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Part One The Building Blocks of Business Communication] Chapter 1 An Insight into Business Communication
[0 Chapter 2 Selection of Communication ChannelsC] Chapter 3 Structure and Styles of Business Letters

[0 Chapter 4 Creating Effective Business Communication[] Chapter 5 Cross-Cultural CommunicationPart Two
International Business Correspondencel] Chapter 6 Establishing Business Relations] Chapter 7 Enquiries and
Repliest] Chapter 8 Offers, Quotations and Counter-OffersC] Chapter 9 Orders and Their Fulfillment Chapter
10 Terms of Payment[] Chapter 11 Packing[] Chapter 12 Insuranceld Chapter 13 Shipment[] Chapter 14
Complaints and Claims[] Chapter 15 Business Contract ~Part Three Interoffice Communication Chapter 16
Memorandums[] Chapter 17 ReportsC] Chapter 18 ResumesAppendix [ Abbreviations Used in International
TradeAppendix O INCOTERMS 2000, and Expressions Related to TradeAppendix [ Shipping Documentst] [
00
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00 O O 60 Colord O Colors can also carry meanings in a culture. In the United StatesC] mourners wear black
tofuneralsC] while brides wear white. In Japan and Chinall white is the color of death. Purple flowersare given to
the dead in Mexico. In ChinalJ red stands for happiness and even power[] therefore[d] sealswith red ink are used
to show authorityd but in other countriesC] blue ink is used for seals.[]1 [0 00 700 Agel O Cultures also differ in
their views of age. In the United StatesC] youth is valued. Some men aswell as some women color their hair and
even have face-lifts to look as youthful as possible. Olderpeople prefer to live alone to show that they are as strong
as young people. In many Asian countriessuch as China and Japan[] older people are respectable because they
carry rich experience. It is thecustom there that younger people should defer to older people and learn from them.
0 O 6. Case study[d [ Interpreting a Smile[J] [1 Case Description[] [ [ Peter is the general manager of an
American company in China. Recently] Jun Chen[J one of theChinese managers] made a mistake at work
which caused some difficulties requiring a lot of effortsto fix. Jun Chen was very upset about what had happened[
and he came to Peters office to make aformal apology. Jun Chen went into Peters office after being told to[]
smiling before he spoke."Peterl] lve been feeling very upset about the trouble | had caused for the company. Im
here toapologize for my mistake. Im terribly sorry about it and | want you to know that it will neverhappen again. "
Jun Chen said0 looking at Peter with the smile he had been wearing since he walkedinto the office. Peter found it
hard to accept the apology. He looked at Jun ChenJ and asked[] "Areyou surel[]

"0 O "Yes Imsorry and | promise this wont happen againJ " Jun Chen saidlJ with a smile evenbroader than
before.C] [ "Im sorry | just can not take your apology. You dont look sorry at all(]

" Peter said angrily.[] [0 Jun Chens face turned red. He did not in the least expect Peter to take it negatively. He
wasdesperate to make himself understood. "Peter] " he managed to smile again(] "trust me[] no one canfeel any
more sorry than | do about it. "0 [I Peter was almost furious by nowd "If you are that sorryd how can you still
smileld
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