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1 Corporate culture

Internet

research

Search for the keywords

“work fun®. Find out

how companies are

trying to create a fun

atmosphere at work.
e e T

1.1 About business Work culture and placements

Discussion
KX vou've just started working for a new company. Do you:

* a)wear your best clothes or b) wear jeans and a T-shirt like all the other employees? Why?

* @) stop work at five o'clock like everyone else or b) stay longer to finish your work? Why?

* a) share your ideas and opinions at staff meetings immediately or b) say nothing like most
of your colleagues? Why?

Scan reading
EA Scan the article opposite to find:

1 what the monkey experiment demonstrated.
2 seven examples of unwritten rules.
3 what new staff learn about work culture and how they learn it.

The words in grey are explained in the Wordlist on page 148.

Discussion
EX In small groups, discuss the questions.

1 What do you think organizations and companies can do to avoid negative unwritten rules?
2 What unwritten rules do you imagine you might encounter in your country as an intern in:
* & government department?
® asmall public relations firm?
* a manufacturing company?
Think about:
* office etiquette, e.g, dress code, punctuality, personal calls, coffee and lunch breaks.
* relationships with colleagues, management and clients / business partners.
* autonomy and initiative.
3 Which work culture above would you prefer to work in? Which would be the most
difficult to adapt to? Why?

Listening for gist

3 D 101, 1:02 Listen to Alessandra, an Italian business student, and David, a British civil
service manager, talking about problems they experienced with work placements, and answer
the questions.

1 What problems did Alessandra and David have?
2 What were the misunderstandings that caused these problems?

Listening for detail
I Listen again. What mistakes did the students and the supervisors make in each case?

Brainstorming and presentation

KA 1n small groups, hold a brainstorming meeting to decide how companies can help interns
to adapt to their work culture. Design a set of guidelines for supervisors of interns. Then
present your guidelines to another group, and give feedback on the other group’s ideas.

GUIDELINES FOR SUPERVISORS

Thank you for agreeing to supervise a student work placement. The following guidelines are
designed to help you ensure your intern adapts quickly to the work culture of the organization,

- If possible, give advice about office etiquette by telephone before the beginning of the placement.
- Give the student a copy of the company rules on the first day.

———d,
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1.1 About business .

Monkey business?

Scientists put a group of five monkeys in a cage. At the top of
a ladder, they hung a banana. As soon as a monkey climbed the
ladder, he was showered with cold water; the group soon gave

up trying to reach the banana.

“... the others pulled
him down and gave
him a good beating.”
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Next, the scientists disconnected the cold water and
replaced one of the five monkeys. Wnhen the new
monkey tried to climb the laddet, the others immediately
pulled him down and gave him a good beating, The new
monkey learned quickly, and enthusiastically joined
in beating the next new recrult. One by one, the five
original monkeys were replaced. Although none of the
new group knew why, no monkey was ever allowed to
climb the ladder.

Like the monkeys in the experiment, every culture
and organization has its unwritten rules, These rules are
probably the single most influential factor on the work
environment and employee happiness. Though many
work cultures embrace positive values, such as loyalty,
solidarity, efficiency, quality, personal development and
customer service, all too often they reinforce negative
attitudes.

In many businesses, an unwritten rule states that
working long hours is more important than achieving
results. In one medium-sized company, the boss never
leaves the office until it is dark. Outside in the car park,
he checks to see who is still working and whose office
windows are dark. Staff who risk leaving earlier now
leave their office lights on all night.

Other common unwritten rules state that the boss is
always right, even when he's wrong; if you're not at your
desk, you're not warking; nobody complains, because
nothing ever changes; women, ethnic minorities and
the over 50s are not promoted; the customer is king,
but don't tell anyone, because management are more
interested in profitability.

Often nobody really knows where these unwritten
rules came from, but like the new monkeys, new
recruits pick them up very quickly, despite the best
intentions of induction and orientation programmes.
The way staff speak to management, to customers
and to each other gives subtle but strategic clues to an
organization's culture, as do the differences between
what is said, decided or promised, and what actually
gets done. New staff quickly learn when their ideas
and opinions are listened to and valued, and when it's
better to keep them to themselves. They learn which
assignments and aspects of their performance will
be checked and evaluated, and whose objectives and
instructions they can safely ignore. Monkeys may be
more direct, but work cuiture is every bit as effective at
enforcing unwritten rules as a good beating.

TheBusiness




1 Corporate culture

1.2 Vocabulary Work organization and responsibility

Discussion
BN with a partner, rank the words in each group according to importance or size.

1 line manager director projectleader supervisor foreman
2 department division unit branch office subsidiary section company
3 job task assignment project

Listening for detail

& 1:03 Listen to a supervisor describing a company’s structure to a new intern and
complete the organipram.

Merilyn Warner
CEO

i
David Darren

SERL RS A st T R R “ﬂﬁ‘:ﬂw-fmmﬁ AR

i

Administration e —_— o ——
Monica Overstreet | Bertram Newman § Douglas Pearson Herb Monroe Roxamne Pawle
Managerf _ Managerf R&D Manager Program Manager

One art Two software
director; one engineers;
officer; one
two salesmen

Listen again and answer the questions,

Why is the organization simple for the moment?

Why does Bertram say it's going to change?

Why does the Office Manager also take care of personnel matters?

What is the difference between the roles of the CEO and the COO at Warndar?
Who are Irysis? What happened about two years ago?

What happened to Roxane Pawle’s predecessor?

Which three departments are involved in development programmes?

How are development programmes coordinated?

=R B R B R S

Match the parts of these sentences from the listening to complete ways of describing
responsibilities.

Vi oo 1 You're going to report a) on a day-to-day basis.
researcl 2 She also looks N b) with strategy.
= - 2 3 She has two accountants working c) directly to me.
1 4 David runs the business d) under her.
5 Merilyn deals e) after finance.
6 Our Office Manager f) to manage Marketing & Sales.
7 He's responsible g) with me in Marketing.
8 Roxane is in charge h) for building our product package.
9 Myroleis i) takes care of personnel.
10 He liaises i) of IT and Technical Support.

8  TheBusiness




Further interactiva vacahulary practice on the DVD-EOM 1.2 Vocabulary .

Prepositions

E Complete the electronic newsletter by using each preposition once.

on in alongside as under at

This manth Warndar News is delighted to welcome Sam Shenton, our new intern. Sam, who hails from Boston, will
be working (1) Jake and Saidah in Marketing. Let's give her a real Texas welcomel

Andy Highlands has moved from R&D. He is now working (2) IT Manager Roxane Pawle in IT and Technical
Support, a department which is scheduled to grow rapidly in the caming months, Good move, Andy!

News of Jackson Tyler, our former IT Manager: after a short stay in Washington, working (3) Head of IT

(4) Sterns & Lowe, a large consultancy, Jackson Is now back in San Antonio, working (%) the leisure
industry. He hopes this is only a temporary position as he is also working (6) _a book about his experiences.
We wish him the best of luck!

anl

Discussion and presentation

K@ Work in groups of three. You want to open a private music school that offers music lessons to
people of all ages. Decide:

* who is responsible for the areas in the box below.
* how many extra staff members you will need.
¢+ who everyone reports to.

Draw an organigram of the company structure.

purchasing recruiting teachers advertising registrations legal questions

organizing concerts €D and music library  planning timetables  discipline

cleaning and maintenance  accounts public relations  educational policy  sound systems
quality and complaints  instrument repairs  salaries transport and logistics  insurance
reception and office :

EA Work with a partner from a different group. Present your music school's organization using
relevant phrases and vocabulary from the previous exercises.

Defining words |
Bl with a partner, practise defining words relating to work organization.

Student A: turn to page 110.
Student B; turn to page 114,

HheBusiness ]




1 Corporate culture

Refresh your 1.3 Grammar Past tenses and advice structures
memory

Past simple

He told them.

completed actions Test yourself: Past tenses

Past continuous

He was telling them, El complete the anecdote by choosing the best tense in each case: past continuous (was /

background situations were doing), past simple (did) or past perfect (had done).

:;_h‘-d already told A large corporation had just hired a new CEO. As the old CEO was leaving, he

m,
one past event before discreetly presented his successor with three envelopes numbered one, two and three.
another ‘If you have a problem you can‘t solve, open the first of these,’ he (1) (tell) the
P Grommar reference page |18 new CEO.

Advice structures Well, at first things went smoothly, but after six months sales (2) (fall) by
10% and the shareholders were getting very impatient, The CEQ (3) (begin) to
despair, when he remembered the envelopes the old CEO (4) (give) him.

He went to his office, closed the door and opened the first envelope. The message
read, "Try blaming your predecessor.’ The new CEO (5) (call) a press conference
and tactfully blamed the previous CEO for the company's problems, The shareholders
and the press were satisfied with his explanations, and a few weeks later the CEO was
relieved to see that sales (6) (improve) by 12%.

About a year |ater, the company was having serious production problems. The
CEO (7) (learn) from his previous experience: as soon as he (8) (close)
his office door, he opened the second envelope. The message read, “You ought to
reorganize.’ He immediately reorganized production, and the company quickly
recovered,

A year or two after that, costs (9) ___ (rise) day by day and the company was in
trouble again. The CEO went to his office, (10) (close) the door and opened
the third envelope. The message read, 'You might want to prepare three envelopes.’

Test yourself: Advice structures

An intern needs help understanding a company's work culture. Complete the advice
structures using ask, asking or to ask.

1 Youshould _____ yoursupervisor.
2 Haveyouconsidered _______ your supervisor?
3 Howabout________ your supervisor?
4 It's a good idea your supervisor.
5 Have you thought of your supervisor?
6 Youcould_________ yoursupervisor,
7 Wswise _______ your supervisor.
8 Whydon'tyou___ your supervisor?
9 Youought_____ yoursupervisor.
10 Youmightwant _____ your supervisor.
11 Haveyoutried _____ your supervisor?
12 It'simportant ______ your supervisor.

Which five phrases are examples of strong recommendations?
Which seven phrases are examples of careful or friendly suggestions?




m Further interactive grammar practice on the DVD-ROM 1.2 Grammar .

Internet Listening for detﬂ& £

re SearCh El 2 104 Listen Iu«ﬁ{' sfter—dinner story. In each pair of events below, underline the event that
happened first. S .

1 The CEO did very well for himself. The CEO gave a party, - 7
2 The CEO challeﬂie his tean ﬁe‘,shuw;;d the executives the pob&.u, S
3 There was h. Everyone followed the CEO toithe barbeeue.!

n again d check your answers.
the executives

to follow the CEQO towards the barbecue when suddenly there

N a loud splash,
W" ¢ and 10 the pool where the Chief Financial
Officer for his life.
The crocodiles him when he the edge of the pool.
6 He to climb out of the pool when he the mouth of

the biggest crocodile close shut - snap - behind him.

Telling a story
B With a partner, tell a story in your own words using appropriate past tenses,

Student A: turn to page 110,
Student B: turn to page 114,

Giving advice
B Match the parts of these sentences to give advice to new employees.

1 You should e a) expect to finish on time every day.
2 It's unwise b) learn to set goals.
3 It's a good idea c) dress appropriately.
4 Youshould d) to make too many personal phone calls.
5 You shouldn't e) to learn proper meeting behaviour,
6 It's a good idea to f) accept responsibility for mistakes.
7 It's important _\ g) learn who does what and how things get done.
8 You shouldn't h) not to neglect forming effective relationships at work.
9 You should i) to reduce stress by balancing your life.
10 You ought j) expect that you will like every task.

With a partner, take turns asking for and giving advice.

Student A: turn to page 110,
Student B: turn to page 114

The Buginess 11
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Corporate culture

1.4 Speaking Meetings - one-to-one

Discussion

Kl Do the questionnaire from a business magazine. Mark the statements T (true), F (false) or
D (it depends). Then compare and justify your answers. Talk about how different cultural and
business contexts affect your answers.

You should never sosialize Hh managers after work. [ ]
If a superior asks you to bring qnﬂan for a visitor, you can tell them politely it's not your job. ]
Personal calls are acceptable only at certain times of the day. [ ]

Staying late at the office to finish your work is a sign of inefficiency. [

In meetings it is advisable for junior staff to speak only when invited to do so. []

It is OK to offer suggestions to superiors about how to improve the business. [

It is not advisable to have a romantic relationship with a co-worker. [

Listening for detail

EX & 105 106 Listen to two versions of a conversation between Tifany, an intern, and
Simon, her supervisor, Underline the words that describe Simaon's behaviour, Then compare
your answers with a partner.

Version 1 - Simon is: Version 2 - Simon is:

objective impatient a good listener objective impatient a good listener
dogmatic  diplomatic  friendly firm dogmatic diplomatic friendly firm
understanding  insincere  authoritative understanding  insincere  authoritative
threatening weak frank threatening weak frank

EX With a partner, discuss how Simon’s language is different in each version.
Euag

KW Listen again and complete the sentences.

Version 1

1 You talk about your colleagues like that,

2 Yes,_ torefuse

3 You from people like Maureen if you're rude.

4 You there'll be trouble.

Version 2

1 1think more careful about how you talk about your colleagues.

2 You why she couldn’t help you.

3 get better results from people like Maureen by being a little more
diplomatic?

4 ask Maureen to have a coffee with you, and just clear the air?

i

i — i e —— e U
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Furthaer intaractive pronunciation practice on the DVD-ROM 1.4 Speaking .

Diplomatic advice

EH In Version 2, Simon uses modal verbs, introductory phrases and negative questions to make
his advice more diplomatic. Add these phrases to the correct category in the table below. Some
phrases are used in more than one category.

It seems to me that .., Wouldn't you agree that ...?  Actually, | think ..,
You could maybe .., Wouldn't it be better to ...?  You'd do better to ...
Why don't you ... ?

Modals would, could and might ~ You might want to ...
Introductory phrases | think perhaps ...
Negative questions Don't you think ... ? |

KA Make these comments more diplomatic, |

You shouldn't disturb your co-workers,

You won’t meet deadlines if you don't prioritize.

Delegate, or you'll never finish the job.

You shouldn’t eat at your desk.

Don’t make personal calls at work.

If you ignore your colleagues, don't expect them to help.

You'll make yourself ill if you don'’t take care of your life-work balance.

~ o U= b =

Pronunciation

A 1n each sentence below, two words are more important than the others. These two keywords |
carry the siress. Linderline the two keywords (or syllables) that are stressed in each sentence.

[ hear you had a problem.

Perhaps you should be more careful.
You ought to do the same.

[ appreciate that you work hard.

[ didn't mean to be rude.

It can happen to anyone.

(= WS B VR & B

EJ 2 1:07 Listen and check your answers. Then practise saying the sentences with the stress on |
the keywords (or syllables).

X The stresses have a regular rhythm. To allow this, the words between the stresses have to be
very short and sound as if they are joined together, e.g. youhada, youshouldbemore. This is one
of the main reasons why listening to English can be difficult. Listen to the sentences again. Then

fotarnnt practise saying them with a regular rhythm.

research

forthe keyworss ~ Roleplay

1 English . What : : el i . ;
Bt ¢ earning K0 with a partner, hold informal problem-solving meetings. Use diplomatic language to help you

w5 for English

agree, unless you feel a more directive approach is necessary.

ble on the Web? Student A: tum to page 110.
Student B: turn to page 116.

IheBusiness 13




|
1 Corporate culture

1.5 Writing A placement report

KB Henry has just finished his placement at Cambro Corp. in Littlehampton and has to write
a report on his experiences, Discuss what you think this report will contain and what style it
will be written in.

Skim reading
B Read the extracts from Henry's report and number the section headings one to five.
[] Observations about the company

[0 Appendix

(] Introduction

[] Professional achievements

[ Experience during work placement

o asix-month placement with Cambro Corp. in Littlehampton from February to July, under the supervision

of Mr Geoffrey Thomson, Marketing Manager. The objective of the internship was to design, conduct and

analyse the results of a market study to identify customer needs for a new range of electronic gearboxes
for industrial conveyor belts.

Cambro Corp. is a subsidiary of the HDE group based in New Jersey. The company has 450 employees

in its Littlehampton plant, and designs, produces and markets gearboxes for the North American market.
Founded in 1954, the firm ...

= e m“

B, e o

0 - and this experience was extremely valuable. I had not expected such a poor response rate to the first
mailshot. When customers were contacted by telephone, it became clear that many of them had not
answered the questionnaire simply because they had not understood the first question. The order of the
iterns was therefore modified and the response rate increased by 200% ...

R —— - ——.M

o ° long history of involvement in the local community. Cambro’s reputation as a company which looks
. after its employees and which sponsors local sports and cultural events is one of its greatest strengths.
‘ To obtain a similar result through media campaigns would cost millions, This aspect of the company’s
marketing and PR policy was most impressive ...

.
TSR s iy G G 1 M o

‘ © ... communication skills in particular. Developing and performing a market study in less than six months
was a major challenge. Fortunately, [ was able to apply the knowledge 1 had acquired in marketing in

| year two of my degree, and the results of my study were extremely well received. In future, I think it

! would be very helpful if ...

e e Tt et oI il it M—-‘-“-—

© - including the following documents:
A Daily journal B Thank you letter to Mr Thomson C Evaluation letter from Mr Thomson D Résumé
E Cambro brochure and sales literature

e e ____‘_’_______‘____,._——-'—"“—-N\_

Reading for detail
EJ Dccide which section in 2 above these topics should be in.

[] Conclusions

[ Analysis of successes and failures

] Objectives of the internship

] Details of your responsibilities

[J Analysis of what you learned

[ ] Evaluation of the company as a potential employer

[C] Suggestions for the future

] Description of the company and how it is organized
] Practical details about the placement

] Observations on the company’s culture and policies

14 IheBusiness




m Furthes interactive writing practice and model business documents on the DVD-EOM 1.5 Writing .

Inteinat EX Match these informal diary entries with formal phrases used to talk about the same things in ‘

research the extracts in 2. Underline the phrases,

;::Jw ﬁ:.nudmxrmp? | My bossis a guy called Beoff. %

Search for the keywords R .
find internships to learn 2 “Taink T oalled tobsob sishonirs ? It was ua.l.!a diffieutt and ‘W““h"a‘ l |
more. RORE SRR == <
=8 . 8 Thank awdm,” 1'd learnt wow to
2 -F.mﬁH wnderstood wiat the problem was! e ok val
T ettt ey i, e

it e ‘

B i e ﬂf“'mj"w“' 9 Geoff was reatly hapoy with what I did. I

S This is wortih a Fortame| Much better than P“ﬁi“a for advarhsiﬂa. l ‘
P ~— —-‘-\-—__ -”\A--—-h-_ﬁ—.

Listening and note-taking

E 2 1.08 Listen to a conversation between Jason, who has recently completed a placement ‘
at Diftco, and his friend Alex. Take notes about Jason’s placement in preparation for writing his
placement report.

Ordering and writing |

B with a partner, organize your notes from 5 and Jason’s notes below into the five placement
report sections listed in 2, Then write Jason's placement report. Remember to use more formal
language. |

- §o0d rapport with export staff, warehouse staff more difficult

- e-ﬁﬂipue.dd assembled and packed in warehouse

- double-check inforwation - ve importont Lesson!

- waste problem. in warehouse - don't vecyele &

- remember to attach daily journal = Jjournal doc

~ one of wost profitable Fivms in region

= learmt bar code syetem - iﬂfsre.s-rma

- too much routine paperwork - very borimg!

- copies of letters to and from Ms Witten, Supervisor

- wost of time in Export OFFice, also checking containers in warehouse
- vav-H firma. - meed a L-.a!:‘dmd wow!

LR N N RN N N el

IheBusiness 15




~ 1 Corporate culture
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1.6 Case study Counselling

Discussion

KB What kind of personal problems can interns or employees experience when working
abroad? With a partner, brainstorm a list.

Listening for detail

EX 2 1:09 Listen to an extract from a lecture on counselling skills and complete the
handout.

COUNSELLING

Counselling = helping someane
COUNSELLING SKILLS

a personal problem using their own

B listening helping [[] assisting [l solving (for them)
manipulating persuading [] exploring problems

talking telling []reassuring

THE THREE PHASES OF COUNSELLING

Phase one = Phese two = Phase three =

EX With a partmer, describe a situation when you helped someone with a problem, or when
someone helped you. Did your experience correspond to what you heard in the lecture?

Counselling language

¥ Match each phrase in the box to a counselling skill on the second handout below.

How did you feel? _ y -ing v
So, tosumup, ... Soyou'resayingthat...? What are the o

Why not start by —ing ...

COUNSELLING SKILLS CHECKLIST
Counselling skill Description of skill Useful phrases or body language
1 Asking open Ask who, why, what, where, how, etc, to get them
questions talking about the issues,

2 Paraphrasing

Clarify your understanding by rephrasing what they
said, and feed it back to them.

3 Paying attention

Use positive body languege to show that you are
really listening.

look person in the eye, smile, nod head

4 Encouraging

Show you're interested by nodding and saying Uh-
huh, Mmm. Yeah, | see, tc.

5 Echoing

Encourage them to tell you more about a topic by
repeating a key phrase or word.

€ Summarizing

Show you have understood all they said by pulling
it all together in two sentences.

-

Establishing
options

Get Ideas from them on possible alternatives to
resolve the problem.

o

Asking hypothetical
questions

Encourage the problem holder to think through the
Implications of their suggestions.

9 Prioritizing

Establish which of the possible options the
problem holder chooses to tackle first,

10 Action-planning

Suggest a clear first step they can take to help
them manage their problem.

El Add one more phrase of your own to each counselling skill in the handout in 4.

16 /iwBusiness




Jm Further interactive problem-solving on the DVD-ROM 1.6 Case study .

Intermmet
research

Find out more about

living and working in

either Japan, the UK or

the USA,
—_——

Roleplay

K3 Work in groups of three. Take turns being the problem holder, the counsellor and the
observer.

Problem holder

Problem holder A: turn to page 110.

Problem holder B: turn to page 114,

Problem holder C: turn to page 116.

Use the information given to respond to the counsellor.

Counsellor
Guide the problem holder through the three phases of counselling in 2. Use the counselling skills
in the checklist in 4 to help the problem holder find solutions to their problems.

Observer

Observe the counselling session and take notes. Use the checklist in 4 to note which counselling
skills the counsellor uses and how well they use them. At the end of the session, give the
counsellor feedback to help them improve their skills.

Writing
EA Work with a partner, You are on a placement in a foreign country.

1 Write an email to your partner explaining the problems you are having,

2 Exchange emails with your partner. Write a reply, giving your advice. Use some of the I
expressions in the box to show that you understand your partner’s problems and to encourage
them to think positively.

| can see exactly what you mean about ... It can't be easy to ... when /if you ..,

You must be feeling very ... | know just how you feel.  It's perfectly normal to feel that way.
You have to keep things in perspective.  I'm confident you’ll be able to find a solution.

I'm sure you'll bounce back.

I'he Business 17




2 Customer support

Internet

research

Search for the keywords
call centre racist abuse
to learn about racism
experienced by call
centre operators. What
can be done to combat

2.1 About business Call centres

ER With a partner, think of four reasons why someone would or would not want to work in a
call centre.

Summarizing

N Read paragraphs A to E of the article opposite. The words in grey are explained in the
Wordlist on page 149. Find the correct heading for each paragraph.

this type of abusa? :
e [Jcall of the East  [_|Unions strike back [ ] More Britons concerned
Smarter Indians  [_| UK jobs leak
El Now read paragraphs F to H. Writc a sentence summarizing each paragraph.
E¥ Choose the sentence that is the best summary of the whole article.
1 Trade unions are worried about poor working conditions and exploitation of workers in
India in a growing industry where jobs are highly desirable.
2 'Trade unions are worried about companies moving to India where working conditions are
poor and work is highly stressful,
3 Trade unions arc worried about job losses, poor working conditions and exploitation of
workers worldwide in a growing industry where work is stressful
4 Trade unions are worried about job losses, poor working conditions and exploitation of
workers in Britain in a growing industry where workloads are unreasonable.
Discussion
B bo you share the trade unions’ concerns? Discuss your reactions with your partner,
- " = i
Predicting and listening
BB 2 1:10 Youare going to hear a radio discussion between Lavanya Fernandes, a Customer
Relationship Management expert, and Tashar Mahendra, a Centre Manager, about working
in call centres. With a partner, try to predict what the speakers will say about each of the
following five topics. Then listen and check your predictions.
Why India?  Changes to call centres  Perks of the job
Employee profile and training  Promotion prospects
Listening for detail
Listen again and use the key words and phrases in the table to write notes that summarize
the discussion.
Why India? Changes to call Perks of the job Employee profile Promotion prospects
centres and training
1 ... one million 1 New technology: 1 Transport; 1 Good 1 Canbecome a
English-speaking 2 The operator's 2 Good working communication supervisor after ...
college graduates job has become conditions with skills: 2 Experienceina
enter ... 2 Technical skills: contact centre is
2 Low labour costs 3 Centres are trying 3 Special training:
for ... hard to ...
Debate

18
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K3 Divide into two groups, for and against outsourcing call centres from industrialized
countries to the developing world.

For: turn to page 110.
Against: turn to page 114




At the end of the line

Next time you phone a call centre, your customer

service adviser could be talking to you from

India. Helen Taylor looks at how companies are

increasingly farming out their operations abroad,
-all in the name of cost cutting.

A The chief executive of HSBC bank,
Sir Keith Whitson, caused uproar
recently when he said he would
rather use call centre workers in India

o than those in Britain. He claimed that
workers in Asia are smartly dressed,
enthusiastic, more efficient and are
often graduates. Of course, he may
also have been persuaded by the fact

s that wages in India are about £4 a
day, which is more like the hourly
rate over here.

B The bank already has 3,100 call
centre staff in Asia answering calls

w0 from British customers, and it expects
to increase that to 4,500 by the end
of the year. With wages so low, the
additional cost of redirecting phone
calls to India is easily met. And

» HSBC isn’t the only company to be
looking East. British Airways, Zurich
Insurance, GE and others have all sent
their call centre services overseas,
€ The public service workers' union,

0 UNISON, is concerned by Thames
Water’s recent decision to export its
call centre services, probably to India,
in an attempt to reduce its overall
costs. The company plans to cut 150

# jobs initially, adding that a possible
1,000 staff could be affected in some
way in the future, ‘The proposal to
transfer these jobs out of the UK is
very worrying indeed,’ said UNISON

w regional officer, Ron Harley. ‘This is a
slap in the face for our members who
have worked tirelessly to improve
services to customers over many
years.'

«D Reality, a part of the GUS retail
chain, also came into conflict with
British staff over plans to move some
of its operations to India. More than
80% of USDAW members at the

wcompany voted in September for
strike action, after saying they'd been
betrayed by the company’s secret deal
with India,

E But in spite of job losses in the

s industry, with BT alone axing more

than two thousand posts earlier this
year, call centres remain a major
employer in Britain. One job in 50
in Britain is currently in a call centre,
so which is expected to rise to one in 30
in the next five or six years. And that
is in spite of serious concerns about
working conditions in the industry,
with complaints about stress, bullying
s« and unreasonable workloads.
F In India, however, call centre work
is seen as highly desirable. With
school teachers earning just £50 a
month, call centre wages of double
ro that are seen as attractive. This means
that the industry attracts the young,
well-educated, middle classes who are
eager to work in a clean and modern
environment. A recent BBC Radio
= 4 programme, India Calling, How

‘.s» the finer points
of British culture,
such as which Spice
Girl married David
Beckham ...’

May I Help?, described the great
lengths that would-be employees
in India have to go to in order to
work in a British call centre. Many
s pay a massive £200 for a three-week
training course on the finer points of
British culture, such as which Spice
Girl married David Beckham and
the plot of East Enders. They are
ss also taught how to ‘neutralize’ their
accents to suit a British audience and
some adopt English names,
G Callers from Dundee to Dover need
never know that the young woman
@ on the other end of the line is in Delhi
not Durham. Nor do they need to
know that the goods or services they
are buying are beyond the wildest
dreams of the cheery telephone

2.1 About business .

o5 operator. Workers quoted in the Radio
4 programme talked of how it felt to
handle customers spending £50 on a
T-shirt - the equivalent of two weeks'
wages for those taking the calls. Yet

wo they were also well aware that the
only reason the jobs had come to
India in the first place was because
they earned a tenth of the wages their
British counterparts could command,

ws It is estimated that 100,000 people
work in the call centre industry in
India and some think that could grow
tenfold over the coming years.
H Workers around the world are

10 becoming more and more likely to
spend their working day in a call
centre. Their experiences may differ,
depending on the conditions in
their workplace and the society in

115 which they live, but their lives are
no longer worlds apart, The jobs of
staff in Britain need to be defended
and working conditions improved.
But workers in India, too, should be

120 protected from exploitation as a result
of the demands of an increasingly
globalized market, which is motivated
by profit. Wherever it is located, call
centre work is potentially stressful

120 and monotonous and call centre staff
need adequate remuneration and
respect in recognition of this fact,

e Business
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~ 2 Customer support

Adjectives

B} With a partner, decide whether these adjectives are most likely to be used to describe
customers, helpline operators or both, Write C, H or B next to each.

abusive annoyed appreciative cheerful 'co'rhpﬁtpnt difficult  frustrated

grateful helpful irritated knowledgeable patient persuasive pleasant

reassuring rude satisfied sympathetic understanding upset

Bl Which nine adjectives do not have the stress on their first syllable?
Of those nine, which three adjectives have the stress on their third syllable?

Listening for attitude

El 2 1:11-1:20 Listen to ten extracts from helpline conversations and choose appropriate
adjectives from 1 to describe the speakers.

Describing problems
3 Decide which device each of the sentences can refer to and tick the appropriate columns.

car
fax

| N | photocopier
< | mobile phone

1 When | switch it on, nothing happens. v

2 It broke down on the way to work.

3 It keeps crashing.

There’s something stuck inside.

| can’t switch it off.

It won't start.

It's out of order.

4
5
: 6 It's not working properly.
: ==
8
9

| think it's a complete write-off.

10 The battery’s dead.

Collocations
Bl Choose the best verb from the box to complete each collocation. Use each verb once only.

the symptoms

the fault

a problem

the customer through the process
the problem to a supervisor

a visit from our technician

the product

a full refund

00 ~3 O N WD
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Further interactive vocabulary practice on the DVD-ROM 2.2 Vocabulary .

Antonyms

3@ Match each verb with its opposite.

1 connect a) disconnect
2 insert b) fasten

3 lift out c) push in (to)
4 release d) remove

5 replace g) remove

6 screwin f) switch off
7 turn on g) unscrew

Complete the instructions for upgrading a PC memory module using 12 of the verbs in 6.

First, (1) the PC. Do not (2} the power cable, so that the PC remains earthed. Then
(3) and (4) the side panel. Next, (5) the retaining clips at each end of the
old memory module. (6) the old memory module. Carefully (7) the new memory
module and (8) it firmly the slot. (9) the clips at each end. (10)

and (11) the side panel. Finally, (12) the PC and check that the new memory is
recognized.

Phrasal verbs

EJ Complete the sentences using the verbs in the box. Then match them to the correct
‘translation’.

hang speak call get hold get take put ring

Call centre telephone code “Translation’
1 Could you on a moment, please? (g a) Maybe. If | have nothing else to dol
2 We tried to contact you, but we couldn’t =0 b) I'm in the middle of an interesting conversation.
through.
3 I'm going to you through to my supervisor. c) We lost your phone number, '
4 Could you up, and I'll you back? d) Heh, heh, let’s see how she likes your ridiculous
guestions.
5 Il just down your details. e) We don't know what you're talking about!
I 6 | can’t hear you very well. Could you up, f) V'l pretend to do something useful.
please? I
7 Wwe'll back to you as soon as we solve the g) They're playing my favourite song on the radio. |
problem. |

8 The engineer is out at the moment. Please h) We might ring next week if we remember.
back later.

Listening for detail

KBl 2 121 Listen to an interview for a customer satisfaction survey. Which one of these ten
words and expressions is not used?

Internet

research

Discussion

K 1n small groups, brainstorm ten ‘golden rules’ of customer service, Then present your ‘golden
rules' to another group.

The Business 21




Refresh your 2.3 Grammar Asking questions and giving instructions
memory

2 Customer support

Yes / no questions
auxiliary verb + subject % " - : g
| +main verb Test yourself: Asking questions and giving instructions
Wh- questions
question word + EB Complete the conversation between a customer support adviser (A) and a customer (C).
I auxiliary verb + subject More than one answer may be possible in each case.
1 + main verb
l %‘J‘jg::ﬁ;:: :L A: Good afternoon, Alistair speaking. How (1) ________ help you?
| auxiliary is needed C: Oh, hi. I'm having problems installing my Wi-Fi router. | can’t get the Internet to
B Grammar referance page 120 work.
T —— A: | see, What about the Wi-Fi network? (2) _______ working?

C: Yes, that's fine. It's just the Internet that's the problem.

A: OK, I'm sure we can sort that out. (3) mind giving me the reference of
the router?

C: No problem. Er, whera(4) _______ find it?

A: It's on the front of the box, in the bottom |eft corner.

C: Oh, OK. It's WWJ108G-GB.

! A: Ah yes, the all-in-one modem / router / Wi-Fi access point. (5) have a
broadband modem on your PC before installing the router?
C Yes.
A: And(6) ____ working properly?
C: Yes, it was fine.
A: OK.(7) ________ tried uninstalling the old modem?
C: No,notyet.(8) ____ haveto?

A: Well, no, (9) have to, but it makes it easier to configure the new set-up.
All right, on the desktop, (10) Just doubleclick on the 'My Computer’
icon? ...

»

¢ ...s0I'm afraid there does seem to be a problem with the modem.

OK. (11) have a technician call round?

: No. Just take it back to the shop, with the receipt, and they'll exchange it.
Right. (12) _____ to reinstall the software?

i No.(13) . But(14)___ toconfigure the modem with your ISP
details. If you have any problems, call me back,

OK, I'll do that. Thanks a lot.

You're welcome. Goodbye.

2 Y 0= EN

n

>

Listening
E¥ 2 1:22 Listen to a radio game of Guess the Product. At the beep, guess what the mystery

product is, Then continue listening to check your answer.
- Bl Listen again and complete the questions for the given answers.
v on TV? No, it isn’t, 6 electricity? Yes, it does.

for work? Yes, you do. 7 speak to people? No, you don't.
in every office? Yes, you would. 8 ___ with computers? Yes, there is.
in your pocket? Yes, you can, 9 more than $30? No, it doesn't.
the floppy disk? Yes it has.

L
"

LS B I S R

ten years ago? No, it didn't. 10

A 1n small groups, take turns choosing a mystery product and play Guess the Product.
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Intermet

research

‘What's the best way
10 learn English? How
long will it take? Do |
have to learn grammar?
How can | learn more
 Vocabulary? Search

for the keywords FAQ

some of the answers,
3

Further interactive gremmar practice on the DVD-ROM 2.3 Grammar .

Making requests

Bl complete these requests with fax or faxing then put them in order from the most direct to the
most polite.

] Can you me the details?

[J Would you mind me the details?
] Do you think you could possibly
me the details, will you?
] Could you me the details, please?

(] 1 was wondering if you would have any objection to

me the details, please?

me the details?

KA Which one of these responses is not appropriate for all the requests in 5, and why?

a) I'm afraid my fax is out of order.
b) I'll do it straight away.

¢) I'm sorry, but I'm not in the office.
d) I'm a bit short of time, actually.

e) No, no problem,

Roleplay

A With a partner, take turns beginning these telephone roleplays and responding, Choose
suitable forms for your requests, according to the answer expected, and give appropriate answers.
Ask your:

colleague to send you an email to test your new address.

boss to give you an advance on next month’s salary.

supplier to postpone a delivery by one week.

supervisor to write a reference for your job application.

friend to lend you their laptop for the weekend.

customer to call back later when the sales manager comes back from lunch,
bank manager to lend you a million dollars,

supplier to upgrade the office coffee machine, at no charge.

« & & & & 0 0 @

Giving instructions

8 | Complete Steve’s side of the telephone conversation using don’t, might have to, 'll have to, Il

need to, don’t have to or needn't.

Steve; OK, Pete. First of all, you open the printer. No, wait a minute, (1) _________ just open it.
Select ‘change cartridge’ from the menu.

Pete:

Steve: Er, yes, of course you (2) switch it on, otherwise you can't use the menu!

Pete:

Steve: No, that’s all right, you (3) switch the PC on, just the printer,

Pete:

Steve: So now you gently remove the old cartridge. (4) force it 1If it's difficult, you
(5) pull it back first, then upwards.

Pete:

Steve: OK. So now you can install the new cartridge. You (6) remove the adhesive tape
first, but be careful vou (7) ____ touch the printed circuits - they're very fragile.

Pete:

Steve: Right. It'll ask you if you want to align the new cartridge, but you (8) bother,
Usually it’s fine as it is.

Pete:

Steve: Oh no, (9) throw the old cartridge away. You can recycle them.

Pete:

Steve: No, that's all right, Pete. You (10) worry. Just buy me a beer some time!

EX D 1:23 Write Pete’s side of the conversation. Then listen and compare your version with the
recording.
Kl Choose something you don’t know how to do from the list below.

* change the oil in your car * upgrade the processor in your PC l
® oprganize a press conference  * publish your website * (your own idea)

Find someone who knows how to do it and ask them to explain what to do., Ask questions
and / or reformulate their answers to check that you understand. |
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2.4 Speaking Dealing with problems by telephone

Giving instructions

N With a partner, practise giving instructions by describing a symbol so that your partner
can draw it. Do not look at each other’s pages during the exercise.

Student A: turn to page 111,
Student B: turn to page 115.

Listening

3 2 124 Listen to a software helpline conversation and answer the questions.
1 What is the customer’s problem?

2 What help does the operator give?

[EX Listen again and find expressions that mean the same as:

1 I'm just putting you on hold for a moment. 7 Il connect you to ...

2 This is Dean, 8 The line's engaged.

3 What can I do for you? 9 Can I get her to call you back?
4 Could you explain the problem you're having? 10 So, your number is ...

5 The line’s bad. 11  What's your name please?

6 Can you talk a bit louder? 12 You're welcome.

Improving a conversation
N with a partner, read this conversation aloud.

Helpline: Superword helpline, wait a minute ... Yeah? What's your problem?

Customer: ['m having trouble with PDF files. I can't print them.

Helpline: What? I can't hear you.

Customer: | said 1 can’t print PDF files.

Helpline: Oh. I don't do PDFs.

Customer: Well, could you connect me to someone who does?

Helpline: Can’t. The PDF expert's gone out for lunch. Give me your name and we'll call you
later.

Customer: Oh, all right. It's Gearhirt. Jamila Gearhirt,

Helpline: Er, come again?

Customer: That's G-E-A-R-H-I-R-T.

Helpline: OK.

Customer: All right. Well, I'd appreciate it if you could call me as soon as possible. Goodbye.

Helpline: Yeah, right.

1 Decide how the conversation could be improved.
2 Practise your improved version,
3 Now change roles, turn to page 110 and do the same with a similar conversation.

Handling problems

B D 125 Listen to another helpline conversation, which is based on a true story, and
answer the questions.

1 What is the customer’s problem?

2  What is the operator’s solution?
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Further interactive pronunciation practice on the DVD-ROM

Internet

research
the BRC World

shtml) and find a radio
pregramme about one
your interests. Listen

 extensively, then tell a

_partner about the three
‘most interesting points
' Inthe programme.

DOGBERT™S TECH
SUPPCRT

YOU HAVE A BAD
CASE OF COMPUTER
ROT.

\

gy

YOUR COMPUTER 1S
CESIGNED TO BECOME
SLOWER AND MORE
UNRELTABLE OVER
TIME 50 YOU HAVE
TO UPGRADE.

\

BUT IF YOU'D LIKE
SOME FALSE HOPE,

1 CAN TELL YOU HOWJ
TO DEFRAGMENT
YOUR DISK DRIVE,

\

Cartoon from Dilbert.com 28/5/05

—

A Listen again and complete the expressions,

A Explaining the problem C Giving instructions

I'm having with WordPerfect, on the back of the monitor?

It doesn't ___ Now follow the cord to the plug.
accept anything when [ type. look back there again.

Nothing . go and get them,
type anything. Then take it back to the store

B Diagnosing the causes D Promising help

Was it before that? the electricity company.
What does your screen now?
Have you ‘Escape’?

quit WordPerfect?
move the cursor around ?
a power indicator?

Decide in which category in 6 (A, B, C or D) the following expressions belong.

[] Have you installed any new software?

] I'll get our technical expert to help you.

[} I'm having difficulty connecting to the Internet.

[] It keeps crashing

[] Youw'll have to adjust the settings in the control panel.
[1 We’ll get back to you in a couple of hours.

[C] What happens if you press ‘Control' —“Alt’ - ‘Delete'?
[] I'll have a technician call as soon as possible.

Pronunciation
X & 1:26 Listen to these questions from 5
1 Note whether the intonation goes up (#) or down (N) at the end of the question.

a} What does your screen look like now?

b) What's a toolbar?

¢) Did you quit WordPerfect?

d) Does your monitor have a power indicator?
¢) Can you see the toolbar on the screen?

f) What do I tell them?

2 With a partner, practise reading questions a)-f) above with appropriate intonation,

Roleplay

KBl with a partner, use the chart to roleplay helping a colleague with the technical problems
below. Take turns being Student A and Student B.

*  You can't print your report, *  Your car won't start.
* Your mobile phone doesn’t work. e Your laptop is frozen.
* The video projector doesn't work. e (your own problem)
+ There are no lights in your office.
Student A Student B
Explain the problem. \
/ Diagnose possible causes.
Answer Student B's questions. ~
- Give instructions.
Problem solved?
Yes. No. —  Promise help.
Thank Student B.

! heBusiness
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2 Customer support

2.5 Writing Formal and informal correspondence

EH With a partner, discuss what differences you would find in your own language between
formal correspondence, e.g. a letter to your bank manager, and informal messages, e.g. an
email to a friend.

Skim reading
A Read the four emails below and answer the questions.
1 Which email is from:

[ a customer service department? (] ajunior colleague?
[] a senior colleague? [] a customer?

Dear Ms Reckett,

| am writing with regard to a computer problem. You may remember we met at the office Christmas
party, and | believe you mentioned having a similar problem with your laptop. Unfortunately | have
dropped mine and the screen is cracked, | was wondering if you could give me any advice on getting
it repalred? | would very much appreciate any help you might be able to give me.

Yours sincerely,

James Blair

fare f ==

Dear Sir or Madam, |
| am writing to enquire about having a television repaired. The set is a Goodson TV750 which we ‘
bought 18 manths ago and therefore Is unfortunately no longer under guarantee. Currently we have
a picture but no sound,

| would be very grateful if you could give me the address of an authorized repalr centre in the
Greater Manchester area. Thank you for your help.

Yours faithfully,

J. Roebotham (Miss)

4wl

Hi James,

Thanks for your mall. Bad luck about the laptop. Mine was a write-off — had to get a new one! Why
don't you try Harrowson's in Oldnam? They're usually good. Hope this helps.

Cheers,

Margaret

P.S. Of course | remember you. Give me a ring next time you're in town and we'll go for a drink!

-l

Dear Miss Roebotham, u:
Re your email of 10 September; your TV is in fact covered by a two-year manufacturer's guarantee. |
Can you just send the set back In Its original packaging and we will repair or exchange it asap, Don't }
hesitate to get back to me If you need any more information. |
Regards, '
Max Hurst

P.S. Are you by any chance the Jenny Roebotham | knew at Manchester Business School in 98 / 997 5

L

2 Which two emails are formal? Which two are neutral / informal?
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Further interactive writing practice and model business documents on the DVD-ROM 2.5 Writing .
fbarnot Reading for detail
research EJ Find expressions in the four emails in 2 to complete the table,
The advantages of email
obvious - but what
B frust companies Formal Neutral / Informal
“tonsider? Search for the
keywords “email risk Srasting TR S
policy” to find out.
I
Opening
Requests
Closing
Salutation
Skim reading
¥ Read the next four emails the people in 2 sent,
1 Which two writers have changed style? Why?
2 Find and correct the two inconsistencies of style in each email.
e Dear Mr Hurst, A ° Dear Miss Roebotham, J
Thanks for your email of 12 September. | am | am writing with reference to the repair of your
afraid you have mistaken me for my cousin, who Goodson TV750. Our Manchester repair centre is
attended Manchester Business School in 1998, open from 9am to 6pm from Monday to Saturday.
| am very pleased to learn that the TV set is still I've attached a leaflet with the details and a map.
under guarantee. Unfortunately, | no longer have Hope this helps. |
the original packaging, so | think it would be Yours sincerely,

preferable if | deliver the TV directly to your repair
centre after work. Could you possibly let me know
the opening hours?

Cheers,

Jane Roebotham b ‘

Max Hurst, |
P.S. Please accept my apologies for confusing
you with your cousin,

.
4l

© HiMargaret, J © lames, d !‘

Thanks for your email, | wasn't sure if you'd Re next Thursday. It will be lovely to see you,

remember me — it was quite & party, wasn't it? Actually, my husband will be in Indonesia that

Funnily enough, | will be in town next Thursday week, so | need to be at home to look after the

so perhaps we could have that drink? | would be cats. | was wondering if you would mind coming |
very grateful if you could let me know if you are over to our place? I've attached a map - get back 1
free around 6.307 Looking forward to seeing you. to me If it's not clear.

James Yours sincerely,

P.S, | would like to express my gratitude for Margaret

your help with the computer. I'm getting It fixed - '®

tomorrow, : 3

Writing
B work in groups of three to write and reply to business emails using appropriate styles.

Student A: look at page 111,
Student B: look at page 112.
Student C: look at page 115.
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2 Customer support

very satisfled

satisfled 44%
dissatisfled 21%
very dissatisfled 9%

Customer satisfaction Q4 l

28

very satisfled B%
satisfied 24%
dissatiafied 41%

very dissatisfied 27%

i Business

2.6 Case study Cybertartan Software

Discussion
EN What annoys you most as a customer?

waiting for service  products that don’t do what they claim  high prices  hidden costs
planned obsolescence  deadlines not respected  incompetent service
poorly translated instructions  being put on hold  other?

With a partner, discuss what you as a customer can do about these problems.

Scan reading

EX Read the email from Hamish Hamilton, CEO of Cybertartan Software and answer the
questions.

1 What are his four problems?

2 How are the problems linked?

really pleased with the solutions you recommended.

For your next project, | need you to take a look at our Kirkcaldy contact
centre. Our (4 customer satisfaction survey is disastrous (see charts
and report extract attached) and this represents a major risk to

our carporate image and future sales. We have serious recruitment
problems and a high staff turnover, These two problems are obviously
linked. | suggest you talk to Laurie McAllister, our HR Manager there.
I'd like you to come up with some proposals but without significantly
increasing costs, which are another problem. Currently we estimate
that on average a customer call costs us £4.50. We cover this from
the call charge (currently £0.50 per minute), which is why we keep
customers on hold for around six minutes. They spend about the
same time with an adviser, although if possible we need to reduce
this because at the moment we can't take enough calls. Obviously, we
can't afford to increase salaries. I'm counting on you to come up with
some creative ideas: get back to me as soon as you can,

Best regards,

Hamish
TOP FIVE REASONS FOR CUSTOMER DISSATISFACTION
1 Difficult to get through to customer adviser 76%
2 Time spent on hold 65%
3 Several calls needed to solve problem 53”@
4 Costofcalls 49%
5 Can't get help by email 32%

Reading for detail
EJ Mark these statements T (true), F (false) or D (it depends).

Hamish Hamilton is probably writing to an external consulting group. [

The Kirkealdy contact centre has satisfied employees and dissatisfied customers, [
The contact centre is losing money at the moment. [_|

If the centre employs more advisers, its income will increase. []

More than two thirds of customers were satisfied or very satisfied in Q1. []

The number of bath dissatisfied and very dissatisfied customers tripled in Q4, ]
About half of their customers would be prepared to pay for support if their problems
were solved quickly, []
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m Further interactive problem-salving on the DVID-ROM

Internet
h

researc

What is the FLSA? What
are employees’ rights

pn bathroom and mea
breaks in the USA? Are
they similar to those in
your country? Search for
the keywords “meal rest
breaks " to find out.

2.6 Case study .

Listening for detail

K3 & 1:27 Listen to part of an interview with Laurie McAllister, HR Manager at the Kirkcaldy
contact centre. In her opinion, what is the biggest problem for advisers?

El Listen again. What are the effects on the contact centre of the following?

1 Employees have poor working conditions and low job satisfaction.
2 The workload is heavier than before.

3 The bus service is inadequate

4 Desks are shared with colleagues on other shifts

5 Software products have become very complex.

6 Advisers don't get enough training.

7 The shift system is inflexible.

Solving problems

K3 Work in small groups. You are the consultants that Hamish Hamilton wrote to in 2. Hold a
meeting to discuss the agenda below.

Kirkcaldy Contact Centre
AGENDA FOR CONSULTANTS” MEETING

The situation

Isolate the problems and prioritize them as:
a) important and urgent

b) important but not urgent

¢) notimportant.

Solutions |
Brainstorm solutions to the problems prioritized as a) and b) above.
¢ Review company policy on customer services? !
* Review company policy on working conditions for advisers?
Recommendations

Define recommendations for short- and long-term policy.

Writing presentation slides

[EA Prepare slides to present to Cybertartan Software summarizing your recommendations. For
each problem, make recommendations, give reasons for these and outline the expected results.

Presentations

IE} In your groups, present your recommendations and take questions from the class.
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__Review 1

Corporate culture

E¥ Make expressions about internships by matching each
verb to a phrase a-f below,

1 Incorporate.. L[]
2 Enhance ...

3 Relate ...

4 Beassessed ...

5 Be supervised ...
6 Offer...

a) ... your academic study to the workplace.

b) ... work experience into a university degree.

¢) ... by your institution through reports, appraisals, etc,

d) ... closely by someone from the workplace and a
university staff member.

€) ... your career prospects by doing an internship.

f) ... permanent employment to a student after graduation.

Ooooa

Match each word in the box to its definition belaw.
Then translate the words into your language.

4 . A

1 A date by which you have to do something:

2 An ability to understand something clearly:
3 An opinion about how successful someone is:
4 The amount of work that a person has to do:
5
§]
7

Enthusiasm, determination and loyalty:
A set of rules for behaving correctly:
A description of the main features of something:

8 The person who had a job before someone else:
9 The final result of a process, meeting, etc.:
10 To tell someone you might cause them harm:

EX Underline the correct preposition (in bold) in each
expression,

Be in charge to / of / from a department or project.
Be involved on / in / for doing something,
Be responsible to / for / with an area of work.
Deal with / on / for an area of work.
Have somebody working of / under / on you,
Liaise for / to / with someone about an area of the
business.

7 Look through / with / after an area of work,

8 Report directly to / for / under somebody.

9 Run the business from / with / on a day-to-day basis.
10 Take care with / of / for an area of work.

o B G R

A The sentences below all have the same meaning.
Complete them using expressions from 3.

j G —

2 is oy the marketing
Muda | 85 o e side of the

4 business.

5

Bl Mark these statements about work organization T'
(true) or F (false).

1 A task is bigger than an assignment.

2 A line manager has a higher position than
a project leader.

3 A branch is bigger than a division.

4 COO stands for Chief Organization Officer.

5 The Public Relations officer will often work
in the Marketing Department.

6 Personnel is one of the functions of Human
Resources.

7 R&D stands for Resources and Deployment.

8 A parent company owns several smaller
companies called subsidies.

9 Purchasing is a more formal way of saying buying.

10 Company structure can be shown visually using

an ‘organichart’.

Do 0o © 0oz d

I In each sentence, put one verb in the past simple (did),
one in the past continuous (was / were doing) and one in
the past perfect (had done).

1 Whilel (work) in my father’s business 1
(start) to understand the importance of marketing - [
(never / think) about it before.
2 I____ (already / be) in the job for two months when
Ifirst _____ (speak) to the big boss, the CEO: | nearly
hit his car as [ (park) mine!

Complete the expressions for giving diplomatic advice
(in bold) by filling in the missing letters.

1 A_______,1think there’s a better way t0 do this.

2 1ts____ to me that there has been a misunderstanding.

3 Youm____ want to ask Sue for her opinion.

4 Youc____ maybe try a different approach.

5 D__’_ you think that making personal calls at work
creates an unprofessional atmosphere?

6 W_____'_you agree that it's important to meet all our
deadlines?

X Match these words relating to report writing to their
definitions below.

Shama e S L st - Sa B e e

1 Examining something in order to understand it:

2 A statement about what something is like:

3 Considering something in order to discover how good
or bad it is:

4 A comment about something you have seen, heard or
felt:

5 An idea or plan that you offer for someone to consider:
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Review 2_

Customer support

BB n each set of four below, match an adjective on the
left with a noun on the right to make collocations about
working conditions.

1 clean customer

2 satisfied environment
3 high meals

4 subsidized staff turnover
5 heavy rate

6 hourly staff

7 competent job

8 dead-end workload

A Make adjectives from these nouns.

1 annaoyance 6 knowledge
2 competence 7 persuasion
3 [rustration ______ 8 reassurance
4 gratitude 9 satisfaction
5 help 10 rudeness

Bl The collocations below are useful in customer support.
Cross out the one verb in each group (in bold) that does
not collocate with the noun.

Deal with / look into / push in / sort out a problem,
Describe / identify / replace / treat the symptoms,
Diagnose / locate / offer / repair the fault,

Escalate / exchange / launch / replace the product.
Ask for / call / give / offer a full refund.

Escalate / fax / refer / replace the problem to a
supervisor.

Lo R I N T

B In this customer support dialogue the verbs in bold arc
allin the wrong places. Put them in the correct places.

Helpline operator: ~ Before I can locate the problem, 1
first need to escalate exactly where
the fault is.

OK, no problem, we can do that, But
if it’s still not working properly, can
vou sort out the product, or at least
replace me a refund?

Yes, that's possible, but I'm not
authorized to do it. [ would first have
to give the problem to my supervisor.

Customer;

Helpline operator:

Complete this useful phrase for after sales service using
the letters in brackets,

TI____intoit, it out,and ___ back to you
tomarrow.” (gklrstteooo)

[ 6 | Complete the sentences typical of customer support
telephone calls 1-10 using the prepositions in the box.

T

1 We tried to contact you, but we couldnt get _____
2 The machine broke after only a few days.

3 Replace and screw ___the side panel.

4 When I switch it , nothing happens,

5 I'mgoing to put you to my supervisor.

6 I'll just take your details.

—#
5

7 Push the new module the slot.
8 Please hold a moment while I find your records
on our database,
9 The line is bad. Please hang
back.
10 The line is bad. Could you speak , please?

and I'll call you

Read the definitions and complete the words by filling
in the missing letters.

Computer screen: m r

1

2 Arow of icons on a computer screen: too___r

3 Something you hope your computer doesn’t do: c___h
4 Make a computer more powerful: u____de

5 Something that goes in a printer: ca____dge

6 Connect to the electricity supply: p__g in

7 8end a document with an email: a___ch

8 Someone who a business sellsto:c_____ r
9 Someone who a business buys from: s
10 A written promise that a company will repair something

you buy from them: g__ e

EX Complete the email using the words in the box.

Dear Mr White J
| @am writing with (1) to my order placed
online last week. It still hasn't arrived. | (2)

be (3) if you (4) ship the order
immediately. For your reference, | have (5} a
copy of the confirmation you sent me. Do not

(6) to (7) me if you need any

(8) information. | would (9) a quick
response as these items are needed (10)
Best regards

J Garcia

LIS 4

EX The extracts below come from an email between
colleagues at a customer contact centre. Use one word to
fill each gap. The clues in brackets will help you,

11 you to take a look at our Metz contact centre.
(Clue: not zant, but a similar single word more often
used in a business context)

2 Our customer satisfaction survey is disastrous.
(Clue: how business people often write fourth quarter)

3 This represents a major to our corporate image.
(Clue: it means the possibility that something bad may
happen!)

4 These two problems are obviously . (Clue: not
connected, although the meaning is the same)

5§ 1 you talk to Marie Pinon. (Clue: the meaning is
close to recommend, although less definite)

6 I'm on you to come up with some ideas. (Clue:
not relying, although the meaning is the same)
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Discussion

EN With a partner, think of three examples of products which are packaged well or badly, and
say why. Think about protection, identification, transport, storage, display and security.

Listening for gist

Bl 2 1:28 Listen to an interview with Charlie Wang, President of New China Packaging, a
design consultancy based in Taipei, and answer the questions.

1  Why does he think packaging is so important?

2 What is special about New China Packaging’s approach?

Listening for detail
EX Listen again and mark these statements T (true) or F (false),

1 Branding is not enough to differentiate almost identical products. [_]

2 American business guru Jack Trout thinks that companies overcommunicate their
difference, []

3 Most customers decide which product to buy before going to the store. []

4 Wal-Mart believe that a product must communicate its difference from 15 feet away. [

5 In the past, design teams were isolated from financial and manufacturing problems so
that they would be as creative as possible. []

6 Creative ideas are often simplified and adapted because consumers in focus groups don’t
like them, []

7 New China Packaging task forces can't leave their hotel until every stakeholder is

h%.g‘éeéarch enthusiastic about the new packaging concept. [

8 Consumers are not always conscious of what they need. []
Search for the keywords 9 New China Packaging’s task forces need months or years to deliver a consumer-validated
“universal design” package. []
packaging to find out 10 New China Packaging helps its customers to react quickly to new trends in the market. []
about Universal Design
::fk:’g:gm il Discussion

KA Read comments a) and b) below on cross-functional task forces and answer the questions.

a) ‘It is very helpful to involve everybody who will b) ‘In our department they're probably less useful
interface with the new employee in the selection than in Marketing. The customer is unlikely to
process. We can never know candidates’ future enjoy having several different contacts.’

jobs and the qualities required, or the people
they will work with’

1 Decide which department from the box made each comment and whether they are for or
against cross-functional task forces.

Sales R&D Training IT  HR

2 Discuss what people in the other three departments might say about cross-functional task
forces.
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Scan reading

B Read the article and answer the
questions. The words in grey are
explained in the Wordlist on page
151,

1 What is wrap rage?

2 Who suffers from it?

3 What triggers it?

4 What are the underlying causes?

Paraphrasing

KA Reformulate these phrases from
the article in your own words,

1 1o reduce in-shop shrinkage due
to pilfering (line 10)

2 the most common triggers of
wrap rage (line 19)

3 even wrestling to remove price
tags ... can raise blood pressure
(line 22)

4 ared rag to the ecologically-
minded bull (line 24)

5 there’s light at the end of the
tunnel (line 26)

6 The bottom line is that if they
don't react, they risk losing
sales ,.. (line 29)

Discussion

KA You have invented a new
children’s toy — MP-Bunny, an
electronic rabbit which dances,
talks and plays children's favourite
songs. In small groups, discuss how
you will package it. Think about the
questions below,

1 What different materials
could you use? What are their
advantages and disadvantages?

2 What design elements will you
incorporate? Think about shape,
colour, photos, logos and text.

3 How will your packaging make
your product look different from
other electronic toys?

Present your packaging solution to
another group,

—— e

j 53

Wrap

‘... 60,000 people
a year are injured
in Great Britain ...’

10

30

3.1 About business .

rag

SURVEYS show that intense frustration and even injury caused by
modern packaging is on the increase, especially amongst seniors.
Sevenity per cent of over 50s admit to suffering cuts, sprains and
bruises to fingers, hands and shoulders as a result of ‘wrap rage’,
a new term used to describe the irritation and loss of self-control
experienced when struggling to open wrapping.

In recent years manufacturers have been under increasing
pressure to keep food items sterile, to provide child-proof packaging for
dangerous or toxic household cleaning products, to protect products
during transport and to reduce in-shop shrinkage due to pilfering, At
the same time, they are forced to keep costs to a minimum. As a
result, packaging has become ever more resistant to fingers, nails
and even teeth. In their frustration with blister packs and welded
plastic, which defeat all attempts to be pulled, torn or even cut
open with scissors, consumers resort to stabbing with screwdrivers,
twisting with pliers or slashing them with knives. At best, the product
inside the packaging is at risk: at worst, it is hardly surprising that
60,000 people a year are injured in Great Britain alone.

Some of the most common triggers of wrap rage are processed
cheese packages, tightly wrapped CDs, child-proof tops on medicine
bottles, and milk and juice cartons, Ring-pull cans are particularly
problematic for arthritic fingers and delicate skin. Even wrestling
to remove price tags from items bought as gifts can raise blood
pressure, and unnecessary overpackaging is a red rag to the
ecologically-minded bull,

However it seems there's light at the end of the tunnel.
Manufacturers are listening to customers’ complaints, and some
have begun to research and invest in more consumer-friendly
packaging. The bottom line is that if they don't react, they risk losing
sales If customers simply stop buying products with packaging that
offers too much resistance,

TheBusiness
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3 Products and packaging

3.2 Vocabulary Specifications and features

Discussion
Put these stages of product development into the most likely chronological order.

[ Beta test the product by users in typical situations.

] Conduct market studies to test the concept.

[] Launch the product,

[] Draw sketches and build mockups.

[ Go into production.

[[] Draw up specifications for the product,

[l Generate new ideas in focus groups and brainstorming meetings.
] Screen out unfeasible or unprofitable ideas.

Reading for detail

Read the information on the FedEx Box and FedEx Tube and complete the product
specification summaries below.

Large FedEx Box

1 The large FedEx Boxis31.4cm _____ and 45.4 cm Jtis 7.6 em . When
empty, the box 400 g; it can be used to ship small parts or computer printouts up to
Okgin_____,

2 The FedEx Tube is 96.5 cm in
450 g when empty, it can be used to ship plans, posters, blueprints, etc.

and 15.2 cm in and . With a of
up to 9 kg.

Describing products

El Describe the dimensions of objects in your pockets or your bag. Your partner should try
to guess what they are.

Collocations
3 Match the nouns in the box with the compound adjectives they usually collocate with.

1 energy-saving 4 child-resistant
devices
labour-saving tamper-resistant
2 fire-retardant 5 future-proof
water-resistant foolproof
3 waterproof 6 eye-catching
shockproof attention-grabbing
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Further interactive vocabulary practice on the DVD-ROM 3.2 Vocabulary .

Internet Listening for gist

research B & 1:290 1:34 Listen to six conversations. Use collocations from 4 to describe what is being
discussed.

A 2 135 Listen to a presentation of the Maptech i3. What are its three main features?

Listening for detail

Listen again and complete these expressions for structuring a product presentation using the
correct preposition from the box.

W o wih w bak by o on

I'm here today to tell you (the Maptech i3 ...)

Let's start (Touch Screen Command).

Let me show you an example (what [ mean).
Moving to (what's below the water ...)

Can | just turn (communications)?

I'll just sum (the Maptech i3's three main features ...)
Let's just go to (our midnight fishing trip).

I'd like to finish (inviting you to ...)

1
2
3
4
o)
6
7
8

www.maptech.com

a) Beginning the presentation

b) Moving to a new point

¢) Developing an idea

d) Returning to a point made earlier

) €) Ending the presentation

Presentation

IEll Work in small groups. Use the vocabulary and expressions in the previous exercises
k to present the specifications and features of an electronic device of your choice.
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3 Products and packaging

Test yourself: Articles

Refresh your
memory

Articles

alan: non-specific or not
previously mentioned
the: specific, unique or
previously mentioned
no article:
generalizations

E‘E;Q.m. reference page 1 le_

Relative clauses

who: people

which: things

that: people or things,
but not after a comma

P Grammar reference page 122

Noun combinations
The main noun comes
atthe end. Any others
describe it.

P Grammar reference page 123
e e ]

368 /lweBusiness

:

Insert the missing articles a(n) or the in the text below.

Did you know ... the

s .. that some popular products took 100 years or more to get to fmarketplace?

In 1485, Leonardo da Vinci made detailed sketches of parachutes. He also sketched
studies for helicopter, tank and retractable landing gear. First helicopter that could
carry person was flown by Paul Cornu at beginning of twentieth century. During
First World War, tanks were first used in France in 1917. Airplane with retractable
landing gear was built in United States in 1933,

= Bar codes were invented by Silver and Woodland in 1948. They used light to read
set of concentric cireles, but it was two decades before advent of computers and
lasers made system practical. However, bar code system in use today is Universal
Product Code, introduced by IBM in 1973. First bar-coded items sold were packs of
chewing gum in 1974,

e Computer was launched in 1943, more than 100 years after Charles Babbage
designed first programmable device. In 1998, Science Museum in London built
working replica of Babbage machine, using materials and work methods available in
Babbage's time, It worked just as Babbage had intended.

Test yourself: Relative clauses

2 Complete the relative clauses by choosing the correct pronoun or group of pronouns

from the box.

which  that/ which

who that / which / no pronoun

1 The fax process, was first patented in 1843 by Alexander Bain, did not go
into commercial service until 1964.

2 Penicillin, the antibiotic compound
in 1928, only went into production in 1942.

3 The steam engine George Stephenson famously demonstrated in 1815 was
actually discovered in 50 BC by Heron of Greece.

4 Kevin Tuohy, invented the soft plastic lens in 1948, was not the first person
to suggest contact lenses: Adolph Fick had the idea in 1888,

5 Orville Wright is the man is usually credited with the first powered flight
in 1903, but Gustave Whitehead and Richard Pearse were also experimenting with
flying machines at the same time.

6 Several other people claim to be the inventors of the machine
Baird demonstrated in 1926 and called a 'televisor’.

was discovered by Alexander Fleming

John Logie

Test yourself: Noun combinations

3 Put the words in the noun combinations (in bold) in the correct order.

As new technologles arrive on an increasingly globalized market, companies are
facing (1) development product cycles ever-shorter, What's more, as products bacome
more sophisticated, manufacturers are having to work with (2) support increasingly
requirements complex technical. One of the new tools available to help cope with
such difficulties are (3) programs web-based feedback customer, which enable firms
to work with (4) real-world product pre-market feedback. Another time-saving
innovation is the (5) product cross-functional team development, which can make
dramatic cuts in development lead-times.




Further interactive grammar practice on the DVD-ROM 3.3 Grammar .

— —_— — SR — _— P ———— ——ii — |

Expanding notes

Ed D 1:36 When writing notes in English, pronouns, articles and common verbs like be and
have are often omitted. Listen to a product review and write the words you hear which the ‘
customer omitted in the notes below.

ccececececcecrccccecceccccrcece e ‘

Ensily best phone so far. Perfect phome for basic user. Muadﬁ bunped and dropped
few times but still 90 s-hrma Battery life ineredible. Overadl veal workhorse
- mo frifls, but does m:? eellphone needs to do. Rmh‘ua 5/5. ‘

— i
wwmﬂw

B © 1:37-1:38 With a partner, discuss how to expand these notes written by customers into full
product reviews. Then listen and compare your versions with the recordings.

Hate this phore Too small = can't open {lp cover with one hand No screen an outside to see
caller idertity Reception = Fomble Drops cdlls probably 309 of time Very lon.% k&g dala,a,
neredbly annoying. Anxcusly awatting day can upgrade. and get rid of monstostty Ratng O/5

e o i st ot M |

o bad phone about thiree weeks. Like size and design Fm*ure.Sjaad too. Eqs),r emoujh l
to use, and survived couple of drops. However, alorm clock won't work anymore. Nt
tee sure about whernal antera, bate havwa full si?nal when mdr-in‘? call, on‘?‘ to have
dramatic drop when put phone to haaaz‘l E.ve.r)bady says telecom Compan s 'Faulﬂ et |
phove, or mybe. Jus+ j.o!' bad eve. We |l see. E.c-@ to +r)! 9200 pext, in:? 3/5. |

]

o it

B i o Y

Defining words

KA Complete these definitions by matching the noun combinations with the appropriate relative
clause,

1 Decision-making tools are tools a) that have many different functions.
2 Feature-packed spreadsheets are b) that companies conduct to identify customer
spreadsheets needs.
3 Anindustry-standard battery package ¢} that you evaluate choices and options with.
is a pack of batteries d) whose specifications comply with industry
Intermet 4 Market studies are investigations norms.

research

ST EA Finish these definitions by completing the relative clause.

nary by searching
keywards online

Focus groups are groups companies get product feedback ____
Consumer empowerment is an approach gives consumers
A ring-pull can is a can has a ring to open it

Complex text layout languages are languages text layout is
Child-proof packaging is packaging can't open,
An award-winning design is a design a jury has given an award ;
Portable document format (PDF) is a standard format code can be read by all
computers.

8 Household-cleaning products are products

e e TS I S R O S

you clean the house

Definitions game
BB 1n small groups, divide into As and Bs.

As: turn to page 111.
Bs: turn to page 117. ‘
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|
3 Products and packaging

3.4 Speaking Presentations - structure

[ Brainstorming

I KN What are the qualities of a good lesson, lecture or presentation? With a partner, draw up a
checklist.

Listening for gist

Bl 2 139 Listen to Version 1 of a presentation of the Pingman, a new personal GPS
tracking device which can be used to locate children, elderly people, animals or mobile staff.
Compare the presentation with your checklist,

[} With a partner, discuss how Version 1 of the presentation could be improved.

Listening for detail

EN 2 1:40 Listen to Version 2 of the presentation and tick the items on the checklist below
as you hear them.

Introduction

] Hook, to get audience attention and interest
] Objective of the presentation

[] Agenda, including timing and question etiquette
Body

[] Background (past)

[] Current situation (present)

] Forecasts (future)

Conclusion

] Summary of body

] Call for action

[J Close

What other aspects of presentation technique have improved in Version 2?

& Listen to Version 2 again and complete the expressions for introducing a presentation in
the table below and for concluding a presentation in the table opposite.

Introduction Expressions used in Version 2
Hook Use rhetorical questions, surprising statistics, 1 How to know ... 7
famous quotations or anecdotes to stimulate the 2 Did that, on k]
audience, e.g.:
What would you do if ... ?
Why do our customers ... ?
Somebody once said ...
Objective  Make sure everybody understands why they are 3 this morning the Pingman, ...
present by clearly stating the goal, e.g.: 4 The reason I3z
My objective today is ...
The goal of this meeting is ...
Agenda Tell the audience your agenda and how you want ______tointerrupt me.

to organize the meeting, e.g.:

My presentation is made up of three parts.
| intend to begin by ...

I‘ll thengoonto ...

Lastly, | want to ..,

I’ll take any questions at the end.

I've divided my presentation

of all, I'm going to ...

— ., I'll be talking about ...
, I'd llke to present ...

o~ oum
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m Further interactive pronunciation practice on the DVD-ROM

3.4 Speaking .

Conclusion

Expressions used in Version 2

Summary Remind the audience of the most important points,

10 I'd like to the presentation

eg. 1 . | explained why ...

I'm going to break off in a moment, 12 ____ | presented the different specifications ...

in the first part, ... 13 but not . | have given you ...

In the second section, ...

In the third and final part, ... |
Call for Tell the audience what you want them to do, e.g.; 14 These are 1 am asking you to ...
action This is why we need your approval.

This an opportunity that s too good to miss,
Close Close the presentation and introduce what 15 Thank you very much i

happens next, e.g.:
Thank you for listening.
If you have any questions, I'll do my best to answer

them.
TR Pronunciation
IRVl @ 2 141 Decide where the speaker should pause in this extract from the presentation and
e ~  draw a line for each pause. Before each pause, mark whether the speaker’s voice should go up 7|

or down |, as in the examples. Then listen and compare your answers.

I've divided my presentation into three sections. N| First of all, 71| I'm going to remind you of
the background to this project, and the current offer on the market. After that, I'll be talking
about the prototype, the specifications, and the data we've collected from tests, focus groups
and market studies. Finally, I'd like to present a business plan; this will show you why we
expect a return on investment that is without precedent for our company. Is everybody happy
with that agenda?

KA Underline the key syllables and key words which should be stressed, and draw a line between
words which should be linked (_), as in the example below.
I've divided my presen;atimbinto three sections. Firstu o\f\g.l].

Listen again and compare your answers. Then practise reading the extract with correct intonation,
stress and linking.

Presentation

X In small groups, prepare the introduction and conclusion of a presentation of one of these
new products to a group of department store buyers.

* alightweight portable TV and DVD player with a 17-inch flexible screen that can be rolled up
to fit in a pocket

* furniture which changes colour and temperature depending on the light and ambient
temperature

¢ a Tshirt which displays a text message that can be modified from a PC or mobile phone

* your own product idea

Think about the following questions.

Hook: What is the most surprising, exciting or unusual aspect of your product?

Objective: Why are you making the presentation and what do you hope to obtain? '
Agenda: How will you organize your presentation and what will happen after the talk?

Summary: What are the highlights of your talk?

Call for action: What do you want your audience to do now?
Close: How can you avoid an embarrassing silence at the end of your presentation?

B In your group, present your introduction and conclusion and answer any questions. (Assume
the body of the talk has been presented.) The rest of the class are the buyers. As a class, vote for
the best product presentation.
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3 Products and packaging

40

3.5 Writing A product description

Discussion

BN Identify the four features of this car and the four corresponding henefits to consumers.
Then discuss the questions below.

safe braking and cornering  alloy wheels 3.0l V6 engine  air-conditioned comfort
power on demand ABS automatic climate control  head-turning good looks

1  What do you look for in a car - features or benefits? Why?
2 When you buy a computer, a mobile phone, or software, are you more interested in its
features or benefits? What about other products?

Scan reading

3 Read the product description below and number the five sections in the box in the order
they appear in the article.

[l compatibility [ |background [] details of features and benefits
[1invitation [ ]overview of benefits

Great software — now hetter than ever

o An estimated 16 million + paople have downloadad OpenOffice.org 1.0 in over 30 languages, OpenOffice.org is now proud to
announce OpenOffice.org 1.1, More powerful, more compatible, more international, more accessible, more open than ever
- and, best of all, this world-class software is still free!

A new approach to office productivity software

Q OpenOffice.org 1.1 gives you everything you'd expect in office software, You can create dynamic documents, analyse data,
design eye-catching presentations, produce dramatic illustrations and open up your databases. You can publish your work in
Portable Document Format (PDF) and release your graphics in Flash (SWF) format = without neecing any additional software.
OpenOffice.org 1.1 is now available for more users than ever, with support for complex text layout (CTL) languages (such as
Thai, Hindi, Arabic and Hebrew) and vertical writing languages.

© f you're used to using other office suites — such as Microsoft Office - you'll be completely at home with OpenOffice.org 1.1,
However, as you become used to OpenOffice.org 1.1, you'll start to appreciate the extras that make your life easier. You can of
course continue to use your old Microsoft Offica files without any problems — and if you need to exchange files with peopla still
using Microsoft Office, that's no problem aither

What's In the suite?

o WRITER - a powerful toc! for creating professional documents. You can easily integrate images and charts in documents, create
averything from businass lettars to camplete books and web contant,
CALC - a feature-packed spreadsheet. Use advanced spreadshaet functions and decision-making toals to perform sophisticated
data analysis. Use bullt-in charting tools to genarate impressive 2-0 and 3-D charts
IMPRESS - the fastest way to create effective multimadia presentations. Your presentations will truly stand out with special
effects, animation and high-impact drawing tools,
DRAW - produce averything from simple diagrams to dynamic 3-D illustrations and speclal affects.
Find out more - try it today!
Click hare to view an introduction to OpenOffice.org in Flash format! v

(24
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Further interactive writing practice and model business documents on the DVD-ROM 3.5 Writing .

Reformulating

El R&D departments often focus on deseribing features, while marketing departments tend to
describe benefits to consumers. Read the eight features described by R&D and underline their
corresponding benefits in the text in 2.

I International open source code application available to download (paragraph A)

.. this world-class software is still free!

Fully integrated suite of office applications (paragraph B) ‘
Supports PDF and SWF publishing without plug-ins (paragraph B)

[ntuitive user interface (paragraph C)

Fully compatible with other document formats (paragraph C)

Image integration capability (paragraph D) ‘
Built-in 2-D and 3-D charting tools (paragraph D)

Diagram and special effects functions (paragraph D) ‘

&

¥ Reformulate the product features of the Creole Audio

Manager in terms of benefits,

1 Fully integrated multi-format audio and video player
Creole gives you everything vou'd expect from an
audio player; watch and play video and music in all
popular formnats,

2 Downloadable shareware

3 Full PC and Mac compatibility |
Internet 4 Music search, download and organizer features

researCh 5 Online radio and TV capability |

“The MP3 player market 6 Built-in CD-burning tool _ _ _ |
has huge potential 7 Intuitive user interface and foolproof operation
for growth, and China 8 Karaoke function
Wants its share. Search l
hr the keywords ‘MPB‘ Writing
player market China and |
| Wiite a short summary Bl Write a product description of the Earworm2, a portable MP3 player, using the notes below.
o your findings. (Alternatively, use a product of your choice.) Focus on the benefits to consumers, adding any

s details you feel are appropriate.

reccccCcccrfcrrene

E.M.xgrwud Over 30 million Earworm p!agsrs all |
over the world

New Earworml now available
Smaller, {iahfar, sfmﬂrr, more |

memwory
Overview of Onlay | om Fhiek, loss Hhan 250 »
benefits W068s: fake yowr mUsic mraﬂwrn

YoU 90 - ptwﬁs up 0 20,000 ngs
Coupaﬂbi!ifa- AL pooular wusic formats, PL, Mac,
subseription services

Petails of Attention-arabbing des

features and Shmllproa-F,-{;hr—:?sis%ag:
bewadits altdminitm case

Fem X Sem x| om Zis

U0 4 tes stovage = 20,000 s
3 avtonom g i
Bailt=in FM radi

Baiilt-in mie for voice recordi

Large 4 cm x 3 cm LLD soreem
Infuitive user interface and fite
ma wt

Zyear amra-uhe
Twvitation 2-week uo quibble mm*ﬂ--bmk
amrn«f‘u

N
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3 Products and packaging

Discussion

EH In one minute, list as many fast-food businesses as you can, How does each of them try to
differentiate itself from its competitors?

Scan reading
A Read the documents and answer the questions. -,
What sort of company is Big Jack's Pizza?

How many people are involved in the marketing meeting?
Who is Jack Jr?

What is Big Jack's USP (unique selling point)? »
What proportion of Big Jack's customers eat in
the restaurants?

6 What is the company's development strategy?
7 What is the biggest threat to the company?

B What do customers like about Big Jack's?
9
0

(5 I S S

What do they dislike?
What four changes is Jack Jr suggesting?

Big pizzas, big value!

23 stores In Hong Kong, Kowloon and New Territorles
dine-in, parties, takeout or 24/7 home delivery

Call us now on 2893 6161
L Become a Big Jack's franchisee - call 2893 5468

it
——— —_— i .

Re: Marketing meeting tomorrow
| Billle, Mick,

I've attached the latest figures and customer-feadback summary, which seem to confirm what
we discussed last time, Restaurant szles are holding up but, as expected, our takeout and
delivery revenues are down again this month.

If we want to defend our market share against Pizza Hut and the other International majors, and ‘

attract new franchisees, we desperately need to relaunch our product.

| S0, here's the agenda for the meeting:
| 1 anew more exciting range of pizzas 3 anew or updated loge and color scheme
l 2 new promotional Ideas 4 anew box for takeout and delivery

Looking forward to hearing your ideas on all these points temorrow, l

Jack Jr,
President & CEO
Why did you buy a Big Jack's pizza? Big Jack's Pizza Revenues
i Tigte ———————my Store Is near o 1
. home or office
3%
24/7 dellvery
service i
24% i
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Further interactive problem-salving on the DVD-ROM

|

laﬂuslng a new way to
 the home.

zas all taste the

K's is old-fashioned
ime for a change.'

ces slide around
and get stuck

erent from other
- same pizzas,
same box,

3.6 Case study .

Listening for gist ‘

EX & 142 Listen to an extract from the marketing meeting at Big Jack’s. What two decisions are
made? ‘

Listening for inference
KX Listen again and list the ten suggestions made by Billie and Mick. Which ones does Jack like?

B Match the diplomatic phrases on the

1 -\

left with their real, more direct, meanings on the right,

a) It's not a wonderful idea, but it’s a
possibility.

Of course, but we can come back
to that later?

2 Can we move on to point two? b) It's not a priority right now.
3 Well, Billie, it's been done before, but I c) It's a bad idea.
guess we could do that, Why not? d) Idon't want to waste more time on this,
4 I'msorry? €) Iknow we disagree about this.
5 I'm not sure that's a direction we really f) Big Jack’s is old-fashioned.
want to go in, g) What are you talking about? ‘
6 That’s more the kind of thing I had in mind.  h) It's not exacily what I wanted, but better
7 1think you feel strongly about this? than your previous ideas. ‘
8 Things have changed since Big Jack's time. i) I've decided, whether you like it or not.
9 This is all very interesting, but ... j) This isn't relevant.
10 Itrust you'll agree,

Brainstorming and presentation
A work in small groups as consultants to Big Jack’s Pizza and do the following tasks. ‘

Read the brief below from Big Jack's Pizza. ‘
Brainstorm and select the best ideas.

Prepare a presentation to the company’s management.

Present your recommendations and take questions from the class.

BN -

Big Jack’s Pizza wishes to strengthen its brand and
improve its packaging, Please provide advice on the ‘
following points:

* anew range of fusion cuisine pizzas: exciting names
needed for at least five pizzas

* new promotional ideas ‘

* anew or updated logo, color scheme and slogan

* anew box or box design for takeout and delivery.

Estimated impact of implementing changes on packaging
and advertising costs:

change logo + 2%
three-color printing + 1%
four-color printing + 2% ‘
non-standard box shape +2%
non-standard box materials + 2%.

NB Big Jack’s will not accept an increase of more than 5%. ‘
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4 Careers

| Internet

research

In Part 2 of the
| interviaw with Timothy
Butler, he refers to
eight core business
functions that
correspond to life-
Interest categories.
Search for the keywords
"job sculpting” to find
out what the eight
business functions are,
and how they are being
used to retain valuable
employees.
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4.1 About business Career choices

Discussion
ER Mark your position on the scales below. With a partner, explain and justify your choices.

| have no idea how my career | have a clear idea of my
will develop. - ' > career path.

| expect to work for one company | expect to work for several
all my life. . ' ™ different companies in my life,

Money, status and a comfortable Job satisfaction, variety and being
lifestyle are my priorities. = " useful to society are my priorities.

Predicting and listening

E3 2 2:01 You are going to listen to an interview with James Waldroop and Timothy Butler,
business psychologists and directors of MBA career development programs at the Harvard
Business School. Before you listen to Part 1, try to predict what they will say about the
differences between:

1 careers ten or fifteen years ago and careers today
2 avocation (or ‘calling’), a career and a job,

Then listen and check your predictions.

Listening for detail
EX Listen to Part 1 again and answer the questions.
1 What does Waldroop say about the kind of contract:
a) you had ten or fifteen years ago? b) you have today?
2 What does Butler say is very dicey or unpredictable?
BN £ 2:.02 Listen to Part 2 of the interview and mark these statements T (true) or F (false).

1 It's wise to find a compromise between two competing needs. []

2 You can have several different values (e.g. earning a lot of money, having a satisfying
lifestyle and influencing people) all at the same time. [

3 A good career choice is to do something you are good at. []

4 Choosing jobs that correspond to your interests is a good way to manage your career. [ |

Discussion
B 1n small groups, discuss what these statements from the interview mean for your career.

1 “You are responsible for creating your own career within an organization.'
2 ‘The most common mistake that people make in their career decisions is to do something
because they're “good at it".'

Scan reading
KAl Read the article opposite and find which two tips can be summarized as:

1 Move towards your long-term goal in small, easy stages.
2 Make sure that preconceived ideas about success and failure are not preventing you from
reaching vour goals.

The words in grey are explained in the Wordlist on page 153.

Summarizing

EA Summarize each of the eight remaining tips in one sentence, In small groups, compare
vour sentences with other people and choose the best summary for each tip.
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Ten Tips for Creating a Career That

LIGHTS YOUR FIRE

Have you ever found yourself so excited about
something that the energy it generates just
seems to pull you along? Imagine feeling that

every day in the work you do. It’s possible! Begin

exploring your passions and discovering ways,
big or small, to incorporate them into your life.

1 GET TO KNOW YOURSELF - Before
you strike off in pursuit of a career that
really lights your fire, take some time
to do some serious self-exploration.

s Make a list of all the things in your
life that you have really enjoyed. It
could be work or play, an event, a
period of time in your life, ete. Pick
one and start digging into the reasons

10 why. Get beyond what you love doing,
and break it down into the underlying
characteristics. Think of it as identifying
your passion’s building blocks.

2 BRAINSTORM - Once you have a

15 picture of the things that light your fire,
brainstorm ways you could incorporate
them into your life, Write them down
alone or with friends, in one session
or on 2 small pad of paper you carry

= with you. Above all, be creative. You
never know what crazy idea is going to
spark the Big One.

3 EXPLORE - Ask, ask, ask! Once you

have identified some things you think
= you might be Interested In, Identify

people who are knowledgeable in

those areas and contact them. Explain

that you are exploring your options

and ask if you can pick their brains.

» You'll get some fantastic insights if
you make this a habit, not to mention
making some great contacts along the
way.

4 BABY STEPS - The fear of jumping
= in the deep end of the passion pool
keeps many people from swimming at
all. Remember there's a shallow end
too, s0 you can still enjoy splashing in
the water. Look for baby steps you can

w take that will bring your passion into
your life and keep you moving towards
your long-term goal.

5 IDENTIFY YOUR OBSTACLES -
What things are getting in your way?

« Make a list. Maybe they're real
- financial obstacles, or perhaps the

need for more training. Maybe they

BO

B5

6l

are internal. What's stopping you?
Fear? Self-doubt? Simple inertia?

We all have voices in our heads that
are always telling us ‘You can't do
that’, "You're not good enough’, ‘What
will they think?", etc. Identifying and

acknowledging those voices is the first

step in taking their power away.

6 CREATE A PASSION POSSE - In
my interviews with people who have
followed their dream, the most
commanly mentioned success factor
has been the support of the people
around them. Friends, family and
colleagues can all be a great source
of support and inspiration. It can

be an informal support network,

2 or a regularly scheduled meeting

to exchange ideas and brainstorm
solutions to challenges.

7 RE-EXAMINE YOUR DEFINITIONS
OF SUCCESS AND FAILURE - What
is your definition of success? |s

it getting in the way? Our culture
places a lot of emphasis on material
accomplishments, status, etc,
Unfortunately, that gets in the way

7 of real happiness for a ot of people,

i
S

Bt

who choose to stay on the treadmill

in pursuit of that version of success.
Perhaps you're not at a point where
you can or want to change that
definition of success. That's OK, don't.
Instead, try identifying one or two less
common ways of identifying ‘success’
- ones that come from the heart - and
try to move towards them as well,

Our definition of failure, which
tends to be all or nothing, also gets
in the way, If you try something and It
doesn't pan out, how do you see that?
Is it & failure? Or is it an opportunity
to learn? If you ‘fall’ in an effort to
move toward your passion, it's not
really failure. Think of it as a step in
the right direction. Taking a longer
term view can help with this.

o« 8 MAKE A PLAN - Whether it's a high
level overview or a granular action
plan is up to you — you know how
you work best. Creating a plan will
force you to think things through and

w0 add some comfortable structure to
something that can seem very Lp In
the air and undefined.

9 ACT! TODAY! - The fact is, the
time will never be right. Something

109 15 always going to be less than
optimum. Don't wait! Do something
right now that will move you toward
your passion. What two things can you
do right away that will start the ball

1o rolling? They don't need to be earth-
shattering, they just need to happen.
10 COMMIT TO MAKING IT HAPPEN -
Let it out of your brain and into the
open. Say, ‘| am going to do this.'

115 Say It out loud to yourself, Say it to a

friend. Put it in writing and put it where
you can see it. Once it's out in the
open it will have room to grow, And
that's exactly what you want!
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e J Careers

4.2 Vocabulary Careers, personal skills and qualities

Discussion
BB Rank these benefits from the most to the least desirable, in your opinion.

Careers and employment
A Put the events in Josef Gutkind’s career in chronological order.

[[] Before graduating, Josef applied for jobs in twenty companies.

[ Josef was offered a position as a management trainee.

[] He attended a second interview conducted by a panel of managers.
[] He found a new job, but was dismissed after arguing with his boss.
] Two years later he was appointed Logistics Manager.

[] He was short-listed for a second interview at Wilson Brothers.

] While he was unemployed Josef studied for a master’s degree.

[] When Wilson's got into difficulties, Josef was made redundant.

] In his early fifties he took a sabbatical to write a book.

] He retired from business and now lives in the south of France.

[] Thanks to his enhanced CV, Josef was hired by a firm of consultants.
(] The book was a best-seller, and Josef resigned from the firm.

A Use the expressions in bold from the first five sentences above to complete these
questions from a job interview. Change the verb form if necessary.

Could you tell me exactly why you from OQP?
Was that before or after you Quality Manager?
After the factory closed, was it difficultto 7

Have you jobs in other campanies in the area?
Would you be available to next week?

How would you feel if we as a product manager?

B HN -

K3 Now correct these sentences from a biography. The words in bold have been mixed up.

Aisha's résumé was impressive; she was dismissed without even attending a first interview.

2 At the second interview, Aisha did so well that she was made redundant on the spot,

3 A few years later she wrote her first novel while she was unemployed; it sold only 400
copies.

4 Aisha was an unconventional journalist who preferred to work at night; after arriving four
hours late for a meeting she was hired.

5 When the editor in her next job refused to publish a controversial article she had written,
Aisha immediately offered to retire but the editor refused to let her.

6 However, when the newspaper was taken over by a larger competitor, Aisha was short-
listed.

7 After difficult times while she was on sabbatical, she was finally able to live in comfort
when her sixth novel became a best-seller,

8 She was 74 when she finally decided to resign from writing novels.

—
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Further interactive vocahulary practice on the DVD-ROM

Internet

research

Collocations

In each set of five below, match a verb on the left with a noun on the right to make
collocations for describing skills and qualities.

1 take \ a) a commitment to

2 make b) initiative

3 be ¢) good working relationships

4 work d) agood listener

5 build e) to strict deadlines

6 work f) abusy workload

7 make g) ownership

8 manage h) closely with

9 possess i) avaluable contribution to
10 take on j) strong negotiating skills

KA Use eight of the collocations in 5 10 complete the sentences below. Change the verb form if
necessary.

1 Ienjoy taking initiative, and I keep my promises; whenl __ tpa project, 1 always
deliver.

2 T have a lot of experience in both product development and sales teams, and can
adapt to their different working styles.

3 Thave excellent organizational skills, and I hate being late - so I have no problem with

I liaise with government officials: fortunately, 1 ____ |

I'm used to ; I'm good at multitasking, and coping with pressure is no problem.
Ioften___ of projects with multi-million dollar budgets.

IbelieveIcan __ any work group.

I , so I build good working relationships with colleagues,

0o~ Lh s

Which two answers in 6 could you give to each of these questions?

a) Are you able to take responsibility?
b) Are you a good communicator?

c) Are you a good time manager?

d) Are you a good team worker?

Listening for gist
EX D 203 Listen to an extract from a human resources review meeting. Mark these employees
as high-fliers (+) or as concerns (-),

Rachel Ratcliff
Paul Stevens
Michael Diegel
Shane Gammey

Taking notes

Il Listen again. For Rachel, Michael and Shane, take notes for each case on the problem, causes
and possible solutions.

Rachel Michael Shane

problem

causes

possible solutions

Discussion
Y 1n small groups, decide what you would do about Rachel, Michael and Shane.

7he Business
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Careers

Refresh your
memory

Present simple

She works in London.
permanent present
actions or situations
Present continuous
She's travelling in Asfa.
temporary present
actions or situations
Present perfect simple
She's travelled 10,000
kflometres.

life experience up to
now, or present result of
a past action '
Present perfect
continuous

She’s been visiting
suppliers.

action in progress up
to now

P Grammar reference page 124
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4.3 Grammar Present tenses

Test yourself: Present tenses

[l Present simple (do / does) or present continuous (am / are / is doing)? Identify and
correct the 12 errors.

Jane Houseman is considering herself a happy woman. Based in London, she works
as a project manager for Arbol Oil, a South American oil company which expands
rapidly, especially in the Far East. Jane loves travelling; at the moment she works on
a project in China, which is meaning she is flying out to Beijing about once a month.
She is already speaking fluent Spanish, and she learns Chinese. She isn't meeting the
two other project managers in her department very often, because they are finishing
a project in Saudi Arabia, but they all get on very well and are talking two or three
times a week by telephone, Jane is also following an MBA course; she is submitting
coursework by email and is attending three intensive weeks per year in London.
Financially, Jane feels very lucky: right now, she is earning twice what most of her
friends from university are bringing home, and the company is paying for her MBA. In
many ways, Jane is believing she has the perfect job.

[l Present perfect (have / has done) or past simple (dic)? Put the verbs in brackets in the
correct form.

Jane (1) (be) in her present position for six years. After she (2) (leave)
university, she (3) (work) as a management trainee for four years in another
ol company; she (4) (never regret) the move to Arbol, since they (5)
(immediately put) her on their fast-track scheme for employees with the potential
to become high-fliers. But today Jane faces a dilemma. In the last three weeks she
(6) _____ (receive) no less than three proposals. First, her boss, an Argentinian, who
Jane has always had an enormous respect for, suddenly announced his resignation.
Jane (7) (be) shocked and surprised, especially when, just a few days later,
Arbol’s HR Manager (8) (call) to offer her the position. The second proposal
9 (arrive) that same evening: Estelle, one of Jane’s friends from the MBA
course, who (10) (already work) for several large multinationals, (11)
(invite) her to become a partner in a new consultancy. Last, but by no means least,
Jane's boyfriend, Howard, (12) (just ask) her to marry him. Not surprisingly,
Jane has asked for more time to think about each of the propesals.

X Present perfect simple (have / has done) or continuous (have / has been doing)? Put the
verbs in brackets in the correct form. Each pair of answers (e.g. 1a and 1b) should have
one simple and one continuous form.

Since she left university, Jane (1a) (prefer) to live alone. For the last three
years, she (1b) (look) for a property to buy, and she (2a) (just pay) a
deposit on a small house near Heathrow airport. Suddenly she no longer knows if
she is doing the right thing: all three of the proposals mean major changes in her
lifestyle. She (2b) (hope) for a promotion at Arbol; she (3a) {try) to
schedule an appraisal interview for months, and now she understands why her boss
(3b) (repeatedly postpone) it. But taking on her boss’ job would undoubtedty
mean moving to South America, probably losing the deposit on the house, and quite
possibly losing Howard.

Howard is a divorcee with twe young children; although Jane (4a) (play) mum
to the two kids, it (4b) (never occur) to her that she might move them all to
south America. On the other hand, Howard is a wonderful father; Jane has to admit
to herself that she (5a) (sometimes wonder) whether she should start a family
before it's too late. And what about Estelle’s proposal? Jane (5b) (think) about
running her own business ever since she was at school. After all, she (6a) (not
spend) most of her free time working on the MBA just to be a small cog in Arbol’s big
machine for the rest of her life! Jane sits down and pours herself ancther coffee. She
(6b) (already have) ten cups today, but she’s no nearer a solution now than
after the first cup.
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Internet
research
Search for the keywords
English grammar
practice to explore the
many websites offering
grammar explanations
and exercises. In class,
hold & vote to find your
favourite grammar site.

w Fusrther interactive grammar practice on the DVD-ROM 4.3 Grammar .

Present perfect and past simple

EX You and your partner work for an international recruitment agency. Your clients are
looking for: ‘

a Spanish-speaking science graduate

an undergraduate with marketing experience

a graduate accountant, to be a future finance director ‘
a French-speaking graduate in business

an arts undergraduate with experience in the Far East

a Portuguese-speaking graduate with experience in sales.

s B 6/ I SN % [ 6 T

You have each interviewed and tested five candidates. Exchange information with your partner to
complete the tables and decide together which candidates are most suitable for each request.

Student A: use the information below.
Student B: turn to page 113,

Candidate Graduation Work experience Management
potential test
Mr Salmen next summer, Chemistry  pullover sales in Mexico B
th Bianco Term Bl i
Mrs (;rey i HE;L-!I"IE, h;a_ri;éting nurse in New York B L]
'“Mggao_;;—“ L Lt Lo L
MrDaSilva  lastDecember, MBA ownbusinessinBrazil ¢ -
N.l-r-GI‘EQI'I'“ B i e

Mr Schwartz  last October, Accountancy  banks in Geneva, Monaco, Portugal A+

Miss Plum

Ms Violeta next spring, History

Mr Braun

Listening: present perfect simple and continuous

Bl 2 2:04-2:13 Listen to ten situations and write down what has happened or has been ‘
happening in each. Then compare your ideas with a partner.

Asking questions
& with a partner, take turns interviewing each other for a job. ‘

Student A: turn to page 111,
Student B: turn to page 115.
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4 Careers

60

4.4 Speaking Job interviews

Discussion

El How would you answer the following interview questions?

1 Where do you see yourself in five years’ time?

2 How would you manage working with someone who doesn't like you?

3 How do you motivate people to do their best?

4  What are your weaknesses?

5 Can you give an example of a situation you found stressful, and how you coped with
the stress?

Listening

Bl 2 2:14-2:18 Listen to extracts from five job interviews A-E. Which candidate(s):

express the wish to make a long-term commitment?

give concrete examples from their experience?

ask questions to make sure they answer the interviewer’s question?

structure the answer in two parts?

turn a question about a negative point into an opportunity to emphasize a positive quality?

W A b~

EJ Listen again and complete the useful expressions for answering job interview questions

Asking for clarification / reformulating I'm sorry, could you expand on what you mean by ...

Do you ,howdo|...7

Playing for time

That’s a very interesting question. | would say ...

Thatsa___ question to ; let's that ...
Structuring your answer I'd like to answer that in two ways: firstly, ... secondly,
- Rk 7 | think : im}:or‘tant‘ ------ to thi-s
Giving concrete examples Let me give you an example of what | mean.
L i Take ... , for
Validating your answer Is that what you wanted to know?
D - 3 Does that your ?
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Interactive pronunciation practice on the DVD-RDM 4.4 Speaking .

Internet X The candidates in 2 used these expressions. Put the words in bold in the correct order, ‘
research

I applied what learned L

I'm able being unpopular with to cope,

I see myself performing as top a a employee company in leading,

[ plan experience to gain new and skills learn.

I'would be ready more a move 1o position up with to responsibility.

[ realized that knowing well you're how motivated essential doing is to staying.
['m aware there that on that areas are can I improve.

[ don't feel weaknesses I any have that significant.

[ would say my organization is that one of strengths.

10 I'managed on finish to the time project,

U001 U B N e

I Read the quotation and mark the interview questions a)-h) as type 1 or type 2 questions,

‘The good news is that there are only two interview questions. That is, regardless of what you're
asked, the employer really only wants to know:

1 What value can you add to my enterprise as an employee (and can you prove it)?
2 Why do you want this job?’ ‘

a) What are your strengths and weaknesses? [
b) Why do you want to work for us? [] '
¢) What is your greatest achievement? [ ‘
d) How do you make sure things get done? []
e) Why do you want to leave your present job? [] ‘
f) Tell me about a time when you successfully handled a difficult situation. O
* 2) What sort of environment would you prefer not to work in? [ ]

h) What are the most difficult kinds of decisions for you to make? [ ‘

With a partner, ask and answer the questions using expressions from 3 and 4, inventing any details .
as necessary. ‘

Roleplay
I With a partner, roleplay interviews for one of the jobs below.

Interviewer

Interview the candidate for the job they have chosen. Invent further information about the job as
necessary. For each of your questions, note whether the answer is satisfactory or not, At the end of

the interview, give the candidate feedback on how well they performed. ‘

Candidate
Let the interviewer lead the conversation initially, but try to develop an exchange by asking
questions about the job and the organization. |

Leading consultancy requires business graduates ‘
to train as auditors and consultants.

Multinational _
oil company

seeks future managers 1o lead
development teams for alternative I ; R A e ‘
energies in Norway, Indonesia and : N et — :

South America. ‘
Strong leadership and communication - — f
skills essential. Music major seeks dynamic tour managers to organize and manage
Motivating compensation package. promotional tours for top pop, rock, and R&B acts,
80% of time on tour.
Successful candidates will have strong intercultural, negotiation, people-
For details visit www.nuenergeez.com and crisis-management skills.
’ salary and performance-related bonus.
L W, ‘
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4 Careers

Discussion
Kl Discuss why you agree or disagree with the following statements about writing CVs
or résumes.

1 You should always state your career objective.
2 You should list five or six people who can be contacted for a reference,

3 You should never use more than one page.
4 You should describe your experience first, then your qualifications.

Skim reading

A Decide in what order you expect the following categories to occur in a CV. Then read the
CV below to check.

[Jwork experience [ references [ personal details [ ] qualifications
[ Jvoluntary roles / positions of responsibility [[] general / additional skills

Robert Khan

Date of birth 29 April 1985

Nationality British

Current address 27 Keats Road, London SE4 3KL
{until 30 June) Tel: 020 BO8E BOEE

Permanent address 247 Newmarket Road, Norwich NR4 1ET
Tel: 01603 443143

EDUCATION im B, =) w

2004-2007 BA in Business Studies at Chelsea School of Business
(Exam results to date 2:2; Expected final grade 2:1)

2001-2003 Norwich School: 3 ‘A’ levels: Econemics (A), Maths (B), History (C)

1997-2001 Narwich School: 10 GCSEs, including Maths and English

WORK HISTORY

Jan-lune 2006 Work placement, Atherton Consultants
| played an integral part in a team of consultants working on IS projects. This position
required familiarity with networking solutions and Web design and involved liaising with a
client's parent company in Germany.

July-Sept 2005 Vacation Trainee, Jardine, White & Partners
| coordinated an office reorganization project.

2003-2004 Sales Assistant, Kaufhaus des Westens, Berlin
| was responsible for managing the outdoor exhibition of camping equipment. | ran a
language training programme for members of the department.

POSITIONS OF RESPONSIBILITY

2005-2006 President of CSB Students' Union

| represented over 400 members In faculty meetings and organized and chaired
conferences with visiting speakers.

2005 to present Captain of CSB Squash Team
| run training sessions and am responsible for organizing matches and motivating the team.

OTHER ===
Fluent German
Advanced computer literacy: Office software, networking and Web design
3rd trombone In the London Students’ lazz Orchestra
Clean driving licence

See next 'paga
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m Further interactive writing practice and model business documents on the DVD-ROM 4.5 Writing .

Reading for detail
research W Eh e again. How has Robert formulated the following information in more appropriate |

Internet

USearch for the keywords  |anguage?
\rdsumé style to find out 1 Isometimes phoned people in Germany.
about different résumé 2 I'm good with computers.
styles to consider, 3 I'was the contact for the removal company for the transfer to new offices. ‘
Including functional, 4 Igave some colleagues some English lessons.
" # chronological 5 Ispoke on behalf of 400 students in meetings with teachers.
[‘wbs' 6 [ was the general assistant to the computer consultants.
— 7150l tents, |
8 Ihad to learn how to set up a LAN,
9 I'm the only member of the team who believes we can win.
10 My job was to introduce the speakers and thank them at the end.
Ordering and reformulating
N Using the headings in Robert Khan’s CV as a model, decide where to put each piece of
information below. Then write the CV, presenting the information appropriately and using relevani
language and expressions.
I * Noluntary work simce 2005 - OUTLOOK, charity for disabled ciildren |

- parties, visits, ete.
. PﬂaU violin in .ﬁrmg ﬁw.rni‘
. ‘uﬂive.rgifU basketbatl tepm - m‘UJDb to bri—na drinks |
" 2002-2004 Northern High Sewoof ‘A’ feved Matins (A), Eeonomics (B),
Fremch (B) ‘
. S&c.rs-!w“b, Newcastle Tumior Chamber of Commerce in 2006 - winutes
of ne.a.{'f«as, m«ﬂl‘ﬁ newsletter, ete. Sometimes phoned VIPs to |
invite to receptions, ete.
* Jume-Sept 2004 Holidwﬁ job, Neweastfe Social Sacurifa, entered ‘
personnel dato into new HR mmym«f software. Confidential,

very borr'ona. Visitor from Spamisia goverument, fhree dn‘as. ‘
* References - tutor, Mr. Bowers, Newcaste “I’J.fsa.i\mwsi-l"a'J Mrs Brondbent,
Principat, Northern I-ha-h. Selrool ‘
. T‘b-piﬂa speed 90 wpm |
 « Justine Dm.i»naa Collier
* 4 Greem Street, Neweastle NEIR 8BY Tel: 01879 122 7789
* Oct-Mar 2005 Tmuternsiip Arbof Oil: finance department, small Jobs,
learned accounts software, email From S Ameriea
. Biliuzm! Spanish ‘
o W/1l/86, Auckiand N2
*  2004-200% BA Eeomomics, Neweastle 'Mﬂivarsif“a- (m‘gbe 2:0 if Tm ‘
E‘ur.j(v)

B Write (or update) your own CV,

IeBusiness 53




4 Careers
y

ritaniine Brainstorming
J researc Kl Brainstorm the advantages and disadvantages of taking a year off before or after university
A 7 ; ; 2 = ,,
| R . or in mid-career. How many different ways of spending a gap year can you think of?
gap year to read about . .
| some of the ways Listening
SHieuON fanc Oihac Bgw & 2:19-2:24 Listen to six interviews with people who took a gap year and answer the
peop p
| §2upe) & aing thsls guestions.
| gap years.

e | When and where did they take their year out?
2  Were their experiences positive, negative or mixed? Why?

Scan reading
| EX Read the advertisement and answer the questions.

Who can apply for a gap-year placement, and when?

What are the four benefits of a gap-year placement mentioned in the advertisement?
What kind of work is available?

Do you get paid / have to pay?

How do you apply?

Want to change
the world,

L

note that, due to an incr
candidates will be
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Reading and discussion ‘

KX Read the four descriptions of gap-

vear placements. With a partner, explain
which one(s) you'd prefer to go on, and |
why. Why wouldn't you like to go on the
others?

Writing and roleplay
E You are going to take turns
interviewing and being interviewed |
for www.gapyearplacement.org. First
complete the application form, then

follow the steps below.

application form |

www.gapyearplacement.org

Name:
Current occupation:

A Describe your previous
participation in any organization,
your experiences in other
countries and your contact with
persons of other nationalities,
races and cultures,

B What are your main reasons for
spending a year abroad and why
have you applied for a gap-year ‘
placement?

€ What is your preferred destination
and type of voluntary work?

1 Divide into A Groups and B Groups
of four students each.

2 Three students from Group A
interview one student from Group B. |
At the same time, three students
from Group B interview one student
from Group A. Use the completed
application forms above (and CVs, if |
available) for the interviews.

3 When the first interview is finished,
a different person from each group
goes to the other group to be |
interviewed. The interview panel
will, therefore, be slightly different
each time.

4 When all the interviews are finished,
decide in your groups which
candidates have been successful.

5 Group A and Group B join together
and give the candidates feedback on
why their applications have or have
not been successful,

m Further interactive problem-solving on the DVD-ROM

Care Work in
South Africa

Population: 45 million
Official Language: 11 official
languages, including English
and Afrikaans

Placement: Schools for

4 to 18 year olds with

special needs

Job: Classroom assistant in a special needs school, providing classroom
support and working on an individual basls with children with mental and
physical disabilities.

Working week: 45 hours, some evening duties,

Conservation
in Malaysia

Population: 24 million
Official Language. Bahasa
Melayu

Main Religion: Islam
Placement: Conservation work
Job: Various conservation
projects: construction and maintenance of trails, Identification of
species, eco-tourism projects, organic farms, animal sanctuaries, turtle-
conservation projects, Work is physically demanding.

Care Work in S
Costa Rica

Population: 4 million

Official Language: Spanish
(Indian languages and Patois
also spoken)

Main Religion: Roman Catholic
Placement: Care work

Job: Care-work placements in homes for children with disabilities or
orphanages: assisting individual children, organizing activities, helping
with lessons or assisting at meal times. Intensive Spanish language
course recommended,

Teaching in
Tanzania

Population: 37 million - over
129 tribes

Official Language: Swahili
and English

Main Religion: Christianity
and Islam

Placement: Teaching in primary or secondary schools

Job: Teaching five days a week: all subjects, including sport and drama.
Participants must have excellent English. Four weeks' school holidays
per year.

.

L
- 4

=
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Review 3

Products and packaging

KR Fill in the missing vowels in these adjectives,

1 Today'’s marketplace is highlyc_mp_t_t_v_,

2 Packaging has to be _ttr_ct_v_, _ff_et_v_and
d_st_nct_v_.

3 Packaging is cr_t_c_I to make sure thereis _ff_c__nt
use of |_m_t_d shelf space.

4 An_r_g n_lideacanturn outto be _mpr_ct_c_| for
reasans of t_chn_c_1 limitations.

EX Complete the sentences using words from the box.

chance communication field issues
needs process sale solution  view
1 Packaging is the manufacturer’s last to seduce
the customer.
2 Many products are identical from the consumer’s point
of 5
3 Most purchasing decisions are made at the point of

4 The principal problem is a lack of between the
people involved in the design and development

5 There are different groups of experts, all working in
their own specialized .

6 Production people know nothing about consumer

7 The manufacturing people deal with the technical
__ as and when they arise.

8 Our task forces can deliver an optimal in one
week, sometimes less.

EX In each set of four below, match a verb on the left with
a noun on the right to make collocations about product
development.

1 generate the product onto the market

2 screen out new ideas in focus groups

3 launch specifications for the product

4 drawup unfeasible or unprofitable ideas

5 conduct production on a large scale after tests

6 draw market studies

7 gointo sketches and build mockups

B test the product by using it in typical situations

E3 Fill in the missing letters to complete these nouns
about dimensions.

1 Its45cmlong. = Itsl_____ is 45 cm,
2 Its31lemwide. = Iisw___ is31cm.
3 It's 8 cm high, = Itsh . is 8 cm
4 Itweighs%kg = Itsw___ i5 9 kg

E Match each word in the box to its definition 1-5. Then
translate the words into your language.
_benefit feature function specification

1 The thing that makes a product special or different from
others:
2 Animportant, interesting or typical part of something:

e Business

3 A detailed instruction about how something should be
made:

4  An advantage that you get from something:

5 The job that something is designed to do:

I Join the sentences using who (for people), that (for
things) or whose.

1 Here's the email. 1 got it this morning.
Here’s the email that I got this morning.

2 Here's the email. It arrived this morning.

3 The team leader is an interesting man. He comes from
Spain.

4 The team leader is an interesting man. I met him
yesterday,

5 The team leader is an interesting man. His background
isin IT.

EA In the previous exercise, put brackets around any
examples of aho or that that are not necessary.
IEY Make noun phrases from the following definitions.

1 A cycle for developing a product is a product
development cycle.

2 A document that shows you have insurance for travel is
a

3 A concept for the design of packaging is a

4 A product used for cleaning households is a

EEX Underline the correct word(s) in bold to make phrases
for a product presentation,

1 Afterthat, I'll go/ go on to present ...

2 And now, if you have any questions, I'll do my best {o
answer / respond them.

My reason / objective today is ...

Final / Finally, I'm going to ...

First of all, 1/ I'll talk about ...

Thank you for listening / your listening,

I've divided my presentation by / inte three sections.
Please make / feel free to interrupt me.

So, in summary, these are the reasons / motives why I
am asking you to ...

wWeoe I h kL2

E) put phrases 1-9 from the previous exercise into the
order that you would probably hear them.

EE] Rearrange the words to make diplomatic phrases used
in a meeting,

1 can to that later come back we?

2 we want to go in that's a direction I'm not
sure.

3 that's the more mind of thing I had in kind.

i
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Review 4
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EB Finish each phrase about careers with the best
collocation from the right-hand column.

1 make a career application
2 reach your long-term bonus

5 prefer money rather than job choice

4 learn new experience
5 gain goal

6 get a performance-related placement
7 send off a job satisfaction
8 apply for a gap-year skills

EX Fill in the missing letters in these words which all have
ameaning similar to goal,

1 clear / annual / production / salest_____ 5

2 limited / clear / specific / businesso_____ s
3 the overall / main / sole / underlying __m

EJ Match each word in the box to its definition below.
Then translate the words into your language.

aptitude  background
know-how knowledge

experience
skill

1 Knowledge that you need to be able to do something:

2 Information that someone knows:

3 An ability to do something well, especially because you
have practised it:

4 Knowledge or skill you get from being in different
situations:

5 The type of education, experience and family that you
have:

6 A natural ability to do something well or to learn it
guickly:

8 The expressions in the box refer to losing your job,

be dismissed  be fired be laid off
be made redundant  be sacked

1 Which three suggest it was your fault?

2 Which of these three is more formal?
3 Which two expressions suggest it was not your fault?

4 Which of these two is British English?

B Fill in the missing letters in these words about careers,

besh___-li___d for a second interview

re___n from a job because you have a better offer in
another company

a____dan interview on Friday morning

in the company

be h__ed by a company after a successful interview
a___yforajob in a company

d to a more senior position after some time

Careers

A put each verb into the correct form: present simple
(do / does), present continuous (am / are / is doing),
present perfect (hawve / has done) or past simple (did}.
Each form is used twice.

‘I'm really busy this morning - I (1) (interview)
three candidates for that sales job - the second one is
outside now. Yesterday was even worse. 1 (2]
(interview) five candidates in two hours, and none of them
were any good. Let me see, over the last ten days I think
1(3) (interview) sixteen candidates. Just imagine!
And every time [ (4) {interview) someone there's a
CV to read, questions to prepare, records to keep. It just
never ¢nds. Right now, I (5) {(need) a break.
(6) {anyone / see) that travel brochure about
holidays in the Seychelles? I know I (7) (put) it
somewhere. Wait a minute, There'’s no-one here. 1 (8)
(talk) to myself.’

EA Put each verb into the correct form: present perfect
(have / has done) or present perfect continuous (fiave /
has been doing).

11 (write) my CV all morning, and finally I
(finish) it.

21 (write) four job applications this week. One
day [ must get lucky - 1 (try) to find a job for
ages.

) Make nouns from the adjectives and verbs below.

strong (adj):
weak (adj):
responsible (adj):
perform (v):
commit (v):
achieve (v):

(= WO, B SN B & R

X Use each noun from the previous exercise to complete
these questions from a job interview. Some have a plural
form,

1 What are your main functions and duties in your

present job? What are your ?
2 How does the company know you are doing a good
job? How do they measure your 2

3 What are the positive things you can bring to the team?
What are your ?

4 And what would you say are your _ 7 Come on, be

honest now.
5 What is the one thing you are most proud of in your
present job? What is your greatest ?

6 If we offer you this job, what kind of ______ will you
have to the company? Will you be looking for another
job after a year or two?

. l/ieBusiness
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> Making deals

‘ 5.1 About business E-tailing

| . ’

' fnteviat Discussion

| research BB 1n small groups, discuss these questions.

| Visit websites oddcast. L Do you prefer shopping in a store or on a website? Why?

| com or pulse3d.com to 2 According to Jupiter Research, ‘Less than 5% of people visiting a website ever turn into
see examples of how paying customers.’ What can e-tailers do to make visitors actually buy products?

‘ well-known companies
are using conversational

| agents to enhanca their Scan reading

| tommunication. Hold EX Compare your ideas about the second question in 1 with those in the article opposite, The
a class opinion poll on waords in grey are explained in the Wordlist on page 155,
how successful they are,

‘ ——— Reading for detail

A Read the article again and put these paragraph summaries in the correct order.

‘ [] Animated sales reps are cheaper than real people and can increase sales by one third.
[J Though interactive discussion boosts sales, e-tailers have to be cautious.
‘ [J Only a very small percentage of visits to websites produce sales.
[C] Customer tracking is often badly perceived by online shoppers, who may prefer to shop
privately.
] Live web chats with sales reps double online sales.
‘ [J Customer-tracking systems can provide help for customers when it is appropriate.

. Roleplay

EX With a partner, roleplay newspaper interviews with a New York University researcher and
an Overstock customer-service rep using information from the article opposite.

Student A: turn to page 112,
Student B: turn to page 116.

Listening

El 2 225 Listen to a chat show discussion about conversational agents and mark these
statements T (true) or F (false).

Hermelinda's job is to help e-tailers increase their sales. [ ]

Advertising on the Internet increases traffic but not necessarily sales. [
Small e-businesses can't afford conversational agents. [ ]

Conversational agents are intelligent computer programs. [

Fifty per cent of customers are happy to talk to a machine. [_]

Giving customers more information increases the chance of making a sale. [
For customers, hearing a conversational agent speak and reading a website

| has the same effect. [_]

~1h Ln = 0 b3 =

Discussion
KA [n small groups, discuss the questions.

1 Would you prefer to interact with a conversational agent, to chat online with a real sales
rep, or to browse without help? Why?

2 Do you think conversational agents are appropriate or useful for all e-tailing sites?
Why (not)?

3 Suggest characters for online conversational agents on the following websites.

Amazon f.heoks) Dell (computers)  Oréal (cosmetics)
General Motors  The Tourism Authority of Thailand

Think about profession, age, looks and what they would be wearing.
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5.1 About business .

' — — —_—  ——— R T

E-tallmg§

It’s all abo srvice

Turning surfers into shoppers requires new levels of help online.
The trick is providing it without seeming to be too pushy.

Today, most websites are easy to use and Then there’s LivePerson, a publicly-traded
provide reliable and cost-effective shipping. ~ New York firm that makes customer-tracking
But despite e-tailers’ best efforts, lots of = software. What's most coolabout LivePerson’s
‘eyeballs’ out there still aren't necessarily technology is that it follows what customers
translating into sales. According to Jupiter are doingand can automatically flag and offer
Research, less than 5% of people visiting a  help to e-customers based on rules individual
website ever turn into paying customers. And  e-tailers set,

if the rest have clicked through a paid search .» ~ ANIMATED CHARACTERS Other small,
ad without buying anything, bringingthemto  private companies, like Oddcast in New

o

1 the site actually costs the website money. York and Pulse in San Francisco, offer

SMOTHERED WITH LOVE How to animated characters who act as sales reps

convert these window shoppers into paying  on e-tail sites, drawing from a databank of

T customers? Overstock.com believes in = voice answers to commonly asked questions.

customer service. It now has 60 highly trained ~ Oddcast's ‘SitePal' has been adopted by many
customer-service reps, about 20 to 30 of smaller retailers who can't afford as many
whom staff a 24-hours-a-day department to  live customer-service reps as Overstack.
answer customer questions via live web chats  Software e-tailer Goldfish Software credits
on the site. When a customer engagesin a live « its animated sales rep with converting 33%
chat with a sales rep, the average purchase  more of its browsers into buyers,

1

o

0 doubles in value, Overstock has found. ‘We’re OPPOSITES ONLINE Other sites are
all about smothering the customer with love,”  closely watching how people navigate a site,
says Overstock CEQO Patrick Byrne. and testing out what pages or promotions

ss work best with different customer groups.

- smothering the But seller beware: research done by New

< York University's Stern School of Business
customer W|th Iove,’ has found most shoppers consider tracking
without their consent a violation of their
privacy. When in a store, a customer has no
expectation of privacy. But when someone is
shopping online, he or she is usually at home
or at work. A sales rep barging into your
shopping experience can feel like an invasion
=5 of privacy. ‘This is a lot about expectations,’
says NYU Marketing Professor Eric Greenleaf.
‘You feel like it’s private when you're at home,
as opposed to being in a store.’
RULES FOR CHATTING Overstock
e limits chats to about 10% of its customers,
even though sales rise briskly with customers
who are engaged in an interactive discussion
of products. Says Tad Martin, Senior Vice-
president for Merchandising and Operations
at Overstock: ‘We're taking the conservative
approach right now. We don't want to be
intrusive.’

)
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5 Making deals

Internet

research

Search for the key words
“principled negotiation”
to find out about a
popular approach to
negotiation,

B0 (e Business

5.2 Vocabulary | Negotiating and e-tailing

Discussion

Kl ‘You can do everything in an e-store that you can do in a high-street store, except touch
the product.’ Do you agree? What can you do in an e-store that you can't do in a high-street

store?

Collocations

EN Complete the collocations for negotiating by choosing the correct noun in the boxes for
each group of three verbs,

the benefits aprice anorder aproposal the details a discount

place bring down offer

take 1 quote 2 ask for 3

fill state grant

see sort out make

sell 4 discuss 5 firm up 6

explain go over reject

fee acompromise negotiation  adeadline adeposit costs

subject to pay a monthly

open to 7 require 8 an annual 9

under put down an entrance

hidden meet seek

extra 10 miss " offer 12

fixed extend find
Listening

EX D 226-2:33 Listen to eight extracts from negotiations. Use one of the collocations in 2 to
describe what is happening in each situation.

Then write two similar extracts illustrating two more of the collocations, Read them to a
partner, who should try to identify the collocations you are referring to.

Pronunciation

E¥ & 230-238 Listen to these phrases you heard in 3. Each contains examples of

/a/(schwa), the neutral sound used for unimportant, unstressed sounds, for example the first
and last sounds in the word anothier. Underline the /2/ sounds in each phrase.

five hundred at 12 euros a box
two and a half thousand

an extra 2%

five or six weeks a year

We usually ask for 20% now.

LR o SR

Now practise saying the phrases with the correct pronunciation.




Further interactive vocabulary practice on the DVD-ROM 3.2 Vocabulary .

B Put these steps in an e-tail transaction into the correct chronological order.

(] The customer prices similar products on other sites,

L] The product is shipped to the customer’s address by mail or express carrier.
[] The seller exchanges the product or gives a refund.

] The customer goes to the check-out and pays by credit card.

[] The website records the transaction and generates an invoice.

[] The customer selects a product and places it in a cart.

] The customer sends the faulty product back under guarantee.

C] The customer’s credit card account is debited,

[] The customer clicks on the link to the seller’s site.

] The prospective customer looks up the product on a search engine.

[] The customer browses the site and identifies the product which interests him.
(] The website sends an instruction to the warehouse to ship the product.

K3 In cach email, correct the words in bold which a computer virus has mixed up.

a Dear Sir or Madam
I am writing to complain about the service from your lowlowprice.biz website. Last month
| ordered a DVD; you then took three weeks to ship the (a) site. While | was waiting for |
delivery, | browsed another (b) product, which advertised the same DVD for only half |
the price. | have also priced the (c) credit on several other sites, all cheaper than yours. | |
‘ Finally, when | checked my bank statement, | noticed that you have debited my (d) product
card twicel Please correct this error as soon as possible.
Mary Brotherton

» i

| © Dear Ms Brotherton

Please accept our apologies for the errors you have experienced. Unfortunately our

computer recorded your (a) link twice, and therefore generated two (b) refunds. Usually

our prices are the lowest on the Web; when this Is not the case, we are happy to give full

(e) product. Please send the (d) transaction back and we will credit your account for the |
full amount. (Click on the (e) involces below for the return address. ) |
Customer Service Department

www.lowlowprice.biz

Listening for detail |

« 2:39 Listen to part of a negotiation and read the minutes below. Find the differences
between the collocations in beld in the minutes, and the similar ones used in the negotiation,

- Ben (1) got down to business saying that although Jacky had (2) pointed out the ‘
advantages of the policy, he was not happy with certain issues. Jacky asked which
(3) questions Ben wanted to discuss, and Ben asked him to (4) clarify his comments
about returns.

- Jacky (5) summarized the position, saying that the policy only covered damage during ‘
shipping, and not damage caused by the customer. Ben asked for an extension of cover,
and Jacky offered to (6) make a proposal, but at extra cost. Ben stressed that he was
hoping to (7) work out a solution, but also threatened to (8) consider other options.

— Jacky suggested they (9) break for coffee while his team did a simulation. He reassured ‘
Ben that they would (10) find an agreement.

. . e e s s S e W.’Mm

Discussion ‘

X Tell a partner about a time when you had difficulty reaching an agreement with someone, Talk
about the different stages in the discussion, and if and what you eventually agreed.
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5 Making deals

Refresh your 5.3 Grammar Conditionals and recommendations
e Sry 52 crommar Conditionals and recommendstions |

First canditional

if + present simple,
(then) + will + do
likely future events

P Grammar reference page 125

Second conditional

if 4 past simple, (then) +
would + do

unlikely future events

P Grammar reference page 127

recommend / suggest /
advise

recommend | suggest
something

recommend [ suggest
something to someone
recommend | suggest
(not) doing something
recommend [ suggest
(that) someone do
something

advise someone (not) to
do something

advise (not) doing
something

P Grammar reference page 127
== 1]

Test yourself: Conditionals

KN Choose the best form of the verb go to complete each sentence, using negatives and
questions where necessary,

1 If the money was right, | and work anywhere in the world.

2 We'll lose customers if we down to our competitors’ prices.

3 Unless we get a really good deal, we to the conference this year.

4  They wouldn't agree to our request, unless we some way towards their
position.

5 If we paid cash, (you) down to $25,0007

6 If you to our competitors, you won't get a better deal than with us.

7 Providing the budget over €500,000, we will accept.

8 If we pay all your expenses, (you) over there to set up the system?

EA Decide in which example below a discount is a) possible b) probable c) sure.

1 Ifyou increased your order, then we might consider offering a discount,
2 If you increase your order, then we will offer a discount.
3 If you increase your order, then we should be able to offer a discount.

EJ circle the word in bold which is best in each sentence.

1 Would you like to work abroad?
Sure, unless / only if / providing it was in a nice, warm country|

2 | couldn’t just stay at home all day, unless / only if / providing | found something
really interesting to do.

3 I'might consider It, but unless / only if / providing the money was really good.

Test yourself: recommend / suggest / advise

N Correct these sentences by deleting one word from each as in the example.

1 What options would you recommend me?

I suggest you to take the dust-proof control unit; it's specially designed for

industrial environments.

Would you advise me choosing the 750W or the 1,000W motor?

We generally suggest you allowing for a little extra power.

We recommend you not exceeding 9,000 rpm in the first two weeks.

I would advise that you to check the oll level at least once a week.

Our parent company recommends it that we do not buy from non-1SO-certified

suppliers.

8 In that case, | would suggest your Quality Manager to visit us before placing an
order.

M

~SN o uwu AW
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Further interactive grammar practice on the DVD-ROM 5.3 Grammar .

Reformulating
research B Reformulate these sentences using the bold words.
Search for the keywords 1 We can only deliver by 1 July if we receive a 30% deposit within ten days. (unable, unless)

Internet

negotiation quotes to We are unable to deliver by 1 July unless we receive a 50% deposit within ten days.

find quotations about 2 Our production manager will agree to make the changes, as long as you supply a prototype.
negotiating by experts (willing, providing)

and famous historical 3 We might consider a larger discount, on one condition: that you pay in advance. (reluctant,
figures, unless)

I—m— 4 We would not wish to sponsor the exhibition unless we had a large stand in the entrance hall,
(prepared, but only if)
5 Providing we can get the sub-components in time, we will be able to meet the deadline.
(unless, impossible)
6 If and only if, several other top CEOs were present, our president would agree to attend. (as
long as, available)

Discussion
@ With a partner, ask and answer these questions, following the example,

1 Would you recommend working abroad for a few years and, if so, where?

lwould certainly recommend it, providing it was a good career move and, personally, |
would suggest going to an English-speaking country, What do you think?

Would you advise working for non-profit organizations and, if so, which ones?

Would you recommend that people work part-time?

How would you advise a manager who wants to be popular?

What do you suggest young people do to become millionaires?

(& B S ]

Listening

EA & 2:40 Two colleagues in a sales department, Jan and Petra, are negotiating a list of
responsibilities they have to share, Listen and write | (Jan) or P (Petra) next to the points they

agree on.,
; tennis tournament with customer [] run exhibition stand in Kazakhstan
|| conference in Madagascar [] team-building course in Siberia

] presentation to 2,000 shareholders [ relocate call centre mgr to India

] take holiday in August L] take holiday in January

] open office at 6am [ close office at 10pm

] supervise intern for six months (] share office with PR Manager
Negotiating

A With a partner, try to negotiate an agreement on the remaining points in the list above,
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BN 1n one minute, negotiate the sale of your bicycle / computer / musical instrument / other
item to a partner.

| Did you win or lose the negotiation? Why? Is there always a winner and a loser?

1 Listening
| EX 2 241 Listen to Part 1 of a negotiation and answer the questions,

What does Harry Petersen’s company do?

What services are included in the package Ingrid's company offers?

How does Harry intend to deliver products?

How will Holman Multimedia charge for their services?

What are the advantages for Harry of working with Holman Multimedia?
What is the next step?

oy U b R =

EN & 242 Listen to Part 2, Version 1. What important mistake does Harry make?

N 2 2:43 Listen to Part 2, Version 2 and answer the questions.

I 1 How has Harry improved on Version 1?
2  What conditions does Ingrid ask for to:
| ¢ bring down the monthly fee?
| = guarantee a maximum down time of 24 hours per month?
* have the site up and running by next month?

! 3 What do Harry and Ingrid agree?
| 4 How does Ingrid avoid the question of penalties?
| Bl Complete the useful phrases for bargaining from Part 2, Version 2 of the listening,
1 | be able to bring it down a little, but & three-year contract.
2 to agree to a three-year contract, guarantee a maximum down
time of 24 hours per month.
3 .80 __ guarantee less than 24 hours per month, our platinum
service level,
4 1suppose do it, providing a year's fees in advance
| 5 ..lets difference.
| 6 I can pay six months in advance the site online in two months.
7 ..ifyou — here, here and here - ____the champagne ...

64 /JheBusinoss




Further interactive pronunciation practice on the DVD-ROM 5.4 Speaking .

+— - —

S Eabnat & Look at the table below showing sentences from negotiations and the categories they belong
research to. Decide on the correct category for each sentence in 5, and add the sentence numbers to the
table. The first one has been done for you.

rch for the
Rywords cross cultural

tiation to find out Tentative offers Counteroffers Firm offers Compromising
cultural differences
affect international I might consider It would be difficult | am ready to sign a Would you agree to a
‘hegotiations. reducing the price if for me to increase contract today if you compromise?
e e you increased your my order unless you can guarantee the Is that an acceptable
order. guaranteed the price price for two years. compromise?
* i for two years. . .
L] .
L .

Which tenses are used in the condition (if / unless) clauses of the tentative offers, counteroffers
and firm offers above. and why?

Pronunciation

Eldl & 2:44-2.46 Stressing keywords is important in making clear that your first offers are tentative
and hypothetical. Underline the two keywords that are stressed in each of these examples.

1 ['might possibly be able to bring it down a little, but only if we had a three-year contract.

2 1 might consider reducing the price, if you increased your order.

3 I'd be reluctant to agree to a three-year contract, unless you could guarantee a maximum down
time of 24 hours per month.

Listen and check your answers, then practise saying each sentence.

Negotiating

Kl Work with a partner to negotiate the following situations. Change roles for the second
negotiation

1 Student A: You have to give a presentation to the sales team tomorrow morning, but you
booked an important client meeting at the same time. Ask B to give the presentation for you.
Student B: This is the second time this has happened in two months. You think A should be ‘
more organized, so if you agree, negotiate something valuable in return,

2 Student A: You have to work with an auditor on Friday afternoon, but your boss has booked
you on an all-day training course. Ask B to look after the auditor for you.
Student B: You were planning to take Friday afternoon off as you are going away for the
weekend, so il you agree, negotiate something valuable in return, ‘

Use the following format to structure your negotiations: |

Student A Student B
Ask a favour. ——»  Make a tentative offer.
Make a counteroffer. ——»  Make a firm offer. ‘
| »
Propose a compromise, —»  Agree, go back to the beginning,

or break off negotiations, ‘
Xl Wwith a partner, practise negotiating an e-tailing package.

Student A: turn to page 113.
Student B: turn to page 117,
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3 Making deals
:

Discussion
BB Discuss your views on mailshots and spam. Mark your position on the scale.

I They make good business sense. <+—+—+—+—+—» They're a waste of money.

Scan reading
EA Read the proposal below and answer the questions,

1  What service does the proposal offer?

2 What benefits does it offer?

3 How much does the service cost?

4 Why should the customer choose this provider?

Dear Mr Bellows, : customer, 1 ;
. i time to talk to me by you alone would decide whether to
' ke y:j‘:iim rsk:;et:;, please find below refund your customer’s payment. Our charges are
telePho:;ef ‘: ou}: PZpay merchant account, which amongst the low_est on the market, meaning that
i ?rb(:%zie il resolve all your online payment E‘;ﬁ:r business will be more profitable from day
problems. rates five to ten We provide everything you need to set u
Yomweﬁtzzmgmeto increase steadily PZpay on your website within 48 hours, ShoI:.:Id
e R !:1 ction of a new range of products. you oS e encounter any difficulties, our
with the mtl:?n “ior  flexible, inexpensive and helpline is available 24 hours a day, seven days a
You are loo gment system which will allow you week to assist you.
tran e B with your customers and control With more than 1,800 satisfied members in 26
to deal directly with ¥ countries, PZpay is the fastest-growing merchant
ur cash ﬂuw-md the PZpay Pro small business account provider on the Web. I will be happy to
merchant account, which can process Up 1075 N ool Frpuy uases i e
orders per day: 1f your sales vo_lume were to i e i s .
4 more quickly than anticipated, you woul = hly fee for PZpay Pro is just $12, with
P upatade to PZpay Corporate with no find bl 3. ransaction fees of only $10. You wil
be a}:l;;:l uP;S_“ 2y d full details of our terms and conditions in the
s ;reo wﬁl ail'l prestige and respect for aliacked quotation.
PZp;y iness, sice customers will make their V]Ve look forward to having you as a member: to
cr:;if::a?; Payr:'tents directly on your website. 2pPly, simply fill out the application form at

ivi http://pzpay.com, If
; g o el Pzpay.com., If you have further questions,
PZI}:’;}(;;ZE;:EE st:::ﬁ::;?;l'o% m%i];dnﬁnisﬂaﬁun please feel free to call me,

co ; i

fees. In the unlikely event of a dispute with a

Sincerely yours,
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M Further interactive writing practice and model business documents on the DVD-ROM 5.5 Writing .

Intermet

research

Search for the keywords
to write direct mail
out more about

iriting to sell.

Analysis

EX Read the proposal again and number these sections in the order they appear in the proposal.

[] Solution: State the options you recommend, and any contingency plans.

[] Benefits: Sell your solution by pointing out its advantages for the customer,

[J Introduction: Refer to previous contact with your customer, state the purpose
and contents of the document and summarize the objective of the
proposal.

(] Conclusion: Encourage the customer to take the next step.

] Qualifications and

references: Justify your ability to do the job.

[J Process and schedule: Explain procedures, lead time and after-sales service.

(] Needs / background: Review the reasons for the proposal and the customer’s needs.

[] Costs: Give a breakdown of the investment, or refer to a separate
quotation,

Writing
¥ Your small business designs and builds multimedia websites. In small groups, supply suitable
endings / beginnings for these options and contingencies.

1 Ifyou would like to see similar projects we have managed,
2 Inthe unlikely event that you were less than 100% satisfied with the result,
3 Should you require on-site support, ___
, 1 would be delighted to organize a demonstration on your premises.
, we would provide a replacement while your server was repaired.
, our engineers can perform an upgrade on-site.
, we require a deposit of 25%.

~1 h U B

& Read the notes from a sales meeting with a prospect, and write a proposal to supply a new
website, [nvent any details as necessary.

ol ot al ol o ol 0l o) Al ol 07 A 0% o &l o/l ol ot 4 o ol ok oF o o¥ o

Prospect

Ms Nash-Williams

CDR.PW“‘U
'Poster Passion’ - ‘g sell posters of pop stars, roek bands, sports, ete. bﬂ mail
order and vin the Infermet. Customers are u.osﬂb- fu-naaars

Needs

CAtrvent website wos desigme a friemd five sar.::aa very static and boring.
No movement, mo sound. Basmllg;}usf n e.afa! ue- amd price List.

Sales are droppma - competitors have more mf'&me.‘f’l sites. Wants something more
exciting with music, guided tour, ete, Pernaps grmes to attract visitors?

Give details of how we work, veferemees, prices, ete.

\Jsr'ﬁ concermed about after-safes - explain how we support them if M‘b'fkiua goes

Wromg. sl 0

e Sr—————— -
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‘Making deals

5.6 Case study St John's Beach Club

Discussion

Kl Some companies reward their best sales staff with gifts, trips or additional pay, hoping
that such benefits will serve as an incentive to improve sales. What do you think are the
advantages of such sales incentive programs? Are there any disadvantages?

Reading
E¥ Read the memo and answer the questions.

1 Who can go on the incentive trip?

2 Is this the first time the company has organized such a trip?

3 When and why was the mema sent?

4 What sort of customers does the St John's Beach Club aim to attraci?

Ashton Pharmaceuticals - Memo

To: All sales reps
Re: Incentive trip

Just a quick reminder that our top ten performers will win an all-expenses paid holiday for two |
in the sun. As usual, our destination is the Caribbean, and this year we have chosen the St John's |
Beach Club in Antigua (see attached brochure). So if you haven’t yet made it into the top ten, and

you want to be on the beach this December, there’s still time to record really excellent figures in Q4!

Good luck!
Malcolm Roberts
Sales Director
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Further interactive problem-solving on the DVD-ROM 5.6 Case study .

Inte t
research

Listening for detail
[El & 247 Listen to a conversation between Malcolm Roberts and Loretta Harding, CEO of ‘

B ch for the keyworck Ashton Pharmaceuticals. Mark these statements T (true) or F (false), and say why. ‘
‘employee incentive 1 The conversation takes place in Malcolm’s office. [

\programmes to find out 2 Malcolm and Loretta are going on the trip. [] |
‘more about motivating 3 Charles is probably the CFO.[ ]

femployees. Hold a yote 4 Last year's budget was about $26,500. ]

g e Which incentives 5 Malcolm is going to negotiate with the St John'’s Beach Club. [

"_:;ti:ﬁ::d ot 6 There will be between 22 and 26 participants. []

4 i 7 Malcolm hopes to stay in Antigua for ten nights. []

3 Listen again and complete these sentences.

Loretta would get to know the sales team better if
If they only talked to one travel agent,
Loretta thinks the agents may give a free upgrade if
If they can negotiate a really good package, Malcolm
They’ll stay longer than a week if |

L o S

Negotiating

A Divide into travel agents (A) and buyers (B). Each buyer negotiates with two different travel
agents to get the best possible deal for Ashton Pharmaceuticals’ incentive trip to the St John’s
Beach Club. When you have finished negotiations, compare your scores to see who got the best
deal.

Student A: turn to page 111.

Student B: turn to page 115,

Antigua

Population: 67,000

Language: English

Climate: Tropical

14 miles long, 11 miles wide
365 beaches, pure white sand,
turquoise water

Several international casinos

St John’s Beach Club

* Four-star luxury accommodation on

the beach
fogghin our three restaurants
Three pool§y'beach bar, night club
Sailing, scuba-diving, squash and
tennis included :
e Team-building events and
. com
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6 Company and community

6.1 About business Corporate social responsibility

i Discussion
| I 8 Brainstorm a list of groups of people a company has a responsibility towards, What
conflicts of interest are there between the different groups?

Scan reading

| EJ Read the credo below and identify the four groups of people that Johnson & Johnson
prioritize, The words in grey are explained in the Wordlist on page 155.

The Johnson & Johnson group manufactures health care products in over 200
companles In 57 countries. Their Credo, first written In 1943, has been a model for
corporate social responsibility (CSR) policles for over 60 years.

Our Credo

We believe our first responsibility Is to the doctors, nurses and patients,
| to mothers and fathers and all others who use our products and services.
‘ ' . In meeting their neads everything we do must be of high quality.

JOr AR 8 ' We must constantly strive to reduce our costs
in order to maintain reasonable prices.
i g Customers' orders must be serviced promptly and accurately.
I v i Our suppliers and distributors must have an opportunity
/ LA to make a fair profit.

| . ¥
. - 1 We are responsible to our employees,
| } the men and women who work with us throughout the world.
| i & Everyone must be considered as an Individual.
b We must respect their dignity and recognize their merit.
They must have a sense of security in their jobs.
Compensation must be fair and adequate,
and working conditions clean, orderly and safe.
\ . We must be mindful of ways to help our employees fulfil
‘ ] i o their family responsibilities.
: N , Employees must feel free to make suggestions and complaints.
| 3 I There must be equal opportunity for employment, development
and advancement for those qualified.
We must provide competent management,
and their actions must be just and ethical.

We are responsible to the communities in which we live and work
and to the world community as well,
We must be good citizens - support good works and charities
» and bear our fair share of taxes, _
We must encoursge civic improvements and better health and education.
We must maintain in good order
[ { the property we are privileged to use,
' protecting the environment and natural resources.

Our final responsibility is to our stockholders.
Business must make a sourid profit.
We must experiment with new ideas.
Research must be carried on, innovative programs developed
and misiakes paid for.
New equipment must be purchased, new facilities provided
and new products launched.
Reserves must be created to provide for adverse times.
When we operate according to these principles,
the stockholders should realize a fair return,
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7 |
6.1 About business .
. -

Reading and discussion
Intermet
YV dd il X Read Johnson & Johnson's credo again and discuss who should decide what is meant by:

Search for the keywords 1 maintaining reasonable prices (line 5) 4 just and ethical actions (line 22)
Starbucks bean stock 2 making a fair profit (line 8) 5 our fair share of taxes (line 26)
and Starbucks standards 3 [fair and adequate compensation (line 14y 6 a fair return (line 40).

business conduct or CSR

find out more about KN Discuss the questions relating to Johnson & Johnson's credo opposite.

the social performance
“of other companies.

—

Which ‘good works and charities' (line 25) should multinational companies support?
What kind of ‘civic improvements' (line 27) should the company encourage?

How should the company protect ‘the environment and natural resources’ (line 30)?
Are there any points in the credo you disagree with or items you would like to add?
Does a credo really change the way a company operates or is it just good PR?

Do small businesses have the same responsibilities as multinationals?

U B W ba o~

Listening for gist

B 2 2:48-2:50 You are going to hear an interview on NPR (National Public Radio), a US news
provider, with author Mare Gunther, who believes corporate America is changing for the better,

Part 1

Listen to Part 1 and complete the summary.

Marc Gunther is interested in companies that treat employees well, (1) and
(2) . Nowadays, businesses work closely with (3) and
many employees are like (4) . Starbucks, for example, gave away its bean
stocks to (5) -

The Bush administration does not see (6) as a man-made problem. However,
US utility companies are (7) and transportation companies are changing
from (8) to (9)

Part 2

Listen to Part 2 and answer the questions.

1 Tick the reasons that motivate companies to be respansible, according to Mare Gunther,
[ profitability [altruism  []recruitment
2 Tick the reasons that motivate employees.
They want to enhance shareholder value.
They want to define the company’s goals.
[J They want their jobs to have meaning.
[J They want to make the world a better place.
3 How do Southwest Airlines prioritize the three groups they have responsibility towards?
4 What is the theory behind this choice?
5 What example does Marc Gunther give of how this works?

Part 3
Listen to Part 3 and decide if the following statements are T (true) or F (false).

1 Inthe 50s and 60s American corporations believed it was their duty to take care of their
employees and customers, [

2 In the 70s and 80s corporations no longer wanted to take care of employees and customers. O

3 Marc Gunther believes the short-term model of the 70s / 80s is sustainable for businesses and
for society. [
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6 Company and community

||| 6.2 Vocabulary Meetings, ethical behaviour and social performance

l‘ Meetings

| ‘ ER Match up the phrases you might use in a meeting,
1 I have received two a) acopy of the agenda?
2 Has everybody recci:’;l\ b) the meeting.
3 If we can't agree, I think we should take ¢) apologies for absence.
4 It’s getting late, so I propose we close d) the agenda,
5 [Ithink this would be a good time to break €) avote.
6 We have lots 1o discuss, so let’s stick to f) forlunch.
7 It’s five past nine, so I'd better open g) side-tracked.
' 8 Can we start by approving h) any other business.
9 Weseem to have reached i) handout,
L0 ‘That's interesting, but I think we’re getting i) the meeting,
| 11 I'll just give out this k) a unanimous decision.
‘ 12 Before we finish, we need to deal with 1) the minutes of the last meeting?

|
‘ EN Which phrases would you probably use:
L at the beginning of a meeting? [1[[1[J[] 2 atthe end of a meeting? [1[]

‘ | Adjectives
| E} Match the adjectives in bold in the article with the definitions below, as in the example.

ELASTIC
ETHICS

It was Groucho Marx who said that if people
didn’t like his principles, he had others.

And unfortunately, business people and companies are not
always as reliable or as trustworthy as we would like. Product
descriptions are frequently not as accurate as they could

be, for example when listing ingredients used in foodstuffs,
Service is not always as promptas we expect, even in so-
called fast-food restaurants. But it is perhaps in the world

of advertising where ethical standards seem to be the most
elastic. Advertisements are frequently deceptive and often
confusing or deliberately misleading, sometimes making
extravagant promises. No doubt advertisers are neither more
dishonest nor any less altruistic than the rest of us; they

do not often make obviously false claims. It’s just that, like
Groucho, they sometimes seem a little too economical with
the truth,

e e et N PO et Tt ) A bt

i

immediate or quick prompi
willing to do things which are not honest

intended to make someone believe something that is not true
appearing different from the way it really is

able to be trusted as honest

dependable

complicated, not easy to understand

not true

having a selfless concern for others' well-being

correct or true in every detail

ODWoo~3 Wbl b=

—
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Further interactive vocabulary practice on the DVD-ROM 6.2 Vocabulary .

Collocations

EH Finish these extracts from a guide to corporate social responsibility by completing each one
with verbs from the box that collocate with the words in bold.

contribute  identify with think supporting

PRO-ACTIVE SOCIAL PERFORMANCE

For most companies, rather than (1) a different charity each year on an ad hoc
basis, it is preferable to (2) long-term. It can be very valuable for a company to
(3) an issue which is related to its business, and to (4) funds

regularly.

o o s e e

o}
e gt
e I e et bl e et g

recognizing uphold obey respecting

ON-GOING SOCIAL PERFORMANCE

Obviously a fundamental of HR management is that companies should always (5)
the law. But above and beyond that requirement, they have a moral duty to (6)

standards of common decency. This means for example (7) human dignity when
there are problems, and (8) merit when staff perform especially well.
A AR AP, S BT STt bttt o et e A e "-‘M__..-...._ _____ b AT

negotiate acknowledge compensate limit

DAMAGE LIMITATION

The company’s first duty in the case of an accident is to (9) the impact of the
problem on its staff and on the community. It is then essential to (10) the
problem: nothing less than total transparency will do. After the crisis has passed, management
should allow sufficient time to (11) a settlement which will satisfy all parties and
(12) the victims properly.

———
e T P — ——
I e e B R P i A —

Listening for detail

B 2 251 Listen to a presentation entitled Doing well
by Doing good given Lo an audience of entrepreneurs by
Rhonda Abrams, columnist, author and consultant. Tick
the expressions you hear,

[ respect the environment

[] play a positive role in

[] obeying the law

1 an honest, responsible husiness

] have a competitive edge over

[] be involved in community causes

1 responsibility to your customer

[ act with integrity and honesty toward
[ ] environmental policies

[ get in trouble with regulatory agencies
[] face lawsuits or fines

[] misleading, confusing, or even false advertising or sales techniques
[] treats employees, customers and suppliers fairly

Discussion

K3 Rhonda Abrams talks about ‘being a good corporate citizen'. What specific practices and
policies do you suggest this involves in:

¢ R&D, production and quality?

marketing and sales?

HR?

purchasing?

finance?
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6 Company and community

| Refresh your 6.3 Grammar The passive and reported speech
I‘ memory 2 et
| The passive
| be + past participle :
. ‘ itdoes = itisdone Test yourself: The passive
| it Is doing =¥ it is being
| done Change these active sentences to the passive to avoid mentioning the agent,
it did <> it was
done, etc,
Used when the person 1 Your company sometimes releases illegal levels of nitrates into the river.
who does the action is 2 Your department is making too many mistakes at the moment.
obvious or unknown 3 Unfortunately, you made a poor decision in hiring unqualified staff.
i e s 4 Our sub-contractors were employing children to n'!ake T-s_hirts ilj Asia,
5 Several anonymous journalists have accused us of industrial espionage.
Reported speech 6 My boss and several other managers had warned the company about the risks.
I've finished! 7 We can avoid conflict with the unions by making small concessions.
He said he had finished. 8 The authorities might ask you some delicate questions.
9

direct reported The Board, the Plant Manager and the trade unions all agreed that production
present » past staff should work a four-day week.

past ¥ naﬁf past 10 Head Office have decided that they're going to make 300 employees redundant.
perfect
| present
perfect 3 past perfect Test yourself: Reported speech
will 2> would
When you report what EA complete the extracts from a report of a public meeting about a pollution problem.

someone said, move
the original tense back
in time 1 ‘Nitrate levels in the local water supply are slightly higher than normal.’

B Ol terineerge 139 CEO Ben Straw announced that
e ety 2 'Itis possible that the factory is responsible.’
Mr Straw admitted
3 'There was a small chemical leak last Friday.’
Plant Manager Jane Lee explained
‘ 4 'We have taken measures to ensure that this situation cannot reoccur.’
Mrs Lee reassured the meeting that
' 5 'We are negotiating a settlement with the town council.’
MrStrawsaid
. 6 "We will announce full details in a press statement in a few days' time.'
‘ [ He promised the meeting that
7 'Has there ever been a problem like this before?”
Mrs Green, a local resident, asked if ____
8 ‘No, | can not remember any other |leaks in 30 years at the factory.’
Mrs Lee replied that ______
9 'When do you plan to re-open the factory?'
Pat Holz, a unfon representative, enquired when
10 ‘Assoon as possible, but some staff may be laid off for a few days.
Mr Straw warned that

[EX Read the following extracts from an interview with the CEO of a multinational oil
company. Report the phrases in bold using the verbs in brackets, as in the example.

1 ‘I repeat what | said a few moments ago: my company does everything it can to
limit the impact of our activities on the environment.’ (emphasize)
The CEO emphasized that the company did everything it could to limit the impact
of its activities on the environment.

2 ‘I'really can't accept that. You need to understand that developing countries are
extremely grateful for the investment and the jobs that we bring.’ (argue)

3 ‘I think there’s a slight misunderstanding here. Yes, we do make fair profits and
pay good dividends, but we've never exploited our employees.’ (explain)

4 'Yes, that's a fair point; we can, and we will, do more to develop sources of
alternative energy such as wind, wave and solar power.’ (accept)

5 ‘Well, we have little or no influence on government policy on taxation, but no, |
do not feel that higher petraol prices will reduce traffic and pollution.’ (comment)
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m Further interactive grammar practice on the DVD-ROM 6.3 Grammar .

intermat E3 Read the four extracts from newspaper reports. Then say who made the twelve statements
L research below and explain how you know this. What phrases helped you?

ead the business pages

of an online newspaper Speaking to our reporter on the spot, Ms
tofind interesting CEO KLAAS ROOS announced an Gronko explained that all villagers forced

omments and quotes end to manufacturing in Europe, to leave their homes by the new road would

informing shareholders_ lh_at labour be compensated, Asked to what level, she
costs could “"A e J“S‘.'lf'efd’ and replied that she was unable to give a figure,
explaining that Asian textile imports but added that discussions were being held

could no longer be matched for price. with local representatives.

e e, e g A "
el -

Asked how the company intended
Journalists are reported to have been refused to compensate the victims of the
entry to Plazachem’s Tashkent plant after leakages accident, Mr Sanchez answered that
| of toxic chemicals were described by workers. no decision had yet been reached.
| Employees claimed that health and safety Emphasizing the complexity of
regulations had not been applied for the last the legal situation, he suggested
five years, and that several fatal accidents had negotiations may be protracted.
occurred. Plazachem management declined to
comment. L
_'_-_.._.—u--—-—-_.-—'h—-—-».“"'_"”'_-_-_—#' e e i
1 'Tt's just too expensive.’ 7 ‘It too early to say.’
2 'It's dangerous: people have died. 8 ‘They will be paid.’
3 'We're still talking.’ 9 ‘We are closing down.’ |
4 'It could take years.’ 10 “Your request has been denied.’
5 'I'don't know.' 11 ‘We can't compete.' |
6 'It's really not simple.’ 12 ‘I'm afraid he's unavailable.

Listening and reporting

B 2 2:52-2:57 A manufacturing plant in Kassra, a small town in Algeria, has just made 100
people redundant, Listen to six extracts from a conversation between Geoffrey Bullard, the Plant
Manager, and Leila Belabed, a member of the mayor’s staff. For each extract, decide how Leila
reported to the mayor, using appropriate verbs, as in the example.

1 I complained that 100 people had been made redundant and I reminded Mr Bullard that
he had promised to create jobs for the town.

KAl Explain these formal announcements to a foreign visitor in informal language.

1 Protective glasses must be worn beyond this point.

You have to wear special protective glasses from this point onwards.

Visitors are requested to use the stairs while the lift is under repair.

Customers are advised that no refunds will be made without a receipt.

Deposits will only be refunded after the return of all equipment to reception.

All meetings are transferred to the training centre during redecoration of the conference room.
Only expenses which have been approved by a manager will be reimbursed.

Ul

Roleplay

With a partner, roleplay a conversation between a dissatisfied customer and a salesperson.
First decide what the customer bought, and make a list of promises the salesperson made. Use
reporting verbs from the boxes, as in the example,

\farbsw!ﬂ! me, e.g. you tn!dm (’tﬁaﬂ...
assure  ask

A: I'm very dissatisfied with this car, You promised me it would do 160 kilometres per hour!
B: No, sir. I'm sorry, vou asked me if it would do 160, and [ said it would, but only downhill
with the wind behind you.
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6 Company and community

Discussion
EB Discuss how acceptable you find the following gifts from a seller to a corporate buyer.

‘@ corporate pen  lunch in a good restaurent  a free sample of the product
4 case of champagne  a free weekend ‘seminar’ on ayacht cash employing a relative

Listening

El 2 2:58 The management committee of an eastern European manufacturer of electrical
components have called a meeting to discuss a problem; one of their buyers, Mr Vieri, has
been accepting regular gifts from a supplier.

Listen to Version 1. How does one member of the committee, Stanislas, behave
inappropriately? List five ways.

‘ i Listen again and write down six examples of Stanislas’s inappropriate language.
1

E¥ 2 2:59 Listen to Version 2 of the meeting, What are the differences?

| ‘ E Complete the expressions Stanislas uses in Version 2.

1 Sorryto .
‘ 2 Would you , (Anna)?
3 Sorry, (Anna), I don't see .
l 4 Well, 1 feel (we should dismiss Mr Vieri).
5 I'mafraid_____  (Jon).
6 Yes, but, wouldn’t you (his behaviour was unethical)?

I Reorder the words in bold in these useful expressions for meetings. They were all used in
Version 2 of the meeting.

that to brings next the point us on the agenda.

that tend think I to we need ...

but I point your see you can't just dismiss someone ...

think don’t that you everyone should have a second chance?
we’re think side-tracked getting I here.

just come here in I could?

have on views do any you this issue?

say you when this issue, mean you do our policy on gifts?

oo ~1 O B

EA Put the expressions from 5 and 6 into the appropriate category below,

Giving an opinion Asking for opinions Managing the discussion
In my opinion, ... What's your feeling? Do we all agree on that, then?
It seems to me that ... Perhaps we should break for coffee.

Could we come back to this later?

Disagreeing tactfully Interrupting Asking for clarification Persuading
| agree up to a point, Sorry, but could | just So, are you saying Isn't it the case that ... 7
but ... say ... that...?
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Internet

den rules of
ings" to find out,

m Interactive pronunciation practice on the DVID-ROM

research

-are the essentials
uccessful meeting?
for the keywords

BN with a partner, hold short meetings on the four issues below. Follow the structure provided.
Take turns being A and B.

1 Avodka manufacturer offers to sponsor your end-of-year party. Do you accept?

2 One of your suppliers uses child labour in Vietnam, What should you do?

3 Advertisements for your product show only slim, beautiful people. Is that OK?

4 Ethnic minorities and the disabled are under-represented in your firm. What can you do?

Student A Student B
Give an opinion.
Ask B’s opinion. o Disagree etk !
Interrupt. ——>  Askfor clarification.
Persuade, —*  Manage the discussion.

IEN Work in small groups. Hold a management meeting to decide what to do in the following
cases of employee misbehaviour in your company. For each case, discuss:

* what action to take.
* what corporate policy to adopt (if any).
* how you will implement your decisions,

Case 1 | Case 2 Case 3

Mike Ho, a buyer in your | Marieta Myska, a sales manager, Joseph Fisher, a project manager.

purchasing department, accepted obtained confidential information | used company resources and

cash from suppliers in return for about government contracts by equipment to run a club for

buying large volumes at high prices. having a relationship with a civil disabled children at weekends.
servant.

TheBusiness
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Bychawa 00mmu_r|lty Centre project

Company and community

6.5 Writing Reports and minutes

Discussion
Kl Why should companies invest time and money in community projects?

Brainstorming
E¥ How many different alternatives can you think of for the words in the box?

but and so say tell think

Skim reading

Mirratec Industries, a subsidiary of a multinational manufacturer of compressors for
refrigerators and air-conditioning units, has a plant in the small Polish town of Bychawa. Read
the report which Mirratec sent to Head Office, and the minutes of a management committee
meeting at Head Office, and answer the questions.

1 What are the arguments for and against involvement in the community centre project?
2 What did a) Head Office and b) Mirratec decide?

EARLIER this year Mirratec was asked to
invest in a project to build a Community Centre

during work time, such as design, fund-raising
and construction,

in Bychawa. As a rule, group policy Is to give
encouragement but only limited financial support
to such community projects. However, a meeting
was held by managers and staff at the plant and
in this case it was thought that the benefits to
the company's Image justified more active and
extensive support, in particular after the recent
difficult negotiations with the local authorities
over the access road to the new workshop.
Moreover, it was felt that employee involvement
In the project would bring substantial benefits
in terms of motivation and job satisfaction.
Consequently, it s recommended that the
company should contribute 50% of the funding;
in addition, selected employees should be
assigned to manage key areas of the project

Naturally, the project will require a high level of
commitment from our staff in order to complete
all stages on time. The community centre will be
officially opened In September, and it is hoped
that department managers will be able to reduce
staff workloads for the duration of the project.

In conclusion, it is belleved that the
community and the company will derive numerous
benefits from the project and that overall, the
company's image within the community will be
greatly improved. It is expected that an ongoing
close relationship with the community will
have a positive effect on two strategic areas
of our development, namely expansion of our
manufacturing facilities and recruitment of our
waorkforce locally.

Minutes of the Management Committee meeting, 15 April
Attendees: Jan Navratil, MD; Ines Caba, Production; Christopher Taberley, Finance

1. Bychawa Community Centre. IN reported that the plan had been favourably received at Head Office.
Even so, there were concerns about the size of the investment and the project’s impact on productivity.
But he stressed that group management were aware of the need for good relations with local communities,
and would support Mirratec’s decision. Consequently, N felt that they should go ahead.

IC agreed that it was important to improve public relations, but emphasized the risks involved for
production, for example, absenteeism and quality issues. She claimed that the project could become an
excuse to take time off work, especially during the construction phase in the summer,

CT reminded the meeting that only a small number of employees would be concerned. Obviously
department managers would have to organize cover for any absences. In other words, production should
not be affected. Furthermore, managers of other departments were very happy with the project on the
whole, In brief, he suggested that the benefits in developing team spirit were clearly far greater than any
potential risk to productivity.

Finally, it was agreed that the project should be approved.
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Internet

research

|5;5nrch for the keywords
‘email ethics and make
notes about ethical
‘practice In electronic
communication. Write
‘ashort report on your
findings, using some of
the linking words you
studied in this module.

m Further interactive writing practice and model business documents on the DVD-ROM

6.5 Writing .

Scan reading ‘
¥ Read the report and the minutes again, Underline the linking words and complete the table,

Function Linking words
Addition besides, mo ,in ad fur
“Co:clusicn P iy lastly, in ¢ f - -
Eﬁnsequ&e S so th G ey N -
Contr_ast i but, h @ s. | o
Equi;;;;ce E that is to say, n ,in ca_ - W, -
Exam ple. o 0 for instance, s ___as, f - ___e_ . N
| Genera.liza“t}c;nm _-in_most cases, _as a ;m t-he . L=t
Highlighting i -___;;i.nfy, chiefly, in p , es _
;t;t_i-r:g-];e_;\gc:us n :cﬁu}-s;e. n P ol - il
Su;'m-"n_a_r; ah to su_m up, o" ,in b— - . e
Writing

Il Replace the inappropriate linking words in bold with a better choice from 4.

Josiah Wedgwood was a pioneer in social responsibility, building a village for his workforce
in 1769. For instance, his products combined technology with classical culture, More

than a century later, George Cadbury developed social housing for his chocolate factory
workers. As a rule, Cadbury's became one of Britain's most respected companies. Both
men were pioneers of corporate social responsibility. Overall, they were also accused of
paternalism,

Today, sustainable development policies aim to manage the effects of business on
employees, the community, and, on the whole, on the environment. Multinationals like
Shell are focusing on the idea of being good neighbours, naturally, by consulting local
stakeholders before beginning new projects which may affect them,

Reading for detail

3 Read the quote helow and identify five more impersonal structures used in the report in 3 to
express the views of Mirratec’s management.

... it was thought that the benefits to the company's image justified more active and extensive
support ... "

Choose an appropriate reporting verb from the box and report Christopher Taberley's
statements below, as in the example. The verbs in the box were all in the minutes in 3.

report agree suggest stress claim
1 Yes, [ have lo say that you are quite right that productivity is a concern.
Christopher agreed that productivity was a concern.
2 On the other hand, you mustn’t forget that only a small number of staff will be directly
involved.
As a matter of fact, most department managers don’t expect any problems.
I've heard there’s a similar project in Greece where they've actually improved productivity.

I'm pretty sure team spirit will be much better when the community centre has been built.

L% B

Listening and writing

El & 260 Listen to a discussion of the second point on the agenda of the meeting in 3. Take
notes. Then, with a partner, write a short summary of the discussion and decisions.
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‘ ' 2 What do you imagine working at Phoenix is like?

6 Company and community

Internet 6.6 Case study Phoenix
| research < <8 3
Search for the keywords - .
automobile recyding Discussion
contaminatfon to find Kl Would you like to have a recycling centre near your home? Why (not)?
out more about the risks
and perspectives in this Readin g

industry.
s A Read the Internet page about Phoenix and answer the questions

1 What kind of carporate image does the company try to project?

PHOENIx % Australia’s leading independent vehicle recycling specialist

-Q AN | I8/ .
- i " # Home Every year almast a million of Australia's ten million cars reach the
N oA end of their useful lives. Phoenix provides a valuable community
Spare parts service by recycling over 75% of each vehicle.
/ L Phoenix's mission s to protect and preserve Australia’s unique
Recycling ecology. We take special care to ensure that hazardous materials
and toxic substances are processed safely and securely with
Jobs with Phoenix minimum risk to the environment or the population.

At all our recycling centres across Australia, we believe in being good
neighbours. We believe it is our duty to treat customers, employees

and suppliers fairly, to respect the local environment and to be

involved in community causes. "

Roleplay preparation

Divide into three groups: Port Katherine Planning Department, Port Katherine Residents’
Association, and Phoenix. Use the activities opposite (3, 4 and 5) to gather information for
your group, in preparation for a public meeting (6 opposite) to discuss the choice of site for a
new recycling centre in Port Katherine. You will need to make a presentation at the meeting
summarizing your views, stating which site you prefer and why, and explaining why the other
sites are not appropriate. You should also be prepared to ask the other groups questions, and
argue against their proposals if they conflict with your interests.
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Listening

& 2:61 Listen to part of a meeting
at Phoenix’s head office in Sydney and
answer the guestions.

1 Why is Port Katherine a good choice
for Phoenix's new site? Give four
reasons,

2 What are the pros and cons of sites

A, B and C from your group’s point

of view?

What do you think ‘Operation

Charm and Diplomacy’ is?

L7 ]

Reading and discussion

K3 In your groups, prepare for the
public meeting by reading a message and
answering some questions.

Group A - Port Katherine Planning
Department: turn to page 112.

Group B - Port Katherine Residents’
Association: turn to page 114,

Group C - Phoenix: turn to page 117.

3 Read the agenda. Then, in your
groups, prepare your presentation and
sirategy for the public meeting.

Roleplay

& Roleplay the public meeting using
the agenda above.

Writing
EA Write a short report on the meeting.

Port Katherine Planning Department:
write to Duncan Gillespie at the Lord
Mayor’s Office

Port Katherine Residents’ Association:
write to your members,

Phoenix: write to your head office in
Sydney.

m Further interactive problam-salving on tha DVD-EOM
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" Business § i
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Agenda "

1 Welcome and introductions

2 Opening presentations
* Phoenix
¢ Port Katherine Planning Department
+ Port Katherine Residents’ Association
3 Questions and discussion of the three possible sites

4 Summary and conclusion
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Making deals

KB Complete these paragraphs about e-tailing using the 2 Ifyou tell a retailer you want to buy something from

words in the box. tt}em, you an ‘
3 Ifyou finally get agreement after both sides had

e different starting points, you a ;

e m uls 4 If you automatically have the right to a lower price, for
R AT example because of the quantity you are ordering, then

you a

1 Most visitors to a (a) don't actually buy A Look at the seven alternatives in bold below, Cross out

anything, so simply having lots of (b) *___ " doesn't the three that can never be used.
mean there will be lots of sales. In fact, if the site

attracts visitors through paid (c) on Google or
Yahoo, then bringing them actually costs money.
2 Customer service reps answer customer questions via

If we increase / increased / will increase / would increase
our order, do you give / will you give / would you give us
a discount?

]lgve {?1} ™ o lthe meh]W]jlen & cusgomcr engzgcsl;]n Which version of the sentence in 6 is appropriate if
s cl AUWSR SN IR IHeaverage th) OUDIES  you want to show you are unsure about increasing your
LS order (it’s just a possibility)? Write the whole sentence:

3 But instead of real customer service reps, many smaller
e-tailers use animated characters that draw on a

(a) __ of answers to commonly asked questions. Bl Which version of the sentence in 6 is the most common
E-tailers hope that the animated characters will turn - you are just asking a simple question? Write the whole
(b) into buyers. sentence:

4 When someone is shopping at home, they have an

(a) of privacy, Ted Martin, senior vice-president Bl Complete the bargaining phrases in this dialogue using
for (b) and operations at Overstock.com, said: the pairs of words in the box.
‘We're taking the conservative (c) right now, we
don't want to be intrusive.’ providing + agree if + increased unless + guaranteed
B3 Complete this sentence about e-tailing using these
words: consent, privacy, tracking, violation. Supplier: I might consider reducing the price (1) _
Research shows that most online shoppers consider pom your order. y
their navigation of a site without their (abbas Customer: It would be difficult for me to increase my order,
(2) _____you_____the price for two years.

of their _____

Supplier: I might be able to guarantee the price, (3)
you to a five-year contract,

EX 1n each set of four below, match a verb on the left with
a noun on the right to make collocations about an e-tail

y K[ Underline the correct answer in bold.
transaction.

: o 1 What do you recommend / recommend me?
1 lookup on a link to get to the §elicr5 e 2 What do you advise to do / advise me to do?
2 oy the product you want Ini a cart 3 1suggest / suggest you ordering 500 pieces initially, and
3 place a product on a search engine then perhaps more later
4 click by credit card 4 Tadvise that you / advise you to order 500 pieces
5 browse the customer's credit card initially.
6 debit the product from the warehouse 5 Isuggested him / suggested to him that he should
7 send back the site to find any interesting products order 500 pieces initially.
8 ship a faulty product under guarantee

Complete the extracts from a business proposal using
A The collocations below are useful in negotiating. Cross  the words in the box.
out the one verb in each group that does nof collocate with

the noun. agreed available below charges lowest
1 fill / offer / place / take an order replacement require unlikely should wish
2 ask for / be entitled to / find / offer a discount
3 discuss / go over / put on / sort out the details | . 1t matal
4 make / put forward / put back / reject a proposal . g::,l os of pll-lgtzacf:pfi:ar:-‘:, FERETNREIESS
g f“i"fd ’;“'“‘Et //mlssl:/take ahdea:llme i 2 you require on-site support, our engineers are
ook for / meet / seek / reach a compromise seven days a week.
B Complete each sentence with a collocation from 4 5 :" the event of a breakdown, we would provide
bove.
WS A . . 4 Our are amongst the on the market.
1 lf yOU fa;: to do SOlTlethlng by Ihe a.greed tlmﬁ, you 5 If you to p|ace an order} we a deposh
the . of 25%.

B2 /v Business




Review 6

EN Read the examples of corporate social responsibility
then answer the questions below.

The company should ...

enhance shareholder value.

recognize employees’ merit.

give fair and adequate compensation.
provide clean and safe working conditions.
provide new equipment and new facilities.
carry on research and develop innovation.
encourage civic improvements,

support good works and charities.

protect the environment and natural resources.
avoid exploiting developing countries,
build a sustainable business.

And employees need to ...
» have a sense of security in their job.

* have equal opportunity for jobs and development.

» feel free to make suggestions and complaints.

+ feel they can align themselves with the company’s goals.

Find a word above that means:

the profit that a company makes for its investors (two
words):
money paid because someone is injured or has lost
their job:

rooms and equipment that are provided for a particular
purpose:
organizations that give help to people who need it:

the land, water and air that people live in:

treating someone unfairly in order to get a benefit for
yourself:

capable of continuing for a long time:

a situation in which people have the same chances as
everyone else (two words):

things you say or write when you are not happy:

yourself

agree with and support publicly (
with):

Ed Complete the sentences about ethical behaviour using
a phrase from each column,

The company should ...

1 acknowledge any problem
2 act with integrity
compensate victims

limit the impact of
negotiate settlements

obey the law or

recognize merit when
uphold standards of

common decency.

any problem.

that exists.

which satisfy everyone.
for any damage caused.
staff perform well.
towards employees.
face a lawsuit or fine.

Company and community

EX Complete the remarks of a chairperson at various
stages of a meeting. Use the words and phrases in the box.

any other business
approving the minutes
close the meeting
getting side-tracked
h‘\trodmﬂm fiﬂt item
stick to the agenda
unanimous decision

W'W

Beginning

Good morning, ladies and gentlemen. Is everyone here? 1
have received just one (1) from Celia. OK, I think
we can begin. Let’s start by (2) of the last meeting.
Any comments? They're quite straightforward, I think.
Good. Now, there is a lot to discuss today, so let's try to

(3) . OK, who is going to (4) ?

Middle

That's interesting, but I think we're (5) . Could we
(6) later? OK. Now, Antonio, we haven't heard

from you. Do you (7) on this issue? ...

Thank you, Antonio. 1 (8) , but you have to consider
the impact on our budget, (9) that there will be
substantial costs if we do as you suggest? ...

OK, there seems to be a consensus, so we don’t need to
(10) _____. This would be a good time to (11) ____

End

Good, I think we've reached a (12) on this. Before
we finish we need 1o deal with (13) . Does anyone
have any other issue that we haven't discussed? OK, |
think we can (14)

A Put each verb in brackets into the carrect form, active
or passive, The first two are present simple and the last four
are past simple.

‘The company (1) (try) to limit its impact on the
environment as much as possible. However, sometimes
mistakes (2) (make}. It is true that some radioactive
waste (3) _ (lose) in transit last week, somewhere on
the Swiss-German border. But 1 am pleased to report that
we (4) (take) action immediately. The driver of the
truck (5) (find), and we (6) {dismiss) him
after completing our enquiries, Press reports that he had
been drinking heavily and thought he was in Austria are
completely exaggerated,’

I Find pairs of linking words / phrases with the same
meaning,

asa rule clearly consequently especially
finally in addition in particular  in brief

in conclusion  in other words moreover obviously
on the whole thatistosay therefore  tosumup

A Which two words / phrases from 5 would you use to:

1 add a second point to support your argument?
2 highlight one fact or point?
3 make a generalization?
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7 Mergers and acquisitions

7.1 About business | Risks and opportu s in M&A

Intermet Discussion
researCh ER How is a merger like and

unlike a marriage?

Search for the keywords

surviving a merger to How are mergers and acquisitions
read about people perceived by:
who have experienced 5
takeovers and the * employees?
advice they give. » shareholders?
Eeee L ] * customers I)
¢ the general public?

Skim reading
EX Read the article opposite and answer the questions.

1 Who are the students and why do they want M&A classes?
2 What lessons do they learn?

3 What are good reasons for mergers and acquisitions?

4  What are the wrong reasons?

Reading for detail

EX Read the article again. The words in grey are explained in the Wordlist on page 157. With
a partner, discuss why these statements are T (true) or F (false).

Every year over 500 mergers and acquisitions in the US fail to deliver increased value, [

American executives are keen to get a share in multi-billion dollar takeovers, [

Executives wishing to attend M&A courses have to have an MBA, [_]

Experienced managers tell attendees about typical mistakes they have made, [

Because of the risks, business school professors do not recommend mergers, [

Shareholders can often only judge the success of their CEO’s acquisitions policy several

vears after a takeover. [_]

7 Austin says that empire-building, diversification and increasing debt are the wrong reasons
for a merger. [}

8 According to Austin, many CEOs embark on mergers and acquisitions for irrational,

emotional reasons. []

= S I PR S

Listening for gist

EN & 3:01 Listen to an interview with Bernard Degoulange, an M&A specialist at Banque
de Reims, who talks about choosing targets for acquisition. What are the five Gs?

| Listening for detail
|
Bl Listen again and answer the questions,

1 According to Bernard Degoulange, what is the best reason for a merger?

2 Explain how he uses the example of champagne and whisky 1o show why external growth
is necessary.

Explain each of the points summarized by the five Gs.

What opportunity does a merger offer the competition, and why is it possible?

Why is a merger a traumatic period according to Bernard Degoulange?

How does he say companies should help people get through this trauma?

(s R, R N

Discussion

I You are the owners of Bradburgers, a hamburger restaurant in your town. With your five
employees, you have established a reputation for fast, good quality food, and the business is
making a good profit. One of your competitors in the next street is Kadri's Kebabs, which sells
takeaways and delivers kebabs to homes and offices. There are fifteen employees. Kadri and
his two brothers are excellent cooks, but poor managers; their kebab house is losing maney,
and is up for sale. What are the pros and cons of taking over the business? Think abaut the
five Gs in particular,
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7.1 About business .

SOME 1,500 TO 2,000 mergers and acquisitions are synergies and making economies of scale - these are
completed per year worldwide, of which around half are w sometimes conveniently long-term goals! Other objectives
in the US. With deals worth astronomical sums, ($25bn may be increasing market share; cross-selling, when
for HP-Compag, $35bn for Daimler-Chrysler, and $77bn for example a bank can sell insurance to its existing

s for Exxon-Mobil,) it comes as no surprise that American clients; diversification, if a company is perceived to be too
executives are queuing up to go back to school for M&A dependent on a niche market; or gquite simply taking on
classes. And although it's true that improving earnings and s debt, the so-called poison pill, in order to make itself a less
asset growth are not the only goals in takeovers, the fact attractive target for would-be buyers.’
that many mergers result in a net loss of value suggests The bankers, brokers and lawyers will be pleased to

10 that schooling is sorely needed! know there are still many good reasons to merge. But what

Every year hundreds of executives attend M&A courses about the wrong reasons? ‘They mainly involve excessive

at prestigious institutions from New York to L.A. In these =0 pride or arrogance on the part of

‘open enrolment” classes, the only condition of attendance management,’ says Austin, "Wanting to

is your, or rather your company's, ability to pay the fees: build too big an empire, too quickly, and

1 as much as $1,000 per day. At least that seems to overextending the financial, commercial

demonstrate that the B-schools know something about and human capacity of the organization.
improving earnings! ss These courses aim to help executives
S0 what do you learn in @ week with America's top bring their CEOs back down to earth:

finance prafessors? ‘We aim to equip participants with learning to follow your head rather than

= technigues based on best practice in the key areas of your heart is the key lesson in avoiding

merger activity performance,’ says Ted Austin from the
Delaney School of Business. ‘We caver all aspects of
the conception, planning, due diligence, negotiation and
integration stages.' Austin also draws on case studies and
= guest speakers to illustrate some of the most common
acquirer errors: overvaluation, overconfidence, ‘under-
communicating', and underestimating the value of your
newest assets — the people in the company you've just
bought. In the turmoil of integration, your best engineers
w and managers may be more susceptible to attractive offers
from the competition.
There is no doubt that M&A is a risky business. With
a 70% plus failure-rate, you might think that B-school
professors would do well to discourage their students
= from launching takeover bids, But you'd be wrong. Austin
describes some of the other (good) reasons for mergers
and acquisitions: ‘| suppose the most popular reasons
invoked in CEQs' messages to shareholders are developing

very expensive mistakes.’

fheBusiness 86




-7 Mergers and acquisitions

=153

BN Match these newspaper headlines with the extracts they belong to. Decide why the

headlines are good or bad news.

© Titanic Enterprises go under

e iiuie. F* U SSI .

ks

—

(2] Air New Zealand in the black

| —— —

© OLDIES RECORDS COVER COSTS

[
e e R R

4] HONECKER LTD. GO TO THE WALL

P

BRIZAL COFFEE BREAK EVEN | g

probable return to profitability,

Catastrophic results in E Europe led to the
company’s collapse on the Berlin stock exchange.
e e,

After a series of expensive transfer deals the
club has failed to meet financial goals.
i ‘mmm
The cooperative has run out of capital
and had to close all its branches.

i &

S American shareholders had grounds for
optimism as news filtered through of a

A

— —

The futurology specialists will report a miraculous
return on investment at tomorrow’s AGM.

LIVERPOOL F.C. IN THE RED

s e ot P ey o, . o,

Predictor Inc. make a profit

A e,

——— ottt

Giving financial information

B3 Mark sentences 1-8 and a)-h) from a financial report 7, N or = to show whether the
words in bold indicate an increase, a decrease, or stability. Which two phrases mean

something else?
Last year our billings rose by 45%. 2

Profitability soared as sales of flights
to rugby internationals took off.
I O e e .

As the company's stock sank to rock-bottom,
chairman Leonard Caprio described it &s ‘only the
tip of the iceberg’.

T s, o

a) Our overheads should level off.

0o~ h WUl & WA=

Variable costs are falling.

The book value of our assets has jumped.
We expect fixed costs to stabilize.

In 2001 our stock slid to a record low.
Production costs fluctuate over the year.
Liquidity will dip if payments are late.
Liabilities reach a high when business is
slow in August.

b)
c)
dj
¢)

)

g)
h)

Our shares slumped during the crash.
Our turnover almost doubled,

Cost of sales varies from month to month.
Qur debt peaks at the end of summer,
The value of our buildings and

equipment has climbed.

Our operating costs are dropping,

Cash flow will deteriorate if we allow

customers more credit.

Now match sentences 1-8 to those with similar meanings a)-h).

EX Choose the correct label a) or b) for each graph.

a) Prices fell by €165,
b) Prices fell to €15.

8) There was a rise of 30%,

a) Sales Increased by $3M,
b) There wae a rise from 30%,

b) Sales Increased to $3M.

@) There was a decrease of 10%.
b) There was a decraase to 10%.
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Intermet

research
Search for the keywords

market investors.
at other ‘animals’
you find on the

ck markets?

m Furthar interactive vacabulary practice on the DVD-ROM 7.2 Vocabulary .

A Match the causes and effects in each set of four below.

1 There was a considerable improvement a) asa result, debt will grow slightly.
in the company’s image b} the company enjoyed moderate growth.
2 We plan to acquire newm ¢) asudden surge in redundancies.
3 Asa result of its strategic alliances, d) thanks to a joint venture with a prestigious
4 A wave of corporate raids resulted in American corporation.
5 Alfter the merger, our profitability will e) profits will shoot up dramatically.
improve significantly f) as aconsequence of their diversification
6 Due to lower labour costs, into new markets.
7 They saw a slight increase in sales g) because of rumours of hostile takeovers.
8 Share prices often go up sharply h) as a result of economies of scale, |

&l The phrases in bold in 4 describe different degrees of change, Put them in order from smallest
(-) to largest (+).

Verb + adverb

Adjective + noun

A Complete the sentences below using phrases in the box. Sometimes there is more than one
possible answer,

=4

The FTSE 100 fell again increasing economic uncertainty.

Rumours of a merger Tenzin Pharma gaining 6%.

Nidden PLC has successfully resisted a raid; its price has levelled off.
Henry Halen climbed quickly excellent third quarter results.

Profit warnings from several computer companies significant drops in price,
JTL Holdings' Brazilian subsidiary went bankrupt. its stock fell to £22.

Which five phrases explain causes? Which three introduce effects?

U BN

Listening for detail

& 3:02 Listen to a radio stock market report and complete the graph of Fraxis Corp's
share-price history.

Presenting
IE¥ With a partner, practise describing the information in a graph.

Student A: turn to page 112.
Student B: turn to page 116,
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Refresh your
memory

Future forms

will + do

I'lf open the window.
instant decisions,
predictions, future facts
going to + do

It’s going to rain.

plans & intentions,
prediction based on
present situation

is | are doing

I'm seeing the doctor at
10.30.

fixed arrangements for
the future

I Grammar reference page 130

Expressing likellhood
; Grammar reference page 131
T Y N TP S ||
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Test yourself: Future forms

Kl underline the best future forms (will or going to) in the dialogue.

A: What do you think of Artip Laboratories? Iticom are meeting Artip’s Board of
Directors: they (1) will / are going to make & takeover bid,

B: | know. But Artip are losing millions. Everybody can see what’s coming: they
(2) will / are going to go bankrupt.

A: Ilticom obviously don't agree. Perhaps they think that with new management and
fresh capital, Artip (3) will / are going to have a second chance.

B: Hm, Well, I'm sure they’re wrong. Anyway, I've already discussed it with my
broker. (4) I'll sell / I'm going to sell my Iticom shares.

A: Really? You're sure? In that case, maybe (5) I'll sell / I'm going to sell mine, too.

B3 Decide which sentence in each pair uses the wrong future form (in bold) and correct it.

1a) Kylton Electronics are launching a new home entertainment system on the 15th.
b) Hundreds of journalists have blocked a whole week, because Kylton will fly them
to Hawaii for the launch.
2a) The system’s specifications are top secret; Kylton will not release any details until
the launch,
b) Experts believe the product is taking the home-entertainment market by storm
next quarter.
3a) ‘Lots of celebrities are coming to our launch party,’ said a distributor, ‘Everybody
will be here except the President, because he will attend a conference in italy.’
b) "We are going to fly 20,000 units in the day before the launch.’
4a) Kylton have already threatened they are prosecuting any pirates.
b) However, copycat products will no doubt be on sale by December.

Test yourself: Expressing likelihood

EJ Match the two parts of the forecasts and estimate how probable it is that each event
will happen, from 0% (= totally impossible) to 100% (= absolutely certain).

50% We have a 50/50 chance ——r—______ be sold.

20% We're unlikely to ———___ S~ | of success.

There's no way my boss | get a better offer.

B lw | -

Artip will definitely will agree.

v

Costs are rising: it's possible our competitors will deliver by next week.

6 It's going to be a tough negotiation, but they might Will put their prices up.

just
7 It's in everybody's interest: the merger will definitely accept our offer.
8 There's not much chance our suppliers go ahead.

9 You did a good job: you're almost certain to find common ground.

10 Their cultures are different, but | suppose they could coma down.

11 Wait a few months, the asking price is bound to ‘Il meet the deadline.

12 There's a good chance we get a raise.
13 1t's highly likely that taxes get the job.
14 It's still uncertain, but they may will increase,
15 Chris has all the right qualifications: she's likely to increase.

16 In the months to come, we fully expect sales to

| announce a merger.




m Further interactive grammar practice on the DVD-ROM 7.3 Grammar .

Internet

research

Search for the keywords

Alvin Toffler to find

out about this leading

futurist and his

company's work
e

Discussion

K3 Work in groups of three. You are futurists. Choose a column each, A, B or C. Prepare a
one-minute presentation discussing the likelihood of each event happening by 2050. Using the
expressions in bold in 3, take turns to present your views, answer questions and defend your ideas.

A B G
Everyone will work from Everyone will go back to Nobody will work more than
heme. university every ten years. three days a week.
There will be a single world Mobile cities will be built on Virtual offices will be
currency, the oceans, accessible from anywhere in
the world.

There will be hotels and The majority of senior Chinese will be the language
conference centres on the managers will be women. of business.
moon.

Listening

B 2 3:.03 Listen to a conversation between two friends at a party, and mark the future events in
the box U (unlikely) or P (planned).

[(Jgo freelance  [start evening classes [Istayat Artip [ find a new job
(] Artip take-over [ Jread the jobads [ ]give up smoking and drinking
[ retrain as a marketing assistant

Which arrangement has Ashley forgotten to mention?

Discussion

I With a partner, discuss your plans, intentions and hopes for the future. Talk about:
« the rest of the day « next holidays

o this evening * nextterm

« tomorrow * next year

« the weekend * your next job

o next week » the next 25 years

s next month + your retirement. (It's never too soon to plan ahead!)

[heBusiness 89




\ .
7 Mergers and acquisitions

20

e Business

7.4 Speaking Presentations - visuals

Discussion

BN Mark these presentation tools E (essential) or N (non-essential) to a good presentation,
then compare with a partner and explain your choices.

[lalaptop [Javideo projector [ | a DVD player and TV []a laser pointer
[aflip chart and pens "] a blackboard and chalk (] an overhead projector
[Jasetof handouts [ ]a 35-mm slide projector [ presentation software

Listening for gist

Bl 2 3:04-3.08 Listen to five presentation extracts A-E. Match each extract to one of the
guidelines below.

(] Don't put too much data on slides: no more than six lines of text, and no more than six
words per line.

[ Too many visuals confuse the audience: don’t overload them with slides,

[J Don't be too technical: adapt to the target audience, and don’t read out text on slides.

L] Help the audience to understand by introducing, highlighting and explaining the most
important information,

(] Check all materials and equipment, and have backups for everything.

ER 2 309 Listen to a better presentation and decide which pair of slides (A, B or C) is being
described.




- -— -

Further interactive pronunciation practice en the DVD-ROM 7.4 Speaking .

Internet Listening for detail

- 1:r:Va e sl N Listen again and complete the expressions for presenting visuals. The expressions are
: numbered in the order you will hear them.
What do the terms

Jertical end horizontal
Integration mean? Find
out about current trends Introducing a slide or visual Highlighting

in vertical integration in

'L‘:ﬂ" e, drinks o TV I'd like you to look at this slide. - As the graph shows, ...

&"m'i“- (1) My next two charts ... (2) Asyouwill ______in the pie-chart, ...
‘(4} Let’s at the second"chart. (5) Asyou can _af:ra_merge;
Contrasting Explaining and interpreting
In contrast to ... (7) Thefigures __ to___ that ..
(3) to almost half who said ... (8) Tﬁls is toa ;;erceived_d_ror; —
(6) it remains about the same. (9) The results that retallers ...
(10) as to manufacturers ... (1 1i-This is the B of improved ...

Presenting visuals
B The pie-chart shows how typical Americans spend their income.

housing

food

L ]
@ transportation
®
®

disposable, i.e. health,
investments, entertainment, sports,
communication, ete.

Draw two pie-charts, showing how you use your income today, and how you think you might use
it in twenty years from now. In small groups, present your charts using the framework below.

Introduce the first chart.

Highlight points of interest.

Explain anything unusual.

Interpret what your chart says about you and your lifestyle.

Repeat the four steps above for your second chart, and contrast the second chart with the first.

Pronunciation: Linking

3 2 3:10-3:13 Words beginning with a vowel are linked to the previous word, as in the example
in 1. Mark the links in the other three sentences in the same way.

1 Customers wereuaskecijf service had dutm'iuralcdjs& result_gf the merger.
2 Only a third of customers noticed an improvement.

3 Customer satisfaction falls by an average of almost 9%.

4 This is essentially due to a drop in levels of service after a merger.

Listen and check your answers. Practise saying the sentences, pronouncing the linked words or
groups of words as one continuous sound.

Presentation

EA Work in groups of three. Your company, which manufactures tennis racquets, is looking for a
suitable takeover target in order to diversify and accelerate growth. Each person will present one
company: decide together which is the best candidate for acquisition.

Student A: turn to page 111,
Student B: turn to page 113.
Student C: turn to page 117,
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7.5 Writing Presentation slides

Discussion

KN Decide which two of the following you would not expect to find in a presentation slide.
Why not?

tﬁffehén:fenn haties bullet points  photos  footnotes

amgfwhs backgrounds  logos  bold text

Reading and analysis

BN Read the three presentation slides. Which is the best way of presenting the information,
and why?

lides than necessary: one ot two per minute of your
i ﬂu‘h Don't present information in sentences and paragraphs,
vidual points. Try not to present more than six points on one siide.
You should reduce text to keywords and phrases: try to have no more than six words
per line. Don't forget, a graph or chart is much easier to understand than a text.

Guldelmes fur slides

Reduce tokey words and phrases
Maximum six words for'each point o
Graphs and visuals wherever possipbje’

I
L
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Further interactive writing practice and model business documents on the DVD-ROM 7.5 Writing .

Intermet

research

‘Search for the keywords
Death by PowerPpint
to find out more
sbout the pros and
_cons of multimedia
presentations.
E———e

Writing

EX Underline the key words in each extract to include on a slide about writing presentations.
Then reduce each point to six to eight words.

1 One of the most challenging aspects of writing a presentation is the need to organize the
information in a logical way,

2 Choose attractive background and text colours that are comfortable for the audience to read.

3 Presentation software can be fun to use. Be creative, but do not include too many effects
which may distract your audience from your content.

4 Make sure the text is large enough that the audience can read it easily from the back of the
room. Also, use a standard font that is not too complicated or distracting

5 Use positive statements like ‘The figures show...” rather than vague language like ‘The data
could possibly suggest ...".

3 Reduce this presentation extract to five points on one slide.

‘I'm here this moring 1o present the three possible scenarios which, in our discussions with
the bank and our consultants, we have identified as the three mast realistic futures for our
company. Our first option Is to do nothing: we know that the market is becoming more and
more competitive, but if we are careful, we can continue to survive — at least for some years.
Our second option is to borrow money to invest in new technologies in order, hopefully, to
develop new, high-margin products for our existing customers, and for new markets, The
third and final scenario is to launch a takeover bid to acquire Iticom, who already have the
technology we need to enter those new markets immediately. Ladies and gentlemen, after
carefully considering all the options, it Is this third scenario which | intend to recommend. It is, of
course, a high-risk scenario, but it is a scenario which holds enormous potential for our company.’

Taking notes and writing slides

Bl & 3:14 Listen to a presentation about Galway Software. Take notes on the strengths,
wealknesses, opportunities and threats the speaker has identified, and his proposal. Then write
slides to illustrate the presentation.

Writing slides

A Plan a short presentation on a subject of your choice and write a maximum of six slides,
Exchange slides with a partner and give each other feedback.

IheBusiness 93




24

Discussion

KN Calisto, IMM and Reysonido sell musical instruments in Central America. Look at the

/7 Mergers and acquisitions

figures and compare the three businesses.

Reading

X Read the newspaper article and answer the questions.

1 How has Dylan achieved its impressive growth?
2  What effect has it had on the market?
3 Which company has adapted best to the new market leader?

Dylan rocks instrument market

New figures yesterday confirmed the meteoric
rise of Dylan Instruments to number one in
Central America’s musical instrument market
(see charts). Panama-based newcomers Dylan,
who have modelled their business on PC direct
sales giant Dell, have pushed former market
leader Instrumentos Musicales Mejicanos
(IMM) into second place, Under the charismatic

leadership of CEO Abejundio Dylan, the firm has
used slick marketing and aggressive discounting
to capture market share from all its competitors.
‘We aim to have 50% of the local market in two
years’ time,' trumpets Dylan. Competitors like
IMM, Calisto and Reysonido are considering
alliances to ensure their survival; several smaller
players have already gone out of husiness.

This year Y41

Reysonico 10% Reysanido 11%

Others 19%

Calistp
35%

Calisto
18%

IMM 35% MM 20%

Dylan 35%

Y2

Othars 24% | Reysonide 12% Others 28%
Calisto
20%

Dyian 27% | MM 25% Dylan 15%

/¢ Business




Y

CEEEED Furthar intoractiva problem-solving en the DVD-ROM 7.6 Case study .
+
Intariet Listening for gist
P 1:r:VeH s W@ [E¥ 2 315 Listen to a presentation by Calisto’s President to the Board of Directors and list the
|‘Hmcan il company’s six options in column 1 of the table.
companies compete
lwthadominartmarket €C C CCCCCCCCCCCCCCCOCCCCOCOCCCCT
' leader? Search for the
keywords “Avis: We Try
Harder" to read about Options Notes
how Avis took on a =
iy | Cut jobs - Same s{'mi’smz AEL Lo L
I - would reduce psra‘f'i‘ug expemnses b‘ﬁ 4
z - same strat as
- would reduce production costs by &
- would inerease operating expemses b‘H per year
3 - mext wear's sales:
- post of sales would imerense to
Ls = price: P
- advantages:
N - dimdmafaaes:
5 - priee:
- bonus:
- repu wte:
= Mnb‘z?::d solles:
& - cell of £ our
e A NS s e i e S N

e T e o

Listening for detail
¥ Listen again and complete the notes on Calisto’s six options in column 2 of the table above,

Discussion and presentation
A In small groups, meet as consultants to Calisto’s Board of Directors.

1 Review Calisto's six options, as well as your own ideas, and decide what strategy you will
recommend.

2 Prepare a presentation outlining your recommendations to the Board, using slides to structure
and support your arguments.

3 Give your presentation. Yours will be in competition with those of other groups. As Calisto’s
Board of Directors, the class should ask questions and vote for the best presentation.
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_____ 8 International trade

8.1 About business Export sales and payment

Discussion
Internet

research Kl How can selling your product in other countries be more difficult than at home? With a
partner, list four aspects of export sales where there may not be a level playing field.

Fluctuations in the
exchange rate between

currencies can be an Scan reading

important issue in Read the article opposite from a trade magazine. Which four export mistakes did
expering, Iserch for Eisenhart Games make?

the keywaords Big Mac

Index to find out a fun . ”
way of measuring these. ~ Reading for detail

—— ] Read the article again. The words in grey are explained in the Wordlist on page 158.
Which cight lessons does Vincenti say exporters have to learn?

Listening for detail

E¥ 2 316 Listen to an interview with James Sullivan, a sales manager with Nehling and
Hynes, an American credit agency, and answer the questions.

Which two kinds of service do credit agencies provide?

How large is Nehling and Hynes' database, and why is this important?

How are credit ratings useful?

What proportion of European and US firms purchase credit insurance?
Which advantage does credit insurance give Daryl Vincenti in Saudi Arabia?
On average, how much does international credit insurance cost?

L=l R S (S

Reading for detail

A Read this extract from a guide to methods of payment in international trade. Put the
methods in order from the safest (1) to the riskiest (4) from the exporter’s point of view,

[[] open account
Goods are shipped directly to the buyer, with a request for payment.

[] Advance payment
Payment is expected by the exporter, in full, before goods are shipped.

[ Bills for collection

A bill of exchange is sent from the exporter’s bank to the buyer’s bank. When the buyer agrees
to pay on a certain date, they sign the draft. The documents and goods are released to the
buyer against this acceptance,

[ Letters of credit (L/Cs), also known as docu mentary credits (DCs)

Documentary credit is a bank-to-bank commitment of payment: the buyer’s bank guarantecs
that payment will be made when the shipping documents are found to be in compliance with
terms set by the buyer.

Discussion

I As the exporter, decide what methods of payment in 5 you would require from these
customers,

1 The buyer is a well-known company in a large country in western Europe. This is a first
order but you hope the buyer will become a regular customer,

2 The buyer is in a country where currency exchange is controlled by the government.

Requests for foreign currency payments must be justified by su pporting documents.

The buyer is a new customer in a country with a fragile economy and a poor credit rating,

The buyer is a large North American company with a reputation for slow payment.

The buyer is one of your suppliers in a neighbouring country,

The buyer represents a small company in a developing country and is a personal friend.

e S |

You and a friend design and sell your own line of T-shirts at rock concerts. You have

been very successful in your own country, and now several contacts in other countries have
expressed interest in your product. What problems do you anticipate if you start to export, and
what solutions can you suggest?
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8.1 About business .

Pinballwizard

learns from mistakes

At Chicago-based Eisenhart lot of mistakes at the beginning,’ Hynes. We learned that by using
Games, Daryl Vincenti is known as  confesses Vincenti, ‘but we a credit agency to check out your
the ‘export wizard'. Over the last learned fast. We're now starting to customer’s creditworthiness and to
three years, the pinball machine work in S E Asia, and things are insure against non-payment, you

s manufacturer has developed a =0 much easier because we've taken = can make export virtually risk-free.’
profitable new market in the important lessons on board in the Other lessons learned centred
Middle East. ‘Times are hard for Middle East.’ on adaptability. ‘Be flexible: you
pinball in the US,’ says Vincenti. Vincenti puts using a good have to learn to think outside
'‘Competition from video games credit agency at the top of his the box," says Vincenti. ‘And

w and computers has hit small = lessons learned list. ‘When you've  « don’t assume that what works
manufacturers like us really hard, invested time, effort and money in well in your domestic market
so we have to find new markets.’ making an export sale, you want will automatically go down
Eisenhart now has some 35% of a to get paid! After wasting a lot of well in another. You should
growing Middle East market, but time chasing payments, a friend also be prepared to modify your

is it hasn't been easy. ‘We made a w» introduced me to Nehling and as product specifications to meet

local conditions, and to focus on

different aspects of the marketing

mix. In the Middle East, for

example, price is not everything,
= We started out trying to sell on
price: we soon learned that over
there, image, quality and service
are all more important.’

Vincenti also stresses that
would-be exporters should make
a firm commitment to export, but
focus on one market, rather than
trying to sell all over the world,
“You don’t succeed in export
markets by giving them a couple
of hours a week when things are
slow at home. You have to put
in a lot of time, get out there and
meet your customers, and manage
s your local distributors proactively
~if you don't, it’s “game over”.
Eisenhart learned the hard way
when they signed an exclusive
deal with an agent in the Gulf;
at the end of the first year, sales
were zero, and the agent had
disappeared without trace.

A final lesson is to remember
that appearances can be |
deceptive, warns Vincenti: ‘One
day we received a 15-word fax in
approximate English from what |
seemed to be one man and a camel |
somewhere out in the desert. We
w0 thought it was a joke, but a week

later we decided we should answer
it anyway. They're now our biggest
customer.’

T

@

o
O

o
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8 International trade

Collocations

Kl Choose one keyword from the box to complete each group of verb-noun collocations.

conditions apayment adeal goods

an application  an invoice

issue provide submit
settle [ AAN R -vet QDR i 3
quer; b ;I-Ep—-“ Lj approve
state negotiate make
-;r-\eet 4 ___  make 5 — | mest 6
 comply with g o chase

Decide whether the buyer or the seller carries out the actions above.

Phrasal verbs

A Put the words in these guidelines for exporters in the correct order. Each sentence

contains a phrasal verb,

U W=

check customer’s your on creditworthiness up new
doubts insurance if you take about getting have out paid
behind their customers do not get payments with let

as invoices soon become they chase as overdue up

act getting your difficulties quickly if customer is into

X Match each definition to the correct phrasal verb in 2.

a) get something officially from a specialist organization

b) move towards a particular condition or situation

¢) find out information about something or someone discreetly
d) find out what is being done about something

e) fail to do something at the right time
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Further interactive vocabulary practice on the DVD-ROM 8.2 Vocabulary .

Internet Listening

research E¥ D 3:17-3:221 Listen to five conversations about export issues. Use vocabulary from 1 and 2 to
i say what is happening in each.

Collocations

I Combine the nouns on the left with those on the right to make as many two-word
collocations as possible.

credit claim loyalty  line portfolio
insurance policy sales insurance card
customer terms period  credit

A Use collocations from 5 to complete these sentences.

Frequent-flyer schemes, free gifts and credit are all ways of developing
To avoid cash-flow problems, sales teams need to be given a clear
An provides cover in case of an accident.

Because old customers leave, a sales person must constantly be looking to add to their
_ reduces the risk of default on export payments,

After the fire, the company filed an for compensation.

h U & b =

Defining words
With a partner, practise defining words relating to business transactions.

Student A: use the information below.
Student B: turn to page 117.

Give Student B definitions for 1, 2, 4, 6, 7and 9 across. Student B will give you definitions for 1, 3,
5 and 8 down and 10 and 11 across to help you complete the crossword.

HlAlv| E|D|lo|lUw|B|T|s

wmAlk|le|A|n]|AlP|lolc]o]e]r

10
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8 International trade

Refresh ﬁ;ur 8.3 Grammar Prepositions
memory

in
";,;'f,f:m,,,g' iy e Test yourself: Prepositions
winter, 2007, the 80s
oh BN Use each preposition once to complete the schedule.
days and dates
Monday, the 17th, New during within at from in until by for after on
Year's Day
:;ne, and spedial times Preliminary studies will be carried out (1) January to June of next year.
3pm, breakfast, the (2) this period, the exact scope of the work will be evaluated, and a definitive
Weterse CHYIEN guatation will be submitted (3) 15 June latest. The customer will then have
:‘;wmiom with fast, (4) mid-September to study the proposal. After signature of the contract,
next, ago, yesterday, work will begin (5) 1 October and is expected to continue (6) 18
E mmomfw____ by months. A deposit of 20% will be payable at signature (7) September;
B> Cramini soteranca. o 134 thereafter, invoices will be issued (8) one week of completion of each stage of
e the project, for payment (9) 90 days. The final 15% will not be invoiced until
(10) reception of the completed building.

2 | Complete the story with apprapriate prepositions. Sometimes no preposition is needed,

1 On vacation in Kenya, a buyer with IBM heard a small new factory and

called a salesman.

2 She asked the salesman if his components conformed American
norms.

3 She insisted seeing the workshop and commented the poor
working conditions.

4 Nevertheless, the salesman succeeded convincing her to consent a
trial order.

5 He told the buyer that she could rely him to organize everything.

She returned to the US, looking forward recelving the components, but

after several weeks she had heard nothing

Kenya.

7 Eventually she rang the factory and complained the manager.
The manager apologized politely the delay, but explained that he was still
a report on the new customer's creditworthiness.

waiting

[EX In these guidelines for exporters, the nouns in bold are in the wrong sentence. Find the
correct noun for each statement.

1 International negotiators should always show responsibility for other cultures.

2 Transparency in all dealings with foreign governments is essential to involvement
in export.

3 Exporters should remember that certain countries levy special effect on imports.

4 Any success in illegal trading practices can permanently damage a company's
image.

5 Late payment can have a very damaging taxes on a company's cash-flow.

6 The seller’'s bank may have solution to information about the buyer's
creditworthiness.

7 In a confirmed documentary credit, the seller's bank takes respect for obtaining
payment.

8 Bills of exchange and letters of credit are no need for careful credit checks.

9 Credit ratings and reports are a practical access to the problem of evaluating risk.

10 Credit insurance can eliminate the substitute for letters of credit.
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Further interactive grammar practice on the DVD-ROM

1 Jenny is picking up tickets
tiis evening, before &.00.

Listening for detail

E¥ 2 3:22 Listen to the conversation between Paul, a manager, and his assistant, Jenny.
Complete the schedule with the times or time periods, using the appropriate prepositions.

2 Jenny is dropping tickets off at office

w

Paul's flight leaves

=

Check-in opens

5 Finance meeting finishes

(=]

Paul's kids go to bed

7 Paul is staying in the States

8 Paul is attending six meetings

9 Paul's return flight leaves

10 Paul is preparing the Merosom pitch

11 Merosom announce their decision

12 Paul will read files for New York meetings

Internet

research

E‘;Snrd'n for the keywords
"how to become a
[mmr'onaire". As you

| read, make a list of five
lmords followed by a
‘dependent preposition,
| which you feel are
‘useful to learn.

Dependent prepositions

E Delete the verb in each group that does not have the same dependent preposition as the other
three, and write in the preposition, if any.

1 agree ask consent refer (to)
2 comply sympathize resort associate ( )
3 vote pay allow object )
4 depend rely insist attend ( )
5 result invest borrow succeed ( )
6 suffer emerge hear accournt ( )
7 discuss apply look apologize ( )
8 consist react approve think ( )
9 access call comment tell e 1)
10 insure fight protect conform (O

Listening for gist

I3 P 3:23-3:32 Listen to ten short dialogues and use a word from the box to describe what the
people are discussing. Be careful to use the right preposition.

access  apologizing aptitude complying damage dependence
hearing insuring  investing  satisfaction

Speaking

EA Work in groups of three. You are going to hold a conversation about one of the subjects
below.

* how to become a millionaire * how to find and keep customers
¢ how to persuade a bank to lend you money * how to manage professional stress
* how to get promotion ¢ how to manage your boss

Student A: turn to page 113,
Student B: turn to page 115.
Student C: turn to page 117.

[heBusiness 101
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8 International trade

8.4 Speaking Negotiations - diplomacy

Discussion

BN Read the information in the box, then with a partner discuss whether the countries and
regions below are L (low-context) or H (high-context) cultures.

Low-context cultures High-context cultures

Focus of negotiations  problem-solving, deadlines are important relationship-building, time is flexible

Communication style  direct, verbal, few non-verbal signals indirect, dislike conflict, avoid saying no
Business organization  individuals more important than the group  group harmony more important than
individuals
[] China [Jusa (] Australia []N Europe
[ Middle East []Latin America [JUK [JJapan

‘What does this mean for international negotiators?

Listening for gist
Bl & 3:33-3:35 Listen to three negotiation extracts. What went wrong in each case? Think
about high- and low-context cultures, as well as the actual phrases used.

& 3:36-3:38 Listen to alternative versions of the three negotiations. How do the
negotiators avoid misunderstandings?

Listening for detail

N Listen to the alternative versions again and complete the phrases below. Phrases are
numbered in the order you hear them on the recording.

Extract 1 Extract 2 Extract 3

Checking 1 Correct me if 4 Havel B If I've understood
understanding , but you right?

seem to be 5 Would | be right

that ... that ... 7
Correcting 2 I'm afraid there 6 I'msorry, that isn't 9 Perhaps | haven't
misunderstandings aslight : :
Reformulating 3 Letme 7 What | was 10 Allow me

another was ... 11 What|

Diplomatic language
A Match the direct remarks 14 to the diplomatic forms that were used in the listening,

Direct Diplomatic

1 I'm not ready to make a decision.  a) Perhaps we should talk again in a few days?

2 This project is totally unrealistic, b) |think we might need more time to explore all the implications.

3 Let's finish the meeting now. ¢) We would be very happy to give you the same terms as Auckland, if
you were in a position to order the same volume.

4 We won't pay for shipping unless  d) I’'m afraid we feel there are still quite a large number of difficulties to
you give us a bigger order. face in this project.
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m Interactive pronunciation practice on the DVD-ROM 8.4 Speaking .

|
Internet a Complete the summary. |

research Diplomatic language often uses:

modal verbs like could,
softening adverbs like maybe or

qualifiers like @ bit, rather, a little or
introductory warnings like I'm sorry, actually,
(negative) questions rather than statements.

Edward T Hall's
work on culture and
communication.

“Translate’ the direct remarks into diplomatic language, and vice versa.

Direct Diplomatic

1 I'm sorry, but wouldn't it be easier for
everybody if we held the meeting here rather
than in Colombia?

2 If you don’t want to do business, just say so! |

3 Actually, | was wondering whether you might
possibly reconsider your position?

4 So you don't want to sell us your products?

5 . I'm sorry, but couldn’t we start a little earlier ‘
than 11am tomorrow? We might find we would
make a bit more progress.

6 That's not true. | never said that!

i To be perfectly honest, I'm inclined to think
that business trips aren’t quite as useful as
everybody says they are.

8 Soyou don't trust us to pay?

Negotiating

I3 With a partner, take turns to choose a subject and hold short negotiations following the chart
below. Be diplomatic!

1 buying worldwide rights to your partner’s movie script
2 buying advertising space on your partner’s car

3 buying worldwide rights to using your partner's name
4 buying equity in your partner’s business

Student A Student B
1 Make an offer.
\ 2 Check understanding.
3 Correct misunderstanding, /
if necessary, reformulate offer. ‘

4 Make a counter offer, or go to 5.

/

5 Accept offer, or goto 2.
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Discussion

1 What is your philosophy on credit?
a) never borrow money

a) embarrassed  b) angry

a) atext message b) an email

Reading and analysis
EA Read the emails below. Which email is:

In answer to your enquiry of 2 September
about trading on open account, we regret
to inform you that we are unable to agree
to your request due to your insufficient
credit rating. We hope you will understand ‘
the reasons for this decision, and we

trust that we can continue to do business

together as in the past.

done for you.

. 8 International trade

N Answer the questions below, then compare your answers with a partner.

b) use credit in moderation
2 If you have to ask someone to repay money they owe you, how do you feel?
¢) nothing, it’s only money

3 What would you write to remind someone they owe you money? Why?

c) aletter

arequest? ] areminder? ] a refusal? ]
Highlight the phrases which helped you to decide,
. - 3 |
€ According to our records, our invoice - e
| number 061704 for €15,789 is now !
overdue. If, however, this invoice has |
already been setlled, please disregard this |
email.
| |

EN Make complete sentences by using one phrase from each column. The first one has been

¢} getas much credit as you can

a final demand? []

p—

Further to our email of 23 May, we

have still not received payment for the
outstanding sum of €15,789. We regret
to inform you that we are suspending all
shipments urtil this outstanding balarce
has been settled.

As we now intend to place regular orders
with your company, we would appreciate
being able to trade on open account. We
are confident this arrangement will be to
our mutual benefit, and we look forward to
an early reply.

1 1 am writing to enquire agree to

which is still outstanding,

2 |am afraid group policj the sum o-f 6.2.1,552 to extend credit terms of 60 days.
3 We are pleased to wheth;r_vou would be able of this outstanding balance.
4 May | remind you that y-our early set'tler;;nt the terms you propose,
5 We wrote to you on 4 November d_oe_s not ;I ;w_ us '?J l;hg_;I;;aanment
6 Would you let us réég'dlng the t:alanc_e of €12.65_6_ is still ou;standing? REef A
b We would appreciate but to pass the matter on as soon as possible?
*9. We shall have no alternative kn_ow ynur_d_u_ac_islon to give more than 30 days’ credit.

Which sentences are used in:

a request? (][] a reminder? ][]
an agreement? [ | a final demand? (][]
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Further interactive writing practice and meodel businéss documents on the DVD-ROM

Internet

research

51! your customers are
k's&aw payers, one way
to Improve cash-flow
is factoring. Search for
the keywords factoring
receivables to find out

I8 Which is the most polite form, a) or b)?

la) In view of the increase in our volume of business, ...
b) Considering how much more business we're giving you, ...
2a) About the longer credit you asked for, ...
b) With regard to your request for improved credit terms, ...
3a) Re: your letter dated 31/1, ...
b) Further to your letter of 31 January, ...
4a) We look forward to receiving your order.
b) We expect you to order quickly.
5a) We're giving you a week to pay, ...
b) Unless we receive payment within seven days, ...
6a) We would like to apologize for the delay in sending the enclosed cheque.
b) We are sorry we took so long to send the enclosed cheque.
7a) This was an unfortunate oversight due to circumstances beyond our control.
h) We forgot, but it wasn't our fault.
8a) We can assure you that it will not recur.
b) Don't worry, it will never happen again.

B complete the emails using vocabulary from 2, 3 and 4.

8.5 Writing .

to your email of 17 July, we
are pleased to agree to the |
you propose, and we look
to receiving your order.

o |
o In of the increase in our : © Mayl you that the sum of
volume of , | am writing €101.,000 is still on your
to whether you would be account?
prepared to credit terms of We would appreciate your early
60 days. of this outstanding . |
Would you let us your |
decision as soon as ?
" c
© with to your request for ! © Wewould like to for the
improved credit ,lam . delay n sending the
afraid that group does not cheque. This was an unfortunate
us to extend more than 30 due to circumstances
days’ credit. beyond our , and we can
assure you that it will not
0 B

We wrote to you on 11 April

the balance of €15,550 which is still !
. Unless we receive payment
seven days, we shall have

ne but to pass the matter i
on to our department., |
Which email is:
a request? [ areminder? ]  a refusal? (]

a final demand? []  an apology? []

Writing

an agreement? [

I Work in groups of three to write and reply to requests and reminders.

Student A: turn to page 113.
Student B: turn to page 115.
Student C: turn to page 116.
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8 International trade

Internet

Search for the key

‘ e SRR —————— e i

106 [l Business

research

| H words coflecting debt

| to find out how small

| | businesses can recover
| payments more quickly,
|

| .

8.6 Case study Jeddah Royal Beach Resort

Discussion

Reading for detail

questions.,

1 How does giving credit increase
room revenues and attract more

clients?

2 Why do luxury hotels prefer
to issue their own credit cards
rather than be paid by VISA,
MasterCard, American Express,

etc,?

3 What are the advantages for the
customer of a ‘cashless resort’?
4 Who is Riaz Hussain and what

are his responsibilities?

THE JEDDAH ROYAL
BEACH RESORT

THE JEDDAH Royal Beach
Resort is one of S8audi Arabia’s
newest and most [uxurious hotels,
In a fiercely competitive market
where foreign corporations
pravide 75% of revenues, every
hotel from the five-star palace

to the one-star motel needs to
increase room revenues to be
able to invest in new facilities to
attract new clients. One of the
major incentives in the armoury of
modern hotel marketing is credit.
The Royal Beach, like many of its
competitors, has its own credit
manager, whose job is to manage
the credit which the hotel uses

to encourage customers to spend
freely on additional services,

One of Riaz Hussain’s first
innovations as Credit Manager
was to introduce an in-house
credit card to the Royal Beach.,
Such credit cards are increasingly
popular, allowing hotels to develop
customer loyalty as well as to
avoid paying commission to credit
card companies, The Royal Beach

KB Brainstorm a list of services
which large hotels can charge for in
addition to accommodation,

B3 Read the extract from a
business magazine and answer the

R bl e A

advertises itself as a ‘cashless
resort’: customers are able to

use their electronic membership
card to make reservations via the
Internet, to speed up check-in and
check-out, and to pay for a host of
services including accommeodation,
telephone and fax, restaurant

and bar bills, leisure activities,
limousines, airline tickets and even
cash advances with no exchange
problems. With its own boutiques,
nightclub, beach, water sports and
golf course, it’s easy for guests from
all over the world to spend several
days in the sun (and perhaps
several weeks’ salary!) with
nothing more than their plastic
smart card in their pocket.

Riaz Hussain's responsibilities
include veiting corporate and
individual applications for credit,
following clients who reach
or exceed their credit limits,
and organizing debt recovery
from indelicate guests, or their
corporate sponsors, who ‘forget’ to
settle their bills.




——

Further interactive problem-solving on the DVD-ROM 8.6 Case study .

Listening for detail

[EB D 339 Listen to a conversation between Riaz Hussain and Frederick, the front office
manager at the Jeddah Royal Beach Resort, and complete the customer database entries.

Customer: i Customer: Customer:
Ms hoen__[_:__le l | Mr Kobayashl -| [ Mrs Saman ] ]
Campany: Company: Company:
Company cr-ndii rting: T t‘.umm; umd‘il vating: Company erodit rating: i
good / average / poor / unknown l | good / _?_xfrage / poor a’ Enknown J i good / average / poor [/ unknown ]
Current oredit imit: Curront cradit limit: Gurrent credit lmit: :
[0 g | | —
Cradit Himit requested: Cradit limit requested: Credit limit requestod: ‘
L | | | |
Notoa: £ - Notes: Notes:

¥ Listen again and answer the questions.

1 Why doesn't Riaz like having rock groups in the hotel?

2 If Ms Koepple leaves today without paying, how much will the hotel lose?

3 How much credit is Riaz prepared to allow her?

4 Why does Frederick think Mr Kobayashi is a difficult customer?

5 Why is Frederick suspicious of him?

6 What happened with Mrs Saman’s company last year?

7 Why are Mrs Saman and her brother important for the hotel?

Discussion

I 1ook at the chart showing the Jeddah Royal Beach Resort’s customer payments. Describe the

trends for:
1 cash payments 2 short credit periods 3 longer credit periods 4 uncollectibles.

CUSTOMER PAYMENTS

WCASH W1 WEEK M i-4 WEEKS W 4-12 WEEKS M 12-26 WEEMS W 26+ WEEKS W WRITTEN OFF

LAST YEAR:
Erad 20% 17T% 13% 9% 685 2.8%

e et e el wm#m..,—-—w""" SO

I With a partner, decide:

1 how the trends in payments can be explained
2 how the hotel can improve its cash flow
3 how Riaz Hussain should deal with each of the three customer applications in 3,

Then change partners, and compare and explain your decisions.

Writing
Write a short letter to each customer explaining your decision.
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Review 7

Mergers and acquisitions

R Match each word or phrase about finance in the box to
its definition below.

acquisition assets  due diligence _
. economies of scale  fixed costs  liabilities
liquidity merger turnover  variable costs

full investigation of a company's activities and finances

the amount of money that a company owes

the process of combining two companies to form a

bigger one

4 something that someone buys (especially a company
that has been bought by another company)

5 costs that alter directly when the business alters its
level of output (e.g. raw materials, components, labour
costs for factory workers)

6 costs that do not alter when the business alters its level
of output (e.g. rent, marketing, management salaries)

7 things such as money, buildings or equipment that a
person or company gwns

8 measure of a company’s ability to quickly convert
assets into cash

9 reductions in the cost of producing a unit of a product
that occur as the output increases

10 total amount of money coming into a company from

sales (usually given as an annual figure)

LE L

R Find words or phrases from the box in 1 that have the
same or similar meanings to the following.

cost of sales / direct costs:
overheads / indirect costs:
cash-flow:

debts:

revenue / income:

L B S

X Match the words in the box to their definitions (and
extra information) below.

dimb  dip deteriorate fiuctuate jump
peak  rise  slide soar stabilize

1 become higher (literally: to move up using your hands
and feet)
2 become less (literally: to put something into a liquid
and quickly lift it out again)
3 change frequently, especially from a high level to a low
one and back again
stop changing and become steady
get worse (opposite: improve)
get worse gradually (literally: to move smoothly and
quickly across a surface)
7 increase (opposite: fall)
8 increase quickly to a high level (literally: to fly high in
the sky)
9 increase suddenly and by a large amount (literally:
push your body off the ground using your legs)
10 reach the highest point before becoming lower (the
noun means ‘the top of a mountain’)

=

108 /e Buginess

N Read this sentence:

There was a increase in sales.
Make adjectives that can go in the empty space using the
letters and meanings given,

(Clue: the letter in bold is always the first letter,)

abedeeilnors (large)
aacdimrt (sudden and surprising)
adeemort (neither big nor small)
ahprs (sudden)

acfgiiinnst (large or noticeable)
_ ghilst (small in size)
ddensu (quick and unexpected)

=1 3 b =

Bl Look at one way to show ‘cause < effect’:

The new technology we bought last vear resulted in a
significant increase in productiwiry.

Now show ‘effect % cause’ using these words to complete
the gaps: a, as, because, due, of. of, result, thanks, to, to.

The increase in productivity last year was
/ / /
the new technalogy we bought.

& Complete the sentences using the most appropriate
form: zill, be going to or the present continuous. Use
contractions (I'll, I'nt) where possible.

1 (describing your plans) Next year (we / enter)
the Croatian market by buying a small local firm.

2 (making a promise) Don't worry, (you / have)
the goods by the end of the week.

5 (giving details of a fixed arrangement) (1 / meet)
Barbara from 9:00 to 10:00 at her office, and 1 should be
back around 10:30.

4 (making an instant decision) Is that my mobile phone
ringing? I'm sorry, {1/ turn) it off.

EA Complete this presentation extract using the words and
phrases in the box.

resufted in
whereas
next slide shows

asaresult of seem to suggest
however let'smoveon
notice from the chart

. 0K, (1) i

My (2) our administration costs one year after the
merger. You will (3) that the figures (4) no
noticeable impact on costs (5) the merger. But this
hides the real situation. Initially, the merger (6)

many large compensation payments for managerial staff
who lost their jobs, and this increased costs. (7) ;
over the longer term salary costs are coming down as a
result of the cuts, Next year we expect administration costs
tobe 2.3M, (8) this year they will be about 2.9M.
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Review 8

International trade

Bl 1n each set of four below, match a verb on the left with
anoun on the right to make phrases about export sales.

1 Don't sell proactive with local distributors.
2 Be a firm commitment to export.
3 Make outside the box.
4 Think on price rather than quality.
5 Trade an exclusive deal.
6 Sign time, effort and money.
7 Be prepared  on open account.
8 Invest to modify product specifications.
9 Ask payments can be done by the credit
agency.
10 Chasing a credit agency about a customer's
creditworthiness.
11 Focus on that what works in your domestic

market will also work abroad.
12 Don’t assume one market, rather than trying to sell
all over the world.

E3 Find a word in 1 that means:

1 the ability of a company to repay debts:
2 trying hard 1o get something you want:

EJ The collocations below are used in international
business transactions. Cross out the one verb in bold in
each group that does not collocate with the noun,

issue / reach / settle / query an invoice

assume / provide / load / ship goods

chase / comply with / state / meet conditions
negotiate / reach / sign / state a deal

check in / check out / check up on a customer's
creditworthiness

6 fall behind with / get behind with / move behind with
payments

(O I

K3 The words in bold below are all in the wrong places,
Put them in the correct places.

After the exporter and foreign customer finally (1) check up
on a deal, the exporter will (2) comply with the goods and
(3) reach an invoice. The exporter must (4) issue all the
conditions in the contract, and if they do they can expect to
be paid on time. It is a waste of time if they have to (5) ship
customers who (6) chase payments. If there is a problem
with payment, the exporter can use a credit agency to (7)
get behind with a customer’s creditworthiness.

B Complete the text with these time prepositions: at,
during, fram, in, until, within.

(1) the 90s we worked with a series of different
local agents. (2) 2002 we started using APL, and
they have been our exclusive agent (3) that time (4)
now. They are very good at collecting payment from
local customers, and we give them the discretion to ask
for payment (5) either 60 or 90 days. They forward
to us all payments they have collected, after taking their
commission, and we receive money from them (6)
the end of every month,

A Put the words in the diplomatic sentences into the
correct order.

1 Direct: I'll explain it again if you want.
Diplomatic: it let me way another put.

2 Direct: You are not convinced,
Diplomatic: zorong me if you correct but I'm saying
that seem to be you are not convinced.

3 Direct: You are wrong!
Diplomatic: I'm a slight misunderstanding there seems
to be afraid.

4 Direct: You don’t understand!
Diplomatic: I clear myself haven’t made perhaps.

5 Direct: You want to withdraw from the project, right?
Diplomatic: you would be saying I right in that want
to withdraw from the project?

EA Use the words in brackets to make the direct sentences
more diplomatic.

1 We need more time, (I think / might)

2 There are still many difficulties. (I'm afraid / quite a
large number)

3 We must renegotiate parts of the contract. (perhaps /
should / one or two)

4 That will be very expensive. (won't / rather)

I3 Complete this email sequence using the words and
phrases in the box.

furtherto  according to  regret to inform
pass this matter  now overdue  early settlement
have no alternative  outstanding balance

Email 1 (Reminder)

(1) our records, our invoice number KL788 is
(2) . The total sum is €25,600. We would
appreciate your (3) of this (4)

Email 2 (Final demand)

(5) ____ our email of 14 June re invoice KL788, we
have still not received payment for the outstanding sum
of €25,600. We (6) you that we (7) but to
(8) to our legal department,

Bl Match the words cutstanding and everdue to their
definitions below.

1 not paid when expected; late:
2 not yet paid:

K] Which of the two words from 9 has a second meaning
of ‘excellent and impressive’?
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~ Additional material

1.2 Vocabulary

Defining words {page 9, exercise 8)

Student A
Give Student B definitions for 1, 3, 5, Tand 9. Student B will give you
definitions for 2, 4, 6, 8 and 10 to help you complete the crossword.

,? EB
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1.3 Grammar

Telling a story (page 11, exercise 5)

Student A

Put the story in arder by matching the pairs of ideas. Then, without looking
at the book, tell your partner the story in your own words, using appropriate
past tenses.

1 Two engineers had recently a  sothey called down to him:
been promoted, . b ‘Can you teil us where we are?'

2 After a while, the wind ¢ 50 they decided to celebrate
became stronger, with a flight in a ballogn.

3 By the time they had d they realized they were lost.
managed 1o regain control, e and the balloon went out of

4 A man was walking along a control.
toad below them,

5 ‘Excuse me, sit, we're lost!”

& After he had thought for a f  Third, his answer was perfectly
while, useless!’

7 ‘You're in a balloan!’ g 'That man must be a manager.’

8 Asthe man was walkingaway, h the man looked down, looked

one engineer said to the other:

9 'Why? i
10 ‘Three reasons, First, he took i
a long time to answer. Second,

he was perfectly correct,

up again, and then shouted:
and walked away down the road,
asked the other engineer.

1.3 Grammar

Giving advice (page 11, exercise 7)
Student A

KW You have recently started work with a well-known firm of menagement
consuliants. Ask your pariner for advice about the problems below, and
react to their suggestions. Use the expressions in the box (o help you.

1 You work from 8am to 7pm every day but you can never finish your
work.

2 You find it difficult to set goals.

3 Your clients don't take you seriously: they think you're too young for the

job.

Every time you call a friend, your colleagues give you black looks.

You have lats of ideas to share in meetings, but your boss keeps

interrupting you.

I'm having problema.with ... Can you glve ma any advica?
Do you have any idsas shout how ts ...?
What do you suggest | do abeut .7 | just cant seemmito ...
What would you de? ' . -

| swa what you mean, (but..} You've gota polnt, {but...)
You miay be right, {but ...}

OK, point taken.  Yas, you're quite right.

15,38 %

M Your partner will tell you about their problems. Suggest two or three
alternatives for each problem, Use the expressions in the box 1o help you.

Have you tried +¥ng .7 Have you considered -ing ...7
How sbout =ing .7
Have you thought of -ing .7 You could ...

Why don‘t you...7  You might want te .., -

1.4 Speaking

Roleplay (page 13, exercise 10)
Student A

&8 You are a new employee at the R&D laboratory of a Finnish electronics
company. You come from Brazil. You find the atmosphere in the company
miserable: people work alone, mostly in silence, so you try to make them
happy by being friendly, sharing sweets and biscuits, and singing songs. You
have a lot of work: because you work best in the evening, you stay late 10
finish it. You think the centre would be more productive if everyone relaxed
and enjoyed their work. Your supervisor, Student B, has asked you to sttend
an informal meeting: this is an opportunity for you to explain your ideas and
give B some helpful advice.

W You are Student B's supervisor ata large travel agency in Australia.

You are worried about B because he/she refuses to communicate with
other members of staff and hardly speaks in staff mestings. You have given
B a lot of responsibility hecause you feel he/she has excellent potential,

but he/she is not sharing the work with the team. The travel business has

& reputation for extreme stress, and you are concerned that B is trying to

do too much. Australians value teamwork and eonsider sports and social
events an integral part of cotporate life. Hald an informal meeting with B to
advise him/her on how to relate to colleagues and achieve a better wark-life
balance.

Start the meeting by asking B if he/she is enjoying the job,

1.6 Case study

Roleplay {(page 17, exercise 6)

Problem holder A; Tokyo

You are experiencing culture shock in Tokyo. After two months in the
marketing department of a large electronics company, you feel that you have
achieved nothing. Your job description is very general; you spend mast of
your time processing answers to long market survey fuestionnaires. You are
a very creative person, but when you suggest new ideas at meetings, they are
usually met with silence. One colleague was very upset because you drew
attention to & misiake in his presentation,

Your apartment is very small and your journey to work takes 90 minutes
each way. After a long day at work, your colleagues do not understand that
you do not have time to go to the restaurant with them. You would like to
learn Japanese to communicate better, but when you meet Japanese peaple
sacially, they always want to speak English. You feel you are wasting your
time and learning nothing,

2.1 About business
Debate (page 18, exercise 8)

For

You are going to take part in a debate. Try to convince the other group of the
benefits of outsourcing call centres to developing countries like India. As
well as your own ideas, refer to the following:

Cutsourcing enables companies to:

reduce costs

be more competitive by offering customers lower prices and better service
preserve jobs in production

benefit from more competent and more mativated staff

bring new technology to developing countries

help developing countries ta improve their econamies.

LI I T

2.4 Speaking

Improving a conversation {page 24, exercise 4)

Read this conversation aloud with your partner, then decide how the

conversation could be improved and practise your improved version.

Helpline: Yes?

Customer: Ch, hello. Is that Autosales?

Helpline: Yes.

Customer: Oh, good. Well, I'm calling aboul the new car I bought last week.
It won't start.

Helpline: ©h,

Custorner: Well, can you do something about it?

Helpline; [’m new here. 1 don't know much about cars, actually.

Customer: Well, could you put me through to someone who does?

Helpline: No.

Custamer: What do you mean, ‘no'?

Helpline: [ mean, no, 1 can't. There's nobody else here.

Customer: Well, can I leave a message”

Helpline: Yes, all right. What’s your name?

Customer: It's McCready. Alistair MeCready.

Helpline: Er, McWhat?

Customer: No, McCready. That's M-C-C-R-E-A-D-Y,

Helpline: Gotit.

Customer: All right. Well, I'll be expecting your cali. Goodbye.

Helpline: Don't hold your breath!
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2.4 Speaking

Glving instructions (page 24, exercise 1)

Student A
Without saying what it represents, give Student B instructions to draw the
symbo! in grid 1, Student B will then give you instructions to draw another

symbol in grid 2.
!
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2.5 Writing

Writing (page 27, exercise 5)

Student A

You work In the Accounts Department at Relopharma, a medium-sized
pharmaceuticals company. Compoese and send business email 1 below, using
appropriate style. When you receive an emall from another student, read it,
then answer it following the instructions in 2. Continue in this way until you
have written and sent four emails,

BB You have a problem with the accounts payable database — some

eniries are disappesring, It looks like some kind of virus, but your anti-virus
software hasn't detected any problems. Write an emall to your colleague,
Student B, in Information Systems, explaining the problem and asking for
help.

A You have received an email about an invoice from Student C ot
Nekisoft, a sofiware supplier. You have no records of this invoice in your
database, Write an email to Student B asking them to confirm the purchase
and, if appropriate, to obtain a duplicate invoice.

ER You have received another email from Makisoft about software training,
Write to Student B to complain: the week In question [s impossible because
you have to close the accounts,

I8 You have received an email from Nakisoft about a patch, Write a reply
to Student C explaining that the link on their website doesn't work.

3.3 Grammar
Definitions game (page 37, exercise 8)

As

Help the other team guess the noun eombinations below by giving
definitions using a relative clause, 1f you want to make (t more difficult, use
synonyms instead of {he exact terms in the noun combinations.

1 wvertical writing languages

2 amznagement consultancy firm
5 acustomer satisfaction survey

4 pilfer-proof packaging
5 stress-raising automation
6 & sandwich degree course

Additional material .

4.3 Grammar

Asking questions (page 49, exercise 6) ‘
Student A

BB You are interviewing Student B for a [ob at your sports club. Ask B the
right questions to obtain the answers below, Score one point for each correct |
ANSWET you receive

1  Atweekends, 6 The Economist,

2 Since I was at schoal. 7 Fortwo years,

3 Several yeats ago. 8 No, notyet.

4  During the holidays 9 In the next six months.
5 No, only a few weeks. 10 No, 1haven't,

B You are being interviewad for a job at Student B's community arts
centre. Answer the questions they ask,

5.6 Case study ‘

Negotiating (page 69, exercise 5)

Student A (travel agent) ‘
Negotiate the best deal possible with the customer (Student B). Your
standard price is $150 per person per night: this includes all meals, drinks,
snacks, activities and sports (except golf). Remember you are in competition
with other travel agents for the same product. ‘
Score points as indicated for each jtem below.
Ttem Points
Cost per persan per night
s §140 or more 2 |
* §120-5140 0
+ |ess than 3120 -5
Upgrade to executive suite, per person, per night
2

L]
« 8§25 1 ‘
« B10 )
Number of participants
v 22 1 |
v 24 2
+ 26 3
Number of nights
. 7 1 |
L 2
« O ormore 3
1

Free access to golf course . ‘

7.4 Speaking

Presentation (page 91, exercise 7)

Student A
Present the three slides an Ultraxport and explain why this company would
be a gond acquisition,

Ultraxport

* Chain of sports stores

* Tumover €50M ‘
» Strong brand recognition

» Strategy: low margins, aggressive growth

+ Estimated price: €100M ‘

Ultraxport Sales & Eamings (M€) ‘
— s0 _ —

—— ® Galos

—  Enmnings

Ultraxg

Benefits
« excellent access to customers to increase our market share

« generates strong cash flow

Disadvantages
« low level of profitability
« not our business
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2.5 Writing

Writing (page 27, exercise 5)

Student B

You work in the Information Systems Department at Relepharma, o
medium-sized pharmaceuticals company, Compose and send business email
1 below, using appropriate style. When you receive an email from another
student, read it, then answer it following the instructions in 2, Continue in
this way until you have written and sent four emails.

N You want your software supplier, Nakisoft, to organize training on a
new software tool for your Accounts Department as soon as possible. Write
an email to Student C at Nakisoft asking them to contact Student A in your
Accounts Department with dates for the training.

A You have received an ¢mail from your colleague, Student A, in
Accounts, about a software problem. You think it could be a virus. Write
an emnail to Nakisoft explaining the problem and asking them to contact
Student A directly ta resolve the problem,

ER You have received another email from Student A ebout an involee, Write
an email to Student C at Nakisoft apologizing for the delay and asking them
to send you @ duplicate invoice.

¥ You have received another email from Student A about training, Reply
to Student A explaining that there is no allernative.

5.1 About business

Roleplay (page 58, exercise 4)
Student A

BB Youare a researcher at NY University's Stern Scheol of Business, and an
expert in e-tailing. Answer B's questions, adding details and opinions,

A You are a journalist interviewing an Overstock customer-service rep.
Ask for information and opinions about:

» Overstock’s strategy for increasing sales

*  how live chat works

= Overstock’s policy on customer privacy

= your own guestion.

6.6 Case study

Reading and discussion (page 81, exercise 4)

Group A - Port Katherine Planning Department
Read the email you have received and answer the questions,

es8alY o

-
ety Banty A Furwrd

Hi,

Trie Mayor has Just recelved a letter from the Residents' Association
about the Phoenix project. They're very unhappy about site A. They're
concerned about the risks of lasge trucks passing close to the school,
as well as the noise and dust, etc.

As you know, the elactions are coming up soon, 50 we don't want to
upset these people. However, Port Katherine desperately nesds new
|obs and investment, so we can't afford to lose Phoenls, They've also
promised to get involved in community projects, although we don't
know yet exactly what that means.

The Mayor would like the Pianning Department 1o et up and chair a
meeting with the Residents' Association and Phoenix to talk things
over and try to find an agreement. Could you arrange that for us?

A few words about the other sites: we've invested a lot of maney in
the business park, site B, but for the moment it's still costing us
money, If Phoenix buy land on the business park, we'll recover part

of our Investment, the residerts will be reasonably happy, and we'll
benafit from higher tax rates than on sites A of C. There's plenty of |
space for expansion (more jobsl) and there's no access problem. We
can make some concessions on the price of the land if necessary, |
There are good reasons for choosing site C. near the harbour.
However, the big problem Is access, We'd have 1o build a new access
road, which would be very expensive.

Let me know how the meating goes.

Thanks a lot,

Duncan

Duncan Glllesple, Lord Mayor's Office, Port Katherine

Who is the email from?

What is your role at the meeting?

Why is it important to keep the residents happy?
Why is the Phoenix project important for the town?
Which is the best site from your point of view?

LS SRR
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7.2 Vocabulary

Presenting (page 87, exercise 8)
Student A

EB Fresent Chanco's stock market history using the information from the
graph, explaining causes and cffects

50 1
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N Listen to B's prasentation of Bastilo Corp. and complete the graph,
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4.3 Grammar

Present perfect and past simple (page 49, exercise 4)

Student B
You and your partner work for an international recruitment agency. Your
clients are looking for:

| a Spanish-speaking science graduate
an undergraduate with marketing experience
3 agraduate accountant, to be a future finance director
4 a French-speaking graduate in business
5 an arts undergraduate with experience in the Far East
6 a Portuguese-speaking graduate with experience in sales,
You have each interviewed and tested five candidates, Exchange information
with your partner to complete the tables and decide together which
candidates are most suitable for each request.

Candidate Graduation Work Management
experience potential test
Mr Salmon
Ms Bianco last October, car sales in A+
gL Maths Argentina and
Brazil
Mrs Grey
e A
Miss Rose next summer, marketing in A
| Languages Australia and
_ Japan
Mr Da Silva Ly )
Mr Green last November, callcentresin B+
Physics California and
| Florida
'H'tsd-nmm
Miss Plum last September,  financial services B
Business in Mexico and
'%W % IR
Mr Braun last September, computingand  C-
Pl Finance accounts in
Wi ; | China

5.4 Speaking

Negotiating (page 65, exercise 9)

Student A

Harry Petersen’s application service provider, Holman Multimedia, has
gone out of business, taking with it Harry's site which was turing overa
thousand dollars per day,

Harry needs to hire a new provider, This time he is determined to negotiate
a contract which will protect his business if there are problems. Harry has
asked you 10 negotiate with another supplier, Easytail, He has given yvou a
list of points to negotiate below. You win if you obtain more ‘Ideals' than
‘Unacceptables’.

Ideal Acceptable Unacceptable

-up time <3 weeks > 3 weeks
; less than sm nmm-n more than
Halman Hoimar'[ _
terms > 30 days 30 dlays < 30 days
6-12 months 12-18 months > 18 months
ifsite > 50% of 50% of average < 50% of
average turnover average
turnaver turnover

50% uf 1urnu\rer _Sﬂﬂ n‘f m < 50% o_f"
for 2 months for 1 rmnth turnover for
1 month

Additional material .

7.4 Speaking

Presentation (page 91, exercise 7)

Student B
Present the three slides en Piezoteknik labs and explain why this company
would be a good acquisition

+ Research laboratory specialized in racquets
* Tumover € 40M

* Niche market
* Strategy: low growth, high margins
» Estimated price: €150M

Sales & r.nmmp wlxl

Sales
Eamings

Benefits
* Reduce our research costs
+ develop new technologies

Disadvantages
« limited potential for growth
* not our business

8.3 Grammar

Speaking (page 101, exercise 7)

Student A

Choose six words from the list below and write them on separate small
pleces of paper. Hold a conversation with Students B and C on one of the
topics listed on page 101, The goal is to use all six words (n the conversation
The first person to use all their words (with the correet prepasition) is the
winner.

hear (v) conform (v) rely(v) look forward (v) respect(n)
resporisibility (n)  dealings (n)  substitute (n)  object (v)  depend (v)

8.5 Writing

Writing (page 105, exercise 6)

Student A

You work at Red Sea Products Inc, a manufacturing company in Saudi
Arabia, Compose and send business email 1 below, using appropriate style,
When you receive an email from another student, read it, then answer it
following the instructions in 2. Continue in this way until you have written
and sent four emails.

BEW You have worked for several years with Beefeater Shipping Corp
[Student By, who ship your products all over the world, You currently

pay them at 60 days, and you almost naver pay late. However, your own
customers are paying more and maore slowly. Write 1o Beefeater asking them
10 increase your credit period to 90 days,

B vou have received an email from Canada Import Ca (Student C), ane
of your best customers, Reply, agreeing 1o their request, but reminding them
politely that they haven't paid a bill fram last quarter,

EX You have received a reply from Beefeater to your reguest in 1. Send a
cheque and an apology, or ask for more time, explaining why you can't pay
for the moment

EA You have received & reply from Canada Import to your reminder in 2.
If they sent a cheque, send a friendly reply, thanking them for the payment
and reminding them that your payment terms for open account trading
are strictly 30 days and no more, I they didn't send a cheque, send a final
demand threatening legal action, and suspending the decision to trade on
opert account.
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1.2 Vocabulary

Defining words (page 9, exercise 8)

Student B

Student A will give you definitions for 1, 3, 5, 7 and 9 to help you complete
the crossword, Give Student A definitions for 2, 4, 6, Band 10.
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1.3 Grammar

Telling a story (page 11, exercise 5)

Student B
Put the story in order by matching the pairs of ideas. Then, without looking
at the book, tell your partner the story in your own words, using eppropriate
past tenses,

1 Ayoung business student was a and 1 started to polish it
interviewing a rich old b Isold it for ten cents.'
businessman, ¢ and asked how he had made

2 The old guy replied, ‘Well, his money.
son, times were hard, and I had spent everything

3 'linvested that nickel in&n except my last nickel.'

apple,
4 'When 1 had polished that

apple all day,
5 ‘The next day, after | had ¢ the boy asked,

invested those ten cents in f 'Then my wife'’s father died

two apples. and left us two million dollars.'
6 1continued this system for a g by the end of which I'd

month, accumulated a fortune of §1.37."
7 'And thats how you bullt an h 1spent the entire day polishing

empire? them and sold them at five

8 ‘Heavens, no!' the man replied. o'clock for 20 cents.

1.3 Grammar

Giving advice (page 11, exercise 7)
Student B

Your partner will tell you about their problems. Suggest two or three
alternatives for each problem. Use the expressions in the box to help you.

Have you tried -ing .2 Have you considered ~ing .7
How about—ing ...? !

Have you thought of </ng .7 Youcould ..,

Why don't you .7 You might want to ...

EM You have recently siarted work in a government department, Ask your
partner for advice about the problems below, and react to their suggestions
Use the expressions in the box to help you,

L Your boss doesn't trust you: she checks every document you write and
always manages to find something wrong.

2 Youare frustrated by all the procedures you have to respect: even the
simplest tasks seem to take a long time.

3 The atmosphere in the office is very sombre: your colleagues are all much

older than you.

You find it difficult to sleep at night because your job is so stressful,

You hate writing reports, but it's &n important part of your job.

o B

'm having problems with ...  Can you give me any advice?
Do you have any ideas about how to .7

What do you suggest | do about .7 | just ean't seemto...
What would you do?.

| see what you mean, (but ...}
You may be right, (but ..) ;
OK, point taken,  Yes, you're quite right.

You've gota n_mm..(bm _..-.}
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1.6 Case study

Roleplay (page 17, exercise 6)

Problem holder B: Birmingham
You were hoping that the UK would be an exciting centre of popular culture,
but after two months in Birmingham, you are not enjoying life. You live
several miles from the city centre, and seem to spend a lot of your time an
dirty, uncomfortable buses, The weather is depressing; cold, grey and wet,
and the food Is bland and fatty with few fresh vegetables. You caught a cold
soon after you arrived and it seems impossible 10 get rid of it,

Peaple at work are friendly, but the local accent is really difficult to
understand, You are finding it difficult to make friends with English people,
mainly because their idea of ha\"in‘g a good time s going to a noisy, smoky
pub and drinking as much as possible, or watching football, which you hate,
You are starting to feel lonely and depressed, you are seriously thinking of
giving up and going home.

2.1 About business

Debate (page 18, exercise 8)

Against

You are going to take part in & debate, Try to conyince the other group of the
disadvantages of outsourcing call centres to developing countries like India.
As well as your own ideas, refer to the following:

Outsourcing makes customers angry due to:

* language and cultural problems

* operators not having suffieient locel knowledge,

Outsaurcing is responsible for:

* job losses in industrialized countries

+ exploitation of desperate workers in developing countries

¢ emphasizing inequalities between north and south / east and west

* encouraging unrealistic expectations in the developing world.

6.6 Case study

Reading and discussion (page 81, exercise 4)

Group B - Port Katherine Residents’ Association

Read part of a letter your association has sent to the Mayor, and answer the
guestions,

.+« deeply concerned about plans to build a recycling centre on
a site close to our schoal and & quiet residential area. The idea of
monster trucks on & narrow road used by small children to walk to
school is frankly terrifying and completely irresponsible,

Moreaver, the risks and nuisance to the school and the
surrounding residents from noise, smoke, fumes and dust are
totally unacceptable, not to mention the fire hazard and risk of soil
contemination from so many flammable and toxic materials, The
residents are prepared to take whatever measures are necessary to
resist the choice of site A.

If the recycling centre must be built in Port Katherine (surely
Perth, as a large industrial city, would be better for business?), site
C s clearly a far more logical and environmentally rational choice,
This site is in an industrial environment, on land which is currently
derelict and worthless, with the appropriate fire and emergency
services close by, end offers the added advantage of convenient
transport by sea as an ecological and economical alternative to
monster trucks. As for the choice of site B, surely it would make
the business park less attractive to other, less industrial,
companies?

As the elections approach, we, the residents of Port Kathering,
trust that you will take the necessary measures (o ensure that ..,

A A e by 0, R, et

How do the members of your association feel about the environment?
What does your association have in mind when it says 'whatever
measures are necessary to resist the choice of site A'?

Why do you think the Mayor and the Planning Department have to take
your assoctation seriously?

Which is the best site from your point of view?

What are your objectives at the meeting?

G M
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2.4 Speaking

Giving instructions (page 24, exercise 1)

Student B

Student A will give you instructions to draw a symbal in grid 1. Without
saying what it represents. give Student A instructions to draw the symbol in
grid 2,

1
13 | 30 14
40 15 50
16 50
17 70
18 80 19
99 88
77 66
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2.5 Writing
Writing (page 27, exercise 5)
Student C

You work at Nakisoft, a small company specializing in accountancy
software, Relopharma is your biggest customer, Compose and send business
email 1 below, using appropriate style. When you receive an email from
enother student, read it, then answer it following the instructions in 2,
Continue in this way until you have written and sent four emails,

BN You have not received payment for your invoice 6695 KF for software
you supplied four months ago, Write a polite email to Student A in
Relopharma’s Accounts Department asking if there is a problem.

B You have received an email from your customer, Student B, in
Relopharma's Information Systems Department. Write an email to Student
Atelling them that, as requested by Student B, you have set up the training
for week 52,

[ You have received another email from your customer, Student B, The
problem is caused by a Trojan which is undetected by anti-viras software.
The solution is to download a patch from your website and instail it on each
PC, Write an email to Student A explaining what to do,

You have recelved an email from Student B about an invoice. Write a
reply to Student B attaching the document requested.

4.3 Grammar

Asking questions (page 49, exercise 6)
Student B

KN You are being interviewed fora job at Student A's sports club, Answer
the questions they ask

You are interviewing Student A for a job at your community arts centre,
Ask A the right questions to obtain the answers below, Score one point for
tach correct answer you receive.

1 Yes,lam, 6 Yes, almost,
2 Bybus, 7 Tomorrow marning
3 Three times a day. B Yes, several limes.

4 Business English, S No, not at the moment.
3 Along time ago. 10 Since the beginning of the year,

Additional material .

5.6 Case study

Negotiating (page 69, exercise 5)

Student B (buyer)

Negotiate the best deal possible with the travel agent (Student A),
Remember you cannot exceed a global budget of $28,000,

Score points as indicated for each item below,

Item Poinis
Cost per person per night

«  $140 or more 0
« $120-8140 2
*  less than $120 4
Upgrade 1o executive suite, per person, per night
* 850 0
* 525 1
= §10 3
Number of participants

.« 27 0
* 24 2
*« 26 5
Number of nights

e 7 1]
« 8 1
* 5 ormore 3
Free access to golf course 1

8.3 Grammar

Speaking (page 101, exercise 7)

Student B

Choose six words from the list below and write them on separate small
pieces of paper, Hold a conversation with Students A and C on ore of the
topics listed on page 101, The goal is to use all six words in the conversation.
TI:IB first person to use all their words (with the correct preposition) is the
winner,

8.5 Writing

Writing (page 105, exercise 6) ‘
Student B

You work at Beefeater Shipping Corp, an international freight forwarding
company, Compose and send business email 1 below, using appropriate |
style. When you receive an email from another student, read it, then answer

it following the instructions in 2. Continue in this way until vou have written

and sent four emails.

EH You heve recently shipped several containers of goods bought by |
Canada Import Co (Student C) from your customer Red Sea Products

Inc (Student A) to your warehouse in New York. Canada Import were

supposed to collect the containers two months ago, but they are still in your |
warehouse. Write to Canada Import, reminding them about the containers

and offering to ship them to Canada for $1.20 per mile per container,

payment at 30 days,

A You have received an email from Red Sea Products, Reply, agreeing to
their request, but reminding them politely of an invoice for $10,000 which is
overdue. ‘

X You have recelved a reply from Canada Import to your email in 1. Write

a reply, either agrecing to or refusing their request, and reminding them that

the space their containers are ccupying in your warehouse is costing you

money. so you need a quick decision on your offer to ship them to Canada. ‘

K3 You have received a reply from Red Sea Products to your reminder in 2,
If they sent a cheque, send a friendly reply, thanking them for the payment

and reminding them that the new terms of 90 days mean strictly 90 days and
no more, If they didn't send a cheque, send a final demand threatening legal
action, and suspending the decision to increase the credit perlod to 90 days.
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1.4 Speaking

Roleplay (page 13, exercise 10)
Student B

BB You are Student A's supervisor at the R&D laboratory of u Finnish
electronics company. In Finland, people like to concentrate hard on their
wark 5o that they can finish early and go home to enjoy sports and leisure
activities. You have called Student A 1o an infurmal meeting because some
members of your team have complained about him/her they say that they
can't organize the work efficiently because A always artives late. He/she
disturbs their concentration by alking loudly to friends en the phone,
singing and whistling. He/she eats and drinks in the lab, which is against
company rules, takes long breaks and wears unsuitable clothes, Hold an
intormal meeting with A to advise him/her on how to adapt (o the local
work culture

Start the meeting by asking A if he/she is enjoying the job.

A You are a new employee at a large travel agency in Australia You come
from Vietnam, where modesty and discretion are highly valued. You feel that
some of your Australian colleagues have no respect for management: they
are always giving their personal opinians in meetings, they call everybody
by their first names, even managers, and spend more tme talking about
righy or cricket than working, Your supervisor, Student A, isa demanding
manuger who has set your department ambitious objectives; you are trying
to do your best to compensate for your colleagues' inefficiency, so you
wark late in the evenings and at weekends, Consequently, you have no
time 1w socialize with other people in the company. You are not sleeping
enough, so you have to drink & lot of caffee to stay awake, and you feel very
stressed, Take the opportunity of the meeting your aupenisur has asked for
to suggest, respectfully, that your colleagues should take their work more
seripusly,

1.6 Case study

Roleplay (page 17, exercise 6)

FProblem holder C: Chicago
After two months in Chicago you feel miserable and exhausted. You come
from a small, quiet town in the country, The noise and the speed of life in
(‘hicagn are driving you crazy. You work in an enormous open-space office
in a large insurance company, where you are constantly disturbed and find it
|1n|:-0551b1|. to concentrate. Your manager is not satisfied with the quantity of
work you are producing and told you very directly that you weren't working
hard encugh

You feel stressed out and are suffering more and more from severe
headaehes. You would like 1o go and walk in a park to relax after work, but
it’s too dangerous to walk the streets at night. You live at the YMCA. Your
neighbours and colleagues are very friendly, and they are always inviting vou
out in the evenings and at weekends, but they want to go dancing or play
sports and you just need to rest and relax,

5.1 About business

Roleplay (page 58, exercise 4)
Siudent B

R You are a journalist interviewing a researcher from NY University'’s Stern
School of Business. Ask for information and opinlons about:

* the problem of visitors wha just browse websites without buying

= customer-tracking software and customer privacy

* animated sales reps

* your own guestion,

ER You are an Overstock customerservice rep. (Overstock sells well-known
brands of consumer poods at discount prices.) Answer A's questions, adding
details and opinions.

116 [/ Business

7.2 Vocabulary

Presenting (page 87, exercise 8)
Student B
n Listen to A's presentation of Chanco and complete the graph
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BB Present Bastilo's stock market history using the information from the

griph, explaining causes and effects.
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8.5 Writing

Writing (page 105, exercise 6)

Student C

You work at Canada Import Co, o company which imports goods from

all over the world to North America Compose and send business email 1
beluw, using appropriate style. When you receive an email from another
student, read it, then answer it following the instructions in 2, Continue in
this way until you have written and sent four emails,

EJ You have worlied with Red Sea Products Ine (Student A) for more
than two years and you are one of their best customers, Until now you
have paid by Bill of Exchange at 60 days, but you would prefer to trade on
open account in order to have more Nexibility. Write to Red Sea Products
requesting this change.

BN You have received an email from Beefeater Shipping Corp (Student B)
offering to ship your containers from New York to Canada, Your current
forwarding company charges 81.10 per mile per container and allows you to
paty at 60 days. Write w0 Beefeater enguiring if they can improve Lheir offer.
EW You have received a reply from Red Sea Products o your request in 1
Send a cheque and an apology, or ask for more tme, explaining why you
can't pay for the moment,

W You have received a reply from Beefeater to your enquiry in 2. If their
terms are now satisfactory, write an email confirming the arder for shipping
your containers to Canada. If the terms are not satisfactory, write an emall
rejecting their offer, apologizing for the delay in collecting your containers
und promising to have them collected by next week.
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3.3 Grammar -
Definitions game (page 37, exercise 8)
Rs

Help the other team guess the noun combinations helow by glving
definitions using a relative clause, If you want 1o make it more difficult, use
synonyms instead of the exact terms in the noun combinatians,

1 adead-end job 4 call centre wages

2 brand-building packaging 5 newly empowered advisers

3 material-saving carton 6 email risk poliey

5.4 Speaking

Negotiating (page 65, exercise 9)

Student B

Harry Petersen’s application service provider, Holman Multimedia, has

gone out of business, taking with it Harry's site which was tuming over a
thousand dollars per day.

Harry needs 10 hire @ new provider, This time he is determined to negotlate a
contract which will protect his business if there are problems, You represent
Easytail, a new supplier. Your boss has given you a [ist of points to negotiate
below, You win [f you obtain more ‘Ideals’ than ‘Unaceeptables'.

Ideal Acceptable Unacceptable
Set.up time > 2 weeks 2 weeks <2 weeks
Cost 15% more than  same as Holman  less than

Holman ! Holman
Payment terms < 30 days 30 days =30 days
Contract > 18 months 12-18 months « 12 months
Penalties if site  no penalties 20-30% > 30% of
Is offline of average average

turnover turnover

Penaities if no penalties 20% of turnaver > 20% of
contract is for 1 month turnover for
broken 1 menth

6.6 Case study

Reading and discussion (page 81, exercise 4)

Group C - Phoenix
Read the email from Head Office in Sydney and answer the questions.

ELLE - = . «,
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4 .
ity A Bt o it
Hi,

Just a few words about the meeting In Port Katherine. We want you
te represent Phoenix In the best possible light — '‘Operation Charm
and Diplormacy’, remember? We need 10 make friends and to sell 1he
berefits of having a Phoenix recycling centre In their town: protect the
environment, new jobs, investment, growth, higher prefile for the town,
taxes, (nvolvement In community projects. etc. By the way, on the
sublject of community projects, find out what they're interested in, but
try not to maka any expensive commitments, OK?

Port Katherine will be out centre for most of Western Australia. In

the long term, It could become the largest recycling centre on the
continent, so it's pretty important for us. It's a good site for us, but
they need us mare than we need them. If things get difficult, we can
B0 somewhere else,

Site A has the best access, but there's the problem of the schoal.
Site B |s expensive, and [t's not flat, which means that limiting the risk
of contamination by flulds s more difficult. Site G has poor access,
unless the town bullds a new access road, And | don't think they've
really uncerstood what having a recyeling centre In the middle of the
town would mean, Dbviously, as we have our own trucking divisicn,
transport by sea |s not an option for us,

Anyway, | know you'll do 8 good [ob, Let me know how the meeting
goes.

Justin

What are your objectives at the meeting?

What sort of community projects do you think Phoenix could support?
What are Phoenix's plans for Port Katherine's future?

Which is the best site for Phoenix?

What arguments can you use against choosing the other sites?

Additional material .

7.4 Speaking

Presentation (page 91, exercise 7)

Student C
Present the three slides on Yarax Sports and explain why this company
would be a good acquisition,

Yarax Sports

* Manufacturer of squash, badminton and tennis racquets
* Turnover €100M

* New brand

= Strategy: balanced growth and margins

= Eatimated price: €300M

Salos & Eamings (M€)

Benefits
* Synergy

* economies of scale

Disadvantages
¢+ diversification might weaken our brand
* could lose market share overali

8.2 Vocabulary

Defining words (page 99, exercise 7)

Student B

Student A will give you definitions for 1, 2, 4, 6, 7and 9 across to help you
complete the crossword. Give Student A definitions for 1, 3, 5 and 8 down
and 10 and 11 across.
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8.3 Grammar

Speaking (page 101, exercise 7)

Student C

Choose six words from the list below and write them on separate small
pieces of paper, Hold a conversation with Students A and B on one of the
topics listed on page 101. The goal Is to use all six waords in the conversation
The first person to use &ll their words (with the correct preposition) is the
WINnEr.

succeed (\)  comsent (V) wait(v)  sympathise (0 tax (n)
solution (n) comment (v) damage (n) invest (v)  consist (v)

I'he Business 117




| 118 [ Business
i

Grammar and practice

Past tenses

EN Read a diary entry written by Joelle, a student on a
work placement. Of the verbs in bold, identify which are
examples of the:

e past simple

® past continuous

e past perfect.

I was doing my work placement in a large bank near to
where I live. 1 was working in the back office (I had asked
to do something where | could deal directly with clients,
but they said no). Anyway, one day something really

awful happened. My supervisor had given me some client
information to enter into a database, and 1 was filling

in the various fields on the screen, While I was entering
the information, [ suddenly saw a name I recognized — it
was a friend from school called Sylvie. It seems that she
had applied for a loan to have some cosmetic surgery! Of
course, the bank had strict confidentiality rules and the
next time I saw Sylvie [ didn’t mention anything. But, even
so, [ wish that I hadn't found out about it.

EJ Complete the summaries of the main use of each tense
in 1 by writing the correct tense name in each gap.

* You use the to show that one event
happened before another.
* You use the to describe an activity in

progress that gives the background to the main events.
* You use the 1o describe the main events of
the story,

EX Put one verb into the past simple and one into the past
continuous in each sentence,

(O | (revise) for my Economics exam when you
(call).
2 ['msorry, | (not / hear) what you said, 1

(read) this article about Johnny Depp.
31 (see) Eva yesterday. She
friends outside the library.
4 While 1 (work) in the bar last summer |
(meet) this guy called Fabio.

(talk) to some

3 Look at the sentences in 3 again. In general, does the
activity in progress (past continuous):

1 stop when the main event happens? or

2 continue after the main event happens? or

3 either 1 or 2 - we only know by the context.

E3 Put one verb into the past simple and one into the past
perfect in each sentence.

1 Beforel (get) my full-time job at the bank, I
(already / wark) there for several months as an

intern.

2 1It's OK, don't worry, [ (just / finish) revising for
my exam when you (call).

3 n {be) so nice to talk to Eva yesterday. |
(not / see) her for ages.

4 1 (not / meet) a man like Fabio before. He really

(listen) to me.

KA 1t may not be necessary to use the past perfect if you
use hefore or after to make the time sequence clear. Both
underlined forms are correct:

Before | arranged the doctor's appointment, I spoke / had
spoken to my supervisor.

Underline the correct forms in bold. Sometimes both are
correct, sometimes only one.

1 1understood the marketing part of the course much
better after my internship finished / had finished.

2 The traffic was terrible, and when [ got there the
meeting already started / had already started.

3 Before [ was promoted to Sales Director, I was / had
been a sales consultant in our main city-centre branch.

4 By the end of the course I realized that 1 bought / had
bought over a dozen books.

EA Match the time expressions on the left with the tense
they are often used with on the right.

a) past simple
b) past continuous
c) past perfect

1 while
2 already, by the end of
3 last year, two months ago

Telling a story
Bl When you tell a story, you can use the word anyway to:

1 change the subject or
2 return to a previous subject,

Find the word anyway in 1 and say how it is used.

IEl When you tell a story, you can use the words in the
box. Find pairs with the same meaning.

actually afterthat apparently eventually
infact Intheend Itseemsthat obviously
of course  the next thing that happened was

K] Read a story written by Janek, a student who had a
holiday job. Put the verbs into the correct form: past simple
(x7), past continuous (x3) and past perfect (x4).

One day last summer1 (1) (work) in a bar on the
beach. 1 (2) (just / leave) school and I was young
and naive. Anyway, on that day I (3) (serve) the
drinks by myself - my other colleagues (4) (not /
arrive) for work yet. A man (5) (come) up to the
counter and (6) (ask for) ‘a whisky on the rocks'.
1(7) (want) to be helpful, so [ filled a glass with
whisky, (&) (take) it over to where he

(9) (sit) with his friends and (10) (place) it
on the rocks next to him. The next thing that happened was
they all started laughing and laughing. I (11) (never
/ be) so embarrassed in my life. Of course, when I realized
my mistake [ (12) (see) the funny side as well, and
in the end everything (13) (be) OK. In fact, by the
end of the evening, 1 (14) ______ (become) friends with
them all. But, even today, when 1 hear the phrase ‘on the
rocks’ it reminds me of that day.

I |




Grammar and practice .

KRl A story is often told in four stages:

1 Background situation
2 Problem

3 Solution / resolution
4 Comment

In Joelle’s diary entry in 1, the four stages are:

1 from I was doing ... to ... said no.
2 from Amyway, ... to ... surgery!

3 from Of course ... to ... anything.
4 from But even so ... to ... about it.

[dentify the four stages in Janek’s story in 10.

1 from to
2 from to
3 from to
4 from to

B Write a short story about something that happened to
you while you were at work, for example:

* while you were doing a holiday job
* while you were doing an internship
* while you were helping a family member.

Before you begin, look again at the diary entry in 1 and the

story in 10. Also, use the vocabulary in 8 and 9 to help you,

Advice structures
EE] Correct the mistake in each sentence.

1 You should to do it today.
2 You ought do it today.

3 He shoulds do it today.

4 Do I should do it today?

B You can give advice using both must and showld:

You must speak to your supervisor,
You should speak to your supervisor.

I Which sentence means: ‘It’s a good idea to speak to
your supervisor’?

2 Which sentence means: ‘It’s necessary to speak to your
supervisor'?

[B Complete the sentences by using the verb apply in its
correct form (apply, to apply or applying).

for that job?
for that job?
for that job.

for that job.

1 Why dont you
2 How about

3 You ought
4 You should

[ Grade these replies from 1 (agreement) to 4
(disagreement),

[] No, that’s not a good idea.

[J That might be worth trying.

(] I'm not sure about that because ...
[] That sounds like a good idea.

Should and must are examples of modal verbs. Other
modal verbs are: can, could, will, would, may, might and
shall. Modal verbs have special characteristics:
* They are ‘auxiliary verbs’. This means they are used
with another main verb.
You should learn to set goals.
Two modal verbs cannot be used together,
NOT :
They are followed by the infinitive without to.
NOT f-must-to-meet-him:
They only have one form, so there is no third person -s,
no -ing form and no -ed form.
* To make a question you put the modal verb in front of
the subject.
Shouldl...? Canl...?
* To make a negative you put not after the modal verb
(often shortened to -n't)
You shouldn't... You can't...
Modal verbs are used to express ideas such as advice,
ability, obligation, probability. The same modal verb can
have different meanings.
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2 Customer support

Yes / no questions

EN Complete the table with these auxiliary verbs: are, did,

did, do, does, had, had, has, have, is, was, were, would.

Present simple you work there?
__ shework there?
Present continuous you working there now?
he working there now?
Past simple you work there before?
. she work there before?
Past continuous ; you working there then?
he warking there then?
Present perfect you ever worked there?
she ever worked there?
Past perfect ; you already worked there?
| she already worked there?
Modals | you work here next year?

Now complete the rule using these words: subject, main
verb, auxiliary verb.

You form yes [ no questions using:
+ +

Il Read Frank’s answers in the telephone conversation,
then write Geeta’s guestions using the same tense.

Geeta: (1) this software from us?
Frank: Yes, | bought it from you.

Geeta: (2) - a guarantee?

Frank: Yes, I have a two-year guarantee.

Geeta: (3) restarting the computer?
Frank: Yes, I've tried doing that.

Geeta' (4) at your computer right now?
Frank: Yes, I'm sitting at my desk,
Geeta: (3) the software again, please?

Frank: No, I won't reinstall it again! I thought you were &
helpline, but you're not being very helptul.

EJ Underline the correct short answers,

1 Do you work in customer support?
Yes, I work, / Yes, I am. / Yes, | do.

2 Are you working in customer support now?
Yes, I work. / Yes, [ am. / Yes, I do.

3 Did you work in customer support before?
No, 1didn't work. / No, I didn't.

4 Have you ever worked in customer support?
No, 1 never worked, / No, I haven't.
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Wh- questions

3 You make guestions beginning with Wh- or Hozw to
ask for more information. Complete the text using fweo of
the following items in each gap.

How howfar How much
are do does will will

What  Why

Providing back office functions for global business is vital
for India’s economy. (1) India earn from this per
year? About $2 billion. (2) 50 many companies
outsourcing to India? The answer is simple; it's cheaper.
But (3) this process go? Surprisingly, not much
further, at least as far as India is concerned. The problems
are poor infrastructure, labour shortages and. in particular,
wage inflation. (4) we know there will be a
problem? Because the same thing happened before: to
Ireland in the 90s. So (5) companies do? They
will simply outsource their business processes to other
countries, such as the Philippines, Malaysia, Vietnam and
Eastern European nations.

B Compare how What and Which are used, Then
complete the sentences below using What or Which.

What + noun Which + noun
« things » people and organizations
* wide choice | * limited choice
1 type of car do you drive?
2 university do you go to?
3 day would be best for you: Saturday or Sunday?
B time shall we meet? I'm free all day.

Sometimes who, what or which is the subject of the
sentence. In this case, you don't use an auxiliary verb,

Who told you? NOT Whe-tid-teti-you?
What happened? NOT What-dic-happen?

Il Maich the questions to the answers.
1 Who called?
2 Who did you call?

3 Who got the job?
4 Which job did he get?

a) The one he wanted.
b) Pete got it.

¢) 1called Mary.

d) Alice called

EA VWrite the questions for the answers given,

1 at the station?
[ met Sue.

2 at the station?
Sue met me.

3 at the training day?
Thierry spoke. It was really interesting

4 about?

He spoke about how to set up a small business.
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Making requests

A Saying Help me with my bags! or even Help me with
my bags, please! can sound too direct. Instead, use:

Polite request forms

Can / Could you help me with my bags?

Will  Would you help me with my bags?

Do you think you could help me with my bags?

I wonder if you could help me with my bags.

I was wondering if you could help me with my bags.

1 Add the word possibly in the correct place in this
sentence:
L wonder if I could leave a few minutes early today?
2 Fill in the missing letters to make two more polite
request forms.
a) I'd be really g
b) I'd really a

1 if you could help me,
e it if you could help me.

EJ Read the contexts 1- 4 then match each one with an
appropriate request form a)-d).

1 asking for help from a friend who should be helping
vou, but isn't ||

2 asking a small favour of your brother / sister []

3 asking a small favour of a colleague who is doing
something else []

4 asking a big favour of a senior colleague who is doing
something else [

a) Can you give me a hand?

b) Come on, give me a hand here!

c¢) [was wondering if you could possibly give me a hand.

d) Do you think you could give me a hand?

K When you agree to a request, ‘OK' can sound too
relaxed and informal. There are other more customer-
friendly alternatives. Fill in the missing letters.

Can you give me a hand?

1 Yes, &

EE] Match the first part of the phrase with the last part to
make requests using mind,

a) closed the window?
b) closing the window?
¢) close the window?

1 Doyoumindifl ...
2 Would you mind if T ..
3 Would you mind ...

Requests with mind mean: 'ls it a problem for you?"
So answering 'no’ means: ‘no problem’,

Would you mind helping me with this software?
No, not at all. / No, of course not,

If you want to refuse any kind of request, you can say:
A /Tobeh_ _ _ _ _ it'sabitinconvenient

right now.

Giving instructions
KEl Match 1-5 to a definition a)-e),

1 You can do it. LJ

2 You might have to do it, [

3 You don't have to do it.

4 You mustn’t do it. |

5 You have to do it, O

a} It's necessary to do it.

b) It's OK - you're allowed to do it.

¢) It's not necessary to do it.

d) I'm telling you not to do it.

e) It's possible that some action is necessary.

KE] Choose the three phrases from the first group in 13 that
mean the same as:

1 Don’tdoit!
2 You need to do it.
3 Youneedn't doit.

= To say it is necessary to do something, use:
You have to do it. [ You'll have to do It.
You need to do it. [ You'll need to do jt.
(The forms with I are more informal.)

* To say it is not necessary to do something (i.e. there is
a choice), use:
You don‘t have to do it.
You needn‘t do it.

* To say it is necessary not to do something, use:
You mustn't do it!
Don’t do it/

EEl In the affirmative, you have to and you must are very
similar. But notice from the box above that, in the negative,
vou don't have to and you mustn’t are different,

Complete the text below using have to, don't have to or
nustn't.

You (1) work in customer support but, if you do,
then you will sometimes be faced with very angry callers.
Luckily, there are some techniques to help you, First, you
(2) interrupt while the other person is speaking,
They need to be able to express what they are feeling. Of
course, if they're angry, then the message may get confused,
so when they finish, you (3) ask short, simple
questions to establish the facts, Most companies insist

that during this first call you (4) accept any legal
responsibility for the problems, but that's OK - you (5)

. You can, however, still be sympathetic and try to
help. Above all, your attitude is important - you (6)
be calm and patient at all times,
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3 Products and packaging

Articles
EN Complete the sentences using the, an or no article.

1 lhave __ idea, Let's develop __ completely new
model with extra features - we could call it ‘Premia’. Of
course, it would sell at __ much higher price.

2 When we launch ___new ‘Premia’ model, we will have

to redesign _ packaging. We want to differentiate it

from __ standard model we sell now,

Anyone who works in ___ marketing will tell you -

___ packaging is very important - __ products don't

just sell themselves.

(2]

EA Complete the grammar rules using the, a/an or
no article.

1 You use when the listener doesn’t know which
person or thing you are talking about because;

* you are mentioning it for the first time or

* it is not specific.

You use when it Is clear which person or thing
you are talking about because:

* It's clear from the context or

* there is only one or

* you have already mentioned it.

3 You use when you are talking generally,

i

EX Fill in the gaps using the or a/an.

1 I've brought with me __ mockup of our latest GPS
device - ___ mockup shows how compact the new
product will be,

2 I'dlike to finish _ presentation by telling you ___
story,

3 Have you heard about __ MP-bunny? It's ___
electronic rabbit that dances and talks.

4 We've developed ___ great new product - ___ idea came
from our R&D department,

X Fill in the gaps using the where necessary,.

1 People say that ___ money makes ___ world go round.

2 __ money we spend on ___ market research is onlya
small part of our whole budget.

3 __ football these days is much more commercialized
than ___ football they played twenty vears ago,

4 ___ plastic is often used as a packaging material, and
—_ plastic we use is 100% biodegradable.
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Defining relative clauses
Bl Read how to join two short sentences.

Here is the package. We designed it |ast week.

= Here s the package which / that we designed.
last week

(NOT Here is the package which we designed #

last week.)

Here is the CV of the Portuguese candidate. She got

the job.

= Here s the CV of the Partuguese candidate who / that

got the job.

(NOT Here is the CV of the Portuguese candidate wha
she got the job.)

The underlined phrases are relative clauses,

The words in bold are relative pronouns. You use which
for things, who for people and that for both things and
people.

(In speech, that is more common for things, and who is
more common for people.)

Join the sentences below. Write both relative pronouns.

1 FedEx is an international company, It operates in the
transportation business.

2 Charlie Wang is a dynamic man. He runs the New
China Packaging Company,

Relative clauses without the relative
pronoun

KA Look at the two joined sentences (after the arrows) in
the box above.

In one of the sentences you can leave out the relative
pronoun. Write the whole sentence again, without any
relative pronoun.

Underline the correct words in bold to make a rule.
Think about your last answer and look again at the box
above to help you.

® You can leave out who, which or that in a defining
relative clause if they are followed immediately by
a verb / a pronoun / a noun,

* You must keep who, which or that if they are followed
immediately by a verb / a pronoun / a noun.

-
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Relative clauses with whose

B3 The relative pronoun whose shows possession, Read
the examples in the box.

FedEx is an international company. Its reputation is

very good.

=» FedEx is an international company whose reputation
is very good.

Charlie Wang is a dynamic man. His ideas about business
are very interesting.

=» Charlie Wang is a dynamic man whose ideas about
business are very interesting.

Combine these sentences using whose.

1 These are the views of the consultants. Their report was
used by the government.

[3%]

Look at this article about that German manufacturing

company. Their production was outsourced to Slovalia.

Prepositions in relative clauses

EX Tick (/) the two sentences that are in modern spoken
English.

1 Microsoft is a company about which I know quite a lot.
2 Microsoft is a company which I know quite a lot about.
3 The person to whom I spoke was called Sandra.

4 The person I spoke to was called Sandra,

Normally you put a preposition at the end of the
relative clause (although this may not be the end of the
sentence).

The word whom fellowing a preposition is rare in
modern English. It sounds very formal.

Non-defining relative clauses

k0] Read the examples of non-defining relative clauses in
the box,

FedEx, which is one of America’s largest companies, has
its head office in Memphis.

Charlie Wang, who is President of New China Packaging,
has some interesting ideas about cross-functional teams.

Underline the correct words in bold to make rules.

* A non-defining relative clause identifies exactly
which person or thing we mean / simply adds extra
information.

* In a non-defining relative clause you use / do not use
commas around the clause.

+ |In a non-defining relative clause you can / cannot |eave
out who or which.

* In a non-defining relative clause you can / cannot use
that.

Noun combinations

EEl Read the information about noun combinations in
the box.

A credit card is a card used for getting credit.

A company credit card Is a card used for getting credit

that has been provided by a company.

An insurance document is a document that shows you

have insurance.

A travel insurance document is a document that shows
you have insurance for travel.

So, the main noun comes at the end, and any others
describe it.

An adjective can come at the beginning. The examples
below are all two-part adjectives.

a long-lasting printer cartridge

a high-quality water treatment system

a six-month government training course

Make two-word noun combinations from the words in
each group.

1 rate features  inflation product
inflation rate, product features

2 force focus task group

3 forecast aid hearing sales

4 leader stock market control

5 price feedback customer  range

EF] Make three-word noun combinations by putting the
words in the correct order.

1 product team design

2 hero film action

3 development strategy staff

4 engineer computer  software

5 feedback programi customer -
6 construction bridge project

EEl Choose the best adjective to put at the beginning of
each noun combination in 12. Find a solution that uses
each adjective once only.

hard-werking

over-budget

long-term  nice-looking
self-employed web-based

a hard-working product design team

d
a
a
d
an

(o & B - PV 5
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4 Careers

Present simple and present continuous

BN Match the verb forms in beld in the sentences below
with their uses a)-d) below,

I I'speak English mainly in my English lessons, and
sometimes when I'm on holiday.

2 I'm bilingual - I speak French and German, like many
Swiss people.

53 Don't ask me now - can’t you see I'm speaking on the
phone?

4 T've had a terrible argument with another team member,
although we're still speaking.

a) Present continuous used for an action happening
around now, but not at this exact moment, ||
Present continuous used for an action happening right
now, [ ]
¢) Present simple used for a fact or permanent

situation. [}
d) Present simple used for a habit or routine, [

b

EX In these mini-dialogues the tenses are correct, but there
are four mistakes of form. Find and correct the mistakes.

1 A:You work on Saturdays?
B: No, luckily I not work on Saturdays.
2 C:You are going for an interview today?
D: No, | not going today - the interview is tomorrow.

EX Put one verb into the present simple and one into the
present continuous in each sentence.

1 Have you met Freda? She (come) from Berlin,
Oh, there she is, She _ (come) over here now.

2 Usuallywe ____ (have) just two hours of English
a week. But this month | (have] some private
lessons to help me get a better grade in the exam.

EN The time expression can give a clue about which verb
tense to use. Look at the time expression in bold then put
the verb into the correct form.

1 Right now | (do) two assignments, one for
Economics and one for Quantitative Analysis,

2 Every semester we (have) an exam on all the

material we've studied.

Once aday 1 (check) all my emails,

This week a friend from Ireland (stay) with me.

At the moment | (wait) to hear from an IT

company who | sent my CV to,

6 From time to time | (do) a bit of work in my
father’s company - usually during the summer.

(5 B N
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B2 Some verbs (called ‘state’ verbs) are not usually used in
a continuous form. Tick (v) the verb forms that are correct,
Change the incorrect forms in bold into the present simple.

The soup is tasting delicious!

The soup is boiling,

Sorry, I'm not following vou,

Sorry, I'm not understanding you.

What are you saying?

What are you meaning?

This book is belonging to me.

This book is selling for €15 on Amazon.

Please don't interrupt me - I'm doing a grammar
exercise.

This grammar excrcise is easy - I'm knowing all of the
aAnswers,

W oo~y B0l A e

—
o

Commaon state verbs

be believe belong cost depend know
like mean measure need see seem  taste
think understand want weigh

Present perfect

A Match the verb forms in bold in the sentences helow
with their uses a)-c).

I T've worked here for nearly a year.

2 I've worked in several different bars and restaurants
since leaving university,

5 I put my old camera for sale on eBay and I've sold it!
With the money I'll be able to buy a better one.

a) Present situation caused by a past event, [

b) People’s experiences up to now (when they happened is
not important). __|

¢) Something that started in the past and continues up to
the present, []

KA Complete the grammar explanations in the box with
these words: present simple, present continuous, present
perfect.

* The has several uses, but it shows that the
speaker is looking back from the present to the past.

* The has several uses, but it shows that a
present action or situation is temporary.

* The has several uses, but it shows that a
present action or situation is permanent.

Now look back at all the example sentences on this page
and compare with the explanations.




3 Underline the correct words in bold.

1 I've heen a student at this university for / since 1
was 19,

2 I've been a student at this university for / since
three years.

3 | had a great time for / during my university days,

4 1 had a great time for / during the first two vears at
university, but after that there was a lot of worlk.

5 1 was a student at that university since many years /
many years ago.

EX complete the rules in the box using these words: ago,
during, for, since.

. : used with periods of time; used with the past
simple and present perfect; answers the question 'how
long'?

N : used with periods of time; used with the past
simple; answers the question ‘when?

. : identifies the point an event began; used with
the present perfect.

. : used to say how far back in the past something
happened; used with the past simple.

K Complete the sentences with these words associated
with the present perfect: ever, never, already, just, yet.

1 Erica? She’s

you'll catch her.
2 Erica? She’s
ago.
Erica? She hasn't left
{loor, you'll catch her.
4 Have you been really late for an interview?
What happened?
We've received so many application forms for
one job, It's amazing!

left. If you go out to the car park,

left. In fact, she left several hours

i

%1 ]

Present perfect and present perfect
continuous

EEl Read sentences 1-8. A tick (/) means correct, and a
cross (X} means incorrect.

1 D've lived here since last summer. v/

2 T've been living here since last summer, v/

3 She’s been interviewing since 8am - she must be
tired. v

4 She’s interviewed since 8am - she must be tired. X

5 She’s interviewed James Matthews and has offered him

the job. v

6 She’s been interviewing James Matthews and has been
offering him the job. X

7 I've written two assignments this week. v

8§ I've been writing two assignments this week. X

Refer to the examples above to complete the grammar
rules in the box, Write present perfect, present perfect

continuous, present perfect or present perfect continuous.

. Ifyou go up to the second

Grammar and practice .

* When you talk about people's experiences up to now,

you use the or
» When you focus on the action itself, not the result, you
use the

» When you focus on the result, not the action, you use
the y
* When you say 'how many’ you use the

EF1 Put each verb into the correct form: present perfect
simple or present perfect continuous. Some sentences may
use the same form twice.

1 4 _ (send off) job applications all summer but I
still ______(not/ have) any luck.
2 1 (send off) about 20 job applications this

summer — perhaps 1
kind of job.,
3 Joanna looks really disappointed - she
(just / receive) her exam results and I'm sure she
(tail).

(apply) for the wrong

Choosing forms: more practice

EE] Put each verb into the correct form: present simple,
present petfect or past simple.

1 Sales (go up) by 5% last year.

2 Sales (go up) by 5% so far this year.

3 Sales (go up) by 5% every time we have an
advertising campaign,

4 1 (work) for Johnson & Johnson for two

years. [t's a good company, but now I think it's time for
a change.

5 After university I (work) for Johnson &
Johnson for two years. Then I was invited to join
Novartis,

6 1 (work) for Johnson & Johnson. There's a
great atmosphere in my department,

EY Complete the text by using each of these forms once:

present simple, present continuous, present perfect, present

perfect continuous, past simple.

‘I really (1) (want) that job I (2)

(apply) for a few weeks ago. 1 (3) (wait) for ages
- I wonder if they (4) (decide) anything? I

(5) (sleep) so badly at the moment.’
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5 Making deals

Types of conditionals
KN Read sentences a)-c) below,

a) If I use Amazon, I buy more books than I really want,
and then I don't have the time to read them afterwards!

b) I1f1use Amazon to find that book about marketing, it'll
arrive within a week, and I won't need to go round all
the bookshops looking for it

¢) IfI used Amazon to find that book about marketing,
it'd be cheaper, but of course I wouldn't be able 1o look
at it first.

Now answer these questions by writing @), &) or ¢).

1 Which sentence shows there is a high probability of one
event happening? []

2 Which sentence shows I'm just imagining one event that
is unlikely to happen? []

3 Which sentence is not about one specific event? [

4 In which sentence could If ... be replaced with
Whenever ... or Every time ...? [

B3 Refer to sentences a)—c) in 1. Complete these
statements by underlining the correct words in bold.

1 Sentence a) is called the zero / first / second
conditional and the time reference is past / present /
future / general.

2 Sentence b) is called the zero / first / second
conditional and the time reference is past / present /
future / general.

5 Sentence c) is called the zero / first / second
conditional and the time reference is past / present /
future 7 general,

First conditional

EH Correct the mistakes in these sentences. Think carefully
about the word will.

1 If we will continue talking, I'm sure we find a
compromise.
2 If I will agree to that price, can you sign today?

EX Match an if clause 1-3 with a main clause a)-c).

1 If you bring down the price, []
2 If they're asking for a discount, [ ]
3 If we've discussed all the details, [

a) can we finish the meeting?
b) we'll place an order,
c) tell them it’s impossible.

Bl Underline the correct words in bold to make a rule.
Refer to exercises 1-4 above to help you,

The first conditional refers to a likely / unlikely event
in the future. In the if clause you use the present simple
/ any present tense (simple, continuous or perfect) and
in the main clause you use will or other modals or the
Imperative.
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@ Read the whole sentence then underline the phrase in
bold that is best in the context,

1 IfI get lost, I'll / I might call you on my mobile — there's
nothing else 1 can do.

2 If you sign the contract today, we'll be able 1o / we
might be able to deliver by the end of the month, but
can'’t promise anything because our factory is very busy
at the moment.

5 If you give us a 5% discount, I'll be able to / I should
be able to place an order, but I just need to check with
my boss first.

Modals in conditionals have their normal meanings. So:
= will means 'the result is certain’.

* should means ‘the result is probable’.

* might [ could mean ‘the resuit is possible’,

Compare these sentences with the similar ones in
3and4,

I'm sure we'll find a compromise if we continue talking.
We'll place an order if you bring down the price,

Now complete the rule;

When the if clause comes at the end, you leave out the
in writing.

if and when

X 1n the sentences below you can use either if or when.
Compare the two alternatives. If the meaning is the same,
write 8. If the meaning is different, write D

1 If/ When I use Amazon, I buy more books than I really
want. [

2 If / When I use Amazon to find that book about
Marketing, it'll arrive within a week, [

Now underline the correct answers in bold.

a) Insentence 1, the word if suggests certainty /
uncertainty about using Amazon.

b) Insentence 2, the word when suggests certainty /
uncertainty about using Amazon.

* In zero conditional sentences, if and when have the
same meaning.

* In first conditional sentences, if and when do not have
the same meaning. /f shows uncertainty and when
shows certainty.

-
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if and unless
EX Underline the correct word in bold,

1 If / Unless business improves, I'll lose my job

2 1/ Unless business improves, we’ll all get a pay rise.

3 If/ Unless you put down a 10% deposit, we can accept
your order,

4 If / Unless you put down a 10% deposit, we can't
accept your order.

unless = if not
Unless business improves, I'll lose my job.
= If business doesn’t improve, I'll lose my job,

K Rewrite these sentences using unless.

1 If we don't leave now, we'll miss the start of the film.,

we’'ll miss the start of the film.

2 Ifhe doesn't agree to our terms, we should walk away
from the negotiation.

, we should walk away from the

negotiation.

Second conditional

EEl Read sentences 1-4 then match the forms in bold to
their best explanations a)-d) below.

1 If we increase our order, will you give us a discount?

2 If we increased our order, would you give us a
discount?

3 If we increased our order it would be very risky. We
might never resell all the items to our customers.

4 If we increased our order it would be too risky, We
would never resell all the items to our customers.

a) First conditional: there is a high probability of the event
happening. (]

b) Second conditional: there is no probability at all of the
event happening - it is purely imaginary. [

¢) Second conditional: there is a low probability of the
event happening, but it is not out of the question. [

d) Second conditional: there is no reference to probability,
instead the speaker is using the past form to be indirect /
tentative / diplomatic. It is easier for the other person to
say ‘no’ without losing face, []

Correct the mistakes in these sentences. They should
both be second conditionals.

1 [ I would be the boss of this company, I will improve
communications by having regular meetings.

2 If we would paid a 50% deposit now, you reduce the
price to €25,000?

The second conditional refers to an unlikely, impossible
or imaginary event in the future. In the if clause you use
the past simple and in the main clause you use would /
might f could.

The second conditional can also be used to make the
speaker sound indirect / tentative.

providing (that) | as long as, etc.

EE] Read the example sentence then underline the correct |
words in bold in the box to make a rule.

1 might consider working abroad, providing (that) /
provided (that) / as long as / so long as the money was
good.

The expressions providing, provided, as long as and

so fong as all mean if and only if. They emphasize the
condition. They have a first / second conditional form, so
they are followed by a verb in the present / past simple.

Verbs patterns with recommend |/ suggest /
advise

Kl Read the verb patterns in the box.

recommend / suggest something

recommend / suggest something to someone
recommend / suggest (not) doing something
recommend / suggest (that) someone do something
advise (not) doing something

advise someone (not) to do something

advise (not) doing something

NOT | recommend yeu this.

NOT | recommend yeu deing this.
NOT | recommend it that you do this.
NOT | advise yeu doing this.

NOT | advise that you to do this.

Now correct these sentences by deleting one word from
each.

I suggest we to buy the cheaper model.

I recommend it that we have a short break. |
1 advise that you to look again at the figures.

What do you suggest me?

1 recommend you not parking here,

o b
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6 Company and community

The passive

[ 1] Compare sentences a) and b) then answer the
questions below.

a) Our subcontractors employed a lot of illegal immigrants
last year.

h) Alot of illegal immigrants were employed by our
subcontractors last year.

1 Which sentence are you more likely to hear in a spoken
conversation? [_]

2 Which sentence are you more likely to read in a written
report? [

3 Which sentence uses a passive verb? [

4 Rewrite sentence b) so that the person or thing that did
the action (the agent) is not mentioned,

EJ Read the sentences a)-d) then answer the questions
below.

a) A lot of production has been moved overseas to
countries where labour is cheap,

b) New laws have been introduced to protect health and
safety at work.

¢) The company admitted that mistakes had been made.

d) 1t was agreed that compensation would be paid to the
employees who lost their jobs.

1 Which sentence uses the passive because the agent is
obvious (it is clearly ‘the government’)? [

2 Which sentence uses the passive because the agent is
unknown? []

3 Which sentence uses the passive because we are not
interested in the agent (it is a group of people, but
exactly who is irrelevant)? [

4  Which sentence uses the passive because the writer
does not want us to identify the agent? [

El Compare two ways to end this sentence.

Many tourists enjoy taking a cruise along the Danube,
but over recent years ...

1 ... the river has been polluted by raw sewage,
agricultural chemicals and industrial waste
2 ... raw sewage, agricultural chemicals and industrial

waste have polluted the river,

Which ending makes a better link to the topic of the first
part of the sentence (‘the Danube’)? []

* The passive is used when the agent (the person who
does the action) is obvious, unknown or uninteresting,

* The passive Is also used to bring a topic to the front
of a phrase so that it links to the same topic just
mentioned.

* The passive is more common in writing, and gives a
formal, impersonal style,
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3 Complete the table. Do not mention the agent.

Active form Passive form
1 We make car parts here, Caripaitssl B
They're polluting the river. | The river

We obeyed the law. THE TaW il g

2
3
4 'i‘hey‘-ve. oﬂeredmethe;;b-.— I
'S They were selling fake goods. | Fake goods

-]

We can change this policy. ' Thispolley -l

7 They might fine us. We
This

8 | will decide this |ater.

EX Rewrite the sentences using a passive form. Decide
whether or not to mention the agent.

1 We have put the environment at the centre of our
future planning,
The environment .

2 Johnson & Johnson introduced the idea of corporate
social responsibility.

The idea of corporate social responsibility

3 Someone services the elevator every weck.
The elevator
4 That guy with the crazy look in his eyes serviced the
elevator last week,
The elevator e
5 The company is hiring 100 new employees this month.
A hundred new employees
6 A problem delayed my flight.
My flight
7 A major security alert involving 80 Chechnian terrorists
delayved my flight.
My flight
8  We must protect the environment.
The enviranment

I Rewrite the phrase in bold so that there is a better link
to the first part of the sentence.

A terrible gas leak occurred in Bhopal in 1984 - it seems
that an act of sabotage caused the disaster.
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Reported speech Reporting verbs: say / tell | ask

Match reported speech 1-7 with the quotations a)-h). K0 Underline the correct form in bold. ‘
One reported version is used twice.

1 She said / told that she would do that.
Telling a friend about the conversation later: 2 She said me / told me that she would do that.
She said (that) ... 3 She said to me / told to me that she would do that,
1 ...she did that. [] 4 She asked me that / ?vhat 1 would do.
2 ...she would do that. [] 5 She asked me that / if I would do that. _
3 ... she had done that. [ ] 6 She asked me what I was doing / was I doing.
4 ...she was doing that. [] 7 She asked me when I would arrive / would I arrive.
5 ... she might do that. []
6 ...she could do that. [] You say something,
7 ... she must do that. [ You tell somebody.

You say something to somebody.

The actual words she spoke: To report a question you use ask + a question word

a) ‘I'm doing that.’ (what, when, etc.) or if.

b) ‘T'll do that.’ The word order of a reported question is like a narmal ‘
c¢) ‘T've done that.’ statement, not like a question.

d) ‘1did that.’ ‘
e) ‘Ido that’ i

f)) f cait do thiat Other reporting verbs '
g) ‘I may do that. There are many other verbs to report what people say,.

h) ‘I must do that.’ Study the table. ‘

EX Put a tick (v) if the sentence is possible, and a cross
(%) if it is impossible. Think about if you are reporting
something which is still true.

* Verbs like say, followed by ‘something':
admit, announce, claim, explain, imply, reply, state.
NOT She explained s the situation.

1 He said he would be here this afternoon. I need to * Verbs like tell, followed by ‘somebody’:
speak to him. [] assure, inform, persuade, reassure, remind,
2 He said he will be here this afternoon. I need to speak NOT She informed-that the situation was under control.
to him. [] (Correct: informed me that)
3 He said he would be here this afternoon. But his * A few verbs can be followed by ‘something’ or
secrelary has just called to say that he can't make it, [] ‘somebody’: guarantee, promise.
4 He said he will be here this afternoon. But his secretary She guaranteed (us) that the goods would be here. -
has just called to say that he can’t make it. [ ] ‘
El Read the actual words spoken then underline the KE] Report the phrases in bold using the verbs in brackets.
correct words in bold in the reported version. Include the word me where possible. |
Actual words spolken on Monday: 1 ‘It’s a really good deal - you won't find this price
‘We'll give you our answer tomorrow.’ anywhere on the market.’
Reporting to a colleague on Tuesday: (persuade) .
She said that we’d / they'd give you / me our / their He persuaded me that it was a really good deal.
answer tomorrow / today. 2 ‘We're stopping all production until we discover the
cause of the pollution in the river.’
When you report what someone said earlier, the original (announce)
verb tense moves back in time: .Srglc == = = ]
* present simple = past simple, etc. (see 7 above) 3 on't worry, we have fitted ne\:lplr ters to make sure
o il > would that the system is clean and safe,
Both the past simple and present perfect change to the ::Zassum)
ast perfect. There is no change for must, should, might, -
?oukf would. . . 4 ‘Do you want to know what we can do about this
You don't have to change the verb tense if the statement situation? We can do absolutely nothing.
is still true. (TEP'W
Sometimes a pronoun or time expression changes as well, She
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7 Mergers and acquisitions

will

BN Match the forms of ill in sentences 1-5 with their
best explanations a)-e) below.

a) The merger will take place next January,

b) Ithink the merger will probably take place sometime
early next year.

¢) I'll open the window - it's a bit hot in here.

d) I'll carry your suitcase to the car.

e) I'll call you next week. Bye!

1 a prediction about the future based on an opinion or
belief []

2 a future fact [

3 apromise about the future [

4 an instant decision - sometimes referring to something

immediate, not in the future []

an offer of help - sometimes referring to something

immediate, not in the future []

w

will has two main uses:

1 predictions and facts about the future.

2 decisions, promises and offers of help that we make at
the moment of speaking.
The second use is informal, and in this use will is usually
contracted to “Il.
Decisions, promises and offers of help are often
combined:
OK, I'll email the infarmation to you this afternoon.
(instant decision + promise)
I'll speak to my boss and see if we can do that.
(instant decision + offer of help)

X Read the extract from a presentation then add the word
will in three places and won’t in two places.

‘Good morning, ladies and gentlemen. I've called this
press conference because of the rumours circulating in
the media about our M&A strategy. Over the next few
years our bank become a major player in Central Europe,
and naturally we look at strong local banks as possible
targets for acquisition. But we make any decisions until we
have studied the market carefully. There has been much
comment about possible job cuts, but | want to reassure
you that the staff of a bank are amongst its most valuable
assets. When we do make a move, there be significant job
losses at the bank we acquire, In any case, we deal with
this issue at the time, and I have no further comment to
add now.’

EX Read these two sentences,

1 There will be significant job losses.
2 There won't be significant job losses.

Now add the word probably in the correct place to both
sentences (but not at the beginning).

e Buginess

B3 Match comments 1-5 with responses a)-¢) below.
1 Bye! [J

2 Are you ready to order now? []

3 Can you send me a copy of your new brochure? []
4 1only have an hour to get to the airport. [

5 Are you going for a drink with your colleagues? [

a) Of course, I'll put one in the mail this afternoon.
b) Bye! I'll see you tomorrow,

c) Don't worry, I'll call a taxi.

d) Yes, but I don't think I’ll be back late.

e) Yes, I'll have the roast lamb.

E Look at the use of "Il in responses a)-¢) in 4. Which
one is the best example of:

a prediction?

a future fact?

an instant decision?
a promise?

an offer of help?

(5 S g B N

be going to
KA Read the information about be going to in the box.

Be going to has two main uses:

1 predictions, especially where there is strong evidence in
the present situation.
Look out! It's going to fall.

2 plans and decisions we have already made.
We're going to cut forty jobs next month,

Now decide how be going to is used in each sentence,
Write prediction or plan.

1 Itsays in this article that there are going to be job
cuts in our banking sector because of all the foreign
acquisitions.

2 I'm going to see my bank manager about the loan next
week,

3 You want delivery by the end of the month? That's
going to be difficult.

4 We're going to launch the new model at the Frankfurt
Motor Show.

Read the evidence in the first sentence. Then use the
words in brackets to make a prediction with be going to.

1 American banks want to expand in Slovakia,
(Citibank / make a bid for Tatra Banka.)

2 There's too much to do before the deadline.
(We / not have enough time.)




Present continuous

B Read the information about the present continuous in
the box.

The present continuous has a present time reference (see
Grammar and practice 4) page 124.

It also has a future time reference: to talk about fixed
arrangements,

The fixed arrangements are often social arrangements
and appointments.

There is usually a time phrase.

I'm seeing my bank manager at 11:30 next Tuesday.

Now complete the text by putting the verbs into the correct
form of the present continuous.

'l (fly) to Paris on Thursday morning. Louis
and Isabelle (come) from Lyons to join us.
We (give) a presentation about the merger to

institutional investors on Friday morning, at the offices of
BNP Paribas.'

will or going to?
EJ Read the information in the box.

Often either will or going to are possible, and you could

use both in the same situation. However there are some

small differences that can influence your choice.

Predictions:

« will is mare likely if the prediction is based on the
speaker's thoughts and opinions.

* going to is more likely if the prediction is based on
evidence in the present situation.

Dacisions:

« will is more likely if the decision is spontaneous, made
at the moment of speaking.

*» going to is more likely if the decision has been made
previously, and so now it is a plan.

Now underline the form in bold that is more likely (but
remember that both are possible).

1 Have you heard the news? Citibank will make / are
going to make a bid for Tatra Banka.

2 The UK will probably start / is probably going to start
using the euro eventually.

3 If you're busy, I'll come back / I'm going to come back
later.

4 I was talking with my friends yesterday - we’ll go /
we're going to go skiing in the Alps.

going to or present continuous?
Read the information in the box.

Going to and the present continuous are both used for
plans and arrangements. Nearly always both are possible
in the same situation.

Going to is slightly more likely if it's just a plan.

The present continuous is slightly more likely if the

Grammar and practice .

arrangement Is fixed, with a time and a place.
I'm going to see my bank manager next week.
I'm seeing my bank manager at 11:30 next Tuesday.

Expressing likelihood

KL Use these expressions to complete the sentences
below. Match the expression to the degree of probability in
brackets,

it's almost certain to  it’s likely to
it might just it will definitely
there‘s no way it will  there’s not much chance it will

it might

1 (100%) be a success.
2 (90%) be a success.
3 (70%) be a success.
4 (50%) be a success.
5 (20%) be a success.
6 (10%) be a success.
7 (0%) be a success,

EEl Rewrite cach sentence with one of these words so that
the probahility changes as shown in brackets.

almost  definitely definitely
good highly just

fully

1 There's a chance the merger will go ahead. (50%=270%)

There’s a good chance the merger will go ahead.
2 The merger will go ahead. (100%-»100% with
emphasis)

3 The merger won't go ahead. (0% =0% with emphasis)

4 The merger might go ahead. (50%>20%)

5 The merger is certain to go ahead. (100%->90%,)

6 It's likely the merger will go ahead. (m_%-aqo%)

7 We expect the merger to go ahead. (70%=290%)

Write T (true) or F (false) after each statement.

1 The three alternatives in bold below all have
approximately the same meaning. El
The merger may / might / could go ahead,
2 The three alternatives in italics below all have
approximately the same meaning. []
The merger may not / might not / could not go ahead.
3 The two alternatives in italics below have approximately
the same meaning. []
The merger should / is likely to go ahead.
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8 International trade

Prepositions of time
El Complete the sentences with these prepositions.

after at by during for
from on until  within =

1 My flight gets in 20:15, a few hours
yours,

2 I'll be away Monday, 11 June, and 1 won't be
back Wednesday, 20 June.

3 My holidays begin Monday, 11 June.

4 The meeting should have finished 4.30pm at the
latest.

5 T'll be away about ten days the month of

June.
6 When I get back there are a few things 1 need to sort
out, but you'll hear from me a few days.

EJ Cross out the one incorrect word in bold in each
sentence,

1 I'm away from Monday by / to / until Wednesday.

2 What did you do at / during / in / over the holidays?

3 How long was his presentation? Oh, it lasted during /
for about an hour,

4 During / While my time at university I learned a lot
about economic theory.

5 During / While | was at university I learned a lot about
economic theory.

6 Last year / In the last year sales were slightly better
than this year.

7 Last year / In the last year sales have been improving;
by the end of the year we predict growth of around 2%.

EX Cross out the one word or expression that is not used
with the preposition at the beginning.

1 in  April / 2006 / the 90s / lunch / the morning /
the summer / the third quarter / the 21st century
2 on Friday / Friday morning / 2 April / Christmas Day
/ the summer / my birthday
3 at half past ten / the weekend / lunch / Christmas /

the end of the week / the morning / night

I} Write at the beginning of each time expression either
in, on, at or @ if no preposition is used.

1 ___ this morning

2 vesterday afternoon

3 _ lastnight

4 the day before yesterday
5 a few days ago

6 last week

El Complete each sentence with by or until.

1 [ need your report

2 I'll be away
Friday afternoon.

5 [ waited ten and then left.

4 ten | had dealt with all my emails.

Friday.
Friday lunchtime, but I'm free all
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Now complete the explanation in the box by writing by or
until,

means ‘up to’.
means ‘on’ or 'before’,

I3 Complete each sentence with in time or on time.

1 [Igotto the airport ~ but another few minutes
and | would have missed my flight.
2 Igotto the airport , and had a chance to look at

the stores.

3 If you order today, you'll get the goods for
Christmas.

4 You can trust us to deliver your goods every
time,

Now complete the explanation in the box by writing in
time or on time,

means ‘with enough time’ (usually: to do
something else).
means ‘at the right time'.

Complete the explanation in the box by writing these
phrases: at the end, by the end, in the end, towards the
end, at last.

s means ‘eventually’ or *finally’.
The negotiation was going nowhere, and
Just walked away.

B refers to the last part of something.

_______ of the negotiation their line manager will have
to sign the contract.

. means 'at’ or ‘before the end’.

_______ of the negotiation we had explored every
possible option.

. means 'near the end’.

_______of the negotiation our legal team will have to
start preparing the contract.

. shows pleasure because something happens
that you have been waiting for.

______ the negotiations are finished! Let’s all go out
for a meal to celebrate.

XN Look at the alternatives in bold and write S (same
meaning) or D (different meaning),

1 We appointed a sales agent in October, and the
following month / the month after that we started to
get our first orders. [

2 We appointed a sales agent in October, and soon after /
shortly after we started to get our first orders. [
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Verb + preposition Noun # preposition |

IEl Match the verbs on the left in each group of five with a EB complete the sentences using these prepositions.
construction on the right. . _ ‘

1 apologize a) to something for for for for in on on to to with
2 succeed b} somebody to do something
3 rely ¢) in doing something I A company’s image can be seriously damaged by
4 conform d) onsomebody to do something involvement ___ illegal trading practices. |
5 convince e) far (not) doing something 2 Bills of exchange are no substitute ___ careful credit |
i : hecks.
6 hear f) to doing something RRE: §o0s
9 insist g) about something from somebody 3 Er::gltt insurance can eliminate the need ___ letters of
8 look forward h) to somebody about something 4 Crédil: B Wis st
9 complain i) forsomething Scalinting rii;sk —Mep
19, ot I endomgsomathing 5 Its important to be transparent in dealings ___ forcign
L] Use a verb + preposition from 9 to com plete these governments. ) i
sentences. 6 Late payment Eag have a damaging effect __a
i . : company’s cash-flow.
1 My soup was CD]id‘ sol prrg— ?(}}ehwalter.lé-!c 7 Negotiators should show respect __ other cultures.
e e pUoT bcg‘lce.lan g 8 Some countries levy a special tax ___ imports,
hnr!g h;fme h?t 5“”‘;""."1“ 1ately. 9 The seller’s bank may have access __ information
2 While 'm away on usRens ] e my about the buyer's credit-worthiness.
secretary to do everything. If anything important 10 The seller’s bank takes responsibility ___ obtaining
happens, she calls me or sends an email so that | payment
it straight away. '
3 The salaries in our company should EEl Find a word in 12 that means:
those in other similar companies, I've been saying that ] 4 . ;. .
for ages, and I've now convincing senior 1 the act of taking part in an activity or event;

management. We all get a 10% pay rise next month! 2 something that is used instead of something else:

4 TI'll ask the waiter to bring the bill, and 1 3
Eﬁﬁl?g' Touean pay :}hggirllwts]lgi: msi:;l: Sl 4 the business relationship that you have with another
& ¥ “ person or organization (plural):

EE Use a verb from A and a preposition from B to 5 harmharmful _____ ) }
complete the sentences. Sometimes it is necessary toadda 6  to officially request payment, especially of a tax |
third person -s to the verb,

measurements of how good something is:

7 an amount of money that you have to pay to the

A b i government |
agree  apply mply consist depend 8 the degree to which an organization s likely to pay
inmfe invest ?;mf i back maoney that they borrow

Lagainst for from in of 'on with wnh ‘

As well as owning stocks and bonds, a good way to

diversify your portfolio is to property. ‘
The shipping cost _____ two figures: the

transport itself, and the insurance.

Health and safety is a big issue these days, and the ‘
company has to all the regulations in this

area.

It all what you mean by ‘profit’. Are you

ldlklrlg about gross profit, or net profit? ‘
If there was a fire in the factory, or a serious accident,

it would be a disaster~wemust _____ these

kinds of risks.

Ruth persuaded meto _____ the sales job,

but I'm not sure that I want my career to go in that

direction.

Don't worry, I'm quite OK. [ _an allergy

to dairy products, but it's nothing serious.

I you up to a point, but I think there are

some important issues that you haven't considered,
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1 Corporate culture

1.1 About business Work culture and
placements

S 1:01

I got my first placement in a PR firm in Paris,
which [ was pleased about, 'cos I'm really
interested in communication and image
management. We'd been well prepared, and our
teachers had warned us about dress code, being
on lime, respecting nur commitments ... you
know, all the usual things, But | had a problem 1
really wasn't expecting.

The first day, | arrived at 830 and | was a bit
surprised because | had to wait an hour and a
half for my supervisor to turn up. In fact, most
people seemed to gol in atabout 11 o'clock
- and by the time they'd had their coffee and
read their mail, and so on, they didn't really start
work much before twelve, But everybody wus
very relaxed and very friendly. My supervisor
gave me a project to work on and told me to be
autonomous and take the initiative, you know,
which I enjoy. So, I thought, great, I can really
do & good job bere and, you know, make & really
good impression,

Anyway, for the first two weeks I worked
from rine in the morning to about seven in
the evening, I didn't really talk to other people
very much, because when they arrived [ was
already working, and when I stopped for lunch,
they were all busy. My boyfriend wasn't very
happy about me getting home late, but, like
1 said, [ wanted to impress the company, and
I've never been afraid of hard work. But then,
after the first couple of weeks, people seemed 1o
be less friendly than when 1 started. | couldn’t
understand why they were giving me these
funny looks, especially when I went home in the
evening.

Anyway, in the end, [ went and asked my
supervisor what I'd done wrong, And it turned
uut that it wasn't the done thing 1o go home until
eleven or midnight - and, because 1 left at about
seven, [ was breaking the unwritten rules, They
all thought 1 was just some lazy stuclent skiving
ofl work! [ mean, I knew I was the first to leave,
but 1'd been there since 9am, and 1 was working
really hard, you know?! But as far as they were
concerned, you couldn't do any wark befare
twelve, so being in the office from nine in the
marning didn't eount!

& 1:02

I'm o department manager in the civil service. My
office is just & few minutes' walk from the Houses
of Parliament. Contrary to what you might
think, we're actually very informal and friendly
in the department - we re all quite young and
everyone's on first name terms, We all have lunch
together in the canteen and we'll often go 10 the
pub for a drink together after work, We have one
o two Interns per year and we try to make them
feel at home and part of the team, and usually
it’s fine

But, a year or two ago, | had a problem with
a student 1 was supervising. At first, everything
was fine, She was very bright and friendly, and
immediately got on well with everybody, Far
example, the whole department was invited to
her birthday pamy. But then, one day we had a bit
of a ¢risis in the office. We'd got behind schedule
om one particular project, which Monica, the
intern, was working on, and my manager wanted
a report for a meeting at 10am, Of course,
Monica was the only person who knew where
the file was - only that day she didn't arrive
at the office until 10,15, In fact, she'd been to
the dentist's, but she hadn't told me that she'd
be late. Well, as you can imagine, | was pretty
strissed out and | made it very clear that this
was unaceeptable. | suppose [ sounded angrier
than I really was. And Monica just burst into
tears, so | had to tell her that, you know, that was
unprolessional two,

Anyway, after that, things were never the
same, She bacame very quiet and reserved and
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stopped socializing with the rest of the team,
She wouldn't say anything in meetings and she
didn't even eat in the canteen with us any more,
Obviously, her work suffered and | don't think
she enjoyved the placement. 1 tried to explain
that | was her boss and that it was my job to tel]
her when there was a problem, but that it wasn't
persanal and it didn’t mean we couldn't be
friendly. But she didn't seem able w accept that,
For her, o boss was a boss, and a friend was a
friend, and you couldn't be @ boss and a friend,

1.2 Vocabulary Work organization
and responsibility

a 1:03

A: All right, Samantha, welcome to San
Antonio. Now, I just want to give you an
overview of the company and who does what,
50 you know who to ask when you need
information, OK?

B: OK. Mr Newman.

A: And please call me Bertram, Samentha
- we're very informal here in Texas,

B: All right, Mr New. er, Bertram, And, er,
everyone calls me San,

A Right, Sam, Now, as you know, my role is
to manage Marketing and Sales; you'll be
waorking with Jake, our Art Director, and
Saidah, who's our PR Officer, but you're going
1o report directly to me, I'll introduce you to
Saidah and Jake in a few minutes,

B: All tight.

. As [ told you, we're @ small company, so the
organization is simple for the moment, but
we're growing fast, so that's going to change
as we hire new stafi. For example, right now
we don't have an HR department as such
- Menica Overstreet, our Office Manager,
takes care of personnel, so she's the person to
see I you have any administrative guestions.

¢ Yes, [ met Ms Overstreet last time [ was here,

At That’s right, She also looks after finance, and
she has two accountants working under her.
Now then, as you probably know, Warndar
Technologies was founded by Merilyn
Warner, our CEQ, and David Darren, who's
now COO.

B: COO?

! Yuh. Chief Operating Officer. Basically, David
runs the business on a day-to-day basis,
Mcri:iyn deals with strategy, and she's on the
board of our parent company, so she's often
away in Houston,

Uh-huh - and Warndar |s a subsidiary of the
Irysis group, right?

At That's right. They took us over a couple of
years ago, Anyway, as well as Menica and
myself, there are three other depertment
heads who all report to David. The woman
we met just now in the corridor is Roxane
Pawle, Roxane is in charge of 1T and
Technical Support. She's new — she joined
six months ago when our old I'T Manager
resigned, He was appointed Head of IT
ot one of the big consultancy firms up in
Washington. Nice job, but too much stress.
They fired him after three months, He's
working es a bar tender now!

B: Wow!

A Yeah Glad you chose marketing, eh? It's
dug eat dog in IT. Anyway, Roxane hes a
web developer and two support engineers
reporting to her. OK? Now, the biggest
department here is R&D, We have seven
research scientists in the lab, plus Doug
Pearson who coordinates our development
programmes. He liaises with me in Marketing
and with our Program Manager, Herb
Monroe, Herb manages the Engineering
Department. and he's responsible for building
our product package - CD-ROMs, user
manuals, und 50 on, Herb has a team of three;
two software engineers and a technical writer,

=
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A: All right, [ think that's everyone, Unless you
have any questions, we'll go and meet Saideh
and Jake. Oh, and 1 think David wants to see

you in his office ... don't look so worried ..,
he’s not going to fire you on your first day!

1.3 Grammar Past tenses and advice
structures

o 1:04

Do vou know the one about the CFO and the
crocodiles? Well, there was this CEO, who was
giving a party for his executive team. Over the
years, the boss had done very well for himself, so
he was proudly showing the executives around
his luxurious country house, Anyway, at the back
of the house, he had built the largest swimming
pool any of them had ever seen, Absolutely huge,
you know? But the poal was full of very hungry
crocodiles, So, the CEO said to his executives,
‘The most important quality for an executive is
courage. Without it, you will never become a
CEO like me. So, this is my challenge to each
of you: if anyone can dive into the pool, swim
through those crocodiles and reach the other
side, 1 will give them anything they want. My job,
my money, my house, anything!’
Well, of course, everyone laughed at the
challenge and nobody took it very seriously.
Anyway, they had just started 10 follow the CEO
towards the barbecue when suddenly there was
a loud splash. Everyone turned around and
ran back to the pool where the Chief Financial
Officer was swimming for his life, The crocodiles
had almost caught him when he reached the edge
of the pool. He'd just managed ta climb out of
the pool when he heard the mouth of the biggest
crocodile elose shut — snap — behind him,
Well, the CEO shook the CFO's hand and said,
‘T'm really impressed. Until you dived into that
pool, I never imagined you had such coura.?c.
You accepted my challenge and now anything
1 own is yours. Tell me what [ can do for you'
The CFO was still recovering from the swim, He
looked up at the CEQ and said, ‘You can start by
telling me whao the hell pushed me into the poal!’

1.4 Speaking Meetings - one to one

a 1:05

Version 1
A: Morning, Tifany. Good weekend?
B: Oh, yes, it was cool, And you?
A: No, not really, Listen, Tifany, come into my
office, I need to talk 1o you.
B: Oh no, what now?
A: Look, I hear you had & problemn with
Maureen on Friday,
B: Oh that, Yeah. That idiot refused to help me!
Whao does she think she is?!
You mustn't talk about your colleagues like
that, Maureen is a very experienced assistant
and a valuable member of the team.
: Maybe, but she still refused to help me,
A: Yes, but she had a good reason to refuse,
Maureen was very busy on Friday and you
didn't ask for help: you demanded her
immediate attention. As a future manager, you
should show respect to all the staff,
¢ But [ was just trying to finish the job.
: Well, you won't get results from people like
Maureen if you're rude,
: Look, I was tired. [ had a difficult week, OK?
: Tifany, everyone gets tired, and I'm getting
tired of your attitude. You apologize, or
there'll be trouble, Do you understand?
H: Me? Apologize to some stupid little
secretary? No way!

< 1:06

Version 2

A: Morning, Tifany. Good weekend?

B: Oh yes, it was cool and you?

A: Yeah | had a good weekend 100 - apart from
having to finish off this report. How about
you? What did you do?

B Iwent to the swimming pool yesterday.
Gaorgeous weather

A: Sounds good. Er, Tifany, have you got a
minute?

B: Sure.

A
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[ hear you had a problem.

Perhaps you should be more careful,
You ought to do the same.

I appreciate that you work hard,

1 didn't mean to be rude.

It can happen to anyone.

1.5 Writing A placement report

helping, not about persuading or manipulating.

And, counselling is about assisting and exploring

prablems. It’s not about reassuring someone or

solving their problems for them. Thirdly, the three

phases of counselling. Phase one, talk, This is
where you encourage the problem holder to talk
about the problem, and to start to understand
how they feel about the problem and why they
feel that way. Phase two, think, This is where
you encourage them to think about the problem
and reassess it. You help them to see their

taxis to bring your staff to work,

Tashar: Yes that's right. Mare than 60% of our

H

customer care executives are young women
between 20 and 35 years old, many of them
working part-time. As in Mumbai we are
almost 11 hours ahead of New York, most of
the work is at night. Taking a taxi to and from
work means their husbands or their families
don't have to worry about them.

Yes, [ see. Tell us about some of the other
ways you look after your staff. 1 believe you

The recordings are avallable as MP3 files on tha DVD-EOM, to be downlcaded Recordings .
or played back with interactive script.
At Come in. 1 just wanted 10 have a quick word, mickey, I've gol an essay to write. of bad publicity recently: how much truth is
Erm, 1 hear you had a problem with Maureen A No, come on. I'm just joking. I'm really there in the sweatshop stories? |
on Friday. interested in Diftco, | need to find a Lavanya: Well, first of all, I think it's important
B: Oh that. Yeah. That idiot refused to help me! placement for next summer, 10 say that call centres have now largely
Who does she think she is?! B: Well, it's a good placement for first-years, been replaced by contact centres. Customers' |
A: Well, Tifany, I think perhaps you should e but I think second-years should have more problems and queries are no longer handled
more careful about how you talk about your management responsibility. I was hoping to just by telephone, but also by email, SMS, |
calleagues. Maureen is a very experienced et sume management experience but 1 mostly online chat and even browscr sharing - this
assistant and a valuable member of the team. worked alone, so it wasn't that great, is where the aperator actually takes contral
B: OK, but she still refused to help me. Al You wouldn't recommend it, then? of the customer’s computer and shows them |
i Well, you might want to think about why she B: No. I learned quite a lot in three months, but how to resolve their problem, This means that
couldn’t help you, Maureen was very busy on I certainly wouldn't ike to work there. the operator's job has become more complex
Friday, and I understand you dicn't really ask A: Mm, [ see what you mean, and, at the same time, more satisfying. Now, |
for help so much as demand her immediate B Listen, now I've tald you all about it, you it is certainly true that in the past there were |
attention. We try hard to respect all our staff couldn’t help me with the report, could you? cases of abuse, you know, where employees
here, As a future manager, | think you ought If we finish by nine, we can still make it in were closely monitored, and 50 on .
to do the same, time for the movie, Look, I've already made H: Yes, only three secands between each call and
B: But I was just trying to finish the job. these notes. You just have to write them up being timed when they went to the toilets!
A: Well, I understand that, and [ appreciate that for me .., ¢ Yes. Of course this kind of intimidation, can ‘
you work hard and that you expect other still happen. But, on the whale, contact
people to show the same commitment. But, 1.6 Case study Counselling centres now realize that forcing operators to
don't you think you might get better results deal with customers as quickly as possible is
from people like Maureen by being a little a 109 not in their interest. One long conversation ‘
more diplomatic? Does that answer your question? Now, before which solves the customer’s problem is
B: Yeah, OK. I'm sorry, you're right. I was tired. | we go on, 'l just summarize the three points obviously much better than several short calls
didn't mean to be rude. we've already discussed. Firstly, the goal of which leave the customer feeling dissatisfied. ‘
A: OK. It can happen to anyone, Why den't you counselling Is to help another persan manage S0 in fact most centres are trying very hard to
ask Maureen to have a coffee with you, and a personal problem using their own resources, respect their staff and make their lives more
just clear the air? OK? Secondly, counselling is about listening, not pleasant.
B: OK. Thanks, Simon. about telling. It's about talking to someone and H: Yes, [ see. Tashar, I've heard tI'Lal Yau pay for

& 1:.08

also supply drinks and cakes?

situation from a new perspective, so that they can 1
Yes, that's right. Our customer care

consider the different options for dealing with the T

showing the new Will Smith movie at the
Astoria,

: Ohyeah. Look, 1'd love to, but I've got this

¢ssay to finish, and then I've got to write my
placement report,

: Placement? Oh, that's interesting, [ didn't

know you did a placement. What did you do?

: Ispent three months near Birmingham at a

place called Diftco. They export canstruction
equipment.

: Oh yeah, good job was it?
* It was all right. They're a bit crazy there.

People worked really hard, sometimes from
eight in the mormning to nine or ten in the
evening.

 Hm. Sounds like school!
i Yeah! Anyway, | was in charge of preparing

shipping documents, Good job we did
international trade last semester, It really
helped me understand what was going on.

: Preparing shipping documents, eh? Sounds

boring, Didn't like international trade much
myself, Did you get on well with your boss?

. Oh, she was very strict. But, OK, [ suppose,

She didn't scream at me or anything when 1
did something wrong,

. Why. did you mess up a lot?
. No. Only once when 1 sent a container to

Austria instead of Australia,

. You're joking!
. Well, it wasn't my fault. This guy on the

phone had a really strong accent, | didn't
understand half of what he said.

. 8o you sent a container to Austria? What an

idiot!

© Well, 1 bet you wouldn't do any better,

Anyway, It was interesting, 'cos they had this
really sophisticated automatic system, but you
can't ever completely eliminate human error,

* Yeah, Jason, the guys at IBM didn't expect

you to be using their systems, otherwise they
would've spent another ten vears making it
completely idiot-proof!

: DK, OK ... Now, if you've finished taking the

establish an ection plan to manage the problem,
QOK, are there any questions? OK, I now want

to say & few words about some of the skills that
counsellors need. I'm going ta pass out another
handout. As you can see, there are a number of

2 Customer support
2.1 About business Call centres

S 1:10

Host; Good evening, and welcome back to
Career Choices. Tonight's programme looks
at one of the fastest growing businesses in
India today - customer care.
Call Delta Airlines, American Express,
Citibank or IBM from almost anywhere in
the world, end there's a good chance you'll
be talking to an Indian, With mare than a
million English-speaking college graduates

entering the job market each year, India is the

ideal location for American call centres: low
labour costs for highly competent siaff mean
savings of around 50% over the equivalent
operation [n the States. Atiracted by good
money, comfortable working conditions

and genuine promotion prospects, Indian
graduates are queuing up for jobs in call
centres. Only five applicants out of every 100
are accepted, Nevertheless, staff turnover

in many call centres is high and eritics talk
about dead-end jobs in sweatshops where
staff are routinely monitored and humiliated,
So before you rush out to join the queues for
jobs In customer care, Career Choices has
invited two experts to give us the facts about
call centres.

With me in the studio are Lavanya Fernandes,

who is & customer relationship management
expert with @ New Delhi consultancy, and
Tashar Mahendra, a centre manager from

Mumbai. Lavanya, call centres have had a 1ot

ZF
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g.' g:{ {,??G'u situation. And phase three, act. This is where you executives spend about 80% of their time
A Do FO'U fam'}, going out tonight? They're help them to choose their own solution and to communicating with customers. We want

them to be energetic and happy hecause

we know that happy staif make satisfied
customers. So, for the rest of the time, they
can enjay fresh fruit, drinks, cakes, subsicized
meals, on-site massage, air-conditioning,
competitions, meetings at the beach ...

. Atthe beach?!

Yes, that's right. We have a meeting area
with real sand, deckchairs, parasols and the
sounds of the seaside, It feels just like being
on the beach!

Wow, that sounds great! Lavanya, we know
that salaries are six to ten times the average
wage, 50 It's not surprising that these jobs
are 50 popular. But what sort of profile are
the :a.lfcentrr:s, sorry, the contact centres,
looking for?

. Well, the most important thing is very good

English, And then computer literacy, good
typing speed, marketing skills ... these are all
a plus. Bur, basically, good communication
and listening skills are essential, You

need to be patient, polite, good-natured

and reasonably intelligent. In some jobs,
persuasion skills are needed when you have
1o collect debts from customers or encourage
them to use your client's products,

H: And Tashar, I suppose you give your new staff

special training?
Yes, that's right. Usually between two weeks

" and three months, depending on the project.

This training includes accent training and
neutralization, listening skills, slang training,
telephone etiguette, telesales etiquette and
customer relationship management skills, and
call centre terminology,

¢ And [ believe your staff all have American

H:

names, Tashar, is that right?

Yes, that's right. For our customers it's casier
to talk to Sharon, Julia or Alison than to
Jayashree, Suhaila or Kanjri, and it helps
our customer care executives to slip into an
American identity,

And what about promotion prospects?
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T Yes, that's r... Oh, yes, after about three or
four years, depending on your skills and
results, you can become a supervisor, and
then eventually a manager. And, if you decide
to work in another sector, experience in a
contact centre is very valuable, especially in
sales, insurance or other customer relations
jobs,

2.2 Vocabulary Customer service and
telephoning

3111 1:20

Operator. Now, don't worry, madam. This is
just a minor problem that a few customers
experience at first. 1t will only take a few
minues to resolve,

2 ... orif you would like more information
about our products, please press four.
Customer: All I want is to speak to a human
being, not & stupid, condescending, brainless
piece of ... silicon!

5 Operator: All right sir. Yes, it is an unusual
problem. and it's a litile complicated, bul
you'll be pleased to know there is a solution,

4 Customer: Oh, that's wonderful. You're so
clever! Thank you so much!

5 Customer: Its just so annoying. | thought
your product would solve all my problems,
bul it just seems to be creating new ones!

6 Operator: | fully understand your position, sir,

and I'would feel exactly the same way myself

7 Operator: Alternatively, the simplest solution
is to upgrade to the professional version of
the software, The extra cost 1s only around
one euro per month, 1 think you'd agree that
that's excellent value, wouldn't you?

& Customer: Oh, thank you so much. You're so
patient. [ bet nobody else has these problems.
1 just feel so stupid!

9 Operator: A very gnod morning to you, and
thank you for calling the helpline. How 1 can
help you today?

10 Customer: Well, that's all very well. You
say you've sorted out the problem and it's
working now, but how can I be sure it won't
break down again tomorrow?

S 121

Interviewer: Excuse me, madam, [ see you've |ust
been to the bank, We're doing a survey about
customer service, and ...

Old Lady: Oh, don't talk to me about service!
Now, in the old days, the customer was
always right! You could telephone the bank
and there was always a pleasant young man
or wuman, you know, who would listen 1o
your problems, and they used to provide a
solution in no time. Nowadays, you're Jucky
if you even get to speak to & human being, let
alone get your problems sorted out.

[+ Yes, now, could I just ask you ..

OL: And if you want to actually see someone,
you can'l just walk in, oh no, you have to
phone the bank to make an appointment,
And they have these machines now, you
know, if you want this, please press one, if
you want that, please press two, if it’s the
second Thursday in January, please press
three ... dear, oh dear | just get so annoyed!

I ey orcourse' but ..

OL: So, then you have to wait for ages and when
you do finally speak to snmeone, either
they say they'll call you back and then you
never hear from them again, or they tell you
they'll have to escalate the problem to their
supervisor. Huh! ‘Escalate the problem!’
They're supposed to be so competent and
knowledgeable and all that, but really they
just don't want to take any responsibility
these days.

I ¥Yes, butcould!.

DL: So, then they tell you to hold on again and
you get another machine playing the same
twenty seconds of Vivaldi again and again,
and then finally you go back to the beginning
again .., *1f you would like to speak to an
adviser, please press four” What is the world
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coming 1o, | ask you?
Well, yes, | see what you ...

OL: And now they want me to use that interweb

thingy with all those viruses, as if we didn't
have enough trouble already! Anyway, |
haven't got time to stand here and talk. [ must
be getting on. Goodbye!

2.3 Grammar Asking questions and
giving instructions

& 122

A Welcome back to Guess the Product. Our

20 FOpErorREPOPOPOP0FO0>E

next mystery product is a very clever and
very practical piece of technology, Panel, you
have just fen questions to help you ‘guess the
product’!

. OK. Is it advertised on TV?

Na, it isn't.
Do you use it for work?

- Yes, you do,

Would you find one in every office?
Yes, you would.

Can you put it in your pocket?

Yes, you can.

Did it exist ten years ago?

Nao, it didn't.

Daogs it use electricity?

Yes, it does,

Da you use it to speak to people?
Mo, you don't.

Is there a connection with camputers?
Yes, there is,

Does it cost more than $307

No, it doesn't,

; Has it replaced the floppy disk?

Yes it has. All right, that's ten questions. Now
have you ‘guessed the product'?

: We think it's a USB memory stick,
: Yes! Well done! You have correetly ‘guessed

the product’!

& 1:23

Steve: OK, Pete. First of all, you open the printer,

No, wait & minute, don't just open it, select
‘change cartridge’ from the menu,

Pete: From the menu? Do | have (o swilch the

wmg W
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printer on?

¢ Er. yes, of course you have ta switch it on,

otherwise you can't use the menu!

. Oh, right, What about the computer?
¢ No, that's all right, you needn't switch the PC

on, just the printer

. All right. So, the printer’s on, select 'change

cartridge', OK. and open the printer. What
now?

. S0 now you gently remove the old cartridge.

Don't force it, 1f it’s difficult, you might have
to pull it back first, then upwards.
_Backwurcis. then upwards, All right, I've got

it
OK. 8o now you can install the new cartridge.
You'll need to remove the adhesive tape first,
but be careful you don't touch the printed
circuits - they're very fragile.

' You needn't worry. I'm being very careful.

OK, that's it.

Right. It'1] ask ﬁuu if vou want to align the
new cartridge, but you needn’t bother, Usually
it's fine as it is.

. OK, What about the old one? Can | just

throw it in the bin?
Oh na. don't throw the old cartridge away.
You can reeyele them,

. Oh yes, right, Listen, that'’s great. I really

appreciate your help. Is there anything 1 can
da for you?

. No, that's all right, Pete. You needn’t worry

Just buy me a beer some time!

2.4 Speaking Dealing with problems
by telephone

& 1:24
Helpline: Thank you for calling the Superword
helpline, Please hold the line,
Dean: Good morning, Dean speaking, How can
1 help you?

Customer: Oh, good morning. Yes, ['m afraid
your program {sn't working properly.

: Oh, 'm sorry 1o hear that, What exactly
seems to be the problem?

: Well, the thing is, I can't put those autbmatic
table thingies in my documents.

: I'm sorry, it's not a very good line, Could you
speak up a little?

. Yes, sorry. I'm on my moblle. Is that better?

. Yes, that's much better, thank you.

o All right. Anyway, | was just saying, | can't
insert those tables,

. Oh, I see. You're having trouble importing

spreadsheets into 8 Superword document?

Yes, that's right.

. All right, I'll put you through to our

spreadsheet specialist.

Thank you.

. Hello?

Yes?

I'm sorry, the number's busy. Could 1 ask her

to get back to you in & few minutes?

Yes, that's fine.

: OK, then, Su, you're on D6B0 4252327

That's right.

And could | have your name please?

Wyndham. Delia Wyndham,

;15 that Wyndham with a 'y'?

. That's right. W-Y-N-D-H-A-M.

Thank you, Ms Wyndham. 1'm sure we'll be

able to sort it out,

C: Thank you very much.

D: Notat all. Goodbye

& 1:25

Operator: Customer suppurt, May 1 help you?

Customer; Yes, well, I'm having trouble with
WordPerfect

©: Well, let me sort that out for you, What
exactly seems to be the problem!

g ngo U 0 o
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C: It doesn't work, It won't aceept anything
when | type,

O: I'see. How long have you been having this
problem?

C: Well, about ten minutes.

0: And was it working properly before that?

C: Sure, I was just typing away, and all of a
sudden the words went away,

0: You mean they just disappeared?

C: Yes. Just like that.

O Se what does your sereen look like now?

C: Nothing.

O: Nothing?

C: It's a blank, Like I said, it won't aceept
anything when | type

O Uh-huh, Have you tried hitting 'Escape’?

C: Yes, Nothing happens.

O OK. Did you quit WordPerfect?

C: 1don't know, How do I tell if | quit?

0; Can you see the toolbar on the sereen?

C: What's a toolbar?

0: OK, never mind. Can you move the cursor
around on the screen?

C: There isn't any cursor. [ tald you, I can’t type

anything.

O 1see. Does your monitor have a power

indicator?

C: What's a monitor?

O It’s the thing with the screen on it that looks
like a TV, Does it have a litile light that tells
you when it's on?

: Tdan't know.

Well, could vou look on the back of the

maonitor and find where the power cord goes

into it? Can you see that?

C: Yes, 1 think so.

on
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: Great. Now you just have to follow the cord

to the plug, and tell me if it's plugged into the
wall,
Er, yes, it is.

: All right. Now, when you were behind the

monitor, did you notice that there were two
cables plugged into the back of it, not just
one?

No.
¢ Well, there are. | need you to look back there

again and find the other cable
... OK. here it is.

: Good. Could you tell me if it's plugged

securely inta the back of your computer?
| can't reach,

: Uh-huh, Well, you don't have to touch it. Can

you just see (fit's plugged in?
No. It toa dark

S0, you mean the lights are off?
Yes,

: Well, couldn't you just turn on the light?

I can't.

No? Why not?

Because there's a power outage,

A power ... A power outage? Ah, OK. [ can
handle this now, Listen, for the power ouiage,
I'll have someone call the electricity company.
For your WordPerfect problem, do you still
have the hoxes and manuals and packing stuff
your computer came in?

:+ Well, yes. | keep them in the closel,
: Good. I'd like you to go and get them, to

unplug your system and to pack it up just like
it was when you go it. Then I want you to
take it back to the store you bought it from.
Really? Is it that bad?

Yes, I'm afraid it is.

Well, all right then, I suppose. What do | tell
them?

Tell them you're too stupid to own a
computer

& 1:26

What does your screen look like now?
What's a toolbar?

Did you quit WordPerfect?

Does your monitor have a power indicator?
Can you see the toolbar an the sereen?
What do I tell them?

2.6 Case study Cybertartan Software

O 1:27

Interviewer: So, Laurle, these recruitment and

turnover problems we're having — is it just a
question of money?

Laurie McAllister: Well of course salaries are

not terribly attractive these days, They were
quite good a few years ago when the centre
opened, but they haven't really increased with
the cost of living, especially now house prices
are so expensive here, so we're finding it more
difficult to attract people from outside the
area. But, actually, selaries are not the biggest
problem. Basically there are two reasons why
our turnover is high: working conditions and
job satisfaction.

[ see. What's the matter with working
conditions? We give them free coffee, don't
we?

LM: Well, things are very different now from

when we started, In the past, the volume
of calls was much lower, so things were
more relaxed Advisers had time to chat or
have a cigarette between two calls, Now,
the workload is much heavier, and the
supervisors have to be very strict about
breaks, Two bathroom breaks per day, and
twenty minutes for lunch, There's a lot of
unhappiness about that. And punctuality,
well, the bus service here is totally
inadequate. A lot of advisers can't afford a
car, so transport is a real problem, especially
at night.

Yes, I can see why that's a problem,

LM: And there are little things, you know, like

having your own personal space. When you
share your desk with your colleagues on
the other shifts, you can't really personalize

H

anything.

Hm, Maybe there are things that can be
improved there. What's the problem with job
satisfaction?

LM: Time, mostly Our software products have

become so complex that customers need more
and more help. There are more calls than we
can answer, 50 advisers have to keep them as
short as possible. That's frustrating because
there isn't time to build a relationship with
the customer; sometimes there isn't even time
to explain the solution properly. And then

of course they say if they can't spend longer
on the phone, they would like to send put
instructions by email

Yes, well, the customers would like that too,
but we can't charge them for it like we can
phone calls!

LM: Exactly. And we really need to give the

I

advisers more training, especially the new
people, but there just isn't time. They

often have to read out instructions from
the manual; it's not much fun answering
questions when you don't really understand
the answers yourself!

No. I van see that.

LM: Of course the thing they really don't like

is the shift system. They work one week in
the moming, from Gam 1o 2pm, one week in
the afternoon from 2pm to 10pm, and one
week nights, 10pm to 6am. I mean, its OK
for young, single people. but it's impossible
for women with children, so that's a whole
category of the population we have virtually
no chance of employing, And some people
actually like worling nights, so they would
happily swup their day shifts with other
colleagues who don't want to work nights
— but the company won't let them, It's
company policy, but its too rigid, it's just not
realistic ... Anyway, perhaps you should talk
to the advisers themselves — get it straight
fram the horse's mouth, as they say.

3 Products and
packaging
3.1 About business Packaging

& 18

Interviewer: Mr. Wang, you often say that

packaging is the manufacturer's last chance to
seduce the customer. Why is that?

Wang: Yes. Today's marketplace is highly

competitive; many products are almost
identical, at least from the consumer's point
of view. Branding is not enough: unless you
are the number one brand on the market,
you start from the same level as everyone
else. That's especially true here in Asia where
there may be literally hundreds of competitors
making the same product in the same city. In
order to persuade the customer to buy your
product rather than your competitor's, you
have to differentiate, that is to say, to create
and, above all, to communicate the difference
which makes your product the better

choice. In his book Differentiate or Die,

the American business guru Jack Trout says,
‘Every aspect of your communications should
reflect vour difference, The botiom line is;
You can't overcommunicate your difference,’
So, packaging is the best way to communicate
your difference?

Exactly. Seventy-five per cent of purchasing
decisions are made at the point of sale,

Today, nine times out of ten that purchase
will be made (na self-service context. Your
product is alone on the shelf, surrounded

by its competitors. According to Wal-Mart,
the world's largest retailer, your product

has to pith its promise to the customer in
three seconds or less, from up to fifteen feet
away. If your packaglng is not attractive,
effective and distinctive, how are you going to
communicate its difference? That's why I say
that packaging is the last chance to seduce
the customer,

w:
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Yes, | sec. Now, if packaging is so critical,
with millions of dollars poured into design,
graphics and efficient use of limited shelf
space, why is it that there are so many
failures?

The principal problem is a lack of
communication between the different
pariners involved in the design and
development process. Typically there'll

be several different groups of experts, all
working in their own specialized field:
market research people who know nothing
about design, designers who know nothing
about manufacturing, and production people
who know nothing about consumer needs,
Traditionally, the design team has always
been kept well away from business and
manufacturing constraints so as not to limit
their creativity. The result is inevitably a
compromise. What starts out as an original,
creative idea turns out to be impractical, for
reasans of cost or technical limitations. So,
it gets watered down, simplified, adapted

- until, in the end, you are left with a package
which is easy to make, easy 1o transport and
within budget, so production, logistics and
finance are happy, but it's no longer what the
consumer wanted! So, you get [ocus groups
where consumers don'l really like any of the
concepts that are presented, That means, in
the best case, you go buck to the drawing-
hoard and start all aver again or, in the worst
case, you have to choose the least unpopular
option,

So, how do you avoid this problem at New
China Packaging?

Well, basically, what we do is 1o build

what we call a ‘task force', This is a cross-
funetional team with players from all the
stakeholders in the project. We literally lock
them up in & hotel together, we provide all
the tools they need to produce mockups and
prototypes, and we don't let them out until
they produce something that everybody is
enthusiastic about.

And do you include consumers in the task
force?

Yes, indeed. We need the end user’s input
right fram the beginning. Everything is
consumer-led. And, because we know that
what consumers say they need and what
they really need are frequently two different
things, we also observe them using the
product. Frequently, we can detect behaviours
and needs that the consumer is not even
conscinus of.

Really? Uh-huh. So, who else is involved?
Cnriorutc marketing, because we need to
work within the constraints of brand strategy,
funding and schedules, manufacturing, so that
we deal with technical issues as and when
they arise; and, of course, our own designers
and consultants, who contribute creative
ideas, technical know-how and marketing
expertise.

And how long does the process take?
Traditionally, months or sometimes years.
Today, our task forces can usually deliver an
optimal solution in one week, sometimes less.
And remember, when they deliver, it means
that every aspect of the package is consumer-
validated, is realistic and practically feasible,
and respects business limitations. So, this
extremely short turn-uround means that the
manufacturer can react very, very quickly to
changes in the market, almost in real time.
Yes, | see, and ..,
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1.2 Vocabulary Specifications and
features

z 1:29-1:34
1

A: Dwant to lisien to English while [ go jopaing.
Is that possible?

B: Oh, yeah Jogging, cyeling, skiing ... whatever
you like, Nothing can stop it. [ even dropped
mine down two flights of stairs, and when 1
picked it up, it was still working,

aOnN

i Thear you bought one of those new robots,
What do you think of it?

¢ I’ fantastic! 1 used to spend hours cleaning
the flat. Now [ can just program the robot and
sit back and wateh it work,

. That's incredible! 1 must get one .,

o

o I really like the colour, Ivs a beautiful car!

i Yes, end it's an interesting shape o, Quite
unusual. Very different from other cars in this
category, isn't it?

mmen

Mum, what's in this bottle? I can't open it!
Give that to me, dear. You mustn't touch

that, It's for cleaning the kitchen, and it's
dangerous. Fortunately, they put it in a speclal
bottle that children can't open ..,

To*

I: Quick, it's starting to rain and there’s a pallet
of those electronic toys outside)

I: OK, I'll move it straight away. But don't worry
- the hoxes are made of special paperboard, A
little rain won't do any damage.

Kt Are you sure I'll be able to recard TV
programmes? | mean, I'm not very good at
anything technical,

L: Oh, yes. No worries. My five-year-old can
operate this model. It's dead easy.

:; 1:35

Good afternoon everybody. Imagine you're on

a fishing trip, [t's the middle of the night, It
dark, it's foggy, you can't seg a thing, and you're
sailing your boat between small islands and
dangerous rocks. Are you afraid? Not at all. You
are supremely confident, checking and adjusting
your route with just a touch of a finger on a
screen. How do you do it?

Well, I'm here today to tell you about the
Maptech i3, an extraordinary, integrated
nautical information system, where a touch-
controlled sereen enables you to enjoy single
finger operation of several different navigation
funetions,

Let's start with Touch Screen Command. 'Let
your finger do the navigation' is our slogan.

Just by touching the screen, you can view and
change churty, calculate distances, create & route
and a lot more. The large colour display screen
automatically shows you a bird's-eye view of
where you are and where you're heading. Let me
show you an example of what [ mean. As you
can see, {t's a litde like floating about 1,000 feet
above the boat and watching as you progress up
the channel,

Moving on 1o what's below the water, thanks
ta the radar overluy, you see exactly what the fish
are seeing. Some of you here today may think
fishing is boring, but I can assure you that its g
lot more exciting when you know where the tish
are — and with the Touch Sereen 3D Fishfinder,
that's exactly what you can do!

Now, can | just turn 1o communications?

The Maptech i3 can send fax, email and voice
messages. You can even send a message showing
your boat’s location on a real chart. You can
request and receive weather reports based on
your actual GPS position. And you can even
automatically monitor vital onhoard systems
when you're away from your boat.

So, Il just sum up the Maptech i3's main
features. Let's just go back to our midnight
fishing trip. First, Touch Sereen Cammand
lets you navigate between the rocks with just
one finger and a bird's-eye view Secondly, the
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underwater radar and fishfinder shows you
where the rocks are, and where the fish are
hiding, Finally, the communications functions
mean you can receive and send important data
on the weather, your location and your boat at
dany moment,

1'd like to finish by inviting you to try the
Maptech i3 for yourself. Our website has an
incredibly realistic simulation that you can try
out without ever getting your feet wet. Thank you
very much,

3.3 Grammar Articles, relative clauses
and noun combinations

& 136

Synth voice: Please record your product review
and your rating out of five after the beep,
Thank you for your feedbacls,

Customer: This is easily the best phone I've had
so far Its the perfect phone for the basie user,
I have already bumped it and dropped it a few
times but it's still going strong, The battery
life is incredible. Overall, it's a real workhorse
= there are no frills, but it does what &
cellphone needs to do. I rate it flve out of five.

& 1:37-1:38

l

Synth voice; Please record your product review
and your rating out of five after the beep.
Thank you for your feedbacl,

Customer: 1 hate this phane. It’s too small
= 1 can'l open the flip cover with one hand,
There'’s no screen on the outside 1o see the
caller identity. The reception is horrible, It
drops calls probably 30% of the time, There
is a very long key delay, which is incredibly
annoying, I am anxiously awaiting the day
can upgrade and get rid of this monstrosity. [
rate it zero out of five,

2

Synth voice: Please record your product review
and your rating out of five after the beep.
Thank you for your feedback,

Customer: |'ve had the phone for about three
weeks, [ like the size and the design. The
features are good 1ov. It's easy enough to
use, and it has survived a couple of draps.
However, the alarm clock won't work
anymore, I'm not (e sure about the internal
antenna. [ hate having a full signal when
making a call, only to have a dramatic drop
when [ put the phone to my head. Everybody
says It's the telecom company's fault, not the
phone, or maybe 1 just got a bad one, We'll
seg. I'm going to try the 9200 next, | would
give it a rating of three out of five,

3.4 Speaking Presentations
- structure

S 1:39

Version 1

A: Um, shall 1 stanrt then? OK, 1 know, erm, |
know you're going to be very excited by the
Pingman, like me! So, ['m sure you'll have
lots of questions. And, perhaps we'll take
questions after the demenstration,

OK, er, we've done lots of tests, which
have all been very positive, and, er, there are
lots of different markets for the Pingman,
children, adults, dogs, businesses, and so
on, We think there's an enormous potential
for this product. Until now, GPS tracking
systems have been too hulky, too heavy and
too unreliable indoors 10 be used as personal
tracking devices. Our Pingman weighs only
75g, and, well, we'll sShow you how it works
in a few minutes ... on the, er, the Internet.
So, you know, you can connect to the
Internet from anywhere in the world, and
just ping your user to know exactly where
they are. Within one metre. .. er. Nobody else
has a produet like this on the market, so we
want you to approve the investment, because
there's a huge market,

B What do you mean by ‘ping’,

A: Oh, yes, on the Internet, you tell a satellite
to send o signal to the device, and the device
answers the signal, and then the satellite can
calculate the device's exact location.

Anyway, it only wcighs 75g, did 1 say that
already? Yes, er, 75g, it's five centimetres in
length and about three point five centimetres
wide, so, about hall the size of a celiphane,
and there are different models for children
or adults. Tests were really positive, and our
sales forecasts are excellent. Theres alsoa
maodel for animals; it's built in to a collar so, if
you lose your dog, for example, you just ping
it from the Internet to know where it is

So, er, unless you want to ask questions,

I think we'd better have the demonstration,
Um. Oh, | forgot to mention profitability.
We thinlk it will, er, will be profitable. Very
profitable. OK, are there any questions? No?
No guestions? Um, OK then, let's have the
demanstration. It's, er, at the back of the
room. Yes. Er, ...

& 1:40

Version 2
Good morning everybody.

How would you like to know at all times
exactly where your young child or teenager is?
How comforting would it be to know that your
elderly mother is safely back home from the
shops? Did you know that, on average, sales
representatives spend less than 20% of their time
actually with customers? How much would it be
worth to know precisely where your sales reps
or technicians were® And how much time would
you save if you knew where, to the nearest metre,
your dog was hiding?

Well, now you can, I'm here this morning
to present the Pingman, a revolutionary new
persanal GPS tracking device — an eye in the sky
which will bring peace of mind to parents, carers,
businesses, animal lovers and many, many other
potential customers. As you know, the reason I'm
here today is to demonstrate our prototype and
to ask you, members of the Board, to approve the
investment needed to start production,

Now, [ know you're going to be very excited
by the Pingman, so I'm going to give you & quick
overview of the product and the market in about
fifteen minutes. After that, there'll be a hands-on
demonstration, and 1've allowed about forty-five
minutes for questions and discussion after that.
But if you have questions that can't wait, feel free
to interrupt me, OK?

've divided my presentation into three
sections. First of all, I'm going to remind you of
the background to this project and the current
offer on the market, After that, I'll be talking
about the prototype, the specifications and the
data we've collected from tests, focus groups
and market studies. Finally, I'd like to present a
business plan; this will show you why we expect
areturn on investment that is without precedent
for our company. Is everybody happy with that
agenda?

OK, so, let’s start with the background, Now,
GPS tracking systems are not new, We've been
able to install them in vehicles and containers for
some time, but until now they've been too bulky,
ton heavy, and too unreliable indoors to be used
as @ personal tracking device, What's new about
the Pingman is that for the first time we can
build it into a wrist strap or collar small and light
enough to be worn comfortably by a small child
ora dog, For the firsi time, it will be possible 10
locate the wearer via the Internet, anywhere in
the world, indoars or out, 24 hours a day and up
10 every ten seconds ...

... does that answer your question?

OK, so, I'd like to wrup up the presentation
and move on to the demonstration, Let me just
summarize what I've already told you. Firstly, T
explained why there is a huge market just waiting
for this product, and why the competition are
still months behind us. Secondly, | presented
the different specifications for the child, adult
and animal versions we intend to launch, and
the overwhelmingly positive reactions we've had
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during trials. Last, but not least, I have given you
the strongest possible reasons why you should

identify with. And it's well-known that green

job description is for the next six months or
isn't a good colour for packaging for Chinese

so. These days, trying to describe what your

approve this investment: extraordinary sales people, job will be beyond 12 to 18 months from now
forecasts, strong cash flow and unprecedented M: Oh, really? Why's that? is very dicey,
profitability B: Oh, you know, it's that thing about green

S0, ladies and gentlemen, these are the reasons hats - it means your wife IS, you know, seeing a 2:02
why 1 am asking you to give this project the green another man .,, Part 2
light. 1 believe we cannot afford to miss this J:  Billie, this is all very interesting, but , . I:  What advice do you have {or people facing
opportunity, M: No, hang on, [ack. | think Billie’s right. We a tough carser choice, one that could

Now, if you'd like to move to the back of
the room, our R&D staff are ready to start the
demaonstration and to answer your questions.
Thank you very much for your attention,

& 1:41

I've divided my presentation into three sections.
First of all, I'm going to remind you of the
background to this project and the current offer
on the market. After that, I'll be talking about the
prototype, the specifications and the data we've
collected from tests, focus groups and market
studies, Finally, I'd like to present a business
plan; this will show you why we expect a return
on investment that is without precedent for our
company, Is everybody happy with that agenda?

have to take this kind of thing into account.
And the box; the box is really important. It's
easily the best way we have to communicate
with our custamers. Couldn't we have a

maore exciting box, as well as new colors and
graphics? I mean, every baker in the city sclls
pizza in the same standard box as us. We
need to differentiate! An octagonal box would
be good, maybe with a window so you can
see the delicious hot pizza you're carrying?

I: Well, as long as it doesn't complicate storage
or delivery, 1 don't see why not, But it seems
to me we need to get more advice on this, |
trust you'll agree that we need to have some
brand-building and packaging consultants
work on this .., we'll consider their proposals

permanently change the direction of their
waork life?

Butler: Everyone tries to do something that
seems like the wise thing to do - but that
you shouldn't do; compromise. You've
gol two competing needs or desires - say,
independence and security - and you try to
find the position that's halfway between them.
Typically that doesn't work.

An equally bad approach is to jump
radically from one pole to the other, to
pretend that you can forget entirely about
one need and recognize only the other, When
you do that, the genuine need you're trying to
deny simply goes underground and becomes
SLrONEET.

at our next meeting. Waldroop: We have exercises where we ask
3.6 Case study Big Jack’s Pizza peupﬁzto choose among 13 different business
reward values. An obvious one is financial
@ 1:42 4 Careers gain, How important is it 10 you to make &

Jack Jr: OK, so, we all agree on that then? A

completely new range of pizzas for the
twenty-first century, featuring fusion cuisine
with the best of contemporary Chinese and
Western influences? Great, We'll need at least
five really new recipes, so see what you can
come up with,

Mick: We'll need new names for each new pizza,

then, Jack ...

Of course, but we can come back to that later.
OK, so, can we maove on to point two - new
promotional ideas? What suggestions do we
have? Billie?

Billie: Well, obviously with the new pizza range

we should do a relaunch, And what about
doing specials at different times in the year?
You know, New Year, National Day, Dragon
Boat Festival ...

Well, Billie, it's been done before, but [ guess
we could do that, Why not? Mick?

4.1 About business Career choices

& 2:01
Part 1
Interviewer: Most people sense that choices in

business today are different. When it comes
to people and careers, what actually has
changed?

James Waldroop: People in business simply have

many more choices today than ever before,
Just a decade ago, when yvou took a job, the
company dictated the moves you made. When
it came to your carger, you had one arca that
you specialized in. That was all you did, and
you more or less did it for your whole work
life.

Ten or twenty years ago, you'd join a
company, put down roots, and siay put, like
a tree, Today the image of the tree has been
replaced by a surfer on a surfboard; you're

lot of money? Another one is lifestyle. How
important is it to you to work in a way where
you're networking all the time® A third is
power and influence. How important is it 1o
you to be a player?

It's not uncommon for an individual 10
have a high score on financial gain. a high
score on lifestyle, and a high score on power
and influence. You can try to jump from
one to the other to the other, but when you
choose one, the cther two don't go away,

So, what's the answer? To be aware of and
live with this tension, It's a dynamic part of
vour personality. And if you try 10 come up
with an easy solution, you're only going to
get into trouble. At different times in your
life, you're going 10 shift more toward one
pull than toward the others, But the tension
is never going to go away. You can't balance
them out, you can't take an average of

: 30GOF? them, you can't somehow live in the middle,
;M }”,L‘ii,ii"?“‘ R always moving. You can expect 1o fall into the Ultimately, what's required is to live with the
M: You know, B-O-G-O-F — buy one, get one water any number of times, and you have to tension - and to know that you have to live

free. Two pizzas for the price of one. And get back up to catch that next wave, with ir, »

another idea would be to have a two-pizza But the biggest change is In who is I; The biggest decision that people face in the
box. The pizzas stay hotter when you have responsible for your career. Ten or fifteen world of work is which career 10 choose,
two in a box. years ago, a social contract went along What advice do you have for people who

J: Hm. I'm not sure that's a direction we really with a job. Companies accepied certain aren't sure what their career - or thelr
want to go in, The franchisees won't like it, responsibilities for their people. Today that vocation - should be?
and we want to get away from the idea that contract Is completely different. You are Waldroop: Good career decisions have to be
Big Jack’s is just good for filling your stomach. responsible for creating your own carcer based not just on your aptitudes, but also

M: Well, what about a gourmet club? Customers within an organization — and even more on your ‘deep’ interests. The most common
get special privileges if they become members. important, between organizations. mistake that people make in their career
Or feature different national cuisines each I It's frequently said that careers are over. decisions is to do something because they're
month - Indian in the first month, Thai in the Instead, you should expect to hald a series ‘good at L. It's a story [ hear all the time,
second, and so on? of jobs and to participate in a succession of Someone will say to me, ‘I'm an engineer,

B: Yes, that's good, Mick. And don't forget the projects. Timothy Butler, how do you see the but I don't like it.” Why did you become an
Internet - what if you could build your own evolution of the career? engineer? ‘T was good at science and math,
pizza and order your take-out or delivery Timothy Butler: There are three words that tepd s0 people told me I should be an engincer,’
online? to be used interchangeably - and shouldn't Did you ever like engineering? ‘No, but it

J: Sounds like it might be expensive, Billie, but be. They are 'vocation, ‘career’, and !‘3’11’ , Was easy. .
yeah, that's more the kind of thing | had in Vocation is the most profound of the three, _ The real questian is: Where are your deep
mind, Anyway. let's go on to points three and and it has to do with your calling. It's what interests? Think of your interests as a deep
four on the agenda. | think we can take them you're doing in life that makes a difference geathermal pool, Once you tap your interests,
together, because the box depends very much for you, that builds meaning for you, that you can express them in any number of ways.
on the logo and the color scheme, Billie, 1 you can look back on in your later years 1o You may have a particular aptitude - scicnce
think you feel strongly about this? see the fmpact you've made on the world, A and math, for instance - but without a deep

B Yes, Jack, | do. We've had our current logo calling is something you have to listen for. interest in expressing that aptitude, you'll fail
ever since your dad started the business. The You don't _hEarll'OnCE and then immediately Butler: Identifying those deep interests has
Big Jack logo was perfect thirty years ago, but recognize [t You've got to uitune yourself to been the focus of our research for the past
a lot of things have changed since Big Jack's the message. ten years. Once you recognize that thase
time, Apart from anything else, the symbolism Career is the term you hear most often decp interests are the best predictor of job
is all wrong, and remember, people are very today. A career is a line of work. You can satisiaction, the next step is to get in touch
sensitive to that kind of thing here, say '-hlﬂll your career is to be a h!"f}'ﬂl' ora with your interest patterns and connect them

J: What do you mean, the symbolism is al] securities analyst - but usually it’s not the with the activities that go on in business,
wrong? Green and red are the colors of Italy, same as your calling. You can have different Human interests are quite difficult to measure
it's what pizza is all about! careers al different points in your life. until we reach our early twenties. At that

B Mayhe, hut the green chequered table-clath A job is the most specific and immediate point, they gel - we can measure and describe
on the round table - it symbolizes old-world of the three terms. It has to do with who's them, We each develop a unigue signature
values that people in Hong Kong just don't employing you at the moment and what your of life interests, And that signature remains

e Business 139




virtually constant over time. The pattern
won't change.

Dur research tries to tap into this deep
structure of interests and translate them into
the kinds of work that o on in business.
There are eight core business functions - not
functions like marketing, sales, and finance,
but basie activities such as managing peaple,
enterprise control, and influencing through
language and ideas, If you look at your
deep interests and think about how your
interests can be expressed in specific business
hehaviors, then you'll have the elements of a
good career decision.

4.2 Vocabulary Careers, personal
skills and qualities

O 2:03

B All right. So that brings us to Rachel Ratcliff.
You've flugged her asa high-flier. She's
certainly very committed to her work.

A: Ahsalutely. Rachel is doing a terrific job for
us, She's an excellent team-player, and she
really enjoys taking initiative,

B: Great, so what’s the prablem?

A: Well, shie's a very talented lady, but she's elso
very ambitious,

B: Nothing wrong with being ambitious, is there?

A: No, except we don't really have any way
to satisfy her ambition for the moment, We
planned to make her ¢ department manager
in a couple of years' time, but there are no
openings right now. She’s obviously had other
offers, perhaps from & headhupter, and she's
thinking about resigning,

B: Hm. It would be a shame to lose her
Solutions?

A, Well, we could offer her a two-year
assignment in Germany, | know theres a
vacancy over there for someone with her
profile, and she'd certainly be able to make
a valuable contribution. But [ don't know
whether she'd agree. She has a fiancé, so it
may be difficult,

B Hm. A two-year assignment in Germany?
I'm not sure, But go on, | can see you have
another idea,

A Well, yes. I'd like to put her on the fust
track, Send her on an MBA course, and start
preparing her far senior management.

B You really think she's that good? A potential
MBA? Well, let me think about that ane. I'll
come back to you in a couple of days.

A OK.

B. By the way, how is young Paul Stevens getting
on? 1 believe he had & problem with his
manager?

A Yes, that's right. He was working to very
strict deadlines, and just needed a break.

I'm working closely with him now, and
everythings fine. He's back on the high-fliers’
list, He has strong negotiating skills, and |
think he'll be an excellent engineer.

B: Good. OK, then, let's move on to Michael
Diegel, He's a new hire tog, isn't he?

A: Yes. Michaels been with us almost a year
now, and we've marked him as a concern
because he's not really delivering the goods.
He arrived with a fantastic resumé, lots of
skills and some good experience We thought
he'd be a real asset, but he's consistently
underperformed, he just isn't able to manage
the workload,

B: Hm. Any idea why?

A Well, 'm not too sure, There are two views of
Michael in the department. Some people feel
that it's a problem of motivation; he doesn't
like Seattle, and he wants to move cast just as
soon as he can, On the other hand, some of
us feel that perhaps he just doesn't have the
strengths that his resumé claimed, He looked
good in the interview process, but he isn't
taking on ownership of his projects in the
way we hoped he would, Maybe he has more
weaknesses thun strengths,

B. So, what do we do, give him an official
warning? Tell him we'll fire him if he doesn't
deliver?
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A: Maybe, But we've already invested too much
time and money to just dismiss him. Perhaps
we should think about moving him cast, it
that's what will motivate him.

B: And pass the problem on to our colleagues in
Chicago or Boston? I'm not sure they'll thank
us far that,

A: Hm, How gbout offering him an cesier
position in Chicago? Something that won't be
<o difficult, If he realizes that the job here in
Seattle is too much for him, perhaps he'd be
more motivated to perform at his real level,
Moving to Chicago would be a good way to
save face,

B: Yes, that's not & bad idea, Could you linise
with his maneger, and see what's available in
Chicago or Boston, then come back to me?

A OK

B: Good. Now then, we come to our old friend
Shane Garney, Mr Wannube himself, Is he
still on the high-fliers list?

A: Not really. He's more of a concern now, He
certainly has the skills, but he's getting greedy.
We gave him a big rise six months ago when
he was promoted, but now he says it’s not
enough, He says he's had a much better offer
from the competition,

B: Well, 1 think it's time we had a serious talk
with Mr Garney, He needs to understand
that, although we appreciate ambition, our
corporate policy is to reward achievement,
not potential.

A: The problem is, of course, that he's very well-
connecied, You remember that his fathers a
senator. Wouldn't it be easier to give Shane 4
small raise to keep him happy?

B: Yes, I'm fully aware of that, and I'm aware
that government contracts are very important
to this company. But if Shane is only
interested in money, he should join his father
in Washington, The answer is ‘no’. If he
thinks he can get a better deal somewhere
else, then fine, he can resign, We have a lot of
good people like Rachel Rateliff who would
be happy to take his place,

4.3 Grammar Present tenses
& 2:04-2:13

1

A: Well, the joh's yours if you want it,

B: Well, thank you very much, I'm delighted to
accept,

C: Congratulations! Don't forget, the degree
cerernony's next Friday!

D: Thank you, sir!

E: Thank you very much!

F; Nearly finished now.

G: Wow! Seventeen candidates in one day! And
it’s almost dinner time. What time did you

start?
Eight o'clock this moming!

nem

. Ten kilometres' Phew! When they said
recruitment tests', | thought they meant 10
and graphology, not an army ussaull covrse!

Have you seen the results, Jon?

Yeah.

Oh. Oh, I'm so sorry,

It's all right. It's not the end of the world,

Oy T rE T AN

+ [ still think Ms Brown has more relevant
experience than the others,

L: Look, we're not getting anywhere like

this. Why don't we meet again tomorrow?

And, remember, we can always ask all four

candidates back for a second interview if we

still can't decide,

M: Nick? Are you coming out for a drink?

Nah, Gotta finish my CV.

: You still working on that CV?! 1 mean, how
long can it take to say you've got no skills,
no qualifications, and you've never dane an
honest day's work in your life?!

N: Very funny.

zz

(3 Hey, Paula, how did the interview go today?

P. Oh, so-s0, Pretty much the same as the last
26

0: Ah. Well, I've got to hand it 1o you Paula, you
certainly don't give up easily.

B

Q: Look out!

R: Oops, oo late. Oh dear, it’s all over your
papers, Sorry about that, these cups are very
easy 10 knock over, aren't they?

): Never mind,

R: Hope it wasn't anything important, Er, are
you here for the interviews, then?

(): Yes, as a matter of fact L am. 1'm conducting
the interviews, actually, Its Mr Singh, isn't it?

R: Oops!

1

S ., 0% 00, 100! There we are! Finished!

I Finished what, Sally? You don't mean .., 7

S Yep. Job applications. Started this morning,

T One hundred job applications?! You're

kidding!

4.4 Speaking Job interviews

S 2:14-2:18

A

Interviewer: Where do you see yourself in five
years' time?

A: Well, thats a difficult question to answer; let’s
just say that 1 see mysell as a top performing
employee in o leading company, like this
one. I plan to gain experience and learn new
skills. Hopefully, in five years' time, [ would
be ready to move up to a position with more
responsibility,

B

Interviewer: How dp you ¢ope with people who
resent your success?

B Do you mean how do 1 manage working
with someone who doesn't like me? Well,
fortunately that hasn't happened very
often, But, yes, I'm able to cope with being
unpopular. [ remember doing a summer job
in a food processing factory The person | was
working with had been there for twenty years,
and didn't much like the idea of working with
a husiness student, especially a2 woman, On
the first day, 1 made the mistake of finishing
mare pieces than him, and he took it reatly
badly. Of course, | soon realized that he was
just feeling insecure, s over the next few
days, 1 made sure | asked him for advice
about different aspects of the job; you know,
made it clear | wasn't there to teach him any
lessans. Well, gradually he came round, and
in the end we got on really well.

o]

Interviewer; How do you motivate people to do
their best?

¢ Well, I think there are two iImportant aspects
1o this question, The first is (o create a
positive atmosphere, If people feel happy
ubout what they're doing, they're much
more motivated to work towards @ cammon
goal, S0 making sure they understand the
objectives and the process, and that the
atmosphere is pleasant and relaxed - those
are really important. The second thing is to
give feedback, especially when somebody
does o good job, not just when they get
something wrong, When [ worked in a
restaurant a couple of years ago, 1 realized
that knowing how well you're doing is
essential to staying motivated.

Interviewer: What are your weaknesses?

D Well, of course, I'm aware that there are areas
that I can improve on, but I have to say, a8
far as this job is concerned, I don't feel that |
have any significant weaknesses, And if 1 do
identify a problem, I take action to resolve
it. Tuke time management, for instance. A
couple of years ago, 1 realized 1 wasn't the
most organized person in the world, so |
followed a time management course. | applied




what I learned, and now | would say that
organization is one of my strengths,

E

Interviewer: Can you give an example of a
situation you found stressful, and how you
coped with the stress?

E: Yes. Lest term, for example, | was on a work
placement where my supervisor had to go off
sick for three weeks, so the company asked
me to take over responsibllity for the project.
It meant a huge workload, which was pretty
stressful. Anyway, | sat down and planned out
exactly what I had to do each day for those
three wecks, I also planned an hour each
evening in the gym. That really helped to easc
the stress. I managed to finish the project on
time, and in much better shape than when I
started! Does that answer your question?

4.6 Case study Gap years and career
breaks

& 2:19-224

1

My gap year? Oh yes, it was a fantastic
experience, It was between my second and third
years at university. I went to Nepal to teach
English. I think I leamed more in that year than
in three years at university. It was incredible.
Everybody should do it.

i

I'went to live with a family in Dublin for a year
before starting my degree course. Of course, it
was really goad for my English, and interesting
from a cultural point of view. But it was pretty
baring going back to school for another year,
even if it was in English.

3

I've had a great year. I've been around the world,
working for two or three weeks, then moving on
to the next place, I've just gone back to my job,
and now 1 have a much clearer idea of where I'm
going and what I want to achieve, My only regret
1s not doing something to help people. If I could
do it again, I'd definitely volunteer for charity
work, probably in Africa,

4

Yeah, 1 took a gap vear before starting business
school, I needed 10 earn some money, so 1
worked in a car factory. It was hell. I've never
been so bored in my life. T suppose I learned
some valuable lessons, but now [ wish I'd done
something more exciting, gone somewhere exolic,
I feel I wasted a year of my life

5

I'd been in the same job for about twenty vears,
and I decided | needed to step back and think
about what I wanted to do with the rest of my

life. 50 I ook & sabbatical. Fortunately my
company was very understanding, 1 travelled in
India for six months, then wrote a book about my
experiences, It completely changed my outlook
on life, I'd recommend it to anvbody,

6

I've just started studying medicine. | wanted to
get away from my parents and see the world, so
T've just come back from nine months in East
Africa. It was really hard. I almost came home
after the first week. I'm glad I stayed, because |
felt I made a difference to people’s lives - a very
small difference, but a difference all the same,
But if I'd known what it would be like, I'm sure |
wouldn't have gone,

5 Making deals
5.1 About business E-tailing

& 2:25

]nhnn;r: Now, ladies and gentlemen, tonight we're
going to talk to Hermelinda Ray, who is an
e-tailing consultant, and who's going to tell us
what's new in the world of Internet shopping.
Hermelinda, welcome to the show!

Hermelinda: Thank you, Johnny. It's my pleasure
to be here.

J: Now, tell me, Hermelinda, what exactly does

=

[ ot

H:

Recordings .

an e-1ailing consultant do?

. Well, basically. my job is to help e-tailers

to grow their businesses by improving their
websites, their products and services, and
increasing their sales.

I see. I guess a lot of people, like me, do a lot
of window-shopping on the Internet, but we
don't often buy anything.

. That's right Johnny. And that's one of the

main challenges for e-tailers today, especially
because they have to pay to advertise their
sites to increase traffic. But only a small
percentage of that traffic results in sales,

and so when you visit a site without buying
anything, your visit is actually costing the
e-tailer money!

OK, now you're going to tell us about a new
way to increase sales: conversational agents?

: Uh-huh.

So, what exactly is a conversational agent?

© A conversational agent, or virtual host, is

what computer specialists call an avatar. It's
an animated character that appears on the
customer’s sereen, and can answer questions
and chat with the customer, just like you
would chat with a sales rep in a store.

Bul it's not a real person, right?

: No. Having real people to chat with

customers online is too expensive for smal)
e-businesses, A conversational agent is a
computer program which uses artificial
intelligence to interact with customers,

OK. But does it work? Do people really want
to chat to a machine?

Oh, yeah. Of course, some people are happier
with the idea than others, but depending

on the product and the type of customer,
conversational agents can increase sales by as
much as 50%.

Really! 50%7

- Yeah, The longer customers spend an the

site, hearing and asking questions about a
produet, the more chance there is they'll buy
it. It builds their confidence in the product.
And research has shown that people trust
what they hear from a conversational agent
much mare than what they simply read on a
website,

Well, we thought you should judge for
yourselves, so Hermelinda has very kindly
brought along a sample for us.

Female Synth voice; Hi, I'm Laurie! I'm here 10

help you find your way around the site. I'll
answer all your questions about our products.
Click on a guestion on the left. Would you
like to tell a friend about us? Click on the
referral zone so your friends can experience
our site for themselves.

Well, ladies and gentlemen, would you buy a
used car from that lady? All right, let’s have

a big round of applause for Hermelinda Ray,
and for Laurie, the conversational agent!

5.2 Vocabulary Negotiating and

e-tailing

S 226233

L Bo that's five hundred at 12 euros a box, then.
And you need them by Wednesday, you say?

2 Considering this would be a regular order,

I think two and a half thousand is still a bit
expensive.

3 How about if we paid cash? Could you give
us an extra 2%°?

4 No, I'm sorry, that’s my final offer. | can't go
any lower than that,

5 And then we'd need you to be available
five or six weeks a year. Or maybe a bit Jess,
Anyway, we can talk about it, Nothing's
decided yet.

6 Yes, we usually ask for 20% now, and the
balance on delivery.

7 Look, this just isn't good enough! If you don't
deliver until tomorrow morning, it'll be tao
late!

& Well, there's not much between us now, What

do you say we split the difference?

& 2:34-2:38

1
2
3
4
5

five hundred at 12 euros a box
two and a half thousand

an extra 2%

five or six weeks o year

We usually ask for 20% now.

& 2:39

Ben: OK then, Jacky. Let's get to work. You've

pointed out the benefits of your policy, but
there are still one or two issues I'm not happy
with,

Jacky: All right, then, What exactly are the issues

B:

¥

|

=

you'd like to discuss?

First of all, ['d like you to clarify your remarks
about returns.

OK. To summarize the situation, our policy
insures you against any damage caused during
shipping. It does not cover any problems
resulting from incorrect assembly or operation
by the customer,

: I see. So, basically, if it’s the customer’s fault,

you don't pay?
Right.

+ And are you prepared to extend your cover to

include installation difficulties?
Well now, Ben, We could certainly make an
offer, but there'll be extra costs,

: Well, considering the size of the contract

we're talking about here, | was hoping we
could work oul a compromise. If not, 1 might
have to consider alternative solutions,

I'm sure that won't be necessary, Ben. Why
don't we break for lunch, and I'll have my
team do a simulation? I'm sure we'll find
ecommon ground,

5.3 Grammar Conditionals and
recommendations

<@ 2:40

Petra: OK, we have to decide how 1o divide this

list of responsibilities between us. What are
your priorities?

Jan: Well, I'd really like to go the conference in

o

.~ B

Madagasear, Could I suggest that you go to
Siberia? If you agreed, I'd be willing to take
my holidays in January and let you take yours
in August,

¢ I'm sorry, but I'd really like to go to

Madagascar too. Um, 1 couldn’t agree to
your proposal, unless you were prepared to
take your holidays in January and go to the
exhibition in Kazakhstan.

Hm. Well, I might consider going to
Kazakhstan. I've got an uncle who lives there

: Great!

« providing you looked after the foreign
customer at the tennis tournament — 1 know
nothing about tennis.

i OK, we're making progress, So, can | just

summarize the position so far? You can go

10 Madagascar. as long as you also go to
Razakhstan, and you let me take my holidays
in August. OK?

OK, But only if you do the tennis weekend,

o All right, no problem, I'll handle the tennis, if

you take your holiday in January.
And you go to Siberia.

: Oh, now wait a minute, 1 never agreed to

that! 1 couldn't possibly go to Siberia unless
you were able to ...

5.4 Speaking Negotiations ~
bargaining
O 2:41

Part |
Ingrid: So, Mr Petersen, you want 1o set up an

e-business to sell music - MP3s and so on?

Harry: Oh, please call me Harry, evervbody does,

No, not MP3s - sheet music, You know,
printed music for musicians to play, like
song books, archestral parts, and so on, At
the moment we sell through our network
of shops in Denmark, but I'm getting more
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and more enguiries (rom other countries,
and I'd like to set up an e-business to reach
customers worldwide,

I see, You want to compete in a global
market?

¢ Exactly. But the problem is, we don't have

the skills, the stalf, ar the money to do it
ourselves,

Well, Harry, that needn't be a problem.

My company, Holman Multimedia, is used
to working with small businesses, and we
have a complete e-tailing peckage solution.
You don't have to worry about anything at
all, We will design, build and manage your
website, and process your sales, We deal
with the payments, and we can even handle
the logistics for you if you want. Although 1
suppose most of the sheet music will be sent
electronically as PDF files, right?

¢ That's right — it's much easier for us, and the

customer gets immediate delivery,

Exactly. So all you have to do is make sure
vou have the product in stock, and count
vour profits!

¢ And pay you a monthly fee, is that right?

That's right, Harry. No capital investment
for you, no new staff, and no overheads.
And once you start selling music all over

the world, that monthly fee is going to look
insignificant compared to the money coming
in.

H: OK, Ingrid, er, can [ call you Ingrid?

Yes, of course,

H: All right, T think we're in business, So what's

next?

That's terrific, Harry! OK. well, would you

mind telling me exactly what you want the

site to do? You see, it all depends just what
you ...

& 242
Part 2, Version 1

H:

All right, Ingrid, I think we agree on what we

need. Now let's get down to the nitty-gritty
how soan can you deliver, and how much is

it going to cost?

OK, look. I'm going to write down a figure

per month here, just so it's clear, then you can

tell me what you think.

There, how do you feel about that?

: Wow, as much as that! There's no way [ could

pay that,

Well, that figure is based on what you say you
need, Harry. I might possibly be able to bring

it down a little, but anly if we had a three-year
contract.

¢ A three-year contract! No, | couldn't agree to

that.
Well, in that case, | can't bring the monthly
fee down, I'm afraid

: Hm. And what about lead time? Could you

have the site up and running by next month?
No, I'm afraid development time is around
three months.

i Ist't there any way you could have the site

online in two months?

Well, I don't think there's much point in
talking about lead time unless we can agree
on the monthly fee, You're sure you won't
consider a three-year contract?

i No. | can't commit myself to three years.

OK, Herry, you have my phone number, If
you change your mind, you know where to
find me.

& 2:43

Part 2, Version 2

H:

=

All right, Ingrid, I think we agree on what we
need. Now let’s get down 1o the nity-gritiy

- how soon can you deliver, and how much is
it going to eost? .
OK, look, I'm going to write down a figure
per month here, just so it's clear, then you can
tell me what you think,

There, how do vou feel about that?

¢ Wow, as much as that! Is there any way we

could bring it down a little?
Well, that figure is based on what you say you
need, Harry. I might possibly be able to bring
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it down alittle, but anly if we had a three-year
contract.

+ Well, I'd be reluctant to agree to a three-
vear contract unless you could guarantee a
maximum down time of 24 hours per month.
Could you do that?

Let me reassure you on that point, Harry.
Our sites and servers are very, very stable,
and average down time is less than 24 hours
per year - and 50 we're happy 10 guarantee
less than 24 hours per month, as long as you
choose our platinum service level - hut of
course, it's more expensive,

: Well, I don't really want 1o increase the
budget. Hm. What about lead time? Can you
have the site up and running by next month?
Not unless we hire another developer, 1
suppose we could do it, providing you paid a
vear’s fees in advance.

© Hm.

Normully, development time is around three
maonths,

Look, let's split the difference. [ can pay six
months in adyance on condition that you
have the site online in two months, And if
you can bring the monthly fee down 5% and
include the platinum service, 1'l agree 1o the
three-year contract,

You're a tough negotiator, Harry, But, OK, 1
think we can agree to that.

: It's adeal. Oh, but wait a minute, what about
penalties - you know, if you can't deliver for
any reasan, or if the site is offline for more
than 48 hours, for example?

Oh, you don't need to worry about that,
Harry, It never happens. In fact, nobody

in the industry has penalty clauses these
days. Now, | just happen to have a borle

of champagne in my bag here - if you can
just sign - here, here and here - I'll open the
champagne and we can celebrate your new
e-business!

O 2:44-2:46

|
2
3

5

1 might possibly be able to bring it down a
little, but only if we had a three-year contract.
1 might consider reducing the price, if you
increased your order.

I'd be reluctant to agree to a three-year
contract, unless you could guarantee a
maximum down time of 24 hours per month.

6 Case study St John's Beach Club

& 247

Loretta; Oh, Malcolm, there you are, I just

M
M

L:

M

wanted a quick word,
alculm: Sure, Shall we use my office?

L; Mo, here is fine, | think I'll have a coffee too,

¢ Black, no sugar?

Yes. Thanks, Malcolm. | saw your memo
about the incentive trip - it sounds great, |
wish [ was going!

Well, why dan't you? It would be an excellent
upportunity to get to know the sales team
better,

Lt Yes, it would, wouldn't it? But I just don't

e

M:

have the time, I'm afraid. Anyway, the reason
I wanted to catch you was to confirm the
budget.
: Ah, yes,
Mm. I speke to Charles. I've asked him to
allocate a global budget of $28,000. That's for
everything except travel, which is a separate
budget. That's up about 5% on last year. How
does that sound?
That sounds great, Thanks, Loretta. I'm going
1o get one of our best negotiators to tatk 10 8
couple of travel agents, see what sort of deal
we can get, The hotels usually work with
several agents, and some of them are prepared
Lo negotiate better terms than others.

¢ Uh-huh. Try to persuade them 10 throw

i some extra benefits too, Afier all, if we
use the full budger, we're giving them a lot
of business, Sometimes you can get a free
upgrade 10 an executive suite, that kind of
thing, How many people are you taking?
Well, the top ten sales people, plus myseld,

M

L
M:

6

¢ Yes, lagree. |t would encourage the reps whe

and partners - that makes 22, But if we can
negotiate a really good package, I'd like

to take one or two more sales reps along.
They've all worked fantastically hard this
year.

almost made it into the top ten, | always think
it’s hard on number eleven! 1t'll be about a
week, like last year, [ suppose?

Well, again, if we can squeeze a couple more
nights out of the budget, that would be great.
But we'll see.

OK, Malcolm. Let me know what you decide,
Sure, Thanks, Loretta,

Company and

community
6.1 About business Corporate social
responsibility

& 2:48-2:50

Part 1
Interviewer: Despite all the scandals of recent

years, Mark Gunther thinks that corporate
behavior is improving. He's a senior writer

at Fortune magazine and author of a book
contending that companies are becoming
more socially responsible, Gunther is tracking
companies that treat employees well, look
after the environment and avoid exploiting
developing countries,

Mark Gunther: If you just think back 15 or

20 years ago, the workforces were much

less diverse than they are now; now you

see businesses working very closely with
environmental groups in a whole lot of areas,
Emplayees have become company owners in
& way they never had been before, You have
& company like Starbucks that gave away
what it calls ‘bean stocks' to everyone who
works there, including part-timers, and that
allgns the interests of the company with its
employees.

I wonder if part of the question here is
which company you focus on, because

you just said businesses are gelting along
better with environmentalists, there are
certainly examples of that; there is also an
administration In office that has battled with
environmentalists over business questions,
and there are businesses that are doing things
that dismay enviranmentalists across the
country right now.

MG: Right and of course it is hard to generalize,

but even on the environment, | mean

ihe Bush administration has not even
acknowledged really global warming as a
serious man-made problem. If you look at
the US utility industry, you have utilities that
are out there planting trees to offsel their
emissions, you have companies like UPS and
FedEx which have huge transporiation costs
looking for ways to drive hybrid vehicles and
get off the gasoline powered cars; 1'd argue
that the big companies in America are much
more green than the Bush administration at
the moment,

Part 2

What is motivating companies to do that?

MG: Purely bottom-line considerations, this is

not about altruism. It's about, predominantly
I think, attracting and engaging the hest
employees, no one really wants to go to work
every day to enhance shareholder value, we
really want to go 10 work and be in a place
where we feel aligned with the company's
goals, where we feel there's some meaning to
what we do, and where we feel we can make
the world a little bit of & betier place every
day.

Somewhere you 've written that, er, Southwest
Airlines will favour l1s employees in some
cases over its customers?

MG: Southwest is very explicit about the

hierarchy. They put the employee first, the
customer second, and then the shareholder




third, and the theory is if you have happy,
engaged, motivated employees, they're gonna
attract customers and therefore your business
is going to work, and shareholders are going
to benefit, and by the way, if yougotoa
Southwest gate, get into an argument with
someone there, the presumption when word
gets back to Southwest headquarters in Dallas
is that you were wrong, the customer was
wrong and the employee was right because
they hire people very carefully and train them
and they trust their people 100%.

Part 3

I: Well, let's talk about a long-term trend that's
been tracked by some business writers who
will say that in the nineteen-fifties and sixties
American corporations believed that they
should take care of their employees, believed
that they should take care of their customers
as well as their shareholders, but that from
the seventies, eighties onward, they've been
pressured to just take care of the stock price,
just take care of the share-holder, and in fact
they get sued when they don't do that, or they
get taken over when they don't do that,

MG: My argument is we are now correcting
back from that. That we are not as short-
term driven, that we are starting to think
maore long-term about building sustainable
businesses and this short-term mode! not only
doesn't work for businesses in the long run, it
doesn't work for our society in the long run.

6.2 Vocabulary Ethical behaviour and
social performance

& 2:51

Rhonda Abrams: Thank you Thank you very
much,

Every entreprencur hopes to do well. We'd
all like to make a lot of money and have a big,
profitable customer base, But over the years,
I've realized that most entreprencurs want to
do more. They'd not only like to do well; they'd
like to do good, They'd like their business to
contribute to their community, respect the
environment, play a positive role in the lives of
their emplayees and customers.

I'm not naive or simplistic. | strongly believe
that building an honest, responsible business,
with a healt%y hottom Ime in and of itself
makes a valuable contribution 1o our economy
and society. Such businesses buy supplies and
materials, often employ others, and obviously
meet a need of their customers.

Over the years, however, [ leamned that
companies with a sense of integrity and purpose
actually have a competitive edge over companies
that are solely focused on the bottom line. [ want
to tell you about four ways they achieve this,

First of all, being socially responsible helps
you attract and retain employees, Having a strong
corporate culture committed to good corporate
citizenship enables employees to feel that they
are part of something important. Company
PIOgrammes alluwing Employees to use job time
1o be involved in community causes are viewed
as a valuable benefit. Prospeetive employees look
ata company's values and social commitment
when comparing job offers.

Secondly, being socially responsible helps
you attract and retain customers. People like to
do business with companies they respect. Some
customers will be attracted by specific company
policies, such as looking to buy products that
aren't tested on animals or are recycled, But
#ll customers are attracted to companies that
consistently deal with them honestly and fairly.

Thirdly, being socially responsible helps you
reduce employee misbehaviour, Businesses
that act with integrity and honesty toward their
employees, customers, and suppliers are more
likely to have their employees also act with
integrity and honesty toward the company and
their fellow workers. An atmosphere of honesty
helps keep everyone honest.

And, finally, being socially responsible helps
keep you out of trouble. Being a good corporate

citizen - whether in your advertising, employee
treatment, pr environmental policies - makes it
less likely that your company will get in trouble
with regulatory agencies, taxing authorities, or

face lawsuits or fines,

When your company does good - treats
employees, customers, and suppliers fairly, as
well as participating in community and social
activities - you'll find you also do well. Good
companies can become great companies,

6.3 Grammar The passive and
reported speech

& 2:52-2:57

1

Leila Belabed: Mr. Bullard, the mayor is very
upset. You've just dismissed 100 peaple from
the factory! Have you forgotten that when
your company arrived, you promised to create
jobs for our town?

2

Geoffrey Bullard: Well, of course 1 understand
that you are upset, Ms Belabed.
Unfortunately, new technologies have
revolutionized our industry, You must
understand that with new automated
machinery, we will no longer need so many
operators.

3

LE: | know that it is difficult to remain
competitive, but what about these peaple and
their familles? It's a disaster for them. What
are you intending to do to help them, Mr
Bullard?

4

GB: Please call me Geoffrey, Of course we
share your concerns, We are setting up an
nutplacement service to help people find new
jobs, and I'm confident that most of them will
find work very quickly.

5

LB: But what about those who don’t, Mr
Bullard? How will they survive? These
people don't have a lot of suvings, you know!
Are you offering them financial help?

6

GB: Yes, of course, Ms Belabed, you don't need
to worry about that Each person has already
received a generous redundancy payment,
And we're also making interest-free loans and
advice available for those who want to start
their own businesses

6.4 Speaking Meetings - teamwork

o 2:58

Version 1

Anna; Do we all agree on that then? All right,
That brings us to the next point on the agenda
- company policy on gifts from suppliers.
Now, in the past we used to turn a blind eye,
but now [ tend to think that we need . ..

Stan: Well, it's stupid!

A: I'm sorry, Stanislas. Did you want to say

something?

Yes. It's stupid. Really, really stupid, Well, it is,

isn't it, Anna?

Well, I'm not guite sure why Stanislas feels

so strongly about this issue, but the fact is,

we had a major problem with our packaging
supplier recently. It seems they had been
sending regular 'goodwill packages' to our
buyer’s home.

S: What?!

Jon: Gifts, ‘Stan. Cases of vodka, 1 belicve.

S: Vodka?! Oh, I see,

A Yes. Well, apparently, the suppliers thought
the contract was guaranteed for life, and
unfortunately Mr Vieri, from our purchasing
department, ‘forgot’ to mention our policy of
calling for new tenders every three years,

S: Bo, we should sack Vieri, that's what I think!

J: Stan, Isee your point, but you can't just sack
someone for making one mistake after twenty
years with the company!

S: No, you're wrong, Jon! It's not right, and he
has to go

] But Stan, don't you think that everyone

8

A

§:
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should have a second chance? | mean ..,

: Jon, Stan, | think we're getting side-tracked

here, The question today is not how we deal
with Mr Vieri, but what our company policy
should be in future

Yes, but his behaviour was unethical, do you
understand? Unethical! So he must be fired!

Magali: Could I just come in here?

Al

Yes, Magali, do you have any views on this
issue?

M: I'm sorry, Anna. But when you say this issue,

Al

do you mean our policy, or Mr Vieri's vodka?
Listen, perhaps we should break for coffee,

I think we're all getting a bit tired, Could we
come back to this later?

O 259

Version 2
Anna; Do we all agree on that, then? All right.

That brings us to the next point on the agenda
- company policy on gifts from suppliers.
Now, in the past we used to tum a blind eye,
but now | tend to think that we need ...

Stan: Sorry to interrupt, but

A

S:

Al

S,

Yes, Stan, Go on,

Well, 1 must say, 1 think accepting gifts from
suppliers is unwise. Would you agree, Anna?
Well, Stanislas, on the whole, yes, | would.
Now, recently we had a major problem with
our packaging supplier. It seems they had
been sending regular ‘goodwill packages’ to
our buyer's home.

Sorry, Anna. 1 don't see what you mean.

Jon: Gifts, Stan. Cases of vodka, 1 believe.

8
Al

m

—

> = w

w

Vodka? Oh, I see.

Yes, Well, apparently, the suppliers thought
the contract was guaranteed for life, and
unfortunately Mr Vieri, from our purchasing
department, *forgot’ to mention our policy of
calling for new tenders every three years,
Well, | feel strongly that we should dismiss Mr
Vieri!

Stan, 1 see your point, but you can't just
dismiss someone for making one mistake after
twenty years with the company!

I'm afraid | can't agree, Jon! It's not right, and
he should leave the company.

But Stan, don't you think that everyone
should have a second chance? | mean ...

Jon, Stan, 1 think we're getting side-tracked
here. The question today is not how we deal
with Mr Vieri, but what our company policy
should be in future.

Yes, but wouldn't you agree that his
behaviour was unethical? So he should be
dismissed.

Magali: Could I just come in here?

A

M:

Yes, Magali, do you have any views on this
issue?

I'm sorry, Anna, When you say this issue, do
you mean our policy on gifts, or the wider
issue of corporate ethics? You see, it seems to
me that we need some kind of global charner
or code of conduet which would cover all
possible ...

6.5 Writing Reports and minutes
<@ 2:60

Jan: All right, then. Let's move on to point two

on the agenda: diversity. As you know, our
workforce is still 80% male. What's more,
we have very few employees from ethnic
minorities. The general feeling within the
group is that we need to take measures in
order to reflect the increasing diversity ...

Ines: Sorry to interrupt, Jan, but when you

say ‘measures’, do you mean positive
discrunination? Hiring women in preference
to men, for instance? Because that's all very
well in sales and admin, but I really, really
can't see women doing the heavy jobs in
production. And anyway, I'm not sure that
positive discrimination is the right way to
approach the problem,

Christopher; No, 1 don't think it is gither It

seems to me that we would just go from
one extreme to another - you know, all our
employees would be middle-aged female
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immigrants with disabilities!

J: Point taken, Christopher, But, seriously,
that's what we want to avoid —extremes. In
faet, what we need are measures 10 ensure
that we don't discriminate against anyone on
whatever criteria, whether it's their age, their
race, their gender, their religion, or anything
else.

. But Jan, don't you think that's just an HR
problem? | mean, they're the peaple who
interview the candidates, not us. Nine times
out of ten, we anly see a short-list of peuple
they've already approved, It's even worse
when we recruit from the agencies, And that's
another problem, by the way: half of the
people they send us are absulutely hopeless.
I don't know how they select them, but
honestly ...

J: Yes, Christopher | know the agencies are

a prublem, but 1 think we're getting side-
tracked here, Could we agree that we'll talk
about the agencies next Monday?

51}

¢ OK.

] Good, So, getting back to diversity, Ines, whal
can we do to attract more applications from
women?

I Well, for a start, we should offer more part-
time positions, Flexible hours, longer holidays
when the schools are closed, a four-day week.
You know, jobs that women with families
can manage. That's really obvious. I've been
saying this for ycars! | mean, why don't we
start by allowing our present staff to go part-
time if they want ta? | can think of at least
four womnen who'd be delighted to work part-
time! That would mean we could offer more
part-time jobs to new candidates.

I. Yes, Ines, thank you. That's an excellent idea.
Shall we get HR to work on it? Christopher?

C: That's fine by me.

I All right, that's decided then, Al right, shall

;w: break for coffee now, or take point three

irst?

6.6 Case study Phoenix

& 261

Justin: ... so we all agree that we need to keep
an eye on that ane. All right, that just leaves
point six on the agenda: the new site for the
South West, Helen, can you bring us up to
date’?

Helen: Yes, Justin. There's good news: we've
identified three possible sites in a place called
Port Katherine.

Glenn: Never heard of it!

H: Well, it's a small town about 30 miles south
of Perth. It's exactly what we were looking
for: close to Perth, but far enough away
not to attract too much attention from the
environmentalists.

G Well, that's good news! We don't want
another disaster like Cairns, Those Greens
have absolutely no idea what this country
would look like if we didn't recycle cars!

J: Yes all right. Glenn. Shall we let Helen
finish?

G: Oh, yes. Sorry, mate.

Helen?

H: Thank you, Port Katherine's population
is only about three and half thousand, so
Glenn will be happy to know there shouldn't
be too much local resistance. And the local
authorities are desperate to attract new
business and jobs to the area.

I: Sounds good, You said there were three
possible siles?

H: Yes, that's right, I've put all the details in this
handout, There you are, Glenn

G: Oh, yeah, Thanks,

H: Now, Site A is a good one, It's o greenficld site

just on the edge of town, There are several

plus points. Firstly, it's close to the highway,
s0 access for our trucks is easy. Secondly, the

price of land is reasonable. And thirdly, it's a

nice flat site to build on,

Any negatives?

Well, just one. It's right next to the local

school,

:ﬂ‘
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G: Uh-oh!

H: But 1 don't think it's going to be & problem.

1 spoke to someone at the planning
department, and they were very enthusiastic.
Sites B and C are also possible, but they have
other problems. Site B is on a business park,
s0 1o problems with residents, but it’s a bit
expensive and taxes will be higher. Site C is
actually in the town centre.

G: Oh yeah, perfect! Twenty ton trucks in the

high street!

1: Actually, Glern, it's not that bad. 1t on a
big old factory site near the harhour. We'd
have to demplish the old building, and access
would be a bit of @ problem, but they could
build @ new road, Its possible.

]: OK, thanks, Helen. Excellent work. I'll send
somebody out there lo start talking to the
locals,

G: ‘Operation Charm and Diplamacy’, eh?

J: Yes

H: Hrm, Better not send Glenn, then!

7 Mergers and
acquisitions

7.1 About business Risks and
opportunities in M&A

S 3:01

Interviewer: If mergers are so difficult to do well,
why bother with cxtermal geowth atall? Why
not just grow internally?

Bernard Degoulange: Well, the most common
reason, and probably the best reason far a
merger, is that your customers are asking you
for something you can't deliver. Let's say you
sell champagne. If people are satisfied with
your champagne, they're going to start asking
you for whisky, simply because everybody
would like to be-able 1o get the selution 1o all
of life’s problems from the same place. Now,
if you can't give your customers the whisky
they're asking for, you have a problem,
Because however satisfied (hey are with your
champagne, they're going to go somewhere
else for whisky, and that's when you risk
losing those customers,

I What advice would you give on finding the
right company to acquire?

BO: Personally, | have five points that 1 want
to examine when looking at a possible
acquisition; the five Gs, If 1 don't get good
answers to at least four of them, | don't do
the deal The first of the five Gs is Goals. Are
our goals compatible? Are both companies
trying to achieve something similar? If not.
keep looking,

Secondly, Gains, 1 want to know if there will
be real gains in terms of economies of scale.
And will these gains compensate for perhaps
not being able to react as quickly to new
trends in the market because of the size of
the organization? Being bigger is not always
better,

The third point is Genes, That's genes with a
G, not with a ]| By genes, I mean company
culture, There's no point in rying to merge
o traditional, hierarchical family business
with a fast-moving start-up with a luid-back
management style. [t just won't work, the
cultural genes are too different. 1t's not
enough to find a partner whose strengths
compensate for your weaknesses, and vice
versa: there has 1o be a real synergy in culture
and personality.

I: Yes, if that synergy isn't present, there's a rigk
that neither company's customers recognize
the firm that they used (o trust,

BD. Exactly.

I OK, so0, Goals, Gains and Genes. What are
the other two Gs?

BD: Geography and Growth. Are the companies
based in the same city or geographical area”
If not, cammunication between headguarters
is much maore difficolt, and the Gains are
harder to achieve,

I:  And Growth? .

B0 Will the merger provide technology or skills
that you don't have now, which would take
too long to develop yourseli, and which will
unquestionably allow your company 1o grow?
If the merger will open new markets, which
would otherwise be inaccessible, then it
makes sense

I: When you've identified the right partoer, how
can you make sure the merger goes smoothly?

BD: The most important thing is to look after
your people: employees, management and of
course custormers, but especially employees.
First of all, you have to keep them focused
and productive. A merger is a wonderful
apportunity for everybody 1o take their eye off
the ball —and so it's a wonderful opportunity
for the competition to jump in and take
markel share from both companies in the
METger.
Sccondly you have to help employees get
over their feelings of loss and perhaps anger
as quickly as possible, and accept the new
situation, Whenever there is a merger, two
companies die and a new company is born.
It's essential to help peaple get through that
traumatic period, to explain how things will
change and what their new roles will be, and
1o get them to accept the new organization
and their new identity, It's essentiully about
communication, sometimes counselling, and
compensating those who leave the company,
whether by cheice or not.

7.2 Vocabulary Business performance

O 3.02

Anchor: Oxter Holdings today confirmed that
they have increased their bid for Fraxis Corp,
1o $98 per share. Nelson Brown has the
detoils of the New York industrial designer’s
Wall Street success,

Nelson Brown: Fraxis Corp. was floated in 1988
at just $15 per share, Alter o sudden drop of
%3 in 1089, the stock rose gradually over the
next two years to reach $30 in early 1991,
when Fraxis acquired one of their smaller
competitors, Nimmco. The market was not
enthusiastic ahout the takeover, and Fraxis
fell sharply by over 40%. It then recovered
slightly and levelled off around the 830 dollar
mark for the next three years. In 1995, Fragis
CEO Alex Firman announced an alliance
with the European market leader Haffmonn;
the reaction was immediate, The stock price
soared to $B5 as institutional investors rushed
1o share in the profits, The alliance has been a
great suceess; with the exception of remporary
dips 1o $50 in 2001 and $59 in 2006, Fraxis
has climbed steadily 1o peak at $95, shortly
after Oxter's first offer of $90 a share was
rejected last week. Analysts believe that
Fraxis are unlikely to accept anything less
thian $110, 50 expect to see the price jump to
8100 plus when trading opens on Monday,

7.3 Grammar Future forms and
expressing likelihood

& 3:03

Ashley, Emma, Happy New Year!

Emma; Happy New Year!

At What are you doing all alone over here?
| haven't had a chance to talk to you all
evening. Have same more champagne!

E: No, | shouldn't, 'm going to give up smoking
and drinking this year, It’s my New Year's
resolution,

A: Really?! Well, you can start tomorrow. Come
on, Em, it's New Year!

E: Oh, all right, just a drop. Thanks. Anyway,
what about you, Ashley? What's the New
Year going 1o be like for you? Have you made
any resolutions?

A: No, not really. But I'm definitely going to find
anew job. There's no way I'm staying at that
company for another year,

. Right. Have you got anything in mind?

m




_..+___

' A: No, but I'm going (o read the job ads until
I find something good, I'm bound to find
something better than what | do now.

E: Oh, I'm sure you'll find something easily, Or
you could go frcclance, with the talent you've
got ...

AL Freciance?! Well, | suppose I could, but |
think its unlikely. IUs far too complicated.
No, I'm just going to choose about ien or
twelve jobs 1o apply for, go along to the
interviews, and we'll see what happens. I'm
going to take my time, not rush into anything.

E; Right. I think that's very sensible.

A: So, what ahout you? Are you going to stay at
Artip?

E: ldoubt it

A: Really?! Are you going to leave, or are they

going 1o throw you nut?

E: Well, both of those are quite likely, actually.

The company's being taken over in February,

so we don't know what will happen. 1 mean,

they're bound to make redundancies, we just
don’t know how many, Anyway, I'm starting
evening classes next week. ['m going to
retrain as a marketing assistant,

¢ Excellent! Well, here’s 1o a successful New

Year for both of us!

Yes, cheers! But, um, Ashley, isn't there

another New Year's resolution you've

forgotten to tell me about? Is that a real
diamond? Who's the lucky man, then?

=

E

f

7.4 Speaking Presentations — visuals

& 3:04-3.08

A

Now, my next slide shows how the number

of takeavers is likely (o increase over the next
decade. This one gives a breakdown by sectar,
This next slide highlights the probable effect on
company performance, And this one, this one
and now this third slide show how share prices
will fall.

B

Maving on to my next point, which is, er ... yes,
management buy-outs. No, sarry, just before
that I'm going to show you another slide about
corparate raiders, Ah, sorry, | can't scem to find
it. Well, there’s a hand-out which gives you the
main points. I'l], er, make some copies when we
finish. So, have a look at this slide which shows
the confusion which resulted from ... Ah, no,
sorry, those are my holiday photos

C

Now, then. Let's ook at the next slide which
shows some very interesting data. As Vou can

see here —oh, or perhaps you can't see - yes, I'm
sorry, the figures are rather small. Anyway, the
sales forecasts are particularly good, in contrast
to the data for the last three years, which is in
the, ah, smaller table, over here on the right. Ah.
You can't read that either?

D

I you look at the next slide, you'll see that
weintend to collect data for the survey using
aGrossman scheduled EMTI questionnaire
modified from the standard CDF rapid
assessment surveys procedure, and compensatet!
for statistical significance using an unbiased
reflex standard deviation algorithm,

E

OK, customer reactions to price and service

levels alter mergers: 30% of customers noticed an
improverent; 49 said things had got worse. Erm,
customer satisfaction by sector: almost 9% down
in retail; stable in the service and financial sector:
and 5% up for manufacturing companies.

&30

How will our customers react to a merger? My

- next slide shows (wo chants which illustrate the
problem. Recently, customers of large Spanish
timpanies that had been involved in mergers
were asked if they felt that prices and service had
improved, remained the same or deteriorated as
aresult of the merger. As you will notice in the
Echun. only a third of customers noticed an
mprovement, compared to almost half who said

that things had got worse

Let’s look at the second chart, which shows
customer satisfaction by sector. As you can see,
after o merger, customer satisfaction falls by an
average of almost 9% in the retail sector, whereas
il remains about the same in the service and
financial sector, and rises by 5% on average for
manufacturing companies,

The figures seem ta suggest that, on the whole,
customers are always likely to react negatively to
mergers, This is due to a perceived drop n levels
of service after 2 merger, The results indicate that
retilers, where service is crucial to customer
satisfuction, are particularly affected, as apposed
to manufacturers, who benefit from mergers, Of
course, this is the result of improved product
quality and design, which are the mast important
factors for their customers.

& 3:10-3:13

1 Customers were asked if service hacl
deteriorated as a result of the merger.

2 Only a third of customers noticed an
improvement,

5 Customer satisfaction falls by an average of
almost 9%,

4 This is essentially due to a drop in
levels of service after a merger.

7.5 Writing Presentation slides

S 314

Good morning everyone, and thank you for
coming. Two months ago, you asked me to
conduct a strategic analysis of the company's
strengths, weeknesses, opportunities and threats.
I'm here today to present my findings, and to
make recommendations on the basis of those
findings.

Tintend first to give a short summary of the
company’s position, and then to invite you to
ask questions and give your reactions to my
proposals, If anything is not clear, please feel free
1o interrupt me.

First of all, I'd like to remind you of the
company’s main strengths. As you know, Galway
Software has a reputation for innevation
and quality in developing highly-specialized
customer applications. We are able to provide
excellent service thanks to our small team of
expert engineers and developers, What's more,
our finances have been carefully and cautiously
managed: as you can see from the figures on this
slide, today the company is in good financial
health with practically no debt.

However, although there are many reasons
for satisfaction with the company’s position,
there are also a number of weaknesses which
must be considered. The first, small weakness
is office space, We just don't have enough. The
second, more significant weakness is costs. As
this graph shows, our development costs have
risen steadily, whereas market prices are falling,
Itis becoming increasingly difficult to maintain
our profit margins. The prineipal explanation
for these high costs is the high salaries we have
to pay to attract experienced developers, A
third, associated problem is recruitment: in spite
of high salaries. we are finding it increasingly
difficult to attract young engineers who prefer to
join large international companies. This brings
me to perhaps the most significant weakness, and
a problem which | want to come back 10 in a few
moments when I tallkk about threats, and that is
our size. As a small company in a very specific
niche market, we are vulnerable. If things went
wrong with just a few of our big customers, we
could have serious difficulties,

But before looking at the threats, let's
move on lo opportunities, In particular, new
technologies and a changing world cconomy
are opening up exciting ways of re-thinking
our business activities. For example, the new
member states of the European Union in Eastern
Europe have excellent schools and universities:
their young engineers are talented, well-trained
and keen to scquire experience in companies
like ours. Another possibility is to do part of
our development work offshore, in countries

Recordings .

like India where labour costs are significantly
lower than in Europe. Last, but certainly not
least, we must look at apportunities in our own
industry: competition is fierce, and a process
of consalidation is under way. Many firms are
forming alliances or launching takeover bids in
arder to exploit synergies, to make economies
of scale and ta diversify into new marlket
segments. | believe these are opportunities
we should not ignore, and I will be making a
specific recommendation in the last part of my
presentation. |
So, I've talked about our strengths, our
weaknesses and our opportunities, I want now to
explain why one of the opportunities | have just |
described is also a serious threat. In the context
of the consolidation I referred to carlier, Galway
Software, as a small, suceessful, well-managed
company with no debt, is a perfect target for a
takeover. It is only a matier of time befare a hig |
international firm comes knocking at the door
with its cheque book open. ... Unless we move
first,
In the last part of this presentation, [ am going
to recommend that Galway Software should
itself launch & 1akeover hid. There are many |
goad reasons for this, Firstly, external growth
with a reasonable amount of debt will make us
less vulnerable. Secondly, a takeover will allow |
us to diversify into new markets, to expand
our customer base and spread our risks, and to
make economices of scale, And thirdly, the ideal
candidate, Oranmore Video Games, which is
based just 20 miles away, currently has more
developers than it needs, and has a lot of unused
office space,
I'm going to give you a handout which gives
more details of why I believe we should acquire
Oranmore ...

7.6 Case study Calisto

& 315

President: As you know, this year Calisto has

lost one point five million dollars. Obviously this
situation cannot cantinue. Unless we take action |
now, we will go out of business next year. We

have several options to consider.

Our first option is to adopt the same strategy |
as IMM. IMM have reduced their operating |
expenses by 20% aver the last two years.

However, they have achieved this by ruthlessly |
culting jobs; one fifth of IMM's staff have been

made redundant, Here at Calisto we have a long |
tradition of looking after our staff, and T do not |
wish to choose this option unless there is no

other alternative. |

Our second option is to follow the example
of our friends at Reysonido, and buy European
technology which would reduce our cosl of
sales by 10-15%. However, we estimate that
this investment would increase our operating
expenses by half a million dollars a year,

A third option is to cut our prices in order to
increase sales. We estimate a price cut of 10%
might increase next year's sales to $16.5 million
- assuming, of course, that our competitors
do not reduce their prices. However, our cost
of sales would increase to just under 9 million
dollars.

My [riends, there are threc more options
which I have not yet discussed with you, but
which I would like you to consider carefully,

Option number four is o merger. IMM have |
offered us three million dollars, which, in view

of our desperate sitation, is a very reasonable

offer. If we agreed to a merger with IMM, the |
new company would be the new market leader.

and be in a far better position to compete with

Dylan. However, there would no doubt be some
redundancies in order to make economies of |
scale,

As [ said at the beginning of my presentation,
I will take questions at the end. Now, option five.
This is a high-risk strategy, but we must consider |
all possible solutions. [n order to compete with
Dylan, we need ta be bigger; one way 10 obtain |
that critical size is by acquisition. Our fifth option
is to acquire Reysonido. |
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id of around four million dollars, As well as erosom to announce their decision?
! synergy and economies of scale, this acquisition and payments P, Well, they said within three wecks. By the
| would also give us another honus: access to b 17-3'21 way, have you got the files for the New York
I the technology which means Reysonido's cost meetings?
i of sales is 10% lower than our own. Of course, L ; . : ; I: Yes, they're all ready. Do want to look at them
l| i we would need to borrow the money, and the Al Bl:k.lﬂi.'l: 1hwe y-n?dﬂ'fn this letter from those now]
repayments would represent around half a _ people in Slovakie? P: No, I've got another meeting!
| million dollars per year over ten years: not so B: No, what do they want? J© Well, you'll have to read them during the
I unrealistic with combined sales of 25 million, | A: Well, they say they're ready to place a large " fight, then,
i baliaye 2 order now if they can pay next year. P Hm | suppose 50
l The final option is one which I sincerely B: Well, you'd better do some research on the J: OK Well, I'l get on, then, unless you've got
hope you will not choose. That is, to close the company, Make sure they can pay! But be " any other questions?
company, and sell off our assets (0 pay our debts. 2 diserete. We don't want to upset them. P. Er, yes, just one. When am | going to sleep?
L::;is:ﬂ;:};:m Iast in order to stress that itis C: I'm still worried about sending these parts by 3 3:23-3:32
All right, I'm sure you are anxipus to D: Eg].IT:ey'lre quite Emﬂ,‘lf' Yot }(nm;l.r. 1
ask questions. After that, | would like us to i u_m wor:'],.r. were meetlrng b rtﬁ' A: It seems 1o me that with interest rates so low,
consider all the options in detall; everybody's HSILIBTEEPEGp O ATIILED W, LA NNE SIS property is still a better choice than the stock
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T won'tit? p EREITIRLYE, B: Yes, you're right, | think a small ffat in the
8 International trade D: Probably, But we have to do it anyway. It's 2 town centre should give u good return,
one of the conditions in the contract. No C: 1 think you should talk to her. She’s still
8.1 About business Export sales and ~ "nsumnce.no deal. WGk
payment v : ; D: OK, OK. I'll call her and tell her I'm sorry. |
aY} e E: I[;’::\}:::f:{:'; have we received & payment from e e e T
: y 3
F: No. And I've already se reminders. et "
Interviewer: Mr Sullivan, Daryl Vincenti of E: ll\vu'? iistcn. i iour:i\l": ?hcmla c:ll; I E: Whl?t state is it in after the accident?
Eisenhart Games recommends using a credit we're not careful, theyll be late every month, F: ‘:rrzk}:l:l :::lr?s gi\; !;e:g :E:ﬁ |?ll;al.rlil :rr:r: 12
agency like yours. But can you _‘f“ us first and | don't want to have the same problems B ulgmw.ork ks
what exacily credit agencies do? we had last year, l Lﬁ’ p .
James S_ulll\r}mi Well, basically, _w? uI’:'r:rt a rung: of 4 4 ucky,
EeIVICeR i tw0 THAN ARy, INOMLAL O A F: 5o, could you send the payment as soon as 1 :
insurance. Some of our clients are interested possible, ]\-j';r Tskahashi'? ¥ G: ngzmaﬁng' She alm:?jyaipgﬂkiscﬁ:"en
in information to help them manage credit G: Well, it's just that there seems to be & Chine;:: r;;lli‘uu?gfan a €S picking up
risk, and others come to us for insurance, But small problem with your invoice. It's more O i YD ble S A R
;':?:y C(impaglilsir?stifmnhm' need both expensive than we expected, - ) people] gift, | guess,
rmation én ance. ; F: I'm sarry, Mr Takahashi, but the invoice is for I
I: What sort of information can you provide? exactly the same amount as our quotation, L E::&:tgcgéCI¥n"c§: !szﬂ.n?mc ;?rorn"i s
JS: We have details of over 50 million businesses which you accepted, iskedns ying on j £
in ‘cuunlrms all over the world. S, for G: Ah, yes. Well, exceptionally, as we are regular i Yes gl'knu;\r .
example, we can help Daryl by telling him customers, could you perhaps wait iwo or " our hiraavar i than ¥
L’::“t' bus’r‘;e,s“:.,”“ﬂ claﬁn‘tnes 10 the}ﬂ:ldd!e three weeks? We just have a small cash 6 ¥
it hs O ‘Ed h rn flow problem st the mament. L gyre yar K: The Americans are much more demanding,
: ilc:tﬁamt;g;mw ﬁﬁgoiwepr:ﬂﬁ:ﬁlm weuc::n e L " The Food and Drug Administration are
qu pay; and, ar, bout ... o { :
warn him if one of his customers gets into 5 T tsm'lb]y ;t""t- But 1f|%..'ou want to sell in the
financial difficulty. H: Well, we'll accapt y s tates, there's no other way,
. ; ; g ' vour terms providing you . A :
I And you give cach company a rating which deliver direct to our factory, L Y:::iu::?:-oﬂ;zi:l;m.s%“ have to adapt the
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i i is gi ; i i BoRcR A LI 2 ; M: What if we deliver the goods but they don't
given a rating, This gives us a quick guide H: But you said yourself these parts are fragile, g & ¥

to how safely you can do business with a

particular company or in a particular country.

Actually, there’s much more than just the
rating. Clients like Daryl receive detailed
credit reports which help them decide if and
how to work with different companies.

I: 1see. Now, what about credit insurance. Is
that something new?

1S: Well, it's relatively new aver here in the
States, but not in Burope, European

so surely it would be better for the same
forwarder to deliver all the way to the door?
That way there's Jess risk of damage.

I: Well, you have a point there, I suppose,

H: And this will be @ regular order, so it means a
lot of business for the forwarder. 1'm sure you
can negotiate good terms with them.

I; Yes. Yes, you're right, OK, then. It's a deal,

8.3 Grammar Prepositions

pay”

ngl, we have a policy which covers that
risk. For a small percentage of the value of
the goods, we will guarantec to pay you if the
customer defaults.

©: Well, sales are up 300%, we've reduced

costs, our stock price has almost doubled
and shareholders are delighted! Everything's
worked out perfectly!

companies have been using it for a long time. P. Yes. It doesn't get any better than this,
Seventy per cent of European companies use & 3:22 9 - s

L “ﬁ"@ mth t.;"" 5% Jenny: No, I'm picking them up this evening. [ gkt lhet Gapha weef( ; ¥

A sl . S have to be there before six, so I'll be able to 10 =

IS: Essentially because European firms have o drop them off here by 6,30, N
export, because their intemal markets arc (00— p. Thanks, that's great] What time's the flight? s e datbiget. :
small. Until now, the majority of American J: It at 23.10. But it's OK - check-in doesn't : ki Clrbals : ; :
firms have done most of their business T No, I'm having the same problem. I've tried

in America, so they didn't need credit

insurance unless the customer was very risky.

Nowadays, companies like Eisenhart need to
export, so they're discovering the advantages
uf credit insurance, For example, it means

that in Saudi Arabia, Daryl can trade on open

account, with no need for letters of credit,
which take a lot of time and are relatively
expensive.

I: 1see, Talking of expense, what does credit
insurance cost?

15: Well, of course, it depends on the contract,

The more risk the insurer takes on, the higher

the premium will be. But, on average, 1
would say, for international credit insurance,
between o quarter and 1% of sales.

open until 21.15. You've got plenty of time,

P: Hm. 've got the finance committee tonight
That usually goes on until at least half seven,
I'll only just have time to go home and pick
up my suitcase. | probably won't see the kids
for a week now. They'll be in bed by quarter
to eight. When do 1 get back from the States
again?

J:  On Sunday morning. You've got six meetings
between tomorrow morning and Friday, That
leaves you a day to visit New York, and you
fly back late on Saturday evening.

P Well, I don't think I'll have much time to visit
New York. I've got the Merosom pilch to
prepare for next Monday. I'm going to be jot
lagged on Sunday, so I'll have to da it before
flying back.

everything but the system won't let me in.
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F: I'm sorry, perhaps 1 haven't made myself R: 1should really suspend their credit and insist

8.4 Speaking Negotiations -

diplomac clear, The price we quoted was ex works, But on cash in advance. They're on, let’s see ..
P 4 we can quote including shipping if you like. thirty thousand dollars. It's just too big a risk.
3 3:33-3:35 E: But didn't you say you would give us the same Have you seen the latest cash-flow figures?

1

A: I'mafraid I think we might need more time

to explore all the implications, and perhaps
1o include some of our seniar management in

terms as for Auckland Industries last year?
Ah, | see, yes. Well, allow me to rephrase (hat,
What I meant was, we would be very happy to
give you the same terms as Auckland, if you

Our customers are taking longer and longer
16 pay, and uncollectibles have gone over 3%!
I'm getting a lot of pressure from management
to take firm action.

he di Tt were in a position to order the same volume. F: Well, be careful: Mrs Saman told me vesterday
i L k";?“,"?“’" T been | that her brother is a very senior government
P ek vr xamada, Dve aleady eerzh}ere 8.6 Case study Jeddah Royal Beach official, And remember, we have a lot of
a week, and 1 have a plane to caich this Resort guests from Egypt now. We don't want to
evening If you don't want to do this deal, just €50 upset them
g sk & 339 R: Yes, that's true. You never know who Mrs

DM

I mean, when | get back, T have to tell my
boss we have a contract, or explain why |
failed to get one!

We feel there are still quite a large number of
difficulties to face in this project, and these
will take g very considerable amount of time
and money to resolve.

Frederick: Good evening, Riaz!

Riaz:  Oh, hello Frederick. Everything OK?

F: Yes, fine, thanks. I just wanted to give you
these applications, if you've got a moment?

R Yes, of course. Have a seat.

F: Thanks.

R OK, so what have we got here?

D: OK, Amal, let’s sit down and work out a F: Well, first of all, there's Ms Koepple in room
schedule, 406. She's with Cool Breeze. It's a record

C: Tam not sure that at this stage a schedule is label based in Buenos Aires. Now, [ know
appropriate, in view of the considerable, er, you don't like record companies, but ...
cultural differences between our companies, R: Yes, Frederick, and you know very well why 1

j2 I v

ne

mm

mm m mmo

. Well, we need to start work soon if we want

to meet the deadlines,
Frau Meier, perhaps we should talk again in a
few days, by telephone?

: Are you saying you're guitting the project?!

If you insist on putting it in those terms, then,
ves, | think probably that is best,

And you pay the shipping costs,

 No, as I told you, our prices are ex works,

You pay for shipping
8o you don't want to sell us your machine
tools?

: No, why do you say that? I never said that!
¢ Your terms with Auckland Industries last year

included shipping, I believe,
Yes, but that was a much Jarger contract.
S0 our urder is not very important for you?

& 3:36-3:38

1

Al I'm afraid I think we might need more time

to explore all the implications, and perhaps
to include some of our senior management in

don't like record companies and those vulgar
rock groups they send us, always causing
damage and disturbing the other guests:
Argentina, you say?

. Yes. But Ms Koepple says they want to
organize a big conference for their exccutives,
There won't be any rock groups or that kind
of thing, just corporate exccutives. So, they're
applying for our credit card.

¢ Well, it's true we need to develop in the
conference market. It's good business, and
it often brings in more business by ward of
mouth, But Argentina .. OK, leave it with me
and I'll look into it, How big Is Ms Koepple's
bill?

E. Well, she's been here for four nights, Leaving

on Saturday. She's spending a lot of maoney

— maybe six thousand dollars so far. But she's
very nice, very friendly. I'm sure she won't
leave without paying,

Ri Hm, she's applying for a credit limit of twenty
thousand. Let’s keep an eye on her, anyway,
Let me know if her account goes over ten
thousand dollars, OK?

=

the discussions, F: Sure.

B: Uh-huh, Yamada-san, correct me if I'm R: What else have you got there?
wrong, but you seem to be saying that you're F: The next une is Mr Kobayashi from Tokyo.
not completely convineed by this deal. Remember him? .

A I'm afraid there seems to be'a slight R: Oh, yes, The second-hand car salesman?
misunderstanding, Mr Bryson, Let me F: Yes He'sa really difficult customer. We've
put it another way. We are as enthusiastic had to move him 1o 4 different room three
about this deal as ever but here in Japan, times this week because he didn't like the
itis very important to take the time to view, or it was tao far from the_ restaurant ..,
consult everybody, and to be sure there is a R: Well, he may be difficult but his eradit's good.

o

=]

me

consensus,

: Ah, yes, I understand, It's important for me to

keep my board informed too.

¢ I'm afraid we feel there are still quite a large

number of difficulties to face in this project,
and these will take a very considerable
amount of time and money to resolve.

OK, Amal, have [ got this right? You're saying
that you're not sure we have the time or the
money to make this project a success?

i That's right. Especially in view of the

considerable, er, cultural differences berween
our companies.

80, would I be right in saying that you are
considering withdrawing from the project?

: No, I'm sorry, Sabine, that isn't quite what

I meant. What I'was trying to say was, we
need to take our different approaches to these
problems into account, but I'm sure we can
find solutions.

: Yes, I'mi sure we can. Perhaps we should talk

again in a few days, by telephone?
Yes, that would be fine,

And if I've understood correctly, you will pay
the shipping costs,

He seems to have buill himself quite an
empire over there. Kobayashi Auto Sales js
doing very well, We've never had any problem
with his people,

E: Well, I wouldn't buy a car from him. He never
looks you in the eye, never smiles, never says
‘thank you'. He wants us 1o raise his credit
limit, but I don't trust him,

: Let me see. From fifty up to a hundred
thousand, ¢h? All right, I'll think about it.

F: Right. And this last one is our old friend Mrs

Saman and her team from Egypt.

R Oh, no. Are they still coming here? 1 thought

we stopped their credit last year.

F: No, the company paid up in the end,
remember?

+ Yes, I do now. Charming lady, of course, but
that company - what's it called? Black Nile,
thats it, They invented the concept of the
slow payer! 1 think it took 18 months 1o get
them 1o pay their last invoice. What does she
want now?

F: Well, she wants us to raise their credit limit to
a hundred thousand, too,

: Oh, no way!

F: But there are ten of them this time, and she's

such a wonderdul little old lady!

o

Saman might talk to. She' a very influential
ald lady. All right, leave it with me, Frederick.
I'll let you know what 1 decide tomorrow,
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Wordlist

1 Corporate culture

1.1 About business
Work culture and placements

assignment /asammant/ noun [count or uncount] task
given as part of your studies or your job: His first
assignment as a reporier was to cover the local election.

autonomy /oftonami/ noun [uncount] the power to make
your own decisions: New regulations have severely
restricted the autonomy of doctors.

beating /bixm/ noun [count] the act of hitting someone
hard a number of times as a punishment: The man had
been given a severe beating.

(be) the done thing /(bi) da dan 6/ phrase to be the
correct thing to do or be the way that people think you
should behave

burst into tears /ba:st mts '1az/ phrase to suddenly start
crying

dress code /'dres kaud/ noun [count] a set of rules about
what you should wear in a particular place or at a
particular event: The dress code in our office is very
formal - everybody wears a suit.

etiguette /‘ctiket/ noun [uncount] a set of rules for
hehaving correctly in a particular situation: Office
etiquette demands that you don’t read other people’s
Messages.

get in (to the office) /get m'ts 8o 'ofis)/ phrasal verb
[intransitive] to arrive at work: Mark never gets in before
9.30,

initiative /fnifativ/ noun [uncount] the ability to think
of ideas and take decisions independently: take the
initiative: to take the first step or be the first to take
action: She would have to take the initiative in order to
improve their relationship.

intern /'mtam/ noun [count] a student or recently qualified
person who works in a job in order to get experience:
Most employers prefer interns who already have some
work experience.

pick up /pik 'ap/ phrasal verb [transitive] to learn
information or a new skill without trying or without
meaning to

skive off /skarv 'vff phrasal verb [intransitive or transitive|
BrrrisH INFORMAL to stay away from school or work when
you should be there

stressed out /strest 'aut/ adjective suffering because of
pressure at work or other problems

turn out /tamn ‘aut/ phrasal verb [intransitive] to be
discovered to be something, have something, etc: it turns
out (that): It turns out that 1 was right all along.

1.2 Vocabulary
Work organization and responsibility

as such /a7 ‘satf/ phrase [usually in negatives] used after a
noun when you are referring to the usual meaning of the
word

dog eat dog /idng it 'dng/ phrase a situation in which
people compete very hard and will do anything to be
successful

148 (/¢ Business

on a day-to-day basis Jon o de1 ta der 'bersis/ phrase used
for saying how often something happens: on a daily /
monthly / annual, etc. basis: Safety equipment was
checked on a daily basis.

organigram />/genigreem/ noun [count| a drawing or plan
that gives the names and job titles of all the staff in an
organization or department

overview /suvayvju/ noun [count] a description of the
main features of something; overview of: The book gives
an overview of management techniques.

predecessor /' pridisesa/ noun [count] the person who had
the job before: Alexander seems to have learned nothing
from the faults of his predecessors.

take over /icik 'auva/ phrasal verb [transitive] to take
contral of something: IBM is taking over a much smaller
company.

1.3 Grammar
Past tenses and advice structures

blame /bleim/ verb [transitive] to say who or what is
responsible for an accident or problem: If it all goes
wrong, don’t blame me.

dive /daiv/ verb [intransitive] to jump into water head first:
He dived into the pool and swam off.

neglect /n'gleki/ verb [transitive] not to do something
that you should do: neglect to do something: She had
neglected to inform me that the company was having
financial problems.

nickel /nikl/ noun [count] a coin in the US and Canada
worth five cents

polish /poliff verb [transitive] to rub the surface of
something in order to make it shine

successor /sak'sesa/ noun [count] the person who has a job
or position after someone else: successor to: They haven't
yet named a successor to the outgoing CEO.

tactful /1ekifl/ adjective careful in the way you speak
and behave so you do not upset other people: tactfully
adverb: Speak tactfully if you want the boss to accept
your criticism.

1.4 Speaking
Meetings - one-to-one

authoritative /o:0ortatv/ adjective used for telling people
what to do

clear the air /klio 5i 'ea/ phrase to discuss a difficult
situation which is creating a bad atmosphere.

commitment /kamitmant/ noun [singular or uncount|
determination to work at something or intention
to support something: show commitment to: The
gowernment has failed to show its commitment to the
railways.

deadline /dedlam/ noun [count] a specific time or date
by which you have to do something: They've given us a
five o’clock deadline. meet / miss a deadline finish / not
finish something in time: If we can’t meet the deadline,
they won't give us another contract.

dogmatic /dog'mauk/ adjective so sure that your beliefs
and ideas are right that you expect other people to accept
them




threatening /'Oretnny adjective showing or saying that
someone is likely to do something that will harm you: a
threatening look

1.5 Writing
A placement report

appendix [dpendiks/ noun [count] a section giving extra
details at the end of a book or document: Technical
specifications are included in the appendix to
Chapter 9,

conveyor belt /kon'veis belt/ noun [count] a machine with
a flat wide belt used for moving objects from one place to
another, especially in a factory

fancy /faensi/ verb [transitive] INrorMAL to want to have or
do something: What do you fancy for your lunch?

gearbox /giaboks/ noun [count] a metal box that contains
the parts of a vehicle or a machine that change engine
power into movement

it's a good job (that) phrase British used for saying it's
lucky that something has happened because it prevents
something bad from happening

mailshot /'meilfo1/ noun [count) a letter or advertisement
sent to many people at the same time

mess up /mes 'ap/ phrasal verb [intransitive or tran sitive|
to make a mistake or do something badly

rapport /riepo/ noun [singular or uncount] a good
relationship and understanding between people

take the mickey /tcik 8> 'miki/ phrase BriisH INFORMAL to
laugh at somebody, usually in a friendly way

waste /werst/ noun [count or uncount] useless materials
that are left or thrown away: A bill was introduced to
clean up toxic waste from local factories.

1.6 Case study
Counselling

body language /bodi lzngwids/ noun |uncount] the
movements or positions of your body that show other
people what you are thinking or feeling: Their body
language betrayed the tension between them.

bounce back /bauns 'biek/ phrasal verb [intransitive|
to become healthy, happy, or successful again after
something bad has happened to you

echo /ekau/ verb [transitive| to express someone else’s

ideas or to say the same words that someone else has said:

Blake echoed the views of many employees.

headache /hedeik/ noun [count] a pain in your head: I'ze
got a splitting headache (= an extremely bad headache).

open question /aupan 'kwest[(2)n/ noun [count] a question
with a h- question word, as opposed to a closed
question which has a yes / no answer

outlook /avtlok/ noun [singular] your general attitude to
things: share an outlook: They shared the same kind of
outlook on life.

paraphrase ['pierafreiz/ verb [transitive| to express
what someone else has said using different words: It is
particularly important when paraphrasing to be sure
that you do not distort the meaning of the original
statement.

Waordlist .

pass out /pas ‘auy phrasal verb [transitive] to give
something to each member of a group: The hall was
silent as the examination papers were passed out.

perspective /paspektiv/ noun 1 [count] a way of thinking
about something: 2 [uncount] a sensible way of judging
the importance of something in com parison with other
things: keep something in perspective: It’s important
to keep things in perspective and not dwell on one
incident,

reassess /ri:ases/ verb [transitive] to reconsider something
in order to make a new judgment: We tried to reassess his
suitability for the job.

2 Customer support

2.1 About business
Call centres

betray /bitrei/ verb [transitive] to harm someone who has
trusted you: They feit their assistant had betrayed their
trust in publishing his diaries.

browser /'brauza/ noun [count] a computer program that
allows you to look at information on the Internet

bully /buli/ verb [transitive] to threaten or frighten
someone to get what you want

cause (an) uproar /ka:z (an) ‘Aproy/ verb [transitive| to
provoke angry public criticism

cheery /fiari/ adjective feeling or showing happiness

computer literacy /kompjuita 'lit(a)rasi/ noun [uncount]
being able to use a computer

counterpart /kavntapat/ noun [count] someone that has
the same job or purpose but in a different country or
organization: The Prime Minister is meeting his German
counterpart.

dead-end job /dedend 'dinb/ noun [count] a job that gives
no chance of promotion or improvement

East Enders /i:st 'endoz/ TRaDEMARK a British TV soap
opera about a group of people who live in an imaginary
part of east London

emphasize /emfasaiz/ verb [transitive| to give particular
importance or attention to something: A school they
emphasize good manners.

farm out /fa:m ‘aut/ phrasal verb [transitive] to send part of
your work to be done by people outside your company

leak /lik/ verb [intransitive or transitive] if an object leaks,
liquid or gas comes out of it: If the boiler is faulty, it may
be leaking dangerous gas.

overseas /auva'siz/ adverb to orin a country across the sea

perk /pak/ noun [count] a special benefit that you getin
your job: Free theatre tickets are one of the perks of this
job.

slap in the face /slep i 02 feis/ noun [count] action or
criticism that causes serious disappointment

slip into /slip ‘mw/ phrasal verb [transitive| to quickly put
on a piece of clothing or here, assume an identity

sweatshop /'swetfop/ noun [count] INFORMAL a factory
where people work very hard in bad conditions and earn
very little money

UNISON, USDAW /ju:nis(a)n/,/'azdoif large British trade
unions

worlds apart /wa:ldz opait/ completely different from each
other
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2.2 Vocabulary
Customer service and telephoning

brainless /bremlos/ adjective INFORMAL extremely stupid,
without a brain

condescending /kondi'sendin/ adjective showing that you
think you are more important or more intelligent than
other people

clip /khip/ noun [count] a small object that holds something
in position

earth /3:6/ verb [transitive] BritisH to connect a piece of
electrical equipment to the ground so that it is safe

retain /m'iemn/ verb [transitive] to keep someone or
something

side panel /said paenl/ noun [count] a flat part of a box or
other object that can be removed

slot /slot/ noun [count] a long narrow hole that you can fit
something into

2.3 Grammar
Asking questions and giving instructions

broadband /'bra:d baend/ adjective Science able to send
different types of communication signals at the same time
and in large volumes

ISP /a1 es piy/ noun [count] Comruting Internet service
provider: a company that provides a connection to the
Internet

laptop /lxptop/ noun [count] a small computer that you
can carry with you

network /netwaik/ noun [count] a system of connections
between different points: @ mobile phone network

router /ru;ta/ noun [count] an electronic device which
allows several computers to share information and an
Internet connection

sort out /soi ‘aul/ phrasal verb [transitive] to solve a
problem or deal with a difficult situation successfully:
This matter could be sorted out if they would just sit
down and talk.

upgrade /spgreid/ verb [intransitive or transitive] to make
a machine more powerful or effective: The system has
been upgraded to meet customers' needs.

2.4 Speaking
Dealing with problems by telephone

closet /klozit/ noun [count] Mainiy AMericaN a small room
for storing things such as clothes or sheets

come again? /kam agen/ InForMmaL used for asking
someone to repeat what they have just said

crash ['kree[/ verb [intransitive or transitive] Compuring if a
computer or computer program crashes, it suddenly stops
working

freeze /friz/ verb [intransitive or transitive] Compuring if
a computer screen freezes or is frozen you cannot move
anything on it because there is something wrong with the
computer

PDF /pi: d: 'ef/ noun [count] CompuTING Portable Document
Format: a type of computer file that can contain words,
images, etc. and can be sent on the Internet and read on
any computer
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plug /plag/ noun [count] the device on electric equipment
which connects to the electricity supply by a socket in the
wall

plug in /plag '/ phrasal verb [transitive| to connect a
piece of equipment to an electricity supply

power outage /pauwa ‘avtidy/ noun [count] AMERICAN a
period when the electricity supply stops

quit kwit/ verb [intransitive or transitive] INFORMAL to
leave; Compuring to shut down a computer program

sort out /soit 'aut/ phrasal verb [transitive] to solve a
problem or deal with a difficult situation successfully:
This matter could be sorted out if they would just sit
down and talk.

toolbar /'iu:lba/ noun [count| a row of icons on a
computer screen that perform particular actions when you
click on them

unplug /anplag/ verb [transitive] to separate a piece of
equipment from its power supply by taking its plug out of
an electric socket

2.5 Writing
Formal and informal correspondence

accounts payable /okaunts 'perabl/ noun [plural] Mamiy
American a record of how much money a company owes
other people or companies for goods and services

asap (ci es er pit/ @s soon as possible: used especially for
asking someone to do something quickly: I want those
files on my desk asap.

crack /krek/ verb [transitive] to damage something so that
a line appears on its surface, but it does not break into
pieces: | dropped a plate and cracked it.

duplicate /'duppliker/ adjective made as an exact copy of
something else

inconsistency /inkonsistansi/ noun [count] something that
does not match something else

patch /pxif/ noun [count] a piece of software that you add
to a computer program to improve it or remove a fault

Trojan (horse) /trouds(2)n hais) noun [count] Computing
a program that seems useful but is designed to cause
damage. for example by destroying information

write-off /wrai 'of/ noun [count] a vehicle or machine that
is so badly damaged that it cannot be repaired

2.6 Case study
Cybertartan Software

bathroom break /ba:dr:m ‘breik/ noun [count] a short
time when you can stop work to go to the toilet

claim /kleim/ verb [transitive] to say that something is true:
He claims he is innocent, or here, to say that a product
can do something

come up with /kam ap 'wid/ phrasal verb [transitive] to
think of something such as an idea or a plan

count on someone /kaunt on samwon/ phrasal verb
[transitive] to depend on someone to do something for
you

from the horse’s mouth InrormaL information from
the horse’s mouth comes from someone who is directly
involved

meal break /mi:l breik/ noun [count] a short time when
you can stop work to eat




obsolescence /pbsalesns/ noun [uncount] the state
of something which is no longer used: planned
obsolescence the practice of making products that will
not last long, so that people will need to buy new ones

Q4 [kju:fay/ adjective / noun fourth quarter, also Q1 (first
quarter) Q2 (second quarter), Q3 (third quarter) = four
quarters of a business year

shift /[ift/ noun [count] a period of work in a factory or
business where some people work during the day and
some work at night: a three-shift system

staff turnover /siaif 1amauva/ noun [count or uncount]
the rate at which people leave jobs and new people arrive:
a high turnover of staff / personnel

swap /swop/ verb [intransitive or transitive] to give
something to someone in exchange for something else:
Do you want to swap seats?

triple /tnipl/ verb [transitive] to increase something so that
it is three times bigger than before: He helped triple the
value of the company.

3 Products and packaging

3.1 About business
Packaging

arthritic /a:6riuk/ adjective suffering from arthritis, a
medical condition affecting the joints (the place where
two bones meet) making them very swollen and painful

blister pack /bhisto paek/ noun [count] packaging for small
items like pills, consisting of a flat layer and a raised cover
of plastic that protects the product: also bubble pack

branding /brendin/ noun [uncount] Busingss the use of
advertising, design and other methods to make people
recognize and remember a particular product

bruise /bru:z/ noun [count] a mark you get on your body if
you are hit or knocked

drawing-board /'dra:m had/ noun [count] a large board
or table that designers use to work on: (go) back to the
drawing board: to start again from the beginning, look for
a new idea

focus group /faukas gruip/ noun [count] a small group
of people who are interviewed together and give their
opinions to help a company make decisions

interface /intafers/ verb [intransitive] interact and
communicate with each other

know-how /nauhau/ noun [uncount] practical knowledge
or experience

mockup /mokap/ noun [count] a model of a future product
that is the same size as the real thing

pilfer /pilfaf verb [intransitive or transitive] to steal things,
especially from the place where you work: pilfering noun
[uncount]

pitch /pitf/ verb [transitive] to try to sell something by

saying how good it is

Waordlist .

pliers /plaisz/ noun |plural] a metal tool that looks like a
strong pair of scissors, used for holding small objects or
for bending or cutting wire |

point of sale /pomt av ‘serl/ noun [count] the place where
something is sold

premium /'primiam/ adjective more expensive or of higher
quality

rag (raeg/ noun [count] a piece of old cloth: a red rag to a
bull something that will make someone very angry

rage /reids/ noun [count or uncount] a very strong feeling
of anger: MaINLY JOURNALISM angry violent behaviour in
a public situation: I is clear that air rage is now on the
increase.

seduce /sidjuis/ verb [transitive] to persuade someone to do
something by making it seem easy or exciting

shape /feip/ noun [count or uncount] the outer form of
something

shrinkage /[rinkids/ noun [singular or uncount] a
reduction in stock in a shop when people steal things

slash /slxf/ verb [transitive] to cut something in a violent
way

sprain /spremn/ noun [count] a painful injury that you get
when you suddenly stretch or turn a joint too much

stab /sueb/ verb [transitive] to push a sharp object quickly
into something: She stabbed the meat with her fork,

stakeholder /stertkhaulda/ noun [count] someone who has
an interest in the success of a project or organization

tear /iea/ verb [intransitive or transitive] to pull something
so that it separates into pieces: It's made of very thin
material that tears easily.

trigger /tnga/ verb [transitive| to make something happen |

turn-around /13:n sraund/ noun [count] time needed to |
complete an operation |

water down /waa daun/ phrasal verb [transitive] to make
something less effective or offensive by diluting it

weld /weld/ verb [intransitive or transitive| to join two |
pieces of metal or plastic by heating them and pressing |
them together

wrap /raep/ verb [transitive] to cover something by putting
something such as paper or plastic around it

wrestle /resl/ verb [intransitive or transitive| to fight or
struggle: wrestle with |

3.2 Vocabhulary
Specifications and features

beta test /biito test/ verb [transitive] to have a new
product tested by customers

bird's-eye view /ba:dz a1 'vjuy/ noun [singular] a good view
of something from a high position

blueprint /blu;print/ noun [count] a drawing that shows
how to build something

chart /ifoit/ noun [count] a map used for navigation in
boats or planes

focus group /Tavkes gruip/ noun [count|] a small group
of people who are interviewed together and give their
opinions to help a company make decisions

fool /fu:l/ noun [count] someone who does not behave in
an intelligent or sensible way

grab /graeb/ verb [transitive] to succeed in getting
something: It's often the bad characters in a story who
grab our attention.
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mockup /'mokap/ noun [count] a model of a future product
that is the same size as the real thing

overlay /ouvalel/ noun |count] a set of extra information
that is added to a picture by a computer

retardant /nta:dny/ adjective slowing down a process

tamper with /temps wid/ phrasal verb [transitive] to
touch something and change it in a way that will
damage it

3.3 Grammar
Articles, relative clauses and noun
combinations

antenna /en'tena/ noun [count] (plural antennas or
antennae) an aerial used for sending and receiving radio
signals
browse /bravz/ verb |intransitive or transitive] CoMpuTING
to look for information, especially on the Internet
bump /bamp/ verb [intransitive or transitive| to hit against
something solid
comply /kam'plar/ verb [intransitive] to obey, do what you
are asked or expected to do: comply with: You are legally
obliged to comply fully with any investigations.
concentric /kan'senirik/ adjective having the same centre
cope /kaup/ verb [intransitive] to deal successfully with a
difficult situation or job: cope with: a seminar aon ‘coping
with stress in the workplace’
device /divais/ noun [count] a machine or piece of
equipment: Secure your bike with this simple locking
device.
drop /drop/ verb [transitive] to let something fall: drop calls
to fail to connect incoming calls
empowerment /impavament/ noun [uncount| giving
control or power over something
flip cover /flip kava/ noun [count| part of a mobile phone
which folds over the keypad
frill /irl/ noun [count] a decoration that consists of a long
narrow piece of cloth with many small folds in it: no frills
used for something which is good enough but has no
unnecessary extra features
lead-time /'li:dtarm/ noun [count or uncount] the time
between planning something and starting to do it: Local
firms learned how to reduce lead time by 75-95% while
still reducing costs.
patent /peitnt/ noun [count] an official document that gives
someone who has invented something the legal right to
make or sell that invention, and prevents anyone else
from doing so: patented adjective protected by a patent
rating /rei/ noun [count] a measurement of how good
or popular someone or something is: The guide gives
restaurants a rating out of ten.
replica /replika/ noun [count] an accurate copy of
something
retractable /ri'trekiabl/ adjective able to be pulled
backwards or inside something larger: retractable landing
gear the equipment and wheels that a plane uses when it
lands, and which are pulled inside the plane while it flies
rid /rid/ adjective get rid of to throw away, give away or sell
a possession that you no longer want
sketch /sketl/ noun [count] a drawing made quickly that
does not have many details
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spreadsheet /spredfit/ noun [count] a computer file
containing numbers and other data in table form:
spreadsheet analysis

workhorse /'w3ikhois/ noun [count] a very useful piece of
equipment that you use a lot

3.4 Speaking
Presentations - structure

anecdote /wnikdout/ noun [count| a story about something
interesting or funny that happened to you

bulky /balki/ adjective too big to be carried or stored easily

green light /grim 121/ noun [count] a signal that gives
traffic permission to move forward: give something the
green light to give official approval {for something to be
done

hook /hok/ noun [count] & curved piece of metal for
hanging things on: a method for getting people interested
and attracted to something

lecture /lckifs/ noun [count] a talk to a group of people
about a particular subject, especially at a college or
university

overwhelmingly /ao0vawelmiy adverb very strongly

ping /piy/ verb [transitive] CompuTiNG to send an electronic
signal requesting an answer from a device

precedent /presidont/ noun [count or uncount| a decision
in the past that is used as a guideline for later decisions:
without precedent unlike anything that has gone before

rhetorical guestion /rionkl kwestf(3)n/ noun [count] a
question you ask without expecting or wanting an answer

tracking /trzekin/ noun [uncount] the act of following or
looking for a person, animal or thing

wrap up /rep ‘ap/ phrasal verb [intransitive or transitive]
InrorMaL to finish something

3.5 Writing
A product description

alloy /winy/ noun [count or uncount] a metal that is made
from combining two or more metals

benefit /benifi/ noun [count or uncount] an advantage
you get from a product or situation

feature /f1:13/ noun [count] an important part or aspect of
a product

intuitive /m'tjuativ/ adjective an intuitive system s easy Lo
use because the process of operating it is very natural or
obvious

plug-in /plagin/ noun [count] Compuning a software
addition which allows an application to perform
additional functions

quibble /kwibl/ noun [count] a complaint or criticism
about something that is not important: no quibble
guarantee a promise to refund the customer without
questioning their reasons for dissatisfaction

stand out /stend 'avi/ phrasal verb [intransitive| to be easy
to see because of being different




3.6 Case study
Big Jack’s Pizza

BOGOF abbreviation buy one, get one free

chequered /t[ekad/ adjective a chequered pattern or
design consists of squares in two or more different colours

dine-in /damn ''n/ adjective used to describe meals taken in
a restaurant

franchisee /frentfaizi/ noun [count] a person or company
that has the franchise to sell a particular type of goods or
services

fusion cuisine /'fjuzn kwi'zin/ noun [uncount] a particular
style of cooking food combining Chinese and Western
recipes

gourmet /guomei/ noun [count] someone who knows a lot
about good food and wine

slide /slaid/ verb [intransitive] to move across a smooth
surface

strengthen /strenB(a)n/ verb [transitive] to make
something stronger

threat /Bret/ noun [count or uncount] something that
could cause harm

USP [ju: es 'pit/ noun [count] Business unique selling point
{ proposition: the thing that makes a product or service
different from others

4 Careers

4.1 About business
Career choices

acknowledge /ak'nolids/ verb [transitive] to accept or
admit that something exists, is true or is real: He never
acknowledges his mistakes.

aptitude /®epitjud/ noun [count or uncount| natural
ability that makes it easy for you to do something well

attune /3tjun/ verb [transitive] to bring into harmony

calling /'ko:lig/ noun [count] FormaL a profession,
especially one that you consider important

compromise /kompramaiz/ verb [intransitive] to accept
that you cannot have everything you want

core /ko;/ adjective most important or most basic: We need
to focus on our core activities.

dicey /daisi/ adjective InvormaL involving danger or risk

dig into something /dig inu saméin/ phrasal verb
InForMAL to try to find information about something

earth-shattering /:0 [wt(a)riy/ adjective extremely
surprising and important

gel /dsel/ verb [intransitive| to become stable

granular /grenjula/ adjective consisting of granules: here,
in great detail

jump in [dzamp '/ phrasal verb [intransitive] jump in (at)
the deep end to become involved in a difficult situation
with little preparation

inertia /inaif>/ noun [uncount] a situation in which
something does not change: a feeling of not wanting to
change things

light /lait/ verb [transitive] light your fire Mainiy AMERICAN
iNFORMAL to make you feel enthusiastic

pan out /pxn 'avy/ phrasal verb [intransitive] [nFormaL the
way a situation develops over time

Wordlist .

pick /pik/ verb [transitive] pick someone’s brains INForRMAL
to ask someone questions to get advice or information: [
wanted to pick your brains about this idea I've had.

posse /posi/ noun [count] InFormaL a group of [riends

sculpt /skalpt/ verb [transitive] to shape a substance such
as wood, stone or clay

shallow /[zlsu/ adjective with only a short distance from
the top or surface to the bottom - opposite Degep

shift /[ift/ verb [intransitive or transitive] to change
position

spark /spa:k/ verb [intransitive or transitive] to make
something happen

start the ball rolling to make something start happening

stay put /ster ‘pul/ verb [intransitive| to remain in one
place or position

strike off /straik 'vi/ phrasal verb [intransitive] to go in a
new or different direction with energy and determination

tap /tep/ verb [transitive]| if you tap into something you use
it or get some benefit from it

think through /6ik '6ruy/ phrasal verb [transitive| to
consider the facts about something in an organized and
thorough way

treadmill /tredmil/ noun [count] a situation that is
very tiring or boring because you do the same things
continuously

vocation /vaukeifn/ noun [count] a job that you do because
you feel that it is your purpose in life and for which you
have special skills

4.2 Vocabulary
Careers, personal skills and qualities

asset /wse/ noun [count] a useful thing, person or quality:
Youth is a real asset in this job.

assignment /a'sainmant/ noun [count or uncount] work
given as part of your studies or your job, often for a set
period of time in a particular place

concern /kan'sam/ noun [count] HUMAN RESOURCES an
employee that managers are worried about

controversial /kontra'va:flf adjective a controversial
subject, opinion or decision is one that people disagree
about or do not approve of

fast track /fa:st track/ noun [singular] a way of achieving
something more quickly than usual

fire /faia/ verb [transitive] INFORMAL to dismiss someone or
make someone leave their job

flag / fleg / verb [transitive] to mark something so that you
will be able to find il again

greedy /gri:di/ adjective wanting more money, power or
things than you need

headhunter /hedhants/ noun [count] a person or company
who searches for good staff and tries to persuade them to
leave their jobs and go to work for another company

high-flier /haiflaia/ noun [count] someone who has
achieved a lot and is determined to continue being
successful

liaise /lieiz/ verb [intransitive] if one person liaises with
another or people liaise, they talk to each other and tell
each other what they are doing, so that they can work
together effectively
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mentor /ment>/ noun [count] an experienced person who
helps someone who has less experience, especially in their
job

multitasking /maltitaskin/ noun [uncount] doing several
things at the same time

novel /novl/ noun [count| a long written story about
imaginary or partly imaginary characters and events

on the spot /on 32 spot/ immediately

raise /re1z/ noun [count] an increase in the amount you are
paid for work

unconventional /ankonvenfn(2)l/ adjective different from
what most people consider to be usual or normal

wannabe /wonabi/ noun [count] INFORMAL someone who
wants to be famous or successful

4.3 Grammar
Present tenses

appraisal /apreizl/ noun [count or uncount] BriTisH
RUSINESS N interview between a manager and someone
who works for them to discuss how well they are doing
their job

assault course /ot kois/ noun [count] an exercise
involving running, climbing and jumping, used in military
training

cog /kng/ noun [count] someone considered as a minor
part of a large organization

deposit /dipoat/ noun [count] a first payment that you
make when you agree to buy something expensive such as
a car or a house

divorcee /divorsiy noun [count| a woman or man who is
divorced

hand /hend/ verb [transitive] to give something to someone
with your hand you have to hand it to someone SPOKEN
used for saying that you admire someone for something
they have done

kid /kid/ verb [intransitive or transitive usually continuous]
MAINLY SPOKEN to say something that is not true, especially
as a joke: you’re kidding used for saying that you do not
believe what someone is saying

knock over /uok 'suva/ verb [transitive] to hit something so
that it falls

relevant /relov(a)nt/ adjective directly connected to what
is being discussed or considered

submit [ssbmit/ verb [transitive] to formally give something
to someone so that they can make a decision about it

undergraduate /ndagredsuat/ noun [count] a student
who is studying for a first degree at a college or university

4.4 Speaking
Job interviews

achievement /aifivmant/ noun [count| a particular thing
that you have succeeded in doing after a lot of effort

come round /kam raund/ phrasal verb Brimisu to change
your opinion because someone has persuaded you

commitment /komitmant/ noun [count or uncount| a
promise to do something or to keep on doing something,
a willingness to stay in a job, a relationship, etc.

cope /kaup/ verb [intransitive] to deal successfully with a
difficult situation or job
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rapport /repo:/ noun [singular or uncount] a good
relationship and understanding between people

regardless of /rigadiss/ without being affected by

resent /rizent/ verb [transitive] to experience angry or
unhappy feelings because you think you have been treated
unfairly

strength /strenp/ noun [count] something that someone
does well: Rort’s main strength is his ability to motivate
players.

weakness /'wiknas/ noun [count] a fault or problem that
makes someone less effective or attractive

4.5 Writing
AcCV

faculty /fekli/ noun [count] a department or group of
departments in a university

grade /greid/ noun [count] a letter or number that shows
the quality of a student’s work

IS /a1 'es/ noun [count] Information Systems

LAN /el e1 ‘en/ noun [count] Compuring local area network:
a system that allows computers in the same building or
group of buildings to communicate with each other

networking /netwa:kin/ noun [uncount] the activity of
connecting computers in a network

wpm [dablju: pi: 'em/ abbreviation words per minuie:
measurement of how fast someone can type

4.6 Case study
Gap years and career breaks

accommodation /akoma'dein/ noun [uncount] a place
for someone to stay, live, or work in: The hotel provides
accommodation for up to 100 people.

eco- /itkou/ prefix relating to the environment: used with
some nouns and adjectives

find your feet /famd j: fu/ to start to feel confident and
familiar with something

gap year /gep jio/ noun [count] an interruption of one’s
studies or career in arder to acquire a different experience,
e.g. to travel

organic />:geenik/ adjective not using chemicals; organic
apples

sabbatical /sabeukl/ noun [count or uncount] a period
away from work when people such as college or university
teachers can study, rest or travel

step back /step 'brek/ phrasal verb [intransitive] to stap for
a moment in order to consider something objectively

tangible /tendsobl/ adjective important and noticeable:
tangible evidence

underprivileged /andoprivalidid/ adjective not having as
many advantages or opportunities as most other people

short-list or shortlist /[>1list/ verb [transitive] to choose
a number of candidates for the next stage of selection, e.g.
a second interview

together with in addition to something else

waste (weist/ verb [transitive] to fail to make effective use
of something that is valuable: It was a waste of time,




5 Making deals

5.1 About business
E-tailing

barge in /ba:ds i/ verb [intransitive] to enter suddenly and
noisily, usually interrupting someone in a rude way

beware /biwes/ verb [intransitive or transitive usually
imperative] used to warn someone of danger or difficulty

brisk /bnsk/ adjective moving quickly briskly adverb

e-tailer /iteils/ noun [count] Computing a company that
sells things on the Internet: e-tailing noun [uncount]

eyeball /aiba)/ noun [count| the whole ball that forms the
eye: here, a person browsing a website

flag /flaxg/ verb [transitive] to mark something so that you
will be able to find it again

intrusive /in'trusiv/ adjective forcing itself on people in a
way that is not welcome

publicly-traded /pablikli treidid/ adjective a company
whose shares you can buy on the stock exchange

pushy /pufi/ adjective InFormaL extremely determined to
get what you want, even if it annoys other people

smother /smada/ verb [transitive] to cover something
completely so it cannot breathe

tracking /trekin/ noun [uncount] the act of following or
looking for a person, animal or thing

5.2 Vocabulary
Negotiating and e-tailing

bank statement /‘bank steitmant/ noun [count] a document
that shows all the money that went into and out of your
bank account during a particular period of time

5.3 Grammar
Conditionals and recommendations

dust /dast/ noun [uncount| very small pieces of dirt that
cover surfaces inside buildings like a powder

IS0 Jaies'su/ noun [count| International Standards
Organization: an organization that deals with agreements
about units of measurement and quality

rpm Jaipiiem/ abbreviation revolutions per minute: a unit
for measuring the speed at which something goes round
in a circle

willing /wilm/ adjective if you are willing to do something,
you agree to do it without difficulty.

unwilling /an'wilim/ adjective if you are unwilling to do
something you do not want to do it or you refuse to do it

5.4 Speaking
Negotiations - bargaining

auditor /':dita/ noun [count| someone whose job is to
officially examine the financial records or production
quality of a company

insignificant /imsignifikent/ adjective not large or
important enough to be worth considering

lead time /li:d taim/ noun [count or uncount] the time
between planning something and starting to do it

nitty-gritty /[niti 'griti/ noun InrormaL the most basic
aspects of a situation or an activity that must be dealt
with, even if they are unpleasant

Wordlist .

package /'peckidi/ noun [count] a set of products or
services that are sold together as one unit

reluctant /rilaktant/ adjective not willing to do something

tentative /tentotiv/ adjective not definite or certain

5.5 Writing
A proposal

breakdown /'breikdaon/ noun [count] detailed
presentation or analysis of information, particularly
financial figures or statistics

contingency /kan'tund3(a)nsi/ noun [count] something that
might happen in the future, especially something bad

fee /f1/ noun [count] money that you pay to a professional
person or institution for their work |

mail order /mei1l ‘2:da/ noun [uncount] a way of buying
goods in which you order them by post or by telephone
and they are posted to you

mailshot /meilfot/ noun [count] BritisH a letter or
advertisement sent to many people at the same time

merchant account /m3:t/(3)nt akavnt/ noun [count] a
special account for performing e-business transactions

process ['prauses/ verb [transitive] to deal with information
or documents so that something can happen: 28,000
applications for visas have to be processed

prospect /pro'spekt/ noun [count] a possible or likely
customer

upgrade /ap'greid/ verb [intransitive or transitive] to make |
a computer or other machine more powerful or effective

5.6 Case study
St John’s Beach Club

allocate [‘®lokeit/ verb [transitive] to officially give
something to someone, or decide that something can be
used for a specific purpose

gourmet /quamei/ adjective gourmet food is of a very high |
quality

incentive /insentiv/ noun [count or uncount] something
that makes you want to do something or work harder,
because you know that you will gain something by doing
this

squeeze /skwiz/ verb [intransitive or transitive] to press
something firmly, especially with your hands: to squeeze
something out of something or someone to obtain
something more than is normally possible

throw in /6rav 'm/ phrasal verb [transitive] to include
something extra with something that you are selling,
without asking for more money

upgrade /apgreid/ noun [count] an improvement of a
product or service

6 Company and community

6.1 About business
Corporate social responsibility

adverse ['mdvas/ adjective negative, unpleasant or
harmful: An adverse reaction from the public.

align /aain/ verb [transitive] to give your support publicly
to; bring yourself into agreement with or be in agreement
with
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altruism /&ltruiz(a)m/ noun [uncount] a way of thinking
and behaving that shows you care about other people and
their interests more than you care about yourself

bean /bim/ noun [count] a seed of various plants that is
cooked and eaten: coffee beans

bear [bes/ verb [transitive] here, to pay: A new study
has confirmed that the wealthiest Americans bear the
income tax burden.

contend /kentend/ verb [transitive] contend that FormaL to
claim that something is true

corporate social responsibility a company’s duty to
be accountable to all groups having an interest in its
activities

credo /krirdau/ noun [count] FormaAL a statement of your
beliefs

dismay /dismey/ verb [transitive] to make someone very
worried, disappointed, or sad

global warming /glaubl ‘womig/ noun [uncount] the slow
increase in the temperature of the Earth caused partly by
the greenhouse effect increasing the amount of carbon
dioxide in the atmosphere: Global warming is causing
sea levels to rise,

hybrid /haibrd/ noun [count] a mixture of two different
things: hybrid vehicle a vehicle using two different kinds
of energy

mindful /mam(d)i(2))/ adjective careful or conscious of
something

offset ['of set/ verb [transitive] to balance the effect of
something, with the result that there is no advantage or
disadvantage: Falling sales in Thailand were offset by
strong performances in other markets.

presumption /prizamp[n/ noun [count] The expectation
that something is true, which you don’t question

sound /saund/ adjective healthy: a sound heart

strive fstrawv/ verb [intransitive] to make a lot of effort to
achieve something: We strive to be accurate, but some
mistakes are inevitable.

sue fsuy/, /sju/ verb [intransitive or transitive] to make a
legal claim against someone, usually to get money from
them because they have done something bad 1o you: If we
go public with these allegations, do you think he will
sue?

sustainable /sostemabl/ adjective capable of continuing for
4 long time at the same level

utility /jufulati/ noun [count] a public service such as
gas, water, or electricity that is used by everyone: utility
companies

6.2 Vocabulary
Meetings, ethical behaviour and social
performance

ad hoc /wed hok/ adjective done only when needed fora
specific purpose, without planning or preparation

extravagant ikstrevagant/ adjective extreme, excessive or
unreasonable

fellow /felou/ adjective [only before noun| used for talking
about people who are similar to you or in the same
situation as you

fine /fain/ noun [count] an amount of money that you have
to pay because you have broken the law: Firms cou ld face
fines of up to £5,000.
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foodstuff /fudstaf/ noun [count or uncount] FormaL a
type of food

lawsuit /1a:sut/ noun [count] a case that a court of law is
asked to decide involving a disagreement between two
people or organizations: The singer has filed a $100
million lawsuit against his record company.

regulatory fregjvlat(a)ri/, [regjulen(a)ri/ adjective a
regulatory organization makes sure companies follow the
rules and maintain standards of safety, health, etc.

6.3 Grammar
The passive and reported speech

industrial espionage /espianai/ noun [uncount] the
practice of stealing important information or technology
from a company in order to help another company

lealk Jlik/ noun [count] an amount of liquid or gas that
comes out of a hole or crack in something: The explosion
was caused by a gas leak.

leakage /li:kidy/ noun [uncount] the process of leaking a
liquid or gas

nitrate /naitre1/ noun [count or uncount] a chemical
substance containing nitrogen

outplacement /autplersmant/ noun [count or uncount]
the process of finding new jobs for people who have been
made redundant

protracted /pratrakud/ adjective FormaL continuing for a
long time, especially longer than is normal or necessary

savings ['seviz/ noun [plural] money that you have saved
in a bank or invested so that you can use it later: The
money for the flight came out of my savings.

6.4 Speaking
Meetings - teamwork

civil servant /sivl s3iv(a)nt/ noun [count] someone who
works for a government department

disabled /diseibld/ adjective someone who is disabled is
unable to use part of their body or brain properly because
of injury or disease

ethnic minority /cOnik mar'norati/ noun [count] a group
of people who have a different culture and ditferent
traditions to most people living in a place

slim /slim/ adjective thin in an attractive way: She had a
slim, youthful figure.

tender /tendo/ noun [count or uncount] an offer to provide
goods or services for a particular price

turn a blind eye (to something) to pretend you do not
notice something, because you do not want to have to
deal with it




6.5 Writing
Reports and minutes

commitment /kamitmant/ noun [uncount] determination
to work hard at something: I am delighted with the level
of commitment you have all shown.

derive /diraiv/ verb [transitive] to get a feeling from
something e.g. pleasure, satisfaction: derive something
from something: They derive great enjoyment from these
simple games.

paternalism /patams liz(2)m/ noun [uncount| governing
like a father, by looking after people but also taking away
their freedom and responsibilities

positive discrimination /pozauv disknimineifn/ noun
[uncount] the practice of giving special benefits to people
from a group that was treated in an unfair way in the past

stakeholder ['sieik haulds/ noun [count] someone who has
an interest in the success of a project or organization

6.6 Case study
Phoenix

derelict /deralikt/ adjective unused and in bad condition,
usually of a building or a piece of land

flammable /flemabl/ adjective able to burn very easily
and quickly

greenfield site /grinfrld sait/ noun [count| a piece of land
that has not previously been built on

hazardous /hazades/ adjective dangerous, especially to
people’s health or safety: These chemicals are hazardous
to human health.

toxic ['toksik/ adjective poisonous and harmful to people,
animals, or the environment: highly toxic industrial
chemicals

upset /apset/ verb [transitive] to make someone feel sad,
worried or angry

worthless ['wa:bias/ adjective without value or use

7 Mergers and acquisitions

7.1 About business
Risks and opportunities in M&A

assets [‘xsets/ noun |usually plural] money or property that
a company owns: The business has assets totalling £5.1
million,

due diligence /dju: ‘dilidz(a)ns/ noun [uncount]
investigation of a company’s activities and finances before
investment or acquisition

external growth /ikstainl ‘gravh/ noun [uncount]
increasing a company’s size by buying other businesses

gene /dzin/ noun [count| information in cells that
determines a person’s characteristics: He believes that
shyness is in the genes.

homogenize /ha'modsanaiz/ verb [transitive] to make
things the same, often so that the result is boring

invoke /in'vauk/ [transitive] FormaL to mention an idea to
support an argument or explain an action.

laid-back /leidbxk/ verb InFormaL calm and relaxed

open enrolment noun [count| a university class which
anybody can join

Wordlist .

prestigious /prestidsas/ adverb very much

sorely /sa:li/ adjective admired and respected

susceptible /sa'septabl/ adjective easily influenced or
affected

synergy /sinadsi/ noun [count or uncount] Business the
extra benefit that companies obtain when they comhine
their efforts

take one’s eye off the ball to pay less attention than
usual

takeover /teikauve/ noun [count or uncount| a situation
in which one company takes control of another by buying
the majority of its shares: a takeover bid (= an offer to pay
a particular amount in order to get control of a company):
Shareholders have accepted a takeover bid.

turmoil /t3:ma1l/ noun [uncount] a state of excitement or
uncontrolled activity

7.2 Vocabulary
Business performance

bid /bid/ noun [count] an offer to buy the shares in a
company and take control of it: a takeover bid

expire /ik'spaia/ verb [intransitive] when something expires,
the time in which it is valid comes to an end: When the
patent expired, competitors copied the product.

float /flaut/ verb [transitive] Busingss to start to sell a
company's shares on the stock market

flotation /flavieifn/ noun [count or uncount] Business the
sale of shares in a company for the first time

FTSE 100, the /fuisi wan ‘handrad/ noun [uncount] the
Financial Times Stock Exchange index; an average of
the prices of shares from the top 100 companies on the
London stock exchange

patent /peitnt/, {patnt/ noun [count] a document that stops
anyone other than the inventor from using an invention:
Inn 1878, Edison received a patent for his phonograph.

prestigious /pre'sndsas/ adjective highly respected, with a
very good reputation

rumour [uma/ noun [count or uncount] unofficial
information that may or may not be true: He'd heard
rumours about some big financial deal.

wave j/werv/ noun [count| a sudden increase in one type of
activity, especially one that is unwelcome: A fresh wave
of selling sent technology stocks even lower.

7.3 Grammar
Future forms and expressing likelihood

asking price /aski pras/ noun [singular] the price that
someone wants for something they are selling

common ground /koman 'gravnd/ noun [uncount]
something that people can agree about, especially when
they disagree about other things

copycat (‘kopikei/ adjective a copy of something else

freelance /frilans/ adjective a person who sells their
services to more than one company

go ahead /gou ohed/ phrasal verb [intransitive] to
continue to do something, especially after waiting for
permission

lieBusiness 157




