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A great TOOL

GLOCAL language

International language of 
business

Is English really necessary for my working future?

English isn’t a foreign language it’s just a skill you have to have.
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 Comparison of established language tests

The Common European Framework of Reference for Languages
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About  __ % the same

So how does Business English differ from General English?

MAIN DIFFERENCES

•  Vocabulary

•  HOW and WHY people 
   communicate

•  Formality

80
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So how do I build a better Business English vocabulary?

Appropriately (adv)

Awkward (adj)

Handle (v)

Eliminate (v)

Delegate (n)

2014年4月2日星期三



A traditional approach

So how do I build a better Business English vocabulary?

Appropriately (adv)

Awkward (adj)

Handle (v)

Eliminate (v)

Delegate (n)

合宜地 

難應付的

處理 

消除

與會代表 

2014年4月2日星期三



A traditional approach

So how do I build a better Business English vocabulary?

  Now use each 
  word to make 
  a sentence 

Appropriately (adv)

Awkward (adj)

Handle (v)

Eliminate (v)

Delegate (n)

合宜地 

難應付的

處理 

消除

與會代表 
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A different approach

 Customer care
Word of mouth is the cheapest and most 
effective way of marketing your business and 
extending your customer base. Treat your 
customers badly, and you could be paying a 
heavy price for what are essentially simple 
people skills. This course is designed for anyone 
who wants to know how to make a positive 
impression to retain customers, eliminate 
customer dissatisfaction and learn how to handle 
awkward customers appropriately.
To address your customers’ needs you must be 
able to think like them, respond to whatever they 
throw at you and still show you’re pleased to be 
able to help them.
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people skills. This course is designed for anyone 
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awkward customers appropriately.
To address your customers’ needs you must be 
able to think like them, respond to whatever they 
throw at you and still show you’re pleased to be 
able to help them.

TRY TO …

1.Choose a suitable text
2.

4.Keep your vocabulary 
notes with your text

3.Choose words you think 
are important

      - in a short text 4-5
      - in a longer text 10-12

2.   Read for meaning first
      - try to say what the text 
        is about in a sentence
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Learning a word

MEANING: 
Difficult to deal with and to please, and 
often causes problems

Awkward (adj)
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Learning a word

MEANING: 
Difficult to deal with and to please, and 
often causes problems

Awkward (adj)

A different approach

/ˈɔːkwə(r)d/

COMMON PHRASES: 
An awkward customer
He’s just being awkward.

  Awkwardness (n) 
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Learning a word

MEANING: 
Difficult to deal with and to please, and 
often causes problems

Awkward (adj)

A different approach

/ˈɔːkwə(r)d/

COMMON PHRASES: 
An awkward customer
He’s just being awkward.

Other Information

Synonyms/ antonyms

Collocations

Other example 
phrases/sentences

  Awkwardness (n) 
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Collocation
customer

customer care / service / 
base / expectations 

dissatisfaction

retain / handle (a) customer

customer + noun

adjective + customer

customer + adjective
customer -handling (skills)

customerawkward
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Collocation
customer

customer care / service / 
base / expectations 

dissatisfaction

retain / handle (a) customer

customer + noun

adjective + customer

customer + adjective
customer -handling (skills)

customerawkward

RAIN

a PHOTO
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base / expectations 

dissatisfaction

retain / handle (a) customer

customer + noun

adjective + customer

customer + adjective
customer -handling (skills)

customerawkward

heavy
light RAIN

a PHOTOtake

2014年4月2日星期三



Collocation
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Collocation

impression

customer

impression

adjective + impression

verb + impression
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Collocation

impression

customer

impression

adjective + impression

impression(a)positive
(the) right

verb + impression

impressionmake (an)
create (an)
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Building the language you need to DO things in English

Do you think you will ever need to use English to:
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Building the language you need to DO things in English

Do you think you will ever need to use English to:

•   Write an email?
•  Talk to someone on the phone?
•  Talk to a foreign colleague or client at dinner or 

   a meeting?
•  Write a proposal or report?

•  Take part in a meeting? 
•  Write an essay?

•  Make a deal with someone who doesn’t speak 

   Chinese?
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Building the language you need to DO things in English

EmailPhone

2014年4月2日星期三



Building the language you need to DO things in English

EmailPhone

HowHow
Speaking Writing

Presentations Emails

Meetings Letters

Negotiating Reports

Phoning Proposals
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Building the language you need to DO things in English

EmailPhone

HowHow
Speaking Writing

Presentations Emails

Meetings Letters

Negotiating Reports

Phoning Proposals

What
•   Planning future events

•   Giving information about a 
product or service

•   Welcoming a foreign visitor

•   Explaining company performance 
and results
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  Are all tests the same?
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  Are all tests the same?

Trade unions kept up their pressure on the country's largest pulp and paper mill, 
Atlantic Limited, with demonstrations today outside their head office in the city centre. 
More than 300 protesters took part in the event to express their anger at the planned 
relocation of the plant to southern Asia. A spokesman for the union said that the 
company owed a great deal to the local community which had supported it for so many 
years. With a current workforce of more than two thousand workers, many local 
families are dependent on the jobs it provides. The CEO of the company, Jane 
Goodall, addressed the media and sympathised with those who would lose their jobs, 
but she insisted that rising costs had made the operation no longer viable. 

1. Who is not satisfied?
(A) The employees.
(B) The CEO.
(C) People in southern 
Asia.
(D) The media.

2. Why are there protests?Why are there protests?1. Who is not satisfied?
(A) The employees.
(B) The CEO.
(C) People in southern 
Asia.
(D) The media.

(A) 
(B) 
(C) 
(D)

Atlantic Limited is a bad employer.
Many local people will become 
unemployed.
The media is lying to the people.
The local community does not want 
Atlantic
Limited to build another factory in 

Who is not satisfied?
(A) The employees.
(B) The CEO.
(C) People in southern 
Asia.
(D) The media.
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  Competency-based tests – Real-life skills
• Read the memo and note below.
• Complete the claim form.

Memo

TO:   Barbara Sinclair
FROM:   Peter Rogers
DATE:   25 May 2008
SUBJECT:   Insurance Claim

Could you deal with this? It's our insurance claim, for the 
damage at the weekend. The insurance policy is in my 
name, and we bought the carpet for €300, although it will 
cost at least €500 to replace. Luckily our office carpets 
seem fine.

Thanks

OWEN SMITH INSURANCE COMPANY             
 with compliments

Thank you for your recent phone call regarding flooding 
damage in your photocopy room. 
Could you please complete the attached form and return 
it to me as soon as possible. 

Martin Morris
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Prepare for a COMPETENCY-BASED test
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    You have seen this advertisement for some part-time job vacancies:

Write a short letter applying for one of the jobs:
■ say which job you are interested in;
■ confirm that you meet the requirements;
■ say when you are available to start work.

For your answer, write about 60 words on the opposite page.

Prepare for a COMPETENCY-BASED test

PART-TIME JOB OPPORTUNITIES
Part-time vacancies for students in our Marketing, Accounts and Customer 

Service Departments
Applicants must be students on business-related courses

Apply to: David Jenkins, Mirai Computers
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Prepare for a COMPETENCY-BASED test
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Prepare for a COMPETENCY-BASED test

SPEAKING

Describe a product or service you know well.

You should say:
■ what the product/service is and what it is like
■ what the advantages of buying the product/service 

are
■ how the product/service is marketed.

As you listen, think of two questions to ask your partner
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Good afternoon everyone. My name’s Ian McEwan. 
I’m going to speak to you today about what is important when 
dealing with customers face-to-face.
And my presentation will be in three sections.
First, I’ll look at the importance of good communication skills. 
Second, I’ll talk about why it’s necessary to have a good 
knowledge of your products and services. 
And finally, I’ll discuss what kind of training is necessary.
If you have any questions, I’ll be happy to answer them at the end 
of my talk.

So, to my first point, the importance of good communication skills.
Now, I’m going to look at ….
And so to my final point …

So, to sum up, …

MINI PRESENTATION

2014年4月2日星期三



Good afternoon everyone. My name’s Ian McEwan. 
I’m going to speak to you today about what is important when 
dealing with customers face-to-face.
And my presentation will be in three sections.
First, I’ll look at the importance of good communication skills. 
Second, I’ll talk about why it’s necessary to have a good 
knowledge of your products and services. 
And finally, I’ll discuss what kind of training is necessary.
If you have any questions, I’ll be happy to answer them at the end 
of my talk.

So, to my first point, the importance of good communication skills.
Now, I’m going to look at ….
And so to my final point …

So, to sum up, …

MINI PRESENTATION

2014年4月2日星期三



Good afternoon everyone. My name’s ... 
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