Operacijo delno financira Evropska unija, in sicer iz Evropskega socialnega sklada. Javni razpis za izbor operacij se izvaja v
okviru Operativnega programa za izvajanje Evropske kohezijske politike v obdobju 2014-2020, prednostne osi: 10. Znanje,
spretnosti in vseživljenjsko učenje za boljšo zaposljivost; prednostne naložbe: 10. 1. Krepitev enake dostopnosti
vseživljenjskega učenja za vse starostne skupine v formalnem, neformalnem in priložnostnem okolju, izpopolnjevanje znanj,
spretnosti in kompetenc delovne sile ter spodbujanje prožnih možnosti učenja, vključno prek poklicnega usmerjanja in
validiranja pridobljenih kompetenc; specifičnega cilja: 10. 1. 1. Izboljšanje kompetenc manj vključenih v vseživljenjsko učenje.

Naziv razpisa / operacije

Javni razpis za pridobivanje temeljnih in poklicnih kompetenc
od 2016 do 2019

Vrsta programa
Ime izobraževalne aktivnosti

50-urni splošni neformalni program
Mozaik v angleškem jeziku za kompetentno komunikacijo s
strankami
Javni zavod Cene Štupar – Center za izobraževanje Ljubljana
Linhartova 13, 1000 Ljubljana

Izvajalec izobraževalne aktivnosti
Lokacija izvedbe

MOZAIK V ANGLEŠKEM JEZIKU
ZA KOMPETENTNO KOMUNIKACIJO S STRANKAMI
Izvedba: 6. 9. 2016 – 27. 10. 2016

GRADIVO ZA TEČAJ V OBLIKI DELAVNIC

Gradivo je bilo pripravljeno v okviru projekta Pridobivanje temeljnih in poklicnih kompetenc 2016-19.
Udeleženci programa so bili zaposleni tako iz javnega kot zasebnega sektorja. 80 % vključenih
udeležencev je bilo starejših od 45 let.
Zbrala, uredila in pripravila ga je izvajalka programa, Kristina Brumat.

Javni zavod Cene Štupar - Center za izobraževanje Ljubljana
Linhartova 13, 1000 Ljubljana
www.cene-stupar.si
T: 01 23 44 402; E: info@cene-stupar.si

Think of meeting people and gather the vocabulary for the topic. Try to explain the words
and expressions in English.

MEETING PEOPLE

1

Listen to the recording and answer the questions.

https://www.youtube.com/watch?v=SfxUnwojjYI

What is it?
How many people are talking?
What is the topic?
What kind of a conversation is it?

Listen to the recording again and try to catch how they carry through the main parts of the
conversation.

Greeting:
Introduction:
Exchanging business info:
Offering cooperation:
Exchanging contact info:
Accepting the offer:
Saying goodbye:

2

Check the vocabulary in the text below and revise it.

3

4

Work in pairs: Use the expressions from above in short dialogues with a partner.

BUSINESS INFORMATION AND CONTACTS
What sort of information we exchange?
How can we get in touch with clients/customers/colleagues/ potential business
partners?

5

Work in pairs: Use the business cards to introduce yourself and your business: give
information and ask for information.

6

Complete the introductions.
Work in pairs: Use the business cards above and practise more in pairs.

7

Work in pairs: Practise in pairs with the information on the above given business
cards.

8

Gathering vocabulary.

What are different departments in a company called? Explain what they do.

What are some other positions or working posts?

9

Listen to the first recording (informal) and try to find phrases for the main parts of
the introduction (greetings, introducing yourself, introducing others, small talk,
saying goodbye). List them below.
Then listen again and check them. Add some if necessary.
https://www.youtube.com/watch?v=m9Cda9xyMr0
Listen again and follow the text below. Revise your list.

Follow the same instructions with the formal introduction recording.

Work in pairs: Use the phrases from your lists in short dialogues in pairs.

10

Listen to the recording on CD and do the following exercises.

11

12

REVISION TASK (to be handed out): Look at the list of expressions below and use them in role-play dialogues for the below given situations.

1. GREETING PEOPLE
Greeting

Reply



Hello/Hi. How are you?

Very well, thank you. And how are you?
Fine, thanks. And how are you?
Not bad, thank you. And how are you?

2. INTRODUCING ONESELF

13

3. 3. INTRODUCING PEOPLE
Phrase of introduction

+

4. SMALL TALK
relevant information

4.Roleplay: in pairs, practise the phrases from above in dialogues.
(introducing a new colleague to the team, a business partner from abroad visiting, replacing a colleague on sick-leave, picking a client up at the
airport...)

14

WELCOMING GUESTS
Gather vocabulary on the topic of welcoming business related guests.

WELCOMING GUESTS

15

Listen to the recording and gather expressions used showing hospitality in informal situations.
https://www.youtube.com/watch?v=oRvSi-MSa1c

Listen to the recording again and check, correct or complete your list.
Now listen again, follow the text on the screen and check your list.

Work in pairs: Practise the expressions in pairs in short dialogues.

16

Repeat the exercises in steps according to the above given instructions for the formal
dialogue in the clip.

REVISION TASK (to be handed in)
17

1. Revise the phrases and expressions from the recordings of informal and
formal welcoming a guest.
2. Prepare and write down the expressions you can use to express the
following:

- Greet your host/visitor.
- Pay a compliment to your host/visitor.
- Offer to take their coats and umbrellas.
- Make them feel welcome and comfortable.
- Offer them a drink.
- Ask about their habits of having their coffee/ tea.... .
- Offer some refreshments.
- Ask about getting there.
- Ask about a relative/friend/colleague... .
- Explain the plan for the evening.
- Apologise because you're busy and leave the visitors to somebody else.

3. Role play: Now act out the expressions with a partner and provide a
response for every expression.

18

TELEPHONING
Listen to the recording and say:

-what is it?

-who is talking?

-what about?

-what they say?

https://www.youtube.com/watch?v=jE9stBEXkG0

Put down the expressions used, listen again and check or complete them.

19

ON THE PHONE

20

Use the above given expressions in sentences to express requests and wishes.

REQUEST: Could I/ Could you..........
WISH:

I would like to........

Work in pairs: Use them in short dialogues with a partner and provide short
responses.

Listen to the recorded phrases used in telephoning in informal and formal situations. Follow
the instructions given in the exercises.
21

https://www.youtube.com/watch?v=YMxA4Q94qao

Work in pairs: Use the expressions you put down in the exercise in short dialogues in pairs. Provide
the response to the expressions.
Listen to the recording and hava a discussion on the following:

22

https://www.youtube.com/watch?v=uhdiY50It3o

-Who is calling?
- Who answers the call?
- Who would she like to talk to?
- Does she get through?
- What is the reason?
- What will happen next?
- What happens after they hang up?

Listen to the conversations on the CD and do the following exercises.

23

Work in pairs: Discuss the calls in pairs. Give the information from the table above in full
sentences. Ask more questions about the call. Make notes.

24

25

26

27

28

REVISION TASK (to be handed in)

1. Revise the expressions used on the phone and then use
them in sentences to:
-

-

Introduce yourself on the phone
Explain why you're calling
Ask to speak with Ms Collins
Explain your colleague is not at the desk: give reasons and ask if you can
help
Offer to take a message
Leave a message for your client
Say thank you for the information and explain you will call back later
Transfer the call
Ask to hold: then put the caller through
Apologize for the wrong number
Ask for a return call and give your number
Thank the co-speaker and say goodbye
Ask about when you can call back/ ask about the convenient time to call
back

2. Use them in short dialogues with a partner-respond
appropriately.

29

FORMAL WRITING
Layout
The example formal letter below details the general layout that it should conform to. Each aspect is
detailed more fully below the image.

30

Various types of formal emails /letters
What do you do in the following letters?
application for a job
complaint
email asking for / giving information or news
inquiry
request
emails asking for / giving advice
invitation
apology
congratulations, thanks
regret, sympathy

Parts of a FORMAL EMAIL / LETTER:
1)
2)
3)
4)
5)

A correct greeting (Dear Mr Jones, Dear Ms Peterson, Dear Sir/Madam)
An introduction in which we state the reason for writing
The main body in which we develop our subject, introducing each main point in
separate paragraphs
A final paragraph in which we sum up what we talked about before or express a wish
for something to be done
An appropriate ending (Best regards + full name, Yours truly, Yours sincerely /
faithfully)

Rules for writing an effective e-mail:
1
2
3
4
5

Use a subject line that tells the receiver what the e-mail is about. Don’t just write Information
or Your e-mail.
If you are writing to someone you don’t know, start by saying who you are and why you
are writing.
Use written greetings (Dear Mr Smith) and endings (Yours sincerely), just like in a formal
letter.
Use short, clear sentences.
Use paragraphs for different subjects. Leave a space between paragraphs.

31

6
7
8
9
10

Use a formal and polite tone.
Don’t use signs, e.g. ☺ or abbreviations, e.g. BTW (by the way).
Don’t use capital letters. It feels like shouting.
Don’t repeat yourself.
Check your spelling and punctuation. Use spell check when in doubt!

Exercises:
Match beginnings and endings of the following letters and state their type:
BEGINNINGS…
1)
2)
3)
4)

Type:

…ENDINGS

I am writing to complain about the items which I
ordered from your catalogue last month.
I would be grateful if you could send me further
information concerning your summer courses in
computer programming.
I am writing to apply for the post of junior
manager.
I regret to inform you that you have not been
accepted for the course.

A)
B)
C)
D)

I hope you will consider my application and I look
forward to hearing from you.
I hope that the matter will be resolved quickly
and that my money will be promptly refunded.
Thank you in advance for your help, and I look
forward to hearing from you.
Please do not hesitate to contact us again should
you wish to reapply in the future.

1)________________________

3)____________________________

2)________________________

4)____________________________

BEGINNINGS…

…ENDINGS

5) I am writing to request your help.
6) I am writing to complain about the faulty
equipment which I received from your company last
week.
7) I am writing to congratulate you on opening a
new branch in Leeds.
8) We would be honoured to attend your
daughter’s wedding reception.

Type:

E) We look forward to the occasion.
F) I would appreciate if you could give this matter
serious consideration at your earliest convenience.
G) I wish you all success in your future business.
H) I trust that this matter will be given your
immediate attention and I expect to receive a full
refund in the near future.

5)________________________

7)____________________________

6)________________________

8)____________________________

Useful vocabulary for different sorts of formal pieces of writing:
Check the expressions given below and ask for explanation if necessary.
General
I am writing to…
I am writing with reference to…
I am writing in connection with…
32

Enclosed/Attached please find…
Please answer/reply by…
Please contact us…
I / We look forward to

-hearing from you.
-your reply/answer.

Thank you for your email / letter of /dated 20 December.
Thank you in advance.

Application for a job
I am writing to apply for the post of
I wish to apply for
I am writing in response to your advertisement
I believe I have the qualification and experience
I consider myself the ideal candidate
I graduated from Harvard University with a degree in
After graduating I was employed as a
I have enclosed a detailed CV as well as
I speak ____ fluently. = I am fluent in __________.
I am good AT + ____ ing
I hope you will consider my application

A complaint
I am writing to complain about…
I expect you to change the faulty product or receive a full refund.
I hope you will consider my complaint and the matter will be resolved at your earliest
convenience.
I trust that this matter will be given your immediate attention.
I would be grateful if you could…
Could you please…
Please give the matter your immediate attention.

Asking for information
I am writing in response to your advertisement…
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I am very interested in -ing
I would be grateful if you could…
I would also like to know…
Please reply at your earliest convenience.

Thank you in advance for your help.
I am writing to inquire about . . .
Could you please send me . . . at the address below/above

Giving information - notification
I am writing to inform you about…

I am writing to let you know that…
Please be aware/informed that…
I would like to inform you of / about...
I am happy to inform you that…
Your request for funding has been approved.
We regret to inform you that you have not been chosen...
In case of any additional information please contact me by phone, or in writing to the above
address.

Request
I am writing to request your help.
I am writing regarding a problem I encountered…
Thank you in advance for your help.
I hope you can solve my problem…
I hope you will consider my request.
I would appreciate if you could give this matter serious consideration.
Could you please send me your most recent brochure?
Could you email/fax me the results of the market survey?
I would like to order ten copies of…
I would be very grateful if you could send me this information.
Please return the enclosed envelope with your payment.

34

Look at the below given examples of formal letters/e-mails. Check for unknown
expressions and ask for explanation. Discuss the use of expressions and find
synonyms or other equivalents, which can be used instead. Discuss the use of letters
and their formal style of writing.
Write your own examples.
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COMPLAINTS

36

37

38

39

INQUIRIES

The final REVISION TASK (written in class): COURSE REVISION TESTIN

40

