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Introduction 
Welcome to Functioning in Business!  This course and its companion courses, Dynamic Business 
English and English by the Numbers, are part of a suite of products that make up DynEd’s Business 
English Advantage Series.*  Used together in an intensive program, they provide a strategic foundation 
for using English in business situations.  Listening and speaking skills are especially focused on, as well 
as general business vocabulary, and the proper use of communicative language functions.  Used 
separately, each course focuses on specific skill areas that may need to be addressed in a shorter, less 
intensive course. 
 
The primary focus of Functioning in Business is on language functions, such as requesting, refusing, 
suggesting, and confirming information. The language is presented in the context of an executive's 
business trip to the US and other business situations. Video presentations and interactive exercises present 
key phrases and expressions needed to operate successfully in business interactions. 
 
The second major area of focus is on listening, both for general meaning and for specific items of 
information. Students are asked to answer comprehension questions by using the mouse to click on the 
correct choice. The third aim of this course is to build a basic business vocabulary. The language has been 
carefully chosen to include high-frequency vocabulary that is essential in general business conversations. 
Fourth, Functioning in Business now features speech recognition activities. These activities give 
students the chance to participate actively and gain valuable practice in using the language functions 
introduced in each lesson.  They also help to build oral fluency and improved pronunciation. 
 
Though the course can be used successfully for self study, it will be most effective when used in 
conjunction with classroom study. The aim of this manual is to facilitate that use. 
 
* The Business English Advantage Series also includes New Dynamic English and The Lost Secret.  An Instructor’s 
Guide is available.   
 
 

Note:  For updates for DynEd products, please go to DynEd’s website at: 
http://www.dyned.com 
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Level 
Functioning in Business is divided into 10 units ~ an introductory unit and nine episodes with 
supplementary variations that provide reinforcement.  The course is built around a business trip and 
focuses on a core set of language functions that are recycled throughout.  The language level is suitable 
for intermediate and advanced students of business English who need to improve their listening and 
speaking skills.  For advanced students, the course can be gone through fairly quickly, and the emphasis 
should be on language appropriateness.  For intermediate students, the focus should be on developing 
listening and speaking fluency in business situations, as well as building an active business vocabulary. 
 
In general, the course is best used with students whose listening and speaking skills are weaker than their 
reading and writing skills.  Optimally, students should understand 60~80% of the information on first 
hearing and without repetition.  By the end of study, they should easily understand 90% or more of the 
content without reference to text support, be able to summarize it with reasonable accuracy and 
confidence, and be able to express the same type of information when applied to their own job situation 
with confidence and fluency. 
 
To help determine a student’s level, DynEd’s Placement Test is recommended.  Four Mastery Tests are 
included within the course to help assess student progress and gauge when students are ready to move on.  
For students whose Placement Level puts them mid-way through the course, students should start by 
quickly going through the first half of the course, passing the first two Mastery Tests, and then proceeding 
to the final half of the course. 
 
Once the program is underway, the Records Manager will monitor and evaluate the progress of each 
student and allow students to take the Mastery Tests.  Please see the Records Manager Guide for detailed 
information. 
 
Business Functions 
The language in each unit presents, models and recycles a core group of language functions that are 
essential in all types of business. These functions include how to make a polite request, how to make a 
suggestion, a disagreement, an offer, and a refusal.  Other functions are important in business meetings 
and for exchanging information over the telephone:  confirmation, clarification, qualification, and making 
an appointment. 
 
The Shuffler Level and Completion Percentage 
A unique feature of DynEd courseware is the Shuffler.  As a student answers questions and completes 
activities, the "Shuffler Level" (from 0.0 to 3.0) rises or falls, and the computer adjusts the depth or 
difficulty of the lesson accordingly.  In Functioning in Business, this takes the form of additional 
comprehension questions at higher shuffler levels. 
 
The Completion Percentage is shown in the Student’s Records.  This is a measure of how thoroughly the 
student has studied and practiced each lesson.  For more detailed information, please see the Business 
English Advantage Series Teachers Guide or the Records Manager Guide.  In general, students should 
attain an 80-85% Completion Percentage in each lesson.  This will ensure that they are going through 
each lesson several times, progressing from familiarization to comprehension to intensive practice to 
review to mastery.  These steps lead to acquisition and long-term learning. 
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Course Content 
Functioning in Business consists of 10 Units on 4 CD-ROMs.  The key learning points for each are listed 
below: 

Scope and Sequence: Functioning in Business, Discs 1~4 
Functioning in Business 

Units & Variations Topics & Language Functions Comments 
  
1.  Introduction: An 

Important Business 
Trip 

 Parts 1, 2, & 3 

  
• Introduction of the story, main characters 

and companies.  Introduces key vocabulary. 
  

  
• This lesson parallels the first 

2 units in Dynamic Business 
English. 

  
2.  Episode 1: Checking In 
  

Variation w/SR 
Bank Customer 

  
• Blake checks in to a hotel 
• Language Functions:  Confirming, Offering 
• Refusing, I’m sorry, but…, I’m afraid… 
• Requesting, Could I, Can I, If you could do 

that, I’d really appreciate it 

  
• Students learn how to make 

polite requests 
• Students learn how to confirm 

information 
  

  
3.  Episode 2:  Making an 

Appointment 
  

Variation w/SR 
Making an Appointment 

 

  
• Blake uses the telephone to make an 

appointment for an important meeting 
• Language Functions:  Agreeing, 

Confirming, Greeting, Offering, Requesting, 
Suggesting, I was wondering if we could get 
together… 

• Telephone language:  I’d like to speak with, 
Webber Industries, May I help you? 

  
• Students learn how to use 

polite telephone language 
• Students learn how to arrange 

and confirm a meeting 
• Students learn how to make a 

polite suggestion 
  

  
4.  Episode 3:  Confirming 

Plans 
  

Variation w/SR 
Checking an 
Appointment 

  
• Epstein checks the schedule and details of a 

meeting with his boss. 
• Language Functions:  Confirming, Offering, 

Requesting, Suggesting 
• Disagreeing, Stalling, Closing a meeting, 

Let’s discuss it further tomorrow, I don’t 
think that this is the best time, I understand 
your reservations, but… 

  
• Students learn how to talk to 

their boss 
• Students learn how to talk to 

their subordinates 
• Students learn how to be 

assertive, but polite 
  

  
5.  Episode 4: An 

Important Introduction 
  

Variation w/SR 
Introducing Yourself, 
Looking for Someone 

 
(continued) 
 

  
• Epstein introduces his boss to a prospective 

business partner 
• Language Functions:  Greeting, Introducing, 

Small talk 
• Interrupting, Well, I hate to interrupt, I’m 

sorry to interrupt, but 
• Social customs of introducing and 

handshakes, etc.. 

  
• Students learn how to handle 

an introduction in a business 
situation 

• Students learn how to manage 
a social situation in a polite 
way 

  

Units and Variations Topics & Language Functions Comments 
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Scope and Sequence: Functioning in Business 
Functioning in Business 

Units & Variations Topics & Language Functions Comments 
  
6.  Episode 5:  A Business 

Lunch 
  

Variation w/SR 
Negotiating 

  

  
• Epstein and his boss meet with a prospective 

business partner.  They discuss problems 
and possible solutions. 

• Language Functions:  Agreeing, Offering, 
Promising, Refusing, Confirming 

• Clarifying/Qualifying, Let me clarify our 
position, Well, not exactly, It depends on… 

  

  
• Students learn how to handle 

a business lunch 
• Students learn how to confirm 

and clarify problems in a 
polite way 

• Students learn how to qualify 
a statement to avoid 
misunderstanding 

  
7.  Episode 6: The 

Disagreement 
  

Variation w/SR 
Making a Choice 

  

  
• Epstein and his boss, Ms Graham, have a 

different opinion.  Ms Graham makes it 
clear that she doesn’t intend to follow 
Epstein’s recommendation. 

• Language Functions:  Agreeing, 
Disagreeing, Recommending, Giving an 
Opinion 

  
• Students learn how to deal 

with a difference of opinion 
• Students learn to state the 

disadvantages and advantages 
of a decision. 

  

  
8.  Episode 7: Keeping in 

Touch 
  

Variation w/SR 
Making a Polite Refusal 

  

  
• Epstein and Blake summarize the situation 

and agree to stay in touch. 
• Language Functions:  Accepting, 

Expressing disappointment, Giving an 
Opinion, Inviting, Promising, Qualifying, 
Refusing, Requesting 

  

  
• Students learn how to build 

business relationships and 
network for the future 

  
  

  
9.  Episode 8: New 

Customer 
 

Variation w/SR 
Asking a Favor 

  

  
• Blake has an appointment with a new 

company, but the person is not there, so he 
meets with someone else. 

• Language Functions:  Accepting, 
Apologizing, Introducing, Requesting, 
Suggesting, Thanking 

  
• Students learn how to give 

and accept an apology. 
• Students learn how to 

reassure someone and make 
them comfortable before a 
meeting. 

  
  
10. Episode 9: 

Negotiations 
  

Variation w/SR 
Different Endings 

  

  
• Blake negotiates several points with a 

customer and makes commitments. 
• Language Functions:  Accepting, Clarifying, 

Confirming, Offering, Promising, 
Requesting, Stalling, I’ll have to get back to 
you on that 

  
• Students learn how to 

confirm, clarify, and check 
points in a negotiation. 

 

Units and Variations Topics & Language Functions Comments 
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Lesson Organization 
Each Functioning in Business unit is divided into several lessons, beginning with a Presentation Video 
lesson, which is for preview and review purposes.  This is a linear playthrough of the video without 
interruption.  The other lesson types are as follows: 
 
Interactive Listening:  This is the key lesson for each unit.  In this lesson, text, translation, and Glossary 
support are available, as well as comprehension questions.  Students should go through this lesson several 
times and in several ways, with the aim of mastering the language ~ not just understanding it.  After 
listening to each section of the video without looking at the text, students should begin to focus on the 
language details.  To do this, they should focus on key phrases and practice saying them.  Students should 
record these phrases and compare their recordings with the speakers in the video.  By the time they 
complete the lesson, students should be able to summarize the entire scene with confidence and fluency.  
If not, they have not completed the lesson. 
 
Variations: This section gives additional examples of how important language is used in different 
situations. In the first part, you may view the dialogues without interruption. In the second part you will 
interact with the characters by making language choices, both for comprehension and for speaking 
practice. The Speech Recognition (SR) exercises will allow you to take turns with the characters in the 
video, working your way through the dialogue, just like in a real conversation.  Once the language of the 
lesson is familiar, students should review it on a regular basis until it is mastered and can be spoken 
fluently. 
 
Functional Dictations: These exercises focus on important phrases from the video. In each lesson there 
are a number of dictations which you may choose. First, select a dictation. You will then see a video 
which includes the sentences from that dictation. When this is finished, the screen will change, and you 
will see a group of words at the top of the screen, and the dictation sentences with a number of blank 
spaces where words are missing.  These dictations should be done on a regular basis until the Completion 
Percentage is 80% or more.  This kind of regular repetition will help you internalize the language. 
 
Function Grid: These exercises focus on important language functions from the video.  You may select a 
function, such as Request, and see several examples.  You may also select the (?) symbol, which will play 
a portion of the video and ask you to identify the language function being illustrated.  As with the 
dictations, the function grid should be done and reviewed on a regular basis until the language becomes 
automatic. 
 
The Mastery Tests for each ‘disc’ cover 2-3 units.  These should be taken after students have studied and 
reviewed all the lessons in the covered units.  A good indicator of this is when students have an 80% or 
more Completion Percentage in all lessons in the Units to be tested.  At this point students should be 
confident that they can understand and use the language with ease, and they should easily pass the 
Mastery Test, which requires at least an 80% score. 
 
In order to enable students to take a Mastery Test, the teacher must use the Records Manager to unlock 
the test.  Once a Mastery Test is taken, it will automatically lock again to prevent students from taking it 
several times in succession.  In general, students should score at least 80% on the Mastery Test to pass.  
The tests are not designed to be tricky or to test unimportant items.  Rather they check to see that students 
have mastered the key points of the units and are ready to go on.  If a student scores less than 80-85%, 
they should review the lessons and try again.  If this is done, students will take great strides in acquiring 
the target language (both syntax and vocabulary) as opposed to short-term memorization, which will 
quickly fade.  Language acquisition means mastery, not momentary ‘understanding’ or short-term 
memorization. 
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Instructor’s Guide 
This Instructor’s Guide is designed to help teachers design lesson plans based on Functioning in 
Business.  For each Unit, the guide contains: 

• Unit Introduction:  Goals and Learning Points 
• Classroom Activities:  Suggested Teaching and Extension Activities 
• Video Scripts:  Lesson Transcripts for the Episodes and Variations 
• Exercises:  Written Exercises related to each of the Episodes and Variations 

 
Please consult the Instructor’s Guide for Dynamic Business English to see how to coordinate the two 
courses. 

General Classroom Guidelines 
Though Functioning in Business can be useful in a self-study mode, it is most effective when supported 
by classroom activities such as comprehension questions, scene summaries, pair work, discussion and 
role-plays.  These activities allow the student to practice using and extending the language of each scene 
in each unit and provide motivation for more effective self-study when not in class.  Suggestions for how 
to present each unit are included in this manual in the Classroom Activities section of each Episode. 
Exercises  
The written Exercises in this manual are designed to serve as written reinforcement of the language 
presented in the lessons.  These written exercise handouts help students focus on and remember the key 
language forms and vocabulary that have been introduced.  They are short and simple to do, and should 
be done quickly, after the students have studied the lessons.  The Exercises can be assigned as follow-up 
activities for in-class work or as homework. 
Classroom Presentation and Extension Activities 
This Manual contains suggestions for classroom activities designed to help students focus on key points, 
and also to extend, personalize, or localize the language from the lesson.  These activities put students 
into a more active role where they can use the language and make it come alive for them.  This is where 
the teacher and classroom play an extremely important role, and where the combination of multimedia 
and teacher-directed classroom work becomes most effective. 
Classroom Follow-up 
Follow-up tasks may be oral or written.  They may involve the whole class, small groups, pairs or 
individual students. 
 
After students have spent time in a lesson, the teacher might ask students to give an oral and/or written 
summary of what happened in an Episode or Variation.  The Video Scripts can be used to help the teacher 
develop comprehension questions about the material.  Whatever the assignment, keep it short, focused, 
and well within the ability of the students. 
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Student Practice Guidelines 
Effective and frequent practice is the key to language acquisition.  Short, frequent sessions are generally 
more effective than infrequent sessions, however long, because fatigue and other factors lead to 
inattention.  The greater the frequency, the less total time is required to move from one language level to 
another.  Ideally, students should go through the lessons five or more times per week in 20~25 minute 
sessions each day.  For students who can spend more time, it is better to study several courses in parallel, 
such as Functioning in Business and Dynamic Business English, and divide the study time between 
each course, 20~25 minutes for each course for each session.  This keeps interest up and greatly increases 
the efficiency of the courses. 
 
Generally, students should go through each unit in the following ways: 

(1) Preview; where they gain an overview of a lesson without using the text; 
(2) Comprehension, where they try to understand in increasing detail without using the text; 
(3) Study and Analysis, where they check the text, consult the glossary and generally try to understand 

the grammar and all vocabulary items; 
(4) Shadow & Record, where they say or paraphrase each sentence, record it and compare it with the 

model; 
(5) Review, where they regularly go over the sentences and phrases that they have been studying; and 
(6) Intermittent Review, where they periodically return to previous lessons to check their mastery of the 

material. 
It is generally better to work on the lessons in shorter sessions, spread out over several days, than spend a 
large amount of time on only one day.  For a class meeting once or twice a week, the time spent in class 
should be followed up by the students working on their own at least three or four times a week.  In this 
way, the combination of classroom and self-study work will result in rapid progress. 
 
The advantage of using two or more courses in parallel, such as Functioning in Business and New 
Dynamic English is that a 45-minute study session can be divided into 2 sessions of 20~25 minutes each.  
This keeps students engaged for a longer period of time without becoming bored.  In each 20~25-minute 
session, students should move from preview of new material to study/practice of material previewed in 
earlier sessions to regular review to intermittent review of material studied in previous weeks, and then 
they shift to the other course and repeat the same sequence.  By alternating between preview and 
study/practice activities, the students avoid exhaustion and fatigue, and are refreshed by the change in 
activity.  Another important advantage of using courses in parallel is that each course provides additional 
review and extension of the same or similar target language in the other course.  This synergy reduces the 
total time that would otherwise be required if each course were used separately. 
 

Note:  To develop listening comprehension, it is very important that students not rely on text support.  
If the text is visible, the listening process is completely altered.  Therefore, students should not use 
the text support button until after they have listened to each sentence several times.  If the material is 
too difficult to be used in this way, students should work with less advanced material or review 
previous material.  Research data strongly indicates a negative correlation of text usage with listening 
improvement. 
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Introduction:  An Important 
Business Trip 
Background of an important 
business trip 
 
Part 1 introduces the facts about an important 
business trip, which is the basis of a story that 
continues throughout the following units. We 
learn about the main characters, Charles Blake 
and Michael Epstein, and their companies, 
Yamashita Ltd. and Advanced Technologies. 
 
Part 2 gives more details about the two main 
characters. Each gives a brief description of his 
educational background and job responsibilities. 
 
Part 3 outlines the history behind the story. It tells 
how Epstein and Blake’s meeting at a trade show 
in Tokyo led to the invitation for Blake to visit 
Advanced Technologies in San Francisco. 
 
Note:  This Unit works well in parallel with 
Dynamic Business English, Units 1 & 2. 

Learning Points 
Company Description 

Our head office is in Tokyo, Japan. 
We manufacture electronic components and 
office computers.  
Seventy five percent of their robots are sold in 
the United States. 

Self-Introduction 
My name is Charles Blake.  
Hi, I’m Mike Epstein. 

Educational Background 
I graduated from Columbia University in 1971. 
Then, in 1976, I went back to school and I got my 
M.B.A.  
I studied international relations... 

Employment History 
I was with their sales force for about five years.  
In 1978 I went to work for Advanced 

Technologies.  
Job Description 

I’m now a systems engineer  
I work for Advanced Technologies, an American 
company.  
My responsibility is to begin the export of 
industrial robots to North America. 

Goals: 
• To be able to give a basic presentation of 

one's company in terms of products, location, 
customers and history. 

• To learn how to introduce oneself and one's 
company in a social setting. 

• To be able to give a brief job description, 
including one's responsibilities and 
background. 
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Classroom Activities 
~ Class 1 ~ 

Presentation  (Day 1, 3-4 minutes) 
Begin with Part 1.  Play it through without stopping.  Find out how much the class understands by asking 
questions such as:  Where is Yamashita located?  What does Advanced Technologies manufacture?  
 
Key Focus  Company Description: Discuss the kind of information given in a brief description of one’s 
company, such as products, locations, numbers of employees, and types of customers. 
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups and practice asking each other 
basic questions about their current employer or the company at which they would like to work:  Who do you 
work for?  (I work for ....  We manufacture personal computers.) 
 
Follow-up Have students work on their own with the software.  Focus on each sentence, line by line, without 
using the text.  Explain that it is important to listen without using text support.  The text should only be used 
to confirm what the student has heard.  After the students focus on Part 1, they should preview Part 2.  As 
homework (or in class), have the students do Exercise A. 

~ Class 2 ~ 
Presentation  (Day 2, 4-6 minutes) 
Begin with Part 2, the personal introduction of the main characters. Play it through without stopping.  Find 
out how much the class understands by asking questions such as:  Who is he?  What does he do?  Where did 
he go to school? What is his main responsibility? Is he married? Does he have any children? 
 
Key Focus Giving a self-introduction: Discuss the way that each of the main characters tells about his 
educational and employment background.  Focus on phrases to indicate the kind of degree that each has 
earned and how each person tells about his position in the company.  
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups and practice asking each other 
about their backgrounds, responsibilities at work, and interests.  They may ask such questions as: Where did 
you study? What was your first position? When did you move to this company? What is your main 
responsibility? What do you have to do every week/every quarter? Do you have a goal that you want to meet 
this month/this year? For students who are not currently employed, partners may ask, What kind of work 
would you like to do?  What kind of company, etc. 
 
Follow-up Have students work on their own with the software.  Focus on each sentence, line by line, without 
using the text.  Explain that it is important to listen without using text support.  The text should only be used 
to confirm what the student has heard.  After the students focus on Part 2, they should review Part 1 and then 
preview Part 3. As homework, or in class, students may complete Exercise B. For additional oral practice, 
students can do the role play in Exercise B, Part 3.  

~ Class 3 ~ 
Presentation  (Day 3, 4-6 minutes) 
Begin with Part 3, the background of Charles Blake’s business trip.  Play it through without stopping.  Find 
out how much the class understands by asking questions such as:  Where did Blake and Epstein meet? How 
long ago was their first meeting?  When does Blake plan to visit the US?  What did Epstein ask Blake to do? 
 
Key Focus Getting acquainted with potential clients/customers: Focus on the value of personal connections 
in business. Ask students such questions as: Why do business people play golf or other sports together?   
How can a personal connection help when a customer is unhappy with a product? What kinds of personal 
connections have helped you in your business? Can personal connections have a negative effect? 
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups and practice summarizing the 
information from all three parts. 
 
Follow-up Have students work on their own with the software.  Focus on each sentence, line by line, without 
using the text.  After focusing on this part, they should review the first two parts and record each sentence.  
Then preview the next unit, Episode 1. As homework (or in class), have the students do Exercise C. 
Extension Activities 
Self Introduction 
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Review the main learning points of this unit: how to give a brief self-introduction, describing one’s job, 
background, and giving brief personal information. Ask a small group of students to make a chart for each of 
the points, outlining the basic and optional information. For example: 
Information Type Basic information Optional information 
Educational Background School name, date, degree Major, length of study 
Employment History Place worked, job title Salary earned, attitude toward job 

Students may find that they do not agree on what information is commonly given and what is not usually 
discussed. After small group discussion, ask students to compare their answers by completing a chart on the 
board or on a large piece of paper on the wall. This could lead to further discussion or outside research on 
what kinds of personal or employment information is exchanged depending on cultural values. For example, 
some cultures avoid any discussion of wages, while they are opening discussed in other cultures. 
Interview 
Have students work in pairs to develop the following role play:  Imagine you are a reporter for a business 
magazine. You are writing a story about imports to the US from Japan, and have a chance to interview 
Charles Blake and Michael Epstein. 
Write one question you would like to ask Mr. Blake: (i.e., How does working for a Japanese company 
compare to working for an American company?) 
Write a question you would ask Mr. Epstien: (i.e., Did you learn about any new technology at the trade show 
in Japan?) 
With a partner, role-play your interview questions. One student can be Blake, and the other Epstein 

Summary 
Have students give an oral and a written summary of this unit.  For lower level students, focus on just one 
part or one character. 
Role Play 
In this role play, pairs or small groups of students rehearse what might happen when meeting a potential 
customer or client at a trade show. Ask students to begin by choosing a product or service that they sell, and 
imagine how the customer will want to use the product. Next, the group should brainstorm activities or 
events they can share with the potential client, aside from golf. (Sightseeing, meals, concerts, sports, etc.) 
Then students should take turns improvising ways to end the conversation that may lead to future business.  
Example: “I’ll send you a copy of the pictures we took today.” 

Follow up: Once all three parts of the Introduction have been presented and practiced, students should do 
the Functional Dictations several times until the language is completely mastered.  When their 
Completion Percentage is 80% or more for the Introduction and Episodes 1 & 2, they will be ready to 
take the first Mastery Test.  Stress the importance of periodic review. 
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Video Scripts 
Introduction: An important business trip 
Part 1 
This is the story of an important business trip. It 
begins with two companies, Yamashita Ltd. and 
Advanced Technologies. The main characters of 
this story are Charles Blake and Mike Epstein. 
 
My name is Charles Blake. I work for a Japanese 
company, Yamashita Ltd. Our head office is in 
Tokyo, Japan. We manufacture industrial 
equipment and robots. At this time, one hundred 
percent of our sales of industrial robots is in Japan.  
 
Hi, I’m Mike Epstein. I work for Advanced 
Technologies, an American company. Our head 
office is in San Francisco, California.  We 
manufacture electronic components and office 
computers. Eighty percent of our sales are in the 
U.S., and twenty percent are overseas and in 
Canada. 
 
Part 2 
Charles Blake 
I graduated from Columbia University in 1971. I 
studied international relations, and a little Japanese. 
After graduation I worked for a small import-export 
company in New York. I was with their sales force 
for about five years. Then, in 1976, I began working 
for Yamashita, a Japanese company. I’m currently 
with their head office in Tokyo. My responsibility 
is to begin the export of industrial robots to North 
America. I live in Tokyo, and I’m married to a 
Japanese woman. We have a child, a son. I enjoy 
playing golf and tennis, but I’m afraid I don’t have 
a lot of spare time. 
Mike Epstein 
I graduated from Stanford University in 1973. I 
studied electrical engineering. After graduation, I 
went to work for a company in San Francisco for 
two years. Then, in 1976, I went back to school and 
I got my M.B.A. In 1978 I went to work for 
Advanced Technologies, Inc. I’m now a systems 
engineer.  It’s my responsibility to help cut the 
production costs for a new factory that’s going to be 
built near S.F. I want to increase the use of 
industrial robots to cut costs and improve 
productivity. I am divorced, and I have no children. 
I enjoy playing golf, when I have the time. 
 
Part 3 
Story Background 
The story began two months ago, in April. Here is 
more information about the story. 
 
Two months ago, in April, Mike Epstein of 
Advanced Technologies went to Tokyo Japan. He 

attended a trade show and saw many industrial 
robots. At the trade show he was very interested in 
the industrial robots made by Yamashita Limited. 
Then he met Charles Blake of Yamashita Ltd., and 
they talked about Yamashita’s robots. After the 
trade show, Mr. Epstein and Mr. Blake played golf 
together, and then Mr. Epstein returned to the U.S. 
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E X E R C I S E S 
Exercise A 

Part 1: Fill in the following sentences with answers from the box below: 

 Example:  Charles Blake works for       c      . 

1. His company makes ______________ equipment. 

2. ________ are another of the products of Yamashita, Ltd. 

3. All of Yamashita’s sales are __________________.  

4. The head office of Yamashita, Ltd. is in __________________. 

5. _______________ works for Advanced Technologies. 

6. His company manufactures __________________ and office computers 

7. Advanced Technologies sells equipment in the US, Canada and _______________. 

8. Advanced Technologies is based in _________________ 

9. _________________ of Advanced Technologies’ sales are in the United States. 
 

a. Mike Epstein f. Tokyo, Japan 

b. Eighty percent g. now in Japan 

c. Yamashita Ltd h. robots 

d. electronic components i. San Francisco, California 

e. industrial j. overseas 

Part 2: Write a short description of the company you work for now, or one you would like to 
work for. 

What is the name of the company? What does the company produce or sell? What is/ would be your job 
title? In which country does the company do business? Expand your answers into a paragraph about 
your (ideal) company. Add other information that you think is important. 

 
Example:  Eventually I would like to be the CEO of a company like  ________________. 
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E X E R C I S E S 

Exercise B 
Part 1. Write a B for Mr. Blake, and an E for Mr. Epstein next to each statement  

Example:_B_ graduated from Columbia University in 1971 

1. ____ graduated from Stanford University 

2. ____ likes to play golf and tennis. 

3. ____ wants to increase productivity in a new factory. 

4. ____ went back to school for an MBA 

5. ____ plans to begin exporting robots to the US. 

6. ____ has a son. 

7. ____ is divorced and has no children. 

8. ____ is a systems engineer. 

9. ____ works for Yamashita in Tokyo. 

10. ____ used to work for a small import-export company. 

Part 2.  Listen to Part 2 of the video, and indicate the best time or period of time for each choice: 

1. _____ Epstein went to work for Advanced Technologies, Inc. 
2. _____ Blake graduated from Columbia University. 
3. _____ Epstein thinks robots will help cut costs and improve productivity. 
4. _____ Blake began working for Yamashita. 
5. _____ Blake worked for a small company in New York. 
6. _____ Epstein graduated from Stanford University. 
7. _____ Epstein went back to school to get an M.B.A. 
8. _____ Blake has the responsibility to begin the export of industrial robots. 

 
a) 1971 d)  1971~1975 
 
b) 1973 e)  1976 
 
c) 1978 f)  now 
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E X E R C I S E S 
Exercise C 
When studying a language, we can benefit from a regular schedule of practice and self-discipline in 
completing assignments. One way to learn more effectively is by evaluating how well you understand the 
material you are studying. This checklist will help you check on your understanding. If you find a point at 
which you have difficulty, let your instructor know before you go on to the next lesson. 
Part 1. Check your progress on this lesson. Circle the number that shows your honest answer. 
 Example 1= Not at all 2 = Only a little 3 = Somewhat 4 = Almost completely  5 = Completely 
  I understand the information about the two companies.  1 2 3 4 5 

Statement 1= Not at all  2 = Only a little  3 = Somewhat 
4 = Almost completely  5 = Completely 

I understand the information about the two companies. 1       2       3       4       5 
I know what kind of work Charles Blake does. 1       2       3       4       5 
I know what kind of work Mike Epstein does. 1       2       3       4       5 
I understand how Mike and Charles met. 1       2       3       4       5 
I know why the two men want to meet again. 1       2       3       4       5 
I understand what Charles Blake’s goals are. 1       2       3       4       5 
I understand what Mike Epstein’s goals are. 1       2       3       4       5 
I can explain my own educational background 1       2       3       4       5 
I can explain about my own job experience. 1       2       3       4       5 
I can describe my own company. 1       2       3       4       5 

Part 2:. Another way to learn a language effectively is to take control over how you study.  This checklist 
is meant to help you evaluate the effort you put into studying this lesson.  Circle the number of times you 
practiced as described in the statement. 

Practice description Times I practiced in this way 
In Class:  
I listened carefully to the presentation in this lesson. 0           1           2              3 
I practiced speaking about the topics of this lesson in class. 0           1           2              3 
I wrote notes to help me remember information. 0           1           2              3 
I asked a question to make information clearer to me. 0           1           2              3 
On my own  
 

 
I thought about how this topic relates to my own experience. 0           1           2              3 
I listened to each sentence several times without looking at the text. 0           1           2              3 
I used the software's recording feature to practice speaking, and I 
listened to myself carefully. 0           1           2              3 

I tried to improve my pronunciation and fluency as I spoke each 
sentence. 0           1           2              3 

When listening to the video, I tried to guess what would happen next. 0           1           2              3 
I used some of the words I learned in this lesson in my daily 
conversations. 0           1           2              3 

I reviewed each part so that I could summarize it with confidence. 0           1           2              3 
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Episode 1:  Checking In 
Charles Blake arrives in Silicon 
Valley and checks into a hotel.  
 
The story date is Monday June 10.  Charles Blake 
arrives at a hotel in Silicon Valley. He checks in 
and confirms his reservation. He asks about a 
possible change in the reservation so that he can 
stay an extra night. The clerk cannot guarantee 
that the room will be available for an extra night, 
and offers to let Blake know when she finds out. 
Blake gives the clerk a credit card to be used for 
the room charge, and is helped to his room by a 
bellman. 
 
Variation: Cashing a Check 
This lesson's variation shows a traveler attempting 
to change British currency and cash a check. The 
bank teller informs the traveler that the bank does 
not cash personal checks. The traveler asks to 
speak to a manager. The teller says that the 
manager is not in, but an assistant manager will 
talk to the customer. 
 

Learning Points 
Confirming 
 Yes, that’s right…. 
 You asked for….  
 Is that correct? 
 What was the price of the room again? 
 Would that be all right? 
Offering 
 Can I help you?  May I help you? 
 Would that be all right? 
Refusing 
 I’m sorry, but…,  
 I’m afraid… 
Agreeing/Accepting 
 Yes, that’s fine. Okay, fine. 
 Yes, certainly sir. 
 Sure, there you are. 
Requesting 
 Could I, Can I, 
  If you could do that, I’d really appreciate it  
 

Goals: 
• To practice language used for requesting, 

refusing, and agreeing in a service encounter. 
• To learn how to confirm information. 
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Classroom Activities 
~ Class 1 ~ 

Presentation  (Day 1, 3-4 minutes) 
Play the first part of Checking In.  When the video shows Charles Blake walking across the parking lot, 
pause and ask students questions such as:  Where is Charles Blake?  When did he arrive there?  What do you 
think will happen when he goes into the hotel?  What do you think he will ask the clerk?  Now, continue 
showing the presentation.. After the exchange with the clerk, ask students such questions as: How does he 
pay for his room? When is he going to leave? 
 
Key Focus  Confirming Plans: Point out that the conversation shows how people are confirming the 
arrangements as the clerk and Charles Blake discuss his reservation. The clerk confirms the dates for which 
Blake reserved a room: That’s for June 1Oth through the 13th, Monday through Thursday night. Is that 
correct, sir? . Blake confirms the price: What was the price of the room again? 
 
Oral Practice (2-4 minutes): Have students work in pairs or small groups and practice role-playing making a 
hotel reservation over the phone. Remind students to ask questions to confirm the price of the room and the 
dates reserved.  
 
Follow-up Have students work on their own with the software.  Tell students: "Notice the places where the 
video action pauses. At these points, stop and use the repeat button to listen again.  Focus on the language.  
The text feature of the software should only be used to confirm what the student has heard.  As homework 
(or in class), have the students do Exercise A. 

~ Class 2 ~  
Presentation  (Day 2, 4-6 minutes) 
Quickly review the Episode and focus on the different language functions used.  Then play the Variation 
presentation video, which shows a bank teller greeting a customer and responding to his requests. 
 
Key Focus  Offering: Point out the way the clerk in the hotel and the bank teller offer to help their customers. 
The clerk welcomes Blake and then says, Can I help you? The bank teller asks; May I help you? These are 
both polite forms.  
 
Oral Practice (4-6 minutes): Have students work in pairs or small groups and practice role-playing checking 
into a hotel. For details, see Extension activities. If students are comfortable with demonstrating their role 
play for the rest of the class, ask one or two pairs to demonstrate how they completed this activity. 
 
Follow-up Have students work on their own with the software.  This time, in the Episode, they should focus 
on a few key sentences and record themselves.  They should listen to themselves and compare themselves to 
the actors in the video.  Then students should go through the Variation and focus on each sentence without 
looking at the text.  If necessary show them how to do the Speech Recognition exercises.  Have students to 
Exercise B. 

~ Class 3 ~ 
Presentation  (Day 3, 5-10 minutes) 
Review both the Episode and Variation sections.  Focus on the language functions, such as requests and 
refusals.  Stop and ask students if there are other ways to handle each function, and whether or not it is polite. 
 
Key Focus Requesting and refusing: Point out that the variations show the functions of requesting and 
refusing, which can be difficult for native as well as nonnative speakers of English. That's because when we 
ask for something, there is the possibility the answer will be "No" and we might be dissatisfied. When we 
make a request, we usually try to make it sound polite by using modals such as can I, could you, may I. 
When we refuse someone's request, we are taking the risk of making that person unhappy, so we often soften 
the refusal by giving other options, a possible change of the situation in the future, or explaining why we 
must say "No." Ask students to give examples of how they would say "No" politely to your request for a free 
room upgrade at the hotel.  Possible answers might be: "I'm sorry, but we don’t give free upgrades unless you 
are a frequent customer,” or "I’m sorry, but I can only give you the kind of room that was on your 
reservation.” 
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups and practice summarizing or role-
playing both the Episode and the Variation.  Example:  After arriving in San Francisco, Mr. Blake arrived at 
the hotel.  Then he checked in.  At the check-in counter, he... 
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Follow-up: Have students review both the Episode and the Variation sections as they work on their own with 
the software.  For homework, or in class, students should do Exercise C. Stress the importance of self-
evaluation when learning a second language: "It helps to have a way to measure your progress. These charts 
will remind you of effective study habits for using this course." 
 
Extension activity 
Have students create a role play of checking into a hotel: Ask your partner: Think of the last time you 
traveled and had to stay in a hotel. What kind of room did you want? (single, double, suite, non-smoking) 
How did you reserve a room? (online, by phone, through a travel agent) How did you pay for the room? 
(traveler's check, credit card, cash, voucher) Did you have any problems?  Write a short paragraph about 
your partner's typical experience at a hotel. 
 
Follow up: Once Episode 1 has been presented and practiced, students should do the Functional 
Dictations and Function Grid lesson several times, on different days, until the language is completely 
mastered.  When their Completion Percentage is 80% or more for the Introduction and Episodes 1 & 2, 
they will be ready to take the first Mastery Test.  Stress the importance of frequent review. 
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Video Scripts 
Episode 1: Checking in 
Update:  It is Monday, June 10th. Mr. Blake, from 
Yamashita Ltd., is in San Francisco. He wants to 
meet with Mr. Epstein of Advanced Technologies. 
Mr. Blake arrived in San Francisco this afternoon on 
a flight from Tokyo, Japan. He is now checking in to 
the Embassy Suites Hotel, in Silicon Valley, which is 
south of San Francisco. It is 4:15 in the afternoon. 
Clerk: Good evening sir.  Welcome to the 

Embassy Suites Hotel.  Can I help you? 
Blake: Yeah, my name is Blake, Charles Blake.  I 

have a confirmed reservation. 
Clerk: Mr. Blake.  Yes.  And the reservation 

number? 
Blake: Let’s see.  Uh, here it is.  14689. 
Clerk: 14689?  Let me check. Yes, sir, we have 

your reservation right here. That’s for June 
1Oth through the 13th, Monday through 
Thursday night. Is that correct, sir? 

Blake: Yes, that’s fine. 
Clerk: Okay, and the room, sir, is 685, on the sixth 

floor.  I’ve got the key right here, and I’ll 
get a bellman for you right away. 

Blake: Okay.  What was the price of the room 
again? 

Clerk: That room is $12O a night 
Blake: Okay, fine.  Can I use my American 

Express card for that? 
Clerk: Yes, certainly sir.  Can I make a print of 

your card before we check you in? 
Blake: Sure, there you are. 
Clerk: Okay, thank you.  All right, fine. We’re all 

set here Mr. Blake, and I’ll get the bellman 
right away. We’ll get you to your room. 

Blake: Oh, by the way, there’s a chance I’ll be 
staying one more day, so I might be leaving 
on Saturday.  Is that okay? 

Clerk: Let me check.  Well, sir, I’m afraid we’re 
all booked up for Friday night, but 
something may open up.  Can I let you 
know? 

Blake: Okay, if you could let me know as soon as 
possible, I would appreciate it. 

Clerk: Yes, we can do that for you sir.  Okay, and 
here’s your key, sir. I’ll get the bellman.  
Bellman, front! 

Variations 
Variation 1 
Teller: May I help you? 
Cust.: Yes.  Can I change British pounds for 

American dollars here? 
Teller: Yes, certainly sir.  How much would you 

like to change? 
Cust.: One hundred pounds please. Also, could I 

cash this personal check from my London 
bank? 

Teller: I'm afraid that isn't possible.  Our policy is 
that we do not cash out of town checks. 

Cust.: It's very important that I cash this check... 
Teller: Yes, I understand, but the bank policy... 
Cust.: Could I see the manager please? 
Teller: I'm sorry, but the manager, Mr. Grover, is 

out right now. The assistant manager, Ms. 
Grace, is in. Would that be all right? 

Cust.: Yes.  That's fine.  Thank you. 
Teller: Certainly.  One moment please. 
 
Variation 2 
Cust.: Could I speak to the manager please? 
Teller:  I'm sorry, but the manager, Mr. Grover, is 

out right now. The assistant manager, Ms. 
Grace is in.  Would that be all right? 

Cust.: Yes.  That's fine.  Thank you. 
Teller:   Certainly.  One moment please. 
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E X E R C I S E S 
Exercise A 
Part 1.  Have you traveled for business? What do you need to take care of when you first arrive at a 
hotel? Choose the correct phrase for each situation: 
1.  The desk clerk asks if you have a reservation. You say: 

a. Yes, I do. Can you find it? 
b. Yes, and the confirmation number is … 
c. No, please give me a reservation. 

2.  The type of room you requested, a single, is not available. The clerk offers you a double room. You 
ask, 
a. Could I have that for the same rate? 
b. I don't want another room. 
c. I'll take a small room. 

3. You want to pay with a company credit card. The clerk asks, 
a. Did I run that card off? 
b. Do you have permission to use this? 
c. May I make a print of your card now? 

4. You have an early meeting tomorrow and didn't bring an alarm clock. You say to the clerk: 
a. I'd like a wake-up call at 6 am, please. 
b. Will you wake me up at 6 am? 
c. Could I have an alarm clock? 

5. You need to check your email. You ask the clerk: 
a. Can I use a computer? 
b. Where is the business center? 
c. May I get on the Internet? 

6. You need to change currency. You ask: 
a. Do you have a currency exchange? 
b. Can you give me change? 
c. Would you please give me dollars? 

Part 2. Complete the sentences in this part of the conversation: 
Clerk: Good evening sir. (1)__________ the Embassy Suites Hotel.  Can I help you? 
Blake: Yeah, my name is Blake, Charles Blake.  I have a (2)__________ reservation. 
Clerk: Mr. Blake.  Yes.  And the (3)__________? 
Blake: Let’s see.  Uh, here it is.  14689. 
Clerk: 14689?  Let me check. Yes, sir, we have your reservation right here. That’s for June 10th  
 (4)_____________  the 13th, Monday through Thursday night. Is that (5)__________, sir? 
Blake: Yes, (6)__________  And what was the (7)__________  of the room again? 
Clerk: That room is (8)__________  a night 
Blake: Okay, fine.  (9)__________ use my American Express card (10)__________? 

a. price b. reservation number c. $120 d. through 
e. Welcome to f. correct g. for that h. that’s fine 
i. confirmed j. Can I k. Let me l. please 
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E X E R C I S E S 
Exercise B 
Part 1. Listen to the presentation again. Check the sentences. Circle T for True or F for False. After 
each statement, write the expression you heard in the video that provides the answer. 

1. T / F  Blake wants to pay cash for his room.     Can I use my American Express card for that?  
 
2. T / F   The clerk wants to make a print of Blake's credit card. ______________________________ 
_________________________________________________________________________________ 
3. T / F  The room rate is one hundred dollars per night. ____________________________________ 
_________________________________________________________________________________ 
4. T / F  Blake may want to stay at the hotel an extra night.__________________________________ 
_________________________________________________________________________________ 
5. T / F  The clerk didn't find Blake's reservation. _________________________________________ 
_________________________________________________________________________________ 
6. T / F  The clerk asks Mr. Blake to carry his bags to his room. ______________________________ 
_________________________________________________________________________________ 
7. T / F  The clerk will give Blake a message about staying an extra night. _____________________ 
_________________________________________________________________________________ 
8. T / F  Blake wants to stay at the hotel only Monday and Thursday nights. ____________________ 
_________________________________________________________________________________ 
9. T / F  The clerk is not polite to Mr. Blake. _____________________________________________ 
_________________________________________________________________________________ 
10.T / F  The hotel has plenty of rooms available for Friday night. ____________________________ 
_________________________________________________________________________________ 

Part 2. Complete the text with phrases from the box. Check your answers by listening to the 
Variation. 

a. Could I b. May I c. from my d. would you e. I'm sorry, but 
f. I'm afraid g. Can I h. Would that i. I understand j. that I 

Teller: (1) __________ help you? 
Cust.: Yes.(2) __________ change British pounds for American dollars here? 
Teller: Yes, certainly sir.  How much (3)__________ like to change? 
Cust.: One hundred pounds please. Also, could I cash this personal check (4)__________ London bank? 
Teller: (5)__________ that isn't possible.  Our policy is that we do not cash out of town checks. 
Cust.: It's very important (6)__________cash this check... 
Teller: Yes, (7)____________, but the bank policy... 
Cust.: (8) __________ see the manager please? 
Teller: (9)____________ the manager, Mr. Grover, is out right now. 
  The assistant manager, Ms. Grace, is in. (10)__________ be all right? 
Cust.: Yes, that’s fine.  Thank you. 
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E X E R C I S E S 
Exercise C 
Part 1. Check your progress on this lesson. Circle the number that shows your honest answer. 

Statement 1=  Not at all  2 = Only a little  3 = Somewhat 
4 = Almost completely  5 = Completely 

I understand the process of checking in to a hotel. 1       2       3       4       5 

I know how to make a polite request 1       2       3       4       5 

I understand how to refuse a request politely 1       2       3       4       5 

I have practiced checking in with a partner. 1       2       3       4       5 

I believe I can check in at a hotel using English. 1       2       3       4       5 

I know how to make a polite request 1       2       3       4       5 

I understand how to refuse a request politely 1       2       3       4       5 

Part 2.  Circle the number of times you practiced as described in the statement. 

Practice description Times I practiced in this way 
In Class:  
I listened carefully to the presentation in this lesson. 0           1           2              3 
I practiced speaking about the topics of this lesson. 0           1           2              3 
I wrote notes to help me remember information. 0           1           2              3 
I asked a question to make the information clearer to me. 0           1           2              3 
On my own  
 

 
I thought about how this topic relates to my own experience. 0           1           2              3 
I listened to each sentence several times without looking at the text. 0           1           2              3 
I used the software's recording feature to practice speaking, and I 
listened to myself carefully. 0           1           2              3 

I tried to improve my pronunciation and fluency as I spoke each 
sentence. 0           1           2              3 

I reviewed the Episode and Variations so that I could summarize 
each scene with confidence. 0           1           2              3 

I used some of the words from this lesson in my daily conversations. 0           1           2              3 

Part 3. Check your understanding of these functions by matching the statement to the function: 

a.  Refusing b.  Offering c.  Requesting d.  Confirming 

 1. _____  May I help you? 

 2. _____  Is that correct, sir? 

 3. _____  Could I cash this personal check? 

 4. _____  I'm afraid that isn't possible. 

 5. _____  Would that be all right? 

 



Functioning in Business ~ Episode 2 

24 

Episode 2:  Making an 
Appointment 
Blake uses the telephone to make an 
appointment for an important 
meeting 
 
The story date is Monday, June 10. Blake calls 
Epstein in order to arrange their meeting the 
following day. Epstein suggests that he pick up 
Blake at his hotel around 11:00 am. He offers to 
show Blake around San Francisco after their lunch.  
 
Epstein also asks Blake if he will be free on 
Wednesday, to meet with Shirley Graham, a vice-
president of the company. He suggests they meet 
with her around lunchtime on Wednesday.  
 
Variations: Making an Appointment 
This lesson's variations show Roberta Minton 
calling to make an appointment with Sam Bliss. In 
the first scene, she reaches Bliss and sets the time 
and date of their meeting. In the second scene, 
Minton does not reach the person she called, Mr. 
Webber, and has to leave a message.   
 

Learning Points 
Agreeing 
 That sounds very nice. 
Confirming  
 Okay, that's tomorrow, 11:15, at the hotel. 
Greeting 
 How are you? 
Offering  
 May I help you? 
Requesting  
 May I speak to… 
Suggesting 
 I was wondering if we could get together… 
Telephone language 
 I’d like to speak with… 
 Webber Industries, May I help you? 
 

Goals: 
• To be able to call and arrange a meeting on 

the telephone.  

• To be able to make a polite suggestion. 

• To be able to manage polite telephone 
language. 
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Classroom Activities 
~ Class 1 ~ 

Presentation  (Day 1, 3-4 minutes) Ask students to think of a time when they had to call to arrange a 
meeting. What information did they need to get from the other person?  Play the first part of the presentation 
video, in which Blake calls to arrange a meeting with Mike Epstein at Advanced Technologies. Ask students 
to tell what information Blake got from Epstein, i.e.; When will they meet? Where will they meet? 
 
Key Focus Polite suggestions: Point out the phrases that are used in this lesson to suggest places and times 
for meetings. For example: I'm calling to see if we can arrange a meeting; I was hoping that we could 
perhaps arrange a meeting. Ask students to give other sentences they think would be polite ways to suggest 
a meeting. Write them on the board and ask students why they think the expressions are polite.  Note the 
difference between the command form “Please meet me at 11:00,” and suggestions such as “How about 
11:00?” and “Let’s meet at 11:00, okay?” 
 
Oral Practice In pairs or groups of three, ask students to role-play making an appointment over the 
telephone.  When students demonstrate their role plays, ask their classmates to listen carefully for polite 
expressions and how the information is confirmed. 
 
Follow-up Have students work on their own with the software, using the Interactive Listening section.  
Focus on each sentence, line by line, without using the text.  After they review this Episode, they should 
record each sentence. As homework (or in class), have the students do Exercise A. 

~ Class 2 ~ 
Presentation  (Day 2, 4-6 minutes) Review the Episode and then introduce the Variations lesson.  Ask 
students to pay attention to the phrases used to request a meeting, suggest a time, and to confirm the 
arrangements. Do these phrases have anything in common with each other? (often polite requests or 
suggestions use modals such as could, can, and would) 
 
Key Focus Functions: Point out how this lesson demonstrates a set of functions that are often found together 
when people arrange meetings. In the order in which they occur, they are: Requesting, Suggesting, Agreeing, 
and Confirming. In Variation 1, Milton first requests a meeting with Bliss, "I'm calling to see if we can 
arrange a meeting," then she suggests a time, "Could we meet tomorrow? …  How about 2:30?" and Bliss 
agrees "That's possible …Fine." Finally, Milton confirms the time by saying, "Okay, in your office at 2:30 
tomorrow, right?" 
 
Oral Practice (2-4 minutes):  Have students work in pairs and practice some of the functions presented in 
this lesson. Ask students to look at the list in Part 2 of Exercise B, and give another sentence that 
demonstrates each function. For example, for offering a student could say, "What can I do for you?" instead 
of "May I help you?" 
 
Follow-up. Have students work on their own with the software, focusing on the Variations, and reviewing 
the Episode..  During this session they should record key sentences. Before assigning Exercise B as 
homework or in class, be sure students understand the meaning of the functions listed in Part 2: Agreeing, 
Confirming, Greeting, Offering, Requesting, and Suggesting. 

~ Class 3 ~ 
Presentation  (Day 3, 4-6 minutes) Play the last part of the presentation video, the Alternative, in which 
Blake calls Advanced Technologies. Point out how he asks for Epstein in the first Alternative simply by 
saying his last name. In the second Alternative, he does not reach Epstein so he must leave a message. Ask 
students questions such as: What information does he give the receptionist? What polite expressions does he 
use? (for example: "I would appreciate it.")  Make a list of other useful telephone phrases. 
 
Key Focus Polite phrases used when talking on the telephone: I'd like to speak with. . .; May I help you?; 
Just a minute,  I'll put you through. Ask students to make a list of common telephone phrases. Point out that 
not all English speakers will answer the telephone in the same way, and that depending on the place of 
business, there may be different customs for handling telephone calls. For example, some businesses require 
that a caller give an account number or policy number when they call for a service.  What about voice mail 
phrases? 
 
Oral Practice (4-6 minutes): Have students make a list of common ways to answer the telephone in their 
office or department, and then practice saying each phrase politely and distinctly.  Stress that clarity is even 
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more important when speaking on the phone than when speaking in person.  If time permits, have students 
practice summarizing or role-playing the Episode and the Variations for this unit. 
 
Follow-up: Have students work on their own with the software, focusing on and recording key sentences in 
both the Episode and the Variations. As homework (or in class), have the students do Exercise C.  The first 
part asks students to evaluate their speaking practice with the Variations section. Part 2 of Exercise C 
encourages students to clarify points in the lessons that they have difficulty understanding. 
 
Extension activities 
Telephone Language 
Ask students to imagine they are calling for someone (column 1) who is out of the office, and have one 
student give their status (column 2) and take a message for the absent party. Be sure students know how to 
spell their name aloud in English, and practice spelling aloud clearly and slowly. Ask some students to read 
back the information that  they wrote in their message. 
 

Name Status 
Amy Walker In a meeting 
George Graham On vacation until Wednesday 
Patricia Conelly Out of the office for two weeks 

 
Observation 
Ask students observe how different people in their own company or at other place of business answer the 
telephone and take messages or deal with requests.  Suggest that the student make a list of the phrases they 
hear that sound polite on the telephone. 
 
 
 
 
Follow up: Once Episode 2 has been presented and practiced, students should do the Functional 
Dictations and Function Grid several times, on different days, until the language is completely mastered.  
When their Completion Percentage is 80% or more for the Introduction and Episodes 1 & 2, they will be 
ready to take the first Mastery Test.  Again, stress the importance of reviewing previous material. 
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Video Scripts 
Episode 2: Making an Appointment 
Mr. Blake is now at the Embassy Suites Hotel, south 
of San Francisco, in Silicon Valley. He checked in to 
the hotel a few minutes ago. Mr. Blake arrived in San 
Francisco earlier today. Now he wants to make an 
appointment with Mr. Mike Epstein of Advanced 
Technologies. He wants to make the appointment for 
tomorrow, Tuesday, June 11th. Mr. Epstein knows 
Blake's schedule and is expecting his call. 
 
Recept.: Advanced Technologies.  May I help you? 
Blake : Yes, this is Charles Blake from Yamashita 

Limited, and I'd like to speak with Mike 
Epstein, please. 

Recept.: Just a minute and I'll put you through...  
Epstein: Epstein... 
Recept.:: Mr. Epstein, I have a Mr. Blake from 

Yamashita on the line. 
Epstein : Okay, thanks...  Mr. Blake! 
Blake : Hello Mr. Epstein.  How are you? 
Epstein: I'm fine, thanks.  How are you? 
Blake : Great.  I had a nice flight, and it was on 

time. 
Epstein : When did you get in to San Francisco? 
Blake : I just arrived a few moments ago. 
Epstein : Say, when shall we get together? 
Blake : Well, I was hoping that we could perhaps 

arrange a meeting for tomorrow sometime. 
Epstein : Ah, I'll tell you what.  I'm free after eleven 

o'clock.  How's that sound? 
Blake : That sounds fine with me. 
Epstein : Okay, uh, where are you staying? 
Blake : I'm staying at the Embassy Suites.  It's 

about twenty minutes south of the airport. 
Epstein : Ah, that's real close to my office here. 
Blake : I'll tell you what, I'll meet you tomorrow 

around 11:15.  Then we can go to lunch, 
and then I'll show you around San 
Francisco. 

Blake : That sounds very nice. 
Epstein : Great, ah, just one other thing... I would 

like to introduce you to one of our vice-
presidents, uh, Ms. Shirley Graham. Now 
she's the manager of the project that I'm 
working on, and I was wondering if we 
could get together again, say Wednesday. 

Blake : Ah, I have no plans on Wednesday, and I 
would like to meet her. 

Epstein: Okay, ah, if you could keep your schedule 
free around lunch time on Wednesday, and 
then I'll finalize that appointment with her. 

Blake : Okay, very good. 
Epstein : All right, I'll look forward to seeing you 

tomorrow morning. 
Blake : Okay, that's tomorrow, 11:15, at the hotel. 
Epstein: Yes, okay. 
Blake : I'm looking forward to seeing you too. 
Epstein:   Okay, see you then.  Bye Bye. 

Alternatives 
1. 
Recept.: Advanced Technologies.  May I help you? 
Blake : Yes, this is Charles Blake from Yamashita 

Limited, and I'd like to speak with Mike 
Epstein, please. 

Recept.:  Just a minute and I'll put you through...  
Epstein: Epstein... 
 
2. 
Recept.: Advanced Technologies.  May I help you?  
Blake: Yes, my name is Charles Blake from 

Yamashita Ltd., and I'd like to speak with 
Mike Epstein please. 

Recept.: Just a minute and I'll put you through. 
Blake: Thank you. 
Recept.: I'm sorry.  He's in a meeting right now.  

Can I get your number and have him call 
you back? 

Blake: Uh, yes, as I said, this is Mr. Blake, and Mr. 
Epstein is expecting my call. Uh, I can be 
reached, let me see here, area code 4O8-
942-O4OO, and that's room 222. And if 
you could have him return my call as soon 
as possible, I would appreciate it. 

Recept.: I will Mr. Blake. Thank you. 
 
Variations 
Variation 1: Making an appointment 
Bliss: Webber Industries, may I help you? 
Milton: Yes.  This is Roberta Milton. 
Bliss: This is Sam Bliss speaking.  How are you 

Ms. Milton? 
Milton: Fine and you?  
Bliss:` Just fine, thank you. 
Milton: I'm calling to see if we can arrange a 

meeting.  There are several matters I'd like 
to discuss with you. 

Bliss: Okay, when would be convenient? 
Milton: Could we meet tomorrow? 
Bliss: Yes, that's possible.  What time would be 

convenient? 
Milton: How about 2:3O? 
Bliss: Fine.  I'm looking forward to seeing you. 
Milton: Me too.  Okay, in your office at 2:3O 

tomorrow, right? 
Bliss: Right.  See you then. 
Milton:   See you tomorrow. 
 
Variation 2:  Leaving a Message 
Recept.: Webber Industries, can I help you? 
Milton: Yes, this is Roberta Milton from Myer's 

Shipping Company. Could I speak with Mr. 
Webber, please? 

Recept.: I'm afraid Mr. Webber is not here right now. 
Can I take a message? 

Milton: Yes.  Could you please ask Mr. Webber to 
call me back before 5:00 today? 

Recept.: Yes, of course.  Would you please spell 
your last name? 
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Milton: Certainly.  M-I-L-T-O-N. 
Recept.: Could I have your telephone number please? 
Milton: Yes.  877-3088. 
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E X E R C I S E S 
Exercise A 
Part 1. Match the expressions used in the video with a phrase telling the meaning: 
 
1. I have a Mr. Blake from Yamashita on the line. _____ 
2. Keep your schedule free. _____ 
3. I'll finalize that appointment with her. _____ 
4. Mr. Epstein is expecting my call. _____ 
5. I was hoping that we could perhaps arrange 

a meeting. _____ 
6. Yes, that's possible.  _____ 
7. Could I have your telephone number please? _____ 
8. Okay, that's tomorrow, 11:15.  _____ 
 
 
Part 2. 
Listen to Alternative 2, in which Blake calls for Epstein 
and has to leave a message. Fill out the telephone message below for Mr. Epstein. 
 

WHILE YOU WERE OUT. . . 

 
o Mr. 
o Ms. ____________________________ o called 
      o stopped by 
Please call him/her back at: 

(       )        

Extension:  _______________ 

 
o Today 
o Tomorrow 
o As soon as possible 
 
Message taken by:___________________________ 
 
Time: _____________ Date: __________________ 
 

a) That time is okay with me. 
b) Mr. Blake is waiting for you to call him. 
c) Don't make any other plans. 
d) We're meeting tomorrow at 11:15. 
e) That's the last appointment she has available. 
f) What’s your telephone number? 
g) I want you to arrange a meeting for me. 
h) Mr. Blake is waiting to speak to you. 
i) I'll make sure the time is good for her. 
j) Mr. Epstein knows I was going to call him 
k) I want to arrange a meeting with you. 
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a. Bliss b arrange 

c.887-3088 d. after 

e. tomorrow f. Meyer 

g. 2:30 h. take 

i. Webber j. 877-3088 

k. before l. message 

m. package n. discuss 

E X E R C I S E S 
Exercise B 
Part 1:  Listen to Variations 1 and 2. Complete the statements. 

Variation 1 
1. Sam Bliss works at ___i.___ Industries. 
2.  Roberta Milton wants to ___________ a meeting. 
3.  Milton wants to ________ some things with Bliss. 
4. Bliss is free at ________ tomorrow. 
5.  The meeting will take place at ______'s office. 
Variation 2 
6.  Roberta Milton works for _________’s Shipping Company' 
7. Milton wants to leave a ________ for Bliss 
8. Milton wants Bliss to call back _______ 5:00. 
9.  Milton's telephone number is ________. 
10. The receptionist will ______ a message. 
 
 

Part 2:  Match the sentences with the functions they demonstrate. 
 
___ 1. May I help you? 
___ 2. Hello Mr. Epstein.  How are you? 
___ 3.Well, I was hoping that we could perhaps arrange a meeting for 

tomorrow sometime. 
___ 4. I'm free after eleven o'clock.  How's that sound? 
___ 5. That sounds fine with me. 
___ 6. I'll meet you tomorrow around 11:15, then. 
___ 7. Right.  I’ll see you at 11:15. 
 

a. Agreeing  

b. Confirming  

c. Greeting  

d. Offering  

e. Requesting  

f. Suggesting  
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E X E R C I S E S 
Exercise C 
Part  1. Use the software to play the Variations section. At each place the video stops, record your own voice. 
Listen to the recording of your voice thoughtfully. Then listen to the speaker in the video. Compare your own 
speech to the speaker's and rate yourself using the following chart. 

Statement 
1 = Strongly disagree 
2 = Disagree 
3 = Agree somewhat 
4= Agree  

I speak loudly enough in English to be heard on the recording. 1    2    3   4 
I take the time to replay my speech in English whenever I record it. 1    2    3   4 
I listen to the speakers carefully before I repeat what they say. 1    2    3   4 
I pronounce phrases and words the same way the speakers do. 1    2    3   4 
I try to speak with the same intonation as the speakers. 1    2    3   4 
I am satisfied with the way I sound when I play back my speech in English. 1    2    3   4 

Part 2. 
When learning a language, it sometimes helps to pay attention to areas where we need extra effort. In your case, 
what has been difficult for you in the past three Units?  Look back over these Units, and rate your English 
language skills:  Listening Comprehension, Speaking, Grammar, Vocabulary and Expressions, and Pronunciation.  
Which areas need the most work?  Use the Study Recommendations below to help you improve your weak areas. 

Skill Category Rating: 1 (poor) ~ 5 (excellent) Study Recommendations 
Listening Comprehension without using text 
support.  You can catch important details with 
confidence. 

 (a) (b (c) 
see Study Strategies below 

Speaking (Fluency) ~ Your oral 
communication is not slow and halting. 

 (b) (d) (e) (f) (j) 

Grammatical Accuracy ~ Your intended 
meaning is accurately understood. 

 (c) (h) (i) 

Clear Pronunciation 
Others can understand you without difficulty. 

 (d) (e) (j) 

Vocabulary & Functional Appropriateness 
Can understand and use appropriate words and 
phrases. 

 (g) (c) (h) (i) 

Study Strategies 
(a) Review the videos often. 
(b) Don’t use the text support, except for language analysis and detailed focus. 
(c) Listen to difficult sentences several times.  Use the Repeat button. 
(d) Use the Record speech function regularly. 
(e) Say each sentence several times, and compare it with the model.  Do this everyday for 5 or 10 minutes. 
(f) Practice summarizing the scenes. 
(g) Do the Functional Dictations and Function Grids regularly. 
(h) Check the text and Glossary entries, and study the examples. 
(i) Do the Written Exercises. 
(j) Do the Speech Recognition exercises in the Variations regularly. 
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Episode 3 Confirming Plans 
Epstein checks the schedule and 
details of a meeting with his boss. 
 
The story date is Tuesday, June 11. Epstein asks 
Shirley Graham to meet with Charles Blake for 
lunch on Wednesday. She agrees to the 
arrangements that Epstein has made. He reports to 
her on his meeting earlier that day with Blake. 
Graham asks if Epstein made her concerns clear to 
Blake about the deadline in October and the need 
for aftersales service. Epstein assures her that he 
did discuss the concerns with Blake, and restates 
his confidence in Yamashita's product. Graham 
asks that they discuss the topic further at their 
lunch meeting the following day. 
 
Variation : Checking an 
Appointment 
These variations show Ms. Powers checking on 
appointments.  In the first scene, she asks Mr. 
Malone when he can meet with Mr. Meyers.  In 
the second scene, Ms. Powers calls to change the 
appointment time with Mr. Meyers.  
 

Learning Points 
Confirming 
 I'll be expecting your call later today 
 Are you still free at 11:00 on Wednesday? 
Disagreeing  
 I understand your reservations, but… 
Refusing: 
  I'm sorry, but 
Requesting: 
 … do you have a minute? 
 Could I call you back later today?  

If it's convenient for you, could we change 
our appointment? 

Suggesting: 
 How about 1:00 on Friday? 
Stalling 
 Let’s discuss it further tomorrow… 
 I don’t think that this is the best time… 

Goals: 
• To learn to speak politely to subordinates and 

superiors 

• To learn to be assertive, but polite, while 
expressing disagreement  
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Classroom Activities 
~ Class 1 ~ 

Presentation (Day 1, 4-6 minutes) Play the first part of the Presentation video, and pause before the 
conversation between Epstein and Graham. Ask students what Epstein is going to ask (Is she free to meet 
with Blake the following day?) Next, ask students say what Ms. Graham will ask or tell Epstein. Then play 
the conversation. Ask some students to repeat, summarize, or paraphrase what is being said.  Remind 
students that "It doesn't matter if what you say is exactly what they really said.  The main point is to get your 
message across as clearly and accurately as possible.” 
 
Key Focus Disagreeing politely: In the conversation shown in this lesson, Epstein discusses the purchase of 
robots from Yamashita with Ms. Graham. She says that she has concerns about the October deadline and the 
aftersales service. Point out how Epstein asserts his opinion with two statements: "I think that we can work 
things out with him" and "I think we really have to go ahead with this." He supports his opinion with the 
statements: "I was very impressed with his flexibility" and "the technology of their product is really 
excellent." The way Epstein presents his disagreement with Graham is polite because he says he understands 
Graham's reservations about the deal.   
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups and practice disagreeing politely 
by discussing their preferences for TV programs, movies, or even sports teams. 
 
Follow-up Have students work on their own with the software, using the Interactive Listening section.  
Focus on each sentence, line by line, without using the text.  After they review this scene, they should record 
each sentence.  As homework (or in class), have the students do Exercise A, Part 2, and think about Part 1. 

~ Class 2 ~ 
Presentation (Day 2, 4-6 minutes)Play the last part of the Presentation video, the conversation between 
Epstein and Graham. Explain that Graham does not want to get into a detailed discussion with Epstein, so 
she suggests that they continue talking the following day. Ask students, "Why do you think Ms. Graham says, 
'Let's discuss it further tomorrow?'" Possible answers might be, she is too busy at the moment; she has 
already made up her mind about buying from Yamashita, she dislikes arguing with Epstein. 
 
Key Focus Stalling: Point out that when someone wants to delay a discussion or a decision, it can be called, 
stalling. To stall something, such as a process or a machine, is to stop it temporarily. When an engine stalls, 
it stops running. When a person stalls, he or she stops a process that has been started, making others wait for 
the outcome of the process. In the business world, a person in a position of power may use stalling to wait for 
the most opportune time to complete a task. Ask students, "Do you ever using stalling as a way to get what 
you want at your job?" 
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups and practice role-playing or 
summarizing this Episode.  Ask for several examples of alternative phrases from students and write them on 
the board. Then ask students to describe situations in which they would or wouldn’t use such phrases. 
 
Follow-up Have students work on their own with the software, using the Variations section.  Focus on each 
sentence, line by line, without using the text.  After they review this scene, they should record each sentence.    
As homework (or in class), have the students do Exercise B. 

~ Class 3 ~ 
Presentation  (Day 3, 4-6 minutes) Play the Variations section. The two scenes demonstrate polite refusals 
of requests for a meeting. In the first variation, Malone cannot come to a meeting on Wednesday. In the 
second variation, Powers informs Myers that Malone is busy, and asks for a Friday appointment, but Myers 
refuses that suggestion. Ask students if they think Myers handles this situation politely. Why or why not? 
Refusals can vary greatly according to one's home culture. For example, some cultures require a specific 
excuse for not accepting an invitation, but others consider a general statement enough. 
 
Key Focus Refusing a request: Explain that there are often times when business people must refuse a request 
for their time. This is expected when a person has a busy schedule, and the refusal can be softened by 
proposing an alternative time, as Malone does in the first Variation: "How about 1:00 on Friday?" Note the 
phrases used in these variations: "I'm afraid not" and "I'm sorry." Myers uses "I understand that you're very 
busy …" These phrases show that the speaker would like to comply with the request, but is unable to. 
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Oral Practice (2-4 minutes):  Have students work in pairs or small groups and practice making requests and 
politely refusing them. Instruct students: "Think of a time you'd like to meet with your partner. Ask the 
partner and listen for his or her refusal. Do you think it is polite?" 
 
Follow-up Have students work on their own with the software, reviewing the previous Units and focusing on 
the key sentences in the Variations.  Students should also preview the next unit.  As homework (or in class), 
have the students do Exercise C. 

Extension Activity 
Role-play:  Choose a role from the two described below. Read the information in the box to prepare your 
arguments. Act out the discussion between the manager and assistant manager using polite expressions to 
express your disagreements. 
 
Student A: You are a manager of a restaurant. You want to stay with the supplier you use now, 'Foodco.' 
They have been dependable in providing the supplies your restaurant needs. 
 
Student B: . You are the assistant manager of the restaurant. You have found a new supplier you want to use.  
You think the new supplier will provide cheaper products and be easier to deal with, since they have a web-
based ordering system. Try to convince your boss to consider switching to 'Fast Foodz.' 

 Foodco Fast Foodz 
Location 10 miles from restaurant 25 miles from restaurant 
Prices Moderate warehouse prices Discounted below warehouse price on some items 
Service Accepts telephone orders, Delivery 

within 24 hours guaranteed 
Accepts orders by telephone or online, Delivery in 
24 – 48 hours 

 
Follow up Once all of Episode 3 has been presented and practiced, students should do the Functional 
Dictations and Function Grid as often as possible until the language is completely mastered.  When their 
Completion Percentage is 80% or more for Episodes 3 & 4, they will be ready to take the second 
Mastery Test. 
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Video Scripts 
Episode 3: Confirming Plans 
It is now Tuesday, June 11th.  It is four o'clock in the 
afternoon. Mr. Epstein, from Advanced Technologies, 
met with Mr. Blake, from Yamashita Ltd., earlier 
today. They had lunch together and talked about 
industrial robots. Mr. Blake wants to sell his 
company's industrial robots to Advanced 
Technologies, Mr. Epstein's company. Mr. Epstein's 
boss is Ms. Shirley Graham. She is in charge of a 
large project to build a new factory. The new factory 
is scheduled for completion this October. Tomorrow 
she is going to meet with Mr. Epstein and Mr. Blake. 
Mr. Epstein needs to confirm the arrangements with 
her. He is now at her office. 
 
Graham: Come in.  
Epstein:   Oh, Shirley, do you have a minute? 
Graham:  Sure.  Come on in Mike.  Have a seat. 
Epstein:   Oh, thanks.  Listen, I just wanted to let you 

know that I've made reservations for lunch 
tomorrow afternoon at 12:15.  Okay? 

Graham:  With Mr. Blake? 
Epstein: That's right, of Yamashita Limited. 
Graham: Okay.  So, we should leave here at...?  
Epstein: About 12:00. 
Graham: 12:00 sounds just fine. 
Epstein: I'll pick you up here at 12:00 and we can go 

to his hotel together.   
Graham: All right.   
Epstein: Okay. 
Graham: Now, have you already discussed any of the 

project with him? 
Epstein: Yes, I did.  I had an excellent meeting with 

him this afternoon. 
Graham: And did you tell him that my main concerns 

are this October deadline and also the fact 
that they have no aftersales service in the 
States? 

Epstein: Yes, I did and again I was very impressed 
with his flexibility and his... I think that we 
can work things out with him. 

Graham: Okay.  As long as it's clear to both of you 
that it has to be worked out, and before 
October, because that's our deadline. 

Epstein: Well, again, I understand your reservations 
Shirley, but again the technology of their 
product is really excellent. I think we really 
have to go ahead with this. 

Graham: Yes.  All right.  Well, let's discuss it further 
tomorrow.  All right? 

Epstein:  Okay.  All right.  Thank you.  We'll see you 
tomorrow. 

Graham: We'll see you around 12:00. 
Epstein:  Okay. 

Variations 
Variation 1:  Checking an appointment 
Powers: Excuse me.  Do you have a minute? 

Malone: Certainly.  Please come in. 
Powers: Thanks.  I made an appointment for us to 

see Mr. Myers. Are you still free at 11:00 
on Wednesday? 

Malone: 11:00 on Wednesday? I'm afraid not.  I'm 
busy all morning. 

Powers:  That's too bad. How about 1:00 on Friday? 
Malone: That's fine with me. Would you call him 

back and see if Friday is good for him? 
Powers:  Sure.  I'll call him right away. 
Malone: Thanks. 
 
Variation 2:  Changing an appointment  
Myers:  Hello.  This is Bob Myers speaking. 
Powers: Hello. This is Sandra Powers from Delta 

Electronics. I'm sorry, but Mr. Malone is 
busy on Wednesday. If it's convenient for 
you, could we change our appointment to 
1:00 on Friday? 

Myers:  I understand that you're very busy, but 
Friday is too late. We have some very 
serious problems. I think we should meet as 
soon as possible. 

Powers:  I see. Could I call you back later today? I 
want to check our schedule for Thursday. 

Myers:  Good.  I'll be expecting your call later today. 
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E X E R C I S E S 
Exercise A 
Part 1.  A busy restaurant has a new assistant manager. The manager and assistant manager are discussing 
the food suppliers. Read the information in the box to understand the choice of suppliers. Complete the 
discussion between the manager and assistant manager. Circle the letter of the most polite statement. 

 Foodco Fast Foodz 
Location 10 miles from restaurant 25 miles from restaurant 
Prices Moderate warehouse prices Discounted below warehouse price on some items 
Service Accepts telephone orders, Delivery within 

24 hours guaranteed 
Accepts orders by telephone or online, Delivery in 24 – 
48 hours 

Manager:  What's that catalog you're looking at? 
Assistant:  Oh, this is the new catalog from Fast Foodz.(1)_____ It looks very convenient. 

a) I think we should order from them instead of Foodco.  
b) Why don't we order from them? 
c) We really have to try ordering from them. 

Manager:  I see.. But they're farther away than Foodco. It will take longer for their truck to get here. 
Assistant: (2)____ 

a) I think you don't understand me. They have online ordering. 
b) But their ordering system is online, so we could order even when the office is closed. 
c) So what? Didn't you know that they have  online ordering? 

Manager: Still, Foodco has been very dependable.  They’ve been a good supplier. 
Assistant: I know, but we need to cut costs in this economic slowdown. Fast Foodz has better prices. 
Manager: (3)____ 

a) Sure, but do they deliver in 24 hours? 
b) I don't care about that. All I care about is service. 
c) How about their quality and service? We don't know anything about them. 

Assistant: I guess I should do some more research into their record. I'll ask around and get back to you. 
 

Part 2. Listen to the conversation between Graham and Epstein. Complete the following sentences. 
1. Epstein and Graham will leave their office at _____________ tomorrow. 
 a. 11:45 
 b. 12:00 
 c. 12:15 
2. Epstein is going to pick up Graham at _____. 
 a. her office. 
 b. Blake's hotel. 
 c. his office. 
3. Graham is worried about the problem of _____. 
 a. high shipping costs. 
 b. aftersales service and the October deadline.  
 c. advertising and marketing. 
4. Mike Epstein thinks that _____. 
 a. there isn't a problem. 
 b. Yamashita's technology is excellent 
 c. they should decide not to buy robots from Yamashita Ltd. 
5. Graham says, "Yes, all right. Let's discuss it further tomorrow."  In this conversation this means: 
 a. I agree. Let's discuss it further tomorrow. 
 b. I don't agree and I don't want to discuss it further. 
 c. I understand, but I don't want to discuss it now. 
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(a)  I’m afraid I don’t agree. 
(b)  Let’s discuss it further tomorrow. 
(c)  I understand your reservations, but. 
(d)  I think we should... 

E X E R C I S E S 
Exercise B 
Part 1: (a) Match the phrases which have a similar meaning. 

1. ____ I can see why you don't agree, but... 
2. ____ I don't think that this is the best time to talk about it. 
3. ____ In my opinion … 
4. ____ I’m sorry, but I don’t see it that way. 

Part 1: (b) Now write each pair under the correct heading: 

DISAGREEING POLITELY GIVING AN OPINION STALLING 
 
 
 
 
 

  

 
Part 2.  In their meeting, Shirley Graham and Mike Epstein use one phrase from each heading in 

Part 1 above.  Which ones do you think they use?  Now listen and complete the dialog. 

Epstein: (1) _______________________ that we can work things out with him. 
 
Epstein: Well again, (2) ________________________________________________ Shirley, but... 
 
Graham: Yes. All right, well, (3) ________________________________________________. All right? 
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a. Refusing 
b. Disagreeing  
c. Requesting 
d. Confirming 
e. Suggesting: 
f. Stalling 

E X E R C I S E S 
Exercise C 

Part 1.  This checklist is meant to help you evaluate the effort you put into studying this lesson. 
Circle the number of times you practiced as described in the statement. 

Practice description Times I practiced in this way 
In Class:  
I listened carefully to the presentation in this lesson. 0           1           2              3 

I practiced summarizing or role-playing portions of this lesson. 0           1           2              3 

I wrote notes to help me remember information or phrases. 0           1           2              3 
On my own   
I thought about how this topic relates to my own experience. 0           1           2              3 
I listened to each sentence several times without looking at the text. 0           1           2              3 
I used the software's recording feature to practice speaking, and I 
listened to myself carefully. 0           1           2              3 

I tried to improve my pronunciation and fluency as I spoke each 
sentence. 0           1           2              3 

I reviewed the Episode and Variations so that I could summarize each 
scene with confidence. 0           1           2              3 

I used some of the words from this lesson in my daily conversations. 0           1           2              3 
 

Part 2.  Check your understanding of these functions by matching the statement to the function: 
1. ____ Let’s discuss it further tomorrow, I don’t think that this is the best time. 
2. ____ I'm sorry, but that's not possible.  
3. ____ If it's convenient for you, could we change our appointment 
4. ____ How about 1:00 on Friday? 
5. ____ Are you still free at 11:00 on Wednesday? 
6. ____ I understand your reservations, but…  
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Episode 4: An Important 
Introduction 
Epstein introduces his boss to a 
prospective business partner 

The story date is Wednesday, June 12. Blake and 
Epstein met for lunch the previous day. Then they 
went on a tour of San Francisco. Today, Blake 
meets Shirley Graham, a vice-president of 
Advanced Technologies. Epstein and Graham 
meet Blake at his hotel. At the hotel today, 
Epstein introduces Blake to Graham and they 
exchange small talk about Blake's sightseeing tour 
of San Francisco the previous day. Epstein 
interrupts to say that they should go over to the 
restaurant, as it is time for their lunch reservation.  
 
Variations: Introducing Yourself, 
Looking for Someone 
This lesson's variations show Ms. Powers at the 
hotel lobby where she arranged to meet with Mr. 
Meyers. In the first scene, she meets him and 
introduces herself. In the second scene, she asks a 
man if he is Mr. Meyers. He is not, and suggests 
that she have Meyers paged at the reception desk. 
 

Learning Points 
Greeting 
 How are you today? 
 It's good to see you 
 It's nice to meet you 
 Pleased to meet you 
Interrupting 
 Well, I hate to interrupt 
 I’m sorry to interrupt, but 
Introducing 
 This is our vice-president… 
 This is Charles Blake from … 
  
Small talk 
 Mike tells me … 
 Is this your first trip… 
 We had a great time yesterday… 

Goals: 
• To understand social customs of introducing 

and shaking hands. 

• To learn how to handle an introduction in a 
business situation. 

• To be able to manage a social situation in a 
polite way 
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Classroom Activities 
~ Class 1 ~ 

Presentation (Day 1, 4-6 minutes) Tell students the title of this lesson: "An Important Introduction." Ask, 
"Who is Blake going to meet today? Why is this meeting important to him? What do you think they will talk 
about when they first meet? Watch the video to see what he does when he meets her." Play the Presentation 
video and pause when Epstein introduces Graham. Ask students to notice what the people say and do. If time 
allows, play the first Variation scene, in which a self-introduction is shown. 
 
Key Focus Introducing and Greeting: It is said that first impressions are very important. Therefore, the time 
when we are first introduced to someone may be critical to how they think of us in the future. Point out how 
the characters in the video introduce and greet each other. Play the section of the video with the introduction 
again, and ask students to notice the physical behavior of the characters: "How do they greet each other? Do 
they shake hands? What about eye contact? How is this the same or different in other cultures?" 
 
Oral Practice (2-4 minutes):  Have students work in groups of three and practice introducing and greeting 
each other. Fictitious names and company names from Exercise A. can be used. If the students are from a 
culture in which handshaking is not common, demonstrate the proper method and tell students: "When you 
shake hands, be sure to make eye contact with the person you are meeting. Look at their eyes for at least a 
few seconds as you greet them."  
 
Follow-up Have students work on their own with the software, using the Interactive Listening section.  
Focus on each sentence, line by line, without using the text.  After they review this scene, they should record 
each sentence.  As homework (or in class), have the students do Exercise A. 

~ Class 2 ~ 
Presentation (Day 2, 4-6 minutes) Play the last part of the presentation video, in which Blake and Graham 
engage in small talk about his trips to San Francisco. Also, play the first part of the Alternatives section, in 
which Graham mentions that Blake is a golfer. Ask students: "Is the topic of their conversation important? 
Why aren't they talking about business now? Would you talk about this kind of thing when you visit another 
company?" 
 
Key Focus  Small talk: Talk about topics such as the weather, food, the scenery, surroundings, and such is 
called "small talk." Although it can seem meaningless or trivial, small talk is an important part of human 
interaction. We often judge people based on what we learn about them through small talk. A person who is 
able to carry on small talk comfortably is considered confident and sociable. Ask students to give some 
examples of topics they consider small talk, and list them on the board. Ask students, "Do you like 'small 
talk?' Why or why not? Can we always talk with each other about important matters?" 
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups and practice small talk about 
several different subject areas:  sports, entertainment, cultural interests/arts, travel, weather, etc.... It may be 
amusing to have several groups of students demonstrate for the class, and ask the class to vote on which 
subjects seem to work the best. 
 
Follow-up Have students work on their own with the software, focusing on the Variations section, but 
reviewing previous Units as well.  After reviewing this Episode, students should record each sentence.  As 
homework (or in class), have the students do Exercise B, part 2. 

~ Class 3 ~ 
Presentation  (Day 3, 4-6 minutes) Play the second part of the Alternatives section, in which Epstein 
interrupts Graham and Blake in the hotel lobby. Point out that this interruption is done politely, then ask why 
students think it is polite. One reason is that Epstein apologizes for interrupting, another is that he gives a 
good reason for the interruption. 
 
Key Focus Interrupting: Interrupting is a language function that may be difficult for some people, depending 
on their cultural background. Language researchers have found some conversation styles in which people 
may frequently overlap and interrupt other speaker. In other styles, interruption is considered rude and is 
avoided unless there is a critical reason for it.  Ask students: How is interruption seen in your culture?  When 
is it okay? How do you do it politely? In the North American business context, interruption is accepted if the 
speaker only does it when necessary, and if an apology is offered. 
 
Oral Practice (2-4 minutes):  Have students work in groups of three and practice role-playing or 
summarizing the Episode and Variation from this unit. 
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Follow-up Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively.  As homework (or in class), have the students do Exercise C. 

Extension Activities 
Role-Play:  Interruption & Small Talk 
Form a group of three. Choose a role and practice interrupting. Remember, give an apology such as: "I'm 
sorry to interrupt, but …" or "I hate to interrupt …" 

Student A: Begin making small talk about sports, vacation, politics, or about what you did on your 
last vacation.  
Student B: Listen carefully to A's small talk. 
Student C: After about three sentences, interrupt to ask a question about the subject of the small-talk. 
After two interruptions by Student C, Student B should interrupt and change topics. 
Continue this process until everyone has led the small talk. 
Then discuss this process with your group: How did it feel to interrupt in English? How did it feel to 
be the one interrupted? 

 
Small Talk Preparation Activity 
In groups of two, three or four, list some topics you feel you can use for small talk.  What are some topics 
you feel you need to develop your ability to discuss in English?  Which topics do you think are safe in 
most cultures?  How will you develop the ability to discuss these topics? 
 
Follow up Once all of Episode 4 has been presented and practiced, students should do the Functional 
Dictations and Function Grid as often as possible until the language is completely mastered.  When their 
Completion Percentage is 80% or more for Episodes 3 & 4, they will be ready to take the second 
Mastery Test. 
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Video Scripts 
Episode 4: An Important Introduction 
It is now Wednesday, June 12th. Yesterday Mr. 
Charles Blake from Yamashita Ltd. and Mr. Mike 
Epstein from Advanced Technologies met for lunch. 
After their meeting, Mr. Epstein took Mr. Blake on a 
short tour of San Francisco. 
Today, Mr. Blake is going to meet Ms. Graham. Ms. 
Graham is a Vice-President at Advanced 
Technologies. She is in charge of a large project to 
build a new factory. Mr. Blake wants to sell his 
company's industrial robots for use in the new factory. 
Ms. Graham is interested in Yamashita's robots. 
However, she is also worried about several problems, 
such as aftersales service, spare parts, and storage 
space.  She is also worried about doing business with 
a foreign company such as Yamashita Ltd. 
Mike Epstein and Shirley Graham have arrived at the 
Embassy Suites hotel and are looking for Charles 
Blake. They are scheduled to meet him and have 
lunch together. 
Epstein: Now, let's see.  Where is he? Oh, there he is, 

over there reading the newspaper. Mr. 
Blake! 

Blake: Oh, hi Mike.  How are you today? 
Epstein: It's good to see you Charles. This is our 

Vice-President, Shirley Graham. Shirley, 
this is Charles Blake from Yamashita Ltd. 

Graham: It's nice to meet you Mr. Blake. 
Blake:   Pleased to meet you, Ms. Graham. 
Graham: How are you today? 
Blake: Fine.  And you? 
Graham: Just fine.  Mike tells me that you ... he took 

you around San Francisco yesterday. 
Blake: We had a great time yesterday. We went 

down to Fisherman's Wharf, and we had 
lunch, and then we drove around San 
Francisco and saw a bit of the city. 

Graham: Is this your first trip to the West Coast? 
Blake: Well, not really.  I was here about seven 

years ago, just for a very brief visit . . . and 
now I have a little bit more time to see 
some of the city. 

Epstein: Well, I hate to interrupt, but we have a car 
outside, and we have reservations at 12:15. 
So why don't we get over to the restaurant, 
and we can continue our conversation there.  
Okay? 

Graham:  Okay. 
Blake: Sounds fine to me. 
Epstein: Okay.  Let's go! 
Alternatives 
1.a. 
Epstein: This is our Vice-President, Shirley Graham.  

Shirley, this is Charles Blake from 
Yamashita Ltd. 

Graham:  It's nice to meet you Mr. Blake. 
Blake: Pleased to meet you Ms. Graham. 

1.b 
Epstein: I'd like to introduce you to my boss, Shirley 

Graham. Shirley, this is Charles Blake. 
Graham:  How do you do, Mr. Blake. Mike's been 

telling me you're quite a golfer. 
Blake: How do you do Ms. Graham.  Mike's being 

generous. I'm afraid I'm a rather poor golfer.  
He's the one who's good. 

Epstein: Well, I hate to interrupt, but we have a car 
outside, and we have reservations at 12:15. 
So why don't we get over to the restaurant, 
and we can continue our conversation there. 

2.a. 
Epstein: Sorry to interrupt, but our reservations are 

for 12:15, and we don't want to miss lunch. 
2.b. 
Epstein: Excuse me.  I think we ought to get going. 

I'm not sure the restaurant will hold our 
reservations if we're late. 

Graham:  Okay, shall we go? 
Blake: Sounds fine to me. 

Variations 
Variation 1: Introducing yourself 
Powers: Mr. Myers? 
Myers: Yes.  That's right. 
Powers: I'm Sandra Powers.  I work with Mr. 

Malone. 
Myers: Mrs. Powers.  How do you do?  I've been 

looking forward to meeting you. 
Powers: It's nice to meet you, Mr. Myers. You've 

come a very long way on this trip, so I hope 
things are going well. Welcome to San 
Francisco! 

Variation 2:  Looking for someone 
Powers: Mr. Myers? 
Mr. X: Excuse me? 
Powers: Are you Mr. Myers from Dover Limited? 
X:   No, I'm afraid not.  Why don't you ask 

reception to page him? 
Powers: Oh, thank you.  I'll do that. Sorry to bother 

you. 
Mr. X: Oh, not at all. 
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E X E R C I S E S 
Exercise A 
Part 1.  Imagine you are introducing the people  in each pair below. Write what you would say? 
 a.  Dr. Kramer, Human Resources Manager, ICI 
  Mr. Kurihara, Training Manager, Toyota 
 b. Ms. Brooke, Purchasing Officer, Siemens 
  Mrs. Lee, Sales Manager, IBM 
 c.  Chris MacNeill, CEO, Sysco 
  Pat Granger, Marketing Representative, Advanced Networks 
Example: 
a.  Dr. Kramer, I'd like you to meet Mr. Kurihara, Training Manager at Toyota. 
 Mr. Kurihara, _______________________________________________________________________. 
 

b. __________________________________________________________________________________. 
__________________________________________________________________________________. 

 

c. __________________________________________________________________________________. 
 __________________________________________________________________________________. 
 
Part 2. What's in a name?  
Notice how the characters in the story address each other.  To address someone means to say their 
name while talking to them. Do they use their first names or last names? Circle the one you hear them 
use in the video. 
 

1. Mike Epstein addresses Charles Blake as   Mr. Blake / Charles 
2. Mike Epstein addresses Shirley Graham as  Ms. Graham / Shirley 
3. Shirley Graham addresses Mike Epstein as  Mr. Epstein / Mike 
4. Shirley Graham addresses Charles Blake as  Mr. Blake / Charles 
5. Charles Blake addresses Shirley Graham as  Ms. Graham / Shirley  
6. Charles Blake addresses Mike Epstein as  Mr. Epstein / Mike 

 
What  is common in your culture? 
 
 
 
Do you feel comfortable with being addressed by your first name in a business situation? 
 
 
What about age?  Do you address someone older than you differently than someone about your age or 
younger? 
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 a. Pleased to meet you d. this is  g. I’m afraid  j. I'd like to introduce you 
 b. ought to get going e. Sounds fine h. Sorry to interrupt k. been telling me 
 c. I hate to interrupt f. It’s nice  i. shall we go?  l. I’m afraid I can’t. 

E X E R C I S E S 
Exercise B 
Part 1a:  What makes it small talk? Social encounters between people who have never met or are 
unfamiliar with each other are usually begun by small talk.  The purpose of this small talk is mostly to 
create rapport or break the ice. 
What do people discuss as 'small talk' in your culture? Discuss with your classmates and add to the 
lists in the box.  Also indicate which topics are not discussed. 

Sports:   
 Sports one plays  

Local sports teams 
________________ 
________________ 
 

Weather: 
Unusual weather 
________________ 
________________ 
________________ 
 

 Hobbies 
________________ 
________________ 
________________ 
________________ 
 

Current events 
Elections 
________________ 
________________ 

 

Entertainment 
Movies 
________________ 
________________ 

 Personal interests 
Family 

________________ 
________________ 
 

Part 1b. What if I have trouble making small talk? Experts on small talk recommend reading the daily 
newspaper to keep up on current events, economic and business news, and sports. 
Part 2. Listen to the Alternatives for this lesson. Complete the sentences with phrases from the box. 

Alternative 1 
1. This is our Vice-President, Shirley Graham.  Shirley, ______ Charles Blake from Yamashita Ltd. 
2. _______ to meet you Mr. Blake. 
3. _______ Ms. Graham. 
Alternative 2 
4. _______ to my boss, Shirley Graham. Shirley, this is Charles Blake. 
5. How do you do, Mr. Blake. Mike's _______ you're quite a golfer. 
6. How do you do Ms Graham.  Mike's being generous. _________ I'm a rather poor golfer. 
7. Well, _______, but we have a car outside, and we have reservations at 12:15. 
Alternative 2a 
8. ________, but our reservations are for 12:15, and we don't want to miss lunch. 
Alternative 2b 
9. Excuse me.  I think we _______. I'm not sure the restaurant will hold our reservations if we're late. 
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E X E R C I S E S 
Exercise C 
Part 1. Check your progress on this lesson. Circle the number that shows your honest answer. 

 Example 1=  Not at all 2 = Only a little 3 = Somewhat 4 = Almost completely  5 = Completely 
 I understand how to introduce a co-worker     . 1 2 3 4 5 

Statement 
1=  Not at all 
3 = Somewhat 
5 = Well enough 

I understand how to shake hands and make eye contact. 1       2       3       4       5 
I understand how to introduce a co-worker. 1       2       3       4       5 
I know how to greet someone politely. 1       2       3       4       5 
I can carry on small talk in English. 1       2       3       4       5 
I know how to interrupt a conversation politely. 1       2       3       4       5 
I can handle an introduction in a business situation. 1       2       3       4       5 

 
Part 2. Evaluate your practice: 

Practice description Times practiced in this way 
In Class  
I listened carefully to the presentation in this lesson. 0           1           2              3 

I practiced speaking about the topics of this lesson with my classmates  0           1           2              3 

I wrote notes to help me remember information 0           1           2              3 
I asked a question to make information clearer to me. 0           1           2              3 
On my own 
 

 
I thought about how this topic relates to my own experience. 0           1           2              3 
I listened to each sentence several times without looking at the text. 0           1           2              3 
I used the software's recording feature to practice speaking, and I listened 
to myself carefully. 0           1           2              3 

I tried to improve my pronunciation and fluency as I spoke each sentence. 0           1           2              3 
I reviewed the Episode and Variations so that I could summarize each 
scene with confidence. 0           1           2              3 

I used some of the words from this lesson in my daily conversations. 0           1           2              3 
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Episode 5:  A Business Lunch 
Epstein and Graham meet  Charles 
Blake to discuss the sale of industrial 
robots. 
 
The story date is Wednesday, June 12. Blake, 
Epstein, and Graham have lunch together. Graham 
is in charge of a project to build a new electronics 
factory. They discuss problems with the potential 
sale and possible solutions. Graham is worried 
that Yamashita cannot provide maintenance or 
spare parts quickly enough, since they do not have 
a facility in North America. Blake proposes that 
the spare parts could be stored in Advanced 
Technologies' warehouse. Graham wants to know 
the size and quantity of the parts, so Blake 
promises to write a report for her with the details 
she needs. Graham reminds Blake that her 
company has not done business with a Japanese 
company before, a fact which may influence her 
decision. 
 
Variation: Negotiating 
This lesson's variation shows a negotiation 
between Davis and Jones. They explain the 
problems that remain before they can close the 
deal and agree to meet again. 
 

Learning Points 
Agreeing 
 Well, that sounds fine. 
Confirming 
 Let me see if I understand you correctly on 

this 
Clarifying/Qualifying,  
 Let me clarify our position 
 Well, not exactly, It depends on…  
Offering 
 How about another cup of coffee? 
Promising 
 And I'll have the report ready for you 

tomorrow 
Refusing 
 Not for me.  No thank you. 
 

Goals: 
• To be able to handle a business lunch 

• To be able to qualify a statement to avoid 
misunderstanding  

• To learn how to confirm and clarify problems 
in a polite way 
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Classroom Activities 
~ Class 1 ~ 

Presentation (Day 1, 4-6 minutes) Ask students if they normally discuss business over a meal. Explain that 
the video today shows Graham, Epstein and Blake having a business lunch. Usually people doing business 
over lunch or dinner try to keep the conversation light and avoid conflict. Play the Presentation video and the 
first set of Alternatives, in which Epstein offers coffee. Point out how the characters are speaking to each 
other in a friendly manner, even though they have not reached an agreement. 
 
Key Focus  Offering: In the business lunch seen in Episode 5, Epstein is playing the role of host. He offers 
to get more coffee if Blake or Graham want some. Ask students to give examples of ways that people offer 
something in English. The alternative shows "How about another cup of coffee?" Other ways to offer it are: 
"Do you want some more coffee?" "Can I get you another cup?" or simply "More coffee, anyone?"  
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups and prepare for acting as host in a 
business lunch/dinner situation.  What kind of restaurant and food is appropriate?  Make a list of useful 
phrases for ordering, asking for information from the waiter about unfamiliar menu items, and getting the 
waiter’s attention.  Then have each group share their recommendations with the class. 
 
Follow-up Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively.  As homework (or in class), have the students do Exercise A. 

~ Class 2 ~ 
Presentation (Day 2, 4-6 minutes) Play the third and fourth sets of Alternatives in the Presentation video. 
These show Blake and Graham discussing the problems of dealing with Yamashita. Ask students to listen for 
the point where Graham clarifies her concerns about storing spare parts: "Let me clarify that a little. Space is 
limited, and it would depend very much on the quantity of parts, the size, etc. I would need a lot more detail 
on that." Graham qualifies what she has said before by warning Blake of potential failure: "Even then, Mr. 
Blake, I can't make any guarantees. You know, we've never done business with a Japanese company before, 
so it's quite an undertaking." 
  
Key Focus  Clarifying/Qualifying: In business negotiations, it is crucial to understand all the details of the 
situation. Clarifying, or telling additional information, is used to give a listener more details that are 
necessary to such and understanding. Since business negotiations take place between human beings who 
have emotions, qualifying is sometimes necessary to avoid anger or hurt feelings. Qualifying is to modify 
what has been said to limit or change its meaning. Graham qualifies her statements to Blake to let him know 
she cannot promise to work out a deal with Yamashita. 
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups and practice role-playing or 
summarizing this Episode.  Use clarifying and qualifying statements as shown in Exercise B, part 2. 
 
Follow-up Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively.  As homework (or in class), have the students do Exercise B, 
part 3. 

~ Class 3 ~ 
Presentation  (Day 3, 4-6 minutes) Play the Presentation video and focus on the part of the conversation 
where Blake says, "I'm going to put this information in a report after I fax Tokyo …And I'll have the report 
ready for you tomorrow." Ask students, "What is Blake doing here?" (He is promising to get the information 
to Graham.) "Does Graham act as if she expects  him to keep this promise? Does Blake feel this report will 
help her to make her decision?" 
 
Key Focus  Promising: Explain that in business relationships, one often must promise to get work done by a 
certain time. The words, "I promise to …" are not always used, but they can be implied with "I will …" An 
expression used in business is "You're only as good as your word" which means that you should always do 
what you say you will, and people will learn to trust you.  
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups and practice making promises as 
explained in Exercise C. part 1. 
 
Follow-up Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively.  As homework (or in class), have the students do Exercise C, 
part 2.  
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Extension Activity 
Analysis and Role-play 
In pairs or small groups, discuss the positions of Graham and Blake.  What do you think of Graham’s 
objections?  Is she being reasonable?  How would you respond to her if you were in Blake’s position?  Think 
this through.  Then role-play the situation, beginning where Blake summarizes Graham’s position.  When 
you are finished, list the main points you would put in the report that you have promised to Graham. 
 
Follow up Once all of Lesson 5 has been presented and practiced, students should do the Functional 
Dictations and Function Grid as often as possible until the language is completely mastered.  When their 
Completion Percentage is 80% or more for Lessons 5 & 6, they will be ready to take the third Mastery 
Test. 

 



Functioning in Business ~ Episode 5 

49 

Video Scripts 
Episode 5: A Business Lunch 
It is now Wednesday, June 12th.  It is 1:3O in the 
afternoon. Mr. Blake, Mr. Epstein, and Ms. Graham 
are having lunch together at a restaurant. Mr. Blake 
wants to sell his company's industrial robots to 
Advanced Technologies. Ms. Graham, of Advanced 
Technologies, is in charge of a large project to build a 
new electronics factory. In this factory they will need 
many industrial robots. Mr. Epstein thinks that the 
robots made by Yamashita, Ltd. are the best. Ms. 
Graham agrees, but she is worried about several other 
problems. Mr. Blake needs to convince her that these 
problems can be solved. 
 
Epstein: Well, that was a pretty good meal. 
Graham: Um, it was delicious. 
Epstein: Would anyone like some...some more 

coffee?  Shirley? 
Graham: Not for me.  No thank you. 
Blake: Yes.  I'd like a little bit more please. 
Epstein: Okay.  There's the waiter.  Waiter, could we 

get another cup of coffee over here please. 
Thank you. 

Blake: Okay.  Ms. Graham, let me see if I 
understand you correctly on this. Now, your 
basic problem is that we at Yamashita 
cannot provide adequate maintenance or 
spare parts quickly enough. 

Graham: Yes.  That's right.  That's my main concern. 
Okay.  Now you've rejected the proposal 
that we use your warehouse for storage 
space for spare parts. 

Graham: Well, not entirely, Mr. Blake.  Let me 
clarify that a little. Space is limited, and it 
would depend very much on the quantity of 
parts, the size, etc. I would need a lot more 
detail on that. 

Blake: I can certainly understand your concerns. 
I'm going to put this information in a report 
after I fax Tokyo.  

Graham: Okay. 
Blake: And I'll have the report ready for you 

tomorrow.  And maybe we can come up 
with a solution to the problem. 

Graham: Okay.  Well, that sounds fine. Even then, 
Mr. Blake, I can't make any guarantees. 
You know, we've never done business with 
a Japanese company before, so it's quite an 
undertaking. 

Blake: Oh, I...I can certainly understand. 
Graham: So I hope you will understand. 
Blake: Sure. 
Graham: Okay. 
Alternatives 
1.a. 
Epstein: Well, that was a pretty good meal. 
Graham: Um, it was delicious. 

Epstein: Would anyone like some...some more 
coffee?  Shirley? 

Graham: Not for me.  No thank you. 
Blake: Yes.  I'd like a little bit more please. 
1.b. 
Epstein: Well, that wasn't bad. 
Graham: Um, it was delicious. 
Epstein: How about another cup of coffee?  Shirley? 
Graham: No thanks, not for me. 
Epstein: Charles? 
Blake: Oh, I wouldn't mind another cup.  It helps 

the jet lag. 
2.a. 
Blake: Okay.  Ms. Graham, let me see if I 

understand you correctly on this. Now, your 
basic problem is that we at Yamashita 
cannot provide adequate maintenance or 
spare parts quickly enough. 

Graham: Yes.  That's right.  That's my main concern. 
2.b. 
Blake: Just to confirm things.  Your basic problem 

is maintenance and spare parts.  Is that it? 
Graham: Yes.  That's right.  That's my main concern. 
3.a. 
Graham: Well, not entirely, Mr. Blake.  Let me 

clarify that a little. Space is limited, and it 
would depend very much on the quantity of 
parts, the size, etc. I would need a lot more 
detail on that. 

3.b. 
Graham:  Well, that would depend on other factors, 

such as quantity and size.  However space 
is limited.  I would need some more details. 

4.a. 
Graham: Okay.  Well, that sounds fine. Even then, 

Mr. Blake, I can't make any guarantees. 
You know, we've never done business with 
a Japanese company before, so it's quite an 
undertaking. 

Blake: Oh, I...I can certainly understand. 
4.b. 
Graham: Fine.  However, we've never done business 

with a Japanese company before, and 
there's another firm that's much closer, 
which we're also considering. 

Blake: Right.  These are the type of problems that 
we're concerned with too.  

Variation 
Negotiating 
Davis: To summarize, there are still problems with 

the delivery date and the size of the 
discount, but everything else is okay.  Is 
that right? 

Jones: Yes.  That's right.  The price is higher than 
we expected, and we need delivery within 
six months at the latest. 
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Davis: I see.  Well, I'll see what I can do. 
Jones: The delivery date is going to be a problem, 

but I'll check and see if it's possible. 
Davis: Can we get together again?  How about 

later this week? 
Jones: Okay, but I'm afraid I won't be free except 

for tomorrow afternoon.  Is that too early? 
Davis: No, that'll be fine.  How about 3:OO? 
Jones: Okay, good.  I'll see you tomorrow, Mr. 

Davis. 
Davis: See you then. 
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E X E R C I S E S 
Exercise A 
Part 1. Asking for more.  Write the items in one or both columns. Add two more items of your own 

to the list. Then practice both offering and offering more of  each item, using these offering 
phrases:  Would you like ____?  How about _____?  Why don’t you have ____? 

 
 
 

Countable nouns 
Would you like a ___/ another ___? 

Non-countable nouns  
Would you like some___ / some more ___? 

A glass of orange juice/ another glass of orange juice 
 
 
 
 
 
 
 
 
 
 

Some orange juice/ some more orange juice 
Some soup / some more soup 
 
 
 
 
 
 

 
Part 2. Listening for details 
Read the sentences below. Listen to the dialog again and complete the sentences. 

1. Epstein:  “Well, that was a ____________ meal.” 

 Graham:  “Um, it was___________.” 

2.  They agree that the basic problem is that Yamashita cannot _______________________ maintenance or 

________________________________ in the United States. 

3. Blake's first proposal was that Advanced Technologies _____________ to store spare parts.  

4. Graham needs more detailed information before she can make a ________________ about Blake's 

proposal to use their warehouse.  She says space is ____________. 

5. Another reason she may decide not to buy from Yamashita is that Advanced Technologies has never 

________________________ with a Japanese company before. 

6. Blake says he _________________ her ________________. 

orange juice   soup    dessert   milk    fresh fruit    piece of pie    hot dog    cup of coffee     water 
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E X E R C I S E S 
Exercise B 
Part 1.  Check your understanding of these words:  

CONFIRM: 1. to say or prove that something is definitely true; 2. to tell someone that a possible plan, 
arrangement etc. is now definite. 

QUALIFY: to add something to what has already been said in order to limit its effect or meaning. 
CLARIFY: to make something easier to understand by explaining it in more detail. 

[Definitions from Longman Dictionary of American English © Pearson Education Limited 2000] 
Fill in the gaps in the sentences below. Use one of the above words for each sentence. 

a. I'm phoning to ______________ my reservation for Friday night. 
b. I'm sorry, but that last point isn’t clear to me. Could I ask you to ______________ what you mean? 
c. Yes, they have agreed license our products. However I'd like to ______________ that by saying that 

we still need government approval before the deal can go ahead. 
Part 2.  Look at the following example: 
Clarify 
A: We will give you a discount on all tool orders 

over $300.00 
B: How much is the discount?(Clarification) 
A: It's a 20% discount. 

Qualify 
A: You can expect an order from us soon. 
B: Thank you very much. 
A: Though it may be delayed as much as a month 

because of a change in our management.  
Now use the information in the chart to complete the 3 dialogues below: 

Information Clarification Qualification 
They will sell the new tools at 
a discount  

It’s a 10% discount Must be purchased within 30 
days. 

Company A is going to 
purchase our products. 

It’s for at least $10,000. Their president has to approve all 
orders over $5,000. 

They don’t want to make 
such a large investment 

They prefer  to invest in stages. Depends on meeting goals. 

 
1.  A: You said you’re going to give us a large discount, right? 

 B: I believe I said I could give you ________________.a 10% discount.  (Clarification) 
 A: Okay, that’s good. 
 B: But to get the discount you’ll have to ________________________________________________. 

2. A: Company A has agreed to make an order. 

B: _________________________________________________  (Clarification) 

A: It’s for at least $10,000, but I’m not sure exactly. 
B: I see, so the deal has been signed. 

A: No, not yet.  First ___________________________________________________. (Qualification) 

3.  A: As I understand it, you have reservations about the large amount of investment.  Is that right? 

 B: Well, let me clarify that.  Actually, we ____________________________________. (Clarification) 
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E X E R C I S E S 
Exercise C 
Part 1. Listen to the conversation.  How do Blake and Graham confirm and clarify their 

communications with each other? 
1. Blake: Okay.  Ms. Graham, _________________________________________________________. Now, 

your basic problem is... 
2. Graham: Yes.  That’s right.  That's my _______________________. 

3. Blake: Okay.  Now you've rejected the proposal _____________________________________________ 
for spare parts. 

4. Graham: Well _________________, Mr. Blake.  Space is ... 
Part 2. Think of two promises that you have made recently. Write the details in the chart below.  

Work or action promised Completion Date 
 
I promised to type up notes on a meeting 
 
 
 
 
 

 
one week after the meeting 
 

Now write a sentence including the promise and the date it was to be completed. 
Example: I will type up the notes to today's meeting by next week. 

1.               

2.                

3.                
 
3. Use the software to play the Variations section. At each place the video pauses, record your 

own voice. Listen to the recording of your voice thoughtfully. Then listen to the speaker in 
the video and rate yourself using the following chart. 

Statement 

1 = Strongly disagree 
2 = Disagree 
3 = Agree Somewhat 
4= Agree  

I speak loudly enough in English to be heard on the recording. 1     2      3    4 
I take the time to replay my speech in English whenever I record it. 1     2      3    4 
I listen to the speakers carefully before I repeat what they say 1     2      3    4 
I avoid using the text function to see what the speakers are saying. 1     2      3    4 
I pronounce phrases and words the same way the speakers do. 1     2      3    4 
I try to speak with the same intonation as the speakers. 1     2      3    4 
I am satisfied with the way I sound when I play back my speech in English. 1     2      3    4 
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Episode 6:  The Disagreement 
Epstein and Graham have a 
difference of opinion about the 
purchase of robots from Yamashita. 
The story date is Wednesday, June 12. Epstein 
and his boss, Ms Graham, discuss doing 
business with Yamashita.  Graham makes it 
clear that she doesn’t intend to follow Epstein’s 
recommendation to buy robots from Yamashita. 
She doesn't think they will be able to meet the 
October deadline, and wonders if they will be 
able to provide service and spare parts. She feels 
more confident in dealing with United Industries, 
a company they have worked with before. 
Epstein believes the risks are worth taking 
because Yamashita's product is superior to that 
of United Industries. Graham insists that she is 
not willing to take the risk, and therefore will 
not deal with Yamashita. 
 
Variation: Making a Choice 
This lesson's variation shows a discussion 
between Malone and Powers about a hiring 
decision. Powers recommends a candidate who 
has an MBA degree but no real job experience. 
Malone is in favor of a candidate who has ten 
years of experience. Malone asks Powers to call 
in the candidates for a second interview. Powers 
doesn't think that they have time for another 
interview, but Malone insists that the position is 
important and they should have more 
information on which to base their decision. 

Learning Points 
Agreeing 
 All right. 
Disagreeing 
 I don't feel I can afford to take the risk. 
 Do you really think that's necessary? 
Recommending 

I think we really have to decide today. 
 Would you mind calling them back? 
Giving an Opinion 

I think we should just go ahead on the deal 
with them 

 

Goals: 
• To learn how to deal with a difference of 

opinion 

• To be able to state the disadvantages and 
advantages of a decision. 
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Classroom Activities 
~ Class 1 ~ 

Presentation (Day 1, 4-6 minutes) Ask students, "Have you ever had a disagreement with someone at work?  
Do you feel you handled it politely? Listen to how Mike Epstein expresses his difference of opinion with 
Shirley Graham in the video." Play the presentation video, and continue through the Alternatives. Point out 
the Alternatives scene in which Graham warns Epstein, "Careful Mike.  I don't need you to tell me what this 
business is about.  Your neck isn't on the line here.  Mine is." This statement shows that Graham is worried 
about her own job. (One's neck being on the line  means one might suffer from a decision.) She respects 
Epstein's opinions, but wants to remind him that she is the one who has to make the final decision. 
 
Key Focus Disagreeing: In the video, we see examples of business people expressing disagreement. It is 
inevitable that there will be disagreements among people who work together. To keep an effective working 
relationship, it is important to express those disagreements politely and respectfully. Notice that in the 
disagreement between Graham and Epstein, they do not make any personal comments or threats. This would 
be an unprofessional way to handle disagreement. 
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups. One student should make 
statements in favor of buying from United Industries and another should speak in favor of buying from 
Yamashita. Then students should discuss which company Graham and Epstein should buy from. 
 
Follow-up  Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively. As homework (or in class), have the students do Exercise A. 

~ Class 2 ~ 
Presentation (Day 2, 4-6 minutes) Ask students, "Did you ever help decide who to hire at your company? 
Was it a difficult decision? Were your suggestions taken into consideration? Today we're going to watch a 
discussion about hiring.”  Play the Variation video, in which Powers and Malone discuss two potential 
employees. Ask students to tell you what two qualities are important to the interviewers. (education and 
experience) 
 
Key Focus Recommending: When one has a voice in a decision to be made, one can recommend, or advise, 
a course of action. In the Variation video, Powers recommends that a decision be made quickly by saying, "I 
think we really have to decide today." Recommending is related to giving an opinion, except one is giving an 
opinion on an action to take. 
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups and practice role-playing or 
summarizing the Variation. 
 
Follow-up Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively.  As homework (or in class), have the students do Exercise B. 

~ Class 3 ~ 
Presentation  (Day 3, 4-6 minutes) Play the Alternatives part of the Presentation video, pointing out where 
Epstein and Graham express their opinions. Ask students, "Do Graham and Epstein have the same opinion? 
Where is the difference in their opinion? (Graham summarizes this when she says, "I think basically that's 
what it comes down to Mike. You want to take the risk, and I really am not willing to") 
 
Key Focus Giving an Opinion: In business conversations, it is common to have a difference of opinion with 
colleagues. The key to expressing one's opinion politely in these situations is to respect the opinions of others 
while stating one's own opinion. Notice how Epstein says, "I agree with you, they haven't established 
themselves in the States." He is showing Graham that he understands her objections.  
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups and practice role-playing or 
summarizing this Episode. 
 
Follow-up  Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively.  As homework (or in class), have the students do Exercise C. 
 

Extension Activity 
Analysis and Role-play 
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In pairs or small groups, discuss the positions of Graham and Epstein.  What do you think of Epstein’s 
position?  Is he being reasonable?  How would you respond to him if you were in Graham’s position?  Think 
this through.  Then role-play the situation.. 
Role-play:  Hiring Committee 
Have a small group of students act out a role play as a hiring committee, with the information from the chart 
below.  Ask them to each choose a candidate to recommend, and then have the class listen to their 
recommendation. Ask the class to vote on the most effective argument in favor of a candidate. 
Imagine you are on a hiring committee. Examine the chart below which summarizes the resumes of 
the three candidates for the position of receptionist at your insurance company. Your company is 
looking for a person who can become familiar with clients and who understands the insurance 
business. Your boss asks you to recommend the candidate you think is best.  
 
 Andy McLachlin Cara Antonio Evelyn Amberson 
Experience 2 years as receptionist at a 

law firm 
6 months as a secretary at a 
manufacturing company 

5 years in retail sales at a 
large department store 

Training no specialized training 1 year secretarial course  took a college course in 
insurance industry 

Education 4 year degree in political 
science 

4 year degree in 
communications 

2-year degree in accounting 

 
Write a sentence or two  summarizing your recommendation  and reasons. 
 
 
 
 
 
 
Follow up Once Episode 6 has been presented and practiced, students should do the Functional Dictations 
and Function Grid several times, on different days, until the language is completely mastered.  When their 
Completion Percentage is 80% or more for Episodes 5 & 6, they will be ready to take the third Mastery 
Test.  Students should continue to review this Episode and previous episodes on a regular basis.  This 
process will lead to language mastery. 
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Video Scripts 
Episode 6: The Disagreement 
It is now Wednesday afternoon, June 12th. Mr. 
Epstein and Ms. Graham have finished their meeting 
with Mr. Blake. They are now in Ms. Graham's office.  
They are discussing their meeting with Mr. Blake. Ms. 
Graham is worried about doing business with 
Yamashita. She thinks it would be safer to buy robots 
from an American company, United Industries. Spare 
parts and maintenance wouldn't be a problem because 
the United Industries factory is close, and in the past 
they have always been reliable. Their technological 
level, however, is not as high as Yamashita's, and 
their price is a bit higher. 
Graham: ...Yes, in Japan.  The quality of their 

product is extremely good, but I don't know 
anything about their reliability. Can they be 
relied on to do this by October 1st? You 
know, we've worked with United Industries 
before, and I think we should just go ahead 
on the deal with them. I feel sure they can 
have everything installed and working by 
October 1st. 

Epstein: Well, look, but there's another argument, 
Shirley,...and that is that I agree with you, 
they haven't established themselves in the 
States,...but that's an advantage. That's our 
advantage because we can get their 
technology before other companies can...if 
we're willing to take the risk. I think we 
really have to take that risk. 

Graham: Well, I think basically that's what it comes 
down to Mike. You want to take the risk, 
and I really am not willing to.  I don't feel I 
can afford to take the risk. 

Epstein: Oh, but what have I been doing for the last 
year? I've been looking for the new 
technology to really make this factory 
something special, and I think that this is 
what we need to do. I can't understand why 
you disagree with this.  It's very clear. 

Graham: And I think you've done a very good job, 
but I think that there are more disadvantages 
than advantages. And I'm sorry, but I'm 
afraid on this you're just not going to be 
able to have it the way you want it. 

Alternatives 
1. 
Graham: Well, I think basically that's what it comes 

down to Mike. You want to take the risk, 
and I really am not willing to.  I don't feel I 
can afford to take the risk. 

Epstein: Oh, but what have I been doing for the last 
year? I've been looking for the new 
technology to really make this factory 
something special, and I think that this is 
what we need to do. 

2. 

Graham: Well, I think basically that's what it comes 
down to Mike. You want to take the risk, 
and I really am not willing to.  I don't feel I 
can afford to take the risk. 

Epstein: Oh come on Shirley.  That's what this 
business is all about. 

Graham: Careful Mike.  I don't need you to tell me 
what this business is about.  Your neck isn't 
on the line here.  Mine is. 

Epstein: I'm sorry.  But I still think that we've got to 
take the chance. 

Graham: I appreciate your strong feelings on this.  
But you have to try and understand my 
position too.  It's not as clear as you think. 

Variation 
Making a choice 
Malone: I think we should hire John Hart.  He has 

ten years of experience, and he's 35 years 
old, quite mature.  What do you think? He 
has ten years of experience, and he's 35 
years old, quite mature.  What do you think? 

Powers: I don't agree.  I think we should hire Kevin 
Ward.  He's much better educated and very 
bright. 

Malone: Yes, he does have an M.B.A. degree, but he 
doesn't have any real job experience. 

Powers: That's true, but Mr. Hart has only four years' 
experience in sales. 

Malone: Yes, that's a good point.  Maybe we need 
more information.  Let's talk with them both 
again. 

Powers: Do you really think that's necessary? A 
second interview is a good idea, but I don't 
think we have the time.  I think we really 
have to decide today. I think we really have 
to decide today. 

Malone: Well, I agree, time is a problem.  But this 
new position is very important. We can wait 
one more day.  Would you mind calling 
them back? 

Powers: All right.  I'll try to schedule them both for 
tomorrow afternoon. 



Functioning in Business ~ Episode 6 

58 

E X E R C I S E S 
Exercise A 
Part 1.   Complete the conversation below with information from the chart. 

Yamashita, Ltd. United Technologies 
Advantages Disadvantages Advantages Disadvantages 

Lower Price October deadline? Can have everything 
installed and working Slightly higher prices 

New, state-of-the-art 
technology No US experience Reliable supplier for 15 

years Older technology 

Excellent record in Japan No service facilities in the 
US Local service facilities X 

A: I think we should buy from United Industries.  They’ve been a reliable supplier for 15 years.  I feel sure they 

(1) __________________________________________________________________ by October 1st. 

B: Yes, there is a risk.  But Yamashita can give us (2) __________________________________________ 

____________________.  A: And who is going to support that technology?  They have (3) ____________ 

________________________________________________.  B: Yes, but I think we can work that out. 

Part 2.  Listen to the conversation again and complete the sentences.  
1. Graham is afraid that  
 a. Yamashita's technology is not reliable. 
 b. Yamashita cannot be relied on to install the robots on time. 
 c. Epstein is right. 
2. Graham wants to buy from United Industries because  
 a. their robots are less expensive. 
 b. she is sure they can install the robots on time. 
 c. their technology is good enough. 
3. Epstein says that it’s an advantage that Yamashita isn't established in North America, because 
 a. his company can get Yamashita's technology first. 
 b. Yamashita will design an excellent support system. 
 c. Yamashita will discount the price. 
4. For Epstein, the main reason to buy from Yamashita is 
 a. that he is willing to take the risk. 
 b. that they have an excellent record in Japan. 
 c. that their technology is the best. 
5. When Graham says, "I'm sorry, but on this I'm afraid you're just not going to be able to have it the way 

you want it,” she means: 
 a. she is angry at Epstein for disagreeing with her. 
 b. he is the one who has to take the responsibility. 
 c. she can’t agree with his recommendation. 
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E X E R C I S E S 
Exercise B 
Part 1. Listen to the Variation and fill in the correct phrases from the box. 

1. I think we ____ John Hart.  What do you think?  

2. I ____.  I think we should hire Kevin Ward.  He's ______ educated than Mr. 
Hart. 

3. Yes, he does have more education, but he doesn't ____ real job experience. 

4. That's true, but Mr. Hart _____ four years’ experience in sales. 

5. Yes, that's _____.  Maybe we need _____.  Let's talk with them both again. 

6. Do you really think _____?  I think we _____ decide today. 

7. Well, I _____.  Time is a problem.  But _____ is very important. We can 
wait one more day.  Would _____ calling them back? 

8. All right.  I'll try to ______ for tomorrow afternoon. 
 
 
 
Part 2: Look at the following ways of making a suggestion.  Mark the 

expressions (S) for strong, and (N) for neutral or tentative. 
1.  ____  I really think we have to interview them again. 
2.  ____  Perhaps we should interview them again. 
3.  ____  I think we should interview them again. 
4.  ____  We’ve got to interview them again. 
5.  ____  It might be a good idea to interview them again. 
6.  ____  Why don’t we interview them again? 
7.  ____  Let’s interview them again. 

a) should hire 
b) has only 
c) more information 
d) really have to  
e) this new position 
f) schedule them both 
g) don’t agree 
h) agree 
i) have any 
j) that’s necessary 
k) you mind 
l) much better 
m) a good point 
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E X E R C I S E S 
Exercise C 
Part 1.  Check your progress on this lesson. Circle the number that shows your honest answer. 

Statement 
1 = Strongly disagree 
2 = Disagree 
3 = Agree Somewhat 
4= Agree 

I understand how to recommend a course of action politely. 1     2      3    4 
I know how to disagree politely in English. 1     2      3    4 
I understand how to give my opinion respectfully in English. 1     2      3    4 
I have practiced recommending with a partner. 1     2      3    4 
I believe I can discuss an important business decision in English. 1     2      3    4 

 

Part 2. 
Look back over the past few Units, and rate your English language skills:  Listening Comprehension, Speaking, 
Grammar, Vocabulary and Expressions, and Pronunciation.  Which areas need the most work?  Use the Study 
Recommendations below to help you improve your weak areas. 

Skill Category Rating: 1 (poor) ~ 5 (excellent) Study Recommendations 
Listening Comprehension without using 
text support.  You can catch important details 
with confidence. 

 (a) (b (c) 
see Study Strategies below 

Speaking (Fluency) ~ Your oral 
communication is not slow and halting. 

 (b) (d) (e) (f) (j) 

Grammatical Accuracy ~ Your intended 
meaning is accurately understood. 

 (c) (h) (i) 

Clear Pronunciation 
Others can understand you without difficulty. 

 (d) (e) (j) 

Vocabulary & Functions 
Can understand and use appropriate words and 
phrases. 

 (g) (c) (h) (i) 

Study Strategies 
(a) Review the videos often. 
(b) Don’t use the text support, except for language analysis and detailed focus. 
(c) Listen to difficult sentences several times.  Use the Repeat button. 
(d) Use the Record speech function regularly. 
(e) Say each sentence several times, and compare it with the model.  Do this everyday for 5 or 10 minutes. 
(f) Practice summarizing the scenes. 
(g) Do the Functional Dictations and Function Grids regularly. 
(h) Check the text and Glossary entries, and study the examples. 
(i) Do the Written Exercises. 
(j) Do the Speech Recognition exercises in the Variations regularly. 
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Episode 7: Keeping in Touch 
Epstein and Blake discuss the 
situation and agree to stay in touch. 
 
The story date is Thursday, June 13. Epstein and 
Blake are talking about the meeting with Graham. 
She decided not to buy the robots from Yamashita. 
Epstein is unhappy with the decision, because he 
thinks Yamashita's equipment is the best on the 
market. He suggests that Blake stay in touch, in 
case they have a chance to do business with each 
other in the future. Blake is planning to visit 
another company in New York the following day. 
He has the afternoon free, and accepts Epstein's 
offer to play a game of golf.  
 
Variation: Making a Polite Refusal 
Ms. Cynthia Winthrop and Mr. Robert Vale have 
just finished a business meeting. Ms. Winthrop is 
a sales executive for a New York Company. Mr. 
Vale is on a business trip from London, and he is 
not interested in doing business with her. 
Winthrop invites Vale to tour her company's 
factory. He refuses, giving the excuse that his 
schedule is full for the week. Then she asks him to 
have lunch with her. He refuses this invitation 
with the excuse that he has other plans. 
 

Learning Points 
Accepting 
 That sounds like a great idea.  Sure. 
 
Expressing disappointment 
 It's just too bad that… 
Giving an Opinion 
 I think your machinery is the best on the 

market. 
Inviting 
 Would you like to join me in a round of golf 

this afternoon? 
Promising 
 Okay.  I certainly will, Mike. 
Qualifying 
 Still, I can understand her point, too.   
 She's under a lot of pressure here… 
Refusing 
 Gee, I'd like to, but 
Requesting  
 I'd like to ask if you could just keep in touch 

later. 

Goals: 
• To learn how to build business relationships 

• To understand the value of networking for 
future business relationships 

• To review making a polite refusal 
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Classroom Activities 
~ Class 1 ~ 

Presentation (Day 1, 4-6 minutes) Play the Story Update at the beginning of the presentation video. Check 
to see that students comprehend the details of Blake’s proposal and can summarize it.  Stop before the 
conversation between Epstein and Blake. Ask students: Do you think Shirley Graham's decision was a good 
decision? Why or why not?  What do you think Epstein should do? What would you do if you were Epstein? 
 
Key Focus Expressing disappointment Point out that in this lesson's video, Epstein is trying to express his 
disappointment to Blake. He says that he is not happy with the decision. "It's just too bad that…" Blake is 
also disappointed but he tries to look at the positive side of the situation, and considers what he has learned 
from the experience: "this has been a valuable experience for us. Now we know what our biggest problem 
will be with the North American market." Blake is "being a good loser" in sports terms; he is not expressing 
his disappointment strongly. 
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups and take turns summarizing the 
Story Update information.  By now, they should know the story well enough not to need notes. 
 
Follow-up Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively.  As homework (or in class), have the students do Exercise A 

~ Class 2 ~ 
Presentation (Day 2, 4-6 minutes) Play the last part of the Presentation video, in which Epstein invites 
Blake to play golf. Ask students, What does Epstein invite Blake to do that afternoon? Do you think Blake 
should accept the invitation? Why or why not? What would you do if you were Blake and had to travel to 
New York the next day?  Discuss networking.  Is this what Epstein is doing? 
 
Key Focus Inviting: Epstein asks Blake, "Would you like to join me in a round of golf this afternoon?" When 
someone makes an invitation with the phrase, "join me in X" it implies that the person would be doing X 
anyway, and wants company. This is a rather formal expression for inviting someone, as it has the effect of 
avoiding the response, "Don't go to the trouble of X" 
 
Oral Practice (2-4 minutes)  In pairs or small groups, briefly discuss the importance of networking.  What 
are some ways to build and strengthen a network? 
 
Follow-up Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively.  As homework (or in class), have the students do Exercise B. 

~ Class 3 ~ 
Presentation  (Day 3, 4-6 minutes) Play the Variations video. Point out how Vale refuses the invitations 
made by Winthrop.  Vale uses polite expressions such as "That's very kind of you; I'm afraid I'm not (free);" 
and "I'm sorry, but I have other plans." These expressions are meant to show his gratitude for the invitations 
and his regret at not being able to accept them. 
 
Key Focus Accepting/ Refusing: Both accepting and refusing an invitation can be done either politely or 
impolitely. When accepting an invitation, one should express gratitude, and enthusiasm for participating in 
the event: "Thanks, That sounds like a great idea.  Sure." When one accepts without enthusiasm, even an 
acceptance may seem rude, such as "I don't have anything better to  do so I may as well come along."  
Refusing an invitation is most polite when one expresses regret and gives an excuse, a reason for not being 
able to participate, as when Blake says, "Gee, I'd like to, but I'd better get prepared for my meeting in New 
York.  Maybe next time." Blake's offer to play golf another time shows he is willing to accept the invitation 
from Epstein later when he has more free time. 
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups and practice role-playing or 
summarizing the Variations. 
 
Follow-up Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively.  As homework (or in class), have the students do Exercise C. 

Extension Activities 
At a Conference 
Have students act out the following role play: 
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Imagine you and a partner are attending a business conference. Choose a role and read the description. Act 
out your role with your partner. 
 

A: You are interested in the company B works for. You want to find out more about it, so you ask B to 
go to lunch with you.   You are thinking of leaving your company, but you don’t want anyone to 
know. 

B: You have met A at the conference and know that A's company is a major competitor of your 
company.  You do not want to give away any of your company's secrets, so you try to avoid talking 
with A. 

Refusing an Invitation 
Have students review some of the polite ways to refuse an invitation as shown in the video. Some are listed 
in the box below. Ask students, "Can you add some more to this list?" After students have added to the list, 
ask them to explain why they think the phrases are polite. 
 

Written Report 
From Blake’s point of view, write a brief report summarizing your experience at Advanced 
Technologies.  Include the main points, an analysis of what happened, and recommendations for the 
future. 
 
 

Follow up: Once Episode 7 has been presented and practiced, students should do the Functional 
Dictations and Function Grid several times, on different days, until the language is completely mastered.  
When their Completion Percentage is 80% or more for Episodes 7-9, they will be ready to take the 
fourth Mastery Test. 

 

POLITE EXPRESSIONS FOR REFUSING AN INVITATION 
 
I'm sorry, but… 
 
That sounds interesting, but … 
 
I'm afraid that… 
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Video Scripts 
Episode 7: Keeping in Touch 
 It is Thursday afternoon, June 13th. Mr. Epstein 
and Mr. Blake are in Epstein's office.  They have just 
finished meeting with Ms. Graham. At that meeting, 
Blake gave a report to Ms. Graham with a proposal to 
further discount the price of the robots. In addition, 
Yamashita would send two engineers to Advanced 
Technologies. They would provide training in how to 
service the robots. A large number of spare parts, 
however, would have to be stored by Advanced 
Technologies. Ms. Graham was pleased with Blake's 
report, but she decided not to buy the robots from 
Yamashita. 
 Mr. Epstein disagrees with Graham's decision, and 
he is thinking about resigning. He feels that 
Advanced Technologies will not succeed if it is not 
willing to take risks. He thinks it is a mistake not to 
have the very best technology in the new factory. He 
hopes to keep in touch with Mr. Blake for future 
possibilities. 
 Blake has made plans to fly to New York 
tomorrow. Another company, Federal Motors, is 
interested in Yamashita's robots, and he is scheduled 
to meet with them on Monday. 
 
Epstein: Well, it's too bad, but I guess things worked 

out the way we thought they might. 
Blake: Yeah, but this has been a valuable 

experience for us. Now we know what our 
biggest problem will be with the North 
American market. 

Epstein: Well, for me, of course, I'm still not happy. 
I think your machinery is the best on the 
market.  It's just too bad that I...we couldn't 
convince Shirley. It's just too bad that I...we 
couldn't convince Shirley. Still, I can 
understand her point, too.  She's under a lot 
of pressure here to get this...this new 
operation going by October. 

Blake: Sure. 
Epstein: Well listen, what are your plans from here? 
Blake: Well, tomorrow I'm flying to New York in 

the afternoon to meet with some 
prospective customers. 

Epstein: Well, I certainly wish you the best of luck 
out there. 

Blake: Well, thank you. 
Epstein: Also, I'd like to ask if you could just keep 

in touch later. I'm very interested to know 
what happens. In the future, you know, we 
never know what's going to happen, but it 
may be possible for us to work together. 

Blake: Okay.  I certainly will, Mike. 
Epstein: One other thing.  What are you doing this 

afternoon? 
Blake: Well, I have no plans. 
Epstein: Well, I remember the nice game of golf that 

we had together when I was in Tokyo. I 

have a membership in a golf club just 
across the Bay here, and I've made some 
reservations. Would you like to join me in a 
round of golf this afternoon? 

Blake: That sounds like a great idea.  Sure. 
Epstein: Good, the weather's fine. 
Blake: Okay.  Let's go. 
Epstein: Great.  I'd just love to get out of this office 

today. 
Blake: Great. 
Epstein:  Let's go. 
Alternatives 
1.a. 
Epstein:  Also, I'd like to ask, if you could just keep 

in touch later. I'm very interested to know 
what happens. 

Blake: Okay.  I certainly will, Mike. 
1.b. 
Epstein:  I'd also like to stay in touch with you about 

this matter. I still haven't given up. 
Blake: I hope you don't push too hard, Mike. 
Epstein:  I'm afraid if we go with United Industries, 

our new factory will not be competitive 
 
2.a. 
Epstein: What are you doing this afternoon? 
Blake: Well, I have no plans. 
Epstein: Would you like to join me in a round of 

golf this afternoon? 
Blake: That sounds like a great idea. 
2.b. 
Epstein: What are you doing this afternoon? 
Blake: Why, what do you have in mind, Mike? 
Epstein: How about a round of golf? 
Blake: Gee, I'd like to, but I'd better get prepared 

for my meeting in New York.  Maybe next 
time. 

Epstein: Okay, let's plan on it. 
 
Variations 
Variation 1: Making a polite refusal 
Winthrop: Would you like to see our factory while 

you are in New York?  I think you will 
find it quite interesting and... 

Vale:  That's very kind of you.  Unfortunately, 
my schedule is booked up all next week. 
I'm meeting with several different 
companies while I'm here. 

Winthrop: I'm sorry to hear that.  Well, I'd like to 
keep in touch.  I may be in London early 
next year and... 

Vale:  Please give me a ring then. 
Winthrop: Thank you.  I certainly will.  Well, it's 

nearly 12:3O.  Are you free for lunch? 
Vale:  I'm afraid I'm not.  I have other plans for 

this afternoon, but I appreciate the 
invitation. 

Winthrop: My pleasure. Perhaps another time. 
 
Variation 2: Making a polite refusal 
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Winthrop: I'd like to invite you to see our factory 
while you're in New York. 

Vale:  That's very kind of you.  But I'm afraid 
my schedule is booked up all next week. 

Winthrop: That's too bad.  Well, let's keep in touch.  
I may be in London early next year... 

Vale:  Okay.  Please give me a call. 
Winthrop: Thank you.  I'll do that.  Well, it's nearly 

12:3O.  Why don't you join me for lunch? 
Vale:  I'm sorry, but I have other plans.  Thank 

you anyway. 
Winthrop: Not at all. Perhaps another time. 
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E X E R C I S E S 
Exercise A 
Part 1. Listen to the conversation between Blake and Epstein again. Complete the sentences. 

1. Blake says the visit to Advanced Technologies has been a valuable experience because    

                  

2. Epstein says they couldn't convince Graham to buy from Yamashita because 

                  

3. Tomorrow Blake is flying to New York to 

                  

4.Epstein says they should keep in touch because 

                  

5. Epstein has made reservations  

                  
 
Part 2. Functional Phrases 
Fill in the name of the function from the box in the sentence that defines it. 

Express disappointment Invite Qualify Apologize 
Refuse Accept Request Give an opinion 

1. When you make a _______________ you ask someone to do something. 

2. When you _______________what you have said, you modify it, showing that you are taking another 
point of view into consideration 

3. When you _______________ your _______________, you say what you think.  

4. When something you hoped for does not happen, you will probably say something to 
_______________ your _______________. 

5. When you _______________ an invitation, you say "Yes." 

6. When you _______________ someone to do something, you ask them if they would like to do it. 

7. When you _______________ an invitation, you say "No." 
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E X E R C I S E S 
Exercise B 
Part 1.  Complete each sentence with the correct phrase from the box. 

1. Blake feels he hasn’t _____ at Advanced Technologies 
2. Epstein thinks that Graham _____ decided differently. 
3. Shirley Graham is _____ to get the new plant finished by October. 
4. Epstein thinks he has wasted his time _____ for new technology. 
5. Blake _____ to fly to New York the following day. 
6. Epstein wants to _____ with Blake in case the situation changes. 
7. Epstein wants to play golf because he wants to _____ the office. 
8. Epstein invites Blake _____ in a round of golf. 
9. Epstein says it_____ for them to work together in the future. 
10. Epstein and Blake _____ golf together before. 
 
 

Part 2. Match the functions to the quotes 
1. Would you like to join me in a round of golf this afternoon? _____ 
2. It's just too bad we couldn't convince Shirley. Still, I can understand her 

point, too. _____ 
3. I'd like to ask if you could just keep in touch later. _____ 
4. That sounds like a great idea.  Sure. _____ 
5. I'm sorry to hear that. _____ 
6. I'd like to, but I'd better get prepared for my meeting in New York.  

Maybe next time. _____ 
7. I think your technology is the best on the market. _____ 
8. I doubt that our new factory will be competitive. _____ 

a. Express disappointment 
b. Give an opinion 
c. Qualify 
d. Request 
e. Accept 
f. Invite 
g. Refuse 

a. looking for 
b. stay in touch 
c. should have 
d. get out of 
e. may be possible 
f. under a lot of pressure 
g. have played 
h. wasted his time 
i. is planning 
j. to join him 
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E X E R C I S E S 
Exercise C 
Part 1. Listen to the Variations.  After listening to their conversation, answer these questions: 
 

1. What two things does Ms. Winthrop invite Mr. Vale to do? 

_____________________________________  and  __________________________________________ 

2. What excuse does Mr. Vale give for not accepting the first invitation? 

 ____________________________________________________________________________________ 

3. What excuse does he give for not accepting the second invitation? 

 ____________________________________________________________________________________ 

4. Write one phrase Ms. Winthrop uses when she accepts Mr. Vale's excuse. 

 ____________________________________________________________________________________ 

5. Do you think they will keep in touch? Why? 

 ____________________________________________________________________________________ 

 

Part 2. Evaluate your practice: 

Practice description Times practiced in this way 
In Class  
I listened carefully to the presentation in this lesson. 0           1           2              3 
I practiced speaking about the topics of this lesson with my classmates  0           1           2              3 
I wrote notes to help me remember information 0           1           2              3 
I asked a question to make information clearer to me. 0           1           2              3 
On my own  
I thought about how this topic relates to my own experience. 0           1           2              3 
I listened to each sentence several times without looking at the text. 0           1           2              3 
I used the software's recording feature to practice speaking, and I 
listened to myself carefully. 0           1           2              3 

I tried to improve my pronunciation and fluency as I spoke each 
sentence. 0           1           2              3 

I reviewed the Episode and Variations so that I could summarize each 
scene with confidence. 0           1           2              3 

I used some of the words from this lesson in my daily conversations. 0           1           2              3 
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Episode 8:  New Customer 
Blake has an appointment with a 
new company. 
 
The story date is Monday, June 17. Blake has left 
San Francisco and is in New York, where he plans 
to meet Stewart Chapman of Federal Motors. 
Unfortunately, Chapman had to go out of town, so 
he asked Dave Gomez to meet with Blake. Gomez 
tells Blake that he is familiar with Yamashita's 
products, so they can work together. Gomez 
assumes that Blake is tired from his trip, so he 
suggests that they sit and have a coffee or tea in 
his office 
 
Variation: Asking a Favor 
Sandra Powers call Bill Malone at home on 
Sunday. She tells him that her mother is ill and 
she has to fly to Miami. Powers then asks him to 
take her place in the meeting with Bob Myers on 
Monday. She says that she hopes to be back on 
Wednesday, and apologizes for having to ask 
Malone for this favor. Malone tells her not to 
worry about it, that he understands her situation.  
 

Learning Points 
Accepting 
 Okay, sure.  Thank you. 
 
Apologizing 
 Uh, Mr. Blake, I'm sorry.  Mr. Chapman is 

not here today.  
 Again, I'd like to apologize for this 

inconvenience. 
 Mr. Chapman asked me to apologize to you 
Introducing 
 My name is Dave Gomez 
Requesting 
 Can I have your name please? 
Suggesting 
 if that would be okay with you 
 Why don't we go into the office and sit down 

and relax for a few minutes 
Thanking 
 Thanks! 
 Thanks again.  I appreciate it. 

Goals: 
• To learn how to give and accept an apology 

• To be able to reassure someone and make 
them comfortable before a meeting. 
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Classroom Activities 
~ Class 1 ~ 

Presentation (Day 1, 3-4 minutes) Begin with the Story Update in Episode 8.  Play it through without 
stopping.  Find out how much the class understands by asking questions such as, Why is Blake in New York? 
Who is he expecting to see? 
 
Key Focus Apologizing: The receptionist apologizes for Blake not being able to  meet with Chapman. She 
says, "I'm sorry . . ." Gomez, however, gives a more formal apology, saying, " Mr. Chapman asked me to 
apologize to you." The polite response should be gracious, as when Blake expresses his understanding and 
concern for Mr. Chapman, "And I understand about Mr. Chapman's absence. It's no problem" or "I'm sorry 
to hear about Mr. Chapman." 
 
Oral Practice (2-4 minutes): Have students summarize both the update and the encounter with the 
receptionist.  Then have students role-play the meeting between Blake and Gomez. 
 
Follow-up Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively.  As homework (or in class), have the students do Exercise A. 

~ Class 2 ~ 
Presentation (Day 2, 4-6 minutes) Play the latter part of the presentation video, the alternatives.  Focus on 
the polite language used by both the receptionist and Gomez. 
 
Key Focus Suggesting: Gomez makes two suggestions to Blake, as alternatives to the plan Blake had made. 
Gomez realizes that Blake has had a surprise when the person he came to meet was absent.. Gomez uses the 
phrase, "if that would be okay with you" to give Blake the option to refuse. When he makes a second 
suggestion about getting tea or coffee, he uses the phrase, "Why don't we…if you like?" to show that he is 
trying to accommodate Blake.   
 
Oral Practice (2-4 minutes): Have students work in pairs or small groups and discuss what are good reasons 
for changing or breaking a business appointment.  What about gifts?  What about punctuality?  What about 
mode of dress?  How do you judge someone from their first impression? 
 
Follow-up Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively.  As homework (or in class), have the students do Exercise B. 

~ Class 3 ~ 
Presentation  (Day 3, 4-6 minutes) Play the Variation,  Asking a favor. Ask questions such as, What 
problem does Ms. Powers have? What does she ask Malone to do? How does he respond? Do you think he 
minds this request for a favor? 
 
Key Focus Thanking:  Often coworkers need to ask each other for a favor.  In this kind of situation, it is 
common to thank the person doing the favor in advance. Malone thanks Powers three times; she says 
"Thanks!" "Thank you." and "Thanks again. I appreciate it."  These repeated expressions of thanks are not 
excessive, rather, they show her sincere gratitude. 
 
Oral Practice (2-4 minutes): Discuss the kinds of favors that are considered acceptable in the students' 
workplace or school environment. List these on the board and then have students work in pairs or small 
groups and practice asking each other for such favors, and thanking each other for agreeing to do the favor.  
 
Follow-up Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively.  As homework (or in class), have the students do Exercise C. 
 
Extension Activities 
Business Letter 
Have students draft a letter/e-mail from Mr. Blake to Mr. Stewart R. Chapman, Vice-President, Engineering, 
Federal Motors Building, New York, NY 10016 USA, e-mail: srchapman@fedmotors.com.   In the letter 
thank Mr. Chapman for his letter /e-mail of May 20 in which he agreed to meet with Blake during the week 
of June 17 while Blake is in New York.  Blake should indicate that he will call Chapman’s office on Friday 
morning, June 14 to confirm the exact time and details.  Blake should also indicate that he has enclosed the 
latest technical information about his products, which was requested by Chapman. 
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Breaking an Appointment 
In your opinion, what are good reasons for changing or breaking a business appointment?  What about a busy 
schedule with more important matters/clients?  What would you say in a telephone conversation or in an e-
mail to break/change the appointment? 
 
 
 
 
Follow up: Once Episode 8 has been presented and practiced, students should do the Functional 
Dictations and Function Grid several times, on different days, until the language is completely mastered.  
When their Completion Percentage is 80% or more for Episodes 7-9, they will be ready to take the fourth 
Mastery Test. 
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Video Scripts 
Episode 8: New Customer 
 It is Monday, June 17th.  Mr. Blake has left San 
Francisco and is now in New York.. He is scheduled 
to meet with Mr. Stewart Chapman of Federal Motors 
this morning. Mr. Chapman is a systems engineer and 
is a vice-president at Federal Motors. Federal Motors 
is an automobile company.  It is a very large 
company, and it is now modernizing its present 
factories. 
 Mr. Chapman is very interested in Yamashita's 
robots, and he has studied the technical information 
that was sent to him from Yamashita.  He is 
impressed by Yamashita's high technology, and he is 
looking forward to meeting with Mr. Blake. Mr. 
Blake has just arrived at the Federal Motors building 
in New York City. He has an appointment with Mr. 
Stewart Chapman to discuss the possibility of selling 
industrial robots to Federal Motors. 
 
Recept.: Good morning sir, can I help you? 
Blake: Yeah, I have an appointment to see Mr. 

Chapman, Stewart Chapman, at 1O:3O. 
Recept.: Oh, Mr. Chapman.  Can I have your name 

please? 
Blake: Yeah, the name is Blake, Charles Blake of 

Yamashita, Ltd. 
Recept.: All right, thank you.  Just a moment please. 

(speaking on telephone)  Yes, there's a Mr. 
Blake here to see Mr. Chapman. Oh, I see, 
thank you.  (speaking to Blake) Uh, Mr. 
Blake, I'm sorry.  Mr. Chapman is not here 
today.  

Blake:  Uh-huh... 
Recept.: Uh, but there's a Mr. Gomez who can come 

talk to you.  Would you take a chair and 
wait for a moment? 

Blake: Okay, sure.  Thank you. 
Recept.: Thank you. 
Gomez: Good morning Mr. Blake.  Welcome to 

Federal Motors.  My name is Dave Gomez. 
Blake: Pleased to meet you, Mr. Gomez. 
Gomez: Nice to meet you, sir. Did you have a good 

trip to New York? 
Blake: Yeah, and I'm looking forward to staying 

here for a few days and doing some 
business. 

Gomez: Great.  Uh, Mr. Chapman asked me to 
apologize to you.  He was called out of 
town on a personal matter very suddenly. 
And he does assure me he is looking 
forward to meeting with you as soon as he 
gets back. In the meantime, I'm quite 
familiar with Yamashita and your products, 
and so I'd like to work with you, if that 
would be all right? 

Blake: Okay, sure.  And I understand about Mr. 
Chapman's absence. It's no problem.  

Gomez: Great. Uh, you must be tired from your trip. 
Why don't we go into the office and sit 
down and relax for a few minutes, and we 
can get some coffee or tea if you'd like? 

Blake: Okay, that sounds great. 
Gomez: Great. 
Alternatives 
1.a. 
Recept.: Would you take a chair and wait for a 

moment? 
Blake: Okay, sure.  Thank you. 
1.b. 
Recept.:  Would you mind waiting for a moment? 
Blake:  Okay, sure.  Thank you. 
Recept.: Thank you. 
 
2.a. 
Gomez: Mr. Chapman asked me to apologize to you.  

He was called out of town on a personal 
matter very suddenly. And so I'd like to 
work with you, if that would be all right? 

2.b. 
Gomez: Mr. Chapman asked me to apologize to you.  

He was called out of town on a personal 
matter very suddenly. 

Blake: I'm sorry to hear about Mr. Chapman. 
Gomez: So if you don't mind, I would like to work 

with you on a few key issues, if that would 
be okay with you. 

 
Variations 
Variation 1: Asking a favor 
Malone: Hello. 
Powers: Hello Bill. Sorry to call you at home. 
Malone: No problem.  What can I do for you? I'm 

afraid I've got a problem.  My mother is 
quite ill, and I have to fly to Miami today. I 
hate to ask, but would you mind meeting 
Bob Myers of Dover, Ltd. tomorrow? 

Malone: I'm sorry to hear about your mother.  I'd be 
happy to help out. What time do you 
expect Mr. Myers to arrive? 

Powers: He'll be there at 10:30. 
Malone: Okay, I'll meet him then. 
Powers: Thanks!  Again, I'd like to apologize for 

this inconvenience. 
Malone: Don't worry about it.  I'll take care of 

everything here, and I certainly hope your 
mother is feeling better. 

Powers: Thank you.  I hope I can be back by 
Wednesday, but I'm just not sure right now. 

Malone: Sure, I understand. 
Powers: Thanks again.  I appreciate it.  I'll call you 

tomorrow afternoon around 4:00. 
Malone: Fine.  I'll talk with you then. 
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E X E R C I S E S 
Exercise A 
Part 1.  Fill-in the correct answer. 

 
Blake is ______ ______ with Stewart Chapman of Federal Motors.  Mr. Chapman has ______ the 
 
technical information ______ was _____ to him from Yamashita.  He is ______ by the technology 
 
and he is ______ _______ with Mr. Blake.  They plan ______ _______ of using Yamashita’s robots 
 
at Federal Motors. 

 
Part 2. Choose the most appropriate phrase for each situation. 

____ 1 Your flight has been delayed. You’re calling to say 
you’ll be an hour late for your meeting later today. 

____ 2. You’re making a presentation. Your computer 
crashes right in the middle of it. 

____ 3. You arrive 20 minutes late for a meeting that you 
called. 

____ 4. You break a co-worker's coffee cup while washing it. 

____ 5. You forgot about a deadline for turning in a report. 

 
 
Part 3. Listen to the conversation between Blake and 
Gomez and complete the sentences. 

1. Blake has _____________________ to see Mr. Chapman 

2. Mr. Gomez explains that Mr. Chapman is out of town _____________________________________. 

3. Mr. Chapman will meet with Blake ____________________________________________________. 

4. Mr. Gomez is _________________ with Yamashita and its products. 

5. Mr. Gomez offers to work with Blake if ________________________________________________. 

a. a lot  b. impressed c. that d. sent  e. to meeting f. the possibility 
g. to discuss h. refused i. scheduled j. studied k. to meet l. looking forward 

a. I’m terribly sorry.  I don’t know how 
this happened. 

b. I’m really sorry.  Can I replace it for 
you? 

c. I’m sorry for keeping you waiting.  
Please accept my apology. 

d. Oh, excuse me.  I’m afraid we’ll have 
to take a short break. 

e. I’m sorry about this. Would it be 
possible to push the meeting back by 
an hour? 
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a.  would you mind staying late tonight? 
b. Did you have a good trip? 
c. I’m not sure when I’ll make it. 
d. May I ask who is calling? 
e. My flight has been cancelled. 
f. Why don’t we have some coffee? 
g. I’d like to work with you. 
h. Fine.  I’ll talk with you then. 
i. Would you like to leave a message? 
j. if that would be all right. 

E X E R C I S E S 
Exercise B 
Part 1.  Complete each sentence or phrase with the best choice from the box.. 

1. I’m afraid I’ve got a problem. _____ 

2. I hate to ask, but _____ 

3. I hope I can be back in time, but _____ 

4. Nice to meet you. _____ 

5. You must be tired. _____ 

6. I’d like to speak with Mr. Chapman, please? _____ 

7. I’d like to work with you _____ 

8. So if you don’t mind, _____ 

9. I’ll call you tomorrow, okay? _____ 

10. I’m afraid he’s not here today. _____ 

 
Part 2. A suggestion is different from a request because it usually involves some action that benefits the 

hearer.  In the following exercise, indicate whether each sentence is a suggestion or a request. 
Write an S for suggestion or R for request next to each sentence. 

1. ___ Why don't you take your umbrella along? It looks like rain. 

2. ___ Would you come to the mall with me to get a gift for them? 

3. ___ How about having dinner with us when we finish? 

4. ___ Let's take a coffee break when she finishes her presentation. 

5. ___ Could you make some copies of this report for me? 

6. ___ If you would meet them at the airport, I’d really appreciate it. 

7. ___ I’d like to make a telephone call if that would be all right. 

8. ___ May I have a copy of your presentation? 

9. ___ If you’d like, we could meet again in a week or two. 

10. ___ Why don’t we go over the report again before we make a decision? 
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E X E R C I S E S 
Exercise C 
Part 1.  Asking a Favor 
 In the business environment, when one asks a peer (a person at the same level of authority) to do a task, 

it is called asking for a favor. A favor is different from an assigned task at work because the person 
asked to do it has the option of saying, "No. I cannot do that." Since a co-worker doesn't have to comply 
with a request for a favor, the person asking has to present the request as a choice. They are also 
obligated to thank the coworker when the favor is agreed to and carried out. 

Choose the best way to ask or thank a co-worker for a favor in the situations below. 
1. You have a stack of reports to copy and only a short time to get them done. 

a. Please help me copy these reports. 
b. Why don’t you help me copy these reports? 
c. Could you give me some help with these reports? 

2. Your boss asked for a document from your files while you were out of the office. Your co-worker 
found it and gave it to her. 

a. I hear you gave her the folder. Good. 
b. Thanks for covering for me while I was out. 
c. I’m surprised you could find it.  People don’t usually go through my files. 

3. Two visitors from overseas have come to look at your plant, but you have too much work today. 
You ask a co-worker: 

a. Would you mind showing them around the plant this morning? 
b. If you take them around the plant I'll help you another time. 
c. Please show them the plant.  I don’t have the time. 

4. You’re supposed to meet some important people tomorrow, but you’ve suddenly been called out of 
town. 

a. I know you’re busy, but you’ve got to meet them for me. 
b. I won’t be here tomorrow, so you’ll have to meet them for me. 
c. I hate to ask, but could you meet them for me?  It’s important. 

Part 2. Check your progress on the last two lessons. Circle the number that shows your honest answer. 

Statement 
1=  Not at all  
3 = Somewhat 
5 = Completely 

I understand what it means to qualify a statement. 1       2       3       4       5 
I know how to express disappointment. 1       2       3       4       5 
I can fluently summarize the main points of each Unit. 1       2       3       4       5 
I can handle an introduction with confidence. 1       2       3       4       5 
I know how to politely accept an invitation. 1       2       3       4       5 
I know how to politely refuse an invitation. 1       2       3       4       5 
I understand why Blake met Gomez instead of Chapman. 1       2       3       4       5 
I know how to make a polite suggestion. 1       2       3       4       5 
I can politely apologize in English. 1       2       3       4       5 
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Episode 9: Negotiations 
Blake negotiates several points with 
a customer and makes commitments. 
The story date is Tuesday, June 18.  Blake is 
meeting with Gomez again to continue their 
discussion of the robots. Gomez is concerned with 
having training for their engineers when the 
robots are installed. Blake promises that 
Yamashita will send engineers and a translation of 
the manual. Federal Motors has a deadline of 
January 1 to install the robots, so there is not as 
much time pressure as with Advanced 
Technologies. Gomez also requests that Blake 
give him some performance reports from Japanese 
companies that have used the robots. Blake 
promises to send them as soon as he returns to 
Tokyo. 
 
Variation: Telling someone there 
have been changes 
This lesson's variations show two possible 
different endings to the story of Blake's business 
trip. In the first scene, Epstein tells Blake that 
Graham has resigned, and that he is now in charge 
of the new factory project. He has extended the 
deadline for a month and wants Blake to stop in 
California on his way back to Tokyo. In the 
second scene, Epstein tells Blake that he has 
decided to join another company, and will be 
working on a project that would require 
Yamashita's machines. Blake tells Epstein about 
his trip to New York and promises to keep Epstein 
informed of new developments at Yamashita. 
 

Learning Points 
Accepting 
 Oh, that sounds quite reasonable; That 

sounds good Mr. Blake. 
 
Clarifying 
 By a short time...could you give me an 

estimate? 
Offering 
 Why don't I send you some reports that we 

have…  
Promising 
 And I'm sure you'll be quite pleased with 

what you see. 
Requesting 
 … can you send over a group of technical 

advisors who speak English…;  
 Could you get those off to me within a few 

weeks? 
 Do you think you can make it? 
Stalling: 
 I’ll have to get back to you on that 
Summarizing 
 Things look very good …  

Goals: 
• To learn how to check and clarify points in a 

negotiation. 
 



Functioning in Business ~ Episode  9 

77 

Classroom Activities 
~ Class 1 ~ 

Presentation (Day 1, 4-6 minutes) Begin with the Story Update in Episode 9.  Play it through without 
stopping.  Find out how much the class understands by asking questions such as, Is Mr. Chapman back yet? 
What does Gomez think about Yamashita's robots? What problems remain to be discussed? 
 
Key Focus  Points for and against. Note the expressions one point in his favor and on the other hand.  In a 
negotiation, both parties generally go over points, weighing one point against another.  This type of language 
is a way to structure and evaluate the business relationship.  In the rest of the Episode note words like major 
concerns and covers all the major points. 
 
Oral Practice (2-4 minutes):  Have students practice clearly summarizing the update, up to where Gomez 
says, “When we first put these machines in operation...” 
 
Follow-up Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively.  As homework (or in class), have the students do Exercise A. 

~ Class 2 ~ 
Presentation (Day 2, 4-6 minutes) Play the second part of the presentation video.  Focus on where Blake 
says the Japanese manual should be ready in a short time.  Note how Gomez follows up by saying, By a 
short time, could you give me an estimate?  This request for clarification is very important, as is Blake’s 
response, I’d like to say two weeks, but I’d have to get back to you.  This kind of clarification\qualification 
language is very common in negotiations. 
 
Key Focus  Clarification and Qualification: Focus on and extend language used to clarify, such as: not 
exactly, by ~ what do you mean, can you be more specific, I’m not sure I understand, I really need more 
information before I can respond to that, etc...Gomez also uses the phrase, Oh, that sounds quite reasonable, 
which is positive but still leaves room for negotiation. 
 
Oral Practice (2-4 minutes): In pairs or small groups, have students make a list of the points covered in the 
Episode and then role-play or summarize the discussion.  Ask students to make a list of other phrases that 
might be useful, and discuss how they might be used. 
 
Follow-up Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively.  As homework (or in class), have the students do Exercise B. 

~ Class 3 ~ 
Presentation  (Day 3, 4-6 minutes) Play the first Variations video. Ask students, What has happened with 
Shirley Graham? What does Epstein want Blake to do? Why can't Blake call the Tokyo office now? Then, 
play the second variation. Ask students, What is Epstein planning to do in this variation? What does he ask 
Blake to do? How does Blake describe his trip to New York? 
 
Key Focus  Summarizing: In the variations, Epstein summarizes the events that have happened at his 
company. When asked "How did things go in New York?", Blake summarizes his trip for Epstein. 
Summarizing is to tell the important points of an event, with the hearer's interests in mind. For example. 
Blake doesn't bother to tell Epstein about the problem he had in meeting Mr. Chapman, because it is not 
important to Epstein. 
 
Oral Practice (2-4 minutes):  Have students work in pairs or small groups and practice summarizing the 
events of Charles Blake's business trip as they have seen it in the course videos. 
 
Follow-up Have students work on their own with the software, using the Daily Check-List for Effective 
Practice as a guide for how to study effectively.  As homework (or in class), have the students do Exercise C. 
 
Extension Activities 
Business Trip Summary 
Have students make a short oral and/or written summary of a business trip that they have made.  What were 
the main points, the main difficulties, and the main accomplishments?  What was the main purpose?  For 
students who haven’t traveled on business, have them make a summary of their experiences during a 
vacation or other trip where they had to make travel arrangements, etc... 
Course Summary 
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Have students evaluate this course and their own performance as students.  How have their English skills 
improved?  What activities were most valuable?  How could they have improved their study?  Which 
activities were least valuable?  Then have students rate their the following skills:  Listening, Speaking (Oral 
Fluency), Grammatical Accuracy, Pronunciation, and Vocabulary/Functional level?  (Use the Chart from 
Exercise C). 
 
 
 
 
Follow up: Once Episode 9 has been presented and practiced, students should do the Functional 
Dictations and Function Grid several times, on different days, until the language is completely mastered.  
When their Completion Percentage is 80% or more for Episodes 7-9, they will be ready to take the fourth 
and final Mastery Test. 
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Video Scripts 
Episode 9: Negotiations 
 It is now Tuesday, June 18th. Mr. Chapman is still 
out of town and won't be back until tomorrow, so Mr. 
Blake is meeting with Dave Gomez. Yesterday they 
discussed the technology of the robots, the price, and 
a little about how the robots are being used by other 
companies in Japan. In general, Mr. Gomez was very 
impressed. 
 There are still several problems that need to be 
discussed. Mr. Blake is worried because some of 
these problems are the same problems that forced 
Advanced Technologies to decide not to buy from 
Yamashita. On the other hand, one point in his favor 
is that there isn't as much time pressure as before. 
Federal Motors won't need the robots for about six 
months. 
 Mr. Blake and Mr. Gomez have been talking for 
about an hour and a half. They are now reviewing 
several important points in the negotiations. 
 
Gomez: When we first put these machines in 

operation, uh, install them in our factories, 
can you send over a group of technical 
advisors who speak English and can train 
our engineers and workmen? 

Blake: Certainly. In fact, we have some engineers 
in a language training program now. They 
could come over within a few months and 
be available any time you need them. 

Gomez: Great, great.  That sounds good.  Uh, 
another one of our major concerns is the 
service manual. We're quite concerned 
about getting a service manual in English 
that'll be easy to read and very clear and 
useful for our engineers. 

Blake: Yeah, again, as I told you, we are preparing 
a translation of the Japanese manual we 
have now, and we expect that to be ready in 
a short time. 

Gomez: By a short time...could you give me an 
estimate? 

Blake: Uh, I'd like to say two weeks, but I'd have 
to get back to you, but probably about two 
or three weeks. 

Gomez: Oh, that sounds quite reasonable. As you 
know, we have until January 1st to actually 
install these machines and get them 
operating, so we're under no deadline 
pressure here. 

Blake: Okay, well that gives us a fair amount of 
time to work with. 

Gomez: Plenty of time.  That sounds good Mr. 
Blake. Uh, another concern is your 
professional record, uh performance record 
in Japan with these machines. 

Blake: Why don't I send you some reports that we 
have on the performance of the robot in 
some Japanese companies who are also our 

clients. And I'm sure you'll be quite pleased 
with what you see. 

Gomez: Okay, great.  Could you get those off to me 
within a few weeks? 

Blake: Sure.  That shouldn't be a problem.  In fact 
as soon as I get back to Tokyo I'll see to it. 

Gomez: Excellent.  Um, thank you very much. 
Blake: Is there anything else? 
Gomez: Well, no.  That covers all the major points. 
Blake: Okay.  Fine. 
Gomez: Sounds good. 
 
Alternatives 
1.a. 
Gomez: Can you send over a group of technical 

advisors who speak English and can train 
our engineers and workmen? 

1.b. 
Gomez: We'd like some technical advisors who 

speak English.  Is that possible? 
 
2.a. 
Blake: Yeah, again, as I told you, we are preparing 

a translation of the Japanese manual we 
have now, and we expect that to be ready in 
a short time. 

2.b. 
Blake: As I mentioned, we are preparing a 

translation of the Japanese manual we have 
now, and that should be ready in a short 
time. 

 
3.a. 
Gomez: By a short time...could you give me an 

estimate? 
Blake: Uh, I'd like to say two weeks, but I'd have 

to get back to you, but probably about two 
or three weeks. 

3.b. 
Gomez: By a short time...can you give me an 

estimate? 
Blake: Uh, I'd like to say two weeks, uh but I'll 

have to confirm that, but probably about 
two or three weeks. 

 
4.a. 
Blake: Why don't I send you some reports that we 

have on the performance of the robot in 
some Japanese companies who are also our 
clients.  

Gomez: Okay, great. 
4.b. 
Blake: I could send you some reports that we've 

received from our customers in Japan.  
How would that be? 

Gomez: That would be fine. 
 
Variations 
Variation 1: Telling someone there have been 

changes 
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Blake: Hello, this is Charles Blake speaking. 
Epstein: Charles!  This is Mike Epstein. 
Blake: Oh, hi Mike, how are you? 
Epstein: Well, that's why I'm calling you.  There 

have been some changes here, and I wanted 
to let you know. 

Blake: What kind of changes? 
Epstein: Well, Shirley Graham has resigned, and 

I've been put in charge of our project. 
Blake: Well, I'm sorry to hear about Shirley, but 

congratulations to you. 
Epstein: Thank you.  But that's not all. 
Epstein: I'm still interested in getting your machines 

for our new factory, and I've been able to 
extend the deadline for a month, to 
November 1st. 

Blake: Do you think you can make it? 
Epstein: Well, if you can accept my earlier proposal, 

I don't see any problem. 
Epstein:  When are you flying back to Tokyo?  
Blake: Tomorrow morning. 
Epstein: Could you change your flight and stop by 

here for a day or two? 
Blake: Let me check with my office in Tokyo first, 

then I'll get back to you. 
Epstein: If you could call me back within a couple 

of hours and let me know, I'd appreciate it. 
Blake: Well, our office in Tokyo doesn't open for 

another four hours. 
Epstein: Right.  I forgot about the time difference. 
 
Variation 2: Telling someone there have been 

changes 
Blake: Yes.  This is Charles Blake speaking. 
Epstein:  Hello Charles.  This is Mike Epstein calling. 
Blake: Oh, Mike, it's good to hear from you.  

What's up? 
Epstein:  Well, to begin with, I've decided to leave 

Advanced Technologies and join another 
company. I've been thinking about it for 
quite a while now, and last week I was 
offered a position at Data Systems, Inc. 

Blake:   Well, congratulations. 
Epstein:  Thanks. But the reason I'm calling you is 

that I'll be working on a project very similar 
to the one I was working on before ... and 
there's a good chance that we'll be 
interested in your machines. 

Blake: Well, that's great news.  I'll be looking 
forward to hearing from you. 

Epstein:  If you could keep me informed of any new 
developments, I'd really appreciate it. 

Blake: I'll certainly do that. 
Epstein:  How did things go in New York? 
Blake: Well, we just finished our meeting, and 

things look very good. They like our 
technology, and there are no serious 
problems. Some of their people will fly to 
Tokyo the week after next, and if things 
work out, I'm pretty sure we'll get our first 

big order in North America. I'm very 
pleased. 

Epstein:  Well, congratulations. Next time we get 
together, we'll have to celebrate. 

Blake:   Sounds good, Mike ... and maybe we'll 
even get in a round of golf.  

Epstein:  Good idea. Well, have a good trip back to 
Tokyo, Charles. 

Blake:  Thanks for calling.  And good luck with 
your new job. 

Epstein:  Thanks. 
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E X E R C I S E S 
Exercise A 
Part 1.  Fill-in the correct answer. 

 
There are still _____ problems _____ need _____ _____.  Mr. Blake is _____ because some of these 
 
problems are the same problems _____ _____ Advanced Technologies _____ not _____ from 
 
Yamashita.  However, one _____ in his _____ is that _____ isn’t as much time _____ as before. 
 

Part 2. Listen to the conversation between Blake and Gomez.  Then complete the sentences with 
phrases from the box. 

____ 1 Gomez needs a group of technical advisors... 

____ 2. The technical advisors can come to Federal Motors... 

____ 3. Blake says the service manual will be ready... 

____ 4. Gomez needs the service manual in English, but... 

____ 5. Blake will send performance reports of the robots to 
Gomez... 

Part 3. Match the functions to the quotes 
1. Can you send over a group of technical advisors who speak English? ____ 

2. Why don't I send you some reports that we have… ____ 

3. I’ll have to get back to you on that. ____ 

4. Oh, that sounds quite reasonable; That sounds good Mr. Blake. ____ 

5. And I'm sure you'll be quite pleased with what you see. ____ 

6. By a short time...could you give me an estimate? ____ 

a. offering 
b. stalling 
c. requesting 
d. accepting 
e. promising 
f. qualifying 
g. clarifying 

a. favor  b. discussed c. forced d. there  e. to decide f. to buy 
g. pressure h. point i. several j. that k. to be l. worried 

a. in a short time, but he's got to check. 
b. there’s no real time pressure. 
c. within a few months. 
d. shortly after he gets back to Tokyo. 
e. to train his engineers and workers. 
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E X E R C I S E S 
Exercise B 
Part 1. Match each phrase in Column A with a phrase from Column B that has a similar meaning 

A B 

1.  As I told you… ____ a. I'll take care of it. 

2. Could you give me …? ____ b. I don't think we will have any difficulty with that. 

3. I'll have to get back to you... ____ c. That seems fine. 

4. That sounds quite reasonable... ____ d. I'd like to have… 

5. Why don't I … ? ____ e. Is that all? 

6. That shouldn't be a problem. ____ f. I could … 

7. I'll see to it.  ____ g. As I mentioned before … 

8. Is there anything else? ____ h. I'll confirm that and let you know. 

 
Part 2.  In their negotiations, Gomez raises several points. List them in the chart. Then list the solution 

to each point that Blake offers. 

Points raised by Gomez Solutions given by Charles Blake 
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E X E R C I S E S 
Exercise C 
Part 1.  Listen to the Variations.  Then fill-in the correct answer. 

1.  I’m still ____ in getting your machines for our new factory. 
2.  I’ve been able to ____ the deadline. 
3.  If you can ____ my earlier proposal... 
4.  I’ve been put ____ of our project. 
5.  If you could call me back, I’d ____ it. 
6.  I’ve been ____ a position at another company. 
7.  I’ll be working on a project very ____ to the one I was working on before. 
8.  If you could keep me ____ of any new developments, I’d appreciate it. 
9.  Next time we get together, we’ll have to ____. 
10. They like our technology, and there are no _____ problems. 

Part 2.  Congratulations! You have reached the end of the course. What parts of these lessons have 
been the most valuable to you? Rate their importance and usefulness in the chart below 

Things I learned in this course 
Value to me: 

0 = not useful 1 = somewhat useful 
2 = very useful to me 

Common vocabulary and phrases used in business 0      1       2 
How to use different language functions 0      1       2 
Social customs in the English-speaking business world 0      1       2 
How to listen better in English 0      1       2 
How to clarify what I listen to by asking questions 0      1       2 

Part 3.  Now that you have finished the course, rate your English language skills:  Which areas need 
the most work in your future studies? 

Skill Category Rating: 1 (poor) ~ 5 (excellent) Comments 
Listening Comprehension without using 
text support.  You can catch important details 
with confidence. 

 
 

Speaking (Fluency) ~ Your oral 
communication is not slow and halting. 

  

Grammatical Accuracy ~ Your intended 
meaning is accurately understood. 

  

Clear Pronunciation 
Others can understand you without difficulty. 

  

Vocabulary & Functions 
Can understand and use appropriate words and 
phrases. 

  

a. accept  b. appreciate c. celebrate d. extend e. resigned f. reject 
g. informed h. in charge i. interested j. offered k. serious l. similar 
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Appendix A:  Using the Software 
DynEd’s courseware has been designed for ease of use by students and teachers.  Nevertheless, before 
students begin to study on their own, it is important to introduce the basic functions of the program and to 
give suggestions about how best to study.  For additional information, please consult the User’s Guide. 
 
The DynEd Control Bar 
The Control Bar is always active on screen when students are using a DynEd course and allows students to 
use comprehension aids and study tools at any time.  The Control Bar displays the following buttons:  Exit, 
Voice Record, Voice Monitor, Back-up (Rewind), Pause/Play, Repeat, ABC (Text), and Fast Forward.  
They function as follows: 
 
Click on the Exit button to exit a lesson or to return to a menu at any time. 
 

Click on the Pause button to pause the program at any time.  When the program is 
paused, this button becomes the Play button.  To take the program off pause, click 
on the Play button. 

 
Click on the Repeat button to hear a sentence repeated.  Students should be encouraged to 
listen several times to each sentence and to speak along with the program.  Since clicking on 
the Repeat button automatically pauses the program, students can give themselves more time 
to answer a question by using the Repeat button.  To take the program off pause, click on the 
flashing Play button. 
 

Click on the ABC button to see the written text of each sentence and to access the Glossary.  Generally, 
students should bring up the text only when they are having difficulty understanding what is said or when 
they are ready to study the vocabulary or grammar of the sentence.  Use of the ABC button can work against 
developing listening comprehension, so students should be coached on how to use it properly.  Please note 
that in some lessons, such as the Dictations, the ABC button is disabled. 
Glossary:  Once the text is displayed, students can click on highlighted words to get help or additional 
information and examples from glossary screens.  In bilingual versions of the courses, these screens often 
provide translations as well as grammatical information and example sentences.  The Glossary can also be 
accessed from the Options pull-down menu. 
 
Bilingual versions of Functioning in Business include a Translation button.  This helps reduce frustration 
and ensures comprehension, especially at the beginning level.  As students study, they will find it less and 
less necessary to use the translation function. 
 
The Speech Record button allows students to record their voice.  Click it to start recording and again to stop 
the recording.  Then click on the Speech Playback button to listen to the recording.  Students can then 
compare their voices with the model by using the ABC button or the Repeat button.  This feature gives 
students the opportunity to improve their pronunciation, intonation, and fluency, while developing their 
listening skills and language awareness.  
 
The Rewind button allows students to go back in the program one frame at a time, for example to hear a 
previous sentence. 
 
The Fast-Forward button allows students to move ahead in the program one frame at a time.  When it is 
used, the text is displayed for each sentence.  Please note that students may not fast-forward through an 
exercise or comprehension question.  The program will pause until the question is answered. 
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Pull Down Menus 
The DynEd pull-down menus are at the top of your screen:  Options, Speech Recognition, and Help.  The 
Options pull-down menu allows you to see the Student Records, to access the Glossary, to change Level 
settings (volume, and pause length) and to Show Text.  The Speech pull-down menu gives instructions for 
using Speech Recognition.  The Help pull-down menus provide access to Documentation (Study Guides and 
User’s Guide) and Help Screens, which provide instructions for how to do each lesson. 
 
Student Records 
The Student Records indicate the total amount of time a student has spent in each lesson, the Completion 
Percentage  (Completion Percentage), scores, and shuffler levels  (Shuffler Level) for each study session.  
The Student Records are stored either on the hard disk or on the network.  When students use the program, 
they should remember to log in so that their records are kept.  Teachers can access the Student Records 
through the Records Manager. 
 
Glossary 
The Glossary provides an alphabetical list of the glossary screens available for each course.  The Glossary 
can be accessed through the Pull-Down menu or through the highlighted text whenever it occurs in a lesson. 
 
Levels 
This allows the user to set or view the levels of the following controls: 
 
Volume:  The Volume settings enable the user to control the volume of the audio, as well as for sound 
recorded using the Voice Record feature. 
 
Pause Length:  The language of the courseware is natural language spoken at a normal pace.  Students can, 
however, adjust the amount of time between each sentence.  A longer pause gives students more time to 
process the sounds they have just heard and to access comprehension aids (repeat, translation, text on) if 
necessary.  A shorter pause more closely approximates natural speech and provides more of a listening 
challenge. 
 
Speech Recognition 
Help screens for Speech Recognition are available through the Speech Recognition pull-down menu at the 
top of the screen.  Detailed instructions are also available in the Study Guides. 
 
Help Screens 
The Help screens can be accessed through the Help pull-down menu at the top of the screen.  For bilingual 
versions, the Help screens are available with native language support. 
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Appendix B:  Verb Markers 
The verb markers referred to in the course glossaries and study guides are the following: 
 

1. V(d) lived, ate, came, was, had, went 
 
2. modal will, shall, may, can, must, had better, should, ought 
 
3. have+V(n) has lived, has eaten, has been 
 
4. be+V(ing) is living, is eating, is going 
 
5. be+V(n) is eaten, is sold, is converted 

 
Each marker has a specific meaning or a range of meanings that are determined by the other words around 
it and by the context.  For example, V(d) indicates past or unreal (It rained yesterday; He wishes he had a 
new car.);  be+V(ing) indicates an ongoing process in time (She is living in London this year.); and be+V(n) 
indicates the passive voice (It is converted into electricity.).  The following chart gives examples of the 
notations which are used throughout the course and in the Glossary: 
 

 V V(d)  V(ing) V(n) 
 
 be  was/were being  been 
 
 work worked working worked 
 
 speak spoke speaking spoken 
 
 eat ate eating  eaten 

 
Verb markers can be used individually, or they can be used together to make new verb forms.  For example, 
if we apply marker 1, V(d), to the verb eat, we get: He ate dinner. If we apply marker 4, be+V(ing), we get: 
He is eating dinner. If we use markers 1 and 4, V(d) + be+V(ing), we get: He was eating dinner.  If no 
marker at all is used, we have the simple present tense: He eats dinner at 6:00. 
 
When markers are used together, the marker with the lower number comes before the marker with the 
higher number. For example, if marker 3: have+V(n) and marker 5: be+V(n) are used together with the 
verb sell, marker 3: have+V(n) comes before marker 5: be+V(n). 
 
  3+5  have+V(n)-->be+V(n) has been sold (correct) 
 
  5+3  be+V(n)-->have+V(n) be had sold (incorrect) 
 
It is also incorrect to use a marker more than once in the same predicate.  For example: 
 
 1+2+3 V(d)-->modal-->have+V(n)  would have made (correct) 
 
 1+2+1+3 V(d)-->modal-->V(d)-->have+V(n) would had made (incorrect) 
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Many of the most important verb structures in English can be understood with these markers.  Some 
examples using combinations of verb markers are: 
 
 1+2  V(d)-->modal   could go, might come, would sell 
 
 1+3 V(d)-->have+V(n)  had gone, had come, had sold 
 
 1+4 V(d)-->be+V(ing)  was going, was coming, were selling 
 
 1+5 V(d)-->be+V(n)   was made, was eaten, were sold 
 
 3+4 have+V(n)-->be+V(ing)  have been living, has been selling 
 
 3+5 have+V(n)-->be+V(n)  have been eaten, have been sold 
 
 
 2+3+5 modal-->have+V(n)-->be+V(n) must have been given, may have been sold 
 
 1+2+3+5 V(d)-->modal+have+V(n)-->be+V(n) might have been given 
 
 1+3+4 V(d)-->have+V(n)-->be+V(ing) had been waiting 
 
 1+3+5 V(d)-->have+V(n)-->be+V(n) had been given 
 
 1+4+5 V(d)-->be+V(ing)-->be+V(n) was being given 
 
 3+4+5 have+V(n)-->be+V(ing)-->be+V(n) has been being watched 
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Answer Key for Practice Exercises 
Unit 1:  Introduction: An Important Meeting 
Exercise A 
Part 1 1. (e)  2. (h)  3. (g)  4. (f)  5. (a)  6. (d)  7. (j)  8. (i)  9. (b)  
Part 2 Student answers will vary. 
Exercise B 
Part 1. B = Blake E = Epstein 
1. E  graduated from Stanford University 
2. B likes to play golf and tennis. 
3. E wants to increase productivity in a new factory. 
4. E went back to school for an MBA 
5. B plans to begin exporting robots to the US. 
6. B has a son. 
7. E is divorced and has no children. 
8. E is a systems engineer. 
9. B works for Yamashita in Tokyo. 
10. B used to work for a small import-export company. 
Part 2.  Listen to the speakers and fill in the missing words. 
1. (c)  2. (a)  3. (f)  4. (e)  5. (d)  6. (b)  7. (e)  8.  (f)  
Part 3. Student answers will vary. 
Exercise C 
Part 1 Student answers will vary. 
Part 2 Student answers will vary. 
 
Unit 2: Episode 1:  Checking in 
Exercise A 
Part 1. 
1. (b)  2. (a)  3. (c)  4. (a)  5. (b)  6. (a) 
Part 2. 
1. (e)  2. (i)  3. (b)   4. (d)  5. (f)  6. (h)  7. (a)  8. (c)  9. (j)  10. (g) 
Exercise B 
Part 1. 
1. F  2. T  3. F  4. T  5. F  6. F  7. T  8. F  9. F  10. F 
Part 2. 
1. (b)  2. (g)  3 (d)  4. (c)  5. (f)  6. (j)  7. (i)  8. (a)  9. (e)  10. (h) 
Exercise C 
Part 1 Student answers will vary 
Part 2 Student answers will vary 
Part 3. 1. (b)  2. (d)  3. (c)  4. (a)  5. (d) 
 
Unit 3:  Episode 2:  Making an Appointment 
Exercise A 
Part 1 
1. (h)  2. (c)  3. (i)  4. (j)  5. (k)  6. (a)  7. (f)  8. (d) 
Part 2. Message for Mr. Epstein: 
X  Mr. Charles Blake  X called 
Please call him/her back at: 
408-942-0400, room 222 
X As soon as possible 
Message taken by:__Student name___ 
Time: _____________ Date: June 10 
Exercise B 
Part 1 
1. (i)  2. (b)  3. (n)  4. (g)  5. (a)  6. (f)  7. (l)  8. (k)  9. (j)  10. (h) 
Part 2 
1. (d)  2. (c)  3. (e/f)  4. (f)  5. (a)  6. (b)  7. (b) 
Exercise C 
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Part 1  (Self Assessment) 
Part 2  (Self Assessment) 
 
Unit 4:  Episode 3:  Confirming Plans 
Exercise A 
Part 1 
1. (a)  2. (b)  3. (c) 
Part 2 
1. (b)  2. (a)  3. (b)  4. (b)  5. (c) 
Exercise B 
Part 1 a) 
1. (c)  2. (b)  3. (d)  4. (a) 
Part 1 b) 

DISAGREEING POLITELY GIVING AN OPINION STALLING 
I can see why you don't agree, but  
I understand your reservations, but 
I’m sorry, but I don’t see it that way. 
I’m afraid I don’t agree. 

In my opinion …  
I think …. 
 

Let's discuss it further tomorrow. 
I don't think that this is the best 
time to talk about it. 

Part 2 
(1)  I think  (2) I understand your reservations, Shirley, but  (3) Let’s discuss it further tomorrow. 
Exercise C 
Part 1. Student answers will vary 
Part 2. 1. (f)  2. (a)  3. (c)  4. (e)  5. (d)  6. (b) 
 
Unit 5:  Episode 4:  An Important Introduction 
Exercise A 
1. Answers will vary. 
2. Mike Epstein addresses Charles Blake as   Mr. Blake / Charles 
 Mike Epstein addresses Shirley Graham as  Ms. Graham / Shirley 
 Shirley Graham addresses Mike Epstein as  Mr. Epstein / Mike 
 Shirley Graham addresses Charles Blake as  Mr. Blake / Charles 
 Charles Blake addresses Shirley Graham as  Ms. Graham / Shirley  
 Charles Blake addresses Mike Epstein as  Mr. Epstein / Mike 
Exercise B 
Part 1. Oral practice 
Part 2.  1. (d)  2. (f)  3. (a.)  4. (j)  5. (k)  6. (g)  7. (c)  8. (h)  9. (b)  
Exercise C 
Part 1. (Self Assessment) 
Part 2. (Self Assessment) 
 
Unit 6:  Episode 5:  A Business Lunch 
Exercise A 
Part 1 
Countable:  a glass of orange juice, a glass of milk, a piece of pie, a hot dog, a cup of coffee, a glass of 
water. 
Non-countable:  some orange juice, some soup, some dessert, some milk, some fresh fruit, some water 
Part 2 
1. pretty good, delicious  2. provide, spare parts  3. use their warehouse  4.  decision, limited 
5. done business  6.  understands, concerns 
Exercise B 
Part 1. (a) confirm  (b) clarify  (c) qualify 
Part 2.  
1.  a 10% discount, make the purchase within 30 days 
2.  How large is the order? OR How much is the order?, their president will have to approve it 
3.  We prefer to invest in stages. 
Exercise C 
Part 1. 
1.  Let me see if I understand you correctly on this. 
2.  main concern 
3.  that we use your warehouse 
4.  not entirely 
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Part 2.  Student answers will vary 
Part 3.  Self assessment 
 
Unit 7:  Episode 6:  The Disagreement 
Exercise A 
Part 1. 
(1) can have everything installed and working 
(2) new, state-of-the-art technology 
(3) no service facilities in the US 
Part 2.  1. (b)  2. (b)  3. (a)  4. (c)  5. (c) 
Exercise B 
Part 1. 
1. (a)  2. (g), (l)  3. (i)  4. (b)  5. (m), (c)  6. (j), (d)  7. (h), (e) 8. (f) 
Part 2. 
1. (S)  2. (N)  3. (N)  4. (S)  5. (N)  6. (N)  7. (N) 
Exercise C 
Part 1.  Self assessment 
Part 2.  Self assessment 
 
Unit 8:  Episode 7:  Keeping in Touch 
Exercise A 
Part 1. 
1.  now we know what our biggest problem will be with the North American market. 
2.  she’s under a lot of pressure to get this new operation going by October. 
3.  meet with another company, Federal Motors. 
4. we never know what’s going to happen in the future or it may be possible for them to work together. 
5. for a round of golf. 
Part 2 
1. request  2. qualify  3. give your opinion  4. express your disappointment  5. accept  6. invite  7. refuse 
Exercise B 
Part 1 
1. (h)  2. (c)  3. (f)  4. (a)  5. (i)  6. (b)  7. (d)  8. (j)  9. (e)  10. (g) 
Part 2 
1. (f)  2. (c)  3. (d)  4. (e)  5. (a)  6. (g)  7. (b)  8. (b) 
Exercise C 
Part 1 
1.  She invites him to see their factory and to have lunch. 
2.  He says his schedule is all booked up. 
3.  He says he has other plans. 
4.  She says, “Perhaps another time.” 
5.  Student answers will vary. 
Part 2.  Self Assessment 
 
Unit 9:  Episode 8:  A New Customer 
Exercise A 
Part 1. 
Blake is (i) (k) with Stewart Chapman of Federal Motors.  Mr. Chapman has (j) the technical information 
(c) was (d) to him from Yamashita.  He is (b) by the technology and he is (l) (e) with Mr. Blake  They plan 
(g) (f) of using Yamashita’s robots at Federal Motors. 
Part 2. 
1. (e)  2. (d)  3. (c)  4. (b).  5. (a) 
Part 3. 
1.  an appointment  2.  on a personal matter  3.  as soon as he gets back  4.  familiar  5.  that would be all 

right. 
Exercise B 
Part 1 
1. (e)  2. (a)  3. (c)  4. (b)  5. (f)  6. (d)  7. (j)  8. (g)  9. (h)  10. (i) 
Part 2. 
1. S  2. R  3. S  4. S  5. R  6. R  7. R  8. R  9. S  10. S 
Exercise C 
Part 1. 
1. (c)  2. (b)  3. (a)  4. (c) 
Part 2.  Self Assessment 
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Unit 10:  Episode 9:  Negotiations 
Exercise A 
Part 1 
There are still (i) problems (j) need (k) (b).  Mr. Blake is (l) because some of these problems are the same 
problems (j) (c) Advanced Technologies (e) not (f) from Yamashita.  However, one (h) in his (a) is that (d) 
isn’t as much time (g) as before. 
Part 2 
1. (e)  2. (c)  3. (a)  4. (b)  5. (d) 
Part 3 
1. (c)  2. (a)  3. (b)  4. (d)  5. (e)  6. (g) 
Exercise B 
Part 1 
1. (g)  2. (d)  3. (h)  4. (c)  5. (f)  6. (b)  7. (a)  8. (e) 
Part 2 

Points raised by Gomez Solutions given by Charles Blake 

Need group of English-speaking technical engineers 
to train workforce. 

Send over engineers who are in an English 
language training program now. 

Need clear and easy to read service manual in 
English 

Manual in preparation now. 

Need information about Yamashita's performance 
record 

Send reports from Japanese client companies. 

 
Exercise C 
Part 1 
1. (i)  2. (d)  3. (a)  4. (h)  5. (b)  6. (j)  7. (l)  8. (g)  9. (c)  10. (k) 
Part 2  Student answers will vary. 
Part 3  Student answers will vary. 
 



Check-List and Study Path 

92 

Day 1: Preview Parts 1, 2, & 3 of the Introduction.  (Unit 1: Presentation Video) 
  Focus on Part 1, without using the text.  (Unit 1: Interactive Listening) 
  Focus on Part 2, without using the text.  (Unit 1: Interactive Listening) 

Day 2: Review Part 1, and practice speaking/recording the key sentences. (Unit 1: 
Interactive Listening) 

  Preview Parts 2 & 3 (Unit 1: Presentation Video) 
  Focus on Part 2, without using the text. (Unit 1: Interactive Listening) 
  Do the Functional Dictations (Unit 1: Functional Dictations) 
 

Day 3:  Review Part 1: (Unit 1: Interactive Listening) 
  Review Part 2, and practice speaking/recording the key sentences. (Unit 1: Interactive 

Listening) 
  Focus on Part 3, without using the text. (Unit 1: Interactive Listening) 
  Do the Functional Dictations  (Unit 1: Functional Dictations) 
 

Day 4:  Review Part 2: (Unit 1: Interactive Listening) 
  Review Part 3, and practice speaking/recording the key sentences. (Unit 1: Interactive 

Listening) 
  Preview Unit 2:  Episode 1: (Unit 2: Presentation Video) 
  Preview the Variations (Unit 2: Variation) 
 

Daily Check-List for Effective Practice 
Every lesson should be studied in several ways: (1) Preview  (2) Comprehension (3) Focused 
Practice & Speaking (4) Review and (5) Intermittent Review.  The following checklist will help 
guide students to study more effectively. 

1. I focused on four or more lessons or parts of lessons during this study session, 
including an Episode and a Variation. 

2. I did not use Text support except to confirm that I had understood each word. 
3. I focused on 10 or more sentences, recorded and played them back, and compared 

them to the native speaker models.  I tried to improve my pronunciation. 
4. I completed one or more Support Lessons (Functional Dictations and Function 

Grids) and checked my Completion Percentages. 
5. I reviewed lessons from a previous Unit and practiced saying and recording key 

sentences with confidence and fluency. 
6. My goal for completing each Unit is to be able to understand and express the 

information with confidence and without text support. 
 

Sample Study Path for Functioning in Business 


