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to translate the related passages.



words, and general words.
2. Read the reading passage ,
3. Translate Passage into Persian.



target, trade off

B. accountable, anticipate, associate,

attainable, detail, project, quantitative,
guarterly, tighten



£ head going out of a company

« ( 3)d.money in the
form of coins and notes.



. He’s not accountable to you for his

action.
. Helefthis capital  untouched in

the bank.




e 3. What are the types of operating budgets?

e 4. \WWhat are the sources of cash in financial
budgets?



e Budgets can be used to evaluate
performance, motivate employees, or
plan for future events.
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plans and strategies.

e Three common types are: profit budgets,
revenue budgets, and expense budgets.



make short-term and long-term decisions.

o A profit centre is a responsibility centre

continued......... C



control over spending.

e A revenue centre iIs a centre based on
generating revenues.



e« Cash Is used to pay operatlng expense,
purcnase new aSSEIS pay off |0ans ISsue
dividends to shareholders, or supplement
retained earnings.

continued......... C



o A capital expenditures budget is a plan for
the purchase buildings, land, and
machinery.



profit.

3. ... A cash is an essential part of
pay off loans.



I ewer:leveldandinmidalemanagers
c. decision makers
d. responsibility centers



e Answer:
It relies on control over spending .
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e This unit Is designed to help you learn a
number of key words; to familiarize you
with typical passages; and to enable you
to translate the related passages.



e 1. Define the meaning of the following key
words and general words .

e 2. Read the reading passage.
o 3. Translate Passage into Persian.



Key Words
& General Words

A. added value, attributes, boarding,
defect, delivery, generic product,
guarantee, infrastructure, proactively,
ratio, slogan, shortfal

B. augment, host, live up to, ongoing,
spare, survey




R

5.1.3 Vocabularies Exercises:

Column |
delivery
host

boarding
augment

Matching

e Column Il

e ( 2)a.large number

(1) Db. process of bringing
goods to the place

(4 ) c. to make something
more completed by adding

something to it



5.1.4 Vocabulary Exercises: Fill
In the blanks

surveyed, shortfall , ongoing

1. No agreement has yet been reached
and the negotiations are still

ongoing
2. An amount by which something fails to
reach the amount that is needed and
expected is called shortfall
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What is the ultimate goal of any
organization's performance?

W
W
W

nat is know as a generic product?
nat are the customers' expectation?

nat Is long — term customer

satisfaction?



5.2 Reading
Management and Customer
Satisfaction

e Quality and productivity are two related
paths to customer satisfaction, which Is
the ultimate goal and the real test of any
organization's performance.



fulfill a need or desire, it has no value to
customers. A product that minimally

satisfies customers Is known as a generic
product.



Understand Customer
Expectations

e Customers have expectations about a
variety of product elements, including the
value/price ratio, product quality,
features and benefits, warranties and
guarantees, problem resolution, and the

buying experience.



Establish or Upgrade the
Infrastructure

« Managers need a systematic way to satisfy
customers establishing or upgrading the
Infrastructure, which encompasses the
people, training, organization structure,
communication, and equipment needed to
ensure customer satisfaction.
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 Managers can measure customer
satisfaction by holding personal meetings
with customers, sending out
guestionnaires, reading complaint letters,
and answering customer service hot lines.



Comprehension Questions
5.2.1 True / False Questions

1. ... The ultimate goal and the real
test of any organization's performance
are productivity and quality.

2........ In fact, customers buy goods and
Services to fulfill their
needs.
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A generic product
refers to competitors

satisfies customers

fulfills producers’ wants

relates to markets

The consists of organization

structure, people, communication, needed to
ensure customer satisfaction.
a. Infrastructure b. competition

C. Intention d. iInvestment




Through customer interview,
guestionnaires, and other means they
understand whether or not a product

lives up to customer expectation.
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backward integration

rivalry




























competitive forces

rivalry










Self — assessment

1. He bought his house last year. But he sold it

with a little profit
a. stock b. profit
C. pay off d. shareholder

2. The agreement was signed in the _PIresernce
of the two companies representatives .

a. presence b. plant
Cc. sphere d. scene
Continued ... -




The systematic recording of financial and
economic transactions refers to pookkeeping

a. auditing b. bookkeeping
Cc. budgeting d. accounting

Large investment is needed to modernize the
country’s telephone _ network

a. decision b. program
C. network d. busines
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