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f,llake a list of all the different factors that would influense your choice of transport method for a
shipment. Complete the diagram below.

Listen to the telephone dialogue and answer the questions.

a:.1111...,: .

r  What are the two di f ferent rai l  t ransport  opt ions?
z When do they want to ship?

3 Where wit t the shipment go?

4 Which train opt ion is recommended for large volume shipments?

5 What would make transport  cheaper?
6 How much t ime wit t  they have for toading the rai I  wagons?

dest inat ion
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2 €omptete the sentsnses with the words from the box. Then listen egein to check

l 'm7

2

3
4
5

6

the train options described on your website.
tell me a bit more about them?

What the best rail option for us?
For large volumes, lwould using block train transport.
lf you want to ship smaller quantities, the single-wagon option would be

lf flexibility is important, I would
train option.

you book the flexitrain block

I can suggest single-car transport, which is even more flexible.
In that case we should the other block train options.

time would we have for loading?
At least 7 hours, but we could arrange longer loading times

When asking for information we always use polite language. We often start with a more
gene,ral request for information before we ask more specific questions. Indirect questions
such as Could you tell me how much it would cost? are more polite than direct questions e.g.
How much would it cost?

I'd like to ask/enquire about .,.
I'm calling about ... (on the telephone)
I'm writing about/with regard to... (in an email or letter)
Could you tell me how much/manyflong/often...?

Customers may need advice on transport options, fteight and insurance rates, shipping and
packing details, the route, details regarding weight, dimensions, and meisurements.

For this consignment I would recommend/suggest using air transport.
I recommend/suggest that yau ship the goods by road.
WeTYou should also consider air transport for ...
That depends on your specific requlrements.

Sometimes you need to provide the customer with several atternatives before a decision can
be made.

Another option would be to ...
Of course it would also be possible to ... (instead).
Alternatively, you/we could ...

As7
8

9
10
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3 Here are some more phrases. Sort them under the corect headlng.

| (would) need some information regarding...
In that case I recommend/suggest that you use/ship...
I think the best option woutd be to ...
lf you prefer... , w€ could also arrange ...
Could you let me have some information about...?
We can provide/arrange/ship ... if you like.
As an alternative, we can offer you ...
What wo uld be the cheapest/fu stesVsafest/most co nve n i ent way/option?

4 ilatch the beginnlngs of the sentences (r-6) with the endingp (a-0.

r I would need some information

z Could you let me know

3 In that case I suggest that you

4 For a consignment this size I

5 Of course it would also be

6 We can also arrange transport

a would recommend rail transport.
b by courier if you prefer.
c regarding loading times.
d what the transit times are?
e possible to ship by express service instead.
f use the cheaper sea freight option.

n
Tnu
T
I
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5 Work with a paftner. Follow the steps below and practise making enquiries and giving advice.
Use phrases from this unit.

A

Tell B what you would like to enquire about.

Give B some detai ls of  your shipment.

Telt B you are not sure you want this option.

Ask B about order/cancellation deadtines.

Thank B for help.

6 Listen to a shipping agent describing one of the containers availabte. Gomptete the missing
details and label the drawing with the words from the box.

height . payload . length r

Type of container:  4o f t  open top
1

z

: 4,O3o kg
: 3z,5OO kg

28,47o kg

InternaI measurements:

4
5
6

i 72.02 m

|  2.35 m
:2.32 m

7 Listen again and note the non-metric measurements the agent mentions.

1 tare weight:
z internal length:

3 internal height:

\
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/
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B

Ask A to be more specific.

Recommend one or two opt ions.

Offer another alternative.

Answer B's question. Tett B you wil[ give him/
her a quotation within the next hour.

3 maximum

E
N
o1
N
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Rewrite the sentences.

Example: The container is 6 metres long.
Tha langth of tho container is six melras. (Or: Tha conlainar's langth is b metres.)

r The package weighs 45 kg.
z This seagoing vessel is about 3o m wide.

3 The case we need to ship is r m [ong, 5o cm wide and 35 cm high.

4 lts depth is nearly 3 cm.

5 The ship's length is more than 65 m.
6 The open container 's door height is 7 f t  ro in.

9 What do these abbreviations stand for?

rf t
2kg

302
4cm
5lb
6 cuyd

7m'
81"

9pt
10 gar

1O put ttre words from above Into the correct column in the tabte. Complete the table wlth other
measures and welghts you can think of.

length

surface

I volume

t;;t fluid ounco (fl oz)

weight
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t t Describe the measurements and weight of a container to your partner. Use phrases from
this unit.

Partner A File 05, p.71

Partner B fi ls 13, p.72

AUDIO
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S|IllgilgUl,t{!l-U!Mr.9l3:r:y-El9Tli-4It-QI$!919N I.

Numbers
When dealingwith consignment details it is often necessaryto talk about numbers.

I We write a comma to show thousands (but we don't say it!):
: 235,ooo two hundred and thirty-five thousand

, We use a ooint to show decimals:
7.5 one point five

We use the word and after hundreds:
185 one hundred ond eighty-five

When arranging transport, we need to give details about the size and weight of the
consignment to be shipped.
Size

Our consignment is 3 by z by 2.5 metres.
This box measures z by t.5 by 2.5 metres.
Its measurements are zo by 85 by 5o centimetres.

Weight
The empty contoiner weighs 5,ooo kg.
The net/tare/gross weight of the container is ... kg/tons.
The container's maximum payload is ...

Dimensions
The box is 4o cm highlong/wide/deep.
Its/The height/length/width/depth is 4o cm.

Remember:
This container is almost six metres/feet long (not six metre/foofl)
But: lt's a twenty-foot container. (notfeet!)

12 tlsten to the dialogue between a forwarder and a customer asking for a shipping guotation.
Then say whether the statements are true E or fake Eaccording to the dialogue.

r  Karla Hanssen needs a quotat ion for air  f reight to the United Arab Emirates.

z They want to ship cool ing units to Abu Dhabi.

3 The consignment consists of r8 boxes.

4 They want to ship from Sweden.

5 The units should be picked up on August 6th.

6 Mart in wit l  cal l  back within the next two hours.

n
T
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lJ t isten again and comptete the missing detaits in the online quotation form.

Quotation form

Company name:

Contact:

Tel No:

Fax No:

Emai laddress:

Shipping information

Point of  or iginr

Dest inat ion:

Method of t ransport :

Number of uni ts/ i tems:

Pick-up date:

Delivery date:

Freight information

Volume (m3):

Totatweight (kg):

Dimensions (cm):

Type and nature of goods:

Speciat requirements

Hazardous:

0ther:

Karla Hanssen

oo46 89oz65o3o

oo46 89o265o39

khanssen@coolair .se

30.37

t7o cm high, r45 cm wide and 8z cm deep

must arrive

Air

1/1 Worf with a partner. Write an emaiI asking for a quotation. Include the information from the
orderform above.

Rlgy-ll l l l !9-1-glqr!Ie!! ' , l l ' .  .--,, - l l . ' . l , i i , . l  -.--.--,-,-

We/l need a quotation for a shipment to ...
Please quote for (the supply/transport o0 ...
Please send us a quotation for ...
Please quote your lowest prices for ...
Your quotation should include detaited information on freight and insurance rates,
detivery terms, delivery date, and terms of payment.



44 UNIT 5 Planning and ananging transport

1$ nut the words in the right order.

r  a shipment/send lus la quotat ion /  p lease l for  l to Madras
2 state /  del ivery date /  ptease /  in your quotat ion /  your earl iest

3 tetus/could/ thefot lowing/ptease/haveaquotat ion/ inctuding/detai ts lyou?
4 a part  t ruck load/shipping rates/what/your/ for / to Birmingham lare?
5 on sai l ing t imes /  your quotat ion /  detai led information /  should /  and insurance rates /  also

include
6 the fol towing consignment /  please I  for I  of  I  quote /  the transport

In thi; week's issue of our GLOBAL TRADE maga:ine

wq qf.fey some expert advice on how to successftrll-t ship

,8,o a, ils, a6, nod fr om Hank W il c o x. As th e e xp o r t rn an a g e r

for Jonston Cosmetics, Hank oversees the distribution of ;,,,;,,,,t,,.:,;,,,,;;:::,,;;,;;,:,:,':,
cosmetic products to more thttn 40 countrie.s worldwide.

Overseas trade and logistics issues play amajor ysls if' t;'::t:':;,;:,'.:,';;';a;,:,:,

the:iompany's business. 
:r'r": '

How do you successfully manage shipping

logistics at Jonston Cosmetics?

I think it's most important to work with good

freight forrvarders. So before we actually choose

a freight forrvarder, we check whether their

service level comes up to our standards.

What exactly does that mean?

Well, it means that we only want to work with

forwarders who meet certain requirements.

One thing that's really important is reliability.

We need to be 100 per cent sure that our

consignments are delivered to the customer at

the right time. We also expect a high level of

communication and co-operation between the

forwarder and ourselves. And our forwarders

must be able to provide flexible transport

solutions at short notice.

And what about transport costs?

The price is also important obviously, but as I

said, there are other things to consider such as

quality of service, handling ofpaperwork and

advice. We usually ask for four quotations for

each shipment.

What about all the documentation required in

oYerseas trade?

We have a team of experienced logistics people

who discuss the best possible freight options

with the customer and handle all the paperwork.

Documentation is really very important,

especially if things go wrong. So we always

make sure we have copies and duplicates of every

document in case something is lost.

Consignments can easily be damaged in

transit. Are your customers aware of that?

Yes, rve always advise our customers on the

risks and offer them the most suitable insurance

for their consignments. Unfortunately, handling

damage is quite common so it 's always a good

idea to insure a consi_enment. And insurance is

less expensive than most people would expect; it

usually costs betrveen one and two per cent of the

consignment's value.

1. Do you have any experience in deal ing with freight forwarders?
Does the text mention everything a 'good' forwarder should be able to do? Can you add
other asoects?
lf  you had to choose a forwarder,  what cr i ter ia would be most important foryou?
In what case would you recommend freight insurance?4
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Shipping goods

I

Do you know what these markings represent? 0iscuss with a partner. Try to label the shipping
markings with the correct words.

Do you know any other rnarkings?

Here is an extract from a manual providing rail loading instructions. (omplete the sentences with
words from the box.

carefu[ty r attention . overhangifrs .isure o place o examine . secure . instructions

. f i t  .  d istr ibute .  exceeded .  diagonalty

vehicle careful ly.
z Do not ptace i tems 2arnqq fho r l l :qnn

3 When loading is complete,  ensure that i t  fu l ty compl ies wi th the
given in our Rai l  Instruct ions Manual.

4 Examine load carefut ly and make it  is undamaged and suitable for
loading.

longer,  heavier pieces on the bottom of the load.
6 Make sure that load is
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2 ilow match the correct sentences with the instructions below.

a before loading:
b during loading:
c after loading:

3 Match the beginnings of the sentences {r-8) with the endings (a-h).

r  Remove protruding

z Cover the damaged wal l

3 Secure the load to

4 Fi l t  empty

5 Replace damaged pal lets

6 Al ign the load

7 Stack the boxes

8 Seal the container after

a prevent movement.
b on pat lets.

c vertically.
d staples or nai ts.
e spaces between products.
f  loading is complete.
g of the container.
h with new ones.

EXPTAINING HOW TO DO SOMETHTNG

When explaining how to do something, you can use the imperative form of the verb,
Use the infinit ive without fo, l ike this:

Examine the load carefully.
Do not overload the vehicle.

@
[ , - ]
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7 Ensure vehicte is to be loaded.
8 Strap loads.

9 When checking the vehicle,  give special
10 Examine vehicle and load

to door securing mechanisms.
after loading.

t7 load as evenly as possible and make sure wheels are evenly loaded.
t2 Check whether vehicle capacity has not been
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4 Gomplete this email about an urgent shipment with prepositions from the box.
: . :a: . .  : : :a: . , .  . ' ,

by r g6rrr . with o in r Out . tO . betWeen r,rl1Of

hd
"_-****

$ Sonja
fi
{ I'm afraid there is a problem

Regards
Jon Frederikson
Logistics Manager

i:ffi 
@w

r the scheduled deliveries
: France next week. Our customer GLP Pharma in Brest has just informed

me that they are already 3 of stock and need an urgent delivery of the 5 mg
o next week.30 and 90 piece packs this week instead

lf possible, we must try to make one partial delivery 5 Wednesday (or as
s00n as the packaging is finished) of the 5mg 30 packs.

We need a directtruck 6 our production plant in Germany and Brest. lf we
can ship the first paft on Wednesday morning, the truck should arrive
Brest on Thursday afternoon.

The second delivery should be made on Friday with the rest of the Smg 30 and the 90 packs. As
the products are needed 8 Monday, the truck must be unloaded in Brest on
Saturday or Sunday.

Please let me know if there are any problems!
:
=.
=3
iV
:;'

Ff5frts,,i*r.t=:..-= :i::::::rfi,s,rfW '"'"'=4
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5 Sonia and fon are discussing the urgent delivery over the phone. Listen and answer
the questions.

r  Can they use one of their  usual forwarding agents?
z How long would the fastest delivery service take?

3 Would express del ivery be a good opt ion?

4 Why is it not possible to deliver at the weekend?

5 What does Jon want to do next?

Put the words in the order they are mentioned in the dialogue. Then listen again to check.

r  real ly lhere l l th ink/a problem/we've/got

2 use/thisshipment/our l for  lone/unfortunatety/we can' t lof  / regularforwarders
3 we/smal ler  l lh is ldel iver ies /  means /  part iat  l that  lwoutd /  have several

4 have to /  a lot  more /  and /  as lwe'd lpay /  a resutt

5 Saturdays and Sundays/ because of  /del iver/we/ can' t /at  the weekend /dr iv ing ban I  on I
the HGV

6 problems/this del iveryi  no idea/ l /woutd/cause/so many/had

6
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INTORMING SOMEOI{E ABOUT PROBLEMS

Tet l ing someone that something cannot be handted in the way i t  was planned or that
something has gone wrong can be diff icutt. That's why it is important to stay calm and use
polite [anguage. lt is usually a good idea to say what the problem is exactly and then explain
the situation. We often use beginnings such as I 'm afroid... or l 'm sorry, but..., even if we
are not responsible for the problem.

First, we give a brief introduction and then go on to explain the situation in more detai[:
fm ofroid there is a problem with customs clearance.
I'm sorry, but there will be o delivery delay.

We may atso want to give reasons for the probtem:
The delay was caused by a rail strike in ltaly.
The consignment has to be repacked because the carton is damaged.
There was a delay because of bod weother.
There was a delav because the weather was bad.

We may also want to talk about contrast, e.g. when we explain that there was a problem, but
it hasn't affected the outcome:

Although the load wosn't secured properly, it arrived intact.
The load wasn't secured properly, but it arrived intact.
ln spite of the strike, the consignment arrived on time.
Despite being delayed, the consignment arrived on time.

Sometimes we also need to explain the consequences of certain events:
The result wos thot the goods didn't leave the worehouse until Friday.
As a result, the shipment orrived two hours late.
There's fog at the airport so the flight hasn't token offyet.

7 Comptete the sentences with words from the box.

so .  because. al though .  due. asaresul t  o despi te o because o inspi teof

r  Our customer wants to ship vatuabte freight,  we need to think about insurance.
z A part  of  the shipment seems to be damaged _ of rough handt ing.

the customer needed them urgentty,  the goods couldn' t  be del ivered at the
weekend.

4 The flight was cance[led to bad weather.

5 The dr iver had the wrong address. ,  i t  took him three hours to del iver the
Dal lets.

5 The consignment arr ived on t ime at l the customs formati t ies at the border.

Z We are unable to ship today _ we've had problems with our dispatch.
being wel l  secured, the load was damaged on arr ival .
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Choose the correct words to complete these sentences.

r The documents stated the wrong quantities. As a reason/result/cause, the shipment was not
acceoted at the warehouse.

z The delay was found/noticedlcaused by an accident on the motorway.

3 When I spoke to the logistics manager, it noticed/sadturned out that they had used different
packing mater ia[ .

4 Unfortunately, we are unable to deliver the consignment due to/because/so technical problems

in our warehouse.

5 Although/ln spite of/But the delay, the delivery witl stitt arrive on time.
6 What is the cause/reason/result for this delay?

I You are a freight forwarder. Calt your partner to inform him/her about a delivery delay.
Use phrases from this unit.

Pafiner A Fite 06, p. 71
Partner B File 74, p.72

1O fnere are six mistakes in this email Gan you correct them?

Dear Cheng

Please find attach the following documents: delivery note N" 70007'108, packing list, and shipping
order.

Our fonruarder has just picked up the goods from our warehouse. The goods should be at your
disposal at Monday 31 October 2009.

Please notice that a copy of the batch certificate will be send to you as soon as possible by email.
As soon as we recieve the original batch certificate, we will send it to you.

lf you have any further questions, please let me now.

Regards
Ana Garcia
Logistics Manager

ADYIC! 91 9tl1l_l! Er{r

When dealing with shipments to customers, it is common practice to advise them that a shipment
has been sent. Often details on departure and arrival t imes, order numbers, and documents are given.

We are pleased to inform you that your order has been dispatched by truck todoy.
Order N" 3otz has been dispatched by flight 84479 today.
We ore pleased to advise thot your order N" z3/tj46 was shipped on board the
vessel'Ocean Line'.
The consignment is due to arrive in Sydney on August z5th.
The above order has been handed over to our forwording agents todoy.
The consiqnment will be delivered to vour warehouse in Brussels.

L

,
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11 txrite a similar email informing a custcmer abcut dispatch.

Include the fot lowing information:
r  The order number.
z When the consignment was sent.

3 How the consignment was shipped
(road, air ,  rai l ,  sea).

a Where i t  wit t  be del ivered.

5 When i t  wi l l  arr ive at the customer's si te.

12 Uatctr the words (r-5) with the pictures (a*e).

r  bale

2 chest

^ t^^, .^t  t -^-1.
i  uot  |  t r  L/  LoJN

4 drum

5 Crale

t

T

f*

ilru
a-b
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lJ Xow match the items in exercise rz with the correct definition.

a Large cyl indr icalcontainerwith a f lat  bottom and top. l t  is made of wood and is used for
t iquids.

b Wooden box made of wooden slats.  l t  can be open or closed and is used for packing goods.

c Large package of presspacked goods (often raw materiaD, which is tightty bound, wrapped, and
banded.

d Sturdy box with a tid which is made of metaI and often used for storage.
e Cyl indr ical  metaI container for t iquids.

1/1 USff, international freight forwarders b*sed in Ghicago, glve some shipping instructions on
their website. €omplete the sentences with words from the box.

lmark o clearance o withstand r,wqight . appointqd . exhibitqr. importinil:,'.ina*iAuaffy

6e6 ._* o,

S'  fu t  www.expo chicago. iom- G'*--  ;

r*
IE

Shipping Instructions rc
[:F

Astheoff ic ia| internat iona|freightfonalarder- |byEXP0CH|cAG0,WeWi| | l iE
I 'F

co.ordinatea| | internat iona|shipmentsandarrangecUstomS-2forthisevent. l$
Please carefully read the following information regarding shipping requirements for q

3 goods into the US.

Packing and Marking
1 Ensure that all boxes are securely packed in order to

and onsite contractors,

4 handling by carriers

2
3

Clearly 5 all cartons. cases. or crates on two sides.
lf you ship your goods in a container, make sure that all cartons are
marked and labelled in the following manner:

Address:
Name of
Number of stand:

Case number (...) of (".)

Total----'---..---------B in kg:
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I A lhen Heathrow's Terminal 5 was
Y Y officially opened by the Queen in
March 2008, operator BAA said that it
would put the airport at the cutting edge
of global travel.

The complex, which cost f4.5bn, includes
50 new aircraft stands, a large car park
as well as rail and underground links to
London, l t  is designed to handle 12,000
bags an hour.

BAA claimed that checking in for flights would be simplified for up to 30 million passengers a
year by online check-in, fast baggage dropping facilities and sophisticated baggage handling.

Two weeks later, on launch day, however, dozens of flights in and out of the new terminal had to
be cancelled due to a breakdown of the baggage handling system, By the end of the first day,
hundreds of passengers were left stranded at the airport and there was a backlog of more than
15,000 bags.

What had gone wrong?

0n launch day problems started almost immediately, when staff and passengers had trouble
Iocating car parks. Delayed opening of check-in then led to long queues. Additionally, workers in
the baggage sorting area had problems logging on to the computer system or could not handle
the RMS (Resource Management System), which allocates baggage handlers to load or unload
aircraft.

As the check-in staff were not aware of the situation, they continued to add luggage to the
system. As a consequence, check-in had to be suspended in the afternoon.

An aviation analyst later explained that the backlog of baggage was mainly caused by problems
with the terminal's three-stage baggage processing system.

The first stage, the fast bag drop-off, was working as planned, but the second stage, an
underground conveyor system, had become clogged up because baggage workers were not
able to remove the bags quickly enough at the other end,

BA said that they knew the first day would be critical because of the size and complexity of the
move into Terminal 5, and that they were working hard to resolve these issues.

16@
r  What are the main logist ics problems mentioned in this art ic le?
z Have you ever experienced simi lar problems at an airport?

3 How important is logist ics for an airport?
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Warehousing and storage

t r \
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Look at the pictures of warehouse equipment. Match the pictures (a-0 with the words (r{}.

UJ
r  hand pat let- truck

z tote bin

3 fork-tift truck (CB truck)

4 rot l -cage pal let

5 (Euro pal let  or UK) pattet

6 trol ley

Read the text describing warehouse areas and label the areas with words from the list.

sortat ion .  marshal l ing and dispatch o receiving .  col lat ion and value-added services

o back-up storage . order picking

t:l
tl

First  of  a[1. there is the 'area. That 's where al l  incoming goods arr ive and
documentat ion is checked and recorded. Goods are often unpacked or repacked here to make their
format more sui table for warehouse handl ing.

'  area holds most of our warehouse inventory.

ln the rarea the goods are selected in the r ight quant i t ies, that means the
quant i t ies required by the customer. Here we also break bulk.  That means, for example, af ter
receiving goods in [arge quant i t ies (e.g. pal tets),  we need to pack them in smal ler separate units for
the customer.

In the - area we deal with smatler order sizes. Sometimes several  orders
have been batched together to simpti fu the picking process and now need to be sorted down to
individual orders.
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:

After picking, the goods are consol idated and made ready for dispatch. Depending on the
customer's requirements the goods may be packed into cartons or cases or they are wrapped
(i.e. stretch-wrapping or shrink-wrapping). Some warehouses also provide speciaI services such as
labelling. This part of warehouse operations is called

The final stage in warehouse operations is the _ 6 area. The goods are brought
together to form vehicle loads and are then loaded onto vehicles for onward dispatch.

2 ilatch the warehouse areas (rg) to the activlties that take place in them (a-f).

r  dispatch

z co[[at ion

3 reserve Storage

4 order picking and sortat ion

5 receiving

a goods are brought together for loading and transport
b where the goods are kept until required
c the goods are selected and put together in the units required by the customer
d complete orders are packed and wrapped
e the goods are prepared for warehouse operations

3 tatch the verbs (r-8) from the text in exercise r to the correct definitions (a-h).

n
n
n
T
t

r  label

z repack

3 handle

4 select

5 batch

6 sort

7 wrap

8 load

n
n
n
I
uu
lu

a put goods on a pal let  or vehicle
b provide specific information on the product itself or the packaging
c dealwi th
d pick or choose
e put several things together
f pack in special material for protection
g put into new units or formats
h arrange in a special way or order
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THE PASSIVE

When describing processes, the passive voice is often used
with modal verbs such as con, must, moy, should, etc.

The forks con be raised by a simple pump action.
This system musthefitted with detectors.

Or we can use the passive in other tenses
oerfect tense.

After the goods hove been checked,
back-up storage.
The unloading hos been completed.

e.g.  the present

they go into

4 Complete the sentences using the correct active or pa$siye fcrm of the verbs in brackets.

o

b
After the unit  load (check), it goesinto automated storage.
As soon as an appropriate locat ion (identifrf) by the warehouse
management system, a put-away instruct ion

c After the vehicte dr iver
(must, issue).

(report)  to the gatehouse, the vehicle
documentat ion (check) by staff.
Then the packages

with bar codes.

(process) i.e. they

e
f

(may, [abel)

The goods (check) on unloading.
After that, staff (direct) the driver to an unloading bay or a parking area.

Now put the steps in the goods receiving process in the correct order r-6.

Listen to this extract from a presentation about a new warehouse management system.
Nowsaywhich of these statements istrue 7 fatse:f  .

r The existing system is not very efficient.
z They coutd central ize inventor ies in one Canadian warehouse.

3 Cycle t imes can be reduced by at least hal f .

4 They could reduce warehouse area from four f loors to one.

5 Pr int  on demand al lows them to pr int  invoices in severaI  languages.

AUDIO

efi\,
{3

75
5
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6 ilow listen to the recording again and complete the sentences.

r I  think this new warehouse area management system WMS zX would help us cut costs and
our processes.

z One great advantage of WMS zX is that we could reduce the number of warehouses
across Canada.

3 Another interrest ing feature of WMS zX is customer order
a Warehouse could be improved as wei l  by transferr ing departments.

6
WMS zX woutd also help us reduce warehouse area and ground
The could be achieved by instal t ing an automated storage and
The new system would also enable us to
moment.

sysrem.
the mater ial  f low at any given

8 This al lows pr int ing of [abels,  brochures and customer in z5 languages.

..,.II![TI9 ABOIJT ADVAI{TAGES AND POSSIBrE IMPROVEMENrs

One great advantage is ...
The most interesting feature is ...
It would hetp us reduce/increase/improve/optimize ...
Another major advantage is/woutd be ...
It woutd also guarantee/ensure ...

7 Work with a partner. Each of you has a warehous€ rnanagement system. Present the advantages
of your system to your partner. Use phrases in the box.

Partner A File 07, p- 71
Part&er B Fi le r5" p.7z

I Comptete the descriptions of typirat warehouse equipment and systems. Use the adiectives from
the box.

:::rr,a:1.t:::r , t. .. . ir.r ' :

stackable . mO'Uite . aUiuiiltrc o suitable . bulky . driverless . rigid . collal0sibite

truck which is control led by computer

but there

r An automated guided vehicle is a
and electr ical ty powered.

z lBCs ( intermediate butk containers) made of metal  or ptast ic

are also ones made of canvas. which are

3 Cage and box pallets are fitted with corner-posts and sides. They are usuatly

In paltet ized storage APR, i .e. paltet  racking, is used.
Some products are not for pattet izat ion e.g. expensive electronic i tems or

i tems.

are

4
5

6
large and

shelving is often used for smal ler products in non-pal let ized systems.
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9 Put the steps in this integrated packing location system in the correct order (r-8). Then llsten
and check.

You scan the barcode of the shipping label.

The system catculates the weight ofthe package.

You enter the system.

You choose means oftransport .

You can put together packages.

The shipping labets are pr inted.

You can see and access al l  posi t ions in the container.

The order is complete -  system prints del ivery note.

tO Xow listen to the dialogue again and complete the sentences.

T
il
I
n
n
n
n
n

r  After the goods have arr ived at the packing locat ion,
of the shipping box.

2

3
+

5

oK. I
Wel[,

got that. What is

6

8

weight.
That is

to scan in the barcode

you enter the packinglocat ion dialogue.

you can access a[[  posi t ions in the picking container.
the package is complete, the system wit l  automatical ly calculate the

The system wi l l  automatical ly pr int  the shipping [abels.
of this process.And now we

the order has been completed, the del ivery note is pr inted automatical ly.
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First0y)/First of atl ...
Second(ly) ...
The first step/stage (ofthe process) is ...
Then ...
After that ...
The next step/stage is ...
Fottowing that ...
Finally...
The last step is ...
Once/After X has happened ...

11 Work with a partner and descrlbe a proceis ftom your own iob in your own words. Use phrases
from thls unit.

12 Complete this crossord with words from the unit

Across
Keep goods in a warehouse.
Put on top ofeach other.
Container for smaller products.
Select the right items.

D,OWn
r Form smaller units from larger units (z words - 5,4).
z Put into the right order or package.
3 Another word for orticle or piece.

2

4
5
6



UNIT 7

Read the text about modern warehousing and answer the questions below.

WAREHOUSING TODAY

fn 
the past, a warehouse was only seen as a place

Ito store things. [t often took up a lot of ground

space and goods were usually picked by hand or

using a fork-lift truck.

During the last few years, however, the role and the

design ofthe warehouse have radically changed.

The warehouse is now considered a critical link

between a manufacturing plant and the external

world with a strong impact on the performance of

the entire manufacturing and logistics system.

Warehouse automation and complex technologies are now used in order to produce effective

operations. Many warehouses today are equipped with warehouse management systems

(WMS), which automate the product flow throughout the warehouse and maximize the use

ofwarehouse space through effective picking methods, location consolidation and cross

docking.

Automated Storage and Retrieval Systems (ASiRS) have been introduced in many

warehouses. AS/RS involves high-racking storage with a machine operating within the aisles,

serving both sides ofthe aisle. These systems can pick, replenish, and perform inventory

checks without a human operator.

In fully automated systems, conveyor belts are very important as they link the different areas

of the warehouse and carry the goods to where they are required: for example between the

receiving areas and reserve storage, or between the picking and loading areas.

The warehouse oftoday would be unthinkable without the barcode. The barcode label on each

item provides specific information about the product, which can be transferred to a computer

system. This makes it possible to locate the item's position in the warehouse and find it

again. By using automated technology, such as barcode scanners and RFID (radio frequency

identification), warehouse inventory and product flow can be efficiently mana-eed. Combined

with modern IT systems, barcodes enable warehouse staff to track and trace all items in the

warehouse at any given time and usually in real time. I

2
firPnrtwer+.?5

lilE@
r  How is your company's warehouse organized?
2 Do you work in a warehouse yourselfz

3 How has warehousing changed over the last few years?

Warehousing and storage | 59
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Documentation and finance

Here are some more abbreviations. They all relate to documentation and finance. Do you know
what they mean?

t BIL B--t  of  t -----
z DIP: Do-u--- ts aga--- t  p-y----

3 EXW Ex -----

4 CIF C--t ,  in------- ,  f r-----

5 AWB Air w-- b---
5 IMO Int---- t -----  m----y o-d--

7 BIE B-- l  of  ex------
8 L/C L--t-- of cr----

t Complete this list of documents used in foreign trade with wsrds from the box.

approvedrauthor i ty.required.commercial  o indicat ing.draf t . receipt .condi t ions

o carriage . hazardous

r Commercial invoice
A document that contains specif ic information regarding the goods shipped and the

agreed between buyer and selter.

z Certificate of origin
Document used in foreign trade which states where the goods were produced. l t  is of ten

by customs authori t ies.

3 Packing list
A document which specif ies the contents of any form of packaging, e.g. boxes, containers,
cartons, without

4 Air waybitt

the value of the goods shipped.

A contract between air t ine and shipper.  l t  is a shipping document which states the terms and
condi t ionsof-andisalsoareceipt for theconsignment.

5 Consular invoice
A special  k ind of invoice sometimes required by the import ing country.  l t  needs to be

by an embassy.

6 Pro forma invoice
A
p [ace.

invoice which the sel ler prepares before the actuaI shipment takes
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Export licence
A document which is granted by a government
goods can be exported.

Customs invoice

and states that soecified

A specif ic document required by customs in some countr ies e.g. US when import ing goods. l t
includes more detai ls than a invoice.

Dangerous goods declaration
Certificate prepared by the shipper/consignor which states that
handled according to internat ionat shipping regulat ions.

goods are

ro Bil[ of lading
A contract between carr ier and shipper which specif ies the goods to be shipped and the
delivery terms. lt is also a
reach their  dest inat ion.

of shipment and accompanies the goods unt i l  they

2 CB GtOBAt SH lPPlt{G, US customs brokers handling an international trade event, provide some
instructions on their website. Put the words in the correct order. The first word has been done
already.

-e-e,6::.--- ,:*--* -
+' g f '-wwwfB-sio6eGFipfinsrom i,Gi' --- 

I

@rF
I ;E

:  To ensure customs entry and avoid delays, ptease read the fol lowing instruct ions careful ly:  l :E
IE

t  Provide lyoul the goods/to ship/descr ipt ions/c learand detai ted/of  /wish lEu
z ldent i f i r  /  to be i  HTS or BTN numbers /  by using /  the goods /  shipped

3 Clearty /  the i tems /  the value /  indicate /  of

4

5

6

8

9

10

State / were / where / manufactured / the goods

Send /  and packing t ist  /  s ix copies /  the commercial  invoice I  of  I  pr ior to arr iva[ /  four days

The documents / details / include / the following / must

List I of I each / the quantity / item

Inctude /  the documents /  and signature /  the person /  the name / preparing /  of

Do not use /  and lump sum / on /  generaI descr ipt ions /  values /  your invoices

Specifu I  each lweight /  and dimensions /  the contents I  of  I  box
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Documentation and f i  nance

There is a Problem wilh an urgent delivery. Listen to the three phone conversations and answer
the questions.

Conversation r
r  Why is the customer in lceland upset?
z Why do they need the consignment so urgent ly?

Conversation z

3 What went wrong with the shipment?

4 When does Ms Egbert  say she needs the
consignment?

Conversation 3
5 When and how wi l l the containers be shipped to

lce tan d?
6 When should the containers arr ive in lceland?

I Why could the consignment be rejected at the gate?

4 Complete the sentences with words from the box. Then listen again and check.

., '1"'t' '

get back . the least r V€fV sorry . be OK . just tatked . find out . should have
,1.  . . . '

r tee tO . See,ms that r SOrted su1,r,a get On ,.;.:.

t

2

4

5
6

7

9
10

Sorry, I have no idea at the moment, but l ' i l
oK, l ' i l to this straight away.
l 've just checked a[[  the documents and i t we used the wrong address.
I 'm about this,  Ms Egbert ,  but l ' t [  do everything I  can to get this probtem

to you as soon as I 've spoken to the forwarder.
I 've to our freight forwarders here in the UK.
That way you

Would that
them by Fr iday afternoon.

for you?
Yes, I ' l l
I t 's

that.
I  can do for you.

TAKING ACTION AND APOTOGIZING

After a problem or mistake has been brought to your attention, it is important to deal with it promptiy.
Note that we tend to use a more formal styte in written communication.
When respondingto a customer, it is a good idea to acknowledge that we are aware of the probtem:

We are replying to your email of April z4th informing us that... (more formal)
Thank you for informing us about an error in our December statement. (more forma[)
Thanks very much for pointing out the mistake.
I understond there is a confusion in addresses/delivery dates.

l ' I l
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Then we say wh'd.t we want to d,o (or have done) to solve the problem. We often use phrasal verbs when
tatking about taking a,Ctionr

We are looking into this matter and wlll contact you agaln later today, (more formal)
fgttslvwill get in touch with fhe fo,marding ogent at once.
l'll fnke care of this stralght away.
I'l[ get on to that now.
I'il seeta this lmmcdiate[y.
I'll get back to you on thot as soon as possible.

We ttsualty also apologize for the problem or mistake:
We would like to apoloEi..ze far the inconvenience. (more fornal)
Vle very much regret this misun'derstanding. (more formal)
l'n ve'ty sorry about thgt
Let me apologize for this delay/mistake/error (once again).

5 Comptete the sentencelr with verbg from the bor.

r l ' l l to this immediately.
2

3
4
5
6

Can I
oK,l ' [
Fine. I' l l
Thanks for letting me know. l'll
Yes, we'll

to you on that in about half an hour?
of that straight away.
with the courier people at once.

this right away.
into the case and call you back tomorrow.

6 Xlork with a partner to solve a problem. Use phrases from thls unit.



64 -\ 
-  8 Documentation and f inance

:

7 After arranging the express transport with the forwarder, Peter, the logistics manager writes an
email to confirm what has been agreed. €hoose the correct preposition.

Dear Ms Charleswofth

As discussed aVon/to1 the phone this morning, we enclose shipping order No 09/13087-02. Please
arrange express transport of the consignment to lceland through Cargo Worldwide Express, as agreed.

Please note that the goods must arrive on/in/at'zthe customer's premises aVon/n 3 Selfoss, lceland, on
Friday, August 22untilllolby 4 4 p.m. atthe latest.

As agreed, the shipping costs trom/for/to 5 this consignment are tl,570, payable aVwithin/during 6

30 days of receipt of/from/by 7 invoice. Please send the freight invoice aVon/to 8 the following address:

VITA COSMETICS Ltd
1 B South Road
Bournemouth
BHB sSX

Best regards
Peter Bott
Logistics Manager

'.Pl-s9-ll!{l$-..-'',-,,,-..'',,.",, ..:-;--,r,,,::-..'.'-:..

I We use the prepositions by and unti l to describe different situations:
) by = something happens (or shoutd happen) not later than a specific point in time

The consignment must be delivered by Friday.

unti l/t i i l  = something continues up to a specific point in time
The logistics manager will be away until Friday.

-" ,..,, ". *-- :,,

I Complete the sentences with byot until.

r  l ' l l  make sure that the documents arrive
We have to arrange shipment
l'm afraid there wilI be delavs
They said we would receive the consignment
Cal lme i f  there are any problems. l ' [ [be in my off ice

the end of the week.

August 4th.
the beginning of  Juty.

Monday.

2

5

+

6 We require the goods March r5th

6.3o today.



UNITS Documentation and f inance | 65

I Match the payment methods (r-5) with the definitionr {a-f}.

1 advance payment

z cash on del ivery

3 Open accounr

4 documents against payment

5 documentary credit

5 bank guarantee

Customer pays immediately on receiving the goods. This
service is usuat ly provided by the post of f lce.
Used to cover f inancial  r isk in internat ional t ransact ions
e.g.  i f  a buyer does not pay.

The exporter suppt ies the goods and the importer/customer
pays for them at an agreed date in the future.
Invotves the buyer 's and the sel [er 's bank. l t  is a promise
made by the opening bank that payment wit t  be made on receiving documents that comply with
the terms agreed.
Also cal led cash against documents (CAD). l t  means that the exporter has ful l  control  over the
documents unt i l  payment has been made by the importer.
Customer/ importer has to pay for the goods before they are shipped.

1O ftree people are talking about payment methods in their companies. Listen and complete
the table.

Method of payment used How secure is it for the seller?
(very secure, secure, not
secure)

Company A:

Company B:

Company C:

11 t istenagainandsaywhichof thesestatementsaretrue Z orfatseXaccordingtothe
recordings.

r  Most of their  European customers expect open account faci l i t ies.

z Open account terms are good for the exporter.

3 They can take out special  insurance against the r isk of non-payment.

4 A let ter of  credit  is of ten used for customers you have worked with for a long t ime.

5 A let ter of  credit  is a very secure payment method.

6 Most customers do not l ike advance pavmenr.

n
n
n
I
l
n

AU DIO

s:'t.Y
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LOW RISK

^^.

Iv
HIGH RISK

l
n
T
n
n
u
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It is common to let trading partners know when payment is requested, has been made, or has
been received. This is usuatly done in a short standard email or letter. More compticated
internationaI transactions sometimes require additionaI information.

Requesting and arranging payment
Please find ottached our pro forma invoice for order N" 45-og-23.
We enclose a copy of your invoice. The original will be sent to you together with the
documents on settlement of our draft.
We have instructed our bank today to transfer/remit the amount of f6,jzo to your account
with Royal Bank of Scotland.
Please find enclosed a cheque for $ZqS.SS in payment ofyour invoice N" z/o9/2457.
We enclose our draft for $z3,B4o drawn on Pacific Bank, Seattle. Could you please
acknowledge receipt?

Acknowledging payment
Thank you for your credit transfer for f4,5oo in payment of our July statement.
Our bank hos advised us today that your tronsfer for invoice No FR t45 has been credited to
our account.
We have received your draft for invoice N" n349. Thank you for sending it so promptly.

12 Here are some more sentences. ilatch the beginnings of the sentences (r-8) with the
endings (a-h).

r We enclose your statement of

2 Our bank informs us that they have received the documents and will transfer

3 Thank you for sending

4 We are pleased to inform you that we have arranged for a

5 Please find enclosed our bank draft for ft3,468.4o as

6 We would l ike to inform you that the amount of f2,567.89 has

7 Please transfer the amount of $z,zoo

8 As agreed, we are sending you

a credit  t ransfer through our bank for the amount of $zo,ooo.
b our invoice for order No 9o89 in dupl icate.
c your draft  for invoice No SR-56o2.
d account as of 3o September.
e been credited to our account today.
f  to the fol lowing account.
g payment on pro forma invoice N" o8/5543.
h the amount of f&,67o to your account.

n
n
n
l
T
T
il
n



UNITe Documentation and f inance | 67

lJ t ook at the words in the box and exercise rr and use your dictionary (if neeessary) to complete
the tabte.

Verb Noun

r remit

transfer

3 receive

draft4

5 advise

6 pay

7 credit

8 acknowledge

1/1 Wrlte a short emaiI to a trading partner. PartnerA Fi le 08, p.Z:

Partner B File $, p.7z

DEAt| l {Gw|THERRoRsAi lDM|sTAKE5|NTRADEDocUMEt{Ts'sTATEri .EI{TsAt{D!! ! -v-o|cE:. . -

When deating with errors it is particularly important to use polite and diplomatic language. lt is also a
good idea to use passive sentences to make your statements less direct and personal. lf we want to

' inform someone that there has been a mistake, we often use impersonal expressions with the verbs
seem ano appear.

' lt seems/appeors that a mistske has been made with regard to the customs invoice.
There seems to be a discrepancy between the items listed on your lune stotement ond the goods
delivered.

) When checking your stotement, we noted that invoice TX 274 has been debited twice.

I lt is important to say what we wil l do or expect the other person to do:
We are returning your invoice as the 2 per cent discount has not been deducted from the total
amount.

: Could you please let us have o corrected/an amended invoice by return?
Please conftrm the corrected omount of ...

, Could you moke sure that weight and dimensions of the items are specified on the commercial
: invoice?

1t Say which sentence in each pair is more polite and/or less direct.

r  a You have made an error on the December statement.
b There appears to be an error on the December statement.

z a The discount has not been deducted from the total  amount.
b You did not deduct the discount from the totalamount.

3 a There is a discrepancy between invoice and packing l ist ,
b l t  appears that there is a discrepancy between invoice and packing l ist .

4 a Coutd you let  us have a corrected invoice?
b Send us a corrected invoice.

5 a A mistake has been made in invoice No o9-234.
b There is a mistake in invoice No o9-234.

6 a Use the above bank account number for future transact ions.
b Please make sure that the above bank account number is used for future transact ions.



Read these ansruers to frequently asked questians relating to financial risk in international
trade. Answer the questi*ns below.

Handling f inancial r isk
in international trade

What are the main financial risks for
com pa n i es do i ng b u s i ness oyerseasT
The first risk area obviously has to do with the
customers' credit rating and status. There's
always the danger that the customer does not
pay for the goods you have supplied. But there
are quite a lot of other country-related trade
risks which need to be considered.

Could you give some examples?
Well, this could be anything that delays or
stops trade or payment e.g. some unexpected
economic measures, political unrest, import
bans, or breakdown of banking systems in the
country you are doing business with.

What can traders do to minimize financial
risks?
Before doing business abroad, it is essential
to investigate both customer and target
country carefully. Check whether the potential
customer is solvent, then study your target
country's accounting and credit practices
and learn something about import and
export procedures. To reduce the risk of non-
payment, you can take out an export credit
insurance policy.

What payment methads would you
recommend for exporting goods?

That's a difficult question to answer. The
exporter should, of course, always try to
minimize f inancial  r isk by choosing a secure
payment method e.g. advance payment or a
confirmed, irrevocable letter of credit. On the
other hand, that's not always possible or even
desirable.

Why is that?
Well, if you want to do business in a country
or market, you have to see what payment
facilities your competitors are offering and offer
something similar - even if that's not whai you

really want. And sometimes exporters may
decide against secure payment methods such
as a letter of credit because the bank charges
are high and eat up their profits.

"_ 
ililif"''"' .=, :....<:.:.:..:=..=

r  What are the main f inancial  r isks in foreign trade mentioned in this art ic le?
z How can traders reduce their  f inancial  r isk?

3 Does your company export  or import  goods? l f  yes, do you know what methods of payment
are used?

4 Have you ever heard about payment or credit  problems with customers?
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Test yourself!

See how much logistics vocabulary you've learned.
Use the clues to conrplete the crossword puzzle.

Across
z A company which special izes in arranging and handl ing the transport  of  goods.

3 Another word for send, used in connection with goods.

4 An offer stat ing pr ices and condit ions.
8 How much something is worth in money.

9 A wooden base on which goods can be transported.
74 This is where goods are stored.
t6 A company which transports goods.

20 A company which provides goods.

27 To send money.
23 To choose or select goods.

24 A document that gives detai ls about the cost of  something and is also a request for payment.
z6 Another word for freight.
27 A ship used to transport  goods on inland waterways.
z8 A box made of cardboard.
29 Another word for consequence, e.g. as d ... .

Down
r A secure payment method used in internat ional t rade. (3 words -  6,  z,  6)

5 A piece of paper providing specif ic information, ei ther on the product i tsel f  or the packaging.
6 A business that sel ls goods to the end consumer.

7 The weight of goods which can be loaded onto a vehicle.
10 A motor vehicle used for t ransport ing goods.

77 This means that something breaks easi ly.
72 Another word for buying.
t3 Another word for inform.
15 lmportant document used in internat ional t rade. (3 words -  4,  2,6)
t6 A [arge metaI box in which goods are shipped.
77 Another word for get.

r8 The opposite of export.
19 Finding an i tem in transi t .
22 The measurement system used in most countr ies.
25 To put things on top of each other.
z6 A device used for lifting heavy goods.
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Excellent. Thanks for your comments. I ' l l
work out a catalogue with the points we
have covered today and wil l send it to you
tomorrow.

with electric plugs in case the cargo needs cooling or
heating during transport.
For bulky cargo we recommend the open-top
container. lt comes with a PVC tarpaulin cover instead
of a roof panel to atlow toading from the top. The
doors can be removed to make loading easier.
Last but not least, there is our'f lat-rack'container
which is especiatly designed for heavy loads. We
recommend this special type of container for the
transportation of heavy machinery and pipes.

A Hao
9

Ying

Hao

Ying

Ying

Hoo

Ying

Wett, basicatly we have three shipping
options: we can use inland waterways,
road, or rai[.
Right. Let's start with the river barge. How
long woutd it take to ship the consignment
by barge?
Normally about six days, but it often takes
tonger if the weather's bad.
And what about cost and flexibil i ty?
It 's cheap - it 's actuatty the cheapest of all
the transport options. lt 's not very flexibte
though, mainly because there are only
infrequent saitings. There are barges to
Shanghai twice a week.
OK, tet's look at road transport. lt would
onty take four days to ship by truck, but
the cost would be about 5o% higher than
by barge.
Yes, but wouldn't it be much easier?
That's true. Let's see how this compares
with rail. Rail would definitety be faster
than the truck option if we use the express
service - that takes three days.
But it would also be more expensive than
shipping by road - transport costs are
about 4o% higher. And the system isn't
very flexible. Sometimes it is onty possible
to book space on the express train a few
weeks in advance. And then perhaps we'd
have to use the standard train, which is
much slower.
So, I think we need to check with our
customer first and find out what's most
important to them.

Gtobal Freight Logistics. Simon Dawson
speaking.
Hetto, this is Paula Santini from Marmi
Italia. I 'm call ing about the train options
described on your website. Could you tell
me a bit more about them?
Yes, of course. What exactly would you tike
to know?
We have some new customers in the UK
and witl need to ship marbte and granite
to London next month. What would be the
best rail ootion for us?
That depends. For targe volumes, I would
recommend using btock-train transport.
lf you want to ship smaller quantit ies,
the single-wagon option would be more
suitable.
I see. How flexible are the various options?
I mean, how early would we need to place
our order?
lf f lexibit ity is important, I would suggest
that you book the flexitrain btock train
option. lt 's a bit more expensive, but with
that you can place your order up Io 24
hours before the actual shipping date. As
an alternative, I can suggest single-car
transport, which is even more flexible
- you can order up to two hours before
cottection.
That sounds good.
Of course, it is always cheaper if you can
plan transport wetl ahead. In that case we
should also consider the other block-train
options.
OK. Just one last question: how much time
would we have for toading?
At least 7 hours, but we could arrange
longer loading times if you tike.
Thank you very much for your hetp. I ' tt
get back to you as soon as I have our
customers' specifi c transport requirements.
Fine. I look forward to hearing from you
again. Goodbye.
Bve.
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First of all, we offer the general purpose container for
any general dry cargo. lt comes with a timber floor and
has various lashing devices to secure the load. These
lashing points are located horizontally at f loor level
and vertically next to the door corner posts.
Our refrigerated container, calted'reefer', can be used
for delicate cargo and perishables. lt is temperature-
controlled and is particularly suitabte for cargo that
needs regulated or cool temperatures. With our reefer
your cargo reaches its destination in perfect condition.
lf you want to ship tiquids, for example, foodstuffs or
chemicals, we can provide you with our'tanktainer'.
This is a standard container frame with a tank fitted
inside. As an extra. we also offer tank containers



OK, so this is one of our larger containers - the 4oft
0pen Top. lts tare weight is 4,o3o kitos, that is 8,88o
pounds. lts gross weight is 3z,5oo kilos. And here are
the internal measurements ofthe container. The Open
Top container's length inside is 12 metres - or 39 foot
5 inches. lts internal width is 2;5 m, and its height
is z3z m - that's 7 fool7 inches. And the container's
maximum paytoad is 28,47o kitos.
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I don't think so, but I ' l l  check. Do you have
any other speciaI requirements?
No, just that delivery date.
OK - I ' l l  get back to you with a quotation
within the next two hours. Coutd you
give me your telephone and fax numbers,
ptease?
Yes, of course. My number is oo46
89oz65o3o and the fax number is oo46
89o265o39. And my name is Karla
Hanssen.
Thanks very much Ms Hanssen. I ' tt speak
to you soon. Goodbye.
Thank you. Bye.
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IFT International Forwarders, Martin Smith.
How can I hetp you?
Hetlo, this is Karla Hanssen from Cool Air,
Sweden. I need a quotation for air freight
to the United Arab Emirates. I 've been
trying to complete the online quotation
form, but it keeps crashing.
Sorry about that. We have had some
problems with it recently. I ' tt see if I
can retrieve it. You said Vour name was
Hanssen, didn't you?
Yes, that's right.
OK, here it is. Welt, it 's saved some of your
details. We can go through the rest of the
consignment details over the phone and I' l t
f i l l  in the quotation for you.
Thanks, go ahead.
OK. Um ... let 's start with the freight detaits.
Could you briefly describe the goods you
want to shio?
They're cooling units and they're going to
Dubai.
OK, so that's non-hazardous materiat. How
many units do you want to ship?
r5 boxes with a gross weight of r5o kg
eacn.
Right. And the size of each box?
Each box is r7o cm high, r45 cm wide and
8z cm deep. I  th ink the votume would be
about 3om3
OK, let me just check that for you. Hotd the
line. IPause] Hetlo?
Hi.
OK, so the volume would be 3o.3r m: for
the whole consignment ... Where do you
want to ship the goods from?
Stockhotm. Sweden.
And when woutd you like the units to be
cotlected at your premises?
0n August 3'd.
OK, got that. When should detivery be
made?
It's very important that our customer
receives the units on August 6th. Would
that be a probtem?

Jon Frederikson, Export Logistics.
Hi  Jon, th is is Sonja.  I 'm just  phoning about
your email.
Hi Sonja. Thanks for getting back to me so
quickty. So what can we do about GLP in
France?
I think we've reatly got a problem here.
Unfortunately, we can't use one of our
regutar forwarders for this shipment. I 've
talked to all ofthem and the fastest service
would take 48 hours.
Can't we use someone that specializes in
express deliveries?
Not really. I 've checked this option too, but
I 'm not sure it would work for us because
they offer a very timited loading capacity.
This means that we would have several
smaller partial deliveries. And we'd have to
pay a lot more as a result.
Hmm. What about the weekend detivery?
That's possible, isn't it?
I'm afraid not. We can't deliver at the
weekend because ofthe HGV driving ban
on Saturdays and Sundays.
Oh dear. I had no idea this detivery would
cause so many probtems. I ' tt talk to GLP
again and witt get back to you later.
Thanks for your help.
No problem. Speak to you soon. Bye.
Bve.
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OK, let's get started. We are here today to discuss how
we can improve our warehouse management system
which, as you all know, is outdated and not very
efficient. I think this new warehouse area management
system WMS zX would help us cut costs and optimize
our processes. Let me give you some of its main
features and benefits.
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One great advantage of WMS zX is that we could
reduce the number ofwarehouses across Canada by
central izing the inventories in one single location. This
means that we could service alt  our North American
customers from one warehouse.
Another interesting feature of WMS 2X is customer
order cycle t imes. l t  optimizes processes and can
reduce customer order cycle t imes by up to 25"/".  l f
we manage to improve our processes in this area, we
could increase customer satisfact ion by gett ing the
goods to them faster.
Warehouse managment could be improved as well
by transferr ing departments now working at dif ferent
places to one single place. This could involve the areas
receiving, order picking, and packing.
WMS zX woutd atso help us reduce warehouse area
and group space. I  th ink i t  is  another big plus point
that we could have just one warehouse f loor instead
ofthe four we have now. This coutd be achieved by
instatt ing an automated storage and retr ieval system.
The new system would also enable us to track the
material f low at any given moment.
And one last advantage is the print-on-demand
feature. This al lows print ing of labets, brochures, and
customer guidetines in z5 languages.

Mike

Peter

Mike

Pete{

OK, I got that. What is the next step?
Wetl, following that you can see and access
al[ positions in the picking container.
I  see.
lfyou use this function, you can form one
or severaI packages and once the package
is complete, the system will automatically
calculate the weight using a data interface
between the scales and the system.
Sounds good. What about the shipping
labets?
That is actually the next step. The system
witt print the shipping [abet after you have
selected the means oftransport. And now
we come to the last stage of this process.
After the order has been completed, the
detivery note is printed automatically.

Mike

Peter

Peter OK, this is how the systems works. l t 's
actuatly quite simpte. After the goods
have arr ived at the packing location, the
first step is to scan in the barcode ofthe
shipping box. After that you enter the

Packing location dialogue. Bri t

bath pearts in olast ic containers which was
supposed to be del ivered this morning,
hasn't  arr ived yet. Do you know anything
about th is?
Sorry, I  have no idea at the moment, but
I ' t l  f lnd out. Do you want me to get in
touch with the customer as soon as I know
what the oroblem is?
Yes, that would be great. The customer
says they urgently need the consignment
because they want to start packaging on
Monday.
0K, l ' t t  get on to i t  straight away. Talk to
you later then. Bye.
Bye.

Bio Beauty Pharma, Brit  Egbert speaking.
Hello Ms Egbert.  This is Peter Bott from
Vita Cosmetics. I  understand there is a
problem regarding the shipment of bath
pearls you should have received this
morning.
Yes, well  . . .  the containers st i l l  haven't
anived. What's the problem?

l've just checked a[[ the documents and i t
seems that we used the wrong address.
Your consignment was del ivered to another
customer by mistake. l 'm real ly sorry about
this, Ms Egbert,  but l ' I  do everything I can
to get this problem sorted out. l f  I  tatk to
our forwarders here in the UK now, I 'm
sure we' l l  f ind a solut ion.
OK. But make sure that we have the
consignment by Monday, otherwise we'tI
be in serious trouble.
Yes, I  understand. l ' t t  get back to you as
soon as I 've spoken to the forwarder.

He[[o, Ms Egbert.  This is Peter Bott
again. l 've iust talked to our freight
forwarders here in the UK. They't l  pick up
the containers at the other customer's
premises tomorrow morning and get them
shipped to lcetand by express cargo.
That way you shoutd have them by Friday
afternoon. Woutd that be OK for you?
Yes, that sounds good.
Excel lent. There's just one other thing.
As I said before, the address on the
documents travel l ing with the containers
is wrong. Coutd you make sure that your
logist ics peopte know that? Otherwise the
consignment might be rejected at the gate.
Yes, I ' t t  see to that. Thanks for your help.
It 's the least I  can do. Let me know if  there
are any other probtems.
I witt .  Bve.
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Hi Peter. lt 's Simon here.
Hi  Simon. How are you doing?
Fine, thanks. Um, l isten Peter, I 've just had
a call from our customer in lceland. Thev
are very upset because that shipment of
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Speaker t Open account
We mainly do business in Europe, where
most of our customers expect us to give
them open account terms. Obviously, this
method of payment is good for the buyers,
but not for us as exDorters because we
don't realty have any control over the
payment process. We can ask the customer
to pay at a certain date or within a certain
period, but we can never be sure that they
witl pay then. To protect ourselves against
non-payment or customer insolvency, we
usually take out credit insurance.

Speaker z Lefter ofcredit
With customers we haven't done business
with before, we atways use a letter of
credit. lt allows us to agree detailed terms
with the buyer, which can't be changed
once they have been fixed. Above all,
it's one of the most secure payment
methods in foreign trade. The buyer's and
setler's bank work together and offer the
seller a commitment of payment. With a
documentary credit l ike this we can be sure
that we'l l be paid for the goods we supply.

Speaker 3 Advance payment
We're a small company speciatizing in high
quality computer hardware. Our company
policy is that customers have to pay up
front. That means the customers transfer
the money before we ship the hardware
to them. Because we're a small business,
our cash flow situation doesn't allow us
to offer customers longer credit periods.
We woutdn't be abte to cope with detayed
payment or customers not paying at att.
For us as se[[ers, it's the most secure
payment method. We know, of course, that
most of our customers would prefer other
payment facitities.



e4 l

weight
(us)

weight
(ut0

length

surface

volume

capacity
(lJl0

capacity
(us)

Non-mrrnrc

t6 ounces
14 pOUnOS
8 stone
20 cwt

16 ounces
roo pounds
20 cwt

rz inches
3 feet
ry6o yards

r44 sq inches
9 sq feet
4,84o sq yards
64o acres

r7z8 cubic inches
z7 cubic feet

zo fluid ounces (fl oz)
z pints

4 quarts

16 fluid ounces (fl oz)
z pints

4 quarts

r ounce (oz)
r pound (tb)
r stone (st)
r hundredweight (cwt)
r (tong) ton
r tonne (t)

r ounce (oz)
r pound (lb)
r hundredweight (cw|
r (short) ton (t)

r inch (r in; r ')
r foot (r ft; r)
r yard (yd)
r mite (m)

1 square inch (sq in)
r sq foot (sq ft)
r sq yard (sq yd)
1 acre
r sq mile (sq m)

r cubic inch (cu in)
r cubic foot (cu ft)
r cubic yard (cu yd)

r pint (pt)
r quart (qt)
r gallon GaD

r pint (pt)
r quart (qt) '
r gatlon (gal)

Mrrnrc

28.35 grams (g)
o.4Sq kitogram (kg)
5.356 kilograms
5o.8 kilograms
t,ot5.o4 kilograms
r,ooo kilograms

28.35 grams (g)
o.454 kitogram (kg)

45.359 kilograms
9o7.r8 kitograms

25.4 mill imetres (mm)

3o.48 centimetres (cm)
o.9r4 metre (m)
r.6o9 kilometres (km)

6.452 sq centimetres (cm)

929.03 cm'
o.835 sq metre (m)
o.4o5 hectare (ha)
z.59km'

16.4 cm'or cc
o.o28 m3
0.765 m3

o.S58 titre (D
r.135 litres
4.545 litres

o.+zl liter (D
o.946 liter
3.785 liters


