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intermediate unit 11 (b3)

We spent a lot of money installing these systems and you assured me Cellular Phones took care of its customers. ... Any number of things could be responsible for the problem. 7 ... Flowers is an important client likely to bring in other big fish. Okay. ... to make sure to mess .... He shouldn't be more than a few minutes. I'll hold ... 
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INTERMEDIATE UNIT 11 (B3)



Activity group(s): 1 Number of exercises: 142



Intermediate Unit 11 (13 activity (ies) 01:33:56) Dialogue: Explore [1 exercises] 1



Another call comes through to your office. Good morning, Cellular Phones, Sales Department. Ah, Mr. Flowers, what can I do for you? Hello, Sales.



2



That's funny, our engineers said the installation went fine.



I'm not really sure. We've been using the system for a month now. This just started. It did.



3 3 3



The problem is coming from outside. Our warehouse is near an airport and there's a lot of interference on the line. Some of the phones have even been picking up the control tower. And you say this doesn't happen on the regular lines? Well, I'm not quite sure what to say. It's the first time anything like this has happened. Several hospitals use our equipment without any problems.



4



2 2 2



We're having a few problems with one of the networks you installed for us. What seems to be the trouble? There usually are a few hitches at the beginning.



3



Good morning, this is Mr. Flowers. Bad news, I'm afraid. Good morning, this is Mr. Flowers.



Not on the other cell phones either.



6 4 4



That may well be, but it's really starting to mess up our delivery schedule. I'm sorry to hear about that. Have you tried contacting the airport? Perhaps their signals are affecting other businesses. I'll send an engineer out to you right away.
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That's not good enough! That seems unlikely.



5 6



You'd better!



5
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5



We spent a lot of money installing these systems and you assured me Cellular Phones took care of its customers. I'll tell the Service Department it has to be fixed this week. I don't think you need to use that tone of voice. Any number of things could be responsible for the problem. Rest assured, I'll put our best people on the job.



6



7



Thanks, I'd appreciate that.



7



I just want you to get to the bottom of this. Thanks, I'd appreciate that.



7



I'm glad you understand that.



8



Before they get out of control. I hope so. Goodbye.



8 8



7



You call the Service Department. As usual, you wait a long time before someone comes to the phone. You can't help thinking that customer service is the weak link in the company's organization. Simon, can you send someone over to see Mr. Flowers? Flowers is having a few problems with his phones. I think I've got a client with outside saturation problems.



9



Thanks, I'd appreciate that.



I apologize if I sounded rude. It's quite understandable. Your company depends on our products to be efficient. It's best to nip these things in the bud. In a couple of days this will all be over.



8



7 7



Look, I hope you're not trying to lay the blame elsewhere. I thought your products were supposed to be reliable. They are, Mr. Flowers. We'll get this worked out in no time. I'm sure this is just a temporary problem. It's nothing to worry about. I'll have the engineers service the equipment thoroughly.



7



Thanks, I'd appreciate that.



9 9 9



Oh, is he? Oh, really?



Okay, I'll see what I can do. I'll try to spare a couple of people at the end of the week. This is important, Simon. Flowers has signed a very big contract. No, I need someone to go over there today. We could lose a huge contract over this. The sooner this is solved, the better. We don't want any bad publicity.
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That's not my problem.



10



That's not my problem.



10



That's not my problem.



10



Page 2/18



10



As I said, I'll see who I can spare. We're just as busy in the Service Department as you are in the Sales Department. I know that, Simon, but remember we work as a team. Flowers is an important client likely to bring in other big fish. Come on, Simon, let's not argue over this.



11



It doesn't feel like that sometimes. Okay.



11 11



I'm not arguing.



11



Look, I'll get an engineer over there this afternoon, but only if you can do me a favor in return. You name it.



How can I help you?



You scratch my back, I'll scratch yours!



Can you call a couple of smaller clients and tell them we're a little behind schedule? Can you call a couple of smaller clients and tell them we're a little behind schedule? Now that's teamwork!



Keywords [17 word(s)] to apologize (v.) to argue (v.) careful careless complaint customer service defective dissatisfied logistics to make sure to mess up (v.) missing out of control to provide (v.) to send over (v.) shipment trouble



Sentence Pronunciation [37 sentence(s)] Ah, Mr. Flowers, what can I do for you? What seems to be the trouble? There usually are a few hitches at the beginning. That's funny, our engineers said the installation went fine. And you say this doesn't happen on the regular lines? Well, I'm not quite sure what to say. It's the first time anything like this has happened. Several hospitals use our equipment without any problems. I'm sorry to hear about that. Have you tried contacting the airport? Perhaps their signals are affecting other businesses. I'll send an engineer out to you right away.



© Copyright 2003-2004 Auralog S.A. All rights reserved



Page 3/18



I'll tell the Service Department it has to be fixed this week. I don't think you need to use that tone of voice. Any number of things could be responsible for the problem. Rest assured, I'll put our best people on the job. We'll get this worked out in no time. I'm sure this is just a temporary problem. It's nothing to worry about. I'll have the engineers service the equipment thoroughly. It's quite understandable. Your company depends on our products to be efficient. It's best to nip these things in the bud. In a couple of days this will all be over. Simon, can you send someone over to see Mr. Flowers? Flowers is having a few problems with his phones. I think I've got a client with outside saturation problems. This is important, Simon. Flowers has signed a very big contract. No, I need someone to go over there today. We could lose a huge contract over this. The sooner this is solved, the better. We don't want any bad publicity. I know that, Simon, but remember we work as a team. Flowers is an important client likely to bring in other big fish. Come on, Simon, let's not argue over this. You scratch my back, I'll scratch yours!



Key grammar explanations [3 grammar point(s)] 1



Verbs expressing a wish to act
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2



'Everybody' - 'Somebody' - 'Nobody'



3



'Quite' - 'Quite a few'



Grammar Practice [2 exercises] 1



Give the opposite, as in the example. Example: very expensive



quite cheap



very sharp



quite blunt



very thin



quite fat quite thick



very deep



quite shallow



very heavy



quite light



very dry



quite wet



very interesting



quite boring quite uninteresting quite dull



'Quite' - 'Quite a few'
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2



Give the opposite, as in the example. Example: very expensive



quite cheap



very careful



quite careless



very precise



quite imprecise quite vague



very small



quite big quite large quite tall



very likely



quite unlikely quite improbable



very true



quite untrue quite false



very beautiful



quite ugly



'Quite' - 'Quite a few'



Dialogue: Expression [1 exercises] 1



Another call comes through to your office. Good morning, Cellular Phones, Sales Department. Ah, Mr. Flowers, what can I do for you? Hello, Sales.



2



2 2 2



We're having a few problems with one of the networks you installed for us. What seems to be the trouble? There usually are a few hitches at the beginning. That's funny, our engineers said the installation went fine.



3



Good morning, this is Mr. Flowers. Bad news, I'm afraid. Good morning, this is Mr. Flowers.



I'm not really sure. We've been using the system for a month now. This just started. It did.



3 3 3



The problem is coming from outside. Our warehouse is near an airport and there's a lot of interference on the line. Some of the phones have even been picking up the control tower. And you say this doesn't happen on the regular lines? Well, I'm not quite sure what to say. It's the first time anything like this has happened. Several hospitals use our equipment without any problems.
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Not on the other cell phones either.



6 4 4
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4



That may well be, but it's really starting to mess up our delivery schedule. I'm sorry to hear about that. Have you tried contacting the airport? Perhaps their signals are affecting other businesses. I'll send an engineer out to you right away.



5



5



Thanks, I'd appreciate that.



7 7



Thanks, I'd appreciate that.



7



Thanks, I'd appreciate that.



7



I just want you to get to the bottom of this. Thanks, I'd appreciate that.



7



I'm glad you understand that.



8



Before they get out of control. I hope so. Goodbye.



8 8



7



I apologize if I sounded rude. It's quite understandable. Your company depends on our products to be efficient. It's best to nip these things in the bud. In a couple of days this will all be over.



8



You'd better!



Look, I hope you're not trying to lay the blame elsewhere. I thought your products were supposed to be reliable. They are, Mr. Flowers. We'll get this worked out in no time. I'm sure this is just a temporary problem. It's nothing to worry about. I'll have the engineers service the equipment thoroughly.



7



5 6



We spent a lot of money installing these systems and you assured me Cellular Phones took care of its customers. I'll tell the Service Department it has to be fixed this week. I don't think you need to use that tone of voice. Any number of things could be responsible for the problem. Rest assured, I'll put our best people on the job.



6



That's not good enough! That seems unlikely.



You call the Service Department. As usual, you wait a long time before someone comes to the phone. You can't help thinking that customer service is the weak link in the company's organization. Simon, can you send someone over to see Mr. Flowers? Flowers is having a few problems with his phones. I think I've got a client with outside saturation problems.



© Copyright 2003-2004 Auralog S.A. All rights reserved



9 9 9



Oh, is he? Oh, really?
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9



Okay, I'll see what I can do. I'll try to spare a couple of people at the end of the week. This is important, Simon. Flowers has signed a very big contract. No, I need someone to go over there today. We could lose a huge contract over this. The sooner this is solved, the better. We don't want any bad publicity.



10



10



That's not my problem.



10



That's not my problem.



10



As I said, I'll see who I can spare. We're just as busy in the Service Department as you are in the Sales Department. I know that, Simon, but remember we work as a team. Flowers is an important client likely to bring in other big fish. Come on, Simon, let's not argue over this.



11



That's not my problem.



It doesn't feel like that sometimes. Okay.



11 11



I'm not arguing.



11



Look, I'll get an engineer over there this afternoon, but only if you can do me a favor in return. You name it.



How can I help you?



You scratch my back, I'll scratch yours!



Can you call a couple of smaller clients and tell them we're a little behind schedule? Can you call a couple of smaller clients and tell them we're a little behind schedule? Now that's teamwork!



Key grammar explanations [1 grammar point(s)] 1



Perfect conditional using 'should'
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Dialogue: Explore [1 exercises] 1



Swift Car Rentals. Can I help you? May I speak to Mr. Walters, please? Can I have the Accounting Department, please? Accounting Department, please.



2



May I ask who's calling, please? Jack Thompson from Cellular Phones. The sales manager at Cellular Phones. Yes, my name is Jack Thompson. I'm calling from Cellular Phones in New York.



3



2 2 2



Just a minute and I'll transfer you. Just a minute and I'll transfer you.



I'm afraid the line is busy. Would you like to hold? Will he be long, do you think? How long do you think he'll be? Yes, it's pretty urgent.



4



4 4 5



He shouldn't be more than a few minutes. 6 6 6



I'll hold then. O.K. I'll wait. In that case, I'll hold.



5



If you tell me what it's about, perhaps someone else could help. 6 6



It's about the payment for your last order. I'd prefer to talk to someone in Accounting. I really must speak to Mr. Walters. I think I should speak to Mr. Walters himself.



6



3 3 3



6



Ah... The line's free now. I'll transfer you. 7 7 7



Thank you very much. Thanks a lot. Thank you.
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7



Accounting Department. George Walters speaking. Mr. Walters, this is Jack Thompson. Hello, Mr. Walters. Jack Thompson calling. Good morning, Mr. Walters. Jack Thompson from Cellular Phones.



8



Yes, good morning. I was expecting you to call. Yes, good morning. I was expecting you to call. Yes, good morning. I was expecting you to call.



What seems to be the problem? 11 12 10



I see... 13 13 16



Did you get everything you ordered? Was everything all right with your order? They haven't received payment yet.



11



Yes... 16



Accounting has no record of payment. The terms of sale stated thirty days. Your phones were delivered two months ago. Your payment is now way overdue.



12



8



9 9 15



It's about your last order. It has to do with your last order. My Accounting Department asked me to call you.



10



8



I'm sorry if you've had trouble getting hold of me recently. I certainly have. You're telling me! I sent you several faxes.



9



8



14



Oh yes... 13 13 11



You received the merchandise, didn't you? Are you satisfied with the shipment? Are you aware of the terms of sale?
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13



The order was complete, but there were a few problems with some of the phones. 17 17



I thought that had been straightened out. Our engineer tells me that was ironed out. We sent an engineer out when you reported the trouble.



14



Yes, well, we've recently installed a new computer system and we've been having some start-up problems with it. O.K., but when can we expect payment? We still insist on immediate payment. Yes, but when do you intend to settle your account?



15



17



I'll get my assistant to send you a check right away. I'll get my assistant to send you a check right away. I'll get my assistant to send you a check right away.



I'm really sorry. My secretary has been sick and we're a bit behind. 12 14 11



I'm calling about your last order. Your payment is now long overdue. It's about your last order.



16



Yes, well, I'm afraid we're having a cash flow problem at the moment. We were hoping to defer payment a little longer. I'll have to check with Accounting. Can you put your request in writing? What exactly did you have in mind? Can you let me have your request in writing?



17



Yes, of course. I'll get a fax off today.



Yes, of course. I'll get a fax off today.



Yes, but it did cause us some delays which made us lose business. O.K., but when can we expect payment? I understand, but when do you intend to settle your account? We do apologize for any inconvenience. But I hope you don't intend to withhold payment.



Keywords [26 word(s)] accounting amount
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assets cash flow check to collect (v.) compensation deadline to defer (v.) delay difficulty financial immediate in debt in writing inconvenience invoice loss overdue to owe (v.) payment receipt request to settle (v.) urgent to withhold (v.)



Sentence Pronunciation [40 sentence(s)] May I speak to Mr. Walters, please? Can I have the Accounting Department, please? The sales manager at Cellular Phones. Yes, my name is Jack Thompson. I'm calling from Cellular Phones in New York. Will he be long, do you think? How long do you think he'll be? Yes, it's pretty urgent. It's about the payment for your last order. I'd prefer to talk to someone in Accounting. I think I should speak to Mr. Walters himself. I sent you several faxes. It's about your last order. It has to do with your last order. My Accounting Department asked me to call you. Did you get everything you ordered? Was everything all right with your order? They haven't received payment yet. Accounting has no record of payment. The terms of sale stated thirty days. Your phones were delivered two months ago. Your payment is now way overdue. You received the merchandise, didn't you? Are you satisfied with the shipment? Are you aware of the terms of sale? I thought that had been straightened out. Our engineer tells me that was ironed out. We sent an engineer out when you reported the trouble. O.K., but when can we expect payment? We still insist on immediate payment.
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Yes, but when do you intend to settle your account? Your payment is now long overdue. I'll have to check with Accounting. Can you put your request in writing? What exactly did you have in mind? O.K., but when can we expect payment? I understand, but when do you intend to settle your account? We do apologize for any inconvenience. But I hope you don't intend to withhold payment.



Key grammar explanations [1 grammar point(s)] 1



Expression of preference
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Word Order with speech recognition [11 exercises] 1



I've been trying to get hold of you I've been trying to get hold of you for weeks. Verbs expressing a wish to act



2



for



weeks.



'For' - 'Since' - 'Ago'



I don't think he'll keep you I don't think he'll keep you waiting



waiting much much longer



Verbs expressing stages of an action



3



there seems to be a mix-up there seems to be a mix-up with the



4



I was beginning to I was beginning to think



longer



'Little' - 'A little' - 'Much'



with the payment



payment



think that you might withhold that you might withhold payment



'That' and dependent clauses



payment



'May' - 'Might'



5



the Accounting Department says there's no the Accounting Department says there's no record of



6



the contract terms state that the contract terms state that payment



record of payment



payment must be made must be made on time



payment.



on



time.



'Must' - 'Have to'



7



interest interest



8



I'll see to it that a check is written I'll see to it that a check is written immediately.



9



an important customer is withholding payment, so our cash flow suffering an important customer is withholding payment, so our cash flow is suffering



is added whenever payment is overdue. is added whenever payment is overdue.



immediately.



is



Uses of 'so'
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10



there shouldn't be a problem if you put a request there shouldn't be a problem if you put a request in writing. 'Should' and 'Ought to': probability



11



I advise you not to I advise you not to withhold



withhold payment



in



writing.



Modal auxiliaries



payment from us



from



us.



Dialogue: Expression [1 exercises] 1



Swift Car Rentals. Can I help you? 2 2 2



May I speak to Mr. Walters, please? Can I have the Accounting Department, please? Accounting Department, please.



2



May I ask who's calling, please? Jack Thompson from Cellular Phones. The sales manager at Cellular Phones. Yes, my name is Jack Thompson. I'm calling from Cellular Phones in New York.



3



Just a minute and I'll transfer you. Just a minute and I'll transfer you.



I'm afraid the line is busy. Would you like to hold? 4 4 5



Will he be long, do you think? How long do you think he'll be? Yes, it's pretty urgent.



4



He shouldn't be more than a few minutes. I'll hold then. O.K. I'll wait. In that case, I'll hold.



5



3 3 3



6 6 6



If you tell me what it's about, perhaps someone else could help. 6 6



It's about the payment for your last order. I'd prefer to talk to someone in Accounting. I really must speak to Mr. Walters. I think I should speak to Mr. Walters himself.
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6



Ah... The line's free now. I'll transfer you. 7 7 7



Thank you very much. Thanks a lot. Thank you.



7



Accounting Department. George Walters speaking. Mr. Walters, this is Jack Thompson. Hello, Mr. Walters. Jack Thompson calling. Good morning, Mr. Walters. Jack Thompson from Cellular Phones.



8



Yes, good morning. I was expecting you to call. Yes, good morning. I was expecting you to call. Yes, good morning. I was expecting you to call.



What seems to be the problem? 11 12 10



I see... 13 13 16



Did you get everything you ordered? Was everything all right with your order? They haven't received payment yet.



11



8



9 9 15



It's about your last order. It has to do with your last order. My Accounting Department asked me to call you.



10



8



I'm sorry if you've had trouble getting hold of me recently. I certainly have. You're telling me! I sent you several faxes.



9



8



Yes... 16



Accounting has no record of payment. The terms of sale stated thirty days. Your phones were delivered two months ago. Your payment is now way overdue.
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12



Oh yes... 13 13 11



You received the merchandise, didn't you? Are you satisfied with the shipment? Are you aware of the terms of sale?



13



The order was complete, but there were a few problems with some of the phones. I thought that had been straightened out. Our engineer tells me that was ironed out. We sent an engineer out when you reported the trouble.



14



17



Yes, well, we've recently installed a new computer system and we've been having some start-up problems with it. O.K., but when can we expect payment? We still insist on immediate payment. Yes, but when do you intend to settle your account?



15



17 17



I'll get my assistant to send you a check right away. I'll get my assistant to send you a check right away. I'll get my assistant to send you a check right away.



I'm really sorry. My secretary has been sick and we're a bit behind. I'm calling about your last order. Your payment is now long overdue. It's about your last order.



16



12 14 11



Yes, well, I'm afraid we're having a cash flow problem at the moment. We were hoping to defer payment a little longer. I'll have to check with Accounting. Can you put your request in writing? What exactly did you have in mind? Can you let me have your request in writing?
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Yes, of course. I'll get a fax off today.



Yes, of course. I'll get a fax off today.
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17



Yes, but it did cause us some delays which made us lose business. O.K., but when can we expect payment? I understand, but when do you intend to settle your account? We do apologize for any inconvenience. But I hope you don't intend to withhold payment.
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INTERMEDIATE PLUS UNIT 11 (B3) 

Answer the question as in the example. ... Picture/Word Association with speech recognition [3 exercises]. 1 ..... One part of a payment made at intervals.










 








INTERMEDIATE UNIT 9 (B3) 

Dialogue: Explore [1 exercises]. 1. Excuse me, I'm ... What sort of discount could you give us for an order of that size? How about 10 ..... Adjectives ending in -ing.










 








INTERMEDIATE UNIT 4 (B3) 

rap music folk music. 7 rock 'n' roll acid jazz opera heavy metal classical music. 8 a space capsule an airplane a submarine an astronaut an airport a catamaran.










 








INTERMEDIATE UNIT 3 (B3) 

You call to find out if the weather is going to ... Tomorrow, Friday, is going to be the same as today. ... At this time of year you only get warmth and sun in countries like South Africa! ..... Most generally, 'After the rain comes good weather' mea










 








INTERMEDIATE UNIT 2 (B3) 

ice water beer fresh orange juice soda warm milk. 11 lemons oranges apples pineapples apricots grapes. 12 milk ice water black coffee lemon tea espresso.










 








INTERMEDIATE UNIT 12 (B3) 

I'll have to see how many we have in stock. 5 ... Yesterday we had two hundred and thirty in stock. ... Your next meeting is via videoconference with the general manager of a large U.S. supermarket chain. Sitting at your desk at Cellular Phones, you 










 








INTERMEDIATE UNIT 10 (B3) 

[You are at a trade fair.] Can I ask .... Word Order with speech recognition [16 exercises]. 1 weekends were made to have as ..... What will you start with? First I'm ...










 








INTERMEDIATE UNIT 8 (B3) 

way, can you arrange for me to be picked up from the airport? Do you have your ... He's calling from the Japanese branch of Cellular Phones. So, Mr. Yamamoto ...










 








INTERMEDIATE UNIT 14 (B3) 

I worked in the marketing department of a bank. 4. In the marketing field ... I'm looking for a career in marketing. 7 ..... Do you know who's advertising the product?










 








INTERMEDIATE UNIT 5 (B3) 

You decide to call and find out more about them. Hello? I'm calling about your villas. 2. Do you still have villas available for this summer? 3. Could you give me ...










 








INTERMEDIATE UNIT 7 (B3) 

lettuce, scallions, green and red peppers, cucumber and tomatoes. There's also an avocado, apple and nut salad ... to book (v.) bottle to cancel (v.) to choose (v.).










 








INTERMEDIATE UNIT 6 (B3) 

We'd really hoped to have them all installed by now... Yes, I'm sorry. They'll be there by Friday. Hmmm... I wish you'd told us about this before. I'm sorry about ...










 








intermediate unit 1 (b3) 

What is your name? I am Mr. Smith. Nice to meet you. 4. My name is Peter Green. Nice to meet you. 4 .... I'm afraid he's been called away on urgent business. 4.










 








INTERMEDIATE UNIT 13 (B3) 

Would you give me your company name and address? 6. 3. That's all right. Send me whatever you've got. Would you give me your company name and address ...










 








intermediate plus unit 2 (b3) 

Let me get my coat. Hurry up! 4. 2. Shopping! Which stores? Who cares! 3. I don't need anything. ... The salesperson will tell you. 14 .... he (to like) he'd like he would like we (to withdraw) we'd withdraw we would withdraw .... sales clerk ... a g










 








INTERMEDIATE PLUS UNIT 12 (B3) 

Your company gives you the latest details concerning your seminar. "How are you .... The prepositions 'in' and 'at' The article and geographical names. 3. I'm.










 








INTERMEDIATE PLUS UNIT 6 (B3) 

Answering last year's mail... Yes, but I don't have enough stationery! No, I always write the same old things. I'm more of a phone person! Sure, if you have some ...










 








INTERMEDIATE PLUS UNIT 10 (B3) 

Could I have some change for the phone? No problem. .... a cell phone a television set. 7 ... retire to the country date-stamp sell by date fade away timeless. 2.










 








INTERMEDIATE PLUS UNIT 1 (B3) 

May I take your company's name? I'll fax you the contact information. 6. Can I email you the contact information? Yes, of course. 6. May I fax you the contact info?










 








INTERMEDIATE PLUS UNIT 3 (B3) 

They don't have any here. 5. 3 ... Do you have any corduroy pants? ... Oh, it doesn't matter, thank you. Bye! 15 ..... This explains why people are happy to find.










 








INTERMEDIATE PLUS UNIT 4 (B3) 

a pickle a banana an orange a grapefruit a kiwi. The Right Word with speech recognition [4 ..... fun and play games like Hide and Seek, Simon Says, and Tag.










 








INTERMEDIATE PLUS UNIT 7 (B3) 

Yes, I'd like a book of ten first-class stamps. Sorry, I'm all out. 12. Do you have .... I'll need you to fill out this registration form first. Write your name on this line and ...










 








INTERMEDIATE PLUS UNIT 9 (B3) 

Construction of the present perfect continuous. Auxiliaries. Verbs without a ... Simple past perfect hadn't gone ... Phonetics Exercise [8 phoneme(s)] j pocketknife ...










 








INTERMEDIATE PLUS UNIT 13 (B3) 

You know what the airports are like at this time of year. Anyway, now I'm running a little late. That's too bad. Would you like some coffee? 4. My own plane was ...
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