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-;Questmn 01

g7, Assume that you are the Purchasmg Oﬂicer attaehed to “SATA IN. 2
; _.35 Staﬂon Road Ratmalana M

\ _Your Manager has requested you to obtaln a quotatmn for the purchase of a photocopymg machme
- Write a letter to “Modern Photocoplers No. 24, Galle Road Colombo 03, askmg for quotatlons

- I.-'for a photocopymg machme Gwe your reqmrements o

[20 marks]



Questlon' II o e o B
Assume that you are the secretary of the Smdents Umon. : : e
You have invited Dean/Faculty of Commerce & Management to dehver a speech on “Busm
Communication”, at the next meeting. e el e Al
Re-arrange the gwcn 1tems to make a meamngful gengg

Any. other matters : i - e
Chlef guest’ speech on Busmess Commumcatlon - Dean o ;the Facult 0 _Co
G : Management o
Vote of thanks - Secretary : fe
Confirmation of minutes by the members T
Discussion and questioning time -~
Confirmation date of next meetmg
Welcome Speech by the Chairperson el
Reading of the minutes by the Secretary i
~ Observation of silence o
Matters re gardmg mmutes. .
Topic — Business Commumcauon
Lighting of traditional oil Jamp.
Refreshment — at the end of the meetmg =




Questlon lII Add thc mlssmg words to the puz.zle from the list of words glven below

01 This i is not a serious problern it'sonlya......... fault. )
b 02 . We are rejecting the goods because we consider the quahty tbe Gl '
i 03 B If you have suffered any loss, we will of course ......... you for thlS .
04 Wei intend to :.......... for the addmonal expenSE:s we have incurred. -
2.05: -You don’t need a quahfied electrlman toid ......acomputer prmter:.' :
00 A number of problems have ......... since we bought the machmc :
. 07. Thedelay isdue toa.._.;..‘..._ofquahﬁed staff. . et
= -._-'08. L As explamed in our catalog, this program carnes a 90- day ..... o i ;
E 09 ‘As. cxplamed in our catalogue, th1s programme carnes a3- month s E
g 10 ‘The engineer ison call 24 hours a day if there is anw:ixi i
R There is a lack of i Gliiania.; forsuchan old rnachme
12. - We must have a computer system that works well, ... o !
a3 Their service dcpartment is responsrble for.. ol ’rh_r: machin€s Y
14, Theservice contract ............ all repairs to the. equipment,/"
Eo 15 ANy that is’ faulty w1ll be retumcd to the. suppller {
- 1116, - Please - Ll these faulty 1tems '
o
: 0 e -—
£
e Rt
o '
‘a e : ST G
o] | | e

- merchandise, COVETS, mamtammg, _rcgardless spare parts, emergency, guarantee warranty
shortage, arisen, install, claim, compensate, mfonor minor, repalr or replace

[15 marks]




Questmn IV Sl : i g s e . _
What would you say in these sxtuauons’? Se}ect and wrlte the appropnate answer from the 1\
given below j . Lipany _ g SRR

01. 'Your car wouldn t start and you have amved a few mmutes late for dmner w1th at
What do you say’ when you amve'? _ ey i R e

Q25+ Your tram was delayed and you have amved a. few mmutes late for lunch w;th sem
colleagues What do you say when you arrlve'? ::1-__ i : el

035 You prom1sed to eall a cllent baok yesterday but you forgot to What do you saym
' _ her when you call the next day'? : g 4 I :

04. You mlsunderstood the mstruct1ons your boss gave you and mazled the wrong dof
toyoursuppher ' B e : St o L

05. You were gwen a oopy of the sales ﬁgures by your boss, but you have m1sla1d 1td
you say to your boss" e : e o !

06.  You put the wrong date on the mvmce you sent to a chent Explam why you are
'anewmvmc:e el G e e e




_07.-'?_

Your S\.lppllf:l‘ hasn 't sent the correct mslructlon manual 111 sp1te of your remmder to
them Whatdo yousay'? _' o : A . S .

et

090 Your boss prom1sed to call your ehents in Ddllas thlS aﬁemoon but 1t 8 now nearly t:me &
o .'._..to};ohome i e R Sl : S :

'Ms ng a chent calls you and tells you that she thmks you have mvo:ccd her

- 'Incorreclly What do you say‘?

o Thal s qu1te alI i ght l’ve only been wa1t1ng about a quarter ot an hour : ci
: ""Oh I’m very sorry to hear that Ms ng I 1 check 1’{ rnyself persondlly and call you i ;
- back before lunch. . .
 Sorry I'm so late, everyone. My tram was delayed . % : ' )
. I’'m terribly sorry to be so late My car Wouldn’t Start I hopc you haven t been wamng s
. toolong. ]
- I’m terribly sorry I didn’t call you back yesterday _
. Excuse me, Mr Brown, you Sald you d call our chents n Dallas Is there still time th:s -
~ afternoon? : T Sete i
" I'm awfully sorry, Mr. Brown T'm aﬁ"dld I m1sundersiood your mstruct1ons and ma1led :

the wrong documents to our supplier. s ) :
Excuse me, Mr. Brown, but you know those sales ﬁgu:res you gave me? Well I seem to

~have mislaid them.,
- You remember that instruction manual I askcd you to send us’«‘ Well 1t stlll hasn t
~ arrived. Could you send it qu1ckly, please? :

I’'m very sorry about this, but ’'m afraid we pot the wrong date on the invoice we sent
you, so we’re sending you a new one. ) St [10 marks ]



Question: V e e e
Read this article and then fill each gap below with one word. - St

Abowetime 0L L

For the manager of the 1990s, time is 'appareﬁtly:_'o:f:'th'c_j'-'éss.cnce.*Coﬁsﬁﬁi&t_'s:;-3'thc argumentruns, vl
to get their hands on the products — be they burgers '_o_r-Buick_s{."fas'ter-'_th_an'.eycr__.f'Th'f,:h fa_shidh’able;_m
fore your rivals. Better still, they 1§

-
3

buy from your firm only if you have the latest designs be
invariably pay more for the privilege of speed. 0 o
ructure that, systemahcally

The key is to look at the entire mahufé‘éturin_g _Qpefatiéri andthenrest
: air: ially have 2 sequence that calf
changed only in small ways. - Most firms will have ‘employed specialists’ tq___-__d'e_térnﬁn'q--.fth'e:
scheduling logic for manufacturing. But “precedence constraints” (eg task A must be carrie i
before task B) can cause gueues and. bottlenecks in even the mostf-Idgi_ca__l_'_.___rnah_t_ifé'(jturi'n_g___.p_rq o

This not only results in delay, it also introduces an. Ql}predic_‘t_able_;;.vfc'i_r_iabi_:l'ity_."_.__ﬂin_t_q a’ compus

operations.

Traditionally, manufacturing is a c_arcﬂill}f_ 'o'r'_dei‘éd'laffai_r:":__.td_s:i{é:fﬁsﬂ

There is a cheaper route. By breaking down tasks in_t'o;‘ev_éf'_'_'smal__l_er,.;'_._fasjtef'.'bi':t_'._s_-,__.'(;"Qmp'éniq's;; 3
increase their manufacturing flexibility. This, in turn, will tend. to increase the ‘number of tasksis
can be performed in parallel rather than in sequence. For instance, ‘several smaller machines i
used to perform one task, rather than a single large _machitiéj;_-"P-ai_r__'eillé]"-:t?is"ks:__'h_aif_q'ﬂfr:io precedd
constraints and can reduce bottlenecks. T] a com manu o cess
to the theoretical ideal-which reduces queues. ind bottlenecks elsewhere in the factory. . 8

1at helps speed a company’s, manufacturing process 8

Perhaps the single most effgct_ive-answér '.tO'fhe'-lpfo’bl'ém';_iﬁ"td--_iiivcstj?‘in_-fIOt_S-_'_d-fﬂ.ﬁéXp_éss-qapaéiij
eliminates queuing and bottlenecks, sharply reducing unpredictable y__ari'aﬁiohs{'-ihi;th'e"_tiiiiel-hee;l :
complete each part of the -manuf_acturing-prodes”sf, As afl'cor:_:l:séqué_r__ic_c,-_ p_’ro_cl__i;lp_tig'ri_:_ﬁtiiﬁ;%,s-='_‘ter1"_c}w ?
while manufacturing reliability (and hence the reliability of products) soars. It also introduces i
' .spond more rapidly to custols

greater flexibility into the factory — which helps companies respo

whims.

All told, experts reckon that cutting prodﬁ'élti'on' times byaqumer can reduceoverallcastsbya "

If it sounds too costly and risky, concentrate on the margin
does just that, as does Nissan. For the core products bought by the bulk of their customers, 4
response to new trends is not a priority. But for their growing number of faddish, innovation-|
customers, these companies have developed fast’ response -_:mafketin'g;-._ﬂ_j-mér_ii_i_fad_t_ﬁ.fing:
distribution. Benetton has undyed stocks of clothes waiting to- Bfe'-:'_:cbglduxe'd-:_.3_a'c_c6ndij1g-::t:fc_i\ the
trends. Nissan will qui_ckly_asse‘mb'le'froiri'._s'.tandar'disc_dchom-p,.cne__rits_'_af-=_li1"nited' run of vehics
microniches' in the market — including speciality versions: of its’ snail-like S-Cargo - delives
suitably tailored for customers such as bakeries, flower shops or boutiques. e




e 'Consumers wﬂl pay

2 % ._(.’??1—;:;-:;"

*_?ﬂmn,.mﬂ &
0. -:Manufactunng operatlons are broken 1n10 small ....... . . wh1ch have to happen .

= i 111 apamcu]al- "‘.'I"_'.-.'_;;'_‘_""'I':"_‘.;f_-":_‘"_'_""'-I‘_'.'._ A i 2 s -_.' . A o 5

.. may occur which hold up the process.

i ,"3_..'._.;'1f morc tasks are"perf rmed m :

=:_':-'-lesan uses components to assemble lumted e nf vehlcles that only a0 .
- '._-fewrawple Wi on e S [Sx I -Smarks]

"_;;'_Bnef your 1dea about the above art:cle 1n 31x sentenees w

[] 2 marks]



Questlon VI

Fill the blanks thh phrases gwen below i

03 .We'expect tO .1. e e i

04. We may have to s themtoagl'eetoourdemau

 one of the major suppliers.

06. Unforturiately,--thé're'i's é : i '..j’. i techmcal

mformatmn about thesc new proccsscs i

07. What o our customers are completely sa‘usﬁedw

g charge 10 the fef

G _ having to pay 2 handlin

fo'rWafdérS' HEC R

09, Thelr ﬁrm has Just

10. Wlil_' yo'u_ plf_:as_e.,.' _'. us s

date?

.,méréed Wl"h 0 i : ._ lack of
xlm'e_gcjtiating wﬁh -'-.notlfy us of

' propéﬁion ol'f.," i ﬁake alarge. proﬁt on. ; "
put p;éséﬁg o.:n,l_.:' | '.'Epla.ced an order for w1th

preseatedwith, . Tobj il



