Bilingualer Fachunterricht an berufsbildenden Schulen

Unterrichtsmodul
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Berufsfeld:

Fachschule für Technik/Technical College

Beruf:
Staatlich geprüfter Techniker/Technical 
Engineers
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LANGUAGE COMPETENCE THROUGH BILINGUAL TEACHING AT VOCATIONAL COLLEGES ACTION PROGRAMME OF THE EUROPEAN UNION LEONARDO DA VINCI – PROJECT: 
PRORJECT No.: 2002 LA 112 628 BILVOC
Teaching Module
Date of production:

October 2003

Subject:


Technical English at work

Topic:



Dealing with problems

Title:



Problem solving and troubleshooting

Target group:

Students at the Technical College





(all training courses)

Prior knowledge:

basic knowledge of job and company

Level of Language Skills:
Threshold / Vantage ( B1/ B2)

Follows Ups:


Dealing with problems





Making suggestions

Objectives:


Students should know how to react with problems

Benefits:
Students should 

· realise the problems

· find out the reasons for problems

· discuss possible ways to solute problems

· make notes during phone calls

· draft faxes as an answer

Unterrichtsmodul

Datum der Erstellung:

Oktober 2003

Fachbereich:



Technical English at work

Thema der Unterrichtseinheit:
Mit Problemen umgehen

Thema der Unterrichtsreihe:
Problemlösung und Fehlersuche

Zielgruppe:



Studenten der Fachschule für Technik






( alle Fachbereiche )

Vorkenntnisse:


Grundkenntnisse – Beruf und Firma

Niveau der Sprachkenntnisse:
Thereshold/Vantage (B 1/ B2)

Folgende Themen:


Problembewältigung





Vorschläge unterbreiten 

Objectives:
Wie reagiert man in Problemsituationen angemessen

Grobziele:

Die Studenten sollten

- Ursachen für Probleme im Arbeitsprozess  erkennen

- Lösungsvorschläge unterbreiten

- auf Gegenargumente eingehen

- sich auf eine Lösung einigen

- bei einem Telefonat mit Kunden Telefonnotizen

  anfertigen

- ein Fax als Antwort entwerfen

Unit Structure

	time
	content
	activities
	media
	method

	20’ 

5'
	graphs and tables from production

· link the explanations to the questions 

read the sentences as a dialogue
	· students have to look at the graphs and tables

· students find out the reasons for the negative results

- students read the dialogue aloud
	texts

worksheet 1

texts
	reading in groups

reading

	4 min
	Just-in-time delivery
	Presentation of the text
	CD
	listening

	6 min
	understanding-questions

· Name the seven items of the schedule.

· When can the first consignment of the pumps be installed?

· What was agreed nearly a year ago?

· What has delayed construction work?

· Why does Bern mention other contractors?

· Where should the pumps be stored?

· Why is that difficult?

· Why can’t the pumps be stored on the site?

· Explain ‘just-in-time’


	students discuss the questions
	
	speaking

	25 min
	use of and deepening vocabulary
	· students find out which parts of sentences go together

· students find out which expressions complete sentences

· students find the English equivalents for the German expressions


	worksheet 2
	writing

work in groups

work in groups

	10 min
	Making suggestions

· possible solutions

· arguments against
	· teacher presents different possibilities

· students make notes


	transparency

1
	lecture

	45 min
	possible solutions for the problems mentioned in the dialogue
	· students develop own dialogue about the problems (possible solutions/ arguments against))

· students voice their dialogues

· discussion about the solutions

	text from the CD-dialogue
	work in groups of two

speaking

speaking

	30 min
	revision of tenses

· simple present

· simple past

· present progressive
	· students work with the exercises

· check the solution together

	worksheet 3

transparency
	writing

	20 min
	Dealing with problems (background information)
	· students read the background information 

· teacher gives some vocabulary for better understanding

	text

worksheet 4

transparency

2
	reading

	20 min
	Delays and problems
	· students find out the right expression from a list

· students voice their solution and discuss if they are right or wrong

	worksheet 5
	writing in groups

speaking

	20 min
	Take a message
	- students listen to phone calls and make notes
	worksheet 6 and CD
	listening and writing


	60 min
	Draft a fax
	· students draft a fax as an answer (choose one of the two messages)

· students present their faxes

· the other students discuss the solution and correct the mistakes

	transparency
	writing in groups of three

speaking discussion

	20 min
	Crossword “After-sales”
	· students solve the crossword, to deep vocabulary and structures of sentences

· compare together

	worksheet 7

transparency
	writing


Unterrichtsaufbau

	15’

5’


	· Diagramme und Tabellen aus dem Produktionsbereich

· Zuordnen der Erklä-rungen, die die nega-tiven Ergebnisse begründen

· Vortragen der Kurzdialoge


	- St. sehen sich Dia-gramme und Tabellen an

- erkennen mögliche Ursachen und ordnen die Begründung zu

- St. lesen Fragen und dazugehörige Erklärungen vor
	Texte

Arbeitsblatt 1
	GA

dialogischer 

SV



	4’

6’

25’
	Just-in-time deliveries

Verständnisfragen

· einzelne Punkte des Zeitplanes

· Zeitpunkt für erste Installation

· Ursachen für Verspätung

· erster Lösungsvor-schlag

· Gründe für Nicht-durchfürbarkeit

Anwendung und Vertie-fung der neuen Vokabeln
	Präsentation des Textes von CD

St. diskutieren über Fragen zum Dialog

- St. finden die zusammen gehörenden Satzteile

- Erkennen, welche Vokabeln den Lückentext sinnvoll ergänzen

- finden die englische Bezeichnung für die vorgegebenen deutschen Ausdrücke
	CD

Arbeitsblatt 2
	HV

UG

SST

GA

GA

	15’
	Lösungsvorschläge unterbreiten und Gegenargumente formulieren
	- L. präsentiert Möglichkeiten, wie man Lösungsvorschläge unter-breiten und Gegenargu-mente formulieren kann

- St. machen sich Notizen dazu
	Folie 1
	LV

SST

	45’
	Lösungsvorschläge für die im CD- Dialog aufgetre-tenen Probleme
	- St. erarbeiten einen ei-genen Dialog zu den genannten Problemen (Lösungsvorschlag und Gegenargument)

- einzelne Gruppen tragen ihren Dialog vor

- Diskussion über Lösungsvorschläge in der Klasse
	Text zum CD-Dialog
	GA

SV

UG

	30’
	Reaktivieren der Zeitformen

· simple present

· simple past

· present perfect

sowie der Adverbien, die als Signalwörter auftreten
	- St. lösen Aufgaben auf dem Übungsblatt

- gemeinsame Kontrolle
	Arbeitsblatt 3

Folie 
	SST

UG

	20’
	Dealing with problems

background information
	- St. lessen background information

- L. gibt zum besseren Verständnis einige Vokabeln 
	Arbeitsblatt 4

Folie 2
	SST

	20’
	Delays and problems

- passende Fachausdrücke wählen

- Take a message

- Draft a short fax

( als Antwort auf die Telefongespräche, in dem sie mitteilen, was sie unter-nehmen, um die aufgetre-tenen Probleme zu lösen)


	- St. setzen passende Vo-kabeln ein, die sie aus ei-ner vorgegebenen Liste mit Redewendungen aus-wählen können

- St. tragen ihre Ergebnis-se vor und diskutieren da-rüber,  ob die eingesetz-ten Redewendungen pas-sen oder nicht

- St. hören zwei Telefon-gespräche und fertigen dazu Telefonnotizen an

- St. entwerfen ein Ant-wortfax (wählen aus den zwei Gesprächen eines aus, auf das sie reagieren)

- St. präsentieren ihr Fax

- Klasse diskutiert Lösun-gen

- L. verbessert die Fehler
	Arbeitsblatt 5

Tafel

CD

Arbeitsblatt 6

Folie
	GA

UG

HV

SST

GA (3St.)

UG

	20’
	Crossword

After-sales
	- St. lösen das Kreuz-worträtsel, um Satzstruk-turen und Vokabeln zu festigen

- gemeinsames Verglei-chen
	Arbeitsblatt 7

Folie
	SST

UG


Appendix

worksheet 1

Warm-up

Look at the graphs and charts and read what is said about them. Link the Questions ( 1-4) with the answers (A-D).
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1.  Why did the sales of pumps fall so sharply in the first half of the year?

quarterly sales: air-powered pumps

2.
‘ I’m worried about the unit costs of engine blocks, Ben. Look at this graph. Costs

 
were more or less constant but now they’ve shot up. Why?’
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unit costs per  year: engine blocks

3.
‘I don’t like these reject rates, Sally.

4.
‘I’m not happy with the latest com-

   
They are very worrying. Why is Model

 plaints statistics, Brenda. What are

   
CZ-209 producing more than twice as

 we doing about late deliveries? 

   
many reject rates as other models?

  
This could become a problem’.

  
 What’s going wrong?’

	AX-100
	5.1

	AX-200
	3.3

	BZ-209
	4.9

	CZ-209
	10.3


	Complaint
	Number

	late
	13

	incomplete
	4

	wrong
	-


A 
‘It’s material costs, I’m afraid. Aluminium prices were stable until a year ago but now they’ve nearly doubled. But don’t worry – our competitors have got the same problem.’

B 
‘Several big customers bought large amounts for stock last year. When we increased our prices in January they’ve just stopped ordering. I was worried that this would happen.’

C
’We do our best to send goods out on time but this isn’t always possible. What can you do if there is a strike in France, for example.’

D 
‘We had a problem there but we’ve solved it, We had trouble with one of the parts but we’ve changed our supplier. The latest figures are back to normal.’

worksheet 2

Just-in-time deliveries

1 Make sentences by matching  items from A and B.  Read out the sentences.

A 
1 The work schedule says the first piping systems

2 The pumps cannot be 

3 The work schedule was

4 Construction work has been

5 The delays in Leipzig have got 

6 Bernd says the pumps must be 

7 Bernd cannot store the pumps in Leipzig

8 Just-in-time delivery works

B 
a  agreed nearly a year before the meeting.

b  as long as there are no delays.

c  because there is no space.

d  delayed by bad weather.

e  installed before the end of May.

f   nothing to do with AEP.

g  should be in place by 10 February.

h  stored in Oxford for a few month.

2 Complete the sentences with words or expressions below.

access – behind schedule – commissioning – completed – consignment – construction – contractor – delivered – delivery – fitters – installing – pipeline – site – storage – winter

1  AEP’s .…cannot  start ... .the pumps until the end of May.

2  The first .… of pumps should be .… in mid-February.

3  AEP isn’t installing the .… systems. Another .…  is doing that.

4  I’m sorry Harry.  We are already  over three months .…  .…

5  We use a just-in-time .… system so there is no .… capacity in Oxford.

6  The schedule says the ….. of the new pumps will be .… by 6 April.

7  .… work could be delayed even longer if we had a bad .…

8  How can we transport the pumps on to the .… without .… roads?

3 Find the English equivalents of these German expressions or sentences.

1    Absolut ausgeschlossen.

2    Mit uns hat das nichts zu tun.

3    Das stimmt.

4    Das weiß ich, aber leider...

5    Der Winter steht vor der Tür.

6    Es hat sich als unrealistisch erwiesen.

7    Habe ich Sie richtig verstanden?

8   Ja, aber was ist mit der/dem ...?

9    Darüber zu streiten, bringt uns nicht weiter.

10  Wollen sie damit sagen, dass ...

Key

1 The order of exercise B is: 3 – 8 – 7 – 4 – 2 – 5 – 1 – 6 

2 
1  fitters - installing


2  consignment - delivered


3  pipeline – contractor 


4  behind schedule


5  delivery - storage


6  commissioning – completed


7  construction – winter 


8  site – access

3 
1    No way.


2    It’s got nothing to do with us.


3    That’s right.


4    I know that but I’m afraid...


5    Winter is round the corner.


6    It has turned out to be unrealistic.


7    Have I understood / did I understand  you right?

8    Yes, but what about...?

9    Arguing about it won’t help.

10  Are you saying that ...?

Transparency 1

Making suggestions

I suggest that we ...



Ich schlage vor, dass wir...

I think that we should ...


Ich meine, dass wir ... sollten.

In my opinion we should...


Meiner Meinung nach sollten wir ...

Isn’t it possible to ...?



Ist es nicht möglich zu ...?

! about + -ing-form

How about renting/ ...?


Wie wäre es, wenn wir ... mieten/ ...?

What about using ...?



Wie wäre es, wenn wir ... nutzen/ ...?

! with + -ing-Form

What’s wrong with storing/ ...?

Was ist denn daran so falsch, wenn wir ... 







lagern/...?

That’s no good because of the cost / ...
Das taugt nicht wegen der Kosten/ ...

I disagree. I think that solution is too expensive / too complicated / ...

Ich bin anderer Meinung. diese Lösung ist zu teuer/ zu kompliziert / ...

Yes, but have you thought about the extra cost/ ...?

Ja, aber haben Sie an die Extrakosten/ ... gedacht?

You may be right, but don’t forget about the cost/ the shortage of secure storage/ ..

Sie könnten Recht haben, aber vergessen Sie die Kosten/ den Mangel an sicherer Lagerung/... nicht.

worksheet 3

The tenses – simple present, simple past, present progressive

1 The adverbs in the box are “ signal words”  for the tenses. First make a three-

    column table and then put the adverbs from the box into the correct columns.

always


never



yesterday




normally


every day


for two years

last week


 seldom

 so far today


just


in 1998
often


since July

this week

in the past 


the day before
       three months ago

yet

2 a) 
simple present or present perfect?

1   AEP ... ( export) over 60% of its production every year.

2   - ... ( you know) where Sally is? I ... ( want) her to help me.

· Sorry. I ... ( not see) her since the morning.

      3   Harry (just go) home. He always ... ( leave) the office early on Fridays.

      4   Uli ... ( live) in England for nearly six month now. He ... ( like ) it there a lot.

      5 ... ( you/type) the minutes yet, Wendy? Tony ... ( ask) about them twice

           today.

     b) simple past or present perfect?

     1    We ... ( get) over 80 answers to our job ad in Germany last month.

     2    Bernd ... ( not visit) Oxford for month but he ... ( come) to the meeting in 

           Berlin last week.

     3   AEP ... ( start) in Birmingham over 100 years ago. It ... ( move) to Oxford   

          in 1940.

     4   The new pumps ... ( arrive) yesterday but we ...(not inspect) them yet.

     5   ... ( you/ read) Bernd’s fax yet? It’s good news. He says they ... 

              (complete) the access roads in Leipzig last weekend.

Key

1 
simple present

simple past


present perfect


always



in the past


yet


every day


in 1998


for two years


never



yesterday


just


often



last week


since July


normally


three months ago

so far today


seldom


the day before

            this week

2a) 
1  exports


2  Do you know - want


     haven’t seen


3   has just gone - leaves



4   has lived - likes


5   Have you typed – has asked

b) 1   got

2   hasn’t visited- came

3   started- moved

4   arrived- haven’t inspected

5   Have you read - completed

worksheet 4

Dealing with problems

Key

A regular supplier, particularly if they are your sole supplier, will probably be someone whose goodwill you depend on. There may be several reasons for this:

· you may be getting a good discount from them

· you may be getting favourable terms of payment

· you may be getting extended credit from them

· they will be ready to help you with an urgent order at short notice

· they may be working closely with you to tailor their products to your specifications

· they may be able to offer you technical advice and support whenever you need it

· you know that you can rely on them to deliver goods of the quality you require

· you know that they will deliver your orders on time

A new supplier may not be able to work with you so well and may even let you down on delivery dates – even if their prices are low and they’re keen to make a good impression and get further orders from you.

Delivery

Goods may be shipped by air, sea, rail or road. Carriage and insurance may be:

· the supplier’s responsibility – for example, with a CIF ( Cost, Insurance and Freight) contract, the price paid by the buyer includes shipment and insurance of the goods to an agreed point of delivery in the buyer’s country.

· the buyer’s responsibility – for example, With an “ex-works” or “ex-warehouse” contract, the buyer will arrange for the goods to be collected from the supplier’s premises.

· or the responsibility may be shared – for example, with an “FOB” (Free on Board) contract, the supplier is responsible for the goods up to the time they have been loaded on a ship, after which the buyer takes responsibility.

Goods are always insured in transit, through an insurance company or insurance brokers. Claims for damage or loss may be made if the goods have been damaged, lost or interfered with in transit. When a consignment is received, it is examined and the delivery note is signed to confirm that the goods have been received and that they are undamaged. However, damage and errors are often noticed later, when the container or package is unpacked and rechecked.

Problems may be due to mistakes made by the suppliers: these can be corrected by offering the dissatisfied customer a replacement, a refund or a credit note ( to be used when paying for the next order).

After-sales

A buyer’s contract with a supplier often includes installation of equipment by qualified personnel, regular servicing for a limited period after delivery and having service person to call at 24 hours’ notice to fix breakdowns, etc

Once the goods or the service have been paid for, the customer may be in a weak position because they can’t refuse to pay for the goods now. Usually after-sales service is provided willingly and without argument, because it is an important aspect of marketing strategy. A company that refuses to provide good service is going to get a bad reputation, which will affect all its sales in the future. But some customers are “professional complainers” and suppliers often have special ways of dealing with such people. Valid complaints receive more sympathetic attention.

worksheet 5

Delays and problems

1
Fill in the gaps with suitable words from the list below.

boycotts – cash against documents – Chamber of Commerce – circumstances – claim – compensate – documents against payment – expired – load – major – merchandise – minor – modification – quotas – rebate – refund – reject – storage -. transit – truck/lorry - void

1 If any merchandise is faulty the buyer can ... it and demand a ...

2 If the goods are damaged in ... , the supplier may have to ... the clients. If so,

   they can make an insurance ... to recover these costs.

3 The consignment will be sent by ... on a RoRo ferry. If there is any damage to

   the ... , we will offer you a ... on your next order.

4 Our own technician can carry out ... repairs or adjustments. But call the supp-  

   lier’s service engineer if a ... repair or ... is required.

5 The guarantee ... last year and, unfortunately, our service contract was not re-

   newed and is now ...

6 Due to unforeseen ... , we couldn’t clear the goods through customs, so we paid

   a ... charge while they were held in a bonded warehouse.

7 Exporters have to know about trade restrictions, such as federal or governmental 

    ... and ...

8 They also have to know the meaning of the terms like CAD (...) and d/p ( ...) . 

   The local ... can provide useful advice to the exporters.

Key

1 ... – reject – refund

2 transit – compensate – claim

3 truck/lorry – load – rebate

4 minor – major – modification

5 expired – void

6 circumstances – storage

7 boycotts – quotas

8 cash against documents – documents against payment – Chamber of 

   Commerce

worksheet 6

Take a message
Listen to the two recorded telephone messages. Fill in the gaps as you listen. You’ll probably need to hear the messages more than once.

1 Call from ................. Morand, ........................... S.A. Bordeaux. 

Both AR 707s running for 6 weeks now. Did usual routine tests before installing them in labs but now one unit is ......................................................... 

Makes a loud harsh ............................. noise, as if drive motor is ... or one of the heads touching .......................................... Happens ........................ times a day.

After .................... noise stopped and .................................... normal.

Question: Is this fault they should ...........................................?

If it is a problem that needs fixing they can ................................................ Please confirm that this will be ................................... and they can have .......................

................................ immediately.

Or they have unit examined by a local ..................... - ..............................................

Call him ......................... tomorrow am on ................................................

2 Call from ............................................ , ........................ Electronics, Toledo, Ohio.

Re: upgrade of 4x .......................... Drives with new hardware options.

He understood we would ship them at .........................................., then they would upgrade for .................. per unit, then they would ship them back to us at ...............

...........................

This arrangement was ........................... in our fax to them of .............................

Problems: 1 They’ve only received ...............................

                 2 We’ve ..................... their agents here for air freight and ......................

Proposal: They will upgrade drive number ................................ and ........................ us for air freight and insurance. Please .....................................................................

Question: Were the other 3 drives sent at the same time?

If so, maybe ..........................................

If not, .......................................................... at our expense.

Call him tomorrow .................................. their time ( ....................................... ) or send a fax ( .............................................).

N.B. If they don’t hear from us, they’ll ..................................... they’ve received and ......................................................... for the upgrade!

Key

1 Call from Henry... Morand, TRANSOCEAN S.A. Bordeaux. 

Both AR 707s running for 6 weeks now. Did usual routine tests before installing them in labs but now one unit is rather noisier than the other.

Makes a loud harsh vibrating noise, as if drive motor is unbalanced or one of the heads touching side of the case. Happens 2 or 3 times a day.

After 30 secs. noise stopped and readings normal.

Question: Is this fault they should worry about?

If it is a problem that needs fixing they can send units back. Please confirm that this will be at our expense and they can have replacement unit immediately.

Or they have unit examined by a local expert – again at our expense.

Call him at home tomorrow am on 56 52 60044.

2 Call from Byron Santini , Sunrise Electronics, Toledo, Ohio.

Re: upgrade of 4x Sunrise 3 Drives with new hardware options.

He understood we would ship them at our expense, then they would upgrade for $ 250 per unit, then they would ship them back to us at their expense.

This arrangement was confirmed in our fax to them of July 7th.

Problems: 1 They’ve only received one drive.


       2 We’ve charged their agents here for air freight and insurance.

Proposal: They will upgrade drive number R 929 0004 and charge us for air freight and insurance. Please confirm if this is acceptable.

Question: Were the other 3 drives sent at the same time?

If so, maybe lost in transit.

If not, please send right away at our expense.

Call him tomorrow before 6 their time ( 419 897 4567 ) or send a fax ( 419 897 0982 ).

N.B. If they don’t hear from us, they’ll hold the one drive they’ve received and withdraw the special price of $ 250 for the upgrade!

worksheet 7

After-sales ( Crossword)
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Add the missing words to the crossword.

1 This is not a serious problem, it’s only a ... fault. ( gering)

2 We are rejecting the goods because we consider the quality to be ...

  ( minderwertig)

3 If you have suffered any loss, we will of course ... you for this. ( entschädigen)

4 We intend to ... for the additional expenses we have incurred. ( Forderung)

5 You don’t need a qualified electrician to ... a computer printer ( installieren)

6 A number of problems have ... since we bought the machine. ( auftreten)

7 The delay is due to a ... of qualified staff. ( Knappheit) 

8 As explained in our catalogue, this programme carries a 90-day... ( Garantie)

9 As explained in our catalogue, this programme carries a 3-month ... (Garantie)

10 The engineer is on call 24 hours a day if there is an ... ( Notfall)

11 There is a lack of ... for such an old machine. (Ersatzteil)

12 We must have a computer system that works well, ... of the cost. ( ohne 

     Rücksicht)

13 Their service department is responsible for ... the machine. (Wartung)

14 The service contract ... all repairs to the equipment. (abdecken)

15 Any ... that is faulty will be returned to the supplier. (Waren)

16 Please ... these faulty items.(reparieren oder ersetzen)

Key

1 minor

2 inferior 

3 compensate

4 claim 

5 install

6 arisen

7 shortage 

8 warranty

9 guaranty

10 emergency

11 spare parts

12 regardless

13 maintaining

14 covers

15 merchandise

16 repair or replace

transparency 2

Vocabulary

Problem solving and troubleshooting – word list

access



- Zugang, Zugriff

amount


- Menge

apologise


- sich entschuldigen

argue



- sich streiten

ask for explanations

- um Aufklärung bitten

bad workmanship

- schlechte Verarbeitung

be delayed/ held up

- verzögert werden

checking


- Durchsicht, Überprüfung

circumstances 

- Umstände

claim for compensation
- Schadensersatzforderung

commitment


- Zusicherung, Versprechen, Ver-





  pflichtung

compensation


- Ausgleich, Erstattung

complaint


- Beschwerde

complete the investigation
- Untersuchung abschließen

consignment


- Sendung, Lieferung

constant


- gleichbleibend, konstant

contractual obligations
- vertragliche Verpflichtung

current



- gegenwärtig, aktuell

defective


- fehlerhaft, schadhaft

delay (in delivery)

- (Liefer-)Verzögerung

deterioration


- Verderb

discrepancy


- Differenz, Unterschied,





  Unstimmigkeit, Abweichung

draft agreement

- Vertragsentwurf

engine block


- Motorblock

escape s.o.’s notice

- jmds. Aufmerksamkeit entgehen

extension time


- Fristverlängerung

figure



- Zahl

finish



- Oberfläche(nbeschaffenheit)

forwarding agent

- Spediteur

graph



- graphische Darstellung

holding store


- Zwischenlager

impossible


- unmöglich

inconvenience


- Unannehmlichkeit, Ärger

increase


- anwachsen

inherent vice


- verdeckter Mangel

keep to sth.


- etwas einhalten

knock-on-changes

- Folgeänderung

late arrival


- verspätete Ankunft

latest



- neueste(r,s)

leakage


- Lecken, Schwund

loss incurred


- entstandener Verlust

meet s.o.’s approval

- jmds. Zustimmung finden

misrepresentation

- falsche Darstellung, falsche Angaben

mistake, fault, defect

- Fehler, Mangel

more notice


- frühzeitigere Mitteilung

non-delivery


- Nichtlieferung

offer an excuse

- eine Entschuldigung anführen

on time


- pünktlich

overcharge


- zu viel berechneter Betrag

procedure


- Verfahren

rate



- Rate

realistic


- realistisch

replacement


- Ersatz, Ersatzstück

schedule


- Zeitplan

seconds


- zweite Wahl

shift



- Schicht

shortage


- Knappheit

shortshipped


- zu wenig geliefert

solve



- lösen

stable



- stabil

start inquiries


- Untersuchungen einleiten

stock



- Warenbestand

store



- lagern

suggest


- vorschlagen

supplier


- Lieferant

transport


- transportieren

troubleshooting

- Fehlersuche

turn out


- sich herausstellen

undercharge


- zu wenig berechneter Betrag

undershipped


- zu wenig geliefert

unit cost


- Kosten pro Einheit

unsuitable


- ungeeignet

use-by-date


- Verfallsdatum

worried


- beunruhigt

Tapescripts

1 Just-in-time deliveries

(Introduction – transparency 1
In this dialogue Bernd Herzog is giving a progress report on the Leipzig project. Things aren’t going very well. AEP’s fitters cannot start installing the first consignment of pumps on the planned date. This is because construction work on the pipelines and piping systems is already over three month behind schedule.

LEIPZIG PROJECT

Work schedule: First consignment

1
First phase, pipelines/piping systems in place
10 February 20..

2
Delivery, first consignment, Leipzig


16 February 20..

3
Delivery inspection complete



18 February 20..

4
Installation complete




22 March 20..

5
Testing procedures complete



28 March 20..

6
Commission complete



06 April 20..

7
second phase, pipelines /piping systems in place
17 April 20..

)

HARRY
Wait a minute, Bernd. Have I understood you correctly? Are you saying that the first consignment of pumps can’t be installed before the end of May?

BERND
That’s right, Harry. Installation work certainly can’t be started before then.

HARRY
Yes, but what about the work schedule? It says the first pumps should be delivered in mid-February. This was agreed nearly a year ago, Bernd.

BERND
I know that, Harry, but I’m afraid we can’t keep to that schedule. It has turned 


out to be completely unrealistic. Construction work has already been delayed


by bad weather and winter is just round the corner. I’m sorry, but a lot of time has been lost by other contractors. It’s got nothing to do with us. Some pipe-lines have still not been put in place –and the pumping equipment can’t be fitted until they have.

HARRY
Yes, but what do you suggest we do, Bernd?

BERND
 There is only one answer, Harry. The pumps must be stored here in Oxford for a few month.

HARRY
No way. We have a just-in-time delivery system, you remember? We just haven’t got the storage capacity in Oxford. I understand your problems, Bernd, but you must store the pumps on site until they are needed.

BERND
That’s impossible, Harry. Have you seen the site? There is no space there. Some access roads are still being built. We have a just-in-time system, too. Equipment is installed immediately after it has been delivered.

HARRY
That’s the problem with this ‘just-in-time’ business. It’s fine as long as there are no delays. Still, arguing about it won’t help. What’s the answer? Any suggestions?

1 MR Morand: 

This is Henry Morand (HENRY MORAND) from Transocéan S.A. (TRANSOCEAN) in

Bordeaux. You sent us two of your AR 707s by air freight, which arrived safely last month. 

We’ve had both units running for six weeks now. 

Now, we did the usual tests on them before installing them in our laboratories but now that we have them both in use, we’ve found that one of them seems to be rather noisier than the other. Every so often one of the units seems to make a very loud sort of harsh vibrating noise, as if the drive motor is unbalanced or one of the heads is touching the side of the case. This happens for no apparent reason two or three times a day, and it always happens with the same unit. The first time it happened we were terrified because we thought the whole unit was about to blow up! But after about half a minute the noise stopped and readings were normal. Now we don’t really want to take the unit out of service, as the performance of the unit seems to be unaffected and we can’t really do without it now.

So what we’d like to know is this: is this a fault that we should worry about or not? If it is a problem that needs fixing ( and I assume you would know this from your after-sales reports on other units) we can send the unit back to you, but if we do I’d like you to confirm that this will be at your expense and that we can have a replacement unit immediately. The alternative is for us to have the unit examined by a local expert – again at your expense.

So can you let us know which of these alternatives you recommend? If you can call me at home tomorrow morning, please, I’d be very grateful. The number is 56 (that’s the area code) 52 60 44. All right?

2 Mr Santini:

This is Byron Santini (BYRON SANTINI) calling from Sunrise Electronics of Toledo, Ohio. As you know, we arrange to upgrade four of your Sunrise 3 Drives to incorporate the new hardware options and my understanding was that you would ship these to us at your expense and that we would then carry out the upgrades here for the nominal charge of $250 per unit and ship them back to you at our expense. You confirmed this arrangement in you fax to us of July 7. Now the problem is that we’ve received only one of the drives and , according to the documentation, our agents in your country have been charged for the air freight and insurance!

What we propose is that we carry out the upgrade on this drive (its serial number is

 R 929 000 4) and we will charge you for air freight and insurance from us to you. Can you confirm that this is acceptable?

I’d also like to know: did you send the other three drives at the same time? If so, they may have got lost in transit if they haven’t arrived yet. If you haven’t, then please send them right away but at your expense, in accordance with our original agreement.

Can you call me in my office tomorrow before 6 pm our time ( the number is 419 897 4567 ) or send is a fax ( the number is 419 897 0982 ) to let us know how you wish to proceed? If you don’t get in touch, we will hold the one drive we have received until we hear from you and we will withdraw our special price of $250 for the upgrade. So the ball’s in your court, my friend. OK?

Sources:

· “Technical English at work” – Lehrbuch für die Fachschule für Technik

 Cornelsen & Oxford

· Kassette “ Technical English at work”

· Leo Jones, Richard Alexander 

“New International Business English”

 Cambridge University Press

Ernst Klett Verlag

· Kassette “ New International Business English”
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