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How o be assertive

How assertive are you?
Do you:
7 asknguestions when you are confused?

yes / no f unsure
complain in a restaurant if the service
is slow?
yes / no / unsure
find it difficult to say ‘no’ when you don’t
want to do something?
yes / no f unsure
find it easy to tell people what to do?
yes J no f unsure

5 interrupt people when they say
something you do not agree with?
yes f no funsure
prefer to send an email rather than
speak toa 'difficult’ client?
yes /nof unsurs

7 5 yaur opinion at a meeting
when you think someone is wrong?

yes fno [ unsure

Writing
1 Asupplier has been late in their delivery
of several orders. As o result, you had
to moke last-minute changes fo the
preduction schedule. Write an email to
the supplier informing them that you will
not accept any more mistakes. Use DESK
from Expressions fo help you structure the
email, Include the following expressions:
b = paint out that / several misiokes /
SEM0US CONSaqUENGES
E = very dissafisied / poor service / sales
deparfment
5 = need [ guarantee delivery dates in
future
K = inform you | repetifion lote deliveres
look far another supplier
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Expressions

How to be assertive with DESK
D = describe the situation objectively
E = explain how you feel, not what you think
& = state what you want in simple {erms
K = know the possible outeomes

51 Martin is the sales distribution manager for

a franchise mokile phane company. He s
speaking on the phone to his boss, Jane.
Read the text above, Then listen to their
conversation. How does Martin apply DESK?

52 Put the words from the conversation in the

correct order. Then listen again to check,

1 oas fwell /we fawade /youre faf
staffing / have / big / problem.

2 finish / what / me / wos / let /| { gaing /
say / o

3 feeling / what /1o /s /1 / soy f my
mean J ovenworked [ that / team [ ane.

4 agree / that / nght / you [ we'e / must /
now / understaffed.

5 clear/ want / this / | / be [ fo / peractly.

6 arything / promise / | / you / though /
can't / afraid / I'm.

T oL/the /it no / way f see f we've /
chaice / other [ got,

Language box

The expressions wish and If only are used to
express desires or feelings.

Use wish and if only with the past simple
to express something you would like fo be
differant now:

Fwish | hod a baller job!

(= 1 would like a different job)

It anly he spoke better Germant

(= his kevel of German isn't good enough)

Use wish and if only with the past perfect to
exprass your feelings now about something
that happened or something you did in the
pask:

Iwish we'd never signed this contract.

(= we signed it and | think it was a mistake)

Fanly | hodnt bought this carl

(= I'm not happy. It's not o good car)



Jane has spoken to Peter, the managing
directer of the firm. She then meets Martin
again. Listen to their conversation and
answer the questions.

1 Does Mortin get what ha wants?

2 How osserfive is Jone?

4 Look of the following direct statements,
How could you make them more indirect or
diplomatic?

1 Toking on two more people is impossible!
2 We understond the situation.

3 When con | have mors staff?

4 Woit for the fime being.

& Talking obout this is o woste of fime!

& Believe me about a repiacement for Tony.

o5 Listen again. What expressions do Jone and
Martin use instead of the sentences in 47

Use wish and if only with could when you know
that it is impossible fo ochieve what you want:
| vdishl-ouuldhkea ceupheoi‘wars off and
fravel around the warld. (= impossicle)
I only they could cut the pricel
{= but they can't}
Use wish cind f only with would fo say you do
ot approve of sormaone ‘s behcviour.
| wish you | would stop interupting!
(= you do this frequantly and | don't fike it)
I anly he wouldn't send me all these emails]
(= Ereceive too many emalls from him}

Look

Look at listening script 1.2 on page 122. Find
more examples of wish and if enly,

Speaking

1 You and your teacher work for the same company.
You have recently changed your job in the company
and now have to drive a lol more on business. You
also have more expenses and are not happy with the
present system of clalming these expenses back at
the end of each month, (Your leacher is responsible
for paying expenses.) Using the DESK technique,
rofe-play the following situation. Try to use language
from Expressions and the Language box,

Yo

.

use your own cor ot present (opproximatehy 1,500
kilometres / monthy.

hava an average monthly expanses claim for kast
thrme months of £950 - con you be poid weekly?
ore using your own credit card a lot to pay for
expenses. Possibility of compary credit card?

Your feacher:

knows company cars ang pravided when job involves
rmgte than 30,000 klometres o yaar.

knows company policy for expense claims is monthly
but this depends on the amount. It is possible to pay
certain expanses in acvance.

kmiows that up o now only the managing dirsctor
has a compary credit cand. How much is this really
needed?

Lesson record

3 naw words 3 ussful phroses
from this lesson from this lesson

Things fo remember

L L
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