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Stellar Business English Program : Basic Course

Case 2: Welcoming Customers




Vocabulary Welcoming Customers

Instructions

A. Understand the meaning of the words and expressions.
B. Your instructor will provide example sentences using each word.
C. You will then make your own sentences by utilizing the words and expressions.

Words and Expressions

Purchasing representative CEEEYE Likewise (@E#klc. TB5Z%F
Figure out BT S BRI B Rightacrossfrom ~0O5 &5 S EHEH LI
Delighted :EAT

Demonstrate the whole flow @ =/ DN Z==2HT 4

Assuming ~THBERELT

In person ((KETHEL)BEAT. TAD

Express your gratitude
See off / Send off

See out

Show you around
Character

Different order

: BEDRHHDTFHEEZRRT S
(RiES
(ZBETRIES.
RETES. £EATS
(. BIZAY. AR
(BLBIERF

BhYETR(EI)S

Rearrange BEREEJTS. BHEKRTS
Thanks to popularity TARDEMNMFT

Look forward to (R LHAICLTWS
Finalized EREES. BTEES
Build a better relationship KWRVEFEZIBET S

Chapter 1 : Social and Business Customs



Case 2 Welcoming Customers

The instructor will choose who reads the following premises and welcoming procedure.

Premises

You will be welcoming foreign guests, showing them around, and seeing them off.
And then you will learn from the example and demonstrate the whole flow of welcom-
ing customers.

Welcoming Procedure

Welcoming Guests

Tell them “Thank you for coming”and show that you're happy to welcome them.
+ If the guests have to wait, let them know how long they will have to wait.

Showing Them Around

If the guests had to wait, tell them “Thank you for waiting.”

If you've only communicated with them by email or over the phone (For example; cus-
tomers from overseas), let them know you're delighted to meet them in person.

Seeing Them Off

« Again, express your gratitude for their visit. It would be good to tell them “I'll see you-
out”when you are to see the customers off.

« This situation is called a“send off”. When they're leaving, tell them “have a safe flight”
or“have a good day.”

ﬁ Chapter 1 : Social and Business Customs



Practice Welcoming Customers

Now Let’s practice welcoming guests! The instructor will choose who reads Work Alone.

1. Work Alone

Each of you will do the following on your own. Read the “Situation” and “Characters”,
and understand the details.

Situation

H Inc. produces and sells Japanese sake. Thanks to the popularity of Japanese food,
sales are growing overseas.

Today, a purchasing representative from an American restaurant chain called K hold-
ing is to come to H Inc. Please welcome, show around, and send your guest off.

Characters

Hinc. The person in charge: Kana

H inc. Kana's boss: Taku

K holdings purchasing representative: Patrick

Welcome, show around, and show off are all in different orders.
Rearrange them in the correct order.

Chapter 1 : Social and Business Customs ﬁ



Practice Welcoming Customers

2. Exercise

Now each of you, please choose the right words from the selection of sentences (A
through F) and complete the dialogue by filling 1 through 6.

Welcoming Guests

Kana: 1.

Kana: 2.

Patrick: Thank you.

Show them around

Kana: 3.

Taku: 4.

Patrick: Likewise. |'m glad to finally meet you.

Seeing them off

Taku: 5.

Taku: 6.

ﬁ Chapter 1 : Social and Business Customs



Practice Welcoming Customers

Selections of Sentences

A: Thank you again for coming today. I'll see you out, so please follow me.
B: It's a great pleasure to finally meet you in person.

C: Welcome to H inc. We've been looking forward to your visit.

D: I'll see you off here. Please have a safe flight back to San Francisco.

E: Thank you for waiting. Let me take you to the conference room.
Please follow me.

F: I'll let Taku know that you're here. He will be with you shortly. Could you
please have a seat and wait for a moment?

3. Pair Work

«  Getin groups of two.
« Discuss and correct the rearranged sentences.

«  Decide with your partner to become either the welcomer or the guest, role play the
finalized dialogue.

Chapter 1 : Social and Business Customs ﬁ



Workshop Welcoming Customers

Explain to your customer the directions to your office

One more exercise!
Once again, the instructor will assign someone to read the workshop process.

« The phone rings, and the guests say they are lost and can't figure out how to get
to the office.

« Using the map, guide your guests by asking them which building they can see and
which street they are on.

Book QIO @ m
Store Drag
Store
Queen’s Road Queen’s Road
g g g
@ g @
T ® Flower JRFR Post
o S Shop & Office
3 3 <
King's Road King’s Road

)

Your Company

ﬁ Chapter 1 : Social and Business Customs



Role Play Welcoming Customers

Dialogue

Please get in pairs and role play the following Dialogue. Assuming the guest got lost at location #2.

Guest: Sorry | think I'm lost.
Welcomer:  What can you see from your location? Also tell me the road you're on.
Guest: | can see a park on my left, I'm on Apple Street.

Welcomer: Ok, Go straight on Apple street with the park on your left.
There should be a flower shop on the next block. Can you see it?

Guest: Yes, | can see it.
Welcomer:  Great! Our office is right across the street from that flower shop.

Guest: Okay, thank you. I'll be there in five minutes.

Practice

Let’s make a paragraph to explain directions to your customer.

Process

+ Remain in the same pair.

« One person is the guest and the other person is the welcomer.

« The guest will choose one of the locations marked 1, 2, and 3 on the map.
+ The guest will tell the welcomer that you are lost.

«  The welcomer will ask questions about what you can see from your location
and what street you are on and tell the guests the way to get to the office.

«  One person from each group will present their dialogue about giving directions to the

instructor.
Chapter 1 : Social and Business Customs ﬁ




Feedback & Correction Welcoming Customers

The instructor will give you feedback on pronunciation, and use of grammar and phrasing.

ﬁ Chapter 1 : Social and Business Customs



Homework Welcoming Customers

1. Key Vocabulary Review

Take the following actions prior to the next session.

A. Understand the meaning of the words and expressions.
B. Make your own sentences by utilizing the words and expressions.

Purchasing representative (EEELE Likewise (BE#klc. TB52%
Figure out EET S, BRI B Rightacrossfrom :~MO5 &5 FEEHLIC
Delighted :EAT

Demonstrate the whole flow @ =/ DN Z=5HT 5

Assuming :~THBERELT

In person ((KETHEL)BENT. TAD

Express your gratitude BEEORHOKFEEEERERT S

See off / Send off tRiXS

See out (ZBFETRES. BDYETR(EI)S

Show you around RETES. £ENTS

Character (R BHAY.

Different order (RGBIERF

Rearrange BEETS. BHEHRTS

Thanks to popularity T ARDEMNITFT

Look forward to (ELATLTWS

Finalized IEREES. BTEED

Build a better relationship KU RWVWBEIEEEET S

2. Make sure to come prepared for the next case.

How to prepare:
Understand all the vocabulary

Check the topic for the case.
Understand the case.

Chapter 1 : Social and Business Customs ﬁ



Japanese Appendix Stellar Business English : Basic Course

— R E Y R 2 &AL
Case 2 : BEFEEZMZ S

Premises
NEANDREZRZRBPZL,. CERN. FUTRERICEBRZEDZT D,
KB IHD—EDRNNTESLSICHNSRZVOERERLUTWIEEET,

Welcoming Procedure

<HKBZT5>

TR TEBHBULKIEEVWK U A BEFREZHD I 2L B Z A EL LD,
BEREZEF/LEITIEEE. ENKOVWEFEW N EEGEIZLSICLELLD,

<SCERNIT B>

CRERICBFEVWLLWRBICIE. BFBEWLELIE—EERZ S,

SENDBBIFRE.BEPA—ILTOPDEDDHTESIIENTELRD STZADGZAE.
BEESZIEICDVWTEATWSIEEEZFLLD,

<BERZENITZ>

REBICHDTHEDHBILZEZIDERWTLLD, TBRHOFTSRALET I
I'll see you out &RIBLET,

-RBICREDIRNTIE send off EWSREAEDONE T, FINERICIE. have a safe flight
© have a good day REDEEEZRADERVWTLEL D,

Practice

<>

HAHEZ &S, k559 HEIEBEATOREABR T —LAICED GEATORGEZHIELTVWEI . SHIFTZXVADLA N
SUF =YK DBEEUENERDIHHILITHKEULET,

BEKOBLPZECERNZ L. RRBICBRZEDZ LTSI,

<EHZA\>

Htt #E243& Kana

H+t 18480 R (Kana® 7)) : Taku
Kt BBEIE%E Patrick

WA CERNBREDOEIRRTEDONZ LY TV ADNSINSICHRS>TOWEITD T,
FUWBRICHOEZTLIEE W,

IEf&:1.C/2E/3F/4B/5A /6D

Practice

Workshop (Explain to your customer the directions to your office)
BEERDSBENDD > TECATAADBIANDDSBVNERWELEDHD XU .

WHZSE (L BEEROGADSADHERN R A DD EOARN —NNIBEEIDNEERL LA TAAAD
TEHFZREALTLIES,

)~
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Stellar Business English Program : Intermediate Course

/3 N N Nl of Presentotion

Case 1: Describing Tables and Charts
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Vocabulary Describing Tables and Charts

Instructions

A. Understand the meaning of the words and expressions.
B. Your instructor will provide example sentences using each word.
C. You will then make your own sentences by utilizing the words and expressions.

Words and Expressions

Table 1R Drastically (EURMIIC. BUMIoT
Line graph ThgRI =7 Dramatically ]

Vertical bar chart (#ETZT Sharply (Hi<. Al

Horizontal bar chart KFEET ST Rapidly EEB L. BURIC
Vertical axis, Y-axis : it Steadily (ERIC

Horizontal axis, X-axis  : [&#H Gradually &Ll

Pie chart AI>7 Constantly HEZY. LeaobBwS
Doughnut chart : F=FYVIKDH > 7 Flattened : EiBIckE D

Solid line 1SR4 Pick up ERT B HBWETFS
Dotted line AR Year afteryear 4D

Bold line N Of note (REBRT BICEVLT S
Thin line AR Annum =3

Growth rate CRRE

Sluggish o - N 79

Year to year FESD

Slow down DEIET S

Thereafter S

Chapter 3 : Method of Presentation I I



Describing Tables and Charts

The instructor will choose who reads the following premises.

Premises

You will learn how to explain tables and charts which are used frequently in
presentations. You will also learn the vocabulary and phrases used for explaining
various kinds of charts and tables and present to class.

Example - How to Explain Tables and Charts

The instructor will show an example of how to explain a table below.
After that you will have a turn to explain the table.

A. Explaining a Table
S Corp Sales Growth Rate (% per annum)
Country 2017 2018 2019
Japan 1.5 1.7 1.9
China 3.1 3.3 3.0
Australia 1.5 2.5 3.3

« Introduce key points of the table

This table shows year to year S Corp sales growth rate by country.

« Things to be focused and explained in detail.

1) First thing to mention is that Japan has had a steady increase in growth rate
for the last three years.

2) While the growth in China has stayed around 3% year after year.

3) Also of note is that the growth rate in Australia has increased to 3.3% in 2019.

Chapter 3 : Method of Presentation



Describing Tables and Charts

B. Explaining a Chart

The instructor will show an example of how to explain a chart below.
After that you will have a turn to explain the chart.

Year to Year Products Sales

ms R1 == Galaxy == Advance

400

200

100 x

2017 2017.5 2018 2018.5 2019

« Introduce key points of the chart

This chart indicates the sales trend of products by year.

« Things to be focused and explained in detail.
1. The vertical axis is sales amount and the horizontal axis is year.
2. R1 sales have started to increase since 2018.

3. Advance has the largest sales volume yet growth rate has slowed down
since 2018.

4. Galaxy made a steep decline in 2018 and remains sluggish thereafter.

Your turn

In the same group each person will explain the S Corp Sales Growth and
Year to Year Product sales chart in turns.

Chapter 3 : Method of Presentation I I




Practice Describing Tables and Charts

Please explain the charts on your own.

1. Each person will choose a chart from below.
2. Fill'in the template about your selected chart.

3. Please explain the chart you chose to all participants. You can skim through the
template while presenting.

Template

Introduce key points of the chart.
Things to be focused and explained in detail.

1.

Chart 1

The penetration rate for use of mobile phone

February 2019 :85.1%

90.0%
80.0%
70.0%
60.0%
50.0%
40.0%
30.0%
20.0%
10.0%

0.0%

February 2019:11.3%

2
2
3
3
3
3
4
4
4
4
5
5
5
5
6
6
6
6
7
7
7
7
8
8
8
8
9

— = — = = — — - — — — —_ —_ —_ —_ —_ — — o — — o = — —

O O O O O O O O O O O O O O O O O O O O O O O © © © O
AN AN AN AN AN AN AN AN AN AN AN AN AN AN AN AN AN AN AN AN AN AN AN NN AN
S0 5 58305835305 5835305 836065835605 836¢%
T O S TO AR <CTO S TO S TO S ™TTO A< ™ O A
— Feature phone users —— Smart phone users —— Non-mobile phone users

Chapter 3 : Method of Presentation



Practice Describing Tables and Charts

Chart 2

Billion US$ GDP Growth Rate for Japan, USA, China and Germany
18,000
16,000
14,000
12,000
10,000 L
8,000
6,000
4,000
2,000 ’—’—’_‘_//_—-f""
] + D R - A Oy & Sy v ”, & ~ A 5 O ;
= & &P .@’Eﬁ'\ \Sﬁ ..3-* o5 \‘?" & i j:_*F—‘“ & ﬁhcﬁhu S S D &P & ,lc?"\,-:.“ B8 >
= Japan - USA ~—— China Germany

Chart 3

Rate of Utilization for Various SNS Tools
Rate of utiliztaion
100%
S0% -
60%
40% 1 180.8%
20% 428% 35 8% 34 0%
: 2N 3 4% 7.1%
O% e = g : % =
LINE Twitter Imstagram “YouTube Facebook Skype TikTok
Researched sample: 4,022 people

Chapter 3 : Method of Presentation ' I



Feedback & Correction Describing Tables and Charts

The instructor will give you feedback on pronunciation, and use of grammar and phrasing.

ﬁ Chapter 3 : Method of Presentation



Homework Describing Tables and Charts

1. Key Vocabulary Review
Take the following actions prior to the next session.

A. Understand the meaning of the words and expressions.
B. Make your own sentences by utilizing the words and expressions.

Table S Drastically EURRIIC. BT
Line graph HNET ST Dramatically (BIRIC

Vertical bar chart (#HOETZ7 Sharply (8. 2l

Horizontal bar chart KFEET ST Rapidly ERBLL BUEIC
Vertical axis, Y-axis i Steadily (EHRIC

Horizontal axis, X-axis & Gradually H&IT

Pie chart B> 7 Constantly 29 LeoBwS
Doughnut chart : F—7YIKDMH 5 > 7 Flattened (EBIcEB

Solid line (SRR Pick up ERTB. BWEITFS
Dotted line T EAR Year afteryear :F 4D

Bold line t K& Of note (R BICEVT S
Thin line DHRAR Annum F

Growth rate THRRE

Sluggish CAERL (R

Year to year EEBD

Slow down DRIEY B

Thereafter tZENLR

2. Make sure to come prepared for the next case.
How to prepare:
« Understand all the vocabulary

« Check the topic for the case.
+ Understand the case.

Chapter 3 : Method of Presentation ' I



Japanese Appendix Stellar Business English

: Intermediate Course

TLEVT—avDFE
Case 1 RV 7AW TOHRRK

Premises

TLEYT =23y L ESRET FT7DHRAZEETITVET,

BRI 7 DHRAEAEEFEDNDEBPRIREZ O ERICREKRZLET,
Example - How to Explain Tables and Charts

A. RDERER

REZRET 5!
ZORIFZ.SHOEEZERVESEDIRFGED FEREZRULTVWET,

FERBHAINER:

1) &9, BACIRBEIFH AREEEEICENT L TN BENSTETT,

2)— A . FETOBRIFELAHNIWBICEET>TVET,

) F e A—RNTUTZ TORREN2019FIC3.3%ICIBINLIcCEHEBICELE T,

B. 7’57 D3A

FEZRET 5!
DTSR EEDRBOIRFEERZRULTWET,

FERFRAINER:

1) fitdh(E5E LS. HEEEFE T,
2)RTDFE EIF201 8FELFIEMUIRHTNET,

3)AdvanceJZ R DERFTEE TIH . REKIZ2018FE LU EFELTWET,

4)Galaxyl32018FICREEBAZ R U ZDRBEEXLTVET,
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Stellar Business English Program

\ 1 ’ Expanding the Domestic
Sales of a New Product
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VOca bLI Ia I‘y Expanding the Domestic Sales of a New Product

Instructions

A. Understand the meaning of the words and expressions.
B. Your instructor will provide some example sentences using each word.

C. You will then make your own sentences by utilizing the words and expressions.

‘Words and Expressions

expanding the domestic sales of a new product : characteristics : =72

TSmO ERARFEILA
you will be presented with : =75 |CIRRENET,

sales tactics : 970 4&/81iT

surething : 755 C 9
target share : HiZ 553

by leveraging talking points : 55D/~~~ ZFHLT

o o . I:II ‘%:
creativity : 55577 tradein : FEXY

electric vehicle : E5EENE
obstacle of sales : 7z D[EZ=

the specifics and competitive differentiation :

B LA L (DRI rentingout : 5L

The time it takes to charge : 725 | CHM) BB equivalent : [F<50)

charging stations : 7SS refrain from.... : . AP0 5

R&D department : FZCRAFER countermeasure : S5

ﬁ Chapter 1 : Business Meeting



Ca Se St“dy Expanding the Domestic Sales of a New Product

Premises

R Corp. is debating on how to expand the domestic sales of their new electric
car the “R1”. You will be presented with 2 sales tactics as conclusions. Please
debate/brainstorm ideas and come up with 2 solutions. (This is a case

study. Please discuss creativity using your opinions).

Market Information Regarding the R1 Electric Vehicle.

1. The specifics and competitive differentiation:

A) While fully charged, the R1 can travel 10% further than the
other competitors.

B) The time it takes to charge is 5% less than its competitors.

C) The look is sporty, but is also has a family-friendly SUV style.

2. Target Segment: Age range from 20s-40s and families.
3. Price: 10% less than it's competitors.

4. The target market share in equivalent with electric vehicles is 10-15%.

~ Main Goals ~

A) Advertising the key differences between the R1 model and the competitors
model is successful. Sales towards families increase and the R1’s market
share reaches 10%.

B) Because charging stations are not widely available yet, the company will
promote plug-in EVs so that customers are able to charge their vehicle at home.

Chapter 1 : Business Meeting ﬁ



Dla Iog ue Expanding the Domestic Sales of a New Product

Process

Get in groups of 3 and role play a meeting. Choose the role of either
Tom, Steve, or Dean within the group.

4 I
Tom - Chairperson

Role Play: m Steve - R&D
! Dean - Marketing

Tom: Let's begin the meeting. Today we will discuss how to increase
domestic sales of the new electric car R1. First, can we get an
explanation on the specific features the R1 has to offer from
the R&D department?

Steve : Sure thing. I'll explain the specifics of the R1 and the
differences between its competitors. The R1 has the following
characteristics: First, a fully charged R1 can travel up to 10%
further than its competitors. Second, the time it takes to
charge is 5% less than our competitors. Finally, the look is
sporty and modern, but also has a family-friendly SUV style.

Dean : Our target customers are within the age range of 20s to 40s.
It is a sporty SUV, but there is a lot of room for luggage which
makes it perfect for families. For the price, we are planning to
sell the model at 10% less than our competitors. For target
market shares, we are aiming at 10 -15%.

Tom: With the introduction of the R1, do we have a new vehicle
campaign? What kind of advertisement are we going to go for?
One more thing, because electric cars are still on the rise, many
areas do not provide charging stations. What can we do to
address this customer issue? | think we need to keep the
charging station concern in mind throughout the rest
of the discussion.

w Chapter 1 : Business Meeting



Free Discussion Expanding the Domestic Sales of a New Product

TN\
Process L\/} Issues for Discussion

Practice within your group for 15 minutes by A) Can the R1’s features attract new customers?
® leveraging talking points prepared for (10% more cruising distance, 5 % faster charging
respective role. system, sporty/SUV features).

@ Run the final group discussion receiving coaching | B) Can we eliminate the customer’s concerns?
(Lack of charging stations).

and guidance from instructor. (15 minutes)

Talking Points

Tom (Chairperson)

1. Can | first ask you about any issues that may arise that might prevent the increase
of sales? (Ask Dean)

2. Steve, can you please address the countermeasures in order to deal with any future
issues we might face? (Ask Steve)

3. What do you suggest we do in order to present a successful sales campaign? (Ask Dean)

4. Are there any other features that you think we should advertise? (Ask Dean)

Dean (Marketing)

1. Yes Tom, there are a couple of problems. One is the lack of charging stations and the
other is that people are hesitating to buy, because they are expecting the
prices to go down. (Tom’s Q1)

2. We should consider the trade-ins of gasoline cars that are at a relatively higher price,
and renting out vehicles for test driving. (Tom'’s Q3)
3. We will be presenting other merits of electric cars.
® They are smoother and quieter than the average vehicle.

They are better for the environment and you can refrain from
the use of fossil fuel. (Tom’s Q4)

Steve (R&D)

1. Right Tom, let me address the charging battery issue. (Tom’s Q2)
There are two possible solutions that we can think of at this point in time.

@ Advice the customer to install a charging station at home. (Plug-in EVs)

Equip a navigation system in the car that shows the exact location of
® charging stations on the map.
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Homework Assignment Expanding the Domestic Sales of a New Product

Recapping Key Vocabulary

Ask the following actions prior to the next session.

A. Understand the meaning of the words and expressions.
B. Make your own sentences by utilizing the words and expressions.

expanding the domestic sales of a new product: characteristics : 772

HrEmOERIRTTAAAR

you will be presented with : E7/5|TIRRENET,

sure thing : 758 CJ

target share : BIZ 55X
sales tactics : 7o 74/ELfiT

by leveraging talking points :
creativity : £3E77 DA R EFIARLC

electric vehicle : E5EE)E tradein : TEYY

. = TR
the specifics and competitive differentiation : obstacle of sales : fx7cDE=

FREBEEDERNL rentingout : 5L

The time it takes to charge : 753 HiH B EFR equivalent : [FIZ0

charging stations : FSE 15/ refrain from.... : .25

R&D department : FZEFIFER countermeasure : S5

Preparation

Make sure to come prepared for the next case study including dialogue,
free discussion exercise and talking points.

How to prepare:

Understand all the vocabulary
B4 Review the topic of the case study.
M Practice reading the vocabulary dialogue out loud.
M Understand the case study.

Understand the talking points.
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