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Suwadee Songprasertkul 2007: Value Added in a Business English Course, Kasem Bundit
University. Doctor of Philosophy (Curriculum and Instruction), Major Field: Curriculum
and Instruction, Department of Education. Thesis Advisor: Associate Professor

Somthawil Dhanasobhon, Ed.D. 306 pages.

The purposes of this research were to provide value-added procedure to the Business English
course and to study the result of the value added to this course. The samples were 39 fourth-year
students in the Faculty of Business Administration enrolling in the Business English 4 course of the

first semester in 2006.

The instruments used in this research were 1) the questionnaires for the instructors’
suggestions on the content of the course; 2) the questionnaires for students’ needs and interests
of their future career; 3) the modules of learning based on the students’ needs; 4) the questionnaires
for the students’ opinions before studying the course; 5) the questionnaires for students’ opinions
about the job shadowing; 6) the results from the students’ and mentors’ report after the job shadowing
activities; 7) the questionnaires for the students’ opinions about the modules; 8) questionnaires for

students’ opinions after completing the study in this value-added Business English course.

The research started with the study of the value-added methodologies to the Business English
course by constructing the modules developed from the teachers’ suggestions and the students’ needs
analysis that linked to the students’ perspective careers. The job shadowing activities were added to
the course to enhance students to realize the importance of the English skills used in the Business area

and to prepare the students to evaluate themselves before choosing and applying for their future work.

The results of the study showed that after using the modules for value-added learning and
doing the job shadowing activities, the average scores indicated that students’ opinions of satisfaction
after studying this course were higher than the scores before studying this course in every item at the
0.01 level of significance. In conclusion, the students were satisfied with the value-added studying
which utilized modified methods of teaching that benefited them with the real work experience related

to the knowledge of the study in the classroom and prepared them for their future career.

Student’s signature Thesis Advisor’s signature
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Listening and speaking
10 (100) -
1. Answering the phone and taking messages
2. Making an appointment (A Business Call) 10 (100) -
3. Making an international call 10 (100) -
4. Greeting visitors to your office 10 (100) -
5. Planning travel and making reservation 10 (100) -
Reading and writing
6. Business correspondence: letters, emails, faxes and memos 9 (90) 1(10)
7. Writing report and agenda 10 (100) -
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Listening and speaking
1. At the airport/ On the plane 9 (90) 1(10)
2. Hotel Check-in with and without reservation 10 (100) -
3. At the meeting 9 (90) 1(10)
4. At the bank (Exchange foreign currency) 9 (90) 1(10)
5. Telephone Conversation 9 (90) 1(10)
6. Talking about employees’ abilities 8 (80) 2 (20)
7. Choosing an employee to transfer to an oversea branch 8 (80) 2 (20)
Reading and writing 8 (80) 2 (20)

8. Business Process Steps

9. Strategies to Succeed in Business with Total Quality Management 7 (70) 3 (30)
10. Strategies to Succeed in Business with ISO 9000 7 (70) 3(30)
11. Comparing ISO 9000 and TQM 6 (60) 4 (40)

12. Getting More Business (How to Get More Customers and Sales) 8 (80) 2 (20)
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Listening and speaking
1. Picking up a customer 10 (100) -
2. From the airport to the hotel 9 (90) 1(10)
3. A new business contact 10 (100) -
4. Business negotiation (Price Negotiation) 10 (100) -
5. Showroom guide 9 (90) 1(10)
6. Factory tour 10 (100) -
7. Shipment 10 (100)
8. Talking in the meeting (Study useful business English phrases) 9 (90) 1 (10)
Reading and writing
9. Business Process Steps 9 (90) 1(10)
10. 10 Tips to Increase Your Sales 8 (80) 2 (20)
11. 10 Steps to an Effective Marketing Plan 9 (90) 1(10)
12. The Basic of e-Commerce 7(77.8) 2(22.2)
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Listening and Speaking

10 (100) -
1. At the Airport Tourist Information
2. Hotel - Reception 10 (100) -
3. Dealing with Complaint 9 (90) 1(10)
4. Dealing with Customers 10 (100) -
5. Answering the Telephone 10 (100) -
Reading and writing
6. Select the relevant articles from the text or the Internet, 7(87.5) 1(12.5)

such as, “The Public Relations Career X Factor” ( limoy 2 )
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Listening and speaking
1. At the Bank:
- Open an account 10 (100) -
- Exchange money 10 (100) -
- Solve customers’ problems 10 (100) -
Reading and writing
2. Complete the information in accounting and banking forms 10 (100) -
3. How to read numbers and graphs 9 (90) 1(10)
4. Study accounting and financial terms 10 (100) -
5. Read the relevant business articles from the text or the Internet. 6 (85.7) 1(14.3)
Discuss and answer questions. ( limou 3 A1)
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1. Guest lecturer (Faytingsnansojuiiugsnonlidanui 10 (100) -

E] Q

2. Tapes and Tape scripts (]le'ﬁ@il 1A1) 8 (88.9) 2(11.1)
3. Internet, Computer and PowerPoint 10 (100) -

4. VCR and LCD. 9 (90) 1(10)
5. Posters and pictures 9 (90) 1(10)
6. Business Textbooks 10 (100) -

7. Supplementary exercises 9 (90) 1(10)
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Module 1: Secretary and clerk work
Directions: Study and practice
1. Answering the phone and taking messages
Taking a telephone message
When the caller wants to leave a message, you must note down his name, his company or

office, his telephone number, and all the information he gives. You should be sure that you have
got the correct spelling of his name and the correct telephone number. Usually there is a standard
form to be used in an office, called a telephone memo. Here is an example.
Directions: Study the dialogues and practice them with a classmate.

Complete the telephone memos.
Example: 1

Situation: At the office on July 6, 2006 at 10.30 a.m.

Secretary: Hello. Ayudhya Allianz C.P. Insurance, Claims Department.

Peter: Hello. May I speak with Mr. Roger, please?

Secretary: I’m sorry. Mr. Roger is out of the office just now. Can I take a message?
Peter: Yes. My name is Peter Wong. I’m calling about a car accident I recently

had, and I need to talk to him about it.

Secretary: O.K., sir. Shall I have Mr. Roger call you?
Peter : Yes, that’s a good idea. My telephone number is (01) 914-1478.
Secretary: (01) 914-1478, Mr. Peter Wong. Is that correct?
Peter: Yes. Thank you. Goodbye.
Secretary: Goodbye.
Telephone Message
To: Name of caller:
Date: Time:
Message:
Action:
Received by
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Example 2: Complete the telephone memos

Situationl: At the office on July 7 at 11.00 a.m.

Somsri: Engreat Company. May I help you?
Danny: Hello. I’d like to speak to Mr. Jayson, the sales manager, please.
Somsri: Sorry. He’s not in right now.
Danny: Could you give him a message, please?
Somsri: Yes, sir.
Danny: Please tell him to call Danny Coins at 01-911-5469.
Somsri: Danny Coins, 01-911-54609.
Danny: You’ve got it. Thank you very much. Bye.
Somsri: You’re welcome. Goodbye.
Telephone Message
To: Name of caller:
Date: Time:
Message:
Action:
Received by

Exercises: Work in pairs. Practice these dialogues with your partner. Take turns being the
receiver. Write telephone memos for the phone calls you receive.
1. Thursday 5" _1.30 p-m.
Wilai: Good morning, A&W.
Laura: Good morning. This is Mrs. Laura. Is Mrs. Wilson there?
Wilai: I’m sorry, she hasn’t arrived yet. Can I take a message?
Hussey:  Yes, please, Tell her that I’1l be there to see her at two o’clock this afternoon.
Wilai: Is that all?
Hussey:  Yes, thank you. Good-bye.
Wilai: Good-bye.
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Telephone Message
To: Name of caller:
Date: Time:

Message:

Action:

Received by

2. Thursday 5" _3.45 am.

Barnard: Good morning, Mrs. Birdy’s Office.

Wilai: Good morning. May I speak to Mrs. Birdy, please?

Barnard: Sorry, she’s out now.

Wilai: Will you please take a message for her?

Barnard: Yes, of course.

Wilai: Mrs. Scott from Abbot Company has an appointment with Mrs. Birdy

this afternoon, but Mrs. Scott is sick today. She can’t come to the office

until tomorrow. She’ll call her again tomorrow morning.

Barnard: Okay. I’ll give her the message.
Wilai: Thank you. Good-bye.
Telephone Message
To: Name of caller:
Date: Time:
Message:
Action:
Received by
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3. Monday, Oct.20 — 1.30 p.m.

Nopadon:  Good afternoon, Seasons Company. Can I help you?

John: Yes, please. I would like to talk to Mr. Jayson.

Nopadon: I’m sorry, he is in conference at the moment. Could I take a message?

John: Yes. Will you please tell him that John called? I arrived here this
morning and I’m staying at the Dusit Thanee Hotel, Room 607.
Ask him to call me tonight after nine o’clock.

Nopadon: OK. ... The Dusit Thanee Hotel, Room 607, you want Mr. Jayson to

call you after nine o’clock, okay?

John: That’s right. Thank you very much.
Telephone Message
To: Name of caller:
Date: Time:
Message:
Action:
Received by

2. Making an appointments
Business people are always busy so it’s necessary to make appointments before you go to
see them. Making appointments can be done by face-to-face contact, by telephone, or by letter.
If you want to see an executive, his or her secretary is the one who will give you an appointment.
Directions: Study and practice with a classmate.
1. face-to-face contact
Secretary : Good morning. May I help you?
Visitor : Good morning. My name is John Webster from the ABC Company. Here is my
card. I would like to see Mr. Sakiyama regarding our latest order.
Secretary: Mr. Sakiyama is busy today, but I can give you an appointment for
tomorrow at 10.30 a.m. Will that be satisfactory?

Visitor: Yes, thank you.
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2. Telephone call
Secretary :  Good morning. Mr. Sakiyama’s office.
Caller : Good morning. This is John Webster from the ABC Company. I wonder if [
could see Mr. Sakiyama for about an hour regarding our latest order.
Secretary : Mr. Sakiyama is attending a seminar today. I’'m afraid, but he’ll be free
tomorrow at 2.30 p.m. Will that be convenient for you?

Caller : Yes, thank you. I’ll be there at 2.30 tomorrow afternoon. Goodbye

Drill: Work in pairs. Practice making appointments first by face-to-face contacts, and then by

telephone. Use Mr Jay’s diary to set the time in each situation. Take turn being the secretary.

July July
Monday 2

10.00 Dept. meeting Friday 6
2.00 Discuss — Ed 1.30  Visit George — ITC

Tuesday 3 Saturday?7

12.00 Lunch—Fred |
Wednesday 4 Sunday8
10.00 Show visitors around | e

12.00 Reception || e

Mr. Jay’s Notebook (Office hours: 10.00 a.m. — 5.00 p.m.)

1. Mon.2 : 10.30 a.m. Mr. Somchai Noijai of UFC wants to see Mr. Jay to show him his
new product.

2. Tues.3 : 1.00 p.m. Miss Pawinee Chukiet, a graduate student studying for an MBA at
Bangkok University, wants to see Mr. Jay to interview him for her research.

3. Fri. 6 : 20 p.m. Mr. Kasemson Kietnawin, a representative from the company’s
advertising agency, wants to see Mr. Jay to discuss the company’s advertising campaign

for its new product. The discussion will take at least two hours.
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3. Making an oversea call or an international call.

Directions: Study and practice the dialogues with your classmate.

Dialogue: 1

Situation: A secretary wants to make an international phone call with the help of an

operator.
Operator:
Secretary:

Operator:

International operator:
Secretary:
International operator:
Secretary:

International operator:

International operator:

Secretary:

International operator:

Dialogue: 2

Operator. May I help you?

Yes. I’d like to make an international call to India.

Yes. Ma’am. Please hold on a second. I’ll transfer your call to the
international operator. (The operator transfers the call.)
International operator. Can I help you?

Hello. I’d like to make a call to India.

What’s the number, please?

The number is 0589-96-7410.

0589-96-7410. Yes, ma’am. Please hold on.

(The phone rings.)

I’m sorry, ma’am, but no one answers. Would you like to try
your call again later?

Yes. Thanks.

Thank you, ma’am.
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Situation: A secretary is making a collect call from her office. She is helped by the operator.

Operator:  Operator. Can I help you?

Secretary: Yes, I’d like to make a call, person-to-person collect, to Mr. Watson Longman,

Missouri, U.S.A. The number is 365-547-3214

Operator:  All right. What number are you calling from, Miss?

Secretary:  The number here is (662) 726-7545.

Operator:  And what is your name, please?

Secretary: My name is Rose Pinkman.

Operator: ~ Thank you. Please hold on just a second.

(The phone rings and is answered.)
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Operator:  Hello. I have a person-to-person collect call for Mr. Watson Longman from
Ms. Rose Pinkman. Is he there?

Watson:  Yes. Speaking.

Operator: ~ Will you accept the charges?

Watson:  Yes, I will

Operator:  O.K. Go ahead, please.

Role Play:

Directions: Make up a dialogue and practice it with your partner.

Making an oversea call

Situation 1: You make an oversea call to a person in a foreign country. You use an operator.

Situation 2: You make an international person-to-person collect call. You use an operator.

NOTES: A collect call means that the person who makes the phone call does not pay for

the telephone charge but the person who answers does
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4. Receiving visitors

In a big company, organization, or well-organized government office, there is usually an
information section, or reception, where receptionists or clerks are ready to help visitors. The
receptionist usually asks for the visitor’s name, and the visitor usually mentions his company as
well. The receptionist may send the visitor to the right department or she may take the visitor

there herself.

Directions: Study and practice

Model Dialogues:

Directions: Study the following dialogues and practice them with a classmate. In each dialogue,

the visitor is a foreigner.

Dialogue 1

Situation: A visitor has arrived and has no appointment. The person he wants to see is in a
meeting.

Secretary:  Good afternoon. May I help you?

Visitor: My name is Cosy Lindon. I’ m from Engreat Company. Here is my business card. |

would like to see Mr. Anderson regarding a special offer on an advertising contract.
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Secretary: I’m sorry. He’s in a meeting right now.

Visitor: ~ When do you think he’ 1l be finished?

Secretary: Well, it could take more than an hour. Since I see your phone number here on your
business card, I could call you sometime tomorrow to arrange an appointment.

Visitor: I would appreciate that. Thank you.

Secretary: Not at all.

Dialogue 2

Situation: A visitor comes in for her appointment

Secretary:  Good morning. May I help you?

Visitor: Good morning My name is Rosy Smiths, from the Good World Company. I have

an appointment with Mr. Arther at 10.30.

Secretary:  Yes, Ma’am. 11l inform Mr. Arther that you,ve come. Just a second, please.

Visitor: OK.

Secretary to Mr. Arther:  Ms. Smiths is here for the 10.30 appointment May I bring her in?

Mr. Arther:  Yes, please.

Secretary to the visitor: ~ Please come with me, Ms. Smiths.

Dialogue 3

Visitor: Good morning

Receptionist: Good morning. May I help you?

Visitor: Er, yes. I would like to see Mr. Thomson, please.

Receptionist: May I have your name, please?

Visitor: Peter Anderson... from Sea Bonanza Trading Company.

Receptionist: Thank you. Please take a seat, Mr. Anderson. I’ll phone Mr. Thomson’s office.

(dials)

Secretary: Hello, Mr. Thomson’s office.

Receptionist: Hello. This is Reception. A Mr. Anderson is here to see Mr. Thomson.

Secretary: Oh, yes. Mr. Thomson’s expecting him. He is in Room 4 on the second floor.

Receptionist: Thanks. (Replace the receiver) Mr. Anderson, would you please go to Room 4
on the second floor? You can use the elevator over there. Mr. Thomson is
expecting you.

Visitor: Thank you.
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Drill:

Work in groups of three. Study the situations given. Then prepare dialogues similar to the model
and practice them, taking turns in being the visitor, the receptionist, and the secretary.

Situation 1 Mr. Willson of Orara comes to see Khun Chartchai of Uniliver. He stops at
Information. After the receptionist has talked to Khun Chartchai s secretary, she asks him to

meet Khun Chartchai at Room 401 on the fourth floor of the building.

Situation 2 Mrs. Gorgia of British Oversea wants to see the Deputy Minister of the Ministry of

communications. She has an appointment with him at 9.30. The secretary will take her to his office
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5. Planning a Business Trip and making reservation
Directions: Study the following vocabulary and expressions. They are often used when planning

a business trip.

one-way (Am.E) = (of a ticket or its cost) for a trip from one place to another but not back
single (Br.E) again.

open return = around-trip ticket without a date and time reserved for the trip coming back
round-trip (Am.E.) = (ofaticket or its cost) for a journey from one place to another and back
return (Br.E.) again

accommodation = place to stay, food and services

baggage = cases, bags, boxes, and suitcases of a traveler

check in = to register at a hotel or airline

check out = to leave the hotel room and pay for lodging

lodging = aplace to stay

confirmation = something that confirms

reservation = an arrangement made in advance to have something such as a place in a

hotel, restaurant, or on a plane
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itinerary = aplan for a journey
schedule = a list of appointments; a timetable; a planned list or order of things to be

done or deal with

Model Dialogues

Directions: Study the following dialogues and practice them with your friend.

Dialogue 1

Situation: A manager and a secretary are talking.

Mr. Brown: Miss Jaisai, I'm planning a trip to Sydney, and Melbourne, Australia. I'd
like you to make the necessary arrangements for me.

Miss Jaisai: Certainly, sir. Which airline would you like to fly with?

Mr. Brown: [ want to fly with Thai Airways, first class.

Miss Jaisai: When do you plan to leave? How long will you stay in Sydney and how long in
Melbourne?

Mr. Brown: I’ll leave on July 4. I’ll plan to be in Sydney for two days and Melbourne three
days. Please make a reservation for a hotel room at the Holiday Inn in Sydney and
the Novotel in Melbourne.

Miss Jaisai: Yes, sir. I’ll take care of it.

Mr. Brown: Thank you.

Dialogue 2

Situation: A person is calling an airline to arrange transportation for a business trip.

Airline Clerk: Good morning, Japan Airlines. Susan Gray speaking. May I help you?

Miss Watsons: Good morning. I’d like to make reservations for flying business class, one seat
from Bangkok to Sydney on Friday, March 12, and return on March 20.

AC: Yes, ma’am. The plane will leave Bangkok Airport at 4.30 p.m. It will arrive
in Sydney at 6.30 a.m. Its flight number is JA 901. A single round-trip business
class will cost you 21,000 baht.

Miss Watsons:  All right.

AC: May I have your last name, and first initial please?

Miss Watsons: Sure. My name is Anna S. Watsons.

AC: Spell your last name please?



Miss Watsons: W-A-T-S-O-N-S

AC: Your phone number, please.

Miss Watsons: 781-5478
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AC: You can pick up your ticket this afternoon at our office. Please bring along your

passport.

Miss Watsons: OK. Thank you.

AC: It’s our pleasure. Goodbye.

Miss Watsons: Bye.

6. Stationary and office equipment
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Find the following items in the picture and ask and say where the things are.

1. desk

. desk drawer

. desk chair/swivel chair

. filing cabinet

2

3

4

5. bookcase
6. water fountain
7. typewriter

8. calculator

9. computer (PC)
10. diskette(s)

11. keyboard

15. switchboard
16. typing paper
17. carbon paper
18. notepad

19. diary

20. files

21. envelopes
22. rulers

23. (set) square
24. paper clip(s)
25. thumbtack(s)

12. monitor 26. stapler/ staple(s)
13. reading lamp 27. punch

14. telephone 28. tape

Ask and answer

A: Where is the telephone?

B: It s on the desk.

A: Whereis vovuvennrsnnnnn.. ?

29

30.
31.
32.
33.
34.
35.
36.
37.
38.
39.
40.
41.
42.

. (a pair of ) scissors
glue

cutter bar

calendar

waste basket

letter basket
brochures
catalogues
magazine(s)
blotting pad
paperweight
boxes/container(s)
Fax machine/facsimile

photocopier
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Reading and Writing
ITINERARY: Making a travel schedule

Itinerary means a plan for journey. After the secretary has made the plane and the hotel
reservations, she usually draws up a travel schedule, or an itinerary, for her boss. It should
indicate clearly what is happening at what time, and where, on each day. The activities in a
program are arranged in chronological order. The names of airports, railway stations, and hotels
should be given. Address and telephone numbers of the hotels should be given also. An itinerary
is not only useful for the traveler but also for the secretary. The secretary usually keeps a copy so

that he or she can contact the boss whenever it is necessary while away.
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This is an example of part of an itinerary.

ITINERARY

Date and Time Note
Sunday Jan. 7
16.30 Check-in at Thai Airlines desk, Bangkok

International Airport on Flight No. TG406

18.30 Depart
21.40 Arrive Changi Airport, Singapore. Mr. Sawai Tel. 3364295
Ngamdee will meet you and drive you to your Room No. 4016

Hotel. (Dragon Hotel)
Monday Jan. 8
09.00 Meeting with the Manager of AIS at AIS Building Tel. 3355116
Particular interest:

Frozen and canned

Food

10.30 Meeting with Singapore JAD executives at JAD. Tel. 02-3361118

12.00 Lunch at JAD.

15.00 Meeting with the President of KCT at KCT Building  Tel. 02-4522079
Contracts in KCT
file

20.00 Reception in Grand Room, Saimon Hotel. Evening dress

Exercises

1. Your boss is going on a business trip to Taiwan and Korea for 3 days. He is planning
to leave on August 11. He plans to spend a day in Taipei and 2 days in Korea. He is going to
meet some representatives of a few companies in those countries.

2. Your boss is going to visit an export company in Japan. He is going to meet the
President of that company, talking with the Manager about the possibility of increasing trade, and

visit its factory. He plans to be there for 2 days. He expects to leave on the evening of September

Idkdkdhd ok ok h ok h ik
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A memo or memorandum is a note or letter written to one or several persons working in

the same office or company. It is usually written on a specially prepared form, on which most

firms print the company name. The subject of the message is stated with the heading

“SUBJECT” or “RE” (RE means regarding. or related to) the subject is always a noun phrase,
not a complete sentence. The message should be brief and to the point. The essential point in

writing a memo is that you always give enough information so that the reader can act on the

message with understanding. Common abbreviations can be used in a memo. The first line of the

message may or may not be indented. A memo can be handwritten or typed. A memo may or

may not contain the writer’s signature. Usually a copy of an important memo must be made and

filed for future reference.

Here are some general forms of inter-office memos:

MEMO

INTER-OFFICE MEMORANDUM
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Example:
MEMO
TO: Charles Cooper
FROM : Maria Atwood
DATE: 20 August 2006

SUBJECT: Appointment
Commercial Manager, France
I have interviewed three candidates for this position and recommend the appointment
of Tim Skooba. My reasons are as follow:
1. He has the required qualifications.
2. He has a lot of experience with the products we sell in the French market
3. He speaks French fluently.
4. His removal expenses will be minimal as he has no family at present.
If you approve our recommendation, I will prepare the contract for signature. Please
let me know your decision as soon as possible.
MC.
Cc: Thierry Baptiste
CEO

STUDY SECTION
Mr. Kenneth Beech, the Vice-President for Sales and Marketing of UFM Products Co.,
Ltd. has just finished writing a memo to the Promotion Department about the advertising of a new

canned food product — oranges in heavy syrup. This is his memo.

MEMO
TO : Khun Burin DATE : Feb 12,06
FROM : Mr. Beech
SUBJECT : Ad. For the new product RE . SM/MT

I would like to know about the progress of our advertising
scheme for our new product-oranges in Heavy Syrup. Have you come
up with slogan?

KB




PRACTICE

You are the secretary to Mr. Beech. He asked you to write a note to Mr. Frederick

Dickson, the Manager of the Sales and Marketing Division, informing him about Mr. Kazuko

Suzuki - the Vice-President of Tokyo Trading Company’s visit to discuss the import of UFM
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products. The appointment is on Monday, April 24 at 1.00 p.m. He also needs Mr. Dickson to be

present at that time with copies of the price list to give to Mr. Suzuki.

ANSWER KEY

MEMO

TO e e DATE ...,
FROM PPN
SUBJECT @ i RE: ...l

INTER-OFFICE MEMORANDUM
TO : Mr. Dickson DATE : April 20,06
FROM : Jennet
SUBJECT : Meeting with Mr. Suzuki RE

Mr. Suzuki, VP of Tokyo Trading Co., will come to see Mr.
Beech about importing our product to Japan. He’ll be here on Monday,
April 24 at 1.00 p.m. Mr. Beech has asked that you be present at the
meeting. Please have copies of our price list for Mr. Suzuki.
IC

Secretary
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FAXES

Faxes are used when written communication need to be sent and received instantly.
Almost every business nowadays have a fax machine or an access to one. Anything on paper can
be transmitted instantly by using fax; words as well as drawings, images or graphics.

When sending a fax, we usually fill in a cover page. The cover page has all the details
and particulars about the sender and the receiver; telephone numbers, date, names, the subject,
etc. It also includes the number of pages being transmitted. This is important because something
might go wrong during transmission and the recipient does not get all the pages. He, then can call
and ask for the missing pages to be sent again.

STUDY SECTION

Look at this fax cover page.

To : Mr. Alexander Simpson, Sales Manager

From : Supachai Boonglum, Sales Manager

Date : February 29,2006

Fax No.: 02 567-8900 Telephone No.

No. of pages: 2 including this page

Subject : Delivery of LCD

Message : Attached, please see copy of our invoice number 2345/06. The goods will be

delivered to your assembly facility on March 10.

If you have any questions, please do not hesitate to contact me.

Sincerely,

Supachai Boonglum
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PRACTICE
You are Alexander Simpson. Write a fax replying the above fax you received from Mr. Supachai
Boonglum. Write a reply to thank him for sending a copy of your invoice. Tell that you will

inform your assembly facility to prepare for his delivery on March 10.

To

From :

Date

Fax No. :
No. of pages:
Subject

Message

Sincerely yours,

Answer Key:

To  : Mr. Supachai Boonglum, Sales Manager

From : Alexander Simpson, Sales Manager

Date : March 3, 2006

Fax#: 02 890-112

No. of pages: 1

Subject : Delivery of LCD

Message : Thank you for sending a copy of your invoice. I will inform our assembly

facility to prepare for your delivery on March 10.

Sincerely yours,

Alexander Simpson
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WRITING E-MAILS

E-mail or electronic mail, is the process of sending messages directly from one computer
to another through a computer network, e.g. the Internet. E-mail has many advantages over
telephone calls: it crosses the time zones to reach many people who live at different places at the
same time; it can reach the person who is not available for telephone call; and, it doesn’t interrupt
the person who receives it. Its advantages over the traditional paper communication are that it is
very fast and reduces the paper flood; moreover, the recipient can ask questions or give responses
immediately.

In sending e-mail you need to have an e-mail address. It consists of a user name
followed by @(=at) and a domain name, which is composed of the computer location and

country. For example,

uthai@chobjai.kbu.ac.th

user/name g&/on cade country

(ac, or edu, is a code for educational institutions; co, or com, for commercial organizations; and

org for organization.)

STUDY SECTION

Look at the page layout of e-mail below.

To :......(e-mail address)......
From :......(e-mail address)......
Cc PR
Subject L
Attachments : .........c.cocviieinnnn.

(MESSAZE) ..ot

Signature
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1. To: The name and e-mail address of the person you are writing to

2. From: Your name and e-mail address

3. Subject: The topic you are writing about

4. Cc: The name and e-mail address of the person you want to send a copy to

5. Attachments: A document or other file you want to send with the email
6. Signature:  Your full name, address and other details that are automatically put at the end of

your email

PRACTICE : Writing a complete e-mail

You are the Purchasing Supervisor at Green Supermarkets. Your manager has just sent you this

email. Write a polite email to Corona (sales@corona.com.nz) with a copy to your manager.

To . Purchasing Supervisor <purchase@green.com.nz>
From . Stock Manager <stock@green.com.nz>
Subject . Corona order for orange juice

We sent an order for orange juice to Corona on May 10, but we have
still not received a delivery. Can you email them and ask what has
happened to the order, and when they will deliver it? You can attach
The order to your email again. You’ll find it on our network as

Order 511.doc.

Signature
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ANSWER KEY
To . Corona <sales@corona.com.nz>
From :  Purchasing Supervisor <purchase@green.nz>
Subject : Order 511.doc
Cc : Stock Manager
Attachments : Order 511.doc
Dear Sir or Madam:
We sent the above order for orange juice to you on May 10, but we
have still not had a delivery.
Please tell us when you can deliver the juice?
Regards
(name)
Purchasing Supervisor, Green Supermarkets
Letters The top margin
FORMAT:

The format of your correspondence is determined by
policy. The format depends on where you place your

margins and how you type the letter.

The left margin
urdrew Jy3u oy I,

A margin is the blank space that frames a letter. There

margins in a letter. The width of the margins will depend

on your office stationary and office style.
The bottom margin

There are three formats for business correspondence: block,

semi-Block; and indented.



Block

This letter is written in block style. Everything begins at the left margin —flush left.
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MSG System Inc.

1781 Orange Blossom Lane Suite 509
Orlando Florida 32817

(407) 232-0880 Fax (407) 476-0455

December 3, 1995

Rosa Tucci:

General Television Services

1600 East Grand Avenue

Chicago, Illinois 60611

Dear Ms. Tucci:

Thank you for your inquiry about our telephone answering machines and voice
mail systems. | am enclosing brochures on our products.
an appointment.

Again, thank you for your interest.

Sincerely yours,

Hazan Ozal

Marketing Manager

cc: V. Alfonso, Sales Representative

Hazan

A Sales representative will be in Orlando next week. We will call you to schedule
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Semi-Block
This letter is written in semi-block style. Everything begins at the left margin — except for the

date and closing.

Wilson New Media
P.O. Box 12456
Chaswick, Pennsylvania 15024
(412) 274-8490 Fax (412) 174-6652
August 16, 1994

Industrial Training Center

University of Exeter

Exeter, Devon, England EX1 2LU

Dear Sir or Madam:

We read about your training programs in the Training Gazetter of June, 1994. We train

workers in industry in this country and are always looking for new materials.

We would appreciate receiving information on your Center and your materials.

We look forward to hearing from you at the earliest convenience.

Sincerely yours,

Ralston Crawl




Indented

This letter is written in the indented style. Every paragraph is indented.
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Ferranti Management Consulting Associates
730 Key Parkway, Suite 935
Westwood, Massachusetts 02090
(617) 325-8522 Fax (617) 325-9412

August 16, 1994

Complete Video
950 Northside Drive
Nashville, Tennesse 37203
Dear Sir or Madam:

On May 15, we ordered six (6) color television monitors. You sent sixty
(60). Please recheck the order you sent.

We are returning fifty-four (54) monitors to you today. Please correct the

invoice.

Sincerely yours,

EXERCISE: FORMAT
Rewrite these letters on your own paper.
1. Rewrite the Block format letter on page 223 in Semi-lock format.
2. Rewrite the Semi-block format letter on page 224 in Indented format.
3. Rewrite the Indented format letter above in Block format.
4. Rewrite the Block format letter on page 223 in Indented format.
5. Rewrite the Semi-Block format letter on page 224 in Block format.

6. Rewrite the Indented format letter above in Semi-block format.



PART OF A LETTER:

These are parts of the letters.
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Return Address

Date

Inside Address

Greeting or Salutation

Body

Closing

Signature

Typed Name

Enclosure

Cc:
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Exercise: Parts of a letter

Directions: Label the parts of the letter.

16 North Road
Berkeley, California 95436

June 29, 1993

Mrs. R. E. Bok

Human Resources Director
Perle Employment Agency
1900 Grant Avenue

San Francisco, California 92654

Dear Mrs. Bok:

| am applying for the position of secretary which was
advertised in the SanFrancisco Chronicle of June 28.

I have enclosed my resume, and | would like to schedule
an interview. | will call you early next week.

I look forward to discussing this position with you.

Sincerely yours,

Annette Lee
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Module 3

Sales and Marketing Work

EN 402
Faculty of Liberal Arts

Department of English
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Module 3
Sales, marketing, import, export and human resources work

Listening and speaking

Directions: Study the following dialogues and practice them with a classmate.
1. Picking up a customer from the airport

Situation: At the airport:

Dialogue 1

Somchai: Excuse me, but are you Mr. Johnson of City Bank?

Mr. Johnson:  Yes, | am.

Somchai: How do you do? I’m Somchai Sukdee of Acer Industrial Corporation.
Mr. Johnson: How do you do? Glad to meet you.

Somchai: Did you have a good flight?

Mr. Johnson: Yes, it was enjoyable, thanks.

Somchai: It’s good to hear that.

Dialogue 2

Apichart:  Welcome to Thailand. Mr. Brown.

Mr. Brown: Nice to meet you Mr. Apichart.

Apichart:  I’ve been looking forward to meeting you, too.
Mr. Brown: Thank you very much for coming to meet me.
Apichart:  No trouble at all. Let me take your things.
Mr. Brown: Oh, that’s all right. They’re not heavy.

Exercise: Complete the dialogue using the statements given below.

List of statements:

1. How long have you worked there?
2. What do you do in Planet Industries
3. How was your flight?
4. Do you like traveling
5. How often do you make trips abroad?
6. Is it far to get to your office?
Jon: Hello. I’m Jon Brown.
Ariya:  Hello Jon. I’m Ariya from Planet Industries. 1’m here to take you to our
office.
Jon: Thank you. That’s very kind.
Ariya:
Jon: Not too bad. | managed to sleep for a few hours.
Ariya:  Good.

Jon: Oh... about four times a year.
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Ariya:  That’s not too bad.

Jon: Yes, | do. I really like coming to Asia.

Ariya:  No, not far. It takes about 30 minutes if the traffic is OK. But we have
some bad traffic jams sometimes.

Jon: Yes, I’ve heard that.
Ariya:  I’m a marketing assistant.
Jon: | see.

Ariya: For about five years.
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2. A new business contact

Situation: Zheng Yilun is a new Sales and Marketing Representative for a business
magazine in Singapore. Listen to Zheng Yilun meeting people at an AmCham (The
American Chamber of Commerce) networking function. Read the questions below,
then listen for the answer. (Taken from the textbook unit 13)

1. Who does Zheng Yilun work for?
a. Financial Review magazine  b. AmCham c. Gems Import Company

2. Why did he go to AmCham’s networking function?
a. to sell magazines b. to meet people c. to play badminton

3. How can he meet people from the banking sector?
a. by joining the badminton ladder
b. by having a office for six months
c. by going to college

Dialogue:

Woman: Come over here, Zheng. There’s someone you should meet.

Zheng: Uh huh

Woman: George, can | introduce you to Zheng Yilun? He’s a new member. Zheng,
this is George Farley. He imports precious stones for a company called
Gems Import. Zheng has just arrived in Singapore to market Financial
Review magazine in Asia.

George: Really? Good to meet you Zheng. So what is Financial Review doing here

in Singapore?

Zheng:  Actually, we’re producing an Asian edition. We’ve had an office here for
six months now and we’re about to go into production.

George: And your job is to get sales under way?

Zheng:  Something like that, | guess. That’s why I’m here ... at AmCham | mean.
To try to make contact with some people in the banking and finance sector.

George: Ah, well ... Do you play badminton?

Zheng:  Huh? Uh ... well... 1 used to ... in college, but ...

George: Good, good. Lots of banking people are in the badminton ladder.

Zheng:  Ah ...
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George: You know, like a league. You should join the ladder. Sure way to meet
banking people!
Zheng:  Exellent. Thanks for the tip. Who should I talk to about this badminton

ladder?
George: Um... Let’s see. Ah Felicity Wang should know ... where is she? Ah,
there she is. Come on, I’ll introduce you...

A few weeks later (On the phone)

Exercise: Complete the missing statements.
List of statements:

1. Notatall 5. I’ll see you there then

2. Sales are good. 6. When are you playing?

3. that sounds great 7. 1’d like to have a look.

4. 1’d like to return the favor 8. you might like to meet her.

George: Hello, Gems. George Farley speaking.

Zheng: Hello, George? This is Zheng Yilun. We met at AmCham a few weeks

back.

George: Oh yes, Zheng. How are you? How’s it going?

Zheng: Really well. I made a lot of contacts
playing badminton, just like you said ...

George: Oh, good.

Zheng: ... and | wanted to thank you for your help.

George: . Your magazine must be good. You’ll have to send

me one. :
Zheng:  Of course, I’d love to. But that’s not why | called.
I heard from Felicity that you play golf.

George: Yes.

Zheng: Uh... I’'m playing golf with a friend of mine who manages a department
store and | thought

George: That’s very kind of you ...

Zheng: Saturday at the Green Bay club. We’re starting at one.

George: Well, . I’d love to come.

Zheng: Shall we meet for an early lunch in the clubhouse before we start? Say

11.30?

George: Excellent.

Zheng: Great. Looking forward to it.

George: OK.

Zheng: Bye.
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3. Bargaining in shops and business negotiation
Directions: Study and practice the dialogue with your partner.

Situation: At the market place

Dialogue 1

Trader: Hello.

Tourist: Hi.

Trader: You like this lamp? I’ll give you a special price.

Tourist: Yes, it’s very nice. This is bamboo, right?

Trader: Yes. The best quality bamboo. It’s the best in this market.
Tourist: OK. How much is it?

Trader: How much do you want to pay?

Tourist: I’ll give you five US dollars.

Trader: No, no, no. | cannot sell for five dollars. Ten dollars is OK.
Tourist: No. That’s too much. How about six dollars?

Trader: OK. A very special price. You can have this lamp for eight dollars.
Tourist: How about seven dollars?

Trader: OK. Seven dollars.

Tourist: OK. I’'ll take it.

Dialogue 2
Exercise: Complete the dialogue with the statement given.
List of statements:

1. Can you give a discount?

2. OK, I’ll take

3. I’m sorry but the prices are fixed.

Tourist:  Excuse me.

Assistant: Hello.

Tourist:  How much is this shirt?

Assistant: It’s 50 Singapore dollars.

Tourist:  Umm

Assistant: No. . All department stores here fix the
prices.

Tourist:  Oh... I see.

Assistant: Thank you.

Answer the questions from the two dialogues.

Dialogue 1 Dialogue 2

What does the customer buy?
What kind of shop is it?

How much does the customer
spend?

Does the customer haggle?
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Business Negotiation

Directions: Listen to the four extracts from different negotiations. What are the
requests? Is there agreement or not? If not, is there a counter suggestion or a
condition? Fill in the table.

1.

Buyer: OK. So, we agree to place an order for 5,000 pieces. However, we’d like a
10% discount.

Seller:  Fine. We’ll give you a 10% discount on this order.

2.

Seller:  We can supply your order, but, because you are a new customer, we would
like you to pay in advance this time. When we have built up a history, we
can look at credit.

Buyer: 1I’m sorry, but we’re not happy about paying everything in advance. We can
offer to pay 50%.

3.

Buyer: OK. We agree to buy 50 sets from you, and we agree to the price. Can you
deliver them by next month?

Seller:  We can deliver by next month, but we’ll have to use air-freight. If you pay
the extra shipping costs, we’ll deliver.

4.

Buyer: We’d like to order the number of items we have suggested, but we are
concerned that we can’t sell that many. If you allow us to return any units not
sold within 12 months, we will agree.

Seller:  1I’m sorry, we don’t normally allow returns. However, | can allow you to
return within six months for this order only

Request? Agreement? Counter Condition?
suggestions?
1.
2.
3.
4.
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4. Showroom guide and Factory tour

Directions: Study and practice the dialogue with your partner.

Situation: At a showroom

Dialogue 1

Customer:

Salesperson:

Customer:

Salesperson:

Customer:

Salesperson:

Dialogue 2

Salesperson:

Customer:

Salesperson:

Customer:

Salesperson:

Customer:

How many items do you have?
We market about 80 different items; 120 if we include the trial
products.
That’s impressive.
There’s something 1’d like to show you. This is still at the
experimental stage.
What is the power source of this robot?
It has dry cell batteries. Let me show you some of its features.

Did you enjoy visiting our showroom?

Yes, I did. You have a lot of attractive merchandise.

Thank you. I hope you’ll place some orders before you leave.

I’ll run through your catalog and make a list of what we’re likely to
want.

I see. Thank you for sparing your precious time.

Thank you for all the information.

Situation: At the Factory

Dialogue 3

Somsak: Mr. Brown, I’d like you to meet Mr. Lee, the plant manager

Mr. Brown:
Mr. Lee:
Mr. Brown:
Mr. Lee:
Mr. Brown:
Mr. Lee:

Dialogue 4
Visitor:

How do you do, Mr. Lee?

How do you do, Mr. Brown? It’s a pleasure to meet you.
The pleasure’s mine.

I’ll give you a complete picture of our operation.

Thank you. That’s why | come.

First, I’ll show you an 8-minute multi-vision.

When was this factory founded?

Plant manager: In 1979 with a capital of 2 million dollars.

Visitor:

How many employees do you have?

Plant manager: There are about 1,200 in the plant, and 80 in the office.

Visitor:

You’re expanding your plant?

Plant manager: Yes. Our new plant will start production next month

Visitor:

That will help to speed things up.

Plant manager: Of course. It has taken 2 years altogether.
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5. Shipment
Directions: Study and practice the dialogue with your partner.

Dialogue 1

A: (On the phone) Transportation Department. Can | help you?

B: We have a cargo to shipped to L.A. within this month. Can you provide space for
our cargo?

A: Thank you for your inquiry. Would you tell me what your cargo is?

B: Our cargo is one box of medical machinery.

A: How much tonnage and measurement does your cargo have?

B: Itisabout 700 kilograms and about 2 cubic meters of wooden box.

A: 1see. We can provide space on the Cupid for you at the end of this month.

Dialogue 2

A: When can you make shipment?
B: We will need at least 90 days after receipt of your L/C to make complete delivery
of
50,000 sets.
A: Can’t you make it 60 days?
B: Then, we can make initial delivery of 30,000 sets in October, and the balance,
20,000
at the end of November.
A: If that’s the best you can do | agree.
B: Thank you very much. We shall try to speed up.

Dialogue 3

How soon can you make delivery?

Within six weeks.

We can’t lose the season. Please deliver two weeks earlier.
Two weeks? That’s pretty tight.

Any chance we can get them sooner?

All right. I’ll see if I can make it.

w>w>w >
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6. Taking part in the meeting

Directions: Study and practice the dialogue with your partner.
Situation: At the meeting

Boss: What do you think, Paul?

Paul:  We shouldn’t ask customers to talk about problems with our products.
This may leave them with a negative feeling.

Boss:  Agreed. What should we ask them for?

Sheila: 1 think we should ask them to make positive suggestions.

Boss:  Everyone agree?

All: Yes.

Boss: OK. So, we’ve decided that we need to get this kind of feedback from our
customers. The question is, how do you get it?

Mary: May | suggest something?

Boss:  Sure, go ahead.

Mary: | think we should send a questionnaire to the customers.

Sheila: The problem with questionnaires is that people don’t return them.

Paul: Umn...

Boss:  Yes, Paul?

Paul:  Iagree. Ithink we should ask our customers face-to-face when we meet them.

Mary: 1’m not sure about that. We shouldn’t ask people face-to-face because
they might not be honest in their answers.

Boss:  That’s true.

Mary: Er... how about offering a free gift if customers return our questionnaire?

Boss:  Good idea. We should send out a questionnaire offering a free gift if people
respond.

Exercise: Answer the questions.

1. Why shouldn’t they ask the customers problems with their products?

2. What should they ask the customers for?

3. What does Mary’s suggest?

4. Does everyone agree with her suggestion? Why?
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5. Why shouldn’t they ask people face-to-face questions?

6.What is the solution of the matter in the meeting?

Reading and writing

10 Steps To an Effective Marketing Plan
by Barbara K. Mednick http://www.marketingsource.com/associations/

As the old saying goes, “If you don’t know where you’re going, you won’t get there.”
Just as a sailor needs to use a compass to navigate his/her way, so too must
entrepreneurs who must continually market their services to current and prospective
clients. This is particularly important in today’s uncertain economy. As an
independent communications consultant, | know it’s challenging to update my
marketing plan. Following are ten steps I’ve developed to help you write an effective
marketing plan.

Blueprint for Action

“The purpose of the marketing plan is to define your market, identify customers and
competitors, outline a strategy for attracting and keeping customers and to identify
and anticipate change,” according to the U.S. Small Business Administration (SBA).
Developing a marketing plan involves four stages of action:

* Researching and analyzing your business and the market

* Planning and writing the plan

* Implementing the plan

* Evaluating the results

Marketing Plan Format

There are many variations on a marketing plan format, but typically it should include
these ten sections:

1. Situation Analysis

2. Market Overview — trends, market segments, target markets

3. Competitive Review

4. Description of Product/Service

5. Strengths, Weaknesses, Opportunities and Threats

6. Goals and Objectives — sales goals & marketing objectives
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7. Strategies — positioning, product, pricing, distribution, promotion. The promotion
strategy includes advertising, public relations, direct marketing, promotions and
events, product/company marketing materials, premium items and the sales force.
8. Marketing Budget

9. Timing

10. Evaluation

Ten Step Process

Drawing from my experience of consulting with various clients to create marketing
communication plans and from keeping abreast of industry trends, here are ten steps
to developing an effective marketing plan:

1. Define Product or Service

* Describe product/service and mission in simple terms

* Emphasize your “point of difference”

* Communicate intrinsic benefit/value to your customer

2. ldentify Target Audience

* Your audience refers to the people you aim your sales effort at, otherwise known as
your “target market”.You may have more than one target market.

* This includes two factors: 1) Who needs your product/service? 2) What is the
profile

of your ideal customer and what are their habits?

* Target markets are described in terms of their shared characteristics.

o For example, if your product/service is aimed at individuals, you can describe them
by age, income, geographic location, and lifestyle.

o If your product/service is aimed at organizations, you can describe them by number
of employees, sales, geographic location, and industry

3. Determine Goals and Objectives

* Set the bar as to what you want to achieve.

* Measure your success against your own efforts, not your competitors.
* Two types of goals:

0 Quantitative — those with specific, measurable results and numbers.

0 Qualitative — bring increased value, like improving image or visibility.
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4. Define the Brand

* Focus your message by identifying 3 to 4 “key messages” to be woven through all
marketing materials.

* There is a lot of “media clutter” — customers are bombarded daily with hundreds
of sales and marketing messages about numerous products and services.

* To succeed, focus on a particular market and emphasize features/benefits to them.

5. Set Pricing

* A guidepost for setting price involves estimating the monetary value your customer
will receive, and understanding your financial goals and objectives.

* Remember to price the product/service at a rate higher than your fixed and variable
cost.

6. Establish Marketing Budget

* Set aside a specific dollar amount either per quarter or per year. You need to make
the best marketing decisions possible to maximize the return on your marketing
dollars invested.

* Evaluate marketing decisions such as advertising in the yellow pages, hiring sales
reps or conducting a PR program based on the amount of business a particular
initiative generates.

* Track each initiative and evaluate what worked, what didn’t.

7. Choose Marketing Strategies

* Strategic marketing tools to deliver your message to the target audience. Brainstorm
ideas to reach target market. Be creative — don’t sensor wild ideas.

* Divided into paid, non-paid and non-traditional media.

o Paid media: direct mail, newspaper, radio, TV, billboards, direct sales

0 Non-paid media — referred to as public relations because it is exposure through
traditional media without paying for advertising in that media.

o Non-traditional media: includes everything else — sponsorships, ad specialties,
shows/events, electronic media and the Internet.

8. Determine Tactics
* List out specific action steps to achieve each strategy.
* Includes deadlines and key dates for executing all of your marketing activities.

9. Establish Timing
* Establish a specific timetable for each tactic.
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10. Measure Results

* Track results of your marketing efforts on an ongoing basis, using tracking devices
such as ad codes, call-in logs and reply cards (if the budget allows).

* Evaluate at the end of the year to see if the results matched your stated goals.

Barbara K. Mednick is a communications consultant and owner of BKM Consulting
(www.bkmconsulting.com) in St. Paul, MN that provides strategic thinking,
compelling copy and creative communication solutions to companies and
organizations.

Summarize the article
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10 Tips to Increase Your Sales
by Jill Konrath

http://www.marketingsource.com/associations/Want to take your business to the next
level?

If so, take these actions. They’re guaranteed to

make a difference in your sales results.

1. Clarify your value proposition Strong value propositions are essential for getting in
to see the corporate buyer. Make sure you can clearly articulate the business
outcomes customers get as a result of using your product or service.

Be precise - numbers, percentages and time frames make your value proposition even
stronger.

2. Target a specific market segment Don't chase every available opportunity. Focus.
Focus. Focus. Increase your knowledge and expertise in a particular market segment.

Learn as much as you can about their business needs, terminology, issues and
marketplace trends.
This significantly increases your client desirability.

3. Prepare Ad Infinitum Today's customers suffer no fools. Unprepared sellers are
quickly

escorted out the door. Before you meet with any new prospect, research their
business.

Read their annual report, check out their website, interview their clients, review
analyst's reports.
Find out what's important to them, their challenges, goals, and strategic imperatives.

4. Create Seductive Ideas Use your brain and think for your prospective and existing
customers. They’re so busy putting out fires, they lack time for problem-solving,
strategic thinking, creative

alternatives or even reflection.

A seller who consistently brings business ideas to the relationship becomes
indispensable — winning contracts with minimal competition and at full dollar value.

5. Slow Down, Lean Back Don't try to rush sales - even if you’re desperate.
Customers feel your push and immediately erect a wall of resistance. On first sales
calls do NOT lean forward.

To maintain a consultative approach you must LEAN BACK. The minute you lean

MEDIA SE
Press Relzase

Distribu

Make Your Comp

forward, you're "selling™ - trying to get your customer to buy. Lean back. Slow down.
And you'll get the business sooner.
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6. Pursue Quality, not Quantity Make fewer sales calls - but much better ones. Focus
all your efforts on preparing for the call. Determine the logical next step for each
meeting. Then, working backwards, think about what you need to do to make this
outcome a reality.

Test every idea you come up with from your customer's perspective. Think: If I said
or did this, how would my customer interpret it or react? Only their perception is
important - not what you meant. Make your changes before the call to increase your
success.

7. Minimize Opportunity Leakage Unless customers can explicitly state the business
value of your offering in concrete terms your opportunity can easily evaporate into
thin air - even if they appear highly interested.

To increase your order rate, ask questions such as: Why would this help you? What
value would you get from this service? What are the primary benefits you would
realize from my product/service? This cements the value in their brain.

8. Make Follow-up Meetings Concrete Don't ever leave a meeting without scheduling
your next one - or you may never catch up with your customer again. They're running
from meeting-to-meeting, busy handling way too many projects.

The longer it takes to reschedule, the more their desire for your offering fades. Get
the meeting on both your calendars now - even if it's just to talk on the phone.

9. Always Debrief Your Sales Calls This is the only way you can get better. Ask
yourself: a) what went well? b) where did | run into problems? and c) what could | do
next time to get even better results?

This is absolutely the only way you will improve. Sales is a grand experiment —
customers change, markets change, your offerings change, and so does your
knowledge base. Unless you're continually learning, you're losing ground.

10. Reframe Your Attitude Stop blaming the economy or anything else for your
problems. There are many things totally within your control. Approach all tough sales
situations with a "what's possible” or "how can 1?" mindset. If you're stuck,
brainstorm with friends or colleagues.

Accept 100% responsibility for your sales success and continually be on the lookout
for creative approaches to take your business to the next level.




Jill Konrath helps salespeople get their foot in the door and win big contracts in the
corporate market. Sign up for her free e-newsletter by sending an email to
jill@sellingtobigcompanies.com.

Summarize the article
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Business Process Steps

by Ron Kurtus (revised 11 July 2004)

Business is the activity of making money through selling a product or service.
There are specific steps to be taken in this process. There are similar steps taken
in spending money to buy a product or service. In essence, they are both an
exchange.

Questions you may have are:

What steps are followed to make money?

What steps are followed to spend money?

How to they fit together in a business enterprise?

This lesson will answer those questions. There is a mini-quiz near the end of the
lesson.

Making money

Making money is essentially a selling process. The steps involved are:

Get a product or service to sell

Find prospects

Get together for a demonstration

Negotiate price

Make exchange

Get a product or service to sell

A business may manufacture products, assemble products from purchased parts or
resell someone else's product.

People within the company may provide a service or they may contract out for
such people.

Find prospects

Marketing is making others aware of the product, service and business, plus
letting them know where to buy the goods. It also includes calling on
prospective customers. Just finding where the prospects are and how to reach them
is a major business task.

Get together for a demonstration

Although some sales are made over the telephone, though mail or via the Internet,
most are still made in person. The individuals who are planning on buying a product
or service want to get a demonstration of what the business has to offer them.
Negotiate price

Assuming the product or service has the desired feature, the sale can then be made
if the price it right.

Make exchange

The business delivers the product or service and the customer pays to complete
the exchange.

Spending money

The process of buying a product or hiring a service is similar to selling. Note that
in a business, getting a product or service often involves purchasing goods or
hiring people to do some work.

The steps in this process are:

Get some money to spend

Find prospective sellers
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Get together for a demonstration

Negotiate price

Make exchange

Application

In a business enterprise, buying and selling work together:

Get a product or service to sell

Have some money to spend

Find prospective sellers

Get together for a demonstration

Negotiate price

Make exchange

Find prospects

Get together for a demonstration

Negotiate price

Make exchange

Get product to sell

The steps in buying are needed to get the product.

Have money

In order to get a product to sell, you must have some money to purchase supplies
and hire workers.

Find prospects

You find workers by putting out a want ad.

Suppliers or hardware may contact you, or you may have to do research on where
to find what you need for your business.

Demonstration

A potential worker will come in for an interview.

You may meet with a salesman to see what his company has to offer.

Find prospects

This step in the process involves marketing and advertising. Note that you also
may need to purchase these services.

Get together for demonstration

Once potential buyers are aware of your product or service and know where to
buy it, they will either go to the store or call to get information. Once the prospect
and your sales representative get together, the product or service can be demonstrated
and its features and benefits explained.

Negotiation

The final sales process of getting a commitment to turn the prospect into a customer
is a form of negotiation.

Make exchange

After the sale is made, the customer pays and your business delivers the goods.
Certainly there are many variations on how and when this exchange is made.

In conclusion

There are specific business steps to be taken in order to make money. Part of these
steps include another similar series of steps in where money must be spent to
purchase goods or services needed for your business

Mini-quiz to check your understanding
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1. What is the first thing you need to obtain goods to sell?
A business name

B. Money

C. Storage areas

2. Why is marketing important?

A. It gets you together with the prospect

B. It is not important

C. It eliminates the demonstration

3. When should a salesman try to negotiate for the sale?
A. When seeking new prospects

B. As soon as the prospect comes in the door

C. After the demonstrate

The Basics of e-Commerce

by Ron Kurtus (2 February 2000)

E-Commerce is a subset of business, where products and services are advertised,
bought and sold over the Internet. Many businesses have become extremely profitable
through online sales. Dell Computers is a prime example. Small companies and even
individuals can also market their products or services on a worldwide basis through
e-Commerce. Large companies can reduce sales and stocking costs by selling online.
If this gets you interested, questions you may have are:

How is e-Commerce different than traditional sales?

What are the advantages and disadvantages of e-Commerce?

How can a business get set up to sell online?

This lesson will answer those questions and give you the basics of online commerce.
There is a mini-quiz near the end of the lesson.

Comparison with traditional commerce

Online commerce provides an additional method for buying or selling.

Traditional sales

In traditional sales, the buyer and/or the salesman is the active party. In one case, the
buyer initiates the purchase by either going to the store to buy or calling on the phone
and making an order. In another situation, the salesman goes to the home or place of
business to make the sale, or he calls on the phone to make the sale.
A third method combines action from both parties. The business' sales department
mails

a catalog or other material, and the customer then makes a purchase from the catalog.
These methods all apply to business-to-person as well as business-to-business sales.
Online commerce

Online commerce adds a new method, similar to a mail order catalog. The business'
sales department posts a Web site with an online catalog. The buyer then selects items
from the online catalog and makes the purchase, either online or by phoning or mail
order.

Although the buyer is really using an online catalog, the metaphor of browsing a store
with a shopping cart of most often used in e-Commerce. This allows the customer to
put

items in the shopping cart to hold until checkout or when the purchase is finally
made.



Advantages and disadvantages of e-Commerce

There are advantages and disadvantages for both the seller and buyer in online
commerce.

Seller

Advantages for the seller include:

Access to worldwide markets

Minimal sales costs

Can compete with larger companies

Can track purchases and use data to recommend other items to the customer
Disadvantages to the seller include:

No personal contact

Expense of getting popular-servers, etc.

Must get people to know about and visit the site

Buyer

Advantages for the buyer include:

Can find hard-to-get items from his or her chair

Reduced cost

Automated cost-comparison available

Disadvantages for the buyer include:

Must pay for shipping and wait for delivery

Cannot see or feel the product before making a decision

Cannot easily return item or get support

Elements of e-Commerce

Just as in tradition commerce, especially that done by mail order, there are certain
elements

required to perform online business. You must:

Promote your Web site presence

Have an online catalog or store

Have the capability to receive payments

Be able to deliver the item

Provide after-the-sale support

Web site promotion

You need to advertise and promote your business, so that the customers will either
come

to your store, read your catalog or view your Web site.

Online catalog or store

You need to have a store or catalog where customers can view and select goods or
services.

Customers need to be able to easily get around your catalog to find things. The
customer

should be able to easily browse the selection and mark products for later purchase.
They

also need to be able to information or see pictures of the items.

Finding items

The Web site should be easy for customers to find what they want. The customer
must
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know what is in the store, and the products must be organized in a logical manner.
The customer must be able to easily search for what he or she wants without the help
of a sales clerk.

Selecting what to buy

Once the customer finds what he is looking for, he can put the selection in a
"shopping cart" and search for other items. This make it easier for the customer to
purchase multiple

items, as well as to buy things he may not have been looking for.

Just as in a physical store, people often buy things they just happen to see. For
example, stores place some "impulse items™ at the checkout stand.

Purchase

It should be easy for customers to purchase the items they want. You must have a
way to receive online payments, either using credit cards or other means of payment.
For example, business-to-business sales may simply involve a purchase order.

The purchase of the item can be complex, but it should be made as simple as possible
for the customer.

The customer must give certain information about himself.

Usually this is name, address and e-mail
A mutually acceptable payment method must be chosen.

Credit card or billing information must be gathered.

The merchant must process the customer's payment information.

Finally, the customer must receive confirmation of the sale.

Security is a concern in credit card purchases and the ability to encrypt transfer of
data.

Delivery

You must have a good means of fulfilling the order and delivering the material to
customers.

Different means of delivery depends on the type of item purchased.

The product may be access to special information on the Web site, it may be
downloadable software, or it may be items that must be physically delivered to the
customer.

Support

The customer needs a way to voice problems. You also need a customer service
system,

consisting of support to handle complaints or returns in the event of problems.
Setting up an online store

You can purchase one of the various ready-made software applications that set up
your

online business. The problem there is the lack of ability to customize the application.
You can also have a Web programmer develop such a store in a language such as
Cold Fusion. You may not get as sophisticated site, and it may cost more in the long
run if you start to re-invent the wheel.

The best bet is to look at both possibilities and pick a solution that is in-between.
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In conclusion
Online commerce is similar to the mail order business, except that it has potential
for worldwide markets. You must not only promote your Web site, but you must
also make it easy to find, select and purchase the items. Delivery and support issues
are similar to that in mail order.
To set up your own online store, you can either purchase e-Commerce software or
have your capabilities custom programmed.
Mini-quiz to check your understanding

(Note: Your browser must be able to use JavaScript for this quiz to function
properly.)
1. How is online commerce similar to traditional sales?

A. It is like mail order from a catalog
B. It is like telemarketing
C. Both must be done in a store

2. What is a big advantage of e-Commerce to sellers?

A. Don't need to deal with people
B. Sit back and let the money flow in
C. Potential of worldwide sales

3. How do most individuals pay for online purchases?

A. Mailing in cash
B. By credit card
C. Using a purchase order

Test every idea you come up with from your customer's perspective. Think: If I said
or did this, how would my customer interpret it or react? Only their perception is
important - not what you meant. Make your changes before the call to increase your
success.

7. Minimize Opportunity Leakage Unless customers can explicitly state the business
value of your offering in concrete terms your opportunity can easily evaporate into
thin air - even if they appear highly interested.

To increase your order rate, ask questions such as: Why would this help you? What
value would you get from this service? What are the primary benefits you would
realize from

my product/service? This cements the value in their brain.

8. Make Follow-up Meetings Concrete Don't ever leave a meeting without scheduling
your next one - or you may never catch up with your customer again. They're running
from meeting-to-meeting, busy handling way too many projects.
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The longer it takes to reschedule, the more their desire for your offering fades. Get the
meeting on both your calendars now - even if it's just to talk on the phone.

9. Always Debrief Your Sales Calls This is the only way you can get better. Ask
yourself:

a) what went well? b) where did I run into problems? and c¢) what could I do next time
to

get even better results?

This is absolutely the only way you will improve. Sales is a grand experiment —
customers change, markets change, your offerings change, and so does your
knowledge base. Unless you're continually learning, you're losing ground.

10. Reframe Your Attitude Stop blaming the economy or anything else for your
problems.

There are many things totally within your control. Approach all tough sales situations
with a "what's possible™ or "how can I?" mindset. If you're stuck, brainstorm with
friends or colleagues.

Accept 100% responsibility for your sales success and continually be on the lookout
for creative approaches to take your business to the next level.

Jill Konrath helps salespeople get their foot in the door and win big contracts in the
corporate

market. Sign up for her free e-newsletter by sending an email to
jill@sellingtobigcompanies.com.

Summarize the article
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Business Process Steps
by Ron Kurtus (revised 11 July 2004)

Business is the activity of making money through selling a product or service.
There are specific steps to be taken in this process. There are similar steps taken
in spending money to buy a product or service. In essence, they are both an
exchange.
Questions you may have are:

e What steps are followed to make money?

e What steps are followed to spend money?

e How to they fit together in a business enterprise?

This lesson will answer those questions. There is a mini-quiz near the end of the
lesson.

Making money
Making money is essentially a selling process. The steps involved are:

Get a product or service to sell
Find prospects

Get together for a demonstration
Negotiate price

Make exchange
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Get a product or service to sell

A business may manufacture products, assemble products from purchased parts or
resell someone else's product.

People within the company may provide a service or they may contract out for
such people.

Find prospects

Marketing is making others aware of the product, service and business, plus
letting them know where to buy the goods. It also includes calling on

prospective customers. Just finding where the prospects are and how to reach them
IS @ major business task.

Get together for a demonstration

Although some sales are made over the telephone, though mail or via the Internet,
most are still made in person. The individuals who are planning on buying a product
or service want to get a demonstration of what the business has to offer them.

Negotiate price

Assuming the product or service has the desired feature, the sale can then be made
if the price it right.

Make exchange

The business delivers the product or service and the customer pays to complete
the exchange.

Spending money

The process of buying a product or hiring a service is similar to selling. Note that
in a business, getting a product or service often involves purchasing goods or
hiring people to do some work.

The steps in this process are:

Get some money to spend

Find prospective sellers

Get together for a demonstration
Negotiate price

Make exchange

agrwdE



Application
In a business enterprise, buying and selling work together:

1. Get a product or service to sell
a. Have some money to spend
b. Find prospective sellers
c. Get together for a demonstration
d. Negotiate price
e. Make exchange
2. Find prospects
3. Get together for a demonstration
4. Negotiate price
5. Make exchange

Get product to sell

The steps in buying are needed to get the product.

Have money

In order to get a product to sell, you must have some money to purchase supplies
and hire workers.

Find prospects

You find workers by putting out a want ad.

Suppliers or hardware may contact you, or you may have to do research on where
to find what you need for your business.

Demonstration

A potential worker will come in for an interview.
You may meet with a salesman to see what his company has to offer.

Find prospects

This step in the process involves marketing and advertising. Note that you also
may need to purchase these services.

Get together for demonstration

Once potential buyers are aware of your product or service and know where to
buy it, they will either go to the store or call to get information. Once the prospect
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and your sales representative get together, the product or service can be demonstrated

and its features and benefits explained.



285

Negotiation

The final sales process of getting a commitment to turn the prospect into a customer
is a form of negotiation.

Make exchange

After the sale is made, the customer pays and your business delivers the goods.
Certainly there are many variations on how and when this exchange is made.

In conclusion

There are specific business steps to be taken in order to make money. Part of these
steps include another similar series of steps in where money must be spent to
purchase goods or services needed for your business

Mini-quiz to check your understanding

1. What is the first thing you need to obtain goods to sell?

A business name

B. Money

C. Storage areas

2. Why is marketing important?

A. It gets you together with the prospect

B. It is not important

C. It eliminates the demonstration

3. When should a salesman try to negotiate for the sale?

A. When seeking new prospects

B. As soon as the prospect comes in the door
C. After the demonstrate

*hkkkhkkhkkkikkhkkkhkhkkkikikkiikkiik
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The Basics of e-Commerce
by Ron Kurtus (2 February 2000)

E-Commerce is a subset of business, where products and services are advertised,
bought and sold over the Internet. Many businesses have become extremely profitable
through online sales. Dell Computers is a prime example. Small companies and even
individuals can also market their products or services on a worldwide basis through
e-Commerce. Large companies can reduce sales and stocking costs by selling online.
If this gets you interested, questions you may have are:

e How is e-Commerce different than traditional sales?
e What are the advantages and disadvantages of e-Commerce?
e How can a business get set up to sell online?

This lesson will answer those questions and give you the basics of online commerce.
There is a mini-quiz near the end of the lesson.

Comparison with traditional commerce
Online commerce provides an additional method for buying or selling.
Traditional sales

In traditional sales, the buyer and/or the salesman is the active party. In one case, the
buyer initiates the purchase by either going to the store to buy or calling on the phone
and making an order. In another situation, the salesman goes to the home or place of
business to make the sale, or he calls on the phone to make the sale.

A third method combines action from both parties. The business' sales department
mails

a catalog or other material, and the customer then makes a purchase from the catalog.
These methods all apply to business-to-person as well as business-to-business sales.

Online commerce

Online commerce adds a new method, similar to a mail order catalog. The business'
sales department posts a Web site with an online catalog. The buyer then selects items
from the online catalog and makes the purchase, either online or by phoning or mail
order.

Although the buyer is really using an online catalog, the metaphor of browsing a store
with a shopping cart of most often used in e-Commerce. This allows the customer to
put items in the shopping cart to hold until checkout or when the purchase is finally
made.
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Advantages and disadvantages of e-Commerce

There are advantages and disadvantages for both the seller and buyer in online
commerce.

Seller

Advantages for the seller include:

Access to worldwide markets

Minimal sales costs

Can compete with larger companies

Can track purchases and use data to recommend other items to the
customer

Disadvantages to the seller include:

e No personal contact
e Expense of getting popular-servers, etc.
e Must get people to know about and visit the site

Buyer

Advantages for the buyer include:
e Can find hard-to-get items from his or her chair
e Reduced cost
e Automated cost-comparison available

Disadvantages for the buyer include:

e Must pay for shipping and wait for delivery
e Cannot see or feel the product before making a decision
e Cannot easily return item or get support

Elements of e-Commerce

Just as in tradition commerce, especially that done by mail order, there are certain
elements required to perform online business. You must:

Promote your Web site presence

Have an online catalog or store

Have the capability to receive payments
Be able to deliver the item

Provide after-the-sale support
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Web site promotion

You need to advertise and promote your business, so that the customers will either
come to your store, read your catalog or view your Web site.

Online catalog or store

You need to have a store or catalog where customers can view and select goods or
services. Customers need to be able to easily get around your catalog to find things.
The customer should be able to easily browse the selection and mark products for
later purchase. They also need to be able to information or see pictures of the items.

Finding items

The Web site should be easy for customers to find what they want. The customer must
know what is in the store, and the products must be organized in a logical manner.
The customer must be able to easily search for what he or she wants without the help
of a sales clerk.

Selecting what to buy

Once the customer finds what he is looking for, he can put the selection in a
"shopping cart" and search for other items. This make it easier for the customer to
purchase multiple

items, as well as to buy things he may not have been looking for.

Just as in a physical store, people often buy things they just happen to see. For
example, stores place some "impulse items™ at the checkout stand.

Purchase

It should be easy for customers to purchase the items they want. You must have a way
to receive online payments, either using credit cards or other means of payment. For
example, business-to-business sales may simply involve a purchase order.

The purchase of the item can be complex, but it should be made as simple as possible
for the customer.

1. The customer must give certain information about himself.
Usually this is name, address and e-mail
2. A mutually acceptable payment method must be chosen.
Credit card or billing information must be gathered.
3. The merchant must process the customer's payment information.
4. Finally, the customer must receive confirmation of the sale.

Security is a concern in credit card purchases and the ability to encrypt transfer of
data.
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Delivery

You must have a good means of fulfilling the order and delivering the material to
customers.

Different means of delivery depends on the type of item purchased.

The product may be access to special information on the Web site, it may be
downloadable software, or it may be items that must be physically delivered to the
customer.

Support

The customer needs a way to voice problems. You also need a customer service
system, consisting of support to handle complaints or returns in the event of problems.

Setting up an online store

You can purchase one of the various ready-made software applications that set up
your online business. The problem there is the lack of ability to customize the
application. You can also have a Web programmer develop such a store in a language
such as Cold Fusion. You may not get as sophisticated site, and it may cost more in
the long run if you start to re-invent the wheel. The best bet is to look at both
possibilities and pick a solution that is in-between.

In conclusion

Online commerce is similar to the mail order business, except that it has potential
for worldwide markets. You must not only promote your Web site, but you must
also make it easy to find, select and purchase the items. Delivery and support issues
are similar to that in mail order.

To set up your own online store, you can either purchase e-Commerce software or
have your capabilities custom programmed.

Mini-quiz to check your understanding
1. How is online commerce similar to traditional sales?

A. Itis like mail order from a catalog
B. It is like telemarketing
C. Both must be done in a store

2. What is a big advantage of e-Commerce to sellers?

A. Don't need to deal with people
B. Sit back and let the money flow in
C. Potential of worldwide sales



290

3. How do most individuals pay for online purchases?

A. Mailing in cash
B. By credit card
C. Using a purchase order
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