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: -Questmn 01

e Assume that you are the Purchasmg Ofﬁcer attached to “SATA INTERNATTUNA”E”“ 05 .

: ..35 Statmn Road Ratmalana ' i : s

g Your Managcr hdS requested you 10 obtdm a quotatlon for the purchasc of a photocopym g machme |
~ Write a letter to “Modern Photocoplers” No. 24, Galle Road Colombo 03, askmg for quotatlons

fora photocopymg machme lee your rcqulrements e

[20 marks] -



Questlon 1I

Assume that you are the secreta.ry of the Students Umon : : -
You have mv1ted Dean/Faculty of Commerce: & Managemem to dehver a speech on “Busmess
Communication”, at the next meeting. e

Re- arrange the gwen items to make a meanmgﬁll gen

........-..‘...-..-.....‘...-........-.......-..,.‘..-......._-.....-_......'-...-.-..-..._......... ..................

.........................................................................................................

....'.'...‘...'. ...................

.......‘.......-...--.'.-a--..'...-...|.-.,-....-....,-.....-.q_..-.‘-..,-_?-...-.---.1--..o---.--” .............
______
.................... ......
............‘.-......-..’.-..'....‘-..a,...-.'...._..'...7..'._.-‘....-....-..-_....-._......._-_..........‘...-.......-......
...,............‘ ...............

e

Any other matters : '
Ch1ef guest speech on. Busmess Commumeat:on'-: Dean of the Faculty of Commerce and

Management

Vote of thanks — Secretary
~ Confirmation of minutes by the members
Discussion and questioning time - -
Confirmation date of next meeting
Welcome Speech by the Chairperson :
Reading of the minutes by the Secretary
Observation of silence '
Matters re garding minutes.
Topic — Business Communication.
Lighting of traditional oil lamp.

Refreshment — at the end of the meetmg_. e
(15 marks]



Questmn III Add thc mﬂsmg words to tho pwle |

01 _Thls is not a serious problem itsonlya ... tau]
02.  We are rejecting the goods because we con51dcr the. q'
03 If you have suffered any loss, we will of course . _ i b
- 04 Weintendto .......... for the additional expenses we have incurred. =
05 You don’t need a quallﬁed electricianto ........... a computer printer. :
& 06, - A number of problems have ......... since we bought the machmc e
S The. delay is duetoa ... ofquahhed staff. - . o R
08 As explained in our catalog, this program carries a 90 day St
L 09 As explamed in our catalogue; this programme carries a Bemnontiy bl e '
. 10. . ‘The engineer is on. call 24 hours a day if thereisan............ R
: :;_11.- - Thereisalackof ...... S e _for such an old machme e
12 e We must have a computer systcm that works well .......... of thf: cost e
130 Thelr servnce department 1s responsnble for- ..o the maclnne e
i ilde The servxce ‘contract . . all repairs to the equzpment R
B 150 Any lhat is faulty w111 be returned to the supphcr P e
o 16, Please thesc faulty items. - SERa
a . :.. e :
| Giadee
B : : -
a 4 : i ‘ £l i e

merchandise, covers, mamtammg, regardless, spare parts, emergency, guarantee warranty,
shorcage arisen, install, claim, compensate inferior, minor, repair or replace

- [15 marks]



Question: IV R e e B
What would you say in these s1tuat10ns'f‘__Se1ect_ and write the appropriate answer from the lisf
given below. i) ol SRR e s e

01.

02.

03.

04,

05.

06.

h Your car wouldn t start and you have amved a few'mmutes late' .for dmner Wltl‘l al
~ What do you say when you amve? : ok : . i

: Your tram was delayed and you have amved a few mlnutes late for lunch w1tl1 sor
colleagues What do you say when you arrwe‘? S el -

her when yo.u call the next dayr? '- '

You mlsunderstood the mstructlons your boss gave you and ma1led the wrong do
to your suppher : vl A S

You were gwen a copy of the sales ﬁgure: ; by your boss but you'have m151a1d"1t'._'
you say to your boss" TAE E M Tad

You put the wrong date on the 1nv01ce you sent to a cllent Explam why you ares
'anewmvmce e N S henE e o




07,
0

Sl to go home

= 10. e

woN

Ln

10.

You’ve been Waltmg twenty mmutes for a colleague to arrive.

eg\she appears she

apolog12es usmg the words in Sentence 1 above What do you rep X,\" Seis G

Ebn
=3

._Your suppher hasn 't sent the oorreet mstruetzon manual in splte of your remlnder to S
it lhem What do you say'7 : : ;

Your boss promlsed to eall your chents m Dallas tl:us dftemoon but 1t s now nearly tlme""- i

.st ng, a elrent ealls you and tells you that she thmks you have mvoreed her : B
i meorrectly What do you say'? S e e e e S e

o Fhat s quxte all nght r Ve only been Wamng about a quarter of an hour S »
~ Oh,I'm very sorry to hear that Ms ng I ll eheek 1t rnyself personally and call you S
_ back before lunch. - - - g
~ Sorry I’'m so late, everyone. My tram was delayed e : ' : it
. I'm terribly sorry to be S0 late My car wouldn’t start I hope you haven ¢ been waltmg 0
toolong. . . :
- I’m terribly sorry I d1dr1 9 eall you baelc yesterday : : R
- Excuse me, Mr Brown you S‘lld you d eall our ellents in Dallas Is there strll time th1s
~ afternoon? e e e _
- ’'m awfully sorry, Mr. Brown I’m afrald ] mlsunderstood your mslructlons and ma1led

the wrong documents to our supplier. ; : ;
Excuse me, Mr. Brown, but you know those sales ﬁgures you gave me‘? Well I seem to

: : __ have mislaid them.

You remember that instruction manual I asked you to send us‘? Well it strll hasn t
arrived. Could you send it qulekly, please‘? ) : :
I’m very sorry about this, but I'm afrard we put the wrong date on the invoice we sent

you, SO we’re sending you anew one. . : it : [10 marks ]



Question: V cE e g R e S g
Read this article and then fill each gap below with one word:’

. Abo“ttlme ' s

For the manager of the 1990, time is apparently. of the essence. Consumers, the argument runs, watl
to get their hands on the products — be'they burgers or :Buicksi['_fas__tctith_a'ﬁ: ever. The fashionable wif
puy from your firm only if you have the latest designs before ‘your rivals Better still, they wil ;
invariably pay more for the privilege of speed. s S s e R Gt i

The key is to look at the entire ma;}ufactuti_ii_g operation andthen restructurethat,Systematlcall
Traditionally, manufacturing is a carefully orderedaffalrtasksusuallyhaveasequencethatcan L'..-:..
changed only in small ways:- Most firms will have _em’ploy_éd._S'p.'a_é;ial__iSts_-' {to_-'detgnn__’mg.-z_thi;_"_-_j
scheduling logic for manufacturing. But "‘preccdence__'¢0'ns_tr'aini_s’.’;._(cg"tas_k_ .Afl_must,.-pezfcayricdcf'--I__

before task B) can cause queues and bottlenecks in even the most logical :-ma_'rmfaét'u_r_ing'_._p'r_o_ccs :

This not only results in delay, ‘it also introduces an unpr_ed_ic‘table,y_ér_iab'il__i_ty?_-i_ntd_a-'c'orﬁpany'
operafions: : e s e g

increase their manufacturing flexibility. This, in tur'n',-__.wi_ll_’;__‘ce'nd'-i'tq'_'nc’;re‘ 'j'e_;;the__-.ngmberi‘:.of._t'asks__' k.

There is a cheaper route. By _b_reak'_ihg" ldowh"' 'ta_é,k_s_ ix_it’d:”"é"\.z.:er:__"é__r_i_l‘_al_le_r-,.-_'_.__fast‘ef'lb'it_s:,

can be performed in parallel rather than in sequence: For instance, several smaller machines calfs

~ used to perform one task, rather than a single large machme .-:_Pﬂg;_al-l_e'l.'-;tas_kézfz,haﬁ_c" no- precede
constraints and can reduce bottlenecks. That helps speed a company’s. manufacturing: process ci

to the theoretical ideal-which reduces queues and bottlenecks elsewhere in thedactory, .
Perhaps the single most effective answer to 'the jj_f{')blérﬁ;i:_is'"_;.to'-:_inve_ét.-:_.iﬁﬂ_‘_-ld_t;s":jo-f"_}e_xcé;;s'-._ch_x_pa_ci;}:,

eliminates queuing and bottlenecks, sharply 'r_cdu'cing--_'_u_np'r_edi;':t_éblg:.-3var1at1on's=_-.'=i"r,1'j;thﬁe time needes

complete each part of the manufacturing process As a consequence, p__r:'c)du_c:'_:tion_.;.timcs_'_'t'é:r__fi_i___ihj
while manufacturing reliability (and hence the reliability of 'Qro_d‘*.".’t_g;s)'__.'spgfs';_:lt.ia_l_go introduces I

P

greater flexibility into the factory — which helps companies respond more rapidly to: custorss

All told, experts reckon that cutting produc{ibn' times by a quarter canreduceoverallcostsbv il

does just that, as does Nissan. For the core _produ_qts bought by the bulk of their CliSEbfmérs__,;.a.p

response to new trends is not a priority, But for their growing 'numbéy[qf_ffc'x_:__d_d_ié‘h‘,__;_innoyati:on'—'l

customers, these companies -have: developed fast -response marketmg,manufacturmg

distribution. Benetton has undyed sto cks __{_)_f'-_'Clo_t_k__ie'_'s: ‘waiting tD..:_:"b:S:f:ﬁ_C019_}1fte_dff-=a_¢.cdrding- to thel
trends. Nissan will quickly _:a's_s'.embie'_from'._:Standardised'fco_mp,_or_lenfs'faf}__l_i_mit_éd tun of vehicki
microniches in the market — including speciality versions of its snail-like S-Cargo- deliver

suitably tailored for customers _su_ch' as bakeries, flower -s_'h@p's’_m;i boutiques. . Eli

1f it sounds too costly and risky, c_dnqent_rate_-'or_i_ the -:fﬁa,rgiri.'_.Bénet_to_ﬁ',' éri Itahan :c_Iqj'gheé'. 'glq I b




e Manufactunng operanons are broken mto small
maparhcular Sk : -

mayoccul' Wthh hOld up theprocess ._

; _:_._Manufacturers can beeome more : 1f more tasks are performed m

.-'Several ........ s K G machmes are bctter than 0ne ; machlne

i e mcreased capacxty, they ean
' to customers requlrements more quickl R

i If -'xhanufaet_iifers' :

- Benetton can respond qulekly to changes m L s .'

8 _.:_lesan uses components to assemble 11m1ted ....... e o .of vehlcles that only a o
L few people want : Al e T S [8x ]= Smarks] et

b0 "'_'_-_'_'.Bnef your 1dea about the above ar‘ucle in Six sentences e

e A e R e e e e D O R U R Bl el e

e e S S R SR e e e e e B AR e e R e s e S s b e e et e e

........................................................................................................................




Questlon VI

Fill the bianks w1th phrases gwen below

01.

02
03.
04,
05.
06.
07

08,

09.

10.

W e e o o _agol Id’if'w'a'téh"'wi{en" 'Héf,.fetir"é'd

- What ... L our customers are complctely saﬂsﬁedim'
Lot " having to.pay a handling charge to the freig

| '_Thelr t1rm haS jUSt : 2 : ,' 3.} e T

mergedwith, - lackof o

We’ ve been B e e them over th1s smce January

- thlS dea

We e}{pect"f'o e ! a 1arge S

We may have to. A _.-i'. W themto ag_'fe:_:_é""cd :'Qu_r gi-e____z_nand_

We have Just G — anewcomputersystem

0 one of the major Supphers

Unfortunately, there is a '.' L - S j techmcal

mformatlon about thesc new processcs T s

forwarders.

e Apollo.' Intematmnal

Will you pleas_e L us o any change to the sh1pp1_'

date?

proportion of, e niéke'a l'arge p'r-d'ﬁ't'ldn'f

ut pressure on,” - laced an order for w1tb
put p . S P

: presented.-\,ﬁth,_ e Iobject to G



