbeat
Versatile
Visionary
Worldly



The Big Five Factors Governing Your Personality

Five factors which describe how you interact with the world, who you are and how you live.

Openness

Conscien-

Neuroticisipp tiousness

Personality

INe)r e e able nESsEEx traversiol

Openness to experience: (inventive/curious vs. consistent/cautious). Appreciation for art, emotion,
adventure, unusual ideas, curiosity, and variety of experience. Openness reflects the degree of intellectual
curiosity, creativity and a preference for novelty and variety a person has. It is also described as the extent
to which a person is imaginative or independent, and depicts a personal preference for a variety of activities
over a strict routine. High openness can be perceived as unpredictability or lack of focus. Moreover,
individuals with high openness are said to pursue self-actualization specifically by seeking out intense,
euphoric experiences, such as skydiving, living abroad, gambling, etc. Conversely, those with low openness
seek to gain fulfillment through perseverance, and are characterized as pragmatic and data-driven—
sometimes even perceived to be dogmatic and closed-minded.

0 1 2 3 4 5 6 7 8 9 10

dogmatic consistent cautious curious inventive unpredictable unfocused

*

Conscientiousness: (efficient/organized vs. easy-going/careless). A tendency to be organized and
dependable, show self-discipline, act dutifully, aim for achievement, and prefer planned rather than
spontaneous behavior. High conscientiousness is often perceived as stubbornness and obsession. Low
conscientiousness is associated with flexibility and spontaneity, but can also appear as carelessness and
lack of reliability.

0 1 2 3 4 5 6 7 8 9 10

careless spontaneous easy-going flexible organized efficient  stubborn  obsessive


https://en.wikipedia.org/wiki/Emotion
https://en.wikipedia.org/wiki/Curiosity
https://en.wikipedia.org/wiki/Self-actualization
https://en.wikipedia.org/wiki/Peak_experiences
https://en.wikipedia.org/wiki/Peak_experiences
https://en.wikipedia.org/wiki/Self-discipline
https://en.wikipedia.org/wiki/Duty

4

Extraversion: (outgoing/energetic vs. solitary/reserved). Energy, positive emotions, assertiveness,
sociability and the tendency to seek stimulation in the company of others, and talkativeness. High
extraversion is often perceived as attention-seeking, and domineering. Low extraversion causes a reserved,
reflective personality, which can be perceived as aloof or self-absorbed.

0 1 2 3 4 5 6 7 8 9 10
self-absorbed solitary  reserved outgoing energetic attention-seeking domineering
*

Agreeableness: (friendly/compassionate vs. challenging/detached). A tendency to be compassionate and
cooperative rather than suspicious and antagonistic towards others. It is also a measure of one's trusting and
helpful nature, and whether a person is generally good-tempered or irascible. High agreeableness is often
seen as naivety or submissiveness. Low agreeableness personalities are often competitive or challenging
people, which can be seen as argumentative or untrustworthy.

0 1 2 3 4 5 6 7 8 9 10
challenging  suspicious detached cooperative friendly compassionate submissive
*

Neuroticism: (sensitive/nervous vs. secure/confident). The tendency to experience unpleasant emotions
easily, such as anger, anxiety, depression, and vulnerability. Neuroticism also refers to the degree of
emotional stability and impulse control and is sometimes referred to by its low pole, "emotional stability”. A
high need for stability manifests itself as a stable and calm personality, but can be seen as uninspiring and
unconcerned. A low need for stability results in a reactive and excitable personality, often very dynamic
individuals, but they can be perceived as unstable or insecure.

0 1 2 3 4 5 6 7 8 9 10
confident secure calm stable  sensitive nervous insecure excitable unstable
2 2

Now, try this Big Five personality test: https://www.outofservice.com/bigfive/


https://en.wikipedia.org/wiki/Stimulation
https://en.wikipedia.org/wiki/Compassionate
https://en.wikipedia.org/wiki/Cooperative
https://en.wikipedia.org/wiki/Paranoia
https://en.wiktionary.org/wiki/antagonism
https://en.wikipedia.org/wiki/Anger
https://en.wikipedia.org/wiki/Anxiety
https://en.wikipedia.org/wiki/Vulnerability
https://en.wikipedia.org/wiki/Neuroticism#Emotional_stability
https://www.outofservice.com/bigfive/
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Whilst Jocasta dispor
herself inthe pool........

The Si Onhot afternoons, Jocasta Wright, (an art student), SWIMS:
RLEITLIURINLIE & Belinda Weber (taking A Levels iri Svenn s Spanin), L02sta SWIMS
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CONDITIONAL SENTENCES: TYPES 1 & 2

FORM: Type 1
If + Present , Will / Shall + Infinitive without ‘to’

USE: Type 1 describes the real, probable or likely consequence of a
present and/or future action.

If you leave before ten o’clock, you will catch the eleven o’clock train.
Se esci prima delle dieci, prenderai il treno delle undici.

If you don’t hurry, you will miss it.
Se non ti sbrighi, lo perderai.

The vase will break if you drop it.
Il vaso si rompera se la lasci cadere.

| will get some more milk if there isn’t enough.
Prendero dell’altro latte se non basta.

Si usa il primo tipo quando ci si referisce a situazioni future che chi parla
ritiene probabili. “If you leave before ten o’clock” significa che € abbastanza
probabile che tu esca prima delle dieci.



FORM: Type 2
If + Simple Past , Would + Infinitive without ‘to’

USE: Type 2 describes the hypothetical consequences of a present and/or
future action which is either unreal or contrary to the known facts.

If we saved £5000, we would have enough money for a holiday.
Se risparmiassimo £5000, sarebbero sufficiente per una vacanza.

Si usa il secondo tipo quando si riferisce a situazioni che chi parla ritiene
possibile ma non probabile. “If we saved £5000” significa che e possibile
che noi risparmiamo questa somma, ma non & molto probabile.

If  were rich, | would travel around the world.
Se fossi ricco, farei il giro del mondo.

Si usa il secondo tipo quando ci si riferisce a situazioni irreali nel presente.
“If I were rich” significa che non sono ricco.



ENGLISH FITNESS 22

BUSINESS: | Apologize for the Inconvenience

VOCABULARY
“off the top of my head”
“...are on their way”

“shortly”

COMPREHENSION QUESTIONS:
1) Who has complained ?

2) What is her room number ?

3) What has she complained about ?

4) What does Miss Adams promise to do about it ?

5) What else is wrong with the room ?

6) What does Miss Adams promise to do about it ?

NB. When handling complaints (i) Say, “I'm sorry to hear that.” (ii) invite the caller to
explain what has happened (do NOT interrupt them); (iii) express sympathy; (iv) accept
responsibility (if appropriate); (v) apologize (if appropriate); (vi) promise action.



7 What’s the
problem?

Listening

Task 1 -‘H" "

=](©) Listen to two phone conversations and take notes on the message
pads.
1 2
[] [ e
Calle I [ City Pizzas Wi ¥
Address
i ' S R Caller ___
T R o Order no: 10964/32 (Monday 11 July)
(e higen o DEc SN LT pizzas
Delivery: 21July, 1230,
AR U i 1 i Downtown Studio
: Notes




1]

Task 2

2 Listen to the calls in Task 1 again. Decide if the statements about the

calls are true (T) or false (F).

1 The customer adviser checks the caller’s postcode. T/F
2 The magazine comes out every month. T/F
3 The magazine probably got lost in the post. T/F

4 The caller hoped the missing pizzas were about to arrive. T/F
5 The caller couldn’t understand how the mistake had been made. T/F

6 City Pizzas won’t charge the caller for the total number of pizzas
delivered. T/F

You will find the tapescript on page 101

What to say - what to expect

Read these useful sentences and make sure you understand them. Use a dictionary
to help you if necessary.

Checking up on problems

Person calling Person called

I'still haven’t received the order. What seems to be the trouble?
I can’t understand why there’s been a delay. Let me check the records.

I’ve been waiting for seven weeks now. It’s obviously our mistake.

Can you check up on it, please? I’m very sorry about that.




Unit 7 What's the problem?

Task 3

Complete the sentences with words from the list below. Use each
word once only.

1 I’'m phoning you about a matter.
2 You can’t have packed it properly; the package was already
when it was to us.
3 We expected a much higher standard of
4 I'mringing to say how I'was by the final result.
5 Icanonly on behalf of the company.
6 I'm afraid there’s been a ; your order was

dispatched to the wrong address.

7 We haven’t received the parts from our supplier, so there’s inevitably
a in your order.

8 We're very sorry for the

processing mix-up inconvenience delay service
apologise delivered  disappointed serious damaged
Task 4

Choose the best responses.

1 Can you explain why the consignment has got stuck at customs?
a So we can collect it, can we?
b We’re not sure yet why it has been delayed.
¢ You mean they've stamped it.

2 It will be delivered by the courier company we always use.
a It’s very fragile.
b Will they be here soon?
¢ Are they reliable?

3 I'll have to make a complaint.
a Yes, please do.
b When can you make it?
¢ Ifyou see them, tell them.

4 I’m sorry to have to report that it isn’t acceptable.
a Who's done it?
b We need better service.
¢ You'll have to put in a complaint.



5 There’s been a bit of a mix-up.
a Why did you disturb it?

b I'm sorry everything is in the wrong place.

¢ What's the problem?

6 I'll try to get things moving as quickly as I can.

a The sooner you go, the better.
b I'd appreciate that.
¢ Don’t move things without telling me.

Task 5

Listen to the phone conversation in Part 1 and complete the table.
Then listen to the phone conversation in Part 2 and complete the

notes on the message pad.

Caller | Reason for complaint

‘ Next step

Quicklink Couriers

Fast Fax Central Service :De_Par*tmant - Complaint (9 March)

Ref. No. RZ2984/W5¢

We colected fax machine from Fast Fax Central on: (1)
Driver tried to deliver fax mackine on: (2)

D driver leave card for customer] 3) .

Now we must ring customer to arrange convenient time gor

()it s NI :

What to say - what to expect

Read these useful sentences and make sure you understand them. Use a dictionary

to help you if necessary.

Making and handling complaints (1)

Person calling
I’'m afraid I have to make a complaint.
It’s very inconvenient.
The standard of service was unacceptable.
We should have been warned there was

a problem.
I think we’ll have to ask for a refund.
What are you going to do about it?

Person called

I’'m very sorry to hear that.

I’'m very sorry about the delay.

I'll find out what has happened and ring
you back.

I shall make a full investigation into what
went wrong.

I appreciate your position.

I can only apologise.




Task 6

> e

—_

2
I\&) Listen to the phone conversationinPartland [=i——-—m87-————— B}
decide which email is the best record of what -
was said. Then listen to the phone conversation L M h_dartmez_
in Part 2 and answer the questions. e | Exhibition requirements
= Dear Kathy,

What's the problem?

O

[Kathy Martinez ]

 [Exhibition requirements

Dear Kathy,

Following our phone call, I'd like to confirm that
we want to book 58 square metres of spacein
the hall. We would like a central unit: a middle
section with three walls and a pillar.l look
forward to seeing you when | arrive on 7 May.
Best wishes,

Ben Rushton

Following our phone call, I’d like to
confirm that we want to book 48 square
| metres of space in the hall. We would
like a central unit: a middle section with
three walls but no pillar. | look forward
to seeing you when | arrive on 7 May.
Best wishes,
Ben Rushton

T
]

[p]

NIK

1 Where is Ben Rushton calling Kathy Martinez from?
2 What is wrong with the space Ben has been given?

3 Whose fault is it that the mistake was made?
4 How does Kathy resolve the problem?

5 By way of an apology, Kathy offers to help Ben in two ways.

What are they?

Task 7

Caller ‘ Place called | Complaint 1

2 Listen to the phone conversation and complete the table.

‘ Complaint 2

| Complaint 3

Listen again and answer the questions.

1 How long was the conference held by City Management Services at

the hotel?

2 How many people from City Management Services stayed at the hotel?
3 Which of the three things the caller complains about was the most

important and why?
4 Did the conference manager know about the

problems City

Management Services had experienced before the caller rang to

complain?

5 By how much will the invoice be reduced by way of an apology?

ou will rnna the tapescript on page 1uo.




What's the problem?

Task 8

Complete the conversation with sentences from the list below.
Use each sentence once only.

e eIy N QL Oy TR

B oge B e b

POWO®E QP OE Q> >
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Well, I'm afraid we’re having problems with some of the parts
you’ve sent us.

4

Yes, that sounds like the right department.

Technical Services. Jorge Casso speaking.

6

Good morning, Ms Peuser. How can I help you?

7

Do you have the code numbers for them, Ms Peuser?

I'll put you through to Jorge Casso then.

I’'m afraid he’s away from the office.

Yes, they’re all from the DE1065 range.

Oh, hello, my name’s Claudette Peuser, I'm from Tyson-Scotts.
Well, I'm afraid they’'re not exactly the right dimensions.

CTK Electronics. Good morning.

Not until next week, I'm afraid. Can somebody else help you?
That’s right.

Well, we bought some special parts from you and ...

I see. Technical Services should be able to help you.



Unit 7 What's the problem?

Language study

Task 9 Apologising

It is sometimes necessary to apologise because someone has not
done something that they should have done. Study this example.

The consignment was delayed at the customs. (send/more
documentation)
I'm sorry. We should bave sent more documentation.

Now apologise in a similar way in these situations.

1 The hotel rooms weren’t clean when the guests arrived. (check/ready)

2 Nobody told us there was a problem. (we/warn you/about delay

3 You sent our parcel to the wrong address. (check/your order)

4 Two of the three boxes arrived damaged. (pack/properly)

5 There was no instruction manual. (put/in the box)

6 The contract wasn’t included with everything else.
(check/envelope/before sending it out)

Task 10 Getting things done-

You will often need to say that you will get another person to perform
a service for the person you are talking to. Study this example.

The room you put me in isn’t clean.
Ll bave it cleaned for you.

Now change these sentences in a similar way.

1 Are you sure this invoice is correct? (check)

2 The photocopier isn’t working properly. (fix)

3 There may be some letters for me. (forward)

4 I'd like some information about the latest model. (send)

5 We need the parts as soon as possible. (dispatch at once)

6 I've left my luggage in the conference room on the 10th floor. (bring
down)



What's the problem?

Task 13 Role play

Work with another student when you do this exercise. Agree which
of you is Student A and which is Student B. Student A has
information on this page, Student B on page 76. Sit back to back.
Student A should now ‘call’ Student B. When you have done the
calls once, change roles.

You are a colleague of Tony Martin at Fast Fax Central Service
Department. Tony has had to go home suddenly and has asked you to
make an urgent call on his behalf. He had promised to ring Vera Steiner
back as soon as possible to explain why there had been such a delay in
receiving her repaired fax machine. Tony had discovered that it was
Quicklink Couriers’ fault. You know Ms Steiner is very angry and has
been very inconvenienced. Explain that Quicklink Couriers will call her
to apologise and fix a convenient time for delivery.

You work at Quicklink Couriers, and are in charge of customer
liaison. You have learnt about the problem when one of the new drivers
forgot to leave a card saying he’d tried to deliver a repaired fax machine
to a customer of Fast Fax Central over a month ago. You now have to
ring the customer, Vera Steiner, to apologise for the driver’s mistake,
and to arrange a convenient time for the fax machine to be delivered.

You are a colleague of Ben Rushton, who 1s busy with a customer at
the moment. [t’s the second day of the exhibition, and Ben has asked
you to ring Kathy Martinez, of Exhibition Organisers, who have made
all the arrangements. Ben had ordered a buffet lunch for 35 people at
the stand, to be ready at 12.30. It is now 1 p.m. and there is still no sign
of any food or drink, or any waitresses. You are getting increasingly
concerned, as you have invited several important clients to the buffet,
and they have already arrived.



7 What's the problem?

You are staying in Vera Steiner’s apartment all this week. Vera has
had to go out for a short time to send some faxes and post some parcels.
You overheard the phone call when Vera rang Fast Fax Central to find
out why her fax machine was taking so long to be repaired. She has
already explained to you how frustrated she is at not having a fax
machine at the moment.

You are the same person as in B1, and Vera is still out. Make sure
the caller knows how inconvenient it has been for Vera not having her
fax machine for so long. Explain to the caller that Vera is self-employed
and that she is dependent on technology in order to earn her living. You
know that Vera will be away for the next two days, and you have made
arrangements to do several things this week yourself. You will need to
look in your own diary to arrange a time for delivery.

You are a colleague of Kathy Martinez, at Exhibition Organisers.
It is the second day of the exhibition, and you are all working flat out.
You don’t know where Kathy is at the moment (1 p.m.). You know the
catering staff have been under a lot of pressure, and that some of the
exhibitors have not received exactly what they ordered. Your job is to
try to sort out all the problems and apologise for anything that has
gone wrong.

8 Handling complaints

You are Marina Donato, and you are furious that Flyfast Airlines
lost your luggage after your flight from Genoa. When they ring you,
make sure they understand how inconvenient it is for you not having
your luggage. You have had to buy some toiletries, and have borrowed
clothes from a colleague. You don’t intend to use Flyfast Airlines again.

You are a friend of Bettina Seitz, who is out at the moment. You
know all about the problems Bettina has had getting her computer
monitor repaired, and the inconvenience it has caused her. She has had
to rent a monitor in order to work, and you think she should get some
compensation for the expenses she has incurred. Arrange a time for the
monitor to be delivered.

You are Mr Wainwright. Superior Accommodation advertise an

apartment you own and rent it out to visitors. The income you receive

from them is very important to you. You have had a lot of problems

recently.

* You had forgotten which day the American visitors were due to
arrive.

* The cleaner didn’t clean the apartment because she was ill. She didn’t
ring you to explain the problem until this morning.

* You didn’t know what a dreadful mess the previous visitors had left
the apartment in.
You are very apologetic.
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	E-MAIL: The Conventional Order of Steps (Harper 2006)
	If you know the name of the recipient: Dear Mr Smith (for a man) / Dear Ms Jones (for a woman)
	If you do not know the name of the recipient: Dear Sir (for a man) / Dear Madam (for a woman)
	If you do not know the name or the sex of the recipient: Dear Sir or Madam
	If you are writing to the company as a whole: Dear Sirs


	3) USEFUL WORDS, PHRASES & EXPRESSIONS
	11) USEFUL WORDS, PHRASES & EXPRESSIONS
	FAXES
	1) PRESENTATION
	1b) Study the conventional format of a fax message. Your messages should look like this:

	FAX
	FAX
	FAX
	SHINY SHOES LTD


	SOME COMMON ABBREVIATIONS USED IN BUSINESS
	If you know the name: Dear Mr Smith (for a man) / Dear Ms Jones (for a woman)
	If you do not know the name: Dear Sir (for a man) / Dear Madam (for a woman)
	If you do not know the name or the sex of the recipient:  Dear Sir or Madam
	If you are addressing the company as a whole: Dear Sirs

	SOME MORE COMMON ABBREVIATIONS USED IN BUSINESS
	3) REQUESTS, POSSIBILITY & THE FUTURE
	Requests
	Possibility
	The Future
	7) CAPITAL LETTERS
	8) CAPITALIZATION AND PUNCTUATION EXERCISE
	1) PRESENTATION
	If you know the name of the recipient: Dear Mr Smith (for a man) / Dear Ms Jones (for a woman)
	If you do not know the name of the recipient: Dear Sir (for a man) / Dear Madam (for a woman)
	If you do not know the name or the sex of the recipient:  Dear Sir or Madam
	For a company: Dear Sirs


	FAX
	BUSINESS LETTERS
	PRESENTATION
	Request for a direct debit arrangement with Coniston Water PLC (2)
	Re: Your complaint (1)...................……….. 31 September (2).................................. the Fantozzi Cloud 9 Ephone
	MEMO
	MEMO
	MEMO
	MEMO
	MEMO


	JOB APPLICATIONS
	1a) A BAD EXAMPLE OF A LETTER OF APPLICATION
	yours sincerely
	nigel farage
	2) LETTERS OF APPLICATION: The Conventional Order of Steps (Harper 2006)
	“We apologize for the  error in…”    “I am sorry to hear that…”
	“I have spoken to…    and according to him/her…” “It seems that…”  “Apparently, …”



	ADVERTISEMENTS
	1) REGISTER & GENRE ANALYSIS
	2) READING ACTIVITY
	FUN ! FUN ! FUN !
	WHERE TO GO
	THE BEACH
	BARS AND CLUBS
	TRIPS
	CRASHING OUT
	HOW MUCH ?
	WHAT ELSE ?

	PACKAGE TOURS
	Day 1 : Siem Reap - Arrival

	6) PRACTICE ACTIVITY
	PRESENTATION
	PRESENTATION

	And  Or   But  Because As a result  In conclusion
	Also     whereas   consequently
	TELEPHONE CALLS

	Person Called
	Person Calling

	Person Called
	Person Calling
	Person Calling / Person Called

	Person Called / Person Calling
	Person Called      Person Calling
	4) SPEAKING ACTIVITY
	STUDENT A:
	Study your part in the telephone conversations on the next page. Tell Student B when you are ready.
	STUDENT B:
	Look at the page after that and follow the instructions. When you are ready, start with conversation 1.
	TELEPHONE CONVERSATIONS   Student  A
	TELEPHONE CONVERSATIONS   Student  B

	5d) The following reporting verbs are also useful. As you can see, they fall into particular patterns.
	Statistica. 2015.  Number of monthly active Facebook users worldwide as of 2nd quarter 2015 (in millions). http: // www . statista.com/statistics/ 264810/number-of-monthly-active-facebook-users-worldwide/ html > verificato il 30 agosto 2015.
	Sensore Memoria di breve durata Memoria a lungo termine


	Could
	Might indicates a 10% possibility in the present or the future  e.g. ‘If we’re lucky, it might be sunny all day.’
	APPENDIX 3: PREPOSITIONS
	1) PREPOSITIONS OF PLACE
	Look at the prepositions of place shown below. Then put a  ●  in the right position to illustrate each preposition.
	(the first one has been done for you).
	2) PREPOSITIONS OF MOVEMENT
	Look at the prepositions of movement shown below. Then put a  →  going in the right direction to illustrate each preposition (the first five have been done for you).
	3) IN, AT, ON & BY
	a bicycle / a motorbike / a horse / a camel / an elephant / foot
	4) PREPOSITIONS OF TIME
	ON  Monday / Tuesday / Wednesday


	‘TO BE’  /  Ø  VERB COMPLEMENT
	▼ ▼  ▼
	Position I Position II  Position III
	APPENDIX 6: ARTICLES (cf. Greenbaum & Quirk 1998: 70-92)
	1) FORM: the zero article, the definite article ‘the’, the indefinite articles ‘a’ and ‘an’. ‘Some’ is a quantifier.
	6) PRACTICE: Study the pictures, then fill in the gaps with   a,  an,  the,  some,  or  —   (zero article).
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	DESCRIBING A PICTURE
	Many people find it difficult to speak in an interview, not because they don’t know the language but because they become nervous and confused. To prevent this happening, here is a simple plan to follow. Organise your thoughts in this way and your mind...
	1) “In the background, I can see…”
	Describe the background of the picture:
	Where is it ?      Which country, town or city could it be ?
	Is it indoors or outdoors ?    What is the weather like ?
	2) “In the foreground, I can see…”
	What is the most important thing in the picture ?
	Describe it in detail.
	If it is person, what is he/she doing ?
	What is he/she wearing ?   “He/she is wearing a   black   striped  pullover”
	blue  checked skirt
	What does he/she look like ? (talk about his/her build, height, age, hair, looks etc.)
	He is handsome / good-looking / attractive / not bad / unremarkable / plain / ugly
	She is beautiful / pretty / good-looking  /  attractive  /  not bad / unremarkable /  plain / ugly

	How do they look ?
	“He / she looks happy / sad / angry / thoughtful / frightened / embarrassed / worried / hot / cold / hungry / thirsty”
	What could his/her job be ?      What could his/her nationality be ?
	3) Remember: if you are not sure about something, use modal verbs of possibility:
	“He/she/it  COULD  be …”
	MAY
	MIGHT
	If you can’t remember the exact word, use a more general one or a paraphrase:
	A thing / a machine / a tool / stuff / liquid / powder / material
	E.g.  “It’s a thing for measuring heat”   “It’s a tool for cutting holes”
	“It’s a type of cloth”    “It’s stuff for cleaning shoes”
	“A thing with a handle and a round pan”   “It’s a liquid used in car engines”
	“He’s a man who works with horses”  “She’s a woman who cleans floors”
	“A thing that you put tools in”   “A thing that children play with”
	“A machine that a fireman uses”   “A thing that you find in the kitchen”
	All the language in 1, 2, and 3 is quite simple but if you get it right and use it in the correct context, you will not lose marks. It is better to keep it simple and get it right than to try for something more complicated and get it wrong. Remember t...
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	1) “In the background, I can see…”
	Describe the background of the picture:
	Where is it ?      Which country, town or city could it be ?
	Is it indoors or outdoors ?    What is the weather like ?
	2) “In the foreground, I can see…”
	What is the most important thing in the picture ?
	Describe it in detail.
	If it is person, what is he/she doing ?
	What is he/she wearing ?   “He/she is wearing a   black   striped  pullover”
	blue  checked skirt
	What does he/she look like ? (talk about his/her build, height, age, hair, looks etc.)
	He is handsome / good-looking / attractive / not bad / unremarkable / plain / ugly
	She is beautiful / pretty / good-looking  /  attractive  /  not bad / unremarkable /  plain / ugly

	How do they look ?
	“He / she looks happy / sad / angry / thoughtful / frightened / embarrassed / worried / hot / cold / hungry / thirsty”
	What could his/her job be ?      What could his/her nationality be ?
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	“He/she/it  COULD  be …”
	MAY
	MIGHT
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	A thing / a machine / a tool / stuff / liquid / powder / material
	E.g.  “It’s a thing for measuring heat”   “It’s a tool for cutting holes”
	“It’s a type of cloth”    “It’s stuff for cleaning shoes”
	“A thing with a handle and a round pan”   “It’s a liquid used in car engines”
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	1) “In the background, I can see…”
	Describe the background of the picture:
	Where is it ?      Which country, town or city could it be ?
	Is it indoors or outdoors ?    What is the weather like ?
	2) “In the foreground, I can see…”
	What is the most important thing in the picture ?
	Describe it in detail.
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	Describe the background of the picture:
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	What is the most important thing in the picture ?
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	Describe the background of the picture:
	Where is it ?      Which country, town or city could it be ?
	Is it indoors or outdoors ?    What is the weather like ?
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