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Following up with enquiries

@) Speaking
Look at the following situations. Work with a partner and think of possible reasons for
each situation.

e.g. Your luggage from a flight you took hasn’t arrived.

Possible reasons:

* You had a tight connection and the bags * Another passenger has taken your
didn’'t make it. luggage.
+ The bags were put on another flight. « The bags are still at the original airport.

* Your library book should have been returned a week ago.

* Your friend hasn’t arrived at the prearranged meeting point.

* You were unable to give your teacher homework from the last lesson.

» A suitcase you ordered online three weeks ago still has not been delivered.
*  Your train to work was 30 minutes late this morning.

+ You did not pay your gas bill on time.

Have you ever been in any of these situations? What did you do?

@ Speaking
Six weeks ago Drax International Supplies sent the following invoice to Wind City Trading; however
they still have not received any payment. Work with a partner and discuss questions 1 — 3 below.

DRAX INTERNATIONAL SUPPLIES
42, rue de Lancry

Paris. 75010
FRANCE
Tel (01) 1234 5678 Fax (01) 2345 6789 email: drax@drax.co.fr
INVOICE
Wind City Trading
P.0. Box 505
Bangkok
THAILAND

Ref: Order number 433

Goods and services for Wind City Trading.
Fees €5,000
Delivery charges €120
TOTAL DUE €5,120

Bank details: Drax International Supplies Current Account # 12345678
Bank Sorting Code: 21-21-56
Bank: Bank of France, 32, rue de la Pompe, Paris 75017, FRANCE

Terms and conditions of payment: payment due 20 days from date of invoice
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Following up with enquiries

1. Why do you think Wind City Trading has not paid the money yet?
2. How should Drax International Supplies contact Wind City Trading? By telephone? Email?

3. What do you think is the best way to deal with this late invoice?

€ Listening

G Listen to the conversation and answer the questions.

How well was the
situation handled?

What could they have
done differently?

@ Language
The language used in the conversation was very direct. With such a sensitive area as money, for
example, it is better to hedge (soften) language. Below, sentence a. is too direct while in b. the
speaker is hedging. Fill in the gaps with an appropriate word to complete the hedging phrases.

1. a. Are you having problems paying us?

b. We would to know if you are having any problems accessing our bank account.

2. a.You'll need to pay us by the end of the month.

b. it be possible for you to make a payment before the end of the month?

3. a. You've got an extra 30 days to pay then that’s it.

b. How would you if we extended the payment date by 30 days?

4. a. What do you want us to do for you?

b. we help you in any way?
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Following up with enquiries

5. a.Justdoit.

b. We would your cooperation in this matter.

6. a. We've got problems right now.

b. We to be experiencing a few problems at the moment.

7. a.You'll get 25% now and the rest later.

b. Could you 25% now, and we’ll pay the rest at an agreed date?

8. a. All we can give you is €1,000. Take it or leave it.

b. How would €1,000 be? I'm we are limited to that at present.

O Listen and check your answers.

© Pronunciation
C ) Listen to the sentences in the previous exercise. What is the difference in intonation between being
direct and hedging?

Practise saying the b. sentences in the previous exercise using the correct intonation. Work with a
partner and act out following conversation.

Gemma Hello. I'm phoning from K.T. Construction.

lan What do you want?

Gemma You haven't delivered our order of concrete.

lan It's on its way.

Gemma It should have been here yesterday.

lan As | said it’s on its way.

Gemma If there’s a problem, | want you to tell me about it.

lan OK. There was a mix up and we lost your order.
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Gemma When am | going to get it?

lan Soon.

Gemma What does that mean? Today? Tomorrow? Next week?
lan Look. All | know is it’s on its way.

Gemma | want you to sort this out now.

lan There’s nothing | can do at the moment.

Gemma Useless. Absolutely useless!

lan Hello? Hello? Are you there?

Work with your partner and make the conversation less direct. Act out the conversation again
using hedging language and appropriate intonation.

(® Speaking
Drax International has decided to phone Wind City Trading again to try and resolve the payment
issue in a positive way.

Work with a partner. One of you works for Drax International and one of your works for Wind City

Trading. Your teacher will give you a role card. Read it carefully and prepare for your role. You
should try and use polite language throughout the conversation.
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