












































































































54 I Answer key 

3 (model answers) 
Hi. This is Va leria Giul ian i calling for Walter jackson. 
Walter, I just wanted to confirm that the project 
meeting will take place on the 10th, starting at 9 a.m. 
I'm looking forward to seeing you then . Bye now. 

Hello. This is Seth Prescott call ing for Toshiki Kitano. 
I have a sales presentation next Friday for a prospective 
client, and I wanted to ask you if you cou ld talk about 
the technical aspects. It's scheduled for 10 a.m. and it 
will probably last about two hours. Maybe you can call 
me back today to let me know if you can do it. My 
number is 9083 5209. Thanks a lot. Bye. 

21 

5 a call 2 b call 1 c ca ll 2 d call 2 e call 1 

(messages - model answers) 
Calli 
jonathan, Ricardo Fonseca from Aresto called about the 
EuroMedical fair next week. He wanted to know if you're 
going and if you and he can meet. Please ca ll him back. 
He'll be in the office until 5 p.m. today. 
Call 2 

Elaine Sloan called about the team for t he new 
marketin g cam pa ign. She wanted to know if Henry 
ca n still be on the team if they shift the deadline 
back a week. Call back today on 44 141 223 4569. 

6 1 I'm afraid jonathan isn't here at the moment. 
2 Would you like to leave a message for him? 
3 Let me get a pen . 
4 Shall I ask jonathan to call you back? 
5 Does he have your number? 
6 I'll make su re jonathan gets your message. 

a ... the email you sent me yesterday. 
b ... Henry was too busy to join the team. 
c ... that we could ta ke Maria instead. 
d ... as soon as I've had the chance to speak to him? 
e ... just in case? 
f ... call you straight back. 

7 (model answers) 
2 She told me that maybe we could find another 

supp lier. 
3 He said it wo uld be difficult to schedule a new 

meeting. 
4 They asked if we could deliver earlier. 
5 You mentioned that you had hired two new 

employees. 
6 He to ld me that he was going to the UK in june. 

8 1 at 4 about 
5 to 

9 

2 after, on 
3 for 6 in, until 

b Can yo u please give me your number again just 
in case? 

c Cou ld you get back to me on this asap, please? 
d Would you li ke to leave a message for her? 
e I'm afraid she isn't he re at the moment. 
f I'm calling about the email you sent me yesterday. 
g I' ll make sure she gets your message. 
h I think you have my number already. 

5 
8 

3 
6 

7 
4 
2 

11 1 You can reach me on 544 332 64. 
2 Would you like to leave a message for her? 
3 Eileen asked me to call her back. 
4 This is Mary Lamb. I'm calling about the meeting. 
5 He told me that he had already sent the letter. 

UNIT 4 

pqe26 

Starter 
1 b and c are not possible. 
2 a half (past) six or six thirty 

b quarter past ten or ten fifteen 
c quarter to four or three forty five 
d midnight 
e midday/noon 

3 a january 2, 2006 
b 1 February 2006 

4 b, d, and e are not possible . 

1 Simon makes an appointment with Alexa to meet at 
10 a.m. on Wednesday in his office. 

2 SUGGESTING A MEETING OR AN APPOINTMENT 

(* phrases from part 2) 
Could we schedule a meeting for next month?* 
Do you have time to meet tomorrow?* 

AsKING ABOUT OR SUGGESTING A TIME TO MEET 

When would suit you? 
Would that be OK for you? 
We could meet in the evening ... 
Well, how about Wednesday morning? 
Shall we say 10 o'clock in my office? 
What about Thursday?* 
Where would be the best place to meet?* 

SAYING IF A TIME IS CONVENIENT OR NOT 

I th ink that should be possible. 
I should be free on Tuesday morning, though. 
Tuesday's bad for me, I'm afraid . 
I'm tied up all day. 
Sorry, I'm booked up that evening too. 
Yes, that would be good for me. 
Yes, I'm free then.* 

CONFIRMING AN ARRANGEMENT 

I'll see you on Wednesday, then . 
OK, so that's 2 p.m. in the confere nce room.* 

3 (model answer) 
A Gina Kilshaw. 
B Hi Gina. It's Rene here. I was wondering if you might 

have t ime to meet tomorrow, maybe at 10 a.m.? 
A Sorry, I'm tied up all morn ing. What about in the 

afternoon? 
B Sorry, I'm booked up in the afternoon. How about 

Friday at 10? 
A Yes, that would be good for me. Shall we meet in 

my offi ce? 
B Sounds good. So that's Friday at 10 a.m. in your 

office. 
A Great. See you then. 



4 2 is/'s flying 4 is/'s having 
5 is/'s having 

6 is/'s meeting 
7 is/'s coming 3 is/'s meeting 

5 3 in 8 on 13 in 

4 on 9 at (BE) / on (AE) 14 in 

5 0 10 at (BE) / on (AE) 15 in 
6 0 11 at 

7 0 12 at 

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

7 (model answer) 
A Hello. jason Moore speaking. 
B Hi jason. It's Petra Klein here. 
A Petra! How nice to hear from you. How are things in 

Cologne? 
B Pretty busy, as usual. How's the weather in England? 
A Terrible! What's it like with you? 
B Not so bad. We had a bit of sun today. So, jason, 

I actually wanted to ask you about the figures 
you sent me ... 

8 The following sentences are in the dialogue: 1,4,5, 8 

(model answer) 
Simon - Alexa johnston called . She asked if she 
could change the time of her meeting with you 
tomorrow. I changed it to 9 o'clock. Hope that's OK. 

9 1 wondering, changed 
2 wanted, missed 

4 bit, postponed 
5 pOSSible, delayed 

3 possibly, lasted 

10 She's still waiting for the train and wants to tell 
Simon that she might be a few minutes late. 

1 waiting 4 catch 7 delays 
2 might 5 see 8 losing 
3 breaking 6 latest 9 better 

11 1 C, d, h 2 d, e, g 3 d, e, g 4 a 5 b, f 6 f 

12 1 date 4 bring forward 
2 cancel 5 arrangements 
3 appointment 6 date 

141 I'm afraid something has come up. 

7 postpone 
8 arrange 

2 She has an appointment with the MD. 
3 I might be a fe w min utes late. 
4 I'm flyin g to New York on Satu rday. 
5 I'm tied up all day. 
6 I shou ld be free on Wednesday aftemoon. 

Output 
1 B 2 0 3 C 4 A 
1 useful, contact 
2 voicem ail , message 

3 inventions, phone ca lls 
4 appointment, know 

Answer key I 55 

UNIT 5 

1 a 2 

A 1 

C 1 d 3 
C 4 0 3 E2 F4 Gl H 3 

p'age 35 

2 There's a problem with the latest consignment: 
some of the boxes contain the wrong sensor model 
(the FR 388 instead of the FR 346). To solve the 
problem, Reva will send Abby 130 units of the 
FR 346 by express delivery with Swift Logist ics. 

1 consignment 4 FR 346 7 Swift 
2 boxes 5 FR 388 8 pick 

3 sensor 6 express 

3 1 appears 4 get 7 mix·up 
2 sorry 5 his 8 persona lly 

3 exact ly 6 so rting 

describe a prob lem 
clari fy wha he problem is 3 
apologize 2 , 7 
say how you will solve he problem 4, 5 

page 36 

4 (model answe s) 
2 Unfo rtuna el ou delivered the consignment to 

the wrong add ess. 
3 The to al on e bill appears to be wrong. 
4 I'm afraid e a e a slight problem with the 

equipmen you sold us. 
5 You seem 0 ha e sent us th e wrong model. 
6 Unfortuna el you gave us th e incorrect 

in forma ion. 

page 37 

5 1 There appears to be a mistake 
2 Cou ld you tell me 
3 Please accept my apologies 

I' ll make sure that gets sorted out 
5 It seems you sent us 
6 I'm rea lly sorry about 
7 sorry again about the mix·up 

Conversation 1 is more formal; conversation 2 is 
more informal. 

6 2 'II have 4 'II give 
3 ' II personally make sure 5 ' II deliver 

~gt! 8 

7 (model answer) 
A I'm afraid there seems to be a small problem 

with your delivery dates. 
B Oh dear. Can you explain what the problem is 

exactly? 
A Well, in our discussions you said you could 

deliver by the end of September. But in the 
contract you sent me, it says delivery will be in 
the middle of October. 

B Sorry, that's enti rely my fault. I forgot we had 
agreed on September. I' ll change the contract 
and send you the new version. 

A Thanks. 
B No problem. And so rry again for that mistake. 

Bye now. 
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8 1 Michel 
2 Euromarche 
3 Receipts come out blank when printed 
4 New ink cartridge sent to customer 

9 1 right 
2 detail 

3 details 
4 case 

5 questions, call 
6 any 

111 There appears to be a small problem with the 
invoice. 

2 That must be really annoying. 
3 You should have the consignment first thing 

tomorrow. 
4 Thanks for sorting that out. 
5 I' ll make sure it doesn't happen again. 

UNIT 6 

1 1 A& M 5 five 
6 ten 2 processor 

3 middle 
4 shift work 

7 quotation 

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

3 4 would cost 9 gave 

5 would/cou ld cause 10 asked 
6 reduced 11 could rent 
7 would/could cause 12 could work 
8 would be 

4 (model answers) 

5 

6 

2 We might be able to deliver by the end of the 
week. 

3 I would say that we can solve the problem. 
4 It will probably be difficult. 
5 (I think) I can provisionally say that we can 

change the specifications of the product. 

1 Davis 4 discount 
2 price 5 five per cent 

ten per cent 6 500 

1 follow up 4 may be true 
2 didn't you 5 someth ing 

3 interrupt 

7 (model answer) 
A Sandra Caspers. 
B Hi Sandra. It's Robert Wade here. 
A Oh, hi Robert. What can I do for you? 
B I'm calling about the prices you quoted us for 

software development costs. They seem a bit too 
high for me. Is there any possibility of making a 
better price? 

A Well, we could reduce the price a little if you 
changed your operating system to Linux. You 
know how it's free and it's also cheaper to ... 

B Sorry, can I interrupt you there? All our computers 
run on Windows, and there's no possibility of 
changing at the moment. But what about if you 
simplified the specification? I mean, there seems 
to be ... 

A Can I just say something? The specification we 
gave you is the absolute minimum. We can't 
simplify it. But we might be able to outsource 
some of the work to our partners in India. That 
would be cheaper. 

B That sounds like it might work. Yes, maybe we 
can do that. 

8 1 5 9 d 
2 6 10 C 

3 7 e 
4 8 a 

9 1 follow up our conversation 
2 tight sched ule 
3 meet the deadline 
4 That depends 
5 time frame 
6 That's difficult to say 
7 ballpark figure 
8 off the top of my head 
9 prepare a quotation 

10 room to manoeuvre 

111 I would be pleased if we could work with you. 
2 That sounds reasonable. 
3 I don't know off the top of my head. 

4 Can I interrupt you there for a second? 

5 Can we meet the deadline? 

Across Down 

6 about 1 ballpark figure 

7 just in case 2 happen 
8 up 3 actually 

10 spell 4 bring forward 
13 sound 5 suit 
14 calling 9 message 
15 make sure 10 should 
19 answering machine 11 extension 
23 mentioned 12 wanted 
28 else 16 appreciate 
29 about 17 appears 

31 back 18 diary 

32 urgently 20 wrong 

33 engaged 21 complain 

34 catch 22 until 
24 delighted 
25 interrupt 
26 through 
27 straight 
28 exactly 
30 up 
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UNIT 1, EXERCISE 1 

Call 1 
2 Sylvia Micah Information Systems. Sylvia speaking. 

John Hello. This is John Ellis from Retex PIc. Could I 
speak to Jarg Seide, please? 

Sylvia I'm afraid Mr Seide is in a meeting. Can I take a 
message? 

John Yes, please. Could you ask him to call me back? 
Sylvia Certainly. Could you tell me your name again, 

please? 
John My name is John Ellis. And I'm calling from 

Retex Pic. 
Sylvia Does Mr Seide have your number? 
John Actually, I don' t think he does. It's 00 44 140 

397834· 
Sylvia 397 834· That's great. OK, Mr Ellis, I'll tell 

Mr Seide you called. 
John Thanks very much, Sylvia. 
Sylvia You're welcome. Bye now. 
John Bye. 

Call 2 
3 Sylvia Micah Information Systems. Sylvia speaking. 

Karen Hi Sylvia. It's Karen Miller here. 
Sylvia Oh, hi Karen. How are you? 
Karen Fine, thanks. And you? 
Sylvia Not so bad. A bit busy, as always. 
Karen I can imagine. Listen Sylvia, I actually wanted 

to speak to Maria. Is she there at the moment? 
Sylvia Yes, she is. Shall I put you through to her? 
Karen That would be great. 
Sylvia Can I just ask what it's about? 
Karen I wanted to ask her about the project meeting 

next week. 
Sylvia Thanks, Karen . Just hang on a moment while I 

make the connection . ... Sorry, Karen. I'm afraid 
Maria's line is engaged. 

Karen Oh, that's a pity. I'll try calling later. 
Sylvia Shall I give you her extension number? 
Karen Yes, please. Let me just get a pen. OK. 
Sylvia It's 113. 
Karen 113. Right. Thanks, Sylvia . Bye now. 
Sylvia Bye. 

Call 3 
4 Jorg Seide. 

80b Hi Jarg. It's Bob here. 
Jorg Oh, hi Bob. Nice to hear fro m you. How's 

business? 
8ab Oh, can't complain. How are things with you? 
Jorg Fine, thanks. Listen Bob, can I call you back in 

ten minutes? I'm actually ta lking to someone on 
the other line. 

80b Sure, no problem. Have you got my mobile 
number? 

Jorg Yes, I have. 
80b Great. Speak to you then. 
Jorg Bye. 

UNIT 1, EXERCISE 10 

Call 1 

A So, we have a meeting planned for next Monday. 
8 Sorry, I didn't catch that. 
A I said, we have a meeting planned for next Monday. 
8 Ah, OK. 

Call 2 

6 A The serial number is KLT!9090!34. 
8 Sorry, could you repeat that please? 
A Sorry, I said the serial number is KLT!9090!34. 

Call 3 
7 A Yes, well, I think there could be a problem with the 

project schedule . 
8 Sorry, can you speak up a bit, please? 
A Sorry. I said, I think there could be a problem with 

the project schedule. 

Call 4 
8 A Petrex Plastics. Simon speaking. 

8 Hi. Is Claire Brown there? 
A Sorry, I think you have the wrong number. There's 

no one of that name here. 
8 Oh, sorry about that. 
A No problem. 

Calls 
9 A Anyway, when I arrived last night, I reali zed I forgot 

to take the contract with me. 
8 Sorry, this is a really bad line. I didn' t catch that. 
A I said, I forgot to take the contract. Can you send it 

to me by email? 

Call 6 
10 A So, we should really try to find time next week for a 

meeting. What do you thin k? ... Hello? Are you there? 
Hmm. Hi, Chris? 

8 Yes, I'm here. Sorry, we got cut off. I don't know 
what happened. 

A That's OK. Anyway, as I was saying ... 

Call7 
11 A And my last name is MacGilchrist. 

8 Sorry, could yo u spell that for me, please? 
A Of course. It's M·A·C·G· I·L·('H·R·I·S·T. 

CallS 
12 A Listen, I have a very quick ouestion about the 

agenda for tomorrow's mee ing. Could you tell me if 
the new marketing s ra egy is on the agenda? 

8 Sorry, could you soea a Ii Ie bit more slowly, 
please? 

A Sorry. I an ed 0 no' if he new marketing 
strategy is on he agenda for tomorrow's meeting. 

UNIT 2 , EXERCISE 1 

Call 1 

13 Amo HCE Ltd. Amo Maier speaking. How can I help 
you? 

Neil Hello. I have a question about you r relay 
switches. Are you the right person to ask? 

Arno Yes, I am. What was your question? 

I 57 
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14 

Neil I'm interested in the switch model RS 877, but I 
couldn't find a price for it on your website. Could 
you tell me what the unit price would be for 
orders over a thousand units? 

Arno Hang on a second, let me just check that in our 
system. That was the RS 877, right? 

Neil Yes, that's right. 
Arno OK ... The unit price for a thousand units or more 

would be 1 euro 56 cents. If you order two 
thousand units or more, then the unit price 
drops to ... let me see ... 1 euro 49 cents. 

Neil 

Arno 

Neil 

Arno 
Neil 

Arno 

Neil 

Arno 

Call 2 

Misha 

Arno 
Misha 

Arno 

Misha 

Arno 

Misha 

Arno 

Misha 

Arno 

Misho 

Arno 

Misha 

Arno 

Misha 

Arno 

Misha 
Arno 

Misha 
Arno 

Misho 

Arno 

Misho 

Arno 

Sorry, I didn't catch the second price. 
It's 1 euro 49 cents. 
OK. Right, so that's 1 euro 56 cents for a 
thousand units or over, and 1 euro 49 cents for 
two thousand units or over. 
That's right. 
Great. Well, thank you very much. 
You're welcome. just let me know if there's 
anything else I can do for you. 
I'll do that. Goodbye. 
Bye. 

Dorogo Engineering. Misha Oberemok 
speaking. 
Hi Misha. It's Arno Maier from HCE here. 
Hello Arno . How are you? 
Not bad, thanks. Listen Misha, I'm calling 
about the order you faxed us yesterday. 
Uh huh. 
The delivery address written on the fax isn't 
very clear, and I just wanted to check it. 
OK. Let me just find my copy of the order. One 
second. OK. Do you have a pen? 
Yes I do. 
Right. The address is Mitskevich Ulitsa 6, 
79000 Kiev. Would you like me to spell that for 
you? 
Yes please. 
OK. It's M·I -T-S-K-E-V- I-C-H, new word, U·L- I-T·S· 
A, number 6. 
Let me just read that back to you. It's M-I·T-S-K­
E·V-I-C-H, new word, U-L- I-T-S·A, number 6. Is 
that right? 
Yes, that's right. 
Sorry, what was the post code again? 
79000. 
79000. OK. And Kiev is spelt K-I·E-V, is that 
right? 
Exactly. 
OK. And one last thing. We don't have your fax 
number and the number on your fax was hard 
to read. What were the last four digits? 
Mmm. That's 42 04. 
Sorry, did you say 42 04 or 42 14? 
42 04. 
Great. OK, Misha, I think that was everything. 
I'll make sure the order gets sent off today. 
Thanks very much for your help. 
No problem. Speak to you later. 
Bye. 

UNIT 3 , EXERCISE 1 

Message 1 

15 Hello. You've reached Lessa Logistica. Unfortunately no 
one is available to take your call at the moment. Our 
normal office hours are 9 to 5, Mondays to Fridays. 
Please leave a message after the beep or send us a fax 
on 021 991 8814. Thank you. 

Hello. This is Walter jackson ca ll ing for Valeria Giuliani. 
Valeria, I'm ca ll ing about the planned project meeting. 
You asked me if the 10th wou ld be OK for me, and I 
just wanted to confirm that it is. Maybe you can get 
back to me as soon as you've confirmed the date and 
time with everyone. I thi nk you have my number 
already, but here it is again, just in case. It's 032 345 
8395. Hope to speak to you soon. Bye. 

Message 2 

16 Hi. Can you help me next, um, what day is the tenth? 

17 

Thursday? No, Friday. That's right, Friday. Maybe at 10 
a.m.? Let me th ink - would that give us enough time? 
We could also meet at 9. That might be better actua lly. 
Oh, I almost forgot - I need you to talk about technical 
stuff. We'll probably need two hours. It's for a 
prospective client - I'm doing a sales presentation for 
them . Oh, this is Seth Prescott by the way. And this 
message is for Toshiki ... Toshiki ... er ... Kitano, that's it, 
Toshiki Kitano. Bye. Oh, wait a moment, I don't think 
you have my number. It's ... 

UNIT 3 , EXERCISE 5 

Call 1 

Anke jKL Consu lting. Anke Schmidt speaking. 
Ricarda Hello. This is Ricardo Fonseca from Aresto. 

Could I speak to jonathan Leary, please? 
Anke Oh, I'm afraid jonathan isn't here at the 

moment. Would you like to leave a message 
for him? 

Ricarda Yes, please. 
Anke just a moment. Let me get a pen. [pause] OK, 

I'm ready now. Go ahead. 
Ricardo Right. I was calling about the EuroMedica l 

trade fair next week. jonathan mentioned that 
he was thinking about going. So I just wanted 
to check if he'll be there, and if so, if he has 
time to meet me. 

Anke Let me just make sure that I got that right. 
You're going to the EuroMedical trade fair next 
week, and you'd like to know if jonathan will 
be there, and if the two of you can meet. 

Ricarda That's right. 
Anke Shall I ask jonathan to call you back? 
Ricarda Yes, that would be good. 
Anke OK. Erm ... does he have your number? 
Ricarda Yes, he does. I'll be in the office until about 

5 p.m. today if he wants to call me. 
Anke That's great. I'll make sure jonathan gets your 

message. 
Ricardo Thanks very much. 
Anke You're welcome. Bye for now. 
Ricardo Bye. 



~ Call 2 
18 Anke jKL Consulting. Anke Schmidt speaking. 

Elaine Hi Anke. This is Elaine Sloan. 
Anke Oh hi , Elaine. How are you doing? 
Elaine Fine thanks, and you? 
Anke Oh, can't complain. So, what can I do for you? 
Elaine I'm calling about the email you sent me 

yesterday, about the team for the new 
marketing campaign . You said that Henry was 
too busy to join the team and you told me 
that we could take Maria instead. 

Anke That's right. 
Elaine Well, we would really like to have Henry if 

possible, so I wanted to make a suggestion . 
Do you think Henry would have time if we 
shifted. the deadline back, say, a week or so? 

Anke Mmm, that might be possible, but I'll have to 
talk about it with Henry first. 

Elaine Of course. 
Anke Can I call you back later today as soon as I've 

had the chance to speak to him? 
Elaine Sure. I'll be here all day. You've got my 

number, right? 
Anke I think so, but can you give it to me again just 

in case? 
Elaine Yes. It's 44 for Britain, then 141 223 4569. 
Anke Let me read that back to you. 141 223 4569, is 

that right? 
Elaine Yes, that's right. 
Anke Great. OK, I'll talk to Henry and call you 

straight back. 
Elaine Thanks Anke. Talk to you later. 
Anke Bye. 

UNIT 4, EXERCISE 1 

~ Simon Simon Mellor. 
19 Alexo Hi Simon. It's Alexa johnston here. 

Simon Oh, hi Alexa . How are you doing? 
Alexa Can't complain . How are things in Frankfurt? 
Simon Oh, you know what it's like. Business as usual! 

So, what can I do for you, Alexa? 
Alexa Well, I'm going to be in Frankfurt next week, 

and I was wondering if you might have time to 
meet me for an hour or two while I'm in town. 
It would give us the chance to talk about the 
Allianz project, among other things. 

Simon Yes, that's a good idea. Let me just think for a 
moment ... I think that should be possible. I 
just need to check my diary. Hang on a sec. 
(pause) Right. When would suit you? 

Alexa Let me think. I'm flying in on Monday morning. 
I'll be in a meeting all afternoon and then I'm 
having dinner with my client in the evening. I 
should be free on Tuesday morning, though . 
Would that be OK for you? 

Simon Tuesday's bad for me, I'm afraid. I'm tied up all 
day. We could meet in the evening for 
something to eat, though. 

Alexa Sorry, I'm booked up that evening too. Mmm, 
this is gett ing a bit difficult. 

Simon Well, how about Wednesday morning? 
Alexa Yes, that wou ld be good for me. 
Simon Brilliant. Sha ll we say 10 o'clock in my office? 

~ 
20 
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Alexa Yes, that sounds good. Oh, by the way, I'll have 
my mobile with me if you need to get in touch . 
You have the number, right? 

Simon Yes, I do. OK, Alexa, I'll see you on Wednesday, 
then. 

Alexa Excellent. See you. 
Simon Bye. 

UNIT 4 , EXERCISE 4 

Hilary JPL Consulting. Hilary Wilkins speaking. 
Anna Hello Hilary. This is Anna Roth from Fran kfurt. Is 

Alexa there? 
Hilary I'm afraid she isn't. Can I help at all? 
Anna Well, a colleague told me that Alexa is coming 

to Frankfurt next week. I'd like to see her while 
she's here, if she has time. 

Hilary OK. Well, let me look at her schedule and we'll 
figure something out. When would suit you 
best? 

Anna I'm pretty flexible. Maybe you can tell me when 
she's free? 

Hilary Let me see. OK, so she's flying to Frankfurt first 
thing on Monday morning. Then she's meeting 
a client at 12. In the evening she's having 
dinner with a friend. 

Anna Hmm. Sounds like she's quite busy. What 
about Tuesday? 

Hilary Well, she's free on Tuesday morning. But then 
she's having lunch with a colleague at 1 and 
she's meeting someone in the evening. 

Anna OK. And Wednesday? 
Hilary That's pretty full. She has a couple of meetings 

during the day then she's coming back to 
London in the evening. 

Anna OK. Well, maybe you can pencil me in on 
Tuesday morning. Say, 10 o'clock? 

Hilary 10 o'clock on Tuesday. OK, I'll double·check 
that with Alexa and send you a quick email to 
confi rm the meeting. 

Anna Wonderful. Thanks for your help. 
Hilary You're welcome. Bye now. 

UNIT 4 , EXERCISE 8 

Thorsten Thorsten Hofmeister. 
2 1 Alexa Hello, this is Alexa johnston. May I speak to 

Simon Mellor, please? 
Thorsten He's actually in a meeting at the moment. But 

maybe I can help you. 
Alexa Well, I'm calling about our meeting tomorrow. 

I'm afra id something has come up. One of my 
clients has brought forward our appointment 
in the afternoon to 12 o'clock. So I wanted to 
ask Simon if we cou ld meet a bit earlie r in the 
morning, so hat I don't have to rush. 

Thorsren Let me just check Simon's schedule. OK ... 
How abou 9 o'clock? 

Aexc Yes, that sounds fine . 
Thorsien Great. I' ll te ll Simon about th e new time. And 

just give me a call if there are any more 
changes. 

Alexa I' ll do that. Thanks very much for your help. 
Thorsten You're welcome. Bye now. 
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UNIT 4, EXERCISE 10 

fii Simon Simon Mellor. 
22 Alexo Hi Simon, Alexa again. 

Simon Oh, hi Alexa . What's up? 
Alexa I'm actually still waiting for the train so I'm 

afraid I might be a few minutes late. 
Simon Sorry, you're breaking up a little. I didn't catch 

that last part. 
Alexa I said I might be a few minutes late to your 

office. 
Simon Oh, OK. That's no problem. I'll see you when I 

see you. 
Alexa I should be there by 9.15 at the latest, but I'll 

call you again if there are any more delays. 
Listen , I think I'm losing the connection. I'd 
better go. 

Simon Sure. See you in a few minutes. 
Alexa Bye. 

UNIT 4, OUTPUT 

Speaker one 
2) Mobile phones can be useful, but I don't like the fact 

that people can always contact me. Sometimes I just 
want to be left alone! 

fii Speaker two 
24 I wish people would be more considerate and switch 

their phones off when they don't need them. And I 
don't kn ow why people feel they always need to 
answer their phone if it rings during a meeting or at 
the cinema. Surely they can let their voicemail pick up 
and then listen to any messages later. 

fii Speaker three 
25 I hate mobile phones! I think they're one of the most 

annoying inventions ever. And people make so many 
pointless phone calls now. Like if you're meeting 
someone, it used to be that you just arranged a time 
and then met at that time and place. Now everyone 
feels that they have to phone twenty times before the 
meeting to say that they're going to be five minutes 
late, or to change the time, or whatever. 

Speaker four 
26 My mobile phone has made my life much easier. Now I 

never need to worry about being late for an 
appointment; if I'm stuck in traffic, I just call and let the 
person know. 

UNIT 5, EXERCISE 1 

fii Extract 1 

27 A I'm calling from RS Plastics. There appears to be a 
mistake on the invoice you sent us. 

B I'm very sorry about that. Let me put you through to 
our accounts department. They'll sort it out for you. 

A Thanks. 

fii Extract 2 

28 A Anyway, I'm actually calling about the email you 
sent me. You seem to have forgotten the attachment. 

B Oh dear. Sorry about that. I'll send you the file right 
away. 

A That would be great, thanks. 

fii Extract 3 
29 A It's about the delivery we received yesterday. Some 

of the components don't seem to work. 
B Really? I'm very sorry about that. Can I check that 

and call you back? 
A Sure, no problem . 

Extract 4 
)0 A There's a problem with our network. The email 

server doesn't seem to be working. 

)1 

B You actually need to speak to our technical support 
hotline. Unfortunately I can't put you through 
directly, but let me give you the number. 

A That would be good, thanks. 

UNIT 5, EXERCISE 2 

Reva Hume Sensors. Reva Burgos speaking. 
Abby Hello Reva, this is Abby Dickson from Sykes 

Electronics here. 
Reva Oh hello, Abby, how are you? 
Abby I'm a bit stressed to tell the truth. There 

appears to be a small problem with your latest 
consignment. 

Reva Oh dear. I'm sorry to hear that. What's the 
problem exactly? 

Abby Well, you know we ordered your FR 346 sensor 
last week. 

Reva Yes. 1200 units, if I remember correctly. 
Abby Exactly. Anyway, some of the boxes contain the 

wrong sensor model, namely the FR 388. 
Reva Oh, I'm very sorry about that. That must be 

really annoying. 
Abby Well, it has caused problems with our 

production schedule, to be honest. 
Reva Yes, I can imagine. It's good that you've 

brought it to my attention. Listen Abby, I'll get 
on to this problem immediately. How many 
units are missing exactly? 

Abby Let me just check ... 130. 
Reva 130. Right. Well, this is what I'm going to do. 

I'll send you 130 units of the FR 346 by express 
delivery with Swift Logistics. You should have 
them first thing tomorrow morning. 

Abby That's excellent. Shall I send you the wrong 
sensors back? 

Reva Yes, I'll tell the logistics company to pick the 
boxes up when they deliver the correct units. 

Abby Great. Well, thanks for sorting that out, Reva. 
Reva It's the least I can do. Again, I'm really sorry 

about the mix- up. I'll personally make sure it 
doesn't happen again. 

Abby That's great, Reva. Thank you. Talk to you later. 
Reva Bye for now. 

UNIT 5, EXERCISE 8 

Anja Nexus Retail Systems. Technical Support 
)2 Hotline. Anja speaking. 

Michel Hello. This is Michel from Euromarche. There 
appears to be a problem with our cash register 
system. Are you the right person to talk to? 

Anja I certainly am. Could you explain the problem 
in more detail? 

Michel Well, when we want to print receipts they come 
out blank. 
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Anja I see. OK, I'm going to need some more details 
to solve the problem. First of all, when did this 
problem start? 

Michel Yesterday afternoon, I think. 
Anja Uh huh. And did the receipts suddenly go 

blank, or did it happen gradually? 
Michel It happened gradually. First the writing got 

lighter, and then it disappeared comp letely. 
Anja In that case, it must be the ink cartridge. The 

in k must be fin ished. That's easy to fix. OK, 
Michel, this is what I'll do. I' ll send you a new 
ink cartridge today. You'll have it by tomorrow. 

Michel And can I insta ll it myself? 
Anja Yes, it's very easy. The instructions are on the 

packaging, but if you have any questions just 
give me a cal l. My name's Anja Schneider, but 
you can speak to any of our operatives here on 
the hotline. 

Michel That's great. I'm glad it's nothing serious . 
Thanks for your help. 

Anja Yo u're very welcome. 
Michel Bye now. 
Anja Bye. 

UNIT 6, EXERCISE 1 

Helen A & M Semiconductors. Helen Tanner speaking. 
Carles Hello. Th is is Carles Ferran calling from 

K Systems in Barcelona. 
Helen Hello Mr Ferran. What ca n I do for you? 
Carles We're thinking about placing an order with 

you for processor chips. 
Helen Rea lly? I'm pleased to hear that. 
Carles The only thing is, we need the chips very 

urgently. We've just won a cont ract with a 
major new customer. 

Helen Congratulations. How quickly do you need 
the chips exactly? 

Carles We need them by the midd le of next month 
at the latest. 

Helen Right, so that would be in five weeks' time. I 
have to say that's a pretty tight schedule. 

Carles You're right, but we rea lly need them by then 
if we're going to meet our project deadlines 
wi th our customer. If you weren't able to 
deliver by then, we wou ld have to go to 
another supplie r. You're our first choice how-
ever, so it would be good if we could find a 
way to wo rk with you . 

Helen Of course I wou ld li ke that as well. Let me 
think for a moment. Normally we need six to 
eight weeks from order to delivery. However, 
if we introduced shift work at the factory, 
then we wou ld probab ly be able to 
manufacture the chips faster. 

Carles Well, that sounds like it would be feasib le. 
Helen Yes, but shift work is more expensive. Would 

you be prepared to pay more for the chips in 
order to get them faster? 

Carles That depends. How much more expensive 
would they be? 

Helen That's difficu lt to say. I'd need to do the 
calculations. 

Carles We ll, can you give me a ballpa rk figure? 
Helen Let me think. Off the top of my head, I would 

say between 5 to 10 per cent more 
expensive. 
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OK. Well, I'll have to check that with my 
boss, but I think I ca n provisionally say that 
we could work with that. 
Great. So maybe you ca n ta lk to your boss 
and I can work out a quotation for you, and 
then we can talk agai n. 
Sounds good. How quickly can you prepare 
the quotation? 
I' ll have it ready by tomorrow. I'll send it to 
you by email, and then we ca n talk aga in. 
Great. Talk to you tomorrow, then. 
Bye. 

UNIT 6 , EXERCISE 5 

Francesca Hineman Pharmaceuticals. Francesca Davis 
speaking. 

Viktar Hello. This is Vi ktor Klein ca lling from Swiss 
Optik in Basel. 

Francesco Ah, Mr Klein, nice to hear from you again . 
Viktar I'm calli ng because I wanted to follow up our 

conve rsation from yesterday. Remember, we 
ta lked about a possible order for sa line 
solution. 

Francesca That's right. You said you wanted to compare 
products and prices from different suppliers, 
didn't you? 

Viktor Yes. Well I've done that now, and I'm pleased 
to say that we are interested in your product. 

Francesco Wonderful. Shall I fax you the order form? We 
could ... 

Viktor Sorry, ca n I interrupt you there? There's 
actually one small problem. The price you 
offered us is rough ly ten per cent higher than 
the competition, and I ... 

Francesca Well yes, that may be t rue, but I think you'll 
fi nd our quality is higher and ... 

Viktor Yes, yes, but can I just say something? I 
wanted to ask if there was any possibility of 
a discount, say if we ordered a certain 
quantity. What do you think? 

Francesca Well, I think we have a certain amount of 
room to manoeuvre, but I wou ld have to 
check with my boss first. Can I talk to her 
and get back to you? 

Viktor Certain ly. 
Francesca I can do that righ t now if you don't mind 

wa iting for a couple of minutes. Is that OK? 
Viktor No problem. 
Francesca Great. I'll just put you on hold .... Hello? 

Mr Klein? 
Viktor Yes, I'm here. 
Francesca Right, I've spoken to my boss and I ca n offer 

you a five per cent discount on orders over 
500 cases. How does that sound? 

Viktor Five per cent when we order more than 
5 00 cases? That sounds very reasonab le. Of 
course, I'd need to discuss that aga in with 
my boss, bu I thi nk I can tentat ively say that 
you can expect an order from us in the next 
couple of days. 

Francesco I'm de lighted to hear that. Just let me know if 
th ere's anything else I can help you with. 

Viktor I' ll do that. Anyway, I'm sure we'll talk soon. 
Francesco I' ll look forward to th at. 
Viktor Bye now. 
Francesco Bye. 
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Useful phrases and vocabulary 

IngacaU 

Identifying yourself 
This is Leo Pearson from Griffin PIc. 
It's Steve Ronson (from) AFS here. 

Explaining the reason for the call 
I'm calling about ... 
I have a question about ... 
I wanted to ask about ... 
Are you the right person to ask? 

Gitting ttilOUitj to ttii i1~t ~rson 

Asking for the person 
Could I speak to Bob Little, please? 
Is Katja there, please? 
Could you put me through to your accounts 

department, please? 
Listen, Steve, I'm actually trying to get through to 

Paula. Is she there at the moment? 

When the person isn't available 
Oh , that's a pity. I'll try calling later. 
Can I leave a message for him/her? 
Can you ask him/her to call me back, please? 

Taking a caU 

Identifying yourself 
Micah Information Systems. Sylvia speaking. 
HCE Ltd. Arno Maier speaking. How can I help you? 
So, what can I do for you? 

Transferring a call 
Can I just ask what it's about? 
Can you hold on a moment, please? 
Can you hold the line, please? 
I'll put you through. 
I'm connecting you now. 
The line's (still) busy. 
Would you like to wait, or shall I ask him/her to call 

you back? 
I'm afraid his/her line is engaged (Am Eng: busy) . 

Shall I give you his/her extension number? 

When the other person isn't available 
I'm afraid Ms Thomson is unavailable at the 

moment. 
She's on another line/in a meeting/on a business 

trip. 
I'm sorry, but Derek isn't in the office today. 
Can I take a message? 
Would you like to leave a message for her/him? 
Would you like to call back later? 
Can I help at all? 

CaWn, someone tiiCI( 

Sorry, I'm really busy at the moment. Can I call you 
back later today/ in ten minutes? 

I'm actually talking to someone on the other line. 
I thi nk I've got your number, but can you give it to 

me agai n just in case? 

Returning a caU 

I'm just returnin g your call from yesterday. 
Yo u left a message on my answering machine. 

Ending the caU 

Thank you very much. 
---You're welcome. 

Just let me know if there's anything else I can do 
for you. 
---+I 'll do that. 

Speak to you later. 
Bye now./Goodbye. 

Communication ~lOblems 

I didn't catch that (last part) . 
Could you repeat that, please? 
Can you speak up a bit, please? 
Could you speak a little bit more slowly, please? 
Could you spell that for me, please? 
This is a really bad line. 
Sorry, we got cut off .... Anyway, as I was saying, ... 

Taking a message 
Can I take a message? 
Does (s)he have your number? 
I'll tell him/her you called . 
Shall I ask him/her to call you back? 
I'll make sure he/she gets your message. 

Checking the message 
Let me just read that back to you. 
Let me just make sure that I got that right. 
You'd like to know if ... 
Was that M for Michael or N for Nancy? 
Sorry, did you say 42 04 or 42 14? 
Sorry, what was the post code again? 

Leaving a message 
Could you ask him/her to call me back? 
My name is John Ellis. I'm calling from Retex Pic and 

my number is ... 



Greetings 
You've reached Lessa Logistica. 
Unfortunately no one is available to take your call at 

the moment. 
Our normal office hours are 9 to 5. Mondays to 

Fridays. 
Please leave a message after the beep or send us a 

fax on (Am Eng: at) ... 
Hello. This is Cecilia's voicemail. I'm out of the office 

until 3 p.m./the 5th. If it's urgent. please contact 
Jeff on (Am Eng: at) extension 439. Thanks. 

Leaving a message 
This is Walter Jackson calling for Toshiki Kitano. 
I'm calling about ... 
Maybe you can get back to me. 
I think you have my number already. but here it is 

again just in case. It's ... 
I'll be in the office until 6 p.m. today if you want to 

call me. 
Hope to speak to you soon. 

MobIle~ 

Where are you? 
-+I 'm on the tra in. 
-+I 'm actua lly in the office. You can call me on my 

land line. 
-+I'm afraid I'm in a mee ing a e moment. Can I 

call you late r? 
Have you got a couple of in es? 
My battery's low - we mig get c afra id. 
Sorry. you're breaking up (a Ii Ie) . 
Listen. I think I'm losing 

SmaDtalk 

Asking how someone is 
How are you? 
How are you doing? 
How's business? 
How are things in Prague? 

Answers 
Fine. thanks. And you? 
Not (so) bad. 
A bit busy. as always. 
Oh. can't complain. How are 

Small talk questions 
What have you been up to? 

->Nothing much. apart fro 
-+I 've just got back from oli 

How's the weather over e e? 
.......wet. as usual! 
->Really nice. for a change. 

How was your holiday? 
Very nice . We had a grea ime. 

->oon't ask! It was a complete disaster. 
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Making arran~ments 

Suggesting a meeting 
Do you have time to meet next week? 
I was wondering if you might have time 0 mee 

next week. 
It would give us the chance to talk abo 

Suggesting times and places 
When would su it you? 
Where would you like to meet? 
Would Monday be OK for you? 
How about Wednesday mo rn ing? 
Shall we say 10 o'c1ock in my office? 
Maybe you can pencil me in on Tuesday mo g. 

Reacting to suggestions 
I just need to check my diary. 
I think that should be possible. 
Tuesday's bad for me. I'm afraid . 
I'm tied up all day. 
Yes. that would be good for me. 

Confirming an arrangement 
OK. so I'll see you Wednesday. then . 
So that's Monday at 10 a.m. at your office. 

Changing arrangements 
I'm calling about our meeting tomorrow. 
I'm afraid something has come up. 
One of my clients has cancelled/brought fo rward our 

appointment. 
The meeting lasted longer than I expected. 
I wanted to ask you if we could meet a bit 

earl ier/postpone our meeting. 
I was wondering if we could reschedule our 

appointment. 
Would it be possible to meet a bit later? 

, When you are late for an appointment 
I'm afraid my meeting has taken longer than I 

expected. 
igh be a few minutes late. 

I s ou ld be there by 3 at the latest. 

COm~~nts~ __________________ ~ 

istake on the invoice you 
52-- -

e a achment. 
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Apologizing 
I'm very/extremely sorry about that. 
Please accept my apologies. 
That's entirely our fault. 
There must have been a mix·up. 

Taking action 
It's good that you've brought this problem to my 

attention. 
This is what I' ll do. 
I'll make sure it gets sorted out straight away. 
Let me put you through to our accounts 

department. They'll sort it out for you. 
You actually need to speak to our technical support 

hotline. Unfortunately I can't put you through 
direct ly, but let me give you the number. 

Ending on a positive note 
Again , I'm really sorry about the mix·up. 
Well, thanks for sorting that out. 

---+I t's the least I can do. 
I'll personally make sure it doesn't happen again. 
If you have any questions just give me a call. 

USifUI veitis n 

to call sb back 

to catch 

to connect 

Can I call you back later today? 

Sorry, I didn't catch your name. 

I'm connecting you now. 

Making proposals 
I wanted to make a suggestion. 
I have an idea. 
What do you think? 
How does that sound? 

Interrupting 
Sorry, can I interrupt you there? 
Yes, yes, but can I just say something? 
Well yes, that may be true, but... 
Can I just come in here? 
Can I just stop you there? 

Reacting to proposals 
That sounds feasible/very reasonable. 
We could probably work with that. 
That depends./That's difficult to say. 
I don't think that would be possible. 
I think we have a certain amount of room to 

manoeuvre, but I would have to check with my 
boss first. 

to get cut off Sorry, we got cut off. Where were we? 

to get back to sb on sth 

to get in touch 

to get through 

to hold 

to leave a message 

to put sb through 

to reach sb on 

to read sth back to sb 

to receive a phone call 

to return sb's call 

to spell 

to speak up 

to take a message 

Bittliti En~ 

(also) answerphone 
diary 
half (past) two 
mobile (phone) 
on extension 439 
send us a fax on 897 543 
the line is engaged 

I'm not entirely sure. Can I get back to you on that? 

I'm trying to get in touch with Mr Ellis. 

I'm trying to get through to the sales department. 

Could you please hold? I'll try to connect you. 

Would you like to leave a message for him? 

Shall I put you through to Mr Seide? 

You can reach him on his mobile. 

Let me just read that back to you . 

I received a phone call from your colleague yesterday. 

I'm just returning your call from earlier. 

Could you spell that for me please? 

Sorry, I can't hear you. Can you speak up a bit, please? 

I'm afraid he's in a meeting. Can I take a message? 

AiiiiiiCin 

answering machine 
planner 
half past two 
cell (phone) 
at extension 439 
send us a fax at 543 2111 

the line is busy 
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