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START UP

customer
satisfaction form

restaurant review

collecting a visitor

charts and graphs

choosing a hotel

dealing with

customers

strengths and

weaknesses

Bergerbild

report types

conferences

Interaction

BUSINESS
VOCABULARY

responsibilities
and personnel

— customer service
— illness

meetings and
telling the time

change

facilities and
equipment

checking in and

out

comparing

contract language

report vocabulary

problems and
challenges

BUSINESS
LANGUAGE

talking about
careers

— using the phone
— asking questions

meetings and
checking
opinion

agreeing and

disagreeing

emails

making
appointments

giving a

presentation

negotiating

report language

telling stories

Grammar reference and practice + Answers

Audio scripts

Key vocabulary

Self-study + Answers and audio scripts
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CROSS-CULTURAL
FOCUS

misunderstandings

crossed lines —
calling abroad

cultural sensitivity
and insensitivity

when yes means no

‘good’ tourists

attitudes to time

thinking about the

audience

US negotiations

writing styles

corruption
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BUSINESS
FOCUS

small talk

checking

information

successful meetings

meeting skills

email etiquette

car rental

successful

presenters

telling jokes

oral reports

creativity and
brainstorming

SIMULATION REVIEW

(Pauline’s Problems)

cocktail party

finding the way

meeting 1
— finding a solution

meeting 2
— spending money

organising a
conference

planning a
business trip

presentation 1

job negotiation

report
recommendations

presentation 2
— reorganisation

Pelleas Business Hotels Inc. is a US-based
hotel chain with hotels all over the world.
These are some of the employees involved
with the company.

PERSONAL
DATA BANK

Aurora Picardi

General manager,
Grand Hotel Pelleas,
Malta

Carlo Rospo

Assistant manager,
Grand Hotel Pelleas,
Malta

Alison Fisher

Chief financial officer,
Pelleas Business Hotels Inc.,
San Francisco
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Walter Armitage

Consultant,
Pelleas Business Hotels Inc.,
San Francisco

Costas Tsappanis

Marketing director,
Pelleas Business Hotels Inc.,
San Francisco

Tony Kallus

Chief executive officer,
Pelleas Business Hotels Inc.,
San Francisco
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