I. Production and Trade

1. Production
A product life cycle can be divided into four parts. First there is the design and production, which includes making decisions about investment. Next comes the growth stage: here the product is launched onto the market, and begins to sell. Hopefully at some point the initial investment is recouped, and the product begins to generate profits.
After a while the product goes into its third stage, which is where the product reaches maturity. It produces steady income, and might go through various improvements or modifications. Finally the product goes into decline and eventually stops being produced; this is the fourth and final stage.
Examples from the real world show just how different this life cycle can be, depending on the product. Every year the entertainment industry produces new films, shows and music. Most of these have a very brief life cycle and go into decline after only a few months. Similarly clothing is sometimes produced for a single season. Cars may have life cycles of five to ten years before a model is replaced by a newer design. Some foodstuffs, however, were introduced onto the market place over a hundred years ago, and show no signs of going into decline.
2. Trade: Wholesaling and Retailing. Direct Selling
What exactly do the representatives of wholesale trade do? Well, basically they buy large amounts of goods from manufacturers and sell them on to retailers in smaller, more desirable quantities. And what about retailers? Retailers buy goods from wholesalers and sell them to consumers. They basically decide what goes on store shelves but their decisions must ultimately be driven by consumers.

There are several ways in which producers can sell directly to consumers, without intermediaries such as retailers. This benefits both producers and consumers. “Direct selling” refers to the person-to-person sale of a consumer good or service, away from a traditional retail location. Goods are mainly sold by sales representatives at in-home product demonstrations or parties. Some examples of direct selling goods are cleaning products, kitchen implements, or clothing. The internet is becoming an important element in direct selling, allowing direct sellers to have a global customer base.
Another variation is known as “direct marketing”, where a producer sells directly to the consumer, for example through mail order catalogues or via the internet. Factory shops are another possibility. These are generally located close to where the goods are actually produced, and sell “seconds”, namely goods which do not quite meet the company’s quality standards.
3. Importing and Exporting
Importing and exporting basically consists of selling goods originating in one country ( the source country or country of origin) in a second country( the target country or destination country).A company may decide to export directly to another country, or it may work with a trading partner. The trading partner could be a representative or agent working on a commission basis, and also possibly receiving a retainer, or it could be wholesaler, distributor or retailer. Many countries place restrictions on the import of certain goods. These restrictions could be tariff barriers or quotas. Imports are generally subject to import duties. On the other hand, some governments encourage the export of certain goods by using incentives such as tax breaks. If a company is importing or exporting goods, it must have the correct import or export licence.
4. Useful Words and Phrases:

benefit- полза
concept- концепция, план

evaluate- оценявам
feasible- осъществим

market need- търсене

operate- действам, функционирам

preliminary- предврителен

prototyping- създаване на прототип

return on investment-възвращаемост на капиталовложенията

screen- отсявам

release on to the market- пускам на пазара

assembly- монтаж

cast- отливам

conveyor belt- конвейер

jigs and fixtures- устройства и механизми
lathe- струг

milling machine- фреза

operator- оператор
workshop- цех, работилница

tool- инструмент

check- контролирам

defect- дефект

final quality inspection- краен контрол на качеството

flawed- дефектен

sample check- проверка на проби

agent- посредник

commission- комисионна

destination- педназначение

import duty- вносно мито

quota- квота

restriction- ограничение

retailer- търговец на дребно

retainer- аванс

source country- страна на производство

target country- страна на предназначение
traffic barrier- митническа бариера

tax break-данъчно облекчение

wholesaler- търговец на едро

shipment- пратка, товар
value- стойност
II. Logistics and Transport
1. Logistics

In business, logistics may have either internal focus (inbound logistics), or external focus (outbound logistics) covering the flow and storage of materials from point of origin to point of consumption.

The main functions of a qualified logistician include inventory management, purchasing, transportation, warehousing, consultation and the organizing and planning of these activities. Logisticians combine a professional knowledge of each of these functions so that there is a coordination of resources in an organization.

There are two fundamentally different forms of logistics. One optimizes a steady flow of material through a network of transport links and storage nodes. The other coordinates a sequence of resources to carry out some project.

Logistics management is that part of the supply chain which plans, implements and controls the efficient, effective forward and reverse flow and storage of goods, services and related information between the point of origin and the point of consumption in order to meet customers' requirements. A professional working in the field of logistics management is called a logistician.

The term production logistics is used for describing logistic processes within an industry. The purpose of production logistics is to ensure that each machine and workstation is being fed with the right product in the right quantity and quality at the right point in time.

The issue is not the transportation itself, but to streamline and control the flow through the value adding processes and eliminate non-value adding ones. Production logistics can be applied in existing as well as new plants. Manufacturing in an existing plant is a constantly changing process. Machines are exchanged and new ones added, which gives the opportunity to improve the production logistics system accordingly. Production logistics provides the means to achieve customer response and capital efficiency.

Production logistics is getting more and more important with the decreasing batch sizes. In many industries (e.g. mobile phone) batch size one is the short term aim. In this way even a single customer demand can be fulfilled in an efficient way. Track and tracing is an essential part of production logistics - due to product safety and product reliability issues.

2. Transport 

Transport or transportation is the movement of people and goods from one location to another. Transport is performed by various modes, such as air, rail, road and water.

The field can be divided into infrastructure, vehicles, and operations. Infrastructure consists of the fixed installations necessary for transport, and may be roads, railways, airways, waterways, canals and pipelines or terminals such as airports, railway stations, bus stations and seaports. Vehicles traveling on the network include automobiles, bicycles, buses, trains, people and aircraft. Operations deal with the way the vehicles are operated, and the procedures set for this purpose including the financing, legalities and policies. In the transport industry, operations, and ownership of infrastructure, are both public and private, depending on the country and mode.

3. Useful Words:
order- поръчка

carrier- превозвач

carry- превозвам

flat rate- фиксирана цена

transport- превоз(ване), транспорт(иране)

packing- опаковане
shipping –превоз

customs clearance- освобождаване от митницата

bundle- връзка, пачка

crate- каса
drum- бидон

fully inclusive price- цена, която включва всичко

lorry- камион

road haulage- пътен транспорт

settle- уреждам

roll-on roll-off- превоз включително

quote- посочвам( цена)

selling policy- договор за продажба

field installed- монтирани на място

dispatch- изпращам, експедирам

air waybill- въздушна товарителница

crushproof- устойчив на удар

pro forma invoice- проформа фактура

sight draft- трата на виждане

ad valorem duties- адвалорно мито

customs house note- митническо бордеро

customs declaration- митническа декларация

in bond- на склад

speed up- ускорявам

contents-съдържание

CIF(Cost, insurance and freight)- цена, превоз и застраховка

timetable- разписание

discount- отстъпка
consignment- пратка
III. Marketing

1. Marketing

Marketing is a business term referring to the promotion of products, advertising, pricing, distribution channels and branding. The term developed from the original meaning which referred literally to going to market, as in shopping, or going to a market to sell goods or services.

The product aspects of marketing deal with the specifications of the actual goods or services, and how it relates to the end-user's needs and wants. The scope of a product generally includes supporting elements such as warranties, guarantees, and support. 

Pricing refers to the process of setting a price for a product, including discounts. The price need not be monetary - it can simply be what is exchanged for the product or services, e.g. time, energy, or attention. 

Promotion includes advertising, sales promotion, publicity, and personal selling, branding and refers to the various methods of promoting the product, brand, or company. 

Placement (or distribution): refers to how the product gets to the customer; for example, point-of-sale placement or retailing.

The main areas of marketing specialization are:

advertising and branding 

communications 

database marketing 

professional selling 

direct marketing 

event organization 

experiential marketing 

field marketing 

global marketing 

international marketing 

internet marketing 

industrial marketing 

market research 

marketing strategy 

marketing plan 

political marketing 

proximity marketing 

public marketing 

public relations 

retailing 

search engine marketing 

strategic management

Marketing is used to promote businesses products and is a great way to promote the business. Successful marketing generates sales. 

2. Useful Words
market- пазар
forecast- прогноза
market research- проучване на пазара
qualitative-качествен
quantitative- количествен
questionnaire- въпросник
representative- представител
respondent-човек, който отговаря на допитване
sales research-проучване на продажби
sample- мостра
survey- допитване
available-в наличност
competitor- конкурент
edition- издание
presence- наличие

public- обществен

profit- печалба
promotion strategy- рекламна стратегия

retailing-търговия на дребно
copy- копие
distributor- разпространител
IV. Workplace Problems. Making Decisions

1. Workplace Problems
	No matter what type of problem erupts in the workplace, here are a few tips for dealing with common problems: 
- Evaluate your own behavior

Tensions in the workplace may run high on occasion, and before you speak to others about your concerns, you should always make sure your own behavior is part of the solution, not the problem. For example, if you feel constantly annoyed because a coworker takes extra long breaks throughout the day to smoke or go to lunch, try to control your own annoyance rather than your coworker. Remember that others probably notice this behavior also and that when it is time for the boss to hand out bonuses or promotions, your long-lunching friend may be left behind. Funnel your irritation into your own projects and duties; you may be pleasantly surprised at the rewards. Finally, make sure that you do not mimic the behaviors you find upsetting. Always arrive on time to work and stay until the end of the day. Take your allotted lunch period and no more. If you must take a break, take a quick walk to get some exercise. Remember – workplace problems need people to work toward the solution, not create more problems. 

- Speak to a coworker directly
If you have a problem with how a coworker is behaving in the workplace, try to confront him or her directly before taking other action. It may aggravate the situation if you immediately approach your boss about a coworker’s behavior. Take a moment to consider how best to approach your workplace colleague. It is always best to ask to speak with a coworker privately and then discuss the situation away from other ears. If you feel uncomfortable with direct workplace confrontation, you may decide that email is a better way to alert a coworker to your concerns. Always keep in mind, however, that email is not private. Never write something in an email that you would not want anyone else to see.
-.Speak to your supervisor

If a coworker has breached the safety of the workplace, for example, it may be necessary to consult with your supervisor immediately or as soon as possible. Consulting with your supervisor about a coworker or workplace situation may be the best alternative if another method has failed. When addressing concerns with your boss, make sure you avoid any hint of whining or complaining. Be specific: Give examples of workplace problems and remember that less is more. Telling your supervisor about one or two instances of a serious workplace problem is wiser than listing twenty complaints. Always speak to your supervisor about concerns privately and accept that not everything may get changed. 
- Write a memo

If you supervise others and notice a workplace situation occurring within your staff or team, writing a memo to everyone may help address the problem. Workplace issues may be sensitive or cause people to feel uncomfortable, so a memo can reduce some of the tension. For example, if one or more people on your team are not adhering to the dress code, a memo may be the best solution. Include in the memo a statement that you have noticed the problem. Do not name specific persons who have not followed the dress code. State the dress code clearly and remind everyone that the dress code is to promote professionalism in the workplace. Remind the team of the consequences of ignoring the dress code. A workplace memo may be enough to fix the problem. 

- Hold a meeting

If the type of situation in your workplace is of paramount importance, such as safety concerns, you may want to hold a meeting. Gather your team together and discuss the problem and brainstorm ways to solve it. When you ask for input from others, they are often more willing to actively participate in the solution.
2. Making Decisions
There are six main steps of decision-making process and they are:
-Define the problem
The most significant step in any decision making process is describing why a decision is called for and identifying the most desired outcome(s) of the decision making process.

One way of deciding if a problem exists is to couch the problem in terms of what one wanted or expected and the actual situation. In this way a problem is defined as the difference between expected and/or desired outcomes and actual outcomes.

This careful attention to definition in terms of outcomes allows one to clearly state the problem. 

- Identify available alternative solutions to the problem

The key to this step is to be open to new and better alternatives. This gets away from the trap of seeing "both sides of the situation" and limiting one's alternatives to two opposing choices; either this or that.

- Evaluate the identified alternatives

As you evaluate each alternative, you should be looking at the likely positive and negative ones for each.
- Make the decision

When acting alone this is the natural next step after selecting the best alternative. When the decision maker is working in a team environment, this is where a proposal is made to the team, complete with a clear definition of the problem, a clear list of the alternatives that were considered and a clear rationale for the proposed solution.

- Implement the decision

The action itself is the first real, tangible step in changing the situation. It is not enough to think about it or talk about it or even decide to do it. A decision only counts when it is implemented. 

- Evaluate the decision

Every decision is intended to fix a problem. The final test of any decision is whether or not the problem was fixed 

	


V. Management

1. Definition

Management in business and human organization activity is simply the act of getting people together to accomplish desired goals. Management comprises planning, organizing, staffing, leading or directing, and controlling an organization (a group of one or more people or entities) or effort for the purpose of accomplishing a goal. Resourcing encompasses the deployment and manipulation of human resources, financial resources, technological resources, and natural resources.

2. Basic functions of management:

- Planning: Deciding what needs to happen in the future (today, next week, next month, next year, over the next 5 years, etc.) and generating plans for action. 

- Organizing: (Implementation) making optimum use of the resources required to enable the successful carrying out of plans. 

- Staffing: Job analyzing, recruitment, and hiring individuals for appropriate jobs. 

- Leading/Motivating: Exhibiting leadership and motivational skills in order to encourage others to play an effective part in achieving plans and ensure willing participation in the organization on the parts of workers. 

- Controlling: Monitoring, checking progress against plans, which may need modification based on feedback.

All policies and strategies must be discussed with all managerial personnel and staff. Managers must understand where and how they can implement their policies and strategies. 

A plan of action must be devised for each department; policies and strategies must be reviewed regularly.

The management of a large organization may have three levels:

Senior management (or "top management" or "upper management") 

Middle management 

Low-level management, such as supervisors or team-leaders 

Areas and categories and implementations of management:

Accounting management 

Agile management 

Association management 

Capability Management 

Change management 

Commercial operations management 

Communication management 

Constraint management 

Cost management 

Crisis management 

Critical management studies 

Customer relationship management 

Decision making styles 

Design management 

Disaster management 

Earned value management 

Educational management 

Environmental management 

Facility management 

Financial management 

Forecasting 

 Human resources management 

Hospital management 

Information technology management 

Innovation management 

Interim management 

Inventory management 

Knowledge management 

Land management 

Leadership management 

Logistics management 

Lifecycle management 

Management on demand 

Marketing management 

Materials management 

Office management 

Operations management 

Organization development 

Perception management 

Practice management 

Program management 

Project management 

Process management 

 Performance management 

Product management 

Public administration 

Public management 

Quality management 

Records management 

Research management 

Resource management 

Risk management 

Skills management 

Social entrepreneurship 

Spend management 

Spiritual management 

Strategic management 

Stress management 

Supply chain management 

Systems management 

Talent management 

Time management 

Visual management 
VI. Market Research 

1. Market Research

There are two types of market research- quantitative and qualitative. The former deals with numbers, the latter with trying to understand what is happening. Here are some examples of quantitative research:
-A man sitting in a restaurant kitchen and making list of what each customer orders from the menu.

-A questionnaire which asks respondents to write down how many telephone calls they make every day.

-A car manufacturer who asks customers to choose their favourite car colour.

All the data collected can be sorted numerically, and can be used to find out exactly what people do or like, for example. Qualitative research is very different. Here the aim is to discover subjective meaning, to find out how people feel about something. 

Of course with both types of research the key is to ask the right number of people the right questions, and analyse their responses correctly.

One of reasons for market research is to build up a customer profile. Here are some typical areas to look at:

Who are the customers? (children, business people, old age pensioners)

When do customers buy? (seasons, time of day, which day)

How do customers buy? (cash, credit, barter)

Where do customers buy? (online, department store, catalogue)

Why do customers buy? (brand name, convenience, impulse)

Companies have to do market research and look at what factors make a customer satisfied. Customers are human, and will remember the way they are treated when they give over their hard earned cash.

The company that is prepared to go out of its way to meet the customer expectations has the best chance of success.

2. Useful Words:
forecast- прогноза
market research- проучване на пазара
qualitative-качествен
quantitative- количествен
questionnaire- въпросник
representative- представителен
respondent-човек, който отговаря на допитване
sales research-проучване на продажбите
sample- мостра
survey- допитване
VII. Advertising

1. Advertising

Successful advertising generates sales. There are lots of ways to advertise a product. Television commercials are expensive, but can be very effective at reaching a wide audience. The same goes for cinema; although less people may see the ad, the audience is probably more focused. Radio stations can also be very powerful, particularly if you have a catchy jingle.

Outdoor advertising is another mass-market medium, and includes bill-boards, transport such as buses, and the use of street furniture such as public toilets and bus stops; recent innovations allow movement on such advertising.

Print media such as newspapers and magazines can target a wide variety of audiences, and then there are leaflets and mail shots, posters, exhibitions and of course point of sale.

Word-of-mouth can also be very useful- it really depends on product and its market.

Online media has become very popular in recent years. Websites are a useful way to reach a potential customer; other methods include emails and banner advertising. However the jury is still out on exactly how useful the internet is for advertisers.

Not all of advertising tries to sell a particular product. Here are some examples:

-Corporate advertising often aims to convey a good image of a company. 

-Generic advertising promotes a product as a whole, rather than a specific brand.

-Classified ads are common in newspapers, and are arranged according to various categories such as houses, second hand goods and staff recruitment.

2. Useful words:
     advertiser- рекламодател
     advertisement- реклама
     available-в наличност
     competitor- конкурент
     edition- издание
     presence- наличие
     promotion strategy- рекламна стратегия
     review- рецензия
     price- цена
     artwork- графика, дизайн
     billboard- билборд
     copy- копие
     direct mail advertising- директна реклама по пощата
     jingle- музикална реклама
     leaflet- листовка, проспект
    media advertising- реклама в медиите
    outdoor advertising-реклама на открито
VIII. Financial and Credit Relationships

1. Financial and Credit Relationships
The field of finance refers to the concepts of time, money and risk and how they are interrelated. Banks are the main facilitators of funding through the provision of credit, although private equity, mutual funds, hedge funds, and other organizations have become important. Financial assets, known as investments, are financially managed with careful attention to financial risk management to control financial risk. Managing money is essential to ensure a secure future, both for the individual and an organization.

Credit gives the customer the opportunity to buy goods and services, and pay for them at a later date. Any movement of financial capital is normally quite dependent on credit, which in turn is dependent on the reputation or creditworthiness of the entity which takes responsibility for the funds.

There are some forms of credit:

-Suppliers credit

-Credit on ordinary open account 

-Installment sales 

-Bills of exchange 
-Credit cards 

-Contractor's credit 

-Factoring of debtors 

-Cash credit 
A letter of credit is usually sent from one bank to another, and authorizes payment to a person or a company. An irrevocable letter of credit cannot be cancelled unless both parties agree. 

A documentary letter of credit is one of the safest methods of payment. The buyer instructs his bank to pay the seller’s bank as long as certain specified documents are received as proof. Examples of such documents are bills of lading, insurance certificates, and certificates of origin.

A bill of exchange is an order in writing. The seller (the so called drawer) sends the purchaser (the so called drawee) a bill of exchange, which the buyer then accepts by signing and returning it to the seller. The bill promises that the buyer will pay a certain sum by a certain time, or on demand, to a certain person (the so called payee). The accepted bill can then be sold by the drawer to raise cash.

2. Useful Words:

bank guarantee- банкова гаранция
bank transfer- банков превод
bill of exchange-менителница
bill of lading- коносамент
waybill- товарителница
cash in advance-аванс
cash on delivery- плащане при получаване
default interest- лихва за просрочено плащане
discount- отстъпка
documentary letter of credit- документарен акредитив
drawee- платец по менителница
drawer- издател на менителница
international money order- международно платежно нареждане
irrevocable- неотменяем
on demand- при поискване
past due- просрочен
payee- поемател(на менителница)
payment- плащане
reimburse- възстановявам
repay- плащам обратно
settlement date- дата на плащане

IX. Information technologies

1. Information technology (IT) - it is "the study, design, development, implementation, support or management of computer-based information systems, particularly software applications and computer hardware." IT professionals perform a variety of duties that range from installing applications to designing complex computer networks and information databases. A few of the duties that IT professionals perform may include data management, networking, engineering, computer hardware, database and software design, as well as the management and administration of entire systems.

When computer and communications technologies are combined, the result is information technology, or "infotech". Information Technology (IT) is a general term that describes any technology that helps to produce, manipulate, store, communicate, and/or disseminate information. Presumably, when speaking of Information Technology (IT) as a whole, it is noted that the use of computers and information are associated.

Computer software or just software is a general term used to describe a collection of computer programs, procedures and documentation that perform some tasks on a computer system.
Software includes websites, programs, video games etc. that are coded by programming languages. It is sometimes used in a broader context to mean anything which is not hardware but which is used with hardware, such as film, tapes and records.

A computer network is a group of interconnected computers. There are Local Area Network (LAN) and Global Area Network (GAN)
Local Area Network (LAN) is a network covering a small geographic area, like a home, office, or building. Current LANs are most likely to be based on Ethernet technology. For example, a library may have a wired or wireless LAN for users to interconnect local devices (e.g., printers and servers) and to connect to the internet. 

The defining characteristics of LANs, in contrast to WANs (wide area networks), include their higher data transfer rates, smaller geographic range, and lack of a need for leased telecommunication lines. 
Global Area Network (GAN) - its specifications are in development by several groups, and there is no common definition. In general, a GAN is a model for supporting mobile communications across an arbitrary number of wireless LANs, satellite coverage areas, etc. The key challenge in mobile communications is "handing off" the user communications from one local coverage area to the next. 
There are different applications used with PC. Probably the most widely-used applications belong to what is known as an “office suite”. The best known office suite is Microsoft Office. An office suite normally contains all the programs the average office worker needs: a word processor for writing documents, an email program, a spreadsheet for doing calculations, a database for storing information, and a presentations program for preparing slides for a presentation. Another common program is a web browser, which allows visiting sites on the World Wide Web. Other software is more specialised and tends to be used by certain professions. For example, graphic designers use image editing programs like Photoshop to manipulate photographs and other images. And of course, one very important piece of software is an antivirus program- it’s essential to have one in order to protect PC from viruses.

2. Useful Words:

administer- администрирам
end user- краен потеребител
implement- прилагам
maintain- поддържам
maintenance- поддръжка
management- управление
network administrator- мрежов администратор
network engineer- мрежов инженер
operating system- операционна система
profession- професя
programmer- програмист
responsible for- отговорен за
software engineer- програмист
system administrator- системен администратор
technical support- техническа поддръжка
troubleshooting- отстраняване на проблем
anti-virus program- антивирусна програма
application- приложение
calculation- изчисление
computer-aided manufacturing (CAM) - компютъризирано производство
database- база данни
edit- редактирам
firewall- защитна стена
image- изображение
image editing- обработка на изображения
manipulate- манипулирам
presentation- презентация
slide- диапозитив
spreadsheet- електронна таблица
word processor- текстообработваща програма
access- достъп
authorization-разрешение
password- парола
resource-помощно средство
share- обменям
user- потребител
check- проверявам
reply- отговор
X. Business Documentation

1. Business Letters in English

Business letters are formal paper communications between, to or from businesses and usually sent through the Post Office or sometimes by courier. Business letters are sometimes called "snail-mail" (in contrast to email which is faster).

Most people who have an occupation have to write business letters. Some write many letters each day and others only write a few letters over the course of a career. Business people also read letters on a daily basis. Letters are written from a person/group, known as the sender to a person/group, known in business as the recipient. Here are some examples of senders and recipients:

-business «» business 

-business «» consumer 

-job applicant «» company 

-citizen «» government official 

-employer «» employee 

-staff member «» staff member

There are many reasons to write business letters or other correspondence:

-to persuade 

-to inform 

-to request 

-to express thanks 

-to remind 

-to recommend 

-to apologize 

-to congratulate 

-to reject a proposal or offer 

-to introduce a person or policy 

-to invite or welcome 

-to follow up 

-to formalize decisions
2. How to write business letters? Writing Tips

-Use a conversational tone 

-Ask direct questions 

-Double-check gender and spelling of names 

-Use active voice whenever possible 

-Use polite modals (would in favour of will) 

-Always refer to yourself as "I" 

-Don't use "we" unless it is clear exactly who the pronoun refers to 

-Rewrite any sentence or request that sounds vague 

-Don't forget to include the date. Day-Month-Year is conventional in many countries; however, to avoid confusion, write out the month instead of using numbers (e.g. July 5th, 2007)
2.1.Salutation

First and foremost, make sure that you spell the recipient's name correctly. You should also confirm the gender and proper title. Use Ms. for women and Mr. for men. Use Mrs. if you are 100% sure that a woman is married. Under less formal circumstances or after a long period of correspondence it may be acceptable to address a person by his or her first name. When you don't know the name of a person and cannot find this information out you may write, "To Whom It May Concern". It is standard to use a comma after the salutation. It is also possible to use no punctuation mark at all. Here are some common ways to address the recipient:

-Dear Mr Powell, 

-Dear Ms Mackenzie, 

-Dear Frederick Hanson: 

-Dear Editor-in-Chief: 

-Dear Valued Customer 

-Dear Sir or Madam: 

-Dear Madam 

-Dear Sir, 

-Dear Sirs 

-Gentlemen:

2.2 First paragraph

In most types of business letter it is common to use a friendly greeting in the first sentence of the letter. Here are some examples:

-I hope you are enjoying a fine summer. 

-Thank you for your kind letter of January 5th. 

-I came across an ad for your company in The Star today. 

-It was a pleasure meeting you at the conference this month. 

-I appreciate your patience in waiting for a response.

After your short opening, state the main point of your letter in one or two sentences:

-I'm writing to enquire about... 

-I'm interested in the job opening posted on your company website. 

2.3 Second and third paragraphs

Use a few short paragraphs to go into greater detail about your main point. If one paragraph is all you need, don't write an extra paragraph just to make your letter look longer. If you are including sensitive material, such as rejecting an offer or informing an employee of a layoff period, embed this sentence in the second paragraph rather than opening with it. Here are some common ways to express unpleasant facts:

-We regret to inform you... 

-It is with great sadness that we... 

-After careful consideration we have decided...

2.4 Final paragraph

Your last paragraph should include requests, reminders, and notes on enclosures. If necessary, your contact information should also be in this paragraph. Here are some common phrases used when closing a business letter:

-I look forward to... 

-Please respond at your earliest convenience. 

-I should also remind you that the next board meeting is on February 5th. 

-For further details... 

-If you require more information... 

-Thank you for taking this into consideration. 

-I appreciate any feedback you may have. 

-Enclosed you will find... 

-Feel free to contact me by phone or email.

2.5 Closing

Here are some common ways to close a letter. Use a comma between the closing and your handwritten name (or typed in an email). If you do not use a comma or colon in your salutation, leave out the comma after the closing phrase:

-Yours truly, 

-Yours sincerely, 

-Sincerely, 

-Sincerely yours 

-Thank you, 

-Best wishes 

-All the best, 

-Best of luck 

-Warm regards,

Document security is a major issue in most companies and businesses. It is crucial to safeguard the interests of your employees and customers. Almost all businesses generate documents that are processed regularly. Such documents typically include contracts, agreements, purchase orders, memos, invoices and receipts that may contain sensitive information. Document security refers to procedures involved in effective storage and back up, processing, delivery and disposal of important documents. 

XI. Business Communication

1. Business Communication- communication used to promote a product, service, or organization; relay information within the business; or deal with legal and similar issues. It is also a means of relying between a supply chain, for example the consumer and manufacturer.

It is closely related to the fields of professional communican and technical communication.

Business is conducted through various channels of communication, including the Internet, Print (Publications), Radio, Television, Ambient media, Outdoor, and Word of mouth.
Business Communication can also refer to internal communication. A communication director typically manages internal communication and craft messages sent to employees. It is vital that internal communications are managed properly because a poorly crafted or managed message could foster distrust or hostility from employees.
There are several methods of business communication, including:

- web-based communication- for better and improved communication, anytime anywhere;
- e-mails which provide an instantaneous medium of written communication worldwide; 

- reports- important in documenting the activities of any department; 

- presentations- very popular method of communication in all types of organizations, usually involving audiovisual material, like copies of reports, or material prepared in Microsoft PowerPoint or Adobe Flash 
- telephoned meetings, which allow for long distance speech 
- forum boards, which allow people to instantly post information at a centralized location; and 

- face to face meetings, which are personal and should be succeeded by a written follow up.
2. Teamwork-it is essential for competing in today's global arena, where individual perfection is not as desirable as a high level of collective performance. In knowledge based enterprises, teams are the norm rather than the exception. A critical feature of these team is that they have a significant degree of empowerment, or decision-making authority. There are many different kinds of teams: top management teams, focused task forces, self-directed teams, concurrent engineering teams, product/service development and/or launch teams, quality improvement teams, and so on In today's quickly changing business environment, teams have emerged as a requirement for business success. 

To be a team player- these "social intelligence" skills include the ability to persuade, negotiate, compromise and make others feel important.


Team culture ensures that individual members both demonstrate their best talents and function synergistically as a unit to achieve common goals.
When team culture reigns, teams are dependable and consistent. People voice their opinions openly. They demonstrate creativity, innovate and see a job through to conclusion.
3. Defining Problem. Making Decision
The most significant step in any decision making process is describing why a decision is called for and identifying the most desired outcome(s) of the decision making process.
When the decision maker is working in a team environment, this is where a proposal is made to the team, complete with a clear definition of the problem, a clear list of the alternatives that were considered and a clear rationale for the proposed solution.

The ability to negotiate solutions is crucial in today’s business world. In the case of conflict, both sides have to be able to present their arguments, and convince the other of their position. The best outcome is one where both parties are satisfied with the result.

4. Sample: Making Appointment

	Re:
	Appointment

	Date:
	10.02.20…

	From:
	j.mueller@luxiphon.de

	To:
	a.johnson@electron.co.uk (Angela Johnson)


Dear Mrs Johnson

As mentioned in my email of January 12th, I am planning to be in Birmingham next week for the International Telecommunications Fair.  You may be interested to know that we have recently brought out a number of new models, and I would be pleased to demonstrate them to you at some point during the week. May I suggest Tuesday 18th at 4 o’clock at your office?

If this is not convenient, you might like to propose an alternative arrangement. Would you kindly confirm this appointment as soon as possible?

Should you have any further queries regarding our products,  please do not hesitate to contact me. I look forward to our next meeting.

Yours sincerely

J Muller

Jens Muller

Export Manager, Luxiphon 

Magdeburger Straße 250

10785 Berlin

Germany

Tel +49 (0)30 3344 5507

Fax +49 (0)30 3344 5587

Email: j.mueller@luxiphon.de
XII. Professional Skills and Career Advancement

1. Professional development- it refers to skills and knowledge attained for both personal development and career advancement. Professional development encompasses all types of facilitated learning opportunities, ranging from college degrees to formal coursework, conferences and informal learning opportunities situated in practice.

Professional development is a broad term, encompassing a range of people, interests and approaches. At the heart of professional development is the individual's interest in lifelong learning and increasing own skills and knowledge.

Employers and graduates recognise the importance of well-developed professional skills for early and subsequent career advancement. The table below summarises the needs of today's workplace:

	Characteristics of today's workplace 


	Workplace challenges 
	Understanding that the world of work is unpredictable, and requires a wide range of skills for an individual to function effectively. 


	Teamwork 
	Group and interpersonal skills are essential when dealing with the collaboration required in multi-skilled, culturally diverse team situations. 


	Changing nature of work 
	Today's workplace requires employees to be multi-skilled; perform their own administrative tasks; and be aware of modern technological changes associated with their profession. 


	Job (in)security 
	Employees no longer expect to stay in one job for an extended time. Careers can be built across a range of diverse employment positions. 


	Broader expertise 
	The workplace involves the demonstration and application of professional skills, which go beyond the normal university requirements for written assessment and exams. 


	Transferability of skills 
	The more environments in which students exercise their professional skills, the more able they are to transfer learning from one learning context to another. 


	Interactive attributes 
	Communication.
Teamwork
Interpersonal skills


	Personal attributes 
	Intellect
Disciplinary knowledge.
Willingness and ability to continue learning
Ability to find things out
Willingness to take risks and show initiative.
Flexibility and adaptability.
Ability to pre-empt and ultimately lead change


	Self skills 
	Self-motivation.
Self-confidence
Self-managemen
Self-promotion



Career is an individual's course or progress through life A career is traditionally seen as a course of successive situations that make up a person's worklife. 
2. Useful words:
ability- способност

аdaptability-.адаптивност
ambitious- амбициозен

challenge- трудност, предизвикателство
committed- ангажиран

confident- уверен
curriculum vitae- автобиография
graduate- издигам се
flexibility- гъвкавост

opportunity- възможност

referee-препоръка

reward- възнаграждение
remuneration- възнаграждение

requirement- изискване, условие

training- обучение

well-qualified- висококвалифициран

willingness- готовност, желание
XIII. Customer Service. Complaint
1. Customer service (also known as Client Service) - it is the provision of service to customers before, during and after a purchase. Its importance varies by product, industry and customer.
In many cases, customer service is more important if the purchase relates to a “service” as opposed to a “product".

Customer service is normally an integral part of companies’ customer value proposition.

They look at what factors make a customer satisfied. At the first stage, the customer expects to receive at least what he or she paid for. This is the basic necessity and does not lead to customer satisfaction. Nowadays, customers take for granted basic after sales service from suppliers. But this may not be enough to distinguish one supplier from another. It is the unexpected service which will bring customers back again and again. If the company can surprise its customers, this will leave a lasting impression. Customers are human, and will remember the way they are treated. How can companies find out what their customers expect? Consider the following:
A personal contact to the customer can lead to a build up of trust and respect. Another common way is to conduct customer surveys. This gives the customers a chance to measure the performance of their supplier. Surveys however are not customer specific. They may give a general overview of a company’s performance, but individual cases can not be examined in detail. As always, it is not only enough to collect information. The company must analyse and use the information gathered to enhance customer satisfaction.

2. Complaint
Whether you need to complain about goods or a service, there are practical steps you should take:
-First of all, you should be clear about what you see as the fault in the item you have bought, and then how you want this fault to be resolved after you complain. 

-Gather together everything you can by way of evidence. This could include photos or video footage. Try to keep in mind that you may have to go to court to obtain a refund and ask yourself what evidence you would need to put in front of a judge. 

-Create a complaint diary - use it to list what happened, when it happened and who you spoke to. This will help to jog your memory when you are discussing your complaint. 

-You should also act quickly. Report the fault to the seller as soon as you can and confirm this in writing. Keep a copy for your records. 

-If you are not sure about where you stand, check what your legal rights are before you confront the trader 
2.1 Complaining about goods

It is important to contact the seller as soon as possible with some form of proof of purchase (this does not have to be the receipt). Explain the problem and tell the seller what you want done about it. Give them a deadline. 

Put your complaint in writing to the manager or customer services confirming your visit and any promise or response made. If the shop is part of a chain then write to the head office 
2.2 Complaining about a service
To be seen to be reasonable, you could give the supplier a chance to correct the problem. However, you are under no obligation to do so.

Put your complaint in writing to the service's head office and address it to the manager or company chairperson. Clearly explain what you want done and give them a deadline. 

3. How to make a complaint

If the problem cannot be solved in the normal way, there are four main types of non-court procedure to consider:

-Ombudsman schemes 

-Regulators 

-Trade associations 

-Independent mediation 

There are different time limits and other requirements for each type of procedure.

If you complain on the telephone:

-Make a note of what you want to say 

-Have receipts and any other documents handy 

-Get the name of the person you speak to 

-Note the date and time and what is said 

-Follow up your call with a letter, particularly if your complaint is serious.
If you complain in writing:

-Keep the letter brief and to the point – use bullet points 

-Describe the item or service you bought 

-Say where and when you bought the item – or when the service was done – and how much it cost 

-Explain what is wrong, any action you've already taken, to whom you spoke and what happened 

-Say what you want done to remedy the situation – for example, a refund or repair, or the job done again without charge 

-Send the letter recorded/special delivery so you can check your letter has been received or send the letter with proof of posting from the post office. 

-Keep copies of any letters you send. Don't send original documents – send photocopies. 
4. Sample: Complaint concerning damaged consignment

	To:
	J. Muller

	Fax No.:
	+49 30 33 44 5587

	Subject: Damaged consignment

	Page/s:
1 of 1
	Date:
03.10.20…


Dear Mr Muller,

We took delivery this morning of our order no. 671B.

Regrettably, some of the crates were damaged, and on unpacking them we found a number of breakages. We would suggest this is due either to  inadequate packing or to an accident in transit.

As sale was on a cif basis, we presume  you will be claiming compensation from the carrier. We estimate the value of the damage at around £2,500. We will, of course, be keeping the damaged crates and their contents  for inspection.

Under the terms of the guarantee, we would be most grateful if you could send a replacement for the damaged items. A list of these is en­closed. We must ask you to attend to the matter with the utmost urgency as this delay is  causing us great inconvenience. 

We look forward to an early reply.

Yours sincerely

G Brown

Purchasing Department
