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This book is for learners of English at upper intermediate 
or advanced level (CEF levels B2 and C l) who want to 
consolidate and extend their knowledge of business 
English. It can be used either by university students 
studying on a business-related course, or by people already 
working and following a career in business.

The book is self-study. That means that you can use it on 
your own, without a teacher. You can also use it in class, 
and at the end of each unit there are short speaking or 
writing activities for classroom use.

<* * ■ i* jr W? wft m» «* ii a k «■* m* %«# is » to * II la *. X * *
Conventional coursebooks cover some areas of business, 
not all. They have texts and articles that may be out of date, 
or that include a lot of language that is not relevant. The 
Business English Handbook is different:

It aims to cover all the main topic areas and all the main 
communication skills in one book.
It aims to be highly focused, with language being chosen 
for maximum usefulness and just the right degree of 
challenge for high-level learners.

■ Where there is a difference between British and 
American English, the word or term most frequently 
used in international business contexts has been used.
The alternative word or term is given in brackets.

.. > It provides interesting and motivating listening 
activities, linked to the units.

If you work through this book from beginning to end, you 
will have covered the whole of business. You will have 
studied all the most important vocabulary and all the most 
important speaking and writing techniques needed for 
work or study.

How is the book organized?
One unit consists of four pages:

’ ' Two pages of input: a text on the left and a mind map on j
the right. There is a close relationship between the two. j

' Two pages of practice exercises. These are mostly based jj
on the language in the input pages, but occasionally I
there is some new language that is closely related. \

In the book there are twenty-four units. These are divided j
into two sections of twelve units each: \

I
■ The first half of the book covers the major business \

topics. Look at the contents page. You will see that the \
book begins with two units that give an overview of the j
business world. Following this, there are two units on 1
management. Then there are units covering all the main \
functional areas of business: production and operations, j
sales and marketing, finance, human resources and t
information technology \

The second half of the book covers business 
communication skills. This part of the book begins with 
a unit on the language of trends. It then has units on 
presentations, discussions and social English. Following 
this there are two units that deal with the question of 
style in speaking and writing -  first clarity and 
directness, then politeness and indirectness. Then there 
are three units all with the title 'Developing an 
argument7 -  the language in these units is relevant for 
discussions, presentations and report writing. The theme 
of writing is explored in more detail in the next unit, 
called 'Writing paragraphs'. This will be useful for both 
university students (academic writing) and business 
people (report writing). Finally a unit on 'CV and job 
interview' will help those people looking for a job -  now 
or in the future.

There is an audio CD attached to this book. It contains ten 
listening activities. Listen at home, in your car, or in class. 
Try the exercises (pages 104-108). Finally listen again and 
read the script.

; You will notice website references at the bottom of the page 
I in units 1-12. These have been included so that you can 

follow up the topic on your own, according to your 
interests. The sites contain a lot of material that will give 
you good reading practice and also help you with papers 
and projects if you are a student. We have included the 
home page only, with a few brief hints to help you navigate 
to the relevant pages. You may have to dick around the site 
a little before you find what you want.

You can study any unit in any order (with the exception of 
units 20-22).

The author recommends that you look at the input, try the 
exercises, and then finally look back at the input again. 
This will help you to memorize it and will give you the 
greatest chance of using the language actively sooner rather 
than later.



Think of it as a super-charged workbook. During a course it 
will supplement any classroom material that you already 
use. At the end of a course it will provide follow-up and 
review. It allows your students to consolidate what they 
have already learned, as well as filling in the gaps for 
things that you didn't have time for.

Can I use Business English Handbook as

You can use it as your main coursebook in some situations, 
namely those where you want intensive lexical input and 
practice followed by extended speaking and writing 
activities. Many students will appreciate the focus and 
relevance of the language, and find this motivating. Others 
will want a more conventional main coursebook.

There are several ways to turn the double page spread of 
input into communicative activities:

A Students brainstorm mind maps and then compare 
with the book

■ Put the central title of the mind map on the board, and 
then draw the inner lines with their headings. Ask 
students to work in pairs to copy what is on the board, 
and then to extend each branch with their own ideas. 
Elicit an idea or two for each branch to get started.

’' When the students finish, regroup them into new pairs.
They explain their maps to their new partners.

1 Take whole-class feedback, building up an extended 
mind map on the board, using the best ideas.
Finally, the students look at the version in the book. Let 
them study it for a few minutes, and then compare with 
the version on the board.

’ ’ For students in work, a good follow-up for homework 
would be to make a personalized mind map (with the 
same central title) based on their own jobs. In the next 
class they explain their mind maps -  either in pairs or as 
a presentation to the whole class. University students 
who are not in work can do a similar activity based on 
what they have studied on the rest of their course.

B Students predict topic ideas and then compare with the 
text on the left-hand page

Write up on the board the sub-headings or some key topic 
words from the text on the left-hand page. Then ask the 
students to work in pairs to predict what ideas the text will 
mention. Take whole class feedback, writing ideas on the 
board. Finally the students read the text in the book to 
compare and contrast.

G Teacher-facilitated discussion as preparation for 
looking at the text or mind map

Begin by simply writing the unit heading on the board. Then 
you, the teacher, lead a whole-class discussion as a warmer. 
Students keep their books closed but you have it open in 
front of you as a reference. You carefully strike a balance 
between a) guiding the discussion so that some of the ideas 
in the book will be familiar to the students when they open it 
and b) allowing the discussion to follow the interests of the 
students, even if the ideas are not mentioned in the book. 
After the discussion the students open their books and read 
the text and look at the mind map. This will be an easier and 
more interesting task following your warmer.

D Students prepare half of the input for homework, then 
peer teach in class

Divide the class into A/B pairs at the end of a lesson, with 
A being given the left-hand page text and B the mind map. 
Their homework task is to read their own page carefully, 
checking any unknown words in a dictionary, and thinking 
about the general ideas in the unit (relating it to their own 
jobs or academic studies, doing some Internet research, etc). 
Back in class, put students into the A/B pairs. They begin 
by silently reading the half of the input that they did not 
prepare. Then they take turns to explain what they 
prepared for homework. Any final discussion can be kept 
within the same pair or opened out to the whole class.

| How can I work w ith the exercises and

Having studied the input pages, ask the students to do the 
exercises. Usually students do not have to look back in 
order to complete them.

At the end of each unit there are speaking or writing 
activities. Let the discussions run. Take notes on errors, lacks, 
pronunciation -  whatever will help the students to express 
themselves more dearly. Then allow plenty of time at the 
end of the lesson to deal with these points in a feedback slot. 
Use feedback to extend language (collocations, related 
words, opposites) as well as just correct it.

Help the process of language acquisition by encouraging 
students to re-read the input silently in class: just before 
sneaking/writing, after a week, after a month.

| What are the listening activities?
f On the audio CD there are ten listening activities featuring 

business people being interviewed about their work. They 
I are designed to be used independently They finish with 

further opportunities for speaking practice, based on 
whatever the students found interesting in the script.

5



Industry groups
A national economy can be described in terms of its main 
sectors and industries. (See the mind map opposite.) This 
mind map is a simplified version of the 'Global Industry 
Classification Standard', developed by Morgan Stanley and 
Standard and Poor's and used in publications like Business 
Week

Another way to classify an economy is:

• Primary industries, which include agriculture, forestry 
and mining.

■ Secondary industries, which include construction and 
manufacturing. Manufacturing itself is often divided 
into capital goods (eg equipment and machinery used to 
produce other goods), durable goods (eg cars, washing 
machines) and non-durable goods (eg food, clothing).

1 Service industries, which include banking, 
entertainment, tourism.

. -m economy can also be divided into:
The private sector, which includes large corporations, 
SMEs (= small and medium-sized enterprises) and 
individuals working on a self-employed basis.
The public sector, where there are schools and hospitals 
as well as SOEs (= state-owned enterprises) such as 
railways and the post office.

types of business
Within each industry there can be a variety of types of 
business organization, each with their own legal structure. 
A business can be:
- ■ A sole trader (US: sole proprietorship). Here the business 

is owned by one person, who is 'self-employed'. That 
individual has unlimited liability -  they are personally 
responsible for any debts. A self-employed professional 
will refer to themselves as a 'freelancer'.

• _ A partnership. Here two or more people run the
business together. Lawyers, architects and auditing firms 
are typical partnerships.

’ A limited liability company. Here there is a legal 
distinction between the company and the owners, so the 
company is responsible for any debts, not the owners. 
The owners therefore have 'limited liability'. This type of 
company is often quite small, and includes many family- 
run businesses. The company is referred to as a 'private' 
company because shares cannot be sold to members of 
the public. In official documents, the company name is 
followed by Ltd (UK) meaning 'limited', or Lie (US) 
meaning 'limited liability company'.

' A public limited company (US: a corporation). Here the 
company is owned by shareholders (US: stockholders), 
who might be:
-  large financial institutions (eg pension funds or 

investment banks).
-  other companies.
-  members of the public (and for this reason the 

company is called a 'public' company).

The shareholders receive a share of the profits every year 
(paid as dividends), and will also get a capital gain or 
loss when they sell their shares (because the price can go 
up or down on the stock market). These are large 
companies, and are run by managers under the 
supervision of a Board. In official documents, the 
company name is followed by PLC (UK) or Inc or Corp 
(US).

: A franchise. This type of company includes McDonald's
and the Body Shop. Here the business owner allows 
other people (franchisees) to set up in business using the 
company's brand name, products and reputation. The 
franchisee has varying degrees of control over how 
products are marketed and sold.

Business expansion
There are various ways that a company can grow:

1 Internal growth: stay private. The company increases its 
sales, number of employees, etc, but stays as a private 
company, perhaps run by the original founders of the 
business (often family members).

. Internal growth: IPO. The company moves from being a 
small, family-owned firm to being a large corporation 
with a stock-market listing. The process of issuing shares 
for the first time is called an IPO (initial public offering).

- Internal growth: 'trade sale' to a much larger company 
in the same sector. In this case the original small 
company is absorbed and its name often disappears. 
Many start-ups in the IT and biotechnology areas sell 
themselves in this way. (Microsoft, Intel and Google all 
grew by buying start-ups.)

k Merger. Two established companies join to form one (eg 
Mercedes and Chrysler).

'' Acquisition (= takeover). One established company buys 
another. The first step in an acquisition is often to take a 
controlling stake in the other company -  buying a large 
number of shares but without complete ownership. The 
acquired company often keeps its original trading name, 
becoming a subsidiary of the larger 'parent company'.

6 www.gics.stanclarclandpoors.comwww.businessnameusa.comwww.sba.gov/managing
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Fill in the missing letters.

1 Goods that are carried by ship, train or aircraft are called

2 A product used in the home is a 'ho__ Jd  product'.
3 Pieces of electrical equipment used in people's homes are 

'app... -  -  -  -  sP
4 The words 'clothing' and 'drinks' are conversational. In a 

business context you often see the words 'app_ „  J '  and 
'bev_______ s'.

5 Rooms, equipment or services that are provided for a 
particular purpose are 'fac __ _ _s'.

6 Another term for 'property' is 'r__ _ __ e_______
7 The business of buying and selling shares is called 

'br. age'.
8 Public services used by everyone are 'u__________ s'.

1.2 The words appliance, device, and
machinery are similar. Complete the collocations by 
choosing the best one.

1 kitchen /  office I  standard__________ ___ ____
2 heavy /  agricultural I  construction
3 a handheld /  labour-saving I  safety
4 a household /  domestic I  electrical _ _ _ __  ___

Underline the correct words.

1 Goods that are needed and used all the time are in the 
consumer discretionary /  consumer staples sector.

2 Goods that are not basic to people's lives are in the 
consumer discretionary /  consumer staples sector.

First match the company names in the box to the 
descriptions below. Then write the industry group from
the mind map (see first example).

Cisco Citigroup ExxonMobil GE (General Electric)
\ Intel Pfizer Proctor & Gamble Wal-Mart

PwC (PriceWaterhouseCoopers) UPS (United Parcels Service)

1 The world's largest oil producer and distributor.
 : W __/ ___ __ ___________

2 Provides auditing, tax and consulting services to other 
businesses. /  _ _ _ _ _ _ _

3 An international company, its services include current 
accounts (AmE checking accounts), insurance, stock 
brokerage, investment banking and consumer finance.
   /

4 Designs and manufactures microprocessors and specialized 
integrated circuits. _ _ _ _ _ _ _ _ _  /  _ _ _ _ _ _ _

5 The world's #1 maker of household and personal products; 
more than twenty of its brands are billion-dollar sellers 
(including Ariel, Fairy, Gillette, Pampers and Pantene). 
_ _ _ _ _  / _ _ _ _ _ _

6 One of America's largest and most diverse corporations, 
its products cover power generation, jet engines, 
financial services, medical imaging, etc. The name of its 
industry group reflects the wide range of activities.

   „    /.............................
7 A global health care company, famous for making Viagra; 

its competitors include Glaxosmithkline and Novartis.
       , / _ _ _ _ _ _

8 The largest private employer in the US; $9 out of every 
$100 that Americans spend on shopping is spent in their 
stores. _ _ _ _ _ _ _  /

9 A worldwide delivery company; it also offers customs 
handling, international trade management and supply 
chain design. _ _ _ _ _ _ _ _ _  /  _ _ _ _ _ _ _

10 Manufactures hardware such as switches and routers that 
allow the Internet to function and computers to talk to 
each other. /  _ ____

Complete the definitions using the words in the box.

household appliances business solutions 
consumer durables fabrication finished goods 

food and beverages non-durable goods raw materials.

1 Manufacturing is the transformation of 
  into

. Some industries, like 
semiconductors and steel, use the term 
_ ___ _ ___ ____ ___in place of 'manufacturing'.

2 _ _ _ ______   ________ _  are manufactured goods that
are not destroyed by use, such as automobiles,
_______________    or furniture.

3  _ ___ generally last for only a short
time. Common examples are  ___  ,
apparel, office stationery and gasoline.

4 Sometimes a manufacturing company positions itself as a 
service company. Microsoft, IBM and SAP are good 
examples. They offer not just products, but

j ' 7 Complete each explanation w ith  a pair of words 
from the box. The words may not be in the correct

? order.

acquisition / merger debt / liability enterprise / venture i
firm / partnership freelancer I self-employed \

senior management team f  Board j

1 The ________ _____________ is elected by the
shareholders and is responsible to them. It can hire and fire
the CEO, but the        (including
the CEO) run the company on a day-to-day basis.

8
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2 A _ _ _ _ _ _ _ _ _ _ _ _  is a new business activity,
and it collocates with the word 'capital' to mean money 
available to expand a successful start-up. An
__ __  is either a company, or any
large important project. Used without the article it 
collocates with 'free' and 'private' to give a synonym for 
'capitalism'.

3 A  _ _ _ _ _ _ _ _ _ _  is simply money that
somebody owes. A   _____ refers to
an amount of money that a company owes, but it can also 
mean the legal responsibility for paying for something.

4 Many people work for themselves, with the legal status of 
sole trader. If they are a plumber or a shop-keeper, they are 
likely to refer to themselves as . 
If they are a professional who works for several companies 
(eg a journalist or independent consultant), they are likely 
to refer to themselves as a _ _ _ _ _ _ _ _ _ _ _ _ _  .

5 The word _ _ _ _ _ _ _ _ _ _  can just be a
synonym for 'company'. But it is more often used for a 
small company providing a professional service, such as a 
_ _ _ _ _ _ _ _ _ _ _ _  of accountants, lawyers or
architects.

6 A  __ ____ __ is when two companies join
to form one. The suggestion is that the process is 
welcomed by both sides. An _ _ _ _ _ _ _ _ _ _ _ _  is
when one company buys another. The process could be 
unwelcome by the smaller company, who might feel that 
they are being taken over.

The text below explains the process of becoming a 
public company. Fill in each gap with a word from the 
box.

i appoint constraints guarantee held \
i issue reinvested run underwriting \

' hen a privately-owned company reaches a certain 
'' . size, it may decide to ‘go public’ and

1   __ ____________ __ shares on the stock market.
■ This process is called an Initial Public Offering (IPO), or a 

flotation, or a ‘listing’ on the exchange.
The process is complicated, and months of planning 

are involved. The business is probably being 
2_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _  by just a few key people who
were the founding members. Before the IPO, they have to

assemble an independent board, and one of the first tasks
of the board is to 3__  ___ __ ____ _ auditors
who will check the accounts for accuracy.

The firm also needs specialist advice about the best 
time to sell, the initial offer price of the shares, and who to 
sell them to. This is all handled by an investment bank, 
also appointed by the board. The investment bank takes
some risk as they 4______________________ that all the
shares will be purchased -  referred to in legal terms as 
5 __   the issue.

The flotation will bring a huge amount of new capital into
the business. Most of this is 6 __ __
arid used for expansion, but some will go to the people 
with privately-7_ _ _ _ _ _ _ _ _ _ _ _ _  shares who
started the original company. Nearly always these people 
then continue as part of the management team, although 
they may find it difficult to adjust to the red tape, 
shareholder pressure, and other 
8_ _ _ _ _ _ _ _ _ _ _ _ _ _  of a listed company.

Complete the reasons fo r a merger or acquisition
by matching the beginnings of sentences 1-8 with the
best ending a)-h).

1 To expand the business quickly, particularly [ J
2 To expand more cheaply than by internal growth, although

if □
3 To meet the needs of customers who are demanding 

additional products and services [ J
4 To gain economies of scale, ie have lower costs and [ J
5 To gain control of [J
6 To gain market power: the larger, merged company will 

make the whole market less competitive [ / ]
7 To gain entry into a foreign market, or avoid [J]
8 To become and be [ J

a) a key supplier of raw materials or components.
b) and therefore prices and margins will increase.
c) seen as a global company.
d) if there is cash available on the balance sheet.
e) increased efficiency through larger size.
f) legal restrictions imposed on foreign-owned companies in 

that market.
g) that the company can't supply.
h) the market thinks a company is a takeover target, its share 

price will go up and it will become more expensive to buy.

1 In five years' time, the industry group I'd most like to work 
in is ... , because ...

2 One day I want to be a freelancer working for myself -
it'll be much more rewarding than being the CEO of a
large corporation.
O  Agree O  Disagree

3 If I was an entrepreneur with a lot of money, I'd create a 
start-up company making /  supplying /  offering ...

4 Most mergers fail to produce the expected benefits (fact),
Why?



The main drivers of globalization are:

Cost factors. Companies are looking for cheaper labour 
and manufacturing costs to enable them to stay 
competitive, so they outsource to other countries. The 
country receiving the inward investment benefits from 
the creation of jobs, skills development and technology 
transfer. Its low costs give it a major competitive 
advantage.

• Market factors. As domestic markets become saturated, 
so. emerging markets offer new opportunities. The BRICs 
(Brazil, Russia, India, China) could dominate world 
trade in the 21st century, as the US did in the 20th and 
the UK in the 19th. In any case, companies need to 
establish a global presence because customers are also 
global. It is dangerous to stand aside as competitors 
merge and make alliances, 

r Technology factors. The Internet makes comparison of 
supply chain costs easy for manufacturers, and 
comparison of final price easy for the end-user. Mobile 
communications allow employees to keep in touch all 
over the world. Software tools on company intranets 
allow managers to access information anywhere, anytime.

■ - Global business cycle. The 'business cycle' -  shown 
below -  used to happen separately in different national 
economies. With the integrated global economy, it is now 
international.

-  recovery (= upswing)
-  growth (= expansion / boom)
-  recession (= contraction / downturn)
-  depression (= slump)

In every turn of the cycle, the pace of globalization is likely 
to increase -  particularly during the 'recovery' and 'growth' 
phases.

Remember that not all recessions lead to a depression -  
there might just be a mild slowdown in the economy (seen 
as a reduction in GDP -  gross domestic product).

Company strategy in the face of

If a company wants to trade outside its own national 
borders, it has three basic strategies, depending on the level 
of involvement in the foreign market. These three are not 
mutually exclusive, and one can often lead to another:

- Import / Export. This is the lowest risk but also gives 
the lowest profit potential. Related options include 
franchising and foreign licensing.
Outsourcing. If companies want a deeper level of

involvement, with a long-term contractual agreement, 
they can outsource (= subcontract) some or all of their 
manufacturing. Increasingly, service jobs are also being 
ritsourced.

, Foreign direct investment (FDI). This is the highest risk 
but gives the most control and shows the most 
commitment to the global market. Here companies buy 
property and businesses in the foreign nation. FDI 
includes acquisitions to create overseas divisions 
(= subsidiaries), joint ventures and strategic alliances. A 
joint venture is where two or more companies share the 
costs and profits in a particular market, but keep their 
separate identities.

Political strategy in the face of

Politicians can make two basic responses:

Being in favour of market forces and deregulation. In 
this case, politicians will try to make their labour 
markets more flexible, for example by making it easier to 
hire and fire people. They will lower taxes to encourage 
private investment and private spending. They will cut 
red tape (= bureaucracy) to make it easier to start a new 
business. They will encourage free trade.

2 Being in favour of subsidies and protectionism. In this 
case, politicians will try to protect the job security and 
social benefits of people who already have a job. They 
will support high taxes in order to pay for social 
programs and other government spending. They will try 
to protect national businesses and jobs with measures 
such as tariffs (= taxes) and quotas (= limits) on imports.

When analysing trade, important concepts are:

Balance of trade. This is the difference between a 
nation's imports and exports. If a country exports more 
to its trading partners than it imports, then it has a 'trade 
surplus'. Otherwise it has a 'trade deficit'.

■ Balance of payments. This is a much wider measure -  it 
includes imports and exports of goods as above, but also 
includes services and investments.

1 Exchange rates. Currencies (dollars, euros, yen, etc) 
fluctuate against each other according to supply and 
demand. If the value of a currency falls, exports increase 
(because they become cheaper for overseas customers) 
and foreign investment is stimulated (because domestic 
assets are cheaper for foreigners). On the other hand, 
imported goods become more expensive, and consumers 
feel this as a drop in their living standards.

www.wto.orgwww.oecd.orgwww.bea.govwww.sba.govwww.dti.gov.uk

http://www.wto.orgwww.oecd.orgwww.bea.govwww.sba.govwww.dti.gov.uk


GLOBALIZATION AND ECONOMIC POLICY

i#\ developed couatrins 
job \o££$£\ 

dntructio*- o f cVa?/* fecal
dntructioa of fecal culture

la ch&a^-labour couatrin; 
looker refutation canity  
aaviroaMfiatal dai^a^e. aad
hiAmAA ric jir i- abu£&£ £uch 

n  c h ild  labour

WTO eWorld Trade Or^arfiaitotO  
aorfcr towards redueb .1 a  riff?  
aed o u o tn * Mediates? scsc\ tra d e  db%trced

CP

Joiat veivtrrci 
£ trA ± & jic  alliance? 

ffebsJtdiary'?

AAultii\attofvat £to€k 
ow^er^kt^ aadt 
iMultiaatioaal 
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Fill in the missing letters.

1 It is dangerous for a company to stand aside while 
competitors m_ _e (= join together), form j_ „  j t  
ven„ _ _es, or create overseas divisions.

2 A 'sub,,. _ _ __ _ „y ' (= company owned by another 
company) is not the same as a 'sub„ _ _y' (= money paid 
by a government to support a business).

3 A less formal synonym for 'bureaucracy' is 'r__ _ t_ _
4 A technical word for taxes on imported goods is

'ta. _ _s'. A word for limits on the quantity of goods
that can be imported is 'qu „ _ _s'.

5 The euro against the dollar' (€/$) is currently 1.28. The 
dollar against the yen' ($/¥) is currently 115. These are 
examples of 'ex_ ge r___ s'.

6 If a currency falls in value, domestic a_ „  _ts are cheaper 
for foreigners to buy.

Find words with a similar meaning and then put
them in order to show the business cycle.

boom contraction depression downturn
expansion growth recession recovery

slowdown slump upswing

irowth
recession

. /

. /.

Make collocations using one item from each boic 
Then use the collocations to  complete the sentences.

competitive contractual deeper 
: inward mobile trade trading

advantage agreement communications investment 
involvement partners surplus

1 National governments encourage ___ _ _ __ _
__ because it brings benefits such as the 

creation of jobs, skills development and technology transfer. 
Low labour and manufacturing costs are a major 
_ _ _ _ _ _ _ _  _ _ _ _ _ _ _ _  in the global market.
Import /  export is low-risk, but has a low profit potential. If 
a company wants a _ _ _ _ _ _ _  _ _ _ _ _ _ _ _  in the
global market they will look at outsourcing.
Outsourcing involves a long-term ._______  _

with a low-cost provider of goods or services. 
_   make it easy for managers

to stay in touch with colleagues and Head Office.
If a country exports more to its _______ _ _ _
_ _ _ _ _ _ _  than it imports, it has a _ _ _ _ _

6¥latch the ecciipasw responses to  globalisation to 
their descriptions 1-7 below.

foreign subsidiary import / export joint venture 
franchising outsourcing strategic alliance licensing

1 A company gives the right to manufacture its product to a
foreign company for a fee (= royalty). This has been done 
successfully by Coca-Cola and Disneyworld, although in 
other cases the local producer may choose to use a 
different brand name. _ _ _ _ _ _ _ _ _ _

2 Similar to 1, but the term is usually used for small 
businesses in the retail and service sector like McDonalds 
and The Body Shop. Head Office has tighter control of the 
local business operation than in 1, and the name and 
brand image are always retained.

3 A company (usually small or medium-sized) trades directly 
with another separate company in the foreign market. 
Sometimes an intermediary (eg a local agent) matches 
buyers and sellers and provides services like dealing with 
customs and documentation. Retailers often use this 
strategy for supplies of clothing, furniture, toys, etc.

4 A partnership in which two or more companies (often 
from different countries) join to undertake a major project 
or start a business activity. Volkswagen and General 
Motors entered the Chinese market through this route.

5 A long-term partnership similar to 4, but it may be 
between two companies of very different sizes, such as a 
large manufacturer and one of its suppliers. The 
relationship is not as close as 4, so there is usually no 
sharing of costs, risks, management or profits. Motorola 
and Oracle have both used this approach (with suppliers 
and customers respectively). _ _ _ _ _ _ _ _ _ _ _ _

6 An international company uses a low-cost manufacturer in 
another country, and then sells the products under its own 
brand name in other markets. Also called 'contract 
manufacturing'. This has been done by many firms in the 
IT area (for software development as well as hardware) 
and in the automobile industry.  __ _ _ _ _ _ _ _ _ _ _

7 A parent company directly owns a company in another 
country. Business operations are under the control of local 
management, although Head Office is responsible for 
global strategy. Examples include Nestle, Toyota and 
Siemens. Some people think that the term 'multinational 
corporation' (MNC) should only be used for this type of 
organization.   _

(= positive balance of trade).



2 GLOUAUYAfQtQH AND ECONOMIC POLICY

There are a variety of policy responses to changes 
in the economic climate. Read the texts and then 
answer the questions below.

: Mscal policy refers to the government’s efforts to keep the 
: economy stable by increasing or decreasing taxes and
government spending.

High tax rates slow the economy because they take 
money out of the private sector and put it into the hands of 
government. They also discourage small businesses by 
decreasing profit margins and making effort less rewarding. 
But high taxes also mean that more money is available to 
spend on education, health, defense, highways and social 
programs. In practice, most governments spend more than 
they collect in taxes, creating a national debt. Reducing this 
deficit is politically unpopular as it involves cutting public 
benefits.

Monetary policy refers to the role that central banks have 
in controlling the money supply. If there is more money in 
circulation, demand in the economy increases, but so does 
inflation. Central banks (‘the Fed’ in the US; ‘the ECB’ in the 

. EU) can act in three main ways:

Raising and lowering interest rates 

The central bank controls the ‘base rate’ (AmE discount 
rate) -  how much commercial banks have to pay to borrow 
money from them. This rate is passed on (with some 
additional percentage as profit) to any customer who needs 
a loan. At this point it is referred to as the interest rate. When 
the economy is booming, the central bank raises rates. This 
makes borrowing more expensive. So businesses borrow 
less, and the economy slows as companies spend less on 
labour, plant, equipment, etc. The opposite is true when the 
central bank lowers rates: businesses borrow more and the 
economy takes off.

Reserve requirements 

The central bank tells commercial banks what percentage of 
their customer accounts must be physically kept in the bank 
as cash. When reserve requirements are raised, banks have 
less money available to make loans and the economy cools.

Op©n»marlcet operations 

The central bank buys and sells bonds. To cool the 
economy (decrease the money supply) they sell bonds to 
the public. The money received in payment is no longer in 
circulation for the purchase of goods and services. To 
stimulate the economy (increase the money supply) they 
buy back bonds from the public, and the money they pay 
enters circulation.

With these three tools central banks can operate either an 
‘expansionary’ or a ‘restrictive’ monetary policy.

According to the texts, are these statements true (T) or
false (F).

1 Fiscal policy consists of taxation and spending decisions, 
and is under the control of governments. Monetary policy 
consists of interest rate and other money supply decisions, 
and is under the control of central banks. T /  F

2 Government spending resulting from high taxes gives a 
stimulus to small businesses. T / F

3 High taxes can give new opportunities for certain businesses 
(eg in the defense or medical supplies sectors). T /  F

4 Raising interest rates is a way of stimulating the economy. 
T /F

Underline the correct words.

5 Having an 'expansionary monetary policy' is the same 
thing as increasing /  decreasing the amount of money in 
circulation, which will provide a stimulus to /  cool the 
economy, which over the long term runs the risk of 
creating inflation /  deflation.

Now underline all the measures that can be taken -
according to the text -  if fighting inflation (ie slowing
the economy) is the only consideration of policy.

6 increasing /  decreasing taxation
7 increasing / decreasing interest rates
8 increasing I  decreasing the reserve requirements of banks
9 increasing I  decreasing the sale of bonds by the central

1 Globalization is great! Everyone benefits. I don't see 
workers in poor countries complaining -  they prefer to 
work for international companies.
O  Agree ' J  Disagree

2 Look out! Your job is at risk from outsourcing. Retrain 
now as a hairdresser, cleaner, chef or taxi driver to avoid 
future unemployment.
U  Agree O  Disagree

3 No-one can control the economy.
O  Agree O  Disagree

4 How strong is the economy in your country? Is it going
to grow or decline over the next few years?



Strategy and planning begins with analysis, and a well- 
known tool to do this is a SWOT analysis (looking at the 
internal Strengths and Weaknesses of the company, and the 
external Opportunities and Threats). Planning itself can be 
categorized into two main types depending on the time- 
scale and purpose of the planning.

Strategic planning is concerned with the longer term and 
'the big picture'. It is the process of defining the 
company's mission, determining the overall goals of the 
organization and allocating resources to reach those 
goals. It is done by top and middle managers.

- Operational planning is concerned with translating the 
general, long-term goals into more specific, concrete 
objectives. It involves monitoring the day-to-day work of 
departments. It is done by middle and supervisory 
managers.

Having decided on its strategy, a business needs to 
organize itself into a structure that best suits its objectives. 
This can be done in several ways.

. ■ Organization by function. The company is divided into 
departments such as production, finance, marketing, 
human resources.

. Organization by product. The company brings together 
staff who are involved in the same product line. 
Organization by customer type. The company is 
organized around different sectors of the market. Large 
customers are called 'key accounts'.

■ Organization by geographical area. The company is 
organized according to regions.

A large multinational may use several of the above: for 
example a functional division initially (at an international 
level), then a national structure for each country, and 
within this some level of division according to customer 
types.

The business must also decide on the best way to organize 
its management hierarchy (= chain of command). The 
company is run by top (= senior) managers with job titles 
such as: Chief Executive Officer (CEO), Chief Operating 
Officer (COO), and a series of Vice-Presidents or Directors 
of different departments. Top management set a direction 
for the organization and aim to inspire employees with 
their vision for the company's future. This vision is often 
written down in a mission statement.

\ The next level is middle management, where managers are 
in charge of (AmE head up) a department, division, branch, 
etc. Middle managers develop detailed plans and 
procedures based on the firm's overall strategy.

Finally there is supervisory (AmE first-line) management,
] and typical job titles are: Supervisor, Team Leader, Section 
1 Chief. Supervisory managers are responsible for assigning 
; non-managerial employees to specific jobs and evaluating 
I their performance. They have to implement plans
j developed higher up the hierarchy

! In some companies -  or for specific projects -  there can be a
: matrix structure with cross-functional teams. Here
; employees from different parts of the organization work

together and bureaucracy is reduced.

Above everything there is the Board, chaired by a 
Chairman or President, which gets involved in 'big picture' 
strategic planning and meets perhaps once a month. The 
CEO will be on the Board, but most Board members are not 
involved in running the company -  they are elected by and 
responsible to the shareholders. Their main interest is 
shareholder value: getting a good return on investment in 
terms of both dividend payments and a rising share price.

j centra illation vs oecewtraiiiisticiiii
A key issue for the company is to decide on the degree of 
centralization. Should authority be kept at Head Office 
(centralization)? If so, this would mean:

■ A strong corporate image.
■ ' Decisions made by experienced managers who see the

whole picture, not just one part of the business.
' Standardized procedures which could lead to economies 

of scale (lower costs) and simpler distribution channels.

But decentralization also has advantages:

. '■ Lower-level managers are more familiar with local 
conditions and can therefore give a stronger customer 
focus.

- The delegation of decision-making is likely to lead to a 
higher level of morale at the grassroots.

There are other closely-related questions. Should the 
structure be 'vertical', with many layers of management, or 
'flat', with fewer layers? And how many subordinates 
should each manager supervise?
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Fill in the missing letters,

1 Inside a company, large customers are often referred to as 
' k__ a________ s',

2 COO stands for 'C_ _ „ f  0  _ _ ____ g 0 „  _ _ _ j ' .
3 A matrix structure brings together people from different 

parts of the organization to work as c_ _ „
f........................1 t  s.

4 The delegation of decision-making is likely to lead to a 
higher level of morale at 'the gra_ _ _pots' (= the ordinary 
people in an organization rather than its leaders).

5 Each manager supervises a number of sub_  ____ ____ s.
6 In relation to an existing market, the 'big picture' strategy 

can be one of dev________ nt (growth),
cOnso_______ ion (making the existing situation stronger),
or wi_______ wal (leaving the market completely).

Complete each phrase 1-10 with an ending a)-j)-

1 Operational planning translates general goals ELI
2 It is usual to divide an organization j_J
3 Some companies are organized according L j
4 The Board gets involved [ J
5 Senior managers set [ j
6 Middle managers develop detailed plans based [ J
7 First-line managers implement plans Q
8 First-line managers are also responsible [ j
9 A cross-functional team brings QJ 

10 Subordinates work [ J

a) a direction for the company.
b) developed higher up the hierarchy.
c) for assigning employees to specific jobs.
d) in major strategy issues.
e) into functional departments.
f) into more concrete objectives.
g) on the overall strategy.
h) to geographical regions.
i) together staff from different parts of the company, 
j) under the supervision of a first-line manager.

The mixed-up letters make words that describe 
departments or functional areas inside a company. Put 
the letters in the right order.

1 haumn rruoeecss 9 pdroctoiun
2 cmoesutr scrieevs 10 Igael
3 qtuialy crotnol 11 siihnppg
4 rsaceerh and dvnolpmeeet 12 facnine
5 pbiluc rnotilaes 13 metakrnig
6 pejcrot mmeegnnaat 14 atnccous
7 aiiisdttrnmaon 15 pasuirchng (= buying, BrE)
8 bnlliig 16 pcroenremut (= buying,

AmE)

Pairs of words in bold have been switched -  one 
from each column. Put them back in their correct places.

1 market channel 7 core growth
2 cost value 8 distribution research
3 earnings business 9 mission needs
4 management loyalty 10 market portfolio
5 customer statem ent 11 shareholder centre
5 product share 12 brand hierarchy

Which of the collocations in exercise 3.4 refer to:

I 1 using a questionnaire to carry out a survey

2 the main activity of a company that generates most of its
profits __ __________________

3 financial benefits (= increase in share price and dividends) 
for the owners of the company _ _ _ _ _ _ _ _ _ _ _ _

4 the whole range of products that a company sells

\ 5 when customers are faithful to a particular product

6 a business unit that spends money but does not generate 
revenue  ...........

7 a continuing increase in profits
8 what is shown in an organigram (= organization chart)

9 senior management's vision for the company

10 how a product gets from the manufacturer to the end-
; user  ___ _

j ■ Match the verbs in the box with their definitions
below. Be careful -  some are very similar.

i   ................._ .............. ..... .......... .................
adapt assign check control coordinate 

determine ensure evaluate implement monitor

1 make sure that everything is correct or the way you
expect it _ _ _ _ _ _ _

\ 2 organize people so that they work together effectively

j 3 give someone a job to do _ _ _ _ _ _ _
4 carry out; make a plan start to work _ _ __ _ __

j 5 have the power to make decisions; make something
j operate in the way that you want _ _ _ _ _ _

6 make certain that something happens _ _ __
7 change something to fit a new situation
8 watch or measure something carefully for a period of

; time to see how it changes  ___
| 9 (formal) think about or test something before deciding its
? value, suitability or effectiveness _ _ _ _ _ _ _
6

I 10 (formal) control what something will be; officially decide 
something; find out
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-» ijs® the words in the boa to complete the SWO i 
analysis below

alliance barriers climate debt depth one-stop 
outdated overhead range shortage start-up 
state-of-the-art tailor-made transfer workflow

Strengths (strong pomes, internal)
a large market share 
a vmIi-SLiucto,tecl distribution network 

' motivated and well-trained staff
1 .-----  ----------( = cutting edge) products
Y     (~ customized / personalized)
products
all services provided in one place: a
A... ...............  ..............._____ shop5
a well-known, high-'value brand

Weaknesses (weak points, internal)
• a lack of new products

a lack of managerial A „ .....„„.....    (= amount
of knowledge and experience)

. . J    _ „_____ ___ ( = old fashioned) production
methods

- high levels of 6 .............  ........ (= money owed to
banks and other creditors)

! slow 7„________     ..... (= progress of work done)
due to inflexible procedures

• an over-reliance on a limited 8___        of
products

: : high direct costs (= production costs) and high 
indirect costs     ..... eg utility bills)

Opportunities (future chances in the market)
, new foreign markets

an improving economic 10_______ „........... ........
outsourcing

. a key supplier who might want to make a strategic 
n

new product ideas: either from market research or 
from sales reps talking directly to customers

Threats (future dangers in the market)
. ' greater competition
. low-cost production in Southeast Asia
. technology 1~A  ................      to Southeast Asia

(so that low-cost countries start using high- 
equipment)
high l j  _       costs of a net

v political risk: regulation, taxes, trade
lJ<     .............     (eg quota:

: the market approaching sa
■. • possib ie Lb    ...

materials 
' . reduced pricing p< 

important cus tomers

* ~ Look back at the completed SWO! analysis in
exercise 3.7 and find a word that means:

1 a situation in which you do not have enough of something

2 depending too much on something
3 kales staff' (the answer is a short form of a longer word)

4 a building used for a particular purpose (especially for 
manufacturing)

5 when everyone who wants the product already has it

i Sck ( / )  the one statement that is true.

1 Targets and goals tend to be more general. Objectives and 
aims tend to be more specific, with aims being the most 
concrete and measurable, [ j ]

2 Aims and goals tend to be more general. Objectives and 
targets tend to be more specific, with targets being the 
most concrete and measurable. QJ

o Managers should make sure that business 
objectives are SMART. Can you remember what these 
letters stand for? Don't look back at the mind map until 
you have tried to think!

Sp_______ c, Mea_______ le, Ag____ d,
Rea ic, and TL ...-specific

1 Bosses just take the credit for the work of lower-level 
employees. Who needs them?
kb Agree O  Disagree

2 The continual emphasis on shareholder value in
American-style companies produces high levels of stress 
amongst employees and an inability to think about the 
longer term.
kb Agree O  Disagree

3 Think of two companies operating in the same market 
(eg Coke and Pepsi, Yahoo and Google, Audi and 
BMW, Gucci and ArmanllWorapareoheiostraA

4 Make a quick SWOT a nafysisl f or fa .company;/ country'/ / ;  
city /  educational insbtutron that you kriovv. Present it uA
sorne colleagues and:astqfos;(questions, Y) Y b ■ Y A  - ‘

 „ „ „ „ „ „     I s .. v  ' AAfoY. * *
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The ability to motivate others and improve morale is a 'soft 
skilF -  difficult to acquire and almost impossible to 
measure. Four key thinkers contributed to this field in the 
1950s and 60s, and their work is still the basis for 
contemporary approaches:

1 Maslow developed Ms 'hierarchy of needs'.
: self-actualization needs 

ego (self-esteem) needs 
social needs 

■ • security needs 
physiological needs

We move to the next stage up only when the lower need 
is met. And as soon as any need is met, then it is no 
longer a motivator. The bottom two are usually not an 
issue in business (unless you are hungry or in danger). 
After that, our next need is to feel accepted and part of a 
group (social need). If that happens, then next we have 
ego needs: recognition and acknowledgement from 
others, as well as a sense of status or importance. Finally, 
if that need is met, we want self-fulfilment ('self- 
actualization' in Maslow's terms): to achieve, to develop 
to our fullest potential.

.' Herzberg expressed similar ideas. He agreed that the 
most important motivators at work were sense of 
achievement, earned recognition and interest in the job 
itself. But then there was another set of job factors 
('hygiene' or 'maintenance' factors) that do not motivate 
employees, but can cause dissatisfaction if they are 
missing. These include salary, job security, working 
conditions and good relations with co-workers.

.  ̂ McGregor observed that managers generally fall into 
two categories: Theory X and Theory Y. Theory X 
managers believe that most people dislike work and 
must be controlled and directed to achieve the 
organization's goals. Theory Y managers believe that 
most people like work and actively seek responsibility. 
They believe in empowerment (= giving employees the 
authority to make decisions without traditional 
managerial approval) and enabling (= giving them the 
tools).

4 Drucker believed in 'management by objectives' (MBO). 
MBO calls on managers to work with employees to 
formulate dear, ambitious but achievable goals. There 
has to be monitoring and measurement to ensure 
objectives are being met, and workers who achieve their 
objectives can be rewarded with pay rises, bonuses, etc.

Communication
Communication is two-way: top-down and bottom-up. It 
can also be external: the PR (public relations) function 
handles this.

Inside an organization, informal communication happens 
all the time: everyone enjoys discussing 'office politics' at 
the water cooler and picking up information 'on the 
grapevine' (= passed from one person to another in 
conversation). Formal communication is through the 
medium of meetings, presentations, reports, etc, and these 
are covered in the second half of this book. But two other 
key communication skills are not possible to practise in a 
book:

■ ' 'Active listening'. This means listening with full
attention, not interrupting except to ask for clarification, 
and giving consideration to the other person's point of 
view.

\ 'Assertiveness'. This means stating your needs and 
opinions confidently and clearly, without on the one 
hand being indirect or 'suffering in silence', or on the 
other being aggressive and rude.

A team (or 'taskforce' or 'working party') needs a variety of 
personality types to perform well:

v. 'Head' people who are good at thinking and problem­
solving.
'Hands' people who are good at doing and acting.

' 'Heart' people who are good at networking and 
resolving conflicts.

Once a team has been set up, it usually goes through the 
five stages of development identified by Bruce Tuckman:

■■ Forming. People get to know each other.

. Storming. This refers both to 'brainstorming' as ideas get 
suggested for the first time, and also to conflicts that 
arise as team members clarify their roles and 
expectations.

I-forming. Members sort out a way of working together 
and begin to 'own' and share the team objectives.

■ Performing. Members focus on solving problems and 
doing tasks. Progress can be seen as they pass various 
milestones (= events that mark an important stage in a 
process).

, Adjourning. The job is finished, and there is often a 
public recognition and celebration of achievements.

www.acceldeam.cornwww.businessballs.comwww.mindtools.com (> Communication Skills)
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Fill in the missing letters:

1 The level of confidence and positive feelings that people 
have, especially people who work together, is their level of 
'm o„ _ _e' (slightly different to 'motivation', which is 
linked to doing things).

2 When we have the recognition and respect of others, it 
adds greatly to our 'self-es_ _ .^m' (= feeling that we are 
valued and important).

3 When we have been successful, it is good to have the
'ackn _________nt' (= public recognition and thanks)
of others.

4 Developing to our fullest potential was called 'self- 
actualization' by Maslow. A more common term is 'self- 
tul ment'.

5 Being successful after a lot of effort gives us a 'sense of
ach_ _ „  _ _ j i t ' .

6 Giving people more control over their work is called 
'emp_ _ _ „  _ j r t ' .

7 Giving someone the tools and skills to do something is 
called 'en mg' them.

8 Successful managers are neither passive nor aggressive. 
Instead, they are 'ass ve'.

9 Business leaders need to have vision and
'comm nt' (= enthusiasm, determination and a
strong belief in what they are doing).

4,2 Decide whether the phrases below best describe 
managers (M) or leaders (L).

1 welcome change [ j  5 good at motivating F I
2 welcome stability F I  6 good at supervising F I
3 look at the details F ] 7 four make a team FI]
4 look at the big picture F I 8 four is three too many FJ

AT Read the text then answer the questions below.

The work of Maslow and Herzberg has been developed 
into the theory of ‘job enrichment’. This theory states that 

there are five characteristics affecting an individual’s 
motivation and performance:

Skill variety. The extent to which a job demands 
different skills.

, Task identity. The degree to which a job has a visible 
outcome.

4 Task significance. The degree to which a job has an 
impact on the work of others.

-, Autonomy. The degree of freedom and choice that 
people have in scheduling work and determining 
procedures.
Feedback. The amount of direct and clear information 
that is received about performance.

The first three factors above contribute to the 
meaningfuiness of the job. The fourth gives a feeling of 
responsibility. The fifth contributes to a feeling of 
achievement and recognition.

Job enrichment tries to maximize the above five factors 
within the constraints of the organization. It also includes 
two specific strategies:
- job enlargement -  combining a series of tasks into one 

challenging and interesting assignment 
' job rotation -  moving employees from one job to another.

Find a word In the text which means:

1 making something better and more enjoyable
2 result _ _ _ _ _
3 power to make independent decisions _  __
4 quality of being serious, useful and important _
5 making something bigger _   „
6 piece of work that you must do as part of your job or 

course of study

Read about a decision-making process at Xerox,

1|n  the 1990s Xerox was in trouble. 2Anne Mulcahy, .
: 8 company insider, realized how serious the situation wa -  

customers were leaving, morale was low, and the compa . - 
; product line was too unfocused. 3She became CEO in 2C- 

and immediately began a listening tour, seeking insig: ' ■ 
from employees, customers and industry experts on wh< - 
the company had gone wrong. 4What strategic options w« =- 
open to Xerox? 5lt could focus on laser or ink-jet, high-€i ; 
or low-end, single-function or multi-function. 6And wh:x 
areas of the business were going to be cut? 7R&D vm 
traditionally strong at Xerox but used up a lot of inter. 
resources. 8Mulcahy and her team worked out a plan. 9Fi- ■ ■. 
they would focus on cash generation, second they wo" !

' cut costs wherever possible (R&D was saved from this), a ■ 
finally they would focus exclusively on areas where Xerox 
had a competitive advantage. 10MuIcahy took time 
explain this plan to front-line employees. 11ln addition, A -. 
made sure that everyone explained it to customers as \n ". 
and made many customer visits herself.-

Now write the sentence numbers that match the stages 
below.

a) Accept there is a problem; define the situation. [~j
b) Collect information and ideas. FI!
c) Analyse information and develop alternatives. F I  to [ J
d) Make a decision on the best alternative. F] to [ j
e) Communicate the decision and begin implementation.

□  to Li
20



■ iimrmcalNG PEOPLE

4.5 Study the collocations related to decision making. 
Check any unknown words in a dictionary.

achieve, define, establish, fail in, fall short of, 
fulfil, identify, meet, reach, set

address, cause, clear up, create, deal with, 
give rise to, handle, overcome, resolve, solve, tackle

- accept, agree to / with, come up with, make, offer, 
put forward, reject, rule out, take up, turn down

arrive at, come to, defer, make, overrule, overturn, 
postpone, put off, reach, reverse, take

collective, critical, crucial, difficult, hard, important, 
joint, key, major, tough, unanimous

anticipated, desirable, eventual, expected, 
favourable, final, likely, satisfactory, successful

Now divide the words in each box Into three groups, 
based on their meaning.

an objective 

a problem 

a suggestion 

: ; a decision

! ■ ■ decision

i : outcome

4.6 Match the team roles in the box to the descriptions
below. This exercise is based on the ideas of Belbin and 
Margerison-McCann.

Coordinator Innovator Evaluator Finisher 
Implementer Promoter Shaper Specialist Team worker

"Head" people
1  ___  -  solves difficult problems with creative

ideas; not afraid to challenge norms; may ignore details

2 _ _ _ _ _ _ _  -  thinks carefully and accurately about
things; listens patiently; may lack energy to inspire others

3 _ _ _ _ _ _ _ _  -  has expert knowledge in key areas;
may be uninterested in all other areas

"Hands' people
4 ........................... -  takes basic ideas and makes them

work in practice; methodical and organized; can be slow
5 _ _ _ _ _ _ _ _  -  gets involved quickly with lots of

energy; more interested in the final result than the process; 
may be impatient

6 _ _ _ _ _ _ _ _  -  likes completing things on time, on
budget, and to specification; can worry too much

'Heart' people
7 _ _ _ _ _ _ _ _ _  -  central person who makes sure

everyone works well together; helps everyone focus; can 
be seen as too controlling

8 _ _ _ _ _ _ _ _ _  -  caring, a good listener, and works hard
to resolve problems; may have difficulty making decisions

9   _ _  -  enthusiastic, sees the big picture and
good at explaining it to people outside the group; can be 
too optimistic and lose initial energy

Change each adjective describing people into its
opposite.

1 accurate __ ^accurate /  _ ^precise
2 careful care_____
3 conservative inn ve J ra al
4 decisive decisive /  hes
5 efficient __ ^efficient 1 wa_ _eful
6 enthusiastic .^enthusiastic /  b._ jed
7 flexible _ ^flexible i  r_ Jd
8 hands-on 1_____ ez-f____e
9 lazy h,.... _-w_____ ing

10 patient __ „patient
11 polite _ ^polite 1 r____
12 reliable reliable

■■ 8 Complete each sentence using either sensible or
sensitive. These adjectives are often confused.

1 He reacts to things in an emotional way and is easily
S offended, he's very   _?
i 2 He's reasonable, practical and mature, he's very
5f____ ______________

an objective 

a problem 

a suggestion 

a decision 

decision 

outcome

All this Maslow and Herzberg stuff is garbage. There's 
only one thing that motivates people: money.
O  Agree O  Disagree

All this stuff about teamwork is garbage. If you want 
to do a job properly, do it yourself.
G  Agree O  Disagree

3 The best communicator inside an organization
that I have ever known is _ _ _ _ _ _ _ _ _ _  (name).
He I  She is such a good communicator because ...

4 Looking at the nine team roles in exercise 4.6, I think I am 
a     ___ ___ (role) because ...
Someone who I really enjoy working with is called
  __ ___ __________ _ (name). He /  She is a
 ________ __ ___________ (role) because ...

21
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Operations has been defined as 'the use of resources that 
are devoted to the production and delivery of products and 
services'. In fact it is the 'core business' of the company 
with other functions like marketing, finance and human 
resources simply acting in support. It includes product 
development, managing the supply chain, production 
planning and control, billing and shipping, and all those 
day-to-day activities covered by the term 'administration'.

The operations function has five basic performance 
objectives. They mean different things for the organization 
and the customer:

: For the organization 
error-free processQuality

Cost

Dependability

Flexibility

high level of 
productivity

operational
stability

ability to respond 
to change

fast throughput

For the customer
products that 
are on-spec

competitive price

reliable delivery 
(quantity and time)

volume and delivery 
adjustments; wide 
and frequently 
updated product 
range

short 'lead-time'Speed

'on-sped = having the required specifications
'lead-time' = time from placing the order to receiving delivery

Initial ideas for a new product may come from marketing 
or operations. These ideas are turned into a 'concept brief'
-  this is a clear statement describing the form, function, 
purpose and benefits of the product. Immediate operational 
issues arise:

' Feasibility Can we actually do (or make) this? Do we 
have the skills/capacity/resources?

■ Vulnerability. Being pessimistic, what could go wrong? 
What is the downside risk?
What materials, parts and components will be needed?
Is it possible to reduce production costs by reducing 
design complexity? In particular, are there opportunities 
for:
a) standardization (restricted variety)?
b) commonality (= using the same components)?
c) modularization (= using sub-components that can be

put together in different combinations)?

How can we reduce the time-to-market (= time taken 
from concept brief to the launch) or the roll-out 
(= phased introduction) of the new product?

A manufacturer might have a component maker as a first- 
tier supplier, but also the component maker's supplier (eg a 
raw materials company) as a second-tier supplier. Together, 
they form the 'upstream' or 'supply side' end of the 
network. Equally they might have a distributor as a first- 
tier customer, but also the distributor's customer (eg a 
retailer) as a second-tier customer. Together, they form the 
'downstream' or 'demand side' end of the network.

Supply chain management includes:

- Procurement (= sourcing + purchasing) from first-tier 
suppliers (AmE vendors).
Materials management inside the plant. This includes 
inventory (= stock) management and production 
planning and control.
Logistics (= distribution) to first-tier customers.

There are several important strategic issues:

' • Should the company directly own any parts of the 
supply chain? If it does, then this is vertical integration.

- ’ Should the company opt for single or multi-sourcing?
Having just one supplier will mean good 
communication with a dependable partner, and also 
economies of scale (= cost savings from buying in large 
quantities). But disadvantages include risks associated 
with a failure of supply and giving the supplier the 
chance to put upward pressure on prices.

V' How much of the process can migrate to the web, eg 
finding the best price, delivery time and specifications 
through e-procurement?

These days many organizations, eg film companies have a 
'virtual operation'. The organization buys in the range of 
functions it needs for a particular project, but at the end of 
the project this network disappears. This gives flexibility 
and speed, but the company is left with very few core 
competencies (= key areas of technical expertise) where it 
retains a competitive advantage.

\aaaaa/ riacirin-rm mril nrn ii!<r \m \ m \ m  qiiqqpy a r . u k/l hers/dt31 /TOMI/todics httD://knowIedqe.wharton.upenn.edi
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5.1 Fill in the missing letters.
1 The time spent between the customer placing an order 

and receiving delivery is the 'L  _-time'.
2 An initial idea for a new product has to be turned into a 

'con _ _ _t b „ _ J '  that describes its form, function, 
purpose and benefits.

3 The chance of something happening or being successful is 
its 'fea„ „  Jlity'..

4 The chance of damage or harm to something is its 
'vuL   ility'.

5 An organization's immediate suppliers are its 'first-t_ j '  
suppliers. Together with these suppliers' own suppliers, 
they form the 'ups„ _ j '  end of the supply network.

6 'Pr_______ment' = 'so____ ing' (finding suppliers) +
'purchasing' (buying).

7 A close synonym of 'supplier', more common in Arnei ican 
usage, is 'v  or'.

8 The key areas of technical expertise that a company has 
are its 'c_ _e comp_ _ „  „cies'.

5.2 Complete the phrases by matching an item from
the first column with an item from the second..

1 technical - throughput
2 a high level -free process
3 fast expertise
4 a frequently integration
5 downside of scale
6 vertical of productivity
7 economies risk
8 an error updated product range

5,3 Match the two parts; of each phrase.

1 draw up on prices
2 reduce to the web
3 migrate an operation a feasibility study
4 put upward pressure advantage
5 have a competitive into a concept brief
6 roll out design complexity
7 carry out a bill of materials
8 turn an initial idea a new product

: - : Hatch topics 1-12 with the conversation extracts 
a)—I) below.

1 EPOS technology □ 7 prototyping □
2 commonality □ 8 RFID tags □
3 feasibility □ 9 roll-out □
4 economies of scale □ 10 screening □
5 logistics □ 11 standardization □
6 modularization □ 12 vulnerability □
a) 'Which shipping company will we use? And when can we 

get the containers to the port?'

b) 'We should be ready to launch in the spring: first in France 
and then in Germany, Switzerland and Austria.'

c) 'We use chip-and-PIN cash registers in our stores, and 
inventory information is automatically updated.'

d) 'Yes, in theory it could be a successful product, but in 
practice we don't have the capacity or the resources.'

e) 'How much money could we lose if things don't go 
according to plan?'

f) 'We manufacture a wide range of cars, but a lot of the 
engine parts are the same -  it makes maintenance much 
easier.'

g) 'We've got to build a working model and test it properly 
before we can go into production.'

h) The brainstorming session was useful, but a lot of these 
ideas just won't work in practice.'

i) I f  we place a large order w e ll get a much better price.'
j) They make sub-assemblies for PCs in high volume, and

then put them together according to the customer's own 
spec.'

k) There's a smart memory chip embedded into every item. 
We know exactly where it is in the store, as well as where 
and when it was made.'

I) It's a successful formula. Wherever you go in the world, 
we sell the same burgers prepared in the same way.'

5.5 Complete the te x t using these verbs: builds,
compile, drilling , hooked up, specifies, tested, welding.

ornpuiers are now used throughout manufacturing 
• . 'to design and develop individual parts. The designer
1 ____ ______various criteria such as size, shape,
materials, etc and the software  a
virtual prototype. This is then 3__ _ _ _ _ _ _  using
given parameters. Before moving to production the
software can also 4_ ____ (= make) a list of
materials and quantities needed. Once the design 
specifications are complete, the computer is

  (= connected) directly to the machine
tools that make the part from an initial piece of metal, 
plastic or wood. Machine tool actions include cutting, 
shaping, turning, 6 (= making holes in) 
and 7  ..... ................(= joining together).

^ ' Match these words to  the ir de fin itions below:
criteria, parameters, specifications.

1 limits that affect how something can be done

2 detailed plans about how something is to be made, or 
exact measurements _ _ _ _ _ _ _

3 standards that are used for making a decision about
something _
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The following words collocate with 'criteria': 
meet? specify, establish, fu lfil, satisfy, s e t 

Divide the words into two groups, based on the 
meaning.

:ji% one of these two groups collocates with 
'parameters'. Which one?

Read the text about e-procurement then answer 
the questions below.

E-procurement means sourcing and purchasing online. 
Different suppliers’ offerings are often brought together 

into a single catalog (BrE catalogue), the customer decides 
who to buy from, and then the whole transaction process is 
automated. The software is sophisticated: it allows both 
sides to negotiate solutions for certain foreseeable 
scenarios (eg penalties for late delivery).

But the process is not straightforward. First, for a modern 
manufacturing operation it is rarely a question of a series of 
one-time purchases from a small number of suppliers all 
offering a similar product. The supply-chain relationships 
are much more complex than that.

Second, it’s not just about price. The procurement 
process also needs to evaluate product availability, supplier 
responsiveness, service levels, delivery history, and 
customer-satisfaction ratings. These do not show up on the 
system so easily and reliably.

Finally, e-procurement has to work for the supplier too. 
They receive a detailed RFQ (Request for Quotation), but 
how do they respond in a flexible way? For example:
' Can they adjust details of the RFQ and make counter­

offers?
Can they make a rush-order surcharge?

■ Can they offer different products that the customer may 
not be aware of?

■ And to build a long-term relationship, can they know the 
forecast requirements of this potential customer?

The main criticism of e-procurement is related to this last 
point: that it focuses too much on short-term individual 
purchases and driving down costs. It works against the 
development of a long-term relationship with a supplier. 
Treating your supplier as a partner might bring far greater 
returns in the long run.

? u

Find a word from the text that matches the definitions. 
The answers are in the order they appear in the text.

1 complicated and advanced in design
2 predictable I  anticipated
3 punishments for breaking a rule or contract
4 easy to understand or use
5 be easy to see or notice (phrasal verb)
6 the price someone will charge you for a piece of work
7 additional amount of money you must pay
8 predicted /  anticipated
3 making an amount fall to a lower level in an aggressive 

way (phrasal verb)
10 period of time ('term' can also be used in this expression)

Project management is a distinct area within 
operations management. Complete the sentences below
w ith the words in the box:

constraints Gantt chart milestones scope 
setbacks small print stakeholders track

1 Difficulties that stop the progress of a project are called

2 All the people with an interest in the success of a project 
are collectively called the _ _ _ _ _ _ _ _ _ _

3 A visual illustration of the different phases and activities in 
a project (composed of many horizontal bars) is called a

4 Before you sign a contract, it's very important to read the

5 I he events that mark the key stages in a project are called

6 I he factors that limit your actions (such as time and cost) 
are called _ _ _ _ _ _ _ _

7 The     of a project is the range of things
that it deals with.

8 If a project is 'on- it is going according
to plan; if you 'keep _ _ _ _ _ _ _ _  of something', you
pay attention to it so that you know what is happening.

1 In a customer-focused business, product development
| should be the responsibility of marketing, not operations.
I (J  Agree '24 Disagree

; 2 A long-term relationship with just one supplier is better
j than having many suppliers.
! Q  Agree O  Disagree

3 The most interesting use of technology in business 
operations that I have heard of (or know) is ...

4 Companies are becoming like 'virtual operations' -  they 
seem to be there, but in fact only a few key people on 
permanent contracts keep everything running. More and 
more jobs are done by outside people on a short-term 
basis for individual projects.

(J  Agree O  Disagree
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Manufacturing takes place in a plant (= factory / facility). 
The process can be 7capital-intensive' (= requiring a lot of 
finance) or labour-intensive' (= requiring manpower). If 
the operation is efficient at transforming inputs (= 
materials, labour and information) into finished goods, 
then there is a high level of productivity.

Key stages in the manufacturing process are:

Planning. This involves trying to bring together customer 
demand with operational issues of volume, timing, and 
the purchase of materials. A 'bill of materials' is 
produced, this is compared with the existing inventory, 
and any necessary purchases are made.
Sequencing. A supervisor decides which workstation (= 
machine and/or employee) will carry out which tasks in 
which order.
Scheduling. The supervisor decides when particular 
tasks should start and finish.
Dispatching. The supervisor authorizes tasks to begin 
(giving detailed instructions).
Loading. Materials or parts are introduced to an 
operation so that it can begin. (A robot loads an 
assembly line with a new component, an operator loads 
a machine with raw materials.)

. > Monitoring. This involves checking progress, eliminating 
bottlenecks, and identifying and solving problems.

Key issues are:

' Control of capacity -  there might be a need to ramp up 
(= increase) production.
Control of inventory.

,

Outside of a business context, lean ' means 'thin in a 
healthy way' / 'no fat'. In a business context, it refers to an 
approach which tries to meet demand instantaneously with 
perfect quality and no waste. The most important idea of 
lean operations is that of minimizing inventory kept on the 
premises -  both stock and work-in-progress (WIP). So 
parts, components, raw materials and other supplies are 
delivered to the factory just as they are needed. And once 
delivered, the throughput (= rate at which work goes 
through the system) is fast.

Note that with lean operations the capacity utilization (= 
ratio of actual output to potential output) is often low. This 
is a difference with traditional approaches. Note also that 
the need to carry inventory doesn't disappear -  it just shifts 
to suppliers.

The techniques used for lean operations are often called 
'just-in-time' (JIT) techniques. These include:

Making every effort to eliminate waste.
" Developing working practices which support

'continuous improvement' (often called by its Japanese 
name 'kaizen').
Involving all staff in quality initiatives.
Improving the flow of work-in-progress around the 
plant by rearranging layout and using machines that are 
small, simple, robust and flexible.
Reducing set-up and change-over times.

.. Incorporating manufacturing considerations into the 
design process (reducing production costs by reducing 
design complexity).

Why use JIT techniques? Because materials, work-in- 
progress and finished goods that are not being used 
represent a waste of time, space and money.

What is quality? Is it a manufacturing process free of errors 
and waste? Or is it having the best specifications, 
regardless of price? Is it perhaps a product that is 'fit for 
purpose', having only features that the user actually needs? 
Is value-for-money an important factor?

Most people would agree that quality includes: functionality, 
appearance, reliability, durability, ease of recovery from 
problems, and contact with company staff. But is there 
anything else, and how is quality to be measured?

Many years ago, 'quality control' meant taking samples of a 
product and doing tests to see if it met technical standards. 
Then 'quality assurance' widened its scope to include some 
non-operational functions such as customer service. 
Nowadays, 'total quality management' (TQM) covers the 
whole organization, from more traditional areas like process 
control and product testing to determining customer needs 
and dealing with complaints. It includes all the ideas of lean 
operations and JIT. And a whole industry has developed to 
provide international standards for measuring quality; 
amongst the best known are the ISO 9000 family and 'Six 
Sigma'. (This term is a statistical measure meaning fewer 
than 3.4 defects per million items produced.)

www.qualiiv.co.ukwww.qualitydigest.comwww.isixsigma.comwww.bized.ac.uk (Search 'quality')
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Fill in the missing letters.

1 A specific problem that causes delays to a whole process, 
is called a 'bo_ _ _ „  _eck'.

2 The amount of work that can be dealt with in a particular 
time period is the 'thr_ _ _ „put'.

3 Actual output divided by potential output is 'cap_ _ „  _y
_____ _ __ Jon ' (eg room occupancy rates in a hotel).

4 A product that serves its intended function, without any 
extra features, is described as 'f_ _-for-pu e'.

5 If a product has good quality in relationship to its price, 
then it is 'good v_ „  „  „-for-m 2

6 The characteristic of 'always working well' is 'r_ _ ^ability'.
7 The characteristic of lasting a long time' is 'd „  ility'.
8 A fault in the way something is made is a 'd_t'.

Hatch the different stages in the production 
process witSi their descriptions 1-6 below.

planning [7] scheduling M  loading [7]
sequencing [ J  ' dispatching [ J  monitoring [ j

1 introducing materials to an operation so it can begin
2 authorizing a task to begin
3 bringing together customer demand with operational 

issues of volume, timing, materials, etc
4 checking progress and solving problems
5 deciding when tasks should start and finish
6 deciding which workstation will carry out which task in 

which order

6.3 Read about the relationship between WIP (work-in- 
prog ress) and different types of production process.
As you read, imagine an example for each one.

1 In a continuous process there is a network of complex, 
capital-intensive machinery through which WIP flows 
without interruption. One example would be ...

2 In a mass process, there is an assembly line where WIP 
moves along the line past workstations carrying out fixed 
operations. One example would be ...

3 In a batch process, machinery and equipment are located 
in 'cells' around the plant, and WIP moves in groups to 
different cells; in each cell a variety of specialized 
operations can be carried out. One example would be ...

4  In job production, there is a fixed position layout where 
the WIP does not move; instead operations are scheduled 
in sequence on it. One example would be ...

5 In a large-scale project, the WIP is often off-site, or at the 
customer's own premises. One example would be ...

Now complete each paragraph with the most 
appropriate example: construction o f a building, an 
automobile plant, a ircra ft manufacture, clothing 
manufacture, steel making.

The word 'time' appears in a lot of expressions 
used in production and operations. Write each word 
next to its definition: changeover time, cycle time, 
downtime, lead time.

1 when equipment (or the whole line) stops working and 
production is lost _ _ _ _ _ _ _ _

2 time between one job /  batch finishing and the next one 
beginning (includes time taken to prepare machinery for 
the new process)  ___

3 time required from receiving a customer order to final 
delivery; it includes order processing, pre-pack time, in­
transit time, receiving and inspection

4 time taken for a given job I  batch to pass through all the 
operations needed _ _ _ _ _ _ _ _ _

Continue as before with these words: lag time, 
overtime, set-up time, time-to-market.

5 extra hours that someone works, beyond their contractual 
obligation (and often paid at a higher rate)

6 time taken to prepare machinery and equipment for a new 
job I  batch _ _ _ _ _ _ _ _ _ _

7 time required from the initial concept for a new product to 
when it first goes on sale   _ _ _  _._

8 any period of delay between one event and another (eg 
between giving an instruction and the operation 
beginning) _ _ _ _ _ _ _ _ _ _

Complete this text about 'kaizen' using the words
in the box.

competitors culture cycle improvement
marketplace metrics process resistance

aizen is a term used in lean manufacturing to mean 
continuous 1 It describes a

corporate _____ ___ where everyone
works proactively (= taking action before a problem 
develops) to improve the manufacturing
3 _____ . This is essential in today’s
changing 4_ _ _ _ _ _ _ _ _  -  someone is going to
come up with a better, faster or cheaper way, and it will
either be you or your 5_ _ _    .

How can you know if continuous improvement is 
happening? You establish a system of monitoring- key
6_ _    (= variables that can be
measured). For example, average __ _ _ _ _ _ _ _ _
times, or the time it takes to successfully complete a 
changeover. And employees must be involved, otherwise 
there will be a lot of 8



PRODUCTION

6,6 Study the collocations below. Check any unknown 
words in a dictionary.

first-rate, high, low, inferior, outstanding, top, 
uneven, poor, variable

assess, demand, evaluate, keep up, insist on, 
maintain, measure, preserve, test

begin, boost, cut back (on), go into, increase, 
ramp up, reduce, scale down, speed up, start up

be in charge of, keep track of, monitor, 
rationalize, simplify, streamline, supervise

excess, full, limited, maximum, reduced, peak, 
spare, total

carry, dispose of, get rid of, have, hold, keep, 
reduce, reorder, replace

Now divide the words in each box into three groups, 
based on their meaning,,

- : quality

i quality

i ; ; production

the process

i capacity

; inventory

Head the text about quality standards.

The International Organization for Standardization is a 
worldwide federation of national standards bodies. They 

promote the ‘ISO 9000’ series of standards, and these cover 
a wide range of activities: determining customer needs, 
dealing with complaints, product testing, storage, etc.

Companies are audited to make sure that they deserve the 
ISO award, and this provides both a discipline for 
manufacturers and an assurance for customers. Another set 
of standards, the ISO 14000 series, covers environmental 
standards.

The ISO approach has been adopted worldwide, but it 
has its critics. People say that it encourages a recipe-based 
approach, sometimes called ‘management by manual’, 
rather than a more customized approach. Also, the whole 
process of keeping records and carrying out interna! audits 
is expensive and time-consuming.

An alternative approach that is becoming very popular 
among large companies is ‘Six Sigma’. This is a term from 
mathematics, but in a manufacturing context it means 

. having a target of only 3.4 defects per million items. Like 
ISO, it now has a whole series of tools and techniques and 
is very expensive to implement. It recommends that 
organizations have a specially trained taskforce of internal 

' consultants, dedicated full-time to improving processes. 
These people are ranked as Black Belt, Green Belt, etc.

A third approach to measuring performance against a 
standard is ‘benchmarking’. This is not like ISO and Six 
Sigma because the standard is not pre-defined; instead the 
standard is simply the best practice of your competitors (or 
your own past results). The organization then tries to match 

* (or even exceed) this best practice.

Cover the text. S¥iake phrases by snatching the columns.

1 cover a wide worldwide
2 determine customer range of activities
3 deal to implement
4 be adopted needs
5 keep practice of your competitors
6 carry out internal against a standard
7 be expensive with complaints
8 be dedicated records
9 measure performance to improving processes

10 match the best audits

quality

quality 

production 

the process

capacity

inventory 
(= stock)

1 You are a teenager and you offer to wash your parents' car. 
This activity is similar to the manufacturing process 
described on page 26 (planning I  sequencing /  scheduling I  
dispatching I  loading / monitoring) because ... However it 
is different because ...

2 The most high-quality, low-cost, customer-focused and 
environmentally-friendly production process I know is ...

3 You run a small convenience store in a residential area. 
Discuss problems and solutions in relation to control of 
capacity and control of inventory. (See mind map.)

4 Lean operations, JIT, quality management, etc are now so 
widespread that very few products have faults.

(.J Agree O  Disagree



A marketing strategy includes the following:

Analysis of the wider business environment. More 
specifically: the political / legal, economic, 
social / cultural, and technological factors operating in 
the external world. (The acronym TEST ' is sometimes 
used here.)

# Identification and analysis of target markets for new 
products.
Sales goals in terms of volume and revenue.

1 The marketing budget.
Elements of the marketing mix, and their timing.

The term "marketing mix' is another name for the well- 
known four "P's: product, price, place (ie distribution 
channel) and promotion. In this book, product and price 
are covered in the mind map opposite, and distribution and 
promotion in the next unit. Some writers would add a fifth 
"PS packaging. The importance of packaging is often 
underestimated: it attracts the buyer's attention, it explains 
the benefits of the product inside, it describes the contents, 
and of course it also protects the product during handling 
and contributes to convenience and ease-of-use. And these 
days environmentally-friendly packaging can give a 
product a competitive advantage. There is even a sixth "PS 
people. This refers to the knowledge, skills and personality 
of the pre-sales and after-sales staff who come into contact 
with the customer.

Marketers often use the term "total product offer' to 
reinforce the diversity of elements that make up a 
"product". These include value-for-money (= relationship 
between quality and price), brand name and image, 
packaging, convenience of sales channel, store 
surroundings, service, speed of delivery, the guarantee, etc.

How do marketers identify the need for new products? 
How do they decide how to improve existing products? 
One very important way is by collecting data using market 
research. Other ways are listed under "origin of new 
product ideas' in the mind map opposite.

The easiest data to collect is information that is already 
available (= secondary data). This may be internal company 
data such as the company's sales figures broken down 
according to different categories (customers, product lines, 
territories, etc). Alternatively, it may be external data found 
in published sources such as reports from government 
agencies, trade associations and professional research firms.

Another important source of secondary data is simply to 
look at consumer buying patterns in more developed 
markets where the product is already available.

Data collected for the first time (= primary data) is more 
difficult and expensive to obtain, but will give answers to 
the exact questions that marketers are interested in. It 
includes both quantitative information (eg carrying out a 
survey on a representative sample of people using a 
questionnaire) and qualitative information (through focus 
groups, face-to-face interviews, etc). Another important 
source of primary data is looking at the activity of 
competitors (= benchmarking), and this may include 
looking at their product range or their marketing strategy.
A new area of research is ethnography: studying people's 
behaviour in natural environments.

Of all the techniques above, focus groups in particular can 
give very valuable information. A small group of 
consumers sit in a room and discuss a variety of pre­
defined topics. They might be asked how they feel about a 
particular brand, which of various possible new advertising 
campaigns they prefer, what ideas they have for improving 
an existing product, etc. The interview is usually recorded 
for later analysis.

Who is the target market for a product? An immediate 
distinction is whether it is an industrial product (B2B: 
business-to-business), or a consumer product (B2C: 
business-to-consumer) aimed at end-users. A third category 
might be products for use in hospitals, schools, public 
transport, etc (B2G: business-to-government). Various 
categories of industrial products are shown in the mind 
map.

In relation to consumer products, the "mass market' is 
becoming an old-fashioned concept. Products are 
increasingly targeted at specific market segments. There are 
four basic methods for segmenting a market:

■> ■ Product-related: comfort, safety, luxury, good value-for- 
money, convenience, durability, etc.

. * Demographic: age, gender, education, family life cycle, 
income, occupation, etc.

' Psychographic: attitudes, lifestyle, opinions, values, self- 
image, etc.

.' Geographical: region, post code, etc.

Look back at "product-related' segmentation above and 
notice from the examples how marketers are interested in 
benefits (from the customer's point of view) rather than 
features (from a purely product design point of view).

www.businesslink.gov.uk (> Sales and marketing) www.toolkit.cch.com (>Marketing Your Product)
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Fill in the missing letters.

1 Data collected by market research can be 'qu_ _ Jtative'
(= factual and numerical), or #qu_ Jtative' (= opinions and 
attitudes that are difficult to measure).

2 Another word for the final consumer of a product is the 
'e_ „-u_ jA

3 The relationship between quality and price is referred to as
'v_ __ __ _-for-m ?. This phrase often has the word
good in front, to mean 'cheap' ('cheap' can have a 
negative connotation).

4 Marketers tend to emphasize 'be_ _ J ts ' (= advantages for 
the customer) rather than 'fea_ _ _es' (from a product 
design point of view).

5 A name or symbol that has legal protection is called a 
'registered tr  JA.

6 Two key concepts in pricing are 'm___ _-up' (= the %
added to the cost to give the selling price) and
'bp.. _even volume' (= the sales volume at which the 
product starts to make a profit).

the text with the words in the box.

brand awareness brand names brand loyalty \
market leader market share product lines \

product mix pro fitability \

. roctor A Gamble is a very well-! mown company in 
the household and personal goods sector. It has 22

d i f f e r e n t   ___ _ _  including baby care,
cosmetics, household cleaners, laundry, oral care, etc.
The combination of all these makes up P&G’s
2 _ _ _ _ _ _ _ _ _ _  (= product range). P&G has
many well-known 3 ___  such as
Ariel, Pampers, Pantene, but notice that the brand is not 
the same as the company name (although in other 
companies it is). P&G spends a very large marketing
budget maintaining the 4_ _    of its
customers -  it wants them to be satisfied and committed to 
further purchases. But even larger sums are needed wh< 
it launches a new product -  5 _ _ _ _ _ _ _ _ _ _ _ _
(= brand recognition) has to be built up from zero.

What about P&G’s pricing policy? Weil, they are a
6_ _ _ _   ___ _ _ _ _  so they don’t have to set
artificially low prices to gain sales volume and
7_ _ ___ _ _ _ _ __Instead, they can focus on
8_ _ _  „  -  maximizing revenue and
minimizing costs.

Corviplet© the text with the words in the box.

advertising budgets consumer tastes differentiate products
early adopters making a loss reaches saturation

similar offerings i viihdrawn from the market

The classic product life cycle is Introduction, Growth, Maturity 
and Decline. In the Introduction stage the product is 
promoted to create awareness. It has low sales and will still 
be 1 _ _ _ _ _ _ _ _ _ _  . If the product has few competitors,
a skimming price strategy can be used (a high price for
2 _         ...........which is then gradually lowered). In the
Growth phase sales are rising rapidly and profits are high. 
However, competitors are attracted to the market with
3_ .... ......... . The market is characterized by
alliances, joint ventures and takeovers. 4_ _ _ _ _ _ _ _
are large and focus on building the brand.
In the Maturity phase sales growth slows and then stabilizes.
Producers attempt to 5_ _ _    and brands are
key to this. Price wars and competition occur as the market
6 __   . In the Decline phase there is a
downturn in the market. The product is starting to look old- 
fashioned o r 7_ _ _ _ _ _ _ _ _  have changed. There is
intense price-cutting and many products are

Make phrases and then complete the text below.

1 carrying out sample of people
2 gaps in the a survey
3 consumer — of competitors
4 published needs
5 a representative market
6 statistically sources
7 the activity reliable

: arket research is the process by which a company
■ * 'collects information about1 ___
and preferences. The information helps to identify market
trends and spot 2_   __________     .
The easiest data to collect is that from existing
3_____________      such as government reports.
Other valuable information can be obtained by studying 
consumer behaviour in more developed markets, or 
looking a t4______________     (benchmarking).

Primary data, collected for the first time, is more difficult
Lo obtain. First, 5  has. to be
carefully chosen -  it has to be large enough to be
A  ___________, and also checked for factors
such as age, sex, occupation. Common research methods
include 7 ___   using a
questionnaire, or face-to-face interviews with existing 
customers.
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7 MARKETING STRATEGY AMP PRODUCT DEVELOPMENT

7 c Hatch the words in the box to their definitions 
below. Be careful -  they are very similar,.

benefit characteristic feature requirement 
specification USP (unique selling point)

1 something a customer asks for, or needs

2 something that makes a product special or different from 
others _ _ _ _ _ _ _ _ _

3 (usually plural) exact technical details, or a detailed 
instruction about how something should be made

4 advantage that a customer gets if they buy the product

5 important, special or interesting part of a product

6 typical quality that makes a product recognizable

Mow do the same for these words,

budget estimate quotation 

7 an approximate price that someone will charge you

8 a fixed price that someone will charge you, often showing 
different items in detail _______ __

9 a plan of how to spend money, or the money itself

7.6 Marketers use a PEST analysis to look at the 
business environment. Typical items are listed a)-l). Put 
them into the correct category below.

a) age structure of population
b) changes in the fixed and variable costs of business
c) new production methods
d) national government policy
e) changing tastes and fashions
f) level of consumer spending
g) developments in IT that open new markets
h) the economy, inflation, unemployment
i) EU / WTO regulations
j) lifestyle changes (eg more people living alone) 
k) pressure from environmental or fair trade lobbies 
I) breakthrough products arising from R&D

1 Political /  legal factors: □ □ □
2 Economic factors: □ □ □
3 Social /  cultural factors: □ □ □
4 Technological factors: □ n □

. R study the collocations below. Check any unknown
words in a dictionary,

campaign, drive, figures, force, personnel,i ' 7
promotion, staff, team, volume 

disappointing, export, foreign, global, international, 
overseas, poor, weak, worldwide 

bring out, discontinue, improve, introduce, launch, 
modify, take ... off the market, upgrade, withdraw

attractive, exorbitant, fair, high, inflated, reasonable 
retail, selling

agree on /  to, arrive at, bring down, cut, establish, 
increase, lower, push up, put up, raise, reduce, 
set, work out

i booming, depressed, expanding, flat, growing, 
healthy, niche, sluggish, specialist, strong, weak

be forced out of, break into, corner, dominate, 
enter, monopolize, take over, withdraw from

Now divide the words In each bon into three groups, 
based on their meaning.

sales '

i : ■ sales

i a product

price

i ; a price

market 

the market

1 I buy many products that I don't need. This shows that I 
am being manipulated by large, evil corporations.
(J Agree O  Disagree

2 In relation to consumer products, the 'mass market' is 
becoming an old-fashioned concept.
O Agree (J  Disagree

3 Think of one well-known product you would buy just for 
the brand name, one you would buy just for the price, 
and one you would buy just for the packaging. Then, for 
each one, discuss the company's marketing strategy.

4 Brainstorm a PEST analysis for these markets: consumer 
electronics, automobiles, wind turbines.

sales

a product 

price

a price

market 

the market



Distribution
Distribution is the final link in a company's supply chain, 
and involves getting the right products to the customer at 
the right time. It includes the physical handling of goods, 
warehousing, choice of distribution channel (eg wholesaler, 
retailer, direct to consumer), choice of retail outlet, and 
order fulfilment (= doing something that is promised).

The mind map opposite lists the main options for retailing. 
The main trend has been to move away from small family- 
owned stores (AmE mom and pop stores) to large shopping 
centres (AmE malls). A variation, common in the US, is a 
large out-of-town mall where giant 'big box' stores 
surround a central car park (AmE parking lot). Future 
trends may include offering more entertainment to attract 
customers, and developing private label (in-house) brands 
as cheaper competition to name-brand goods.

1 mix
The term 'promotion' is very broad. Look at the mind map 
to see different elements of the promotional mix. The first 
item in the bubble, sales promotions, is covered in more 
detail on another branch of the map. The other items are 
covered in more detail below:

- Personal selling (= sales): this is the direct face-to-face 
communication between salesperson and customer. The 
sales process has various stages:

1 Prospecting: identifying a potential customer (= a 
prospect) who has the ability and authority to buy.

■ Approach: contacting the prospect and preparing for 
the sales interview.

' • Presentation: describing the features of the product, 
highlighting the advantages over competing products, 
and giving examples of satisfied customers.

: Demonstration: if possible, the customer is given a 
chance to see the product in use.

'' Answering objections: customers should be given a 
chance to express their doubts, as they are unlikely to 
buy unless these are dealt with. At this stage the 
salesperson stresses benefits rather than features.

' Closing: the salesperson asks the prospect to buy. If the 
customer still has doubts then options include offering 
an alternative product, offering a special incentive, or 
restating the product benefits.

7 Follow-up: processing the order quickly and
efficiently, and reassuring the customer about their 
purchase decision during further conversation.

: • Long-term relationship: going on to establish regular 
contact with the customer.

Advertising: the use of different media such as television 
commercials, advertisements in newspapers and 
magazines, direct mail, outdoor (billboards, posters on 
bus-stops), flyers given to people on the street, Internet.

 ̂ Public relations: managing 'publicity' (information that 
makes people notice a company). The PR function in a 
company needs to establish good relations with the 
news media in order to control this information, and PR 
people issue press releases and hold press conferences.

> Events: memorable occasions (in-store, on the street, in 
an unusual location).

■ Sponsorship of sports teams, music groups, 
theatre / opera / ballet etc.

■ Endorsements by celebrities (eg 'the face of L'Oreal', rap 
artists wearing a clothing brand).

. Trade promotions to retailers, eg financial incentives to 
stock a new product or to give more space/visibility to 
existing products (eg shelf height and aisle position).

■ - Other: product placement in films, word-of-mouth (=
personal recommendations), viral marketing (online 
through social networking websites and friends emailing 
video dips). The term 'guerrilla marketing' covers all 
unconventional techniques -  from viral marketing to the 
distribution of free products on the beach.

inships
Today, a major part of promotion is developing long-term
relationships with customers so that they make repeat
purchases and are open to cross-selling of related products.
Tools for developing customer relationships include:

• Building a brand identity that the customer will relate to 
(eg through sponsorship and endorsements).
Frequency programs (eg frequent-flyer programs on 
airlines).

‘ Forming communities of buyers (eg consumer chat 
rooms on the Internet, or meetings of owners of Harley 
Davidson motorbikes).
Affinity marketing (= attracting customers on the basis 
of their other interests, for example linking a credit card 
to a favourite charity).

1 Individualized advertising based on previous purchases 
(eg Amazon's book suggestions).

- Co-marketing with another company (eg giving away a 
toy at McDonalds that links to a new Disney film).
Using CRM software to give the customer a more 
personal experience when they contact the company.
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ises

8.1 Fill in the missing letters.

1 Making sure that the customer gets the right goods at the 
^ght time is called 'order fu_ _ _ jm ent'.

2 A place where goods are sold to consumers is called a
'retail ou„ _ _t'.

3 A potential customer is a 'pro_ _ect'.
4 A large outdoor sign used for advertising is called a

'bi oard'.
5 It is important to develop long-term relationships with

customers so that they make 'rep_ .J pur ses', and are
open to 'c „ _ss-selling' of other related products.

6 A synonym for 'intermediary' is 'the mi man'.
7 A retailer has a shop (AmE store), while a wholesaler has a 

’w  ouse'.
8 The process of selling products connected with a popular 

film, person or event is called 'mer_______ ising'. In
American English this word is also used for 'selling, goods' 
in general.

8.2 Complete each explanation with a pair of words
from the box. The words may not be in the right order.

agen 11 broker broch ure / ca talogue
client / customer commercial / spot 

promotion / advertising sponsorship I endorsement

1 To refer to a buyer, the word  ______   is more
common where there is a standard product, and in shops
and restaurants. The word  _  is more
common in the service sector and where there is a degree 
of personalization.

2 A list of everything that a company sells is called a
. If it has lots of colour pictures and 

looks like a small magazine it is more likely to be called a
  _    . The former may have prices as well,
the latter would not.

3 A general word that means 'the process of attracting 
people's attention to a product' is _ _ _ _ _ _ _  .
One specific example of this is _ _ _ _ _ _ _  , which
refers to text and images and sound in media such as 
television, newspapers, billboards and the Internet.

4 An advertisement on television, radio or film is called a
_ _ ___ ___ _  . An informal word with the same
meaning is  .

5 _ _ _ _ _ _ _  is when a celebrity uses a certain
product as a way of promoting it. _ _ _ _ _ _ _  is
the activity of giving financial support to a sports or 
cultural event.

6 Both words mean 'a person who does business on behalf 
of another company'. The word _ _ _ _ _ _ _  is used
where there is a long-term relationship, whereas the word
..............      is more common for individual

transactions (eg stocks).
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8 3  Make collocations by matching a word from each
column.

1 brand channel
2 convenience mail
3 direct relations
4 distribution release
5 in-store placement
6 press identity
7 product display
8 public store

8.4 Match each stage in the sales process with its
explanation 1-7 below.

Answering objections Approach Closing
Demonstration Follow-up Presentation Prospecting

1 _ _ _ _ _ _ _ _ _  -  identifying a potential customer
2 _ _ _ _ _ _ _ _ _  -  contacting the prospect and

preparing for the sales interview
3   __    -  describing the features of the

product
4 ........................................ -  giving the customer a chance

to see the product in use
5     -  asking the prospect to buy
6 _______________   -  dealing with any doubts that

the customer has
7 _ ____ _ __ ____ ___ -  processing the order quickly

and maintaining long-term contact

8.5 The sequence 1-7 in exercise 8.4 is probably not
the best. Change the order of tw o items so that the 
prospect is more likely to buy.

8»S Match these advertising media to the advantages 
(+) and disadvantages (-) below: direct mail, Internet, 
magazines, newspapers, outdoor, radio, television.

1   _
(+) good coverage of local markets; ads can be placed 
quickly; ads can be cut out and saved 
(-) ads compete with other text; ads get thrown away 
(short life span)

2    ....
(+) can target very specific audiences in specialist 
publications; long life of ad (usually several weeks); ads 
can be cut out and saved
(-) ads must often be placed months in advance; cost is 
relatively high
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3 .........  -................
(~;u uses sight, sound and motion; reaches a wide 
audience; high attention with no competition from other 
material
(-) very high cost

4 _ _ _ — ............. ..............
hf) low cost; can target specific audiences; very flexible; 
good for local marketing
(-) may have low attention because it is a background 
medium; audience may not remember ad (only one 
physical sense involved and nothing to keep)

5 _ _ __
(+) high visibility and repeat exposure; relatively low cost; 
strong local focus
(-) limited message; difficult to get attention of audience 
for any one specific ad

6  -    ....
(o) if linked to a customer database can be targeted at 
very specific markets; very flexible; ad can be saved 
(-) high cost; consumers may reject ad as 'junk'

(+) connects a company with its customers at the precise 
moment they are looking for a product; global coverage at 
a relatively inexpensive price; interactive 
(-) many 'eyeballs' but few 'click-throughs'; click fraud 
(clicks on your advert arranged by dishonest companies or 

. competitors, not made by potential customers)

S„7 Find a word from the previous exercise which 
means:

1 how widely information is distributed   __
2 put somewhere, especially in a careful or deliberate way

3 try to influence a particular group of people

4 something that is not wanted or not healthy (collocates 
with 'mail' and 'food') _ __ _ _ _ _ _ _

5 Internet term referring to those occasions when someone 
looks at something _ _ _ _ _ _ _ _ _ _

1 'Sales' sometimes has a bad reputation (selling used cars). 
But this is wrong. In fact it is creative, challenging and fun 
O Agree u  Disagree

2 Advertising is not so important. A good product with the 
right price and the right distribution will sell itself.
O  Agree O  Disagree

8,? Complete the text w ith  the phrases in the box.

'inbsunddogisbcs outbound logistics materials handling 
retail outlets warehouses customer returns end user 

ex-works fob (free on board) cif (cost insurance, freight)

~ T "he process of planning and controlling the physical 
flow of materials in the supply chain is called logistics. 

There are four stages. First, 1 
is concerned with bringing raw materials, packaging, 
etc from suppliers to producers. Second,
2___________ _ _ _ _  is the movement of goods within
a warehouse, from the warehouse to the factory floor, and 
from the factory floor to the various workstations. Third,

 _______ manages the flow of finished
products through intermediaries to the final consumer. 
Finally, reverse logistics involves bringing goods back to 
the premises of the original manufacturer because of
defects or other 4„ _ _ _ _ _ _ _ _ _ _ _ _ _

The whole process is a shared responsibility between 
marketing and operations, but clearly marketing is more 

■ concerned with those areas that impact directly on
wholesalers, retailers and the 5__ _ _ _ _ _ _ _ _ _ _ _

A key issue in logistics is choosing the right means of 
transport. Options include rail, road (using trucks with 

: trailers), ships and air. Combinations of these are common.
Another key area of logistics is the storage function.

. Marketers must have goods available in
6  _ _ _ ..... _ ... ....  all over the country, ready to
restock 7_____________     or be delivered to
customers when ordered.

If import and export are involved, then there is an 
important issue: who pays for which parts of the 
transportation? Contracts have to specify this clearly, and 
use Incoterms (international commercial terms) to do so. 
There are many Incoterms, but the most common are:

8 _ ______      , -  the buyer picks up the
goods at the seller’s premises and arranges all the 
transport and insurance.

-    - ________ _______ _______  -  the seller delivers the goods
onto a ship at a named port; from here all responsibility 
(including the sea journey) passes to the buyer.

• - 10„_ _____ ____ _______ -  the seller has
responsibility to a named port of destination, and so 
pays for the cost and risk of the sea journey as well.

3 Everyone knows that celebrities in their private lives don't 
actually use the products they advertise. You must be a 
fool if you are persuaded by endorsements.
O Agree O Disagree

4 Contemporary trends in advertising, communication and 
promotion include ...



Accounting and financial statements

Preparation of the accounts
The accounting process starts with inputs, and these are 
things such as sales documents (eg invoices), purchasing 
documents (eg receipts), payroll records, bank records, 
travel and entertainment records. The data in these inputs 
is then processed by specialized software:

' Entries are recorded chronologically into "journals7. 
Information from the journals is posted (= transferred) 
into "ledgers', where it accumulates in specific categories 
teg  cash account, sales account, or account for one 
particular customer)

' . A "trial balance7 is prepared at the end of each 
accounting period: this is a summary of the ledger 
information to check whether the figures are accurate. It 
is used directly to prepare the main financial statements 
(income statement, balance sheet and cash flow 
statement).

The financial statements of large companies have to be 
checked by an external firm of auditors, who "sign off on 
the accounts" (= officially declare the accounts are correct). 
They are publicly available, and appear in the company's 
annual report. Users of financial statements include: 
shareholders, potential shareholders, creditors (lenders, eg 
banks), customers, suppliers, journalists, financial analysts, 
government agencies, etc.

Profit and Loss Account
The profit and loss account (= income statement, or just "the 
P&U) summarizes business activity over a period of time. It 
begins with total sales (= revenue) generated during a 
month, quarter or year. Subsequent lines then deduct (= 
subtract) all of the costs related to producing that revenue.

At this point look at the example on page 40, and then 
return to this text.

. " inee Sheet
The balance sheet reports the company's financial condition 
on a specific date. The basic equation that has to balance is: 
Assets = Liabilities + Shareholders' equity.

An "asset" is anything of value owned by a business.
. A "liability" is any amount owed to a creditor.

Shareholders' equity (= owners' equity) is what remains 
from the assets after all creditors have theoretically been 
paid. It is made up of two elements: share capital 
(representing the original investment in the business

when shares were first issued) plus any retained profit 
(= reserves) that has accumulated over time.

At this point look at the example on page 41, and then 
return to this text.

Note the order in which items are listed:

Assets are listed according to how easily they can be 
turned into cash, with "current assets' being more liquid 
:han "fixed assets'.
Liabilities are listed according to how quickly creditors 
have to be paid, with "current liabilities' (= bank debt, 
money owed to suppliers, unpaid salaries and bills) 
being paid before "long-term liabilities'.

Figures for "current assets' and "current liabilities' are 
particularly important to a business. The amount by which 
the former exceeds the latter is called "working capital".
This gives a quick measure of whether there is enough cash 
freely available to keep the business running.

Cash flow  statement
Companies need a separate record of cash receipts and cash 
payments. Why is this? Firstly for the reason given above -  
it shows the real cash that is available to keep the business 
running day to day (profits are only on paper until the 
money actually comes in). Secondly, there are many 
sophisticated techniques that accountants can use to 
manipulate profit, whereas cash is real money. It's cash that 
pays the bills, not profits.

There are many reasons why companies can have a 
problem with cash flow, even if the business is doing well. 
Amongst them are:

- Unexpected late payments, and non-payments (bad 
debts).
Unforeseen costs: a larger than expected tax bill, a strike, 
etc.
An unexpected drop in demand.
Investing too much in fixed assets.

Solutions might include:

Credit control: chasing overdue accounts.
Stock control: keeping low levels of stock, minimizing 
work-in-progress, delivering to customers more quickly. 
Expenditure control: delaying spending on capital 
equipment.
A sales promotion to generate cash quickly.
Using an outside company to recover a debt (called 
"factoring").
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Study the simplified financial statements for an imaginary retail store. All figures are in €  000s. The 
convention in accounting is that a negative figure is shown by a bracket. To understand the figures, 
work from the right:

4 the right-hand column shows totals for each major category
the central column shows information that is used in producing the figures to the right 
the left-hand column shows details of the calculations in the central column.

Vocabulary in financial statements is surprisingly non-standard, with many companies using a mixture 
of US and European terms. See the right-hand column for alternatives, more detail, etc.

Profit and Loss Account (Income Statement) For the Year Ended December 31, 20XX

Revenues 
Gross sales

Less: Sales returns 
Less: Sales discounts

Net sales

Cost o f goods sold 
Purchases
Salaries of manual workers 
Transport costs 

Cost of goods sold

Gross profit

Operating expenses 
Selling expenses

Salaries for sales staff 
Advertising

Total selling expenses 
General expenses

Salaries for administrative staff
Insurance
Rent
Light, heat and power 
Office supplies 
Miscellaneous

Total general expenses 
Total operating expenses 

Operating profit 
Non-operating income 
EBITDA 
Depreciation 
EBIT
Interest paid on bank loans 
Net income before taxes 

Less: Income tax 
Net income (or loss) after taxes 
Dividends 
Retained profit

82
18

52
0

18
10
2
2

640

(10)

290
30
30

630

(350)

280

100

90

5

(10)

(6)

(19)

m

(190)
90

95

85

79

60

€47

Revenue’ (= income I turnover / sales / the top 
line)

‘Cost of goods sold’ (= direct costs) includes 
manufacturing costs, salaries of manual (= blue- 
collar) workers etc.

‘Operating expenses’ (= indirect costs / 
overhead) include salaries of sales and office staff, 
marketing costs, utility bills etc.

‘Non-operating income’ includes profits from 
investments in other companies.

‘EBITDA’ stands for Earnings Before Interest, Tax, 
Depreciation and Amortization.

‘Earnings’ (= profit I the bottom line)

‘Depreciation’ and ‘Amortization’ are very similar, 
and are often used in the same way. However, 
‘depreciation’ can refer to the loss in value of a 
tangible asset (eg a vehicle), and ‘amortization’ to 
the loss in value of an intangible asset (eg the 
purchase of a licence or trademark). This loss over 
time is treated as a cost and written off (= 
subtracted from the profit) over several years.

‘Interest’ refers to money paid to the bank for 
loans (or received from the bank for cash 
balances).

‘Dividends’ is money paid to shareholders.

‘Retained profit’ is transferred to the Balance 
Sheet, where it joins the amounts from previous 
years.
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Llance Sheet, December 31, 20XX

ASSETS
Current assets 

Cash at bank 
Accounts receivable 
Inventory

Total current assets

Fixed assets
Building and improvements

Less: accumulated depreciation

15
200
180

39£

300
(90)

Equipment and vehicles 120
Less: accumulated depreciation (80)

Furniture and fixtures
Less: accumulated depreciation

Total fixed assets

Intangible assets
Total intangible assets 

Total assets

LIABILITIES AND EQUITY

Current liabilities 
Bank debt 
Accounts payable 
Accrued taxes 
Accrued salaries

Total current liabilities

Long-term liabilities 
Mortgage
Bonds payable (due Mar 2018)

Total long-term liabilities 
Total liabilities

Shareholders’ equity
Share capital (300,000 shares @ €1) 
Retained profit

Total owners’ equity 
Total liabilities & equity

20
(8)

210

40

12
262

20
677

20
30
22
45

100
20

300
140

117

120
237

440
677

‘Accounts receivable’ is the amount owed to the 
business by customers (= creditors).

‘Inventory’ is the value of raw materials & stock.

‘Current assets’ may also include ‘marketable securities’ 
(= shares intended for disposal within one year).

‘Fixtures’ are part of a building that cannot be moved, 
such as lights.

‘Fixed assets’ may also include long-term financial 
investments.

‘Intangible assets’ include patents, trademarks & 
‘goodwill’ (reputation, contacts and expertise of 
companies that have been bought).

‘Bank debt’ (= loan capital) also includes any overdraft (= 
temporary negative balance).

‘Accounts payable’ is the money owed to suppliers.

‘Accrued’ items are those where an expense has been 
incurred, but the money is not yet paid. ‘Accrued salaries’ 
typically includes future bonuses.

Another item, ‘provisions’, can appear under current 
liabilities. These are amounts set aside for anticipated 
one-time payments that are not part of regular operations 
-  perhaps a lawsuit, or a compensation package for 
employees being laid off.

A ‘mortgage’ is a long-term bank loan to buy a property.

With bonds, the ‘principal’ (= amount raised by issuing 
the bonds) is repayable to the bond holders at ‘maturity’.

‘Share capital’ ( = common stock, AmE) is amount raised 
at initial flotation on the stock market.

‘Retained profit5 (= Reserves / Retained earnings). The 
figure showing here is more than the €47,000 transferred 
from the income statement because it is an amount 
accumulated over several years.
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Accoynting and financial statements: Exercises

9-1 Fill in the missing letters.

1 On a balance sheet 'assets' are what you ow,.„ and 
liabilities' are what you ow„.

2 The loss in value of a tangible asset over time is called
'd_ _ _ _________ jY .  This loss is 'w_ _ _ _en o_ in the
accounts over several years. The loss in value of an 
intangible asset is called 'am   _ _ ___ n'.

3 The term 'debtor' is now often replaced with 'accounts 
rec_ let Similarly, 'creditor' is often replaced with

% 'accounts p._____let
4 The total value of raw materials + work-in-progress +

unsold stock is called 'in_ _ _____ y'.
5 Expenses that have been incurred but are not yet paid are 

mailed 'acc„ „d expenses'.
6 The extent to which a firm relies on debt financing rather 

than equity financing is called its 'lev_ _age'

w :; Underline the correct words from those in italics.

The terms ‘direct costs’ and ‘variable costs’ are close 
synonyms. They both refer to things like raw materials 

I costs and the wages of manual (= blue collar) workers. But: 

o to emphasize costs which increase in proportion to any 
i rise in output, say 1 direct costs /  variable costs

to emphasize costs which can be identified with one 
particular product, say ^direct costs /  variable costs.

Similarly, the terms ‘fixed costs’, ‘indirect costs’ and
: ‘operating costs’ are close synonyms. They all refer to

things like advertising, rent and the salaries of office staff.
But:

i •  to emphasize costs which stay the same at all levels of
output in the short term, say 3fixed costs I  operating
costs
to emphasize costs which result from the whole business 
(rent, utilities, etc), not any particular products, say 
4indirect costs I  operating costs. A synonym here is 
‘overhead’ (BrE overheads).
to emphasize costs resulting from the day-to-day 

I activities of the business (products and processes), say 
5 fixed costs /  operating costs.

There are many other types of ‘costs’ referred to in finance 
and accounting. Two of the most important are:

x; 6capital expenditure /  capitalism expenditure -  the costs 
of buying or upgrading physical assets like buildings 
and machinery; often referred to in business as ‘capex’

■7mark-up costs /  marginal costs -  the costs of increasing 
output by one more unit.

j x Put these words into three groups, so that all the 
words in a group have a similar meaning: costs, 
earnings, expenditure, expenses, income, profit,
revenue, sales, spending, turnover.

- 2 Put the words into the correct column.

accounts payable cost of goods sold ledger 
shareholders' equity EBITDA trial balance invoices 

operating expenses current assets

Preparation of Profit and loss Balance sheet
accounts account

wm Put the solutions fo r managing cash flow 1-6 into 
the correct category below.

1 just-in-time manufacturing
2 making payments to suppliers in instalments (= part 

payments)
3 leasing fixed assets rather than buying them
4 offering a discount for early settlement (= complete 

payment) of a bill
5 improving sales forecasting so that the warehouse holds 

less inventory
6 cancelling the office Christmas party

Credit control: L] [I]
Stock control: T j  EZl
Expenditure control: F] [J

343 Put the sources of new funds 1-6 into the correct 
category below.

1 Issuing new shares
2 Issuing new bonds (note that only large companies do this)
3 Trade credit (asking suppliers if you can pay them later)
4 Reinvested earnings
5 Sale of assets (eg a building, or a part of a company)
6 Bank loan or bank overdraft (= temporary negative 

balance)

Debt financing (money raised has to be paid back to outside 
creditors): □  □  □
Equity financing (money raised comes directly or indirectly 
from the owners of the business, who hope to have it paid 
back in the form of more profits): FI FIJ L]
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ACCOUNTING AMD FINANCIAL STATEMENTS

§,7 Match topics 1-5 with the conversation extracts 
a)-e) below.

1 cost centers [ J
2 profit centers [ j
3 variance analysis F ]
4 standard versus marginal costing [ J
5 valuing assets [  J

a) 'How are we going to show the depreciation of our new 
machinery in the accounts? We could write it off in a 
straight line over six years, but we're losing most of the 
value in the early years. I think we should do it on a 
percentage basis, say 25% every year, so that the book 
value is more realistic/

b) 'We allocated a budget of €200,000 for R&D last quarter, 
but there seems to be an overspend of €25,000. I need to 
find out what's going on.'

c) 'I'd like to see earnings broken down according to our 
major product lines.'

d) 'All our marketing activities are shown under one budget 
heading. In the future I'd like to see separate figures for 
the different areas of marketing so that we can have more 
control of spending.'

e) 'Should we accept this order? The profit margins are low. 
But, on the other hand, the machines will be running 
anyway, there isn't much extra labour required, and other 
variable costs are low. So it's probably worth it.'

9.8 Study the collocations below. Check any unknown 
words in a dictionary.

budgeted, escalating, estimated, increasing, 
likely, rising, unexpected, unforeseen

bring down, calculate, cut, figure out, lower, 
meet, pay, reduce, work out

bring in, earn, generate, jeopardize, make, 
plough back, put at risk, reinvest

accurate, approximate, ballpark, deceptive, 
dubious, exact, misleading, precise, rough, round

announce, check, cook, doctor, examine, falsify,
. go over, go through, issue, manipulate, massage, 
i publish, release, study

| 1 To some people, finance is a dry and technical area of
| business. In fact, it's fascinating.
| O Agree U Disagree

2 When an auditor looks at an income statement they will
be particularly interested in ... because ...

Now divide the words in each box into three groups, 
based on their meaning.

: / xxw/ww xx / x  x;x-x costs

: ;• ; costs

? : ; ; profits

; : : ; figure

: : ; * the figures

3 3  Match the definitions 1-4 with the examples of 
financial ratios a)-f) below.

1 Liquidity ratios: these measure ability to turn assets into 
cash to pay short-term debts. [ I !

2 Profitability ratios: these measure ability to generate 
profits. □  □  □

3 Leverage (Debt) ratios: these measure the degree to which 
a company relies on borrowed funds. [ J

4 Activity ratios: these measure the effectiveness of the use 
of resources from an operational point of view. F ]

a) Debt to owners' equity = Total liabilities /  Total owners' 
equity

b) Net profit margin = Net income before taxes /  Net sales
c) Working capital = Current assets /  Current liabilities
d) Return on eguity = Net income after tax /  Total owners' 

equity
e) Inventory turnover = Cost of goods sold /  Average 

inventory (mid point between inventory at beginning and 
ending of accounting period)

f) Earnings per share = Net income after taxes /  Number of 
shares issued

3 When an auditor looks at a balance sheet they will be 
particularly interested in ... because ...

4 Here's what I know about a famous financial scandal that 
was in the news ...

costs

costs

profits

figure

the figures
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Securiti .
The term "securities' refers to stocks, bonds and money 
market instruments. These are explained in turn below.

Individual investors and financial institutions can buy 
stocks (= equities) of companies listed on a stock exchange.
The term "shares' includes both stocks and privately held 
stakes in small firms that are not publicly traded. A "basket" 
of stocks can be picked by a fund manager and put 
together into a mutual fund (UK: unit trust). Funds may 
invest in particular countries, or different sectors of the 
market, or may "track" (= exactly follow) a particular index. 
Each fund will have an investment objective, normally 
either regular income (from share dividends), or long-term 
capital growth (from an increase in the share price), or a 
balance between the two.

Stocks are bought and sold on a stock exchange (= bourse). 
Sometimes this is a physical location, like the New York 
Stock Exchange on Wall Street. Other times there is no 
location: the NASDAQ is an electronic exchange. A small j
selected group of stocks can be brought together to make j
an index. For example, the Dow Jones publishing j
organization compiles "the Dow' (an index of 30 large j
companies), and Standard and Poor's -  a credit ratings ]
agency -  compiles dozens of different indices based on j
company size or market sector. j

Why do stocks go up and down in price? When is a stock 
worth buying? Financial analysts do research on this, using 
three main tools: j

i
• Analysis of individual companies: their market position j

and performance. j
• Analysis of the national and global economy. !
• Technical analysis: using charts and internal market j

statistics (eg volume and momentum) to identify future j
trends and turning points.

The bond market is about ten times bigger than the stock j
market. If a government or large company wants to borrow 
a large sum of money, it issues a bond and receives the j
money as a loan from the institution or individual who j
buys it (= the bondholder). The original amount (= the 
principal) is then paid back over a fixed period of time (= j
the maturity / the term of the loan). And of course the 
bondholder also receives interest (= the coupon). The bond 
market is entirely electronic and does not have any physical j
exchanges. j

i
US government bonds include the 30 year T-bond (= j
treasury bond) and the 10 year T-note, while European j

government bonds include the German bund. These are all 
considered to be low-risk. Corporate bonds have two 
grades, depending on the risk, ie the credit rating of the 
company. Safer corporate bonds are called "investment 
grade', while high-risk bonds (the company might go 
bankrupt or default on its repayments) are called "high- 
yield bonds' or "junk bonds'.

Bonds can be traded on the open market -  they don't have 
to be held by the original buyer until maturity. In 
particular, their price goes up and down over the term of 
the loan according to:

# Inflation (the interest repaid on a bond is fixed over its 
term, so rising inflation will reduce the bond's final 
value).
Currency movements (bonds are issued and then repaid 
in one particular currency -  their value changes as that 
currency fluctuates).

A third type of market, used by investors with spare cash 
available for a short time period only (under a year), is 
called the money market. Investors can buy T-bills from the 
US government, "certificates of deposit' from a bank, or 
"commercial paper' from a company. These are all short­
term loans that pay interest.

. kets
The foreign exchange (= forex/currency) market is bigger 
than all the securities markets combined (around $2 trillion 
a day). Here, dealers buy and sell currency pairs such as 
EUR/USD (= euro against the dollar). Players include:

• Commercial banks (representing both themselves and 
client companies).

V Central banks (representing governments trying to 
maintain stability of their own currency), 

x Pension funds, etc.

There is a huge amount of speculation in this market. If a 
currency fluctuates in value, there are all sorts of 
implications for: buying or selling foreign equities and 
bonds; international trade; inflation (because of payments 
for imported goods), etc. A lot of dealing is done to protect 
against (= hedge) such risks.

Finally, there are the commodity markets. Here, dealers 
trade the future price of such things as:

* Energy: crude oil, natural gas, etc.
x: Metals: gold, silver, copper, steel, etc.
' Soft commodities: coffee, sugar, grains (eg corn, wheat, 

soybeans), livestock (eg cattle, hogs), etc.
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10.1 Write these words in the spaces below: bonds, 
equities, money market instruments, securities, shares, 
stocks. Note that three words are near synonyms.

The general term refers to
(or or

10,2 Fill in the missing letters.

1 Instead of investing in the shares of just one company, you 
can invest in a _ J  fund which holds a basket of 
stocks.

2 Regular income can be provided by the di_______ ds of
shares that you own.

3 The issuer of a bond pays back the original amount (= the
PL  al) to the bondholder over a fixed period of
time (= the t_ j in  of the loan).

4 The most traded bond in the world is the 30-year US 
government T-bond. The letter T  stands for
'tr  y .

1 03  Make collocations using an item from each box.
Then use the collocations to  complete the  sentences
below.

capital fixed junk risk tracker

bond fund growth management rate

1 A fund that exactly follows the movement of an index is 
called a  t lM s L  ^ _____

2 A fund can provide regular income or  _ _

3 A bond is a financial instrument where a borrower raises 
capital and then repays the loan at a  _______
_..... „............ of interest over a fixed term.

4 A high-risk corporate bond can be call

5 'Hedging' is a term associated with _ _ _ _ _ _
It means having a second position in a 

market, so that if the market moves against your first 
position your losses are minimized.

10.4 Divide each set of words in italics into two,
according to their meaning.

1 a booming /  bear /  bull /  depressed f  falling f  rising f 
strong I  weak market

2 to acquire /  buy /  have /  hold f  own J purchase shares

1,5 Match the names of the different stock indices to
the ir descriptions.

CAC DAX Dow FTSE Nasdaq S&.P

1 index of 500 large US companies ____
2 index of 4,000 US companies, many of them in the 

technology area, and some quite sm all _____
3 index of 30 large, well-established US companies, chosen 

by the editors of the Wall Street Journal _____ _ _ __
4 index of 30 large German companies ___ __
5 index of 40 large French companies    __ ___ __
6 index of 100 large UK companies  _____

T s -■ Rank these financial instruments according to 
their probable risk: from 1 (low risk, low return, low 
volatility) to 4 (high risk, high potential return, high 
volatility).
a) an investment-grade corporate bond LJ
b) a UK government bond [ J
c) a fund investing in small biotech companies LJ
d) shares in an individual company listed on the Dow (eg 

General Electric) [ j

Choose which of these investment objectives is 
most suitable for the investors described below: 
income, growth, income 4- growth.

1 a highly-paid young professional, without a family, who 
wants to save long-term for a pension ___ ________ __

2 a newly retired person who wants to supplement their 
pension _ _ _ _ _  _ _

3 someone in their fifties who has just received money from 
an inheritance -  they want to save for their pension, but 
also want help paying for their children's university fees

10.8 Match these financial institutions with their 
descriptions below: endowment, insurance company, 
investment bank, mutual fund, pension fund.

1 used by large companies to issue bonds, buy and sell 
currencies, manage their portfolio of shares in other 
companies, and advise on any potential merger or 
acquisition _____ _

2 used to save money during your working life and then 
have an income during retirement _ _ _ _ _ _ _ _

3 used by private investors to hold a basket of stocks

4 used to protect yourself against risks (money is paid out if 
something bad happens)  _____   _ ___

5 used to generate an income for non-commercial purposes, 
in particular to run a university or provide for charity (the 
'Bill and Melinda Gates Foundation' has one)



10 FINANCIAL MARKETS

10.9 Financial analysts use the terms in the box when 
trying to value a company and its share price. Match 
each term to its definition below,

barriers to entry capital requirements ease o f substitution
market penetration price elasticity

1 how sensitive a company's sales are to changes in the price 
of its products _ _ _ _ _ _ _ _ _ _

2 how much money is needed to run this type of business

3 whether other companies could offer a similar product

4 how much market share a company has, and whether it 
has strong products in different segments of the market

5 difficulties that other companies would face if they tried to 
compete ______________  _ _ __

10.10 The terms in the box are indicators of a 
company's performance and are listed in financial
publications. Match each one to its definition below.

earnings growth p/e ratio dividend yield
market capitalization return on equity \

1 share price multiplied by total number of issued shares

2 earnings per share, compounded over several years

3 how much profit is generated in relation to the money 
shareholders have invested _ _ _ _ __ „_____ _  _

4 current share price compared to its earnings per share

5 the annual dividends per share divided by the share price

11. : Which terms from the box in exercise 10.10 are
probably being referred to in these comments:

1 'the company is the biggest in its industry'
2 'compared to its competitors, the shares are cheap'
3 'it's a real growth stock -  revenues are up year on year'
4 'it's not a growth stock, but you'll get a steady income 

from the shares'
5 'it's a profitable company'

■ ".r. k'k.- :■ garbage. If anyone knew how to beat
the market they'd be sitting on a beach drinking pina 
coladas -  not trying to sell stocks to other people.
O  Agree O  Disagree

2 Why invest in the stock market? What goes up must come
down. Spend the money today and enjoy it while you can.
O Agree O Disagree

,12 Investors and traders make much use of 
'technical analysis'. Write these terms next to their 
definitions: breadth, leadership, liquidity, momentum, 
resistance, support, trading channel, volume.

1 a price level which has stopped an advance on previous 
occasions _ _ _ _ _ _ _ _ _

S 2 a price level which has stopped a decline on previous 
j occasions _ _ _ _ _ _ _ _
i 3 the total number of shares traded in a market on a 
i particular day _ _ _ _ _ _ _

4 the number of individual stocks participating in the 
j movement of an index _ _ _ _ _ _ _

5 the strength of a trend, as measured by speed and length
of time _ _ _ _ _ _ _ _

6 two parallel lines drawn on a chart that contain all price
j movements over a time period  _ ___ _ _ _
\ 7 the kind of companies that are moving the market:
i;

I technology companies or utility companies? large cap or
small cap? __________ _ _

8 whether there is new money available to invest in the
i m arket__
j

21-:. k Complete this te x t about the foreign exchange 
market using the words in the box.

buyer seller Bank Reserve exports imports rises raises

/ \  II international transactions in goods and services 
! T \ have to be paid for, and the 1 _ _ _ _ _ _ _  usually
pays in the currency of the 2___ _ ____  . So, there will
be a high demand for a country’s currency if:
a) there is a trade surplus (ie the country 3„ _

more than i t 4 _ _ _ _ _ _ )  -  because foreigners
need the currency to make their payments

b) foreigners are buying a lot of that country’s equities and 
bonds -  they need the currency to make their 
purchases.

Increased demand for the currency for either reason will 
make it rise in value.

But over the short term the main factor affecting the 
forex market is interest-rate differentials. As the central 
bank of a country 5 _ _ _ _ _ _ _  rates, the demand for
its currency 6_ _ _ _  __  . Why? Simply because
currency traders are looking for somewhere to park their
cash. If the US Federal _____ _ _  is paying 4% and
the European Central 8_ _  _  _  2%, then cash will
earn more interest held in the US as dollars.

3 Over the next one year / five years (choose one) the dollar 
is going to rise /  fall (choose one) against the euro /  yen /  
other (choose one) because ...

4 If I could invest in just one individual stock (or one national 
stock market) it would be ... because ...
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Human resou/-// management (HRiVI)
Up to a few decades ago, the term 'human resources' did 
not exist. Recruitment, compensation and training was 
done by individual departments, and there would be a 
small 'personnel department' that was responsible for 
clerical jobs such as keeping staff records and processing 
the payroll. This situation has changed dramatically, mainly 
because jobs nowadays involve higher levels of knowledge 
and skill, and qualified labour is in short supply. 
Increasingly, the modem company sees its human capital -  
its employees -  as one of its most important assets, and 
most large companies today have an HR strategy. But it is 
still often true that HRM is seen as having lower status 
than other areas of management.

T 'U cQ uTiijin iuQ  iw aw oE ig  rt©©H;,

The key area of HR is staffing (= manpower planning). 
There are many issues to consider when trying to find 
qualified candidates:

• The choice between internal recruitment (less expensive 
recruitment process, boosts morale) and external 
recruitment (brings new ideas and skills, wider 
selection).

• Legal issues such as equal opportunities (no 
discrimination on the grounds of gender, race, age, 
disability, etc).

• Finding the right balance between permanent, full-time 
employees (who provide continuity of knowledge and 
company culture, as well as stability for families in the 
local community) and other employees hired on a more 
flexible basis.

Amongst the flexible staffing options are:

O Part-time staff on permanent contracts. This option can 
include 'job sharing' -  often of interest to a parent with a 
young child.
Staff on temporary contracts, perhaps leased from an 
outside agency (eg secretaries, hotel and catering staff, 
students working through college, etc). These people 
'temp' and are 'temps' (verb and noun).

«§ Professional freelancers (sometimes called 'consultants') 
brought in for individual projects. Often these jobs 
replace ones that were previously done 'in-house' by 
permanent staff.

-HUi/urT 7-nt and selection
Steps in the process for hiring employees are:

Identify job requirements, perhaps by drawing up a 'job 
description' and then a 'person specification'.

Choose the sources of candidates: promotion from 
within, referrals from existing employees, classified ads 
(AmE want ads), online recruitment, recruitment 
agencies, executive search (= headhunting), job fairs, 
walk-ins, etc.

Review applications and CVs (AmE resumes). This 
initial screening process is called Tonglisting'.

■ Interview a number of candidates on the longlist.

1 ■ Conduct employment tests and check references.

Decide on a 'shortlist' of strong candidates and hold 
follow-up interviews.

Select a candidate and negotiate the package: 
compensation and benefits, job performance 
expectations, etc.

The selection process can be complex and mistakes expensive 
(for higher level managers there may be a whole relocation 
package to negotiate). The company needs the best person, 
both in terms of skills and of fitting in with the company 
culture. So to avoid making a mistake HR makes use of:

. ■ Assessment centres where groups of people do role 
plays, take psychological tests etc. This is common for 
younger candidates without a track record.

- Checks on a candidate's background.
- :■ Trial (= probationary) periods before a permanent

contract is offered.

fwuiucnsatioe a " nccfe
Your basic compensation is your 'salary' (white-collar staff) or 
'wage' (blue-collar staff, and used for payment on an hourly 
or piecework basis). Additional financial incentives include:

' Performance-related bonuses.
‘ ■ Commission (for staff in the sales area).

Profit sharing.
< ; Stock options (= the chance to buy company shares in 

the future at a fixed price).

' ' Pay rises for additional skills and qualifications.

Employees can also receive a whole range of other benefits 
(= fringe benefits/perks) such as: sick-leave and holiday 
pay, retirement (= pension) plans, health insurance, child 
care and elder care, training, company car, laptop, mobile 
device, subsidized canteen, the chance to travel, etc.

48 www.opm.gov/lmr/glossary - www.managementhelp.org (> Human Resources Mgmnt etc)
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Fill in the missing letters.

1 A list of all employees and how much each one earns is 
called the 'p J l \

2 'Equal opportunities' means making sure that everyone has 
the same chance to get a job or get promoted. One of the 
most common forms of 'disc_ _ _ __ _ation' (= treating a 
certain type of person unfairly) is on the grounds of
'dis_______ ty' (= a physical problem that makes someone
unable to use a part of their body properly).

3 Freelancers are often brought in to do jobs that were
previously done 'L-h  J (by employees of the
company).

4 The activity of discretely approaching employees of one 
company and asking them if they want to work for 
another is called 'h   mg'.

5 A small group of job candidates who have gone through 
to the final interview stage is called the 's  I____

6 Somebody's work history, and in particular their successes 
and failures, is called their 'tr_ _k r d'.

7 The formal process by which an employee's performance is 
measured and discussed by a supervisor is called the
'a  _al process'.

vwo Put the HR activities 1-6 into the most 
appropriate category below.

1 apprenticeship programs
2 dealing with disciplinary issues
3 identifying talent and rewarding performance
4 health and safety
5 coaching and mentoring programs
6 getting suggestions for improving procedures

Appraisal process: Q  [ j  
Training and development: [ J  [ J  
Worker-management relations: [ J  [ J

I'LC  Complete each explanation with a pair of words
from the box. The words may not be in the right order.

bonus / commission candidate / applicant coaching /  mentoring 
employees 1 staff retirement / pension wage / salary

1 A    _ _   ____ is paid monthly, but a
_  _ _ _ _ _ _  is paid hourly, or by piecework.

2 A / A n  _ _ _ _ _  _ _ _  is one of the people being
actively considered for a job, whereas a /  an 
_ _ _ _ _ _ _  has sent a completed form and CV but
is not necessarily being considered.

3 _ _ _ _______ is where an employee is 'paired' with a
more experienced employee who supervises and guides 
them (and it can take place over a long time period);
 „...... ............ .... is a more limited term, and is where
someone is trained under active supervision to use a piece 
of equipment or carry out a particular process.

4 The word _ _ _ _ _ _ _ _  refers to all the people who
work in an organization; the word _ _ _ _ _ _ _ _  can
have exactly the same meaning, but it can also refer just to 
non-manageria! workers.

5 If you receive a fixed percentage of every sale you make, 
you get a _ _ _ _ _ _ _  ; if you (or your team or your
company) performs well, then at the end of the year you 
might get a _ _ _ _ _ _ _ _

6 Your _ _ _ _ _ _ __.. is the period of your life after you
stop working (eg after 65); your _ _ _ _ _ _ _ _  is the
money you receive during this time (from the government, 
your company, or a private plan).

0 Aw Match the words in the box to their definitions
below. Clue: if the word appears in a definition, it
w o n t be the answer.

-ability aptitude background competence 
experience knowledge qualification skill

1 something you are capable of doing; also the quality of 
doing something well _ B b iiity ____ ...

2 (formal) the ability to do something well; also (formal) the 
legal power that a body has to deal with something

3 an ability to do something well, especially because you 
have practiced i t  __

4 knowledge and skill you get from being in different 
situations; also something that happens to you

5 an exam you have passed, especially at school or 
university; often appears in the plural as a heading on a 
CV _______ .__

6 the type of education, experience and family that you 
have; also information about the past that helps you 
understand the present _______________

7 the facts, skills and understanding you have gained 
through learning or experience _ _ _ _ _  _

8 a natural ability to do something well or to learn it quickly

•J 1-5 Divide the words in italics into one of the three 
groups below.

be appointed -b e-dismissed -be-employed be fired j
be headhunted be hired -bedddsd- be let go j

be made redundant (BrE) be recruited be sacked be taken on 1

Group A: get a job
 employed _ _ _ _ _ _ _ _ _  _ _ _ _ _ _ _

Group B: lose a job -  you do something wrong
be dismissed _ _ ___  _ _

Group C: lose a job -  for economic reasons
be laid o ff
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MIMAM RESOURCES

. ; W rite  one o f these words in each space: ability, 
experience, know ledge, qua lifica tion# skills.

a formal
a recognized 

have r .. ,
a specialist
a professional

considerable 
first-handhave
hands-on gain . ,
practical

96 valuable
wide

a detailed 
an encyclopedic
first-handhave . . ,
in side
a thorough 

; a working
communication 

have interpersonal
develop marketable

transferable

a great
have a remarkable ; 5_________  _ to do
show - an outstanding -i ; something

a proven

Continue. W rite  one o f these words in each space: 
aptitude, background, competence# experience, 
know ledge .

6 These matters fall outside (or come within) the 
_ _ _ _ _    of this committee.

7 This candidate has a strong _ _ _ _ _ _ _ _ _ _ _  in
marketing.

8 She has a lack of (or a wealth of)  ____________   in
marketing.

9 I did some research to fill in the gaps in my

10 He's got a real     for maths (AmE math)
and accounting. It's in his genes!

1 People think that HR requires low-status 'soft' skills. But it's 
HR managers who appraise, negotiate compensation, fire 
people and deal with the unions. That's not 'soft'.
O Agree (J Disagree

2 Shortlisting and interviewing should be the responsibility of 
HR. Other people (from the functional department 
involved) should only have a minimal input. This ensures 
fairness and equal opportunities.
O  Agree O  Disagree

. - Complete the te x t about w orker-m anagem ent 
relations w ith  the words In the box.

arbitration boycotts collective bargaining 
court injunction individual grievance layoffs 
legally binding length of service mediation 

official dispute picketing strikes

' he process by which management and unions form
an agreement is called 1__   ____ _

Typical issues for discussion are wages, benefits and 
working conditions. HR and the union may also sometimes
discuss an 2_ _  __________ , where someone
thinks they have been treated unfairly. And of course 
negotiations will be necessary if the company is in financial 
difficulties and has to make 3_ _ _ _ _ _ _ _ _ _ _ _
Workers who lose their jobs get a ‘severance package’
(BrE redundancy package), usually based on their 
4___ _______ ___ _______ in the company.

In any dispute, the employees’ side will initially be 
led by a union rep (= representative) -  a worker who 
represents the interests of their colleagues on a daily 

s basis. Then, if the conflict escalates and becomes an
5,___     , there might be involvement
of a full-time union official. The union side has various
tactics it can use, including 6_ _  _

“ (people stop working), 7_ ____ _____ _________
(persuading others not to work by standing at the factory
gates) and 8    (getting
consumers to stop buying the company’s products).

The management side will usually be led by someone 
inside the HR department. Management tactics include 
hiring replacement workers, and in extreme circumstances
obtaining a ____ ___________ _ which directs
workers to do (or not do) particular activities.

The procedure for resolving conflict goes through various 
stages. First, managers and workers will hold direct talks 
to try to resolve the problem. If these talks fail, then 
there may be involvement of a third party who can make 
suggestions and try to find a compromise. This is called
‘10.... .... . .................... ....Finally, if talks break down,
the whole process goes to 11̂  _
This is where a judge (or perhaps a government- 
appointed official) makes a decision which is 
12.~  ........ ............................on both sides.

3 Performance-related pay is a horrible invention that 
creates enormous stress and insecurity in the workplace.
(J  Agree Cl Disagree

4 Most training programmes are a waste of time. You just 
put the handouts in a file and forget about them.
O Agree o Disagree

__ in something

of I in 
something

of something
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The basic issues in information technology (IT) 
management are:

a) increasing the stability of the system to reduce down-time
b) ensuring that information is secure and backed-up (use 

of encryption, firewalls to keep out hackers, viruses, 
spyware, etc)

Beyond that, the following may be important issues at 
different times:

Tension between the IT department and other business 
units. How are business requirements translated into an 
IT solution? How is the efficiency of IT spending 
measured? Do the business people understand the 
technology?
Should the software be a commercial off-the-shelf 
(COTS) package or a tailor-made solution? If the latter, 
then what degree of customization is needed?
How well does the new IT integrate with the old (= 
legacy) systems?
How good is the documentation? Is training necessary? 
What level of integration is appropriate? Should the 
organization use just one standard of software (eg 
SAP/Oracle) and/ or hardware (eg IBM/HP)?

Trends
Predicting the future of information and communication 
technology (ICT) is notoriously difficult, but several trends 
appear to be happening:

• * Computing power is moving away from the local PC to 
the network (delivered where and when it is needed). 
Software is also moving to the network: companies are 
leasing it online for a monthly fee instead of buying it. 
Wireless connectivity is becoming possible between 
more and more devices.
Bandwidth is increasing.
Processing power and storage capacity keep increasing, 
while prices keep going down.
Open-source platforms (designed and improved by 
users, owned by no-one) are becoming more common. 
Profitability is becoming an issue for vendors as IT 
becomes widespread and standardized.
Integrating and managing IT systems is becoming more 
important than selling new products.

' ■ Back-office functions (eg payroll) and software
development are being outsourced to low-cost countries.

There is the development of an Internet of things' -  
pervasive computing -  where everyday objects have 
embedded processing power with a connection to the Net. 
There is a convergence between traditionally separate 
media.

A business with no online presence is a 'bricks-and-mortar' 
organization. At the opposite extreme, a few 'virtual' 
businesses exist only online. But most businesses are 
' clicks-and-mortar' -  they have some part of their business 
on the web, but also physical premises.

The phrase 'e-commerce' refers to the part of e-business 
related to buying and selling. Retailers set up an electronic 
storefront (BrE shop front) and shoppers place items they 
want to buy in an electronic cart (BrE trolley). When the 
shopper is ready, they go to the 'checkout' where their 
payment is processed.

For customers, key issues include:

■. Fraud (the safety of online payment systems).
'• Merchandise delivery and returns.

1 The difficulty of speaking directly to a customer services 
representative rather than getting an automated 
response.

For companies, key issues include:

' - The protection of intellectual property (piracy).
Website costs and maintenance.

■ Measuring the effectiveness of the website (dick-through 
rates for ads, traffic counts, conversion rates to show 
percentage of visitors who make a purchase).

In terms of the technology involved, e-commerce is a good 
example of the role of dedicated (reserved for a specific 
use) servers:

. A database server stores customer data and product 
information in tables. ’’

An application server is responsible for calculations and 
program logic; it retrieves data from the database server 
and feeds it to the web server. . ;■

A web server is responsible for the interface and 
graphics; it presents the web page to the user. •

• A browser on the user's computer allows the customer 
to interact with the company's web server.

www.webopedia.cornwww.infoworld.comwww.cio.comwww.itriiweb.cornwww.brint.com
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Hformation and communication technology: Exercises

12.1 Fill in the missing letters.

1 Old IT systems (hardware or software) which are still in use 
are called 'L  _ _cy systems'.

2 The written instructions for using IT software /  hardware 
are called 'doc_ __ „  _ _ _ Jon'.

3 A piece of equipment intended for a particular purpose is 
called a 'de_ __ __e'. The word usually suggests something 
portable and electronic.

4 The rate at which data can pass through a communication 
channel is called its 'ba_______th'.

5 A type of hardware and / or software on which application 
programs run is called a 'pi _mT.

6 If a chip or wireless device is incorporated physically into 
ah object it is described as being 'enn_„ dded'.

7 A software application used to locate and display web 
pages is called a 'bp er'.

8 In knowledge management, a key function is the 'data
wa jause' -  the place where all the company's data is
collected together.

, . Complete the sentences using the pairs o f words
in the box.

accessibility / intranet aggregate I portal enable I  devices
ensure / secure measure I  efficiency retrieve / trends j 

stability / downtime translate / solution 1

1 Perhaps the most important task for an IT manager is to 
increase the _ _ _ _ _ _ _ _  of the system to reduce

2 IT managers also have t o  ____
is _ _ _ _ _ _ _  and backed-up.

3 It can be difficult to   __
into an IT _ _ _ _ _ _ _ _ _

that information

4 It can also be difficult to

business requirements

the
of IT spending.

5 Managers across the company use 'datamining' to 
_ _ _ _ _ _ _  data from the data warehouse, and turn
it into useful information by identifying patterns and

An extranet provides outsiders with various levels of
_ _ _ _ _ _ _ _ _  to the company's own  ____ ____
Bluetooth is a way to 
connection between wireless

short-range

8 Mobile phone companies charge for downloading content 
which they _ _ _ _ _ _ _  on their own ________ _

: c Look at the completed sentences in exercise 12.2 
and find a word that means:

1 make certain that something happens ___ ________
2 copied (in case the original is lost)  _____

3 needs _ _ _ _ _ _ _ _ _
4 find something that is stored in order to use it again

5 make possible; often used as a past participle (an Internet-
     ed device is one that can use the Internet)

6 ask someone to pay an amount of money for a service

7 taking information from a network and putting it onto 
your own computer (or other device)

8 put together _ _ _ _ _ _ _
9 a website that gives access to a wide range of services 

such as news and information, email, online shopping, 
links to other sites _________

7 - Complete the text with the words in the box.

encryption firewall intranet LAN 
servers stand-alone PC WAN workstations

sitting11 used to be common to see a 1 _ _ _ _ _ _; |
I on a desk. No more. Now, individual 2 _ __ _ __

: inside a company are connected via a 3  .......... ....
(= data communication system inside a building) to the 
company’s 4 _ _ _ _ _ _ _ _ _  (= high-capacity
computers that store data and manage ail the network 
resources). Large, multi-site organizations (eg a national

health service) will require a 5                 (=

: computer network that covers a large geographical area).
How is all the internal company information accessed

. by users? Easily, via an 6 ____________  This is an
internal network that acts just like a website, but is 
accessible only with a password and is protected by a
7______ ________ Further levels of security are provided
by 8.   (= transforming data into a code to
protect its confidentiality) and, for large organizations,

- housing the servers inside a bunker to provide physical 
security in case of fire, etc.

■TAT Make collocations by matching a word from each 
column.

1 off-the-shelf capacity
2 wireless connectivity
3 processing functions
4 storage package
5 back-office page
6 intellectual power
7 click-through property
8 web rate ......

54



12 INFORMATION AND COMMUNICATION TECHNOLOGY

1w2 Use the words in the box to make pairs of 
collocations with a similar meaning.

oppkcaiiem customized defective design-
-develop- environment faulty the latest

-eM4ashieoeek out-of-date package platform
provide run supplier supply tailor-made

up-to-date use vendor

Verb + noun collocation
1 t o  <M9J2______ / ______ develop_____ software

2 to _ _ _ _ _ _ _ _ _ _ _  /  _ _ _ _ _ _ _ _  software
3 to   __  /  _ _ _ _ _ _ _ _ _  software

Noun + noun collocation
4 software application /  __ _______ _

5 software „ ___ /    _
6 software _ _ _ _ _ _ _ _ _ _  /  _ _ _ _ _ _ _ _ _ _ _ _

Adjective + noun collocation
7 old-fashioned /  software

8     I  _ _ _ _ _ _ _ _ _ _ _  software
9       _ /        software

10 _ _____________ I   ___  software

124 Underline the correct (or best) words.

1 We have IBM machines running I  running on SAP.
2 We have SAP running /  running on IBM machines.
3 All your software /  softwares can run on our servers.
4 Sometimes we have to write a /  some special software.
5 We need a more powerful and effective system. It needs 

to be updated I  upgraded.
6 We need the latest version of the system. It needs to be 

updated /  upgraded.
7 The database updates /  upgrades automatically when new 

information is entered.

72o8 Read the text about ERR then answer the 
Questions below.

Small companies tend to use separate off-the-shelf ; 
software packages to do specific tasks, such as ; 

preparing accounts. But larger companies need a solution :
- that provides software on a modular basis -  with the 

possibility of customization -  and then integrates all the
- parts. This solution is called ERR (enterprise resource 

planning), and the main vendors are SAP and Oracle.

ERR has its origins in manufacturing, where it is used to 
manage all the stages in the company’s internal supply 
chain. So, using sales data the software can forecast 

- demand, order materials, schedule production, project 
. financial results, etc.

But to this basic package it is possible to add many 
further modules. For example, to include the upstream end 

: of the supply chain (= suppliers of components and raw 
materials) the company can add a procurement module. 
And to include the downstream end of the chain (= 
customers) there is a customer relations management 
module (CRM).

CRM -  which other vendors sell as a stand-alone
• package -  includes:

 ̂ for sales staff: contact management, quote management, 
customer preferences and buying habits, etc.

.. for customer services staff: order fulfilment, complaints, 
returns, etc.

By keeping all the information on individual customers in
• one place, a company aims (i) to make cost savings 

through efficiency and (ii) to present a unified face to the 
customer, regardless of the communication channel that

; they use.
i Another common ERR application is a management 
; information system (MIS). This is a decision-making tool that 
i allows managers to extract useful knowledge (specific 
; details, key indicators, trends) and present it as graphs,
: reports, alerts, forecasts, etc.

Find a w ord  from  the te x t th a t means:

1 available in a standard form, not designed for a particular 
customer

2 personalization
3 predict (word #1)
4 predict (word #2)
5 the combined activities of sourcing (= finding what you 

want) + purchasing (= buying it)
6 able to be used on its own (ie without buying other 

components)
7 the price that a supplier says they will charge
8 delivering goods in the way that is promised and expected
9 on-screen warnings

I 1 Business people don't understand IT, and IT people don't 
I understand business, 
j O  Agree o Disagree

I 2 E-commerce is a wonderful thing ... until you want to 
j speak to anyone about anything.

3 In five years' time, the biggest change in our lives from ICT 
will be ...

4 Teleworking is the way to go. Who needs an office when 
everyone is networked?

2) Agree 12 Disagree
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kssd the- tv-T end then study the bullet points below.

Dow" Jones Industrial Aoersg© !™
A i «

h I u" 11100

A / V

D J F M A M J

T he chart shows the US stock market (Dow Jones 
index) for last year and the first quarter of this yean 

As can be seen from the chart, last year started on a 
positive note. The market rose until late February when 
it almost reached the 11,©#© level. But interest rates 
were rising, and investors decided to take profits, 

j There was a sharp fall during the month of March and 
the Dow bottomed out at just over 10,000. At that point 
investors started buying again -  strong economic 
numbers and global liquidity (central banks printing 
money) offered support to the market. Over the summer 
the Dow was flat, trading In a range from 10,300 to 
10,700. The market was unable to break out of this 
range, even though company profits were Increasing. 
What was the reason? It was almost entirely due to the 
price of oil, which had climbed dramatically from $42 a 
barrel at the start of the year to $63 in August. This price 
rise was caused by the hurricane season in the Gulf of 
Mexico and increasing tension in the Middle East.

In mid-October the markets started to rally  
strongly, and went from 10,200 to 10,900 over just four 
v/eeks. This sudden jump was as a result of comments 
made by a member of the Federal Reserve, who 
indicated that interest rates would soon stop rising. 
This is positive for business as the cost of borrowing 
also stops going up. From November to January the 
market remained more or less unchanged, failing to 
break through the February highs.

Over the last few months the market has advanced 
again. The econom ic backdrop remains healthy: 
company profits are good, consumer spending Is up, 
and interest rates are close to reaching a peak. The 
only dark cloud is the price of oil, which has risen back 
to the $70 level and looks certain to go up further. The 
next hurricane season is approaching and production 
worldwide cannot be significantly expanded.

11000
10900
10800
10700
10800
10500
10400
10300
10200
10100
10000

■.. In any text describing trends there will be verbs and 
nouns of movement. Examples in this text are fa ll, bottom 
out, be fla t, increase, etc.
The mind map opposite lists verbs of movement. Note 
that words describing the same type of movement are 
often used in different contexts. For example, share 
prices Tally' whereas profits or economies 'grow7. Use a 
good dictionary to check on points of usage such as this.
I lote the use of verb tenses in the text: reached, were 
rising, had climbed, has risen, etc. There is a summary of 
verb forms and uses in the mind map opposite.
A text describing trends will include many examples of 
linking words. (See units 20-22.) Examples here are even 
though, due to, as a result o f and as (meaning 'because').

When using verbs of movement it is important to know
whether they are:

Transitive -  needing an object -  shown in the dictionary 
with a 'T'.
Intransitive -  used without an object -  shown in the
dictionary with an T .

So the following verbs are transitive and need an object (the
budget):
We cut / lowered / raised / reduced the budget.

But these examples are wrong (no object):
The budget m t  /  loweredf l -^msed / reduced.

The following verbs are intransitive and are used without
an object:
Costs went down / fe ll / declined / rose.

But these examples are wrong (there is an object):
We wmt-dew n fl fe ll / declined / rose costs.

Many verbs like increase and decrease can be used both with 
and without objects.

Adjectives and adverbs of movement
In the text, some nouns are qualified with adjectives (sharp, 
sudden) and some verbs with adverbs (dramatically,
significantly).

Adjectives used to describe movement include: slow, slight, 
gradual, steady, quick, rapid, significant, sharp, substantial, 
dramatic.

Adverbs are formed by adding -ly  to the adjective, and 
sometimes one or two other letters change as well.



TRENDS, GRAPHS AND FIGURES
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13,1 Match each phrase on the left with its closest 
synonym (same meaning) on the right

1 drop by 50% a) deteriorate
2 rise by 100% b) recover
3 get better c) double
4 get worse d) raise
5 bounce back e) expand
6 grow f) lower
7 put up g) halve
8 bring down h) improve

13.2 Match each verb on the left with its closest 
antonym (opposite meaning) on the right.
1 rise a) plummet
2 raise b) be flat
3 take off c) bottom out
4 expand d) fall
5 fluctuate e) lower
6 peak f) shrink

13,3 Complete each sentence with a phrasal verb from
the box.

i bounce back bottom out bring down level off
| pick up put up slip back take off

1 If your prices are too high, you have to _ _ _ _ _ _ _
them

2 If your prices are too low, you have to _ _ ____  _
them _ _ _ _ _ __

3 If sales reach their lowest level, th e y  __ _ _ _ __ _ .
4 If sales recover after a period of downward movement, 

they
5 If sales go up a little after being flat for some time, they

6 If sales go up a lot after being flat for some time, they

7 If profits were going up -  or down -  and then become 
stable, they_______________

8 If profits go down a little after a period of growth, they

13.4 Underline the correct words in italics.

1 The verbs 'rise1 and 'grow' are similar. However, rise /  grow  
is more common for longer periods of time, and where 
there is a total increase in size (eg describing the 
economy).

2 The phrasal verb 'grow up' refers to the change from 
being a child to being an adult. It can also f  cannot be 
used to refer to things like profits, the economy.

3 The phrasal verb 'fall down' refers to movement towards 
the ground. It can also /  cannot be used to refer to things 
like sales, profits.

4 We can 'raise /  lower' prices or 'put up /  bring down' 
prices. However, the first two examples /  last two examples 
are slightly more formal, and can refer to a change in the 
level or standard of something as well as prices.

11 -3 Put a tick ( / )  if the sentence is possible. Put a 
cross (X) if it is not. The answers depend on whether 
the verb is transitive, intransitive or both.

1 We cut costs by 5%. □
2 We fell costs by 5%. □
3 Profits cut by 5%. □
4 Profits fell by 5%. □
5 We raised prices by 2% . □
6 We rose prices by 2% . □
7 Inflation raised by 2% . □
8 Inflation rose by 2% . □
9 We increased sales by 4%. □

10 Sales increased by 4%. □
11 We went up market share by 3%. □
12 Market share went up by 3%. □

13n3 The -ing form of many verbs can be used as an 
adjective, eg an increasing demand for o il Make 
adjectives from the verbs in the box using the 
information in brackets.

i expand grow rise shmk- soar

1 a shrinking  budget (decreasing in size)

2 an _ _ __ _ _ _ _ _ _  business (increasing in size)
3 a  ___     problem (increasing over a long

period)
4 inflation (increasing)
5   _ _ _ _ _ _ _ _  costs (reaching a very high level)

13.7 Fill in the missing letters in these adverbs using 
the information in brackets.

Sales increased ...
1 ra JZ ldL jy  (quickly)
2 gr  _  .My (slowly and by small amounts)
3 s t _ _ _ J l y  (in a constant, regular way)
4 s l i _ _ _ J y  (a little)
5 m a r _  _ l l y  (fractionally)
6 s ig _ _ _ _ J y  (in a large and noticeable way)
7 sh^____ _ l y  (suddenly and by a large amount)
8 d r_   _ l ly  (suddenly and surprisingly)

Note that 'dramatically' can refer to both good and bad 
changes (unlike in many Latin languages).
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wW Put a tick ( / )  if the sentence makes sense. Put a 
cross (X) if it does not.

1 Profits have risen steadily over recent years. [ J
2 Sales plummeted marginally in July, f j
3 The price of oil soared gradually last year, f j
4 Share prices dropped back slightly last week. [ J
5 Unemployment numbers levelled out sharply, [ j

Write the nouns for these verbs. Sometimes the 
form is the same.

1 cut _ _ _ _ _ _ _
deteriorate 
fall _ _

4 grow
5 halve

6 improve
7 increase
8 recover _
9 reduce _ 

10 rise _ _

STolC! Rewrite the 'verb + adverb' sentences as 
'adjective + noun' sentences.

1 Sales fell slightly.
There was a in sales.

2 Profits rose steadily.
We saw a _______  _ __ in profits.

3 The economy improved gradually.
There was a _ _ _ _ _ _ _ _ _ _ _ _ _ ___ _ in the economy.

4 We need to reduce costs sharply.
We need to see a  _ in costs.

Ww i] Underline the correct words.

1 I'd like you to look at the blue segment on this next bar 
chart /  pie chart.

2 I'd like to draw your attention to the heading /  title at the 
top of each column of this table.

3 I'm sorry, the heading /  title of this next slide is off the 
screen, but at least you can see the graph.

4 The horizontal axis is marked with I  labeled with the 
months of the year.

5 Sales growth has been very rapid -  as you can see from 
the steep /  shallow slope of this graph.

Prepare two graphs. They could be about your company 
(sales, profits, costs, etc) or your country (inflation, 
unemployment, house prices, etc). You could take graphs 
from an article on the Internet or in print, in English or in 
your own language. Remember to label the two axes. 
Speaking practice 1. Tell a partner about the graphs. Your 
partner should ask for more information (eg 'I'm sorry, can 
you explain that again?' 'What were the reasons for that?').

It is very common to use approximate figures -  
particularly in speech. Match each approximate figure
a)-p) to an exact figure 1-6 below.

a) just over 150 i) far less than 150
b) around 150 j) way, way over 150
c) just short of 150 k) nowhere near 150
d) roughly 150 I) slightly more than 150
e) not quite 150 m)somewhat more than 150
f) almost 150 n) 150 give or take a little
g) some 150 o) somewhere in the region of
h) 150 or so p) nothing like as much as 150

1 90 □  □  □
2 146 G  G  O
3 154 G  □
4 190 □
5 240 □
6 140 to 160 □  □  □  □  □  □

13.13 Fill in the gaps with a preposition where

1

3
4

necessary (in one case there is no preposition). Choose 
from: at, between, down, from, in, into, of, on, to, with.

Last year sales rose _ _ _ _ _  €7m _ _ __. €7.5m. So
that's an increase _  _  €0.5m.
Last year there was an increase _ _ _ _ _  sales _______
8%.

Our market share now stands _ _ _ _ _  28%.
One _ _ _ _ _  five (= one out of every five) of our
products never makes a profit.
Two million _ _ _ _ _ _  euros were spent on television
advertising.
Unemployment figures have been relatively stable for 
some time, fluctuating _ _ _ _ _  4.3% and 4.6%.
There hasn't been much movement _ _ _ _ _  the 
unemployment figures for some time.
Sales rose _ _ _ _ _  line _ _ _ _ _  predictions.
From January 1st to now, sales have gone up by €0.5m. 
So that's a year- _ _ _ _ - d a t e  increase of 8%.
Over the last twelve months, sales have gone up by 
€0.5m. So that's a year- _ _ _ _ _ -y e a r  increase of 8%.
In this pie chart, sales are broken _ _ _ _ _  by region.
In this pie chart, the whole country is divided _ _ _ _ _  
five regions.

8
9

10

11
12

Speaking practice 2. Regroup and work with a new 
partner -  you are going to repeat the exercise and explain 
the graphs again. This time speak slowly and focus on 
accuracy rather than fluency. Take a moment to review 
pages 56-57 before you begin.
Writing practice. Write a short report based on the two 
graphs.
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Read the two alternative openings for the same 
presentation and then study the points below.

Opening 1

Good morning, ladies a - . ■
very much for inviting me here tc spec 6. rue; V: re­
introduce myself -  my name is Cs 
sales director of Downtown Pn

  .today is to introduce our company ane
can help you find the right office for yc

■ divided my presentation into three parts. I
a little about the history of our company the:

■ you some slides of office space that we curr 
available, and finally I'll deal with the question c

presentation will take around twenty minutes, and if 
you have any questions I'll be pleased to answer them at 

. by looking at who we are and 
■ -loped over the last twenty 

years (shows fwsi &itde! vmdi is o timeline of the history of the

Opening 2

1 bet you're sick of look 
; you feeling like this? (shows slide w ith  a cartoon of a stmseeo 
: businessman in a small room) Who feels like that? (evesmew
■ laughs) Wouldn't you prefer to fee
! w ith a cartoon o f a relaxed executive in a large, modern of ice ' 

Now, you all know the importance of Aocadon for 
usiness success. Well, we can help you. We're called 

Downtown Properties, and we've been offering rental 
solutions in this city for more than twenty years. I'd like : 

>m each of you in turn: what is ; 
■ ■ son why you want to m ore 

• •; ’ .■ : 1 f I f

m Opening 1 is more formal, structured and European- 
style. There are many typical 'key phrases' for 
presentations. In fact, the whole extract is based on 
standard phrases for introducing the speaker, 
introducing the topic, describing the structure of the 
presentation, telling the audience when they can ask 
questions, moving to the first point, etc.

. The advantages of a presentation in this style are: it is 
safe for a non-native speaker; it relies less on personality; 
it guarantees that all important points will be covered; it 
makes the structure clear at the beginning; the audience 
knows when to ask questions.

The disadvantages are: it might be boring; it might focus 
. on irrelevant information.
j ' Opening 2 is more informal, spontaneous and American- 
j style. There are no 'key phrases'.
J The advantages of a presentation in this style are: it is
\ lively; it involves the audience; the speaker can respond
j immediately to the needs / interests of the audience.

The disadvantages are: it is risky for a non-native 
\ speaker; it relies on an extrovert personality; the speaker

might lose direction or miss important points.

! Most people will use a presentation style that is somewhere 
between these two extremes, and it depends on many 

j things such as the speaker's confidence and personality the 
topic, and the expectations of the audience.

The mind map opposite gives help with key phrases for 
those occasions when you choose to use them. Units 15,18 
and 20-22 are also very relevant to the language of 
presentations.

| Presentation structure
A possible structure for a presentation is given below. Use 

\ it as a planning checklist -  you don't have to follow every 
step, but at least consider all the points. The first letters 

I make an easy-to-remember acronym: Bomber B.
Bang! -  something that you say or do at the beginning that 
gets the attention of the audience: a visual aid, a story, a 
joke, a surprising fact, a reference to 'here and now' (the 
audience, the place, etc).

Opening -  thanking the organizers for inviting you, a few 
words about yourself, telling the audience the topic and 

[ structure of your presentation, making it dear whether 
questions should be kept to the end or not.

Message -  the main points of your presentation. Decide on 
just three key points at the planning stage and write them 
down as three short sentences. This will focus your mind, 
and more than this will be hard for the audience to 
remember. Perhaps use these three sentences as the final 
slide in your presentation.

Bridge -  make it dear to the audience how your message 
connects to their needs / interests.

Examples -  use practical, easy-to-understand examples to 
I make your points dear.

j Recap -  short for 'recapitulation', a summary of your main 
points.

Bang! -  a link back to your first Bang! to give a sense of 
j closure.
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PRESENTATIONS -  STRUCTURE AND KEY PHRASES
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Presentations -  structure and key phrases: Exercises

l Put  the words into the correct order to make 
phrases used in a presentation.

a) Could please your attention, I have?
Could I have your attention, please?

b) I'm here at InfoCom new product responsible for 
development.

c) For who don't know me those of you already, my name is 
Nancy Holmes.

d) It's always a pleasure of experienced professionals an 
audience to speak to like yourselves. I know a long way 
that of you many have travelled to be here.

e) On the company behalf of, to this presentation may I you 
welcome.

f) The aim of our new product line is to give some you 
information about my talk.

g) Please during the talk feel free me to interrupt if you any 
have questions.

h) Okay, I'd like to slide by at this first looking begin. Can see 
at the back the people okay?

i) My forty minutes take presentation will around.

j) I've divided into my talk three parts main. First, I'll give you 
the different models an overview in of the range. Then I'll 
to describe move on each the key benefits of model. And 
finally I'll say about prices a little.

14.2 Match the phrases from exercise 14.1 to their uses 
below.

1 Getting attention [aj 6 Purpose QJ
2 Name [ J 7 Structure [ j
3 Position [ J 8 Timing [ j
4 Greeting [ j 9 Questions f j
5 Audience /  Place [ J 10 First point j_J

143  Speaking practice. Exercise 14.1 gives some 
phrases for opening a presentation and exercise 14.2 
gives the correct order. Make your own script:

■ Write the phrases again, in order. Writing will help you to 
memorize the language.
Use your own name, organization, etc.
Substitute any other words or phrases to personalize the 
introduction for you.

When you finish, read it aloud several times. As you 
speak, think about where and how often to pause, and 
also which syllables have a strong beat.

1C4 Match the more formal phrases in exercise 14.1 
with the more informal phrases below.

1 Okay, let's get started, [a]
2 I'm Nancy Holmes, [ j
3 And I'm in charge of product development. [ J
4 Thanks for coming, [ j
5 It's nice to see so many familiar faces, and I hope you all 

found somewhere to park! [ J
6 I'm here today to tell you about our new product line. [ J
7 I'm going to cover three areas: first, the different models 

in the range, then key benefits, and finally price. [ J
8 I'll speak for about forty minutes, [ j
9 If you have a question, please feel free to interrupt. [ J  

10 Okay, let's take a look at this first slide, [ j

1 43  Speaking practice. Read aloud the version in 
exercise 14.4. It is already in the correct order. Again, 
use your own name.

14-6 Speaking practice. You are going to use the 
structure in exercise 14.2 to practise a more 
spontaneous opening. Follow the instructions.

1 Cover all the exercises on this page except exercise 14.2.
2 Give the opening to a presentation:

Use the headings in 14.2 as a guide while you speak. 
(Don't worry if you change the sequence a little.)

.j Invent any details that you want -  it is not a memory 
exercise.

#  Practise several times in a low voice, and then speak 
with a strong, clear 'presentation' voice.
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14 PRESENTATIONS -  STRUCTURE AMD KEY PHRASES

14.? Each pair of words can be used in one sentence. 
Write them in the correct spaces.

as / see come / later digress / little 
finish / summarize getting f to going / moment 
let / attention moving /  talk pleased / answer 

right / far stafr-fdesking- turn / question

1 Okay, let's   J M L by at
an overview of our new product line.

2 H I  .... -... .............  .....back to th is ......... ... ............ ....
3  _  , that's all I want to say about the

overview. Any questions so  ?
4 So, on, I'd like to  _

about the key benefits of each model.
5 back for a

what I said earlier.
6 If I can just __

say a  ____

to

_ for a moment, I'd like to
about the background to this

decision.

1 Okay I  start f  looking f  overview / product line.
2 I'll I  back f  this later.
3 Right I  all /  want /  say I  overview. / questions I  far?
4 So, I  moving f  like /  talk /  key benefits I  each model.
5 Going back I  moment / what / earlier.
6 If /  just digress f  moment, I  like /  say a little f  

background I  decision.
7 So, /  getting back I  original point, /  can see /  is /  

big improvement/old model.
8 Finally, /  like /  turn /  question I  price.
9 As /  see /  the table I  this next /, prices /  very competitive.

10 So, / just /  finish I  let /  summarize /  main /  again.
11 Right, f  stop there. /  Thank I  much f  your attention.
12 And now, /  if /  questions, I'll /  pleased /  them.

When you finish, compare with the original phrases.

14-9 Match the beginning with the end of each phrase. 
They are used for dealing with questions.

7 So, , _ , _  . „ , back . .. _ my 1 I'm glad — - complex issue.
original point, you can see that this really is a big 2 Leave me your one last question.
improvement on the old model. 3 Could you be you asked that.

8 Finally, I'd like to to the 4 Well, it's a very contact details and I'll
_ . „ _ of price. send it to you.

9 „ _ .. you can .. _  _ _ „ . from the 5 We have time for a little more specific?
table in this next slide, our prices are still very 6 Let me check own views?
competitive. 7 What are your the top of my head.

10 So, just before I „ .  ̂ , let me 8 I don't know that off that I understand.

11 Right, 's stop there. Thank you very
much for your ___ „ __   _

12 And now, if you have any questions, I'll be 
    to ____   them.

1 4 .8  Memory game. Follow these instructions:
•  Take one minute to try to memorize all the phrases in exercise 

14.7. Repeat them in your head, or aloud in a low voice.
•  Cover the whole of 14.7.

Take a piece of paper. Write down the phrases using the hints 
1-12 at the top of the next column. (If you are in class, work 
with a partner.)

14.10 Match the phrases from exercise 14.9 with their 
uses below.

a) Reply to a good question
b) Clarification needed
c) Reply to a difficult question [1  [ J
d) You lack information
e) Control the timing

m□ □□ □□ □□

Give a short presentation. Follow these instructions:
1 Decide on a topic. Here are three suggestions:

#  You are the Director of Tourism for a city or region in 
your country. Give a presentation about why people 
should come to visit.
Choose an object that you have with you, or that is in 

: the room. Give a sales presentation about why it is the
best of its kind and why everyone should have one. 
Choose a topic that is similar to real-life presentations 
that you make.

2 Plan your presentation. Make a few  very short notes on j
the main points. However, do not write a full script. You |
want to look at the audience, not at a piece of paper. I

3 Look back briefly at the mind map and the exercises to j 
review some phrases.

4 Give your presentation. Remember to ask for questions at 
the end.

(If you are working in class, your teacher will set a time limit, j
If you are working alone, use a colleague /  friend /  domestic [
animal as your audience.) j
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The ancient Greeks were famous for their love of arguing 
and debating in public places -  people like Plato and 
Aristotle gave the best presentations of their day. They 
thought that the best form of argument was reason, but they 
recognized that because of human weakness two further 
techniques would always be used: appeal to a person's 
good character and appeal to the emotions. These three 
techniques together they called 'rhetoric', and nowadays we 
use the expression 'rhetorical language' to refer to language 
that is deliberately intended to persuade and influence.

You will see a summary of the most common rhetorical 
techniques in the mind map opposite. Some would be 
recognizable to the ancient Greeks, others are more 
associated with the language of advertising or public 
relations. All are useful in business presentations -  they 
add a bit of colour to what would otherwise be a rather dry 
and boring talk. But use them with care: they can sound 
false and manipulative if used too often or too obviously

A

Below is a short presentation that uses many of the 
techniques opposite. How many of them can you spot? 
Check afterwards with the Answer Key, then read it aloud, 
emphasizing the rhetorical techniques.

company And c
seen anger and joy WeYe seen Cad dm-es and wx,v drew. dccdd 
change has been dm 
constant: our commitme 

That’s why we’re still here 
customers. We know what 
financial security -  for now, and f 
In these changing times, they want a sc 

What about you? Perhaps you want to ! 
your children’s college education? We have a pi; 
you. Perhaps you want to provide for your childr- ■ 
you having an accident -  or worse? We have a plan tli 
you. Perhaps you want to turn your regular savings 
guaranteed retirement income for your golden years? W< 
plan that’s right for you.

All that is for families. But families aren’t the only ones to 
benefit from our products. We also provide business owners with 
financial Incentives to offer their employees. With our products,-

tsion plans, health plans, and life 
t really count in a compensation 

t a worker feel valued. And 
we ad know: a hopps worker ft a r.wodm:tive worker

• isiness owners to take
ind tomorrow. Thank

A key element in 'persuasion' is effective use of your voice. 
Above all, this means using pauses for emphasis and 
dramatic impact. Try reading aloud the above presentation 
again. Do it several times in different ways. Experiment 
with pauses, volume changes, and intonation. Exaggerate 
for fun; create a sense of drama.

Other issues in presentations
In a presentation it is essential to transmit self-confidence 
and build trust. To achieve this, key issues are:

Good eye contact. Looking directly at the audience is 
vital -  it is always a mistake to read from notes, or have 
your back to the audience.

. 'Being yourself'. This means using your strengths and 
not trying to be something that you are not. If you are 
normally funny, then use humour, otherwise don't. You 
want your natural personality, and your natural interest 
and enthusiasm for the subject, to come across to the 
audience. This won't happen if you are thinking all the 
time about presentation tricks and techniques.

If you begin to feel nervous at any time, the best advice is: 
stop, breathe, smile, and look around the room. One slow, 
deep breath will give you a sense of calm and help to lower 
your voice and reduce its speed. Smiling and looking 
around the room will give you and the audience some 
human contact.

Another useful technique -  good at any time, not just when 
you are nervous -  is to throw the presentation back to the 
audience. Ask them a question, or ask them if they have 
any questions to ask you.

Finally, planning is everything. Fail to prepare and prepare to 
fail. This means:

:• Be clear about the 3-5 points you want the audience to 
go away with.

■ Know your audience (especially their level of 
background knowledge).
Prepare your notes (key words -  perhaps on numbered 
cards).

• - Think of ways to present the information visually (but 
keep slides clear and simple).

; ' Get to the room early to practise with the technology 
and check the seating.
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Presentations -  being lively and persuasive: Exercises

:C 1 Complete the rhetorical questions with the pairs 
of words in the box.

How + do When -s- expect Why + keep on
Where + go How much + is What + waiting

1 The opportunities are there. We've got the staff.
are we for?

2 Our production costs are going up and we're losing 
market share. There's one question on everyone's mind. 
_ _ _ _ _ _ _ _ _  do we _ _ _ _ _ _ _ _  from here?

' 3 We went from a small office in Bratislava ten years ago to 
be market leader in Central Europe today. 
_ _ _ _ _ _ _ _ _ _ _  did we   _ ____ _  it?

4 We've invested €5 million in new plant and machinery. I
know what you're thinking.  -  _____  can we
_ _ _ _ _  _ _ _  to see a profit?

5 Product development times went way over schedule and 
we were late to market. Again. _ _ _ _ _ _ _ _ _  do we

  _ making the same mistake?
6 We spend a lot of money on TV advertising at all hours of 

the day and night. of that
_ _ _ _ _ _ _ _ _ _  wasted?

WCC Replace one key word in each sentence with a 
close synonym from the box. Your aim is to produce 
repetition of sounds for dramatic impact.

boom effective glorious major -progress- variety

1 We're 100% focused on technological innovation -  we
progress

believe in the power of tmpfGvemeftt.
2 You don't want just any knowledge management system -  

you want a system that is efficient and helpful.
3 Choose us as your local partner, and watch your business 

grow!
4 As well as value, we also offer choice.
5 Congratulations to all members of the sales team -  results 

this year haven't just been good, they've been wonderful.
6 Invest in Rubovia -  we have easy access to important 

markets.

. Replace one word each time with a word that has 
already been used. Your aim is to produce repetition of 
words for dramatic impact.

1 You have a lot of information on your databases. But can
information

you mine that kaowtedge-to get what's really useful?

2 Our new range of shoes features tiny diamonds set into 
the leather. It's the most exclusive line that we have ever 
produced.

3 What's the reason that we keep going over-budget? The 
explanation clearly is that we lack good financial control.

4 The issue of energy conservation is becoming increasingly 
important -  it's the topic that's at the top of the agenda in 
the construction sector.

5 We have a global presence, with offices in every major 
centre from Berlin to Beijing. But being international 
doesn't always help -  sometimes you need a local strategy 
as well.

. Underline five contrasts in this presentation 
extract. (Remember, one contrast will have tw o words.)
The first one has been done for you.

Our exclusive new watch makes its own electrical power 
by the movements of your hand. Wear it for one day to 

get energy for at least two weeks. It is made of titanium -  a 
■ light material, yet strong and kind to your skin. The styling is 
; superb, combining classical elegance with modern design.
: As you know, our watches are not cheap. But people who 
; wear our watches are not looking for a cheap product. They 
; are looking for something special. They want a quality 
; timepiece -  to celebrate their success today, and pass on 
: to their children tomorrow.

WW Complete each sentence with the three most 
appropriate words or phrases from the box.

clean commitment customer needs 
distribution channels drive future maintain 

highly profitable well-run running costs 
time-to-market vision

1 Take a look at our new machine. It's easy to 
_ _ _ _ _ _ _ _ _ _ _ _  , easy to
_ _ _ _ _ _ _ _ _ _ _  and has very low

2 It gives me great pleasure to introduce to you our new 
CEO. She's a woman with _ _ _ _ _ _ _ _ _ _
_ _ _ _ _ _ _ _ _ _ _  and

3 Why should you invest in this company? Because it's

and has a great long-term _ _ _ _ _ _ _ _ _ _ _  .
4 Sales are flat. What can we do? We need more accurate

identification o f        _________        , more
effic ient_______        and faster
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A  PRESENTATIONS -  BEING L1¥EL¥ ANP PSRSIJAS1WE

Metaphors and Idioms

Here is an example of a metaphor:
It's like rearranging deckchairs on the '
(= It's just making small changes that w 
stop the big disaster that's coming,)

' Here is an example of an idiom:
There is light at the end of the tunnel.
(= Finally there is a solution in sight after a long period 
of difficulties.)

: A metaphor is where you describe one thing in terms 
of another. An idiom is a fixed expression whose

   meaning.is, different to. the meaning of the individual
words. In practice/ they are often very similar, 

v Metaphors and idioms add colour to a presentation 
or discussion. But use them with care: other non­
native speakers may find them difficult to 
understand. Also, you have to get every single word 
right, otherwise they sound ridiculous.

15.6 Complete each phrase 
the right-hand column.

a) make a
b) corner the
c) get off the
d) cook the
e) come under
f) keep an eye
g) get a piece
h) put my
i) spend money 
j) be in 
k) sell like 
I) be a real high- 
m)see it in
n) get more bang for
o) be a big fish

with the correct

ground
fire
market
killing
books
of the action 
like water 
on things 
the red 
foot in it 
black and white 
your buck (AmE) 
hotcakes 
in a small pond 
flyer

in

15.7 Match the phrases in exercise 15.6 with the 
meanings below.

1 accidentally say or do something embarrassing or that 
annoys someone L i

2 be important, but only in a small field of activity [J
3 be criticized [J
4 be destined to go to the top of a profession [J
5 become involved (in something exciting and profitable) [J
6 be over budget; have a negative bank balance [ j

7 dominate (or even monopolize) the market f j
8 falsify the accounts [J]
9 get more value for the money you spend [J]

10 have written confirmation, not just a verbal agreement [1
11 look after things (while someone is away) LJ
12 make a large, sudden profit j j ]
13 sell very well f j
14 spend a lot of money without any control [ J
15 start a project and make it successful [ J

Aid. Complete each example by writing the letter of a
phrase from exercise 15.6 in the gap.

1 Our main competitor has just gone bankrupt! If we offer 
a job to their marketing director and get access to their 
client list, we'll _<L__

2 We're losing money fast. If we go on like this, we'll 
_ _  by the end of the year.

3 I have an apology to make. I went out for a drink with
some colleagues after work yesterday and I _ _ _  . I
told them you were applying for a new job.

4 I'll be away for a few days, but Isabel will _ ____   .
5 It's an interesting project, but I don't think it will ever

-  it's too expensive.
6 On balance I think it's the right thing to do. But it's a big 

risk, and we're going to _ _  from the shareholders 
for taking it.

7 City Hall has plans to build a huge out-of-town industrial
park. There's going to be a lot of contracts for the 
construction work, and we need to make sure we _ ___

8 Profits were up 28% last year. And don't worry -  we
didn't ask our accountants to !

9 It's the World Cup next year. If we put the national flag
on our t-shirts they'll _ _  . .
We have to set a tight budget -  with corporate 
hospitality it's very easy to _ _  .

10

11 Thank you for that kind introduction, but I'm not really as 
famous as you say! My area of research is very 
specialized and it's quite easy to _ _ _  .

12 All three candidates have good CVs. I think we should 
choose the one with real leadership potential, the one 
who's going to ____ _ .

13 This is a very innovative product in a very specialized 
field. I think we can _ _  .

14 They were making a lot of promises at the meeting, but 
we need to _ _  before we can go ahead.

15 Value-for-money is important to many people. We need 
to give a clear message: shop with us and you'll _ ___ _

Write the script for a short presentation that you might 
give as part of your job or university course. At the 
planning stage, refer to units 14 and 15.

1 Practise speaking the presentation, using the script.

Mow write down the key points (max 20 words in total) on 
a piece of paper. Practise again using just these key points 
to guide you -  not the full script.

. Practise again. Be lively and persuasive.
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*=scussions

Managing a discussion
Read this dialogue in a real estate agency and then study the points

A: Can you help me? I’d be interested to knew something about 
property prices in this area.

 ̂ B: Yes, of course. But first, could you tell me a little more about your 
present situation?

5 A*. tVe been living in rented accommodation for several years. Now I’rn
wondering whether it’s a good time to buy somewhere for myself. .J 

% : B; Okay What sort of price were you thinking of? . |
• A: Oh, you know, nothing too expensive.

B: Could you be a little more specific? We have some small one- 
10 bedroom apartments that start at around €  120,000. Was that the 

kind of thing you had in mind?
A: Possibly. But Pm not ready to think about individual properties just yet.

I wanted to know more about the market in general. There are a Ic t ■? 
stories in the newspapers about house prices, and they worry me.

15 ' B; Okay, if I understand you correctly, your worries are probably 
these: you don’t want to buy at the top of the market arid see yr i >i 
house fa!! in value, but equally you don’t want to miss the chance, if 
prices are going to continue to rise.

| A: Yes, exactly
20 B: This is of course a concern for all our clients, but you know it’s >.•■ • 

difficult to time the housing market. Newspaper stories can nial ••• 
forecasts, but no-one really knows.

; A: I see what you’re saying, but you must have some idea. I read 
one article that said that house prices are going to crash.

25 B: S don’t think that’s true. Prices have stabilized recently, but they’re 
not going to crash.

A: Really? Do you think so? My friend bought an apartment near 
here last year for €165,000, and now other apartments in the same 
block are going for less than €150,000.

30 B: Well, of course, It all depends. There are many factors that can 
cause these short-term changes. But there is another way of 
looking at this. If prices have dropped temporarily, then now is a 
good time to buy.

A: But going back to what you said earlier, have prices stabilized,
35 or are they actually falling? I disagree with you about now being a 

good time to buy if they are still falling.
B: In certain areas they are still failing. But I think we’re losing sight 

of the main point. You’re living in rented accommodation, and the 
rent you pay could be going to repay a mortgage. And you would 

40 ' have your own home.
; A: That makes sense. But it’s a difficult issue.
; B: You’re absolutely righ t But while you’re here, why don’t I give 

you an idea of what’s available in your price range?

45 ; B: Right. I’d like to start by writing down one or two personal details, 
and then we can move on to looking at some of the properties we 
have on the market.

below.

; Look at the words in bold above. Underline:
-  five phrases asking for more information.
-  one phrase showing the speaker is going to 

check using their own words.
-  three phrases for full agreement.
-  one phrase using Yes, b u t ... for half agreement.
-  one phrase using two open questions to show 

polite disagreement.
-  two phrases for simple disagreement.

How many of these can you find in the mind map
opposite?

At lines 7 and 10 you will see the phrases: What 
sort of price were you thinking of? and Was that the 
kind of thing you had in mind?

These questions are interesting for two reasons:
-  first, they use Vague' language: sort o f kind of
-  second, they use past tenses (were / was / had), 

even though the time reference is present.

The past forms create an indirect, distant feeling.
They combine with the vague language so that the
client feels that he / she is under no pressure.

© Look back at lines 30-42. There is a battle for 
control of the topic:
-  at line 31 B tries to change the focus: ... there is 

another way o f looking at this.
-  but at line 34 A resists: ... going back to what you 

said earlier, ...
-  at line 37 B deals briefly with this resistance: In  

certain areas ... but then tries to block further 
discussion with: I  think we're losing sight o f the 
main point.

-  at line 42 B manages the conversation so that 
they move on from the opening to begin a sales 
conversation about specific properties. For B, 
this is the main topic.

Now look at the 'Topic management' branch of the
mind map.

In discussions you are likely to use a lot of linking 
words and phrases. (See units 20-22.)
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16 DISCUSSIONS
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Discussions: Exercises

16.1 Without looking back at the mind map, think of 
just one word to fill -each gap.

a) There is another _ _ _ _ _  of _________ at this.
b) Right, let's get down to
c) back to what you said earlier.
d) I think we're losing _ _ _ _ _ _  of the main _ _ _ _ _ _
e) Could I _ _ _ _ _  interrupt for a _ _ _ _ _  ?
f) Could you be a little more _ _ _ _ _  ?
g) What exactly do you mean more expensive
h) Sorry, if I can _____ finish, I was saying that ...
i) Could I _ _ _ _ _  back to you _ _ _ _ _  that?
j) Was that the 
k) Does that make 
I) Well, let m e  _

of thing you had in
?

it another way.

16*2 Match each phrase in exercise 16.1 with one of 
the uses 1-12.

1 You want to change the focus, [a]
2 You want to block the other person's change of focus 

and return to the main issue. LJ
3 You want to interrupt. [ J
4 You want to block an interruption and continue. L I
5 You want to begin the discussion. [ J
6 You want to return to an earlier point. L
7 You want to buy time after a question. L
8 You want more detailed information because the other 

person is being vague and general. LJ
9 You want to clarify one particular word or concept. LJ

10 You want to clarify what you just said by saying it again 
more simply and clearly, f j

11 You want to clarify what the other person wants, using 
vague language to avoid putting them under pressure. LJ

12 You want to check the information you gave was clear. L

CYC Cover exercise 16.1 with a piece of paper. Then fill 
in the gaps using the prepositions in the box.

about at back back down in of of ) 
of of on on over to to to to I

Right, let's get __ 
Okay, let's move

_  _ _ _  business.
_ _  ______ the next point.

There is another w a y  __ __looking _ _ _ _ _  this.
4 Going  __     what you said earlier.
5 I think we're losing sight_  _  the main point.
6 Could I get _ _ _ _ _  _ _ _ _ _  you __  _  that?
7 Could you tell me a little more ______ it?
8 What sort _ _ _ _ _  price were you thinking _ _ _ _ _
9 What exactly did you have mind?

10 Could you go _ _ _ _ _  that again please?

W W  Find a phrasal verb (eg take o ff or look forward  
to) in exercise 16.3 that means:

1 start doing something seriously
2 stop doing one thing and begin doing another

3 return to a subject _ _ _ _ _ _ _ _ _
4 speak to someone at a later time _ _ _ _ _
5 repeat something in order to understand it

16.5 Match the beginning with the end of each phrase.

a) You're absolutely —  . a point, but ...
b) Yes, I'm in favour I see it.
c) That might be worth right.
d) I agree with you up to agree to that.
e) I can see one or two so?
f) I'm sorry, I can't of that.
g) Really? Do you think problems with that.
h) That's not how trying.

16*6 Write each phrase letter from exercise 16.5 in the 
grid below.

with someone about something
Agreement 1 _ J L   5___ ___
Half agreement 2 ____    6 _____
Polite disagreement 3 _ _ _ _ _  7________
Disagreement 4 _ _ _ _ _  8 _ _ _ _ _

1S.7 Complete each mini-dialogue using the phrases in 
the box.

j Can I get back to you on that? Yes, exactly. j
j I think we're losing sight of the main point. j
| Shall we move on? Let me put it another way. |

1 A: Yes, I think that would work very well. 
B: So that's decided, then. _ _ _ _ _ _

2 A: Are we going to have a hot buffet at the product
launch or just finger food?

B: ...........       Some major
issues are still unresolved -  like the advertising 
campaign.

3 A: The price is okay, but what about shipping times? Can
you deliver by the end of April?

B: I don't know right now.   ________ __
4 A: So are you saying you want me to transfer to the

Madrid office?
B: _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _  It would be a great

opportunity for you.
5 A: So are you saying I have to transfer to the Madrid office? 

B: Well. ___ __ __________________ __ You don't
have to, but it would be a great opportunity for you.
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16 DISCUSSIONS

\:V ; i he words offer, suggestion and proposal are
often misused. Match each with an explanation:

1 _ _ _ _ _ _ _ _  -  an idea or plan, perhaps quite
tentative and vague

2 _ _ _ _ _ _ _ _ _ _ _ _  -  an idea or plan, more formal and
definite, and usually one that a group has to consider

3 _ _ _ _ _ _ _ _ _ _ _ _  -  a statement saying you will give
something to someone (used mainly in negotiations)

16*9 Match each item on the left with one on the right
that has a similar meaning.

1 put forward
2 accept
3 reject
4 come up with

take up (a suggestion) 
think of (a suggestion) 
make (a suggestion) 
dismiss (a suggestion)

take part in 
come to 
raise
deal with 
reconsider

10 throw it open for

11 a sensible
12 a sensitive
13 a realistic
14 a minor
15 an absurd

16 a constructive
17 a hard
18 a detailed
19 an easy
20 an exploratory

tackle (an issue) 
bring up (an issue) 
be involved in (a discussion) 
open it up for (discussion) 
reach (a decision) 
reassess (a decision)

feasible (suggestion) 
reasonable (suggestion) 
ridiculous (suggestion) 
difficult (issue) 
side (issue)

in-depth (discussion) 
fruitful (discussion) 
initial (discussion) 
tough (decision) 
straightforward (decision)

16*10 Cover exercise 16.9 with a piece of paper. Then 
fill in the missing letters.

1 She was the only person to c  u_ w_ a
fea le suggestion.

2 I think we should ta_ _ u_ his suggestion -  it sounds 
very rea   Je  to me.

3 He p„_ __ fo _ „_d a ri_______ ous suggestion about
going to the CFO and asking for a bigger budget.

4 I need to b___.g u_ a rather sen _ _e issue.
5 It's a difficult issue, but we'll have to t le it one day.
6 I've been inv_ _ved L the expl . j y  discussions,

and now we're ready to call a formal meeting.
7 I thought the conference was going to be a waste of 

time, but in fact I t_ „k  p  L  some very
fr_  I discussions.

8 You've all read my summary, so now I think we can 
o  it u_ L  _ a more in-d_  h discussion.

9 We finally r ed a decision, but it was a t „  _„gh one
to make.

10 It should be a relatively str_______________ rd decision.

> i  • * Put a tick ( / )  if the sentence is grammatically 
correct. Put a cross (A) if it is not.

1 I suggested a different idea, f j
2 I suggested him a different idea, [ j
3 I suggested a different idea to him. [ J
4 I suggested using another approach. [H
5 I suggested to use another approach. □
6 I suggested we should look at alternatives. [ J
7 I suggested it we should look at alternatives. [ J  

(Note: propose and recommend have the same 
patterns)

16.12 One item in each group does not collocate with 
the verb. Cross it out.

1 hold a meeting /  all the cards /  an opinion /
a proposal /  sb responsible for sth

2 take part in a discussion /  an effort to do sth /
a decision /  up a suggestion /  another approach

3 reach an agreement /  a compromise /  a dead-end /
a decision /  a demand

4 raise awareness of the issue / a difficult challenge /
the matter later / an important objection I  
an interesting question

5 meet a challenge /  a deadline /  an issue /  a need /
an objective

discussion on one of theWork in small groups, hk 
topics below.

-  Computer games and children
-  Fast food
-  Genetic engineering
-  Clean energy
-  Working from home
-  The future of Russia (or China)
-  Euthanasia
-  Transport issues in my city
-  My favourite leisure technology
-  UFOs
-  Destruction of the environment
-  Immigration
-  Global warming
-  Emotional intelligence
-  The uses of location-based (satellite) technology
-  Save the tiger! Save the panda! Why? We manage 

OK without the dinosaur.

Or Any current general /  business news item

When you finish, write the script for a part of the 
discussion that was interesting. Feel free to add other 
points -  it is a language exercise, not a memory 
exercise.
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Dcial English and ct

lai English
The mind map opposite shows some phrases for typical 
social situations, and the exercises on pages 74-75 refer to 
these. The remainder of this page gives an introduction to 
the closely-related topic of "cross-cultural awareness'.

Div j  iterance
Here is a question: Do you think that Americans are more 
outgoing and informal while Brits are more private and reserved? 
We feel instinctively that there is some truth in this.

% However, having made a generalization, our next reaction 
is usually: Bui wait, that's a stereotype, and anyway it  depends 
on so many other things: age, ethnic group, regional differences, 
not to mention the individual person. Everyone will have their 
own views. The point is simply this: to recognize that the 
way we think and behave is not the only way. When 
dealing with people from other cultures, and especially 
when actually doing business in another country, we need 
to observe and listen and show respect. That doesn't mean 
we have to abandon our normal way of doing things -  we 
are also entitled to respect and tolerance from others, and 
we cannot just change our personalities. But if we want to 
have successful friendships and business relationships in 
an international context, then we have to understand and 
accept the differences.

national < . mces
Writers in the field of cross-cultural awareness look for 
opposing behaviours (or values) and then place different 
cultures at different points along the scale. Here is a 
simplified version of some well-known cultural differences; 
many are closely related. Notice how the descriptions are 
all neutral. There are no positive or negative connotations.

outgoing I informal (share feelings easily with a wide 
circle of acquaintances) vs private / reserved (share 
feelings with care, and only with close friends and 
family)

• live to work (status comes through professional 
achievement) vs work to live (living a full, rounded, 
stress-free life is more important than just having 
money)

■ order (the rules are the rules -  society suffers if you 
break them) vs flexibility (sometimes we can ignore 
rules -  the context, your conscience and friends are more 
important)

■ hierarchical (we need clear direction from above to do 
our jobs properly) vs democratic (power should be 
distributed -  everyone's opinion is important)
loose time (deadlines are guidelines) vs strict time 
(delay is failure)

v formality in names (using Mr X, Doctor X, Professor X 
when speaking directly to someone) vs informality in 
names (moving quickly to first names, even for your 
boss)
expressive body language (people wave their arms, 
move chairs around freely in meetings, look each other 
in the eye) vs restrained body language (small, subtle 
facial expressions carry large meanings, physical contact 
in public or long eye contact is uncomfortable) 
large personal space (people stand at a distance when 
talking) vs close personal space (people stand near to 
each other)

.. self-determination (we make free choices and control 
our lives) vs fatalistic (our lives are determined by god 
3r destiny or the government) 
personal fulfilment (individual initiative and 
achievement are valued) vs group fulfilment (group 
harmony is valued -  Who needs initiative when duties 
are fixed by tradition, leaders or team needs?) 
merit (respect is given to those who have earned it) vs 
standing (respect is given to those with the right 
age/social class/rank) 

j relationship (if we can get along well, we can do a good 
job) vs task (if we can do a good job together, we might 
get closer as people)
welcoming risk ("go for it!') vs avoiding risk ('better 
safe than sorry')
Innovative (new is exciting and always best) vs 
traditional ('if it isn't broken, why fix it?') 
open disagreement (competition between ideas is 
necessary to make the best decision) vs subtle 
disagreement (no-one must lose 'face' by being proved 
wrong in public, and consensus must be built slowly, so 
disagreement is signalled using code such as Really? or 
I'm not sure about that.)
multi-tasking (people handle several things at the same 
time) vs linear tasking (people do one thing properly, 
and then move on)
lunch is a snack (business and food do not mix) vs 
lunch is a pleasure (and the restaurant is a place to 
consolidate a business relationship)
■pride in your country (more than just football) vs 
foreign is best ('the grass is always greener on the other 
side of the fence')

Discuss these points, using your own national culture and 
others as examples. You can refer to the scale below. '1' 
means the culture is an extreme example of the 
behaviour / value mentioned first. '10' means it is an 
extreme example of the one mentioned second.

1 2 3 4 5 6 7 S 9 10
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7 '  ‘ ;ises

Underline the words that a native speaker would 
probably say in the introductions and greetings below.

1 Diana, here /  this is Steve.
2 Nice to meet you. «•# Nice to meet you, also /  too.
3 Pleasure /  Pleased to meet you.
4 Hi, (Kristina), how are you going /  doing?
5 How's it going /  doing?
6 How's life /  the life?
7 May I present 1 introduce myself?
8 You must / should be Chris Wood, is that right?
9 How are you? Fine I  Well, thanks, and you?

10 Hi, (Peter), good I  i'm happy to see you again.
11 Thank you so much for coming. I really appreciate I  

appreciate it.
12 Can I have /  take your coat?
13 Did you find us /  here okay?
14 Water? With gas or without gas? f Still or sparkling? -

774’ Tick ( / )  the responses that are both possible and 
appropriate in a business context. Cross (X) the ones 
that are not. More than one may be correct.

1 Allow me to introduce Petra Reinhart.
a) Pleased to meet you. □
b) How are you? [ J
c) How do you do? [ J

2 Hi! How's it going?
a) Nice to meet you. □
b) Fine, fine. And you?
c) Actually, I'm having one or two personal problems at 

the moment. Q
3 Did you arrive last night?

a) Yes, of course. [ J
b) Yes, that's right. [ J
c) Yes, certainly. [ J

4 Could you bring me a glass of water?
a) Yes, of course. [ J
b) Yes, that's right. [ J
c) Yes, certainly. □

5 Would you mind opening the window?
a) Yes, of course. [ J
b) Yes, I mind. [J
c) No, not at all. [ J

6 Do you mind if I open the window?
a) Please do. □
b) I do. □
c) I'd rather you didn't, actually. Q

7 Wonderful food!
a) Yes, I think so. [ J
b) Yes, certainly. Q
c) Yes, fantastic. [ J

77-7 Put the lines of th is dialogue into the correct 
order 1-9. You are introducing Leon to Teodora at a 
conference coffee break.

Q j a) You: Do you two know each other?
[ J  b) You: Let me introduce you, then. Leon, this is 

Teodora. Teodora, Leon.
[ J  c) You: Leon is at UBS -  we used to work together in 

Zurich.
f j  d) Teodora: No, we've never met.

EH e) Teodora: Yes, you too.
□  f) Teodora: Ah, so you're at UBS. That's interesting.

I work in the area of security for online banking.
EU g) Teodora: Of course, I'd be happy to explain.

Perhaps we could have lunch together?
[ j  h) Leon: Hi, Teodora. Nice to meet you.
F I i) Leon: Really? That's a very important field for us.

I'd like to find out more about what you do.

Notice in this dialogue how the person doing the 
introductions (You) gives some personal information in 
line c) to help the conversation to continue.

7:77. Make phrases by matching words from the first 
column with words from the second.

1 Wow, that's kidding, right? ('joking' in BrE)
2 You're \  change.
3 How \  be delighted!
4 Poor fantastic!
5 You must news! Congratulations!
6 Yes, of done!
7 What a you.
8 That makes a awful. I'm so sorry.
9 Well course. Sure.

10 That's great nightmare!

,-j r-, ,7 Look at how B shows interest in this dialogue:

A: Mary went into hospital again.
B: Did she? Poor her. Which hospital?
B replies in three stages. First with an 'echo question', then 
with a personal response, and finally with a follow-up 
question to keep the conversation going.

Respond to each piece of news below in the same way. 
First use a phrase from Bon A  below, then Box B, and 
finally Box C

1 I'm going to France next week for a holiday.

2 Hey, guess what. I got that job I wanted.

3 Apparently, hundreds of people were made homeless 
when the Danube flooded.
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4 My car is being repaired -  again. It's going to be three 
days before I get it back.

5 Dave arrived an hour late this morning.

Box A

Are you? Did he? Did you? is it? Were they?

Box B

 ̂ Three days -  what a nightmare!
Lucky you, I wish I was going! How awful for them.

: That's not like him. Congratulations -  you must be delighted!

Box C

What are your responsibilities going to be?
What did the boss say? Can I give you a lift anywhere? 

Which areas were affected7 Whereabouts?

TJS Complete the tw o  dialogues by using the words 
in brackets to  make w ho le  phrases.

Dialogue 1
Naomi: Frank, 1 have you got a moment?

(have I  got /  moment?)
Frank: Just2__________________    (bear /  me)

while I close down this program on my PC. Okay, 
what's the problem?

Naomi: 13_  _ _ _ __________   (wondering /
if /  help me). I tried to import a file into Excel and 
now the whole spreadsheet just looks like a big 
mess.

Frank: I'm not an expert, but I'll
4 (do /  best /
sort /  out).

1 Exercises 17.2, 3, 5, 6 and 8 can be read aloud with a 
partner. Practise them, taking the other role when you 
finish. Think about intonation: sound friendly and 
interested.

2 Work in pairs.
a) You meet a colleague during the coffee break at an

international conference. You have not seen each other
for four years.

Greet each other and make small talk.
b) Find another pair. One person in each pair knows the

other (decide who).
Make introductions.
Make more small talk.
Arrange for all of you to meet in the bar this
evening.

Dialogue 2
Emil: Oh no! How stupid of me!
Roberta: What's up?
Emil: 1 ( h a v e  /

apology f  make). I've put cream in the soup. I 
completely forgot you were allergic to dairy 
products. I'm really sorry, I

(do it I
purpose).

Roberta: Don't worry, that's quite alright. It
(happens I

time).

'ijToC Complete the explanations by writing Sorry or
Excuse me.

1  _   is used: i) before you inconvenience sb;
ii) to ask sb to repeat sth (in AmE)

2 is used: i) after you inconvenience sb;
ii) to ask sb to repeat sth (in BrE)

"oLYj Complete these three conversation extracts in a
restaurant.

Alice: Is that the time? I ought to 1m_ _ a m_ _
Pavel: Oh, 2s_ s 1 You don't have to 3r„„ _h o_ _ just

yet, do you? 4H_ _ a  some more coffee?
(10 minutes la te r...)
Alice: Well, I really 5m be g_ _ __ __ now. My flight

leaves at 8:30 in the morning. It's been 6r_______
n  m________  you. And 7th   you
s_ m for showing me round Prague.
I 8r_______ a_   it.

Pavel: Don't 9me.„ _   it. It was 10m_ p__________ .
(5 minutes later, outside the restaurant...)
Pavel: Have a 1V to. J  And 12c

f_ _  me.
Alice: I will do. And 13b,„.

next week. Bye! 
Pavel: Bye! 14K in t„

of I

' to Isabel

. for the presentation

c) Now you are in the bar.
■ First, each of you tell a short story about something 

interesting f  funny that happened to you recently.
The others show interest.

■ ; Then continue the conversation by talking for a short 
time about some of the following topics:
-  interests I  sports /  home
-  current affairs and the economy
-  business travel
-  cultural differences

d) Now it is the end of the evening.
Prepare to go and then leave the bar together.
Say goodbye.
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II

In contexts like presentations or meetings there is a 
tendency for advanced learners of English to switch to a 
style which is too complicated and too formal. You might 
hear something like this in a presentation:

Consumer tastes and fashions are always in a process of 
change in the global marketplace, and for this reason in 
the near future I think it will be necessary for us to look at 
the possibility of making some modifications to the design 
of our range of products -  in the manner which 1 have 
indicated in this next slide, which shows some of my initial 
ideas on the subject.

The extract above would be better like this:

Consumer tastes are always changing. Because of this, 1 
think we’ll have to make a few changes to the design of our 
products. Have a look at this next slide, which shows some 
of my ideas.

Here are some other examples of how to simplify language:

You have the possibility to ... You can ...
There is a chance that it w ill ... «# I t  m ight...
It will be necessary for us to ... «# We need to ... 
the price o f commodities commodity prices
a document that shows you have insurance for sports that you 
practise in the winter a winter sports insurance document
There is a strong trend to clarity and simplicity in business 
communication. Simpler constructions and shorter sentences 
are easier to understand and have more impact. Business 
people value directness, and complex language can sound 
indirect or worse (perhaps you are trying to hide something).

However, complex formal language is not necessarily 
'wrong'. In some contexts (eg legal documents, formal 
reports) it may actually be valued and expected. You 
always have to bear in mind the company culture, the 
expectations of the audience, etc.

Manila u rnmjf it *  A -tmt at «i m i» * «•»- «■> «fc 0» « i» a#
Read the different versions of the same email and then 
study the points below.

Version 1

| j Syiifeci; [ _ \

! have seen your advertisement for office space in the Daily 
Journal. I could be interested in renting one or two smaii rooms. . -
I would like to know what the rooms are like, the annual cost, the j
transport links in the area, and any other information that would be : - - j
relevant such as parking spaces for visitors.
If the information is right for my needs, I would like to inspect the .

, property.
v  ̂ I look forward to hearing from you soon.

Version 2

i Send j Sij&ject!

Will you please answer the following questions about the office
space advertised in the Daily Journal. I am a graphic designer
and want to rent some space for myself and a colleague.
1 How much window area is there in each room? We will need 

rooms with good light.
2 What is the annual rental charge?
3 Are cleaning, maintenance and utilities included? « I
4 How far is the building from the nearest metro station? Which :

buses stop nearby? :
5 Is there any off-street parking for visitors?
If your answers meet our needs, we would like to tour and
inspect the offices. Please let me know how to arrange this.
I am meeting my colleague to discuss this matter tomorrow
afternoon and would appreciate a reply by then.

* Version 1 begins slowly. The writer gets to the point in 
the second paragraph but there are no clear, direct 
questions. The requests for information are listed 
together in one sentence and do not stand out. The close 
is friendly, but in this context a standard phrase is 
perhaps a little old-fashioned.

• Version 2 begins directly by stating the purpose of the 
email (to ask for information). The explanation is brief 
but a little more complete than Version 1. The questions, 
with an explanation included where needed, are 
numbered. Each starts a new line. This makes answering 
easy. The close gives a sense of urgency without being 
rude.

There are many individual words that can be used before 
adjectives, adverbs, nouns and verbs to intensify the 
meaning. Try reading aloud the following presentation 
extract two ways: first without and then with the words in 
bold. Both ways make sense, but the words in bold give 
emphasis.

Our business is going extremely well, but it could be 
going even better. The whole Chinese market is opening 
up, and I ’m absolutely sure that there are many 
opportunities for us in that part of the world. It’s such a 
huge market. We really can’t pretend that we are a global 
company unless we significantly raise our profile in South 
East Asia.

Be careful: if you use too much of this kind of language it 
sounds like you are exaggerating and being insincere.
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STYLE -  CLARITY AMD EMPHASIS
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to  a fAm̂ PÂ h of tex t, aa 

eMAil, or a whole fkresetvtAtioA.

very, extremely Cee extremely successful1)

fo r, coiOidembly, Much, 
ri^ificmtly, evea Ce«j ^tch cheAf>er)

folly, totally, CoM l̂etely, Absolutely
Cey : ," 11 fly AWAre t f o t  . . . )

the whole, the entire Cê j the whole process’)
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: Rewrite each sentence 1-6 using the words in 
brackets below. The number in bold shows the 
maximum words for the new sentence.

1 It will be necessary for us to request additional assistance, 
(need, ask for, more help -  8)
We will need to ask for more help,

2 You have the possibility to determine your own 
preferences in relation to the colour, (can, choose -  §)
You _ _ _ _ _

3 These days the labour unions have a declining influence on 
governmental operations, (less, government -  9)
These days the unions

4 My boss terminated Claudia's employment as a
consequence of her ineffective performance, 
(fired, because of, poor -  9)
My boss

5 Our expectations are that the price of commodities will go 
up in value, (expect, to rise -  6)
W e  _______________  _ _ _  _ _____

6 In view of the fact that their requirements are so specific, I 
suggest that we verify all the details with exceptional care, 
(because, needs, let's check, very carefully -  13)

I'fTY Continue as in exercise 18.1. There are some 
bigger changes to make, but the meaning of the two  
versions is always the same.

1 I have an idea in mind for how we can utilize better credit 
control to make improvements to the situation regarding 
our cash flow, (know, use, improve -  14)

2 The new regulations state that we have an obligation to 
stop using the PCs of the company for emails of a personal 
nature, (rules, say, must not, personal emails -  14)

3 During the time we were talking she asked a great number 
of questions with regard to the recent modifications in our 
range of products, (while, lot, about, changes, product 
range -  18)

4 Your line manager will make an appropriate decision about 
your bonus, in spite of the fact that the HR department 
has the responsibility for this on an official basis.
(decide, even though, officially responsible - 15 )

183  Read this extract from a report.

Although we have not definitely <. . 
for the decline in sales volume for March 

: during this period construction work on the st
' the number of customers who entered the stor

because of staff changes in the advertising department 
promotion efforts wem reduced.

It would be clearer if it was broken down into shorter 
sentences. Put in all the capital letters, commas and full 
stops in the version below.

: we have not definitely determined the causes for the decline
in sales for March we know however ■: : . 
construction work on the street limited tl .

; customers who entered the store in additi ■ c . \ ■
promotion efforts were reduced as a result of staff changes in

"mA A customer writes an email asking for more time 
to pay an invoice. Here is a formal, old-fashioned reply.

} [ Send _ j Subjects I \

In reply io your email of April 4, we are pleased io inform you 
that permission is hereby granted io delay payment of your , , 
invoice ref D970 until May 15.

• However, we are sure that you will understand our
considerable concern in this matter. Should you have any 

■ further difficulties in the payment of an outstanding amount, 
kindly advise us at an early date.

Take a separate piece of paper. Write a simpler version 
by putting the phrases below into the correct order. Put 
in capital letters and full stops, but no extra words are 
needed.

I regarding invoice D970 /your email / until May 15 / |
j thank you for /  to pay / we will give you I  j
j contact us immediately / the outstanding amount / J
j any further problems / if you have / please i
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18 STYLE -  CLARITY AW© EMPHASIS

; YT Compare versions 1, 2 and 3 o f a paragraph from 
a business report. Before you read statements a) and b) 
below, think carefully about the differences between 
the versions (clarity? simplicity? formality?).

Version 1

Business activity started to get better in O i and vs 
expect the improvement to continue, ( .. . -.■■■
that in Q2 sales for the whole company will go up -  
perhaps to about €  1.2m. This is an increase of 8% from

Version 2

upturn in business activity s . ...../...s.. ........
quarter should continue. In fact, it " yu 
accelerate. Sales forecasts show that to : ' . v ■ .

should rise to around €  1.2m in 
: is an 8% yeat-on-year increase -  much higher tv -: r - •

Version 3

The upturn in business acti : ■ .
quarter of the year (Q l) is expecte x v x. x x- 
indeed might even accelerate. Sales x x . ■
the total revenue from all business units combined should 
climb to a figure of approximately €  1.2m in Q 2; 
representing an 8% annualized increase, which is

■ ■■ he corresponding figure for QL -■

Which statement below do you agree with: a or b? 
There is no fright' answer!

a) Version 1 is okay. Everything is simple, clear and easy to 
understand. Version 2 is the best -  a little more 
complexity and formality is right for a business report. 
Version 3 is too complicated. Non-native speakers might 
find it difficult to follow, and it lacks impact because it 
takes time to understand.

b) Version 1 is too conversational and fragmented for a 
report (although it would be okay in an email summary). It 
creates a bad image. Version 2 is better. But version 3 is 
the best -  it shows the high standards of formal writing 
that international companies expect. If some non-native 
speakers find it difficult, that is their problem -  they should 
improve their English.

18.6 Add the words in brackets at an appropriate place 
to give emphasis.

really such
1 We X can't afford to ignore a good opportunity.

(really, such)
2 I'm certain that we're in a better position now.

(absolutely, far)
3 It's cheaper to use an outside firm for the graphic design 

work.
(actually, much, all)

4 There is no truth in what they are saying -  their story is 
lies.
(absolutely, at all, whole, complete)

5 It's a risky project -  I recommend that we take care, 
(highly, strongly, the greatest)

6 It's difficult to know whether the advertising campaign is 
going to work.
(just so, actually)

7 I support the Board -  they are doing an important job. 
(fully, entire, extremely)

8 I hope we see a rise in sales at Christmas -  more than 
last year.
(really, significant, even)

9 We can't decide quickly -  the issue is too important, 
(really, so, far)

10 I agree -  upgrading our computer network will take us 
over budget.
(completely, entire, way)

Practise speaking the sentences to give maximum 
emphasis and impact.

I Collect some documents that you or your colleagues 
have written: business reports, academic writing, work- 
related emails, etc. Study them. How could they be 
clearer and simpler?
Choose one of the documents (written by you or 
someone else). Rewrite it, starting from scratch.
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Read this dialogue at a reception desk.

A: Good morning, how can I help you?
B: Oh, good morning. I was wondering if I could have a 

quick word with your Finance Director?
; A: Do you have an appointment?

B: Actually, I don't.
: Ai I see. That's not going to be easy. Mr. Rodriguez is a 

very busy man.
: B: Of course, I understand that. I Just wanted to speak to 
; him for a couple of minutes, that's all.
I A: Could you te ll me what it is about?
; B: Yes. There seems to  be a mistake on an invoice you 
; sent to my company. I thought it m ight help if I spoke
: to someone in person about it. I w ould be really

grateful.
A: May I see the invoice?

, B: Yes, here it is.
A: Why don 't you phone Mr. Rodrigue-. ■-..■■■ ; .

fa r as I know  he is in a meeting u: .O ; . c .
would  have to wait.

B: Yes, I could call him. But if there was a chance to 
speak to him at 10:30, i'd prefer that.

The words in bold help to make the language more polite 
and diplomatic. There are two opposing arguments on this 
subject:

1 So-called 'polite' language just sounds false to me. Why 
don't people just speak clearly and directly? If you are 
indirect then people won't know what you mean.

2 People value politeness, and it is worth adding a few 
extra words to improve your self-image. It allows the 
other person to 'save face' -  it gives them an easier way 
to say 'no' or to suggest an alternative.

Each speaker of English has to decide for themselves when, 
and how much, polite language to use. The mind map 
opposite gives you a range of techniques to choose from. 
Here are some typical situations where they might be 
useful:

A You need to ask for a big favour.
■ c You do not know the other person very well.
V' There is a formal context like a large meeting.
c You want to show respect to someone (because of their 

status, age, etc).
■ ■> The other person is from a culture where formality and

politeness are valued and expected.

Read the two different versions of the same email -  which
one do you prefer, and why?

Version 1

• , c :,,      ■

We regret to inform you that the software pack you require is not 
in stock.
We are selling more of this item that we expected, and our 
suppliers are unable to meet the demand. We are hoping to 
receive more of these packs in the near future, and will contact 
you as soon as they arrive.
We apologize again for the inconvenience this has caused.

Version 2

: ^ v  Z i i L / . .V v / w :  v  . •
j Send J Subsets [___  j

; ; '..-/i I
I hank you for ordering the new software pack -  we are sure
that it will make a big difference to the productivity of your , ,
business.
Many other companies have seen the advantage of using this ' : j
software, and we have had a very high number of orders. j

h New stock is expected within the next few days, and you can > j
be sure that we will ship it to you as soon as it arrives.
If we can be of further help, please contact us quoting the :
reference above.

Now read one point of view below. Think about it, even if
you don't agree with it.

•v Version 1 states the bad news at the beginning and 
includes the negative words regret and not in stock. This 
immediately creates a bad feeling in the mind of the 
reader. The explanation that follows is clear, but includes 
the negative word unable. There is a promise to send the 
goods, but it is vague and unlikely to reassure the 
customer. The closing words leave the reader with a 
reminder of the bad news, and no suggestion for how to 
take follow-up action.

' - The general problem with version 1 is that it states the 
facts without seeing things from the reader's viewpoint.

C Version 2 begins with a positive first sentence and
reinforces the idea that the purchase decision was a good 
one. The explanation of why shipping is delayed uses no 
negative words. The message continues to be positive 
and reassuring. The closing words offer the reader a way 
to take follow-up action.

: The style of version 2 is generally more modern. It is 
more informal, more friendly, and is written from the 
reader's viewpoint.
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Make the sentences below more polite or 'soft'. 
Use the words in brackets.

1 We have a problem, (seems /  slight)

2 Can 1 interrupt? (could /  just /  for a moment)

3 There'll be a delay, (might /  just /  small)

4 You said you can deliver by the end of March, 
(understood I  could)

5 Our competitors are expensive. (I'm afraid /  not very)

6 It would be better to ship to Rotterdam, 
(wouldn't /  Rotterdam?)

7 There are three things I want to discuss, 
(one or two /  wanted)

8 I assume that the paperwork is okay, (am)

9 We're unhappy with the quality of this repair. 
(I'm sorry /  not very)

10 We expected a more flexible response, 
(hoping for /  slightly)

11 Please show me round your factory.
(I I  grateful for the chance /  have a look round)

12 Please show me your designs for next season, 
(was wondering 1 1 could I  a quick look at)

13 You don't understand how important this is. 
(With respect I  don't seem)

14 You must give us more time.
(We /  appreciate it /  if /  could I  a little more)

15 I can speak to my boss about it, but I don't promise 
anything, (suppose I  could /  but / not promising)

16 Their business is going very badly, 
(apparently /  not /  well)

17 There are some technical problems to sort out. 
(far 1 1 know/ jus t a couple of)

The first sentence below is too definite -  or just 
wrong. So the speaker reformulates it in the second 
sentence. Make a phrase using the letters in italics.

1 He doesn't seem very experienced, aelm n
_   __ __  he hasn't been in the company very long.

2 The project is not going to finish on time. a A e ls tt  
    , I don't think it will.

3 I'm meeting her on Tuesday. a e O h rrr t
, Wednesday.

4 I'm not working for them again. aa o h 'ssT tty  
_ _ _ _ _ _ _  , not unless they pay me more.

Read the dialogue below.

A: I think you have the old price list. The prices quoted there 
are not current.

B: But your sales consultant gave this list to me just last 
month1.

A: We've had some big increases in our costs recently. Raw 
materials are becoming a lot more expensive. We had to 
raise all our prices by 4% from the beginning of this 
month2.

B: I see. Is there any way to avoid the increase?
A: Well, you could switch to another product with a lower 

performance3. If you do that, you'll save money4.
B: No, I don't want to do that. What about if we increased 

our order?
A: I see what you're saying. But that's going to be difficult5.

You already have a very generous quantity discount.
B: But is it possible?
A: How many more units are you thinking of6?
B: Perhaps another 500 units a month.
A: I'm sorry, but an increase of that size will not be enough 

to give you a bigger discount7.

The small numbers come at the end of a sentence that 
is going to be changed. Make a script by writing a new  
version on a separate piece of paper:

1: change an active to a passive, leaving out who does the 
action

2: add the word unfortunately 
3: add the word slightly
4: change a first conditional (If + present) to a second 

conditionals (If + past)
5: change a negative-sounding adjective to not + the 

opposite
6: change a present continuous to a past continuous 
7: change will to would

Practise reading aloud the new version. If possible, 
work with another person and change roles at the end.
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STYLE -  POLITENESS AND SOFTENING

4U1 a Read this email It is saying 'no' to a request for a 
refurid fo r an usiwanted product

First read the email below. It is a refusal to a 
request to speak at a conference.

I am writing in relation to your request for a refund for the shoes 
5 that you ordered from our website. Thank you for returning the 
] shoes, which we received this morning.

i Unfortunately, we are unable to send you a refund. We examined 
j the shoes and found that they had been used outside. This 
! means that we cannot resell the item to other customers. We will 
| return the shoes to you, and you should receive them within ten 
] working days.

i We trust that you will understand our position and we regret any 
inconvenience caused.

The email below is a more positive and friendly 
alternative. First make phrases by matching an item 
from the left column with one from the right. Then use 
the phrases to complete the email.

consider the sale  ̂ conditions
in the stated
suitable for final
terms and days
with the relevant circumstances
this is clearly to do
we are willing resale
within ten working section highlighted

: ’ 4 4  ’ ; l j C "j  l .  c  v.... c c p . c .  c    : :
j Sand j S Y fe v     ........

, You have a right to expect the best possible service from
j Shoes4U, and 1 ________________   as much
I as we reasonably can to make things right.

j With returned items, we generally give refunds. Of course, 
i all returned items must be in new condition and

I that ^
. You will notice
_  in the
’ section of our online

i order form. I attach a copy of this form {

j We examined the shoes you returned to us and found that they
j had been used outside.6._____________________   ,
| we must therefore 7 _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _  .
| We are returning the shoes to you, and you should receive them

We look forward to serving you.

I am sorry but I arn unable to accept your invitation to speak 
at the annual conference of the National Association of Small ~ . 
Businesses (NASB). I am going to be very busy during that so* 
period and cannot clear the time in my schedule.

In any case, thank you for your invitation and I wish you 
every success in the organization of your conference.

I : '  'em

The email below is a more positive and friendly 
alternative. Put the sentences into the correct order, 
and into paragraphs.

Paragraph 1: [ J  f j  
Paragraph 2: [ j  Q  [ J  □
Paragraph 3: ] J  Q  [1
a) Unfortunately, my time is already fully committed over that 

period, and so I must suggest that you get someone else.
b) Thank you for your email inviting me to speak at the 

annual conference of the National Association of Small 
Businesses (NASB).

c) As you know, presenting a paper to an audience of such 
experienced professionals requires a good deal of thought 
and planning.

d) Anyway, thank you again for the invitation, and if I can 
help you further in your efforts to get a speaker, please get 
back to me.

e) It is a great honour to be asked to speak at this event, as 
the work of NASB in promoting small businesses is well 
known.

f) I'm sure the conference will be a great success.
g) Martha is an outstanding speaker and an expert on 

financing issues for small businesses.
h) May I recommend Martha Ballard, a colleague of mine?
i) Good luck with everything!

look back at the second (more friendly) email in 
exercise 19.5. Tick ( / )  the statements below that are 
true about this email.

1 the writer shows he /  she values the request [ J
2 the writer gives a reason for refusing the request [ ] ]
3 the writer uses no negative words f j
4 the writer makes a helpful suggestion [ j
5 the writer ends formally as a sign of respect I J

.. . jstorm two typical situations where one person has to 
be polite to someone else. You can have a mixture of 

. less and non-business situations.
\ bbe the script for each conversation.

Practise reading the script with a colleague f  friend.
■ If you are working in a group, practise reading other 

people's scripts.



1

Read the text and then study the bullet points below.

How do multinational companies operate in today’s 
global econom y? Vietnam gives us a clue. 

Although infrastructure is poor am i there is a 
shortage of skilled workers, Intel has opened a plant in 
Ho Chi Minh City. The reason is clear: wage levels are 
low. In fact, they are about a third of those in China. 
Intel continues to produce chips at its fabrication 
plants in Ireland and the US, hut these chips are then 
exported to Vietnam for the labour-intensive work of 
test and assem bly From Vietnam, they are re-exported 
to other countries in Southeast Asia. As regards the 
domestic market in Vietnam itself, current sales are 
low -  most people can only afford a cheap desktop PC 
using unbranded com ponents. However, with a 
population of over 80 million and information-hungry 
youths filling the Internet cafes, there is a lot of 
potential.

In addition, Intel gains by the fact that its 
outsourcing operations are more diversified. If there 
are any problems at its other plants in Shanghai, 
Malaysia or the Philippines, it can simply switch 
production. There is also a certain degree of 
competition between the different facilities, and as a 
result there is downward pressure on wages at them 
all. Even so, it would be a mistake to assume that these

. workers see themselves as exploited. In most cases, 
workers in developing countries want to work for 
multinationals, and the pay and conditions are better

* than at local companies.

Look back at the sentence beginning Although (line 3).
There are actually three separate clauses:

Infrastructure is poor (in Vietnam).
There is a shortage of skilled workers.
Intel has opened a plant in Ho Chi Minh City.
■ The writer has used the linking words and and although 

to join these clauses together and produce a more 
complex sentence. With the linking words, the text is 
easier to read. The relationship between the ideas is 
clearer.

- ■ Also, with the linking words the style changes. It 
becomes more formal, typical of a presentation, a 
meeting or a report. In an everyday conversation or an 
email it would be normal to use much shorter clauses.

Look at the words although (line 3), but (line 8) and however 
(line 14) in the text. Are they the same? Think about any 
differences in meaning and use before you read the next 
three bullet points.

Although makes a contrast within one sentence. It 
introduces information that is less important, or 
surprising. It can come at the beginning or in the middle: 
Intel has opened a plant in Ho Chi Minh City, although 
infrastructure is poor and there is a shortage of skilled 
workers.

. But makes a simple contrast within one sentence and 
comes in the middle. There is a trend for writers to use 
hut at the beginning of a sentence to contrast with the 
previous sentence, but some people think this is not 
good style.
However comes at the beginning of a sentence and is 
followed by a comma. It makes a contrast with the 
previous sentence, or even the previous paragraph.

Other linking words and phrases in the text are written in 
j bold. Study them now.

' Several linking words in the text start a sentence and are 
followed immediately by a comma. How many like this 
can you find?

Look at the phrase as a result on line 23. The writer could 
also have used it at the start of a sentence followed by a 
comma:
There is also a certain degree o f competition between the 
different facilities. As a result, there is downward pressure on 
wages at them all.
But the writer decided that in this particular case it was 
better to put and as a result in the middle of a longer 
sentence. Perhaps it seemed less fragmented.

In general, linking words show a clear connection between 
j clauses, sentences and paragraphs. They show the structure
\ and logic of an argument. Using them effectively is a
I powerful communication tool.

j lypes of iiiiicirii wo ms
I The mind map opposite shows how but, although and
? however represent three categories of linking words. In
l advanced grammar books they are given separate names
| ("coordinating conjunctions', 'subordinating conjunctions'
; and 'discourse markers'). To avoid these complicated terms
| many books just use 'linking words and phrases' for
j everything.

s Note: a 'clause' is a grammatical unit that has a subject and
| a verb (and often an object as well) and forms a simple
| sentence on its own.
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Addifyj Aaotlier poi^t
A l t o  

A t well At th&t 
la A c td tt io ic  

E e t i d e t

F iA r t l ie r iM o r e  C r l H k i t y  t o r i m D  

Moreover CFotm&I

H o w e v e r  
t r e e  s-o 

la %it& of tb it 
€dlightly forM^D 

W e v e r t k e l e r r  

Cdlî htly fonuaJ')

&AlAacia^ wi'fch &jk &£jtAAl>
CDa*tr^*ti^ id^A 

fa coatr*£t
Oa the other h&ad

€§§¥«inj a

Therefore 
A d  a  resu lt

bor t  w t re ttcm  
E c t A w t e  o f  t t i i r  

Goa ŝuju&atty CforMAl 5

Q iyiiM j & c&jASe.

£>e ca p A a  o f  

A d  ^  r e m i t  o f  
O w -ia 4 *to 

t>ue. t o

tif'tiiy j poi*rfc£

F ird t /  F irs tly  
H r d i  o f  At!

To b&jia w ith 
A c c o r d  A  

Thaa '
N ext

H ic A jt y

T&lkifuj egM trik.Ily

la fijea&mi 
Oa the whole 

E r o t d  ly  % e # A  t a^j 

l a  Mod"t /  twAAy c e d e d  

To A ere At exteat

For eeAMfde 
dor ie d t e e c e  

deck Ad

Esc^re^Ia^ reality
la  M e t  

A t  A  w e t t e r  o f  m e t  

Actually 
la r e e j i t y  

lb  tell -the tru th

A >

Aret, b u t Aad y e t  
Cbut ex^ rem at e^uaJ, 

eortmdtiiM j ideed3 ye t ex^redded 
doifc4£"fcii!iM| rwore dur^rid ir^ t 

do 
o r  

t o r

iR Q U M E M T  I

Although j though, ever though, 
t a ~%ita of the fac t th a t  CforjMal’)

whereat Cdli^htly fo rw d);, 
while Cdli^htly f o r f a i t

d erA ta, ia tfb ta  o f

It, ever if ,  whether, oa coaditioa th a t ,  toward

At t e r ,  before., At to o t At, while, uatil

because, diace, At

to ,  do Ad to , ia order to , 
ia order th a t, to  C tv rt)
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SViatch one item in each column according to
meaning.

informal formal formal
1 and   however as
2 but ■ fu rthe rm ore^ consequently
3 so since nevertheless
4 because therefore moreover

- - - For each word or phrase in bold, underline the \
one word or phrase in brackets below that is most i

* similar in meaning.

1 Because it has above-average sales and earnings growth, 
Glaxo is a favourite on Wall Street.
(Since /  Due to /  Therefore)

2 Because of its above-average sales and earnings growth, 
Glaxo is a favourite on Wall Street.
(Since /  Due to /  Therefore)

3 Apple needs to constantly update its product line, in 
order to stay ahead of other consumer electronics 
companies like Sony and Samsung.
(so that I  so as to I owing to)

4 Apple needs to constantly update its product line, in j
order that it can stay ahead of other consumer electronics 
companies like Sony and Samsung. ?
(so that /  so as to /  owing to) I

5 Although the core rate of inflation rose only 0.2% in j
January, analysts are concerned about higher energy costs.
(In spite of the fact that /  In spite of /  So that)

6 Despite the low rise in the core rate of inflation in 
January, analysts are concerned about higher energy costs.
(In spite o f the fact that /  In spite o f I  So that) i

7 Nokia is strong in Europe, whereas Motorola is strong in \
the US.
(as I  though /  while) j

8 Nokia is strong in Europe, although Motorola is giving it 
very strong competition.
(as I  though /  while)

Underline the correct words in italics to make 
grammar rules. The answers to exercise 20.2 will help you.

1 Because /  Because o f is followed by a clause (subject + 
verb), while because /  because o f is followed by a noun or 
noun phrase (no verb).

2 In order to /  In order that is followed by subject + verb, 
while in order to f  in order that is followed immediately bv 
the infinitive form of a verb.

3 Although I  Despite is followed by a clause, while although 
I  despite is followed by a noun or noun phrase.

4 Whereas /  Although introduces something surprising, while 
whereas /  although just compares two facts of equal 
importance and emphasizes the difference between them.

Write words and phrases witSi a similar meaning.

1 because: as /  s____e
2 because of: d_ _ t „  /  as a r______ _ of /  ow „
3 in order to: to I  s_ a„ to
4 in order that: so /  so that
5 although: though /  e_ „  _ though /

in s__ _ _ _ o_ the f____that
6 despite: in spite of
7 whereas: wh___ _

When you finish, substitute these words into the 
sentences in exercise 20.2 and read them aloud. This 
will help you to remember the variety that is available.

Complete the conversation extract below with the 
words in the box. Look carefully at the logic of the
argument.

also because of but so

Yes, people say there's been a lot of damage to US industries 
because of China. 1 _ _ _ _ _ _ _ _  , if you look at the
figures carefully, the situation isn't so bad. Jobs have been lost 
in manufacturing, that's true, but new jobs have been created
in the service sector.2   , the US trade figures
with East Asia aren't that bad. When you look at the whole 
region, the deficit has stayed more or less the same for several 
years. Surprised? I'll tell you the reason -  it's 
3 gl obal i zat i on.  Yes, China has been 
growing, but a lot of that growth is because it assembles 
goods that were previously made in other Asian countries.
4_ ___    , at the end of the day, the US is importing
the same amount of stuff from Asia, but now it's all made in 
China.

Compare the version of the same text below. It is
more formal, and typical of a written report. Complete
it with the words in the box.

consequently due to furthermore however

: t is widely thought that there has been substantial damage 
. to specific US industries as a result of competition with 
China. 1 _ _ _ _ _ _ _ _ _ _  , if you look at the new service
jobs created as a result of trade with China, the actual net
loss in American jobs is marginal. 2_ _ _ ___  , the
US trade imbalance is not as bad as many commentators 
claim. In fact, when we consider the East Asia region as a 
whole, the deficit has remained basically the same -  around 
30% -  for several years. What is the reason for this relatively
stable trade deficit? It is 3.............................. increased
economic integration within the Asian market. China’s
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DEVELOPING AN ARGUMENT *=- UNKING WORDS 1

exports have risen dramatically, but that’s largely because 
Japanese, Korean, Taiwanese and Singaporean corn pan ie 
have been moving their own production to the Chinese 
mainland. 4 , the US is importing a 
similar amount of goods from Asia as before, but the trade 
has a different pattern. Much of the business is done with 
pre-existing non-Chinese trading partners who have simph 
relocated their operations to China.

Complete each example with the best pair o f
linking phrases from the box. Look carefully at the logic 
of the argument

i>—/A / / I (-%r s r ,
XJIJ JptUMI I / /V-/ .As a matter of fact / For instance

In fact / To a great extent On the whole / However

t
coordinated very well.

sales and marketing are not
 ________    , we

should reorganize the department.
2  __  f open source software like

Linux is making a big impact in the world of IT.
, it is unlikely to threaten 

Windows' dominance in the mass market.
3 , she has quite a lot of

experience in the sales area. ,
she worked as a rep in France for two years, going to all 
the trade fairs and speaking directly with customers.

4  __  __________  , quality is not just a technical
and production issue. __ _      it is also
a design issue: products have to appeal to a customer's 
aesthetic sense.

" " Look a t the box in exercise 20.7 and find:

1 two phrases that mean the same as 'Actually':

2 two phrases that mean the same as 'In general':

- - Complete this te x t by w ritin g  the best w ord  or 
phrase from  those in the box. Look carefully a t the logic
o f the argument

as as a result due 
in fact in spite of

g even if finally 
on the other hand

_ n corning decades, a key challenge for countries in the
I euro zone is going to be its aging population.1 _

low fertility rates and a lower mortality rate amongst older 
people, the share of the working-age population will fall from 
around 67% now to just 56% in 2050. This will create 
problems for the tax systems of the countries concerned.

, some people think this is the 
greatest long-term challenge that Europe faces. The reason 
is as follows: governments will have to raise taxes on the 
working population to fund pension systems, otherwise 
elderly people will vote them out of office. This rise in taxes 
can only come from company profits and employees'’
salaries. 3„___ ___ _ ____ _ , companies will have
less money to invest in their businesses and the purchasing 
power of consumers will fall. This will create a vicious cycle
4_ __       it means lower economic growth
and therefore, in turn, less profits and taxes.

What options do governments have?
more women and long-term 

unemployed people take jobs, it will not be enough to solve 
the problem. It seems that there are three answers. First of
all, workers will have to retire later. Next, private pension 
schemes will have to become far more widespread. And
6.___ _ ____  , economies will surely depend
much more on immigration to sustain economic growth. It is 
true that increased immigration has caused social problems
in many countries. But, 7_ _ _    ,
immigrants have been prepared to do work that natives 
won’t do, working for long hours and low pay. And 
immigrants are young, and young people are what Europe
increasingly needs. So, 8_ ____   the
problems, their numbers are likely to grow.

Writing practice
Choose one of these texts: How do multinational 
companies operate in today's global economy? (page 84) 
or In coming decades, a key challenge for countries in the 
euro zone is going to be its aging population, (page 87).

Read the text again several times, then write the first 
sentence at the top of a separate piece of paper.
Write another text beginning with the same first sentence, 
Use your own ideas. Feel free to refer to the rnind map as 
you write.



Developing an argument
Read the dialogue and then study the bullet points below.

A: Have you seen this article about 'peak oik? It seems 
th a t most of the oil in the ground has already been 
discovered, and production in the Middle East is slowly 
declining. It's quite worrying if you stop to think about

S ll l l
B: Obviously you're a pessimist. What about the ability of 

markets to come up with a solution? Look, fo r one 
th ing, as the price of oil goes up, all sorts of other 
energy sources will become economically viable. And 
fo r  another, km sure that technology will help us -  it 
always has in the past.

■ A: But it's different this time. To begin w ith , China and 
India are growing so fast -  just imagine the oil 
consumption if they all had cars like in the west. And 
then there's global warming -  we can't just go on 
releasing greenhouse gases like we do now. We must 
do something about it, o therw ise  it'll be a disaster.

. B: As fa r as China and India are concerned, there's 
plenty of new technology to replace oil: wind, solar, 
tides, bio-fuels, natural gas, Canadian oil sands, fuel cell 
technology, not to mention nuclear. When the cost of 
energy rises enough, they'll all get developed. And it's 
true tha t there may be a problem with global 
warming, but what can we do as individuals? The 
temperature of the world has been changing since time 
began -  think of the ice ages.

A: To be honest, I don't think you're aware of how 
serious things are. Of course there's always been 
climate change, but even so all scientists agree that 
this time it's because of human activity, and the 
situation is getting worse. Unless we do something, 
w e  just w o n 't be able to have the same lifestyle that 
we do now. And there are lots of things that individuals 
can do. Firstly, we can all reduce our energy 
consumption by driving smaller cars and flying ■ 
secondly there are ways to conserve energy in the 
home -  better insulation, that kind of thing.

B: Ironically, you are the one who flies all over the world 
on exotic holidays. But as regards energy conservation, 
yes 1 do agree w ith you. In general we should try to 
consume less energy, a lthough  I still think it's higher 
prices that will make people do that, not their veeo 
conscience.

A: By the  way, on the  subject o f . . 
have you heard that there's a ne 
near the university? Api ■

1 In the dialogue there are linking phrases that allow the 
speaker to make a personal comment. Examples are: it 
seems that, obviously, to be honest, ironically and apparently. 
Find these words in the text and check their use in the 
mind map.
There are also linking phrases in the dialogue that allow 
the speaker to make two related points. One example is: 
for one thing ... and for another. Can you find two more 
examples?
Another important technique for developing an 
argument is to first concede a point (yes ...), and then 
dismiss it (... but not in this case). One example in the 
dialogue is: it's true that ... but .... Can you find one 
more?
A related technique is to first generalize, and then 
qualify (limit) your generalization. There is one example 
-  can you find it?
There are also two examples of structures that a 
grammar book would call 'conditionals', in other words 
saying what will happen in certain circumstances. Can 
you find them?
In relation to formality, all the language listed in the 
mind map under 'Making a personal comment' is 
informal (conversation and emails) and everything else 
is slightly more formal (careful speech, meetings, 
presentations, reports, etc).

I C o n tra d ic to rv  o o in tsi *  » -

Any speaker or writer who is developing an argument has 
to show that they have considered several points of view, 
including those that go against their own argument. In real 
life things are not black and white and there are exceptions 

\ to any general rule. By dealing with these contradictory
points you demonstrate more complex thought, and the 
listener is more likely to be impressed and persuaded. In a 
business report or university paper this style is expected.

In the dialogue above you saw some examples of this kind 
of language: the phrases for 'Conceding a point but then 

I dismissing it' and 'Generalizing and then qualifying'. There
j is an additional branch of the mind map that lists eight
j common lexical structures for discussing contradictory
j points. They are all fixed expressions: use them exactly as
I they are here.
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Oa th e Of\E k^Uhd ... 
b et ot% the ocher ...

A t  f i r A  ... but A the ta d  ...
A t the t i p i  ... but ia ra tro A e e i ... 

A theory ... b a t ia a r r e t  ice ...
Oa |i4fr£r ... b at ia reality...

Oa th e ru r4Ace ... but dee& doma ...

lladcr aormO etrcoiatieacet ... 
b at ia the cw rraat AtiAatioa ...

fa the bliort term  ... 
b at ia the loa^ term  ...

i t  i t ' l l  erobahly mcaa th a t ... 
Oe wMASt, ,.M otherwise ...

Ualetb ... j i t  OIH*

YoiA k m rd  4&M &khk^]f U A  or-2. t - c t  P . ra

It >&eiMb ti ia t . A eetrta tly

O s ro o ta y j i# Or cto h / r t  f b t t t i b  tryi

I a 4-Act, tiraay eiy  taototfrt 
SSeliavt i t  or r o t

tlo-oi-OO,^ §» ©bvioo t r  t i t k t O /
Clearly, ObvioiOly

U czJ  E t d  O rrA r.f.t
rtaartaiVy Luckily ? UfvhortUA&telv, iAdiy

j^AyiiMj totutt yott reAlly tSiir%k
Jo  be bowatO FnsAkty

J«4yffyj ^omtt-kkmjj GDfiftdeivtiAl
fStCrtea yow aad ate.

H eart doaA rey eat tb if b at ... j

O ' f c t r  f
Ho$se4ully> AsottiaylYi 

Iroaicaltyj UaderrmiOrWyj 
FVedici&bly, Rre^UM&bly*

xieo  reSoxeA ycdivfct
Firrtiy ... aad teeoaefly ...

Id herjla with ... tad. tne#v.
t o r  o re  ihifMf ...

, -r.d a j o  a a o A t r

la th e  C ir r i  fslact .... • ^
aad tb ta  oa to$* o+’ t h a t  ... .

C&aOadiioi A | ;o irA f b«0;
-fcitaa o i^ ib O ir r i  io  «

A t  t i r e  tbat ... bat ... J
0 4  course ... ba t eve* ro ... :;

Certasaly ... however ...
Admittedly ... bat atvtrilitlett ... C-forM&D

C[:i>.’3 .rr~ jiz i& j Aftd -Bisa ^ U A ti- fy ii^
la iitaerrj ... Although ...
Oa the whole ... bat ...

#  la wort carer ... however ...

,'Vf'..c4',s ,:» t r ' . ; , i s  oC
o b je c t '  i«\, Adv&Ace.

A t nrytrdt ...
Retard tat ...

At +kr at ... A c©*cer*ed
la reletioa to ... Ĉ tî htly CoriM&t')

With retereace to R CCbm^D

i:Zkss~.qh,’::] " . i t  ‘SXf.K

Ay the rimy .. . j
faeisdeateJI-y, Crlightly ForMaO

"fkllciae eboiAt ...
Oa aO ’-tsject ot ...
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1 Pew©

. w j)-e ), noticing the phrases in italics.

a) For one thing it's too expensive, and for another the 
design is quite old-fashioned.

b) 4s far as the press conference is concerned, we need to 
reassure everyone that the situation is under control.

c) Yes, all our jobs are going to be at risk if the merger goes 
~ through. Incidentally, did you manage to get any tickets
for the game on Saturday?

d) In general her decisions about marketing strategy are very 
good, although on this occasion I think she has overlooked 
the importance of the Internet.

e) Of course Silvia has a lot of experience in this field, but 
even so I think the project is too big for just one person.

Now match each phrase in italics above to the one 
below with the closest meaning. Write the sentence 
letter in the box.

1 By the way, ... □
2 As regards ... □
3 Admittedly , but nevertheless ... □
4 On the whole , but ... □
5 In the first place ... , and then on top of that ... □

Say sentences a)-e) aloud with both alternatives.

21.2 Fill in each gap with a word from the box. Several
answers may be possible, but one solution uses all the
words in an appropriate way.

^Actually Amazingly Presumably Clearly 
Frankly Ironically Predictably Unfortunately

1 A: Can you help us with this email? It's written in Spanish. 
B: _ — I ' m Brazilian, so I speak

Portuguese not Spanish. But I'm sure I can help you.
2 The trend in IT is for software and data to migrate from

the individual PC to the network.   __     ,
this is quite like the situation with mainframe computers in 
the seventies and eighties.

3     , we can get the information quite
easily from Google. But I haven't actually looked for it yet.

4 _ _ _ _ _ _ _ _ _ _  , the original 19th-century London
Bridge is now in the Arizona Desert! It was sold in 1962 to 
an American oil millionaire, dismantled, and then 
reassembled brick by brick. It is now a major tourist 
attraction.

5 Hello? Is that Melanie Bryant? Yes, it's about your order.
_  _ _ _ _ _ _ _ _ _  we're having some problems
processing your payment. Can you check at your end to 
make sure it's been authorized?

6 A: They say they can deliver the materials by the end of
the month.

B: _ _ _ _ _ _ _ _ _ _ _  , I don't care. We've already
had one bad experience with them and I think we 
should look for another supplier.

7 _ _ _ _ _ _ _ _ _  , if they want a tailor-made
version, they'll have to give us detailed specifications. I'm 
sure they know that.

8 Cadbury Schweppes announced a cut in its expected
earnings on Monday. _ _ _ _ _ _ _ _  _ , the whole
food and beverages sector saw lower share prices 
following the announcement.

Complete the text w ith  the structures in italics.
Note that they all need two gaps.

As far as ... is concerned ... Firstly ... Secondly ...
Unless ... it w ill... In most cases ... b u t...

It is true tha t... however ...

1....      Spain represents only 2% of
global GDP, _ _ _ _ _ _ ______ it has produced
some multinationals that are major players on the global 
stage. What are the reasons for this success?

 _ _ _  , they have focused on what they
do best: large-scale operations. Examples include 
Telefonica (telecommunications networks), Repsol and 
Iberdrola (energy) and Ferrovial (infrastructure).

. _ _ _ _ _ _ _ _ _ _ _  , they have made significant
moves into Latin America, taking advantage of the 
common language and culture. Banks like Banco 
Santander and BBVA have been very active in these
markets. 3   ___ these success stories
have been large, publicly listed companies,
 ______ __ _ _    some family-owned firms have
also done well. Examples include Freixenet, the leading 
exporter of sparkling wines to the US, and Inditex, the 
owner of the Zara clothing brand.

4_ _ ____ ___________ the future
  __ , competition is going to get
tougher. By concentrating on Latin America, Spanish 
companies have already picked the ‘low-hanging fruit’. 
There are some major challenges ahead, especially in
terms of top management. 5____________  these
companies develop more senior executives with 
international experience, _ _ _ _ _ _ _ _ _  be
difficult to expand into the rest of the world.
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z i-4  Review some conditional structures. Fill in the 
gaps with these words: in case, otherwise, provided 
th a t unless, whether.

1 _ _ _ _ _ _ _ _ _ _ _ _ _  we have managers with
international experience, we won't be able to compete in 
the global marketplace.

2 _ _ _ _ _ _ _ _ _ _ _ _  we have managers with
international experience, we will be able to compete in the 
global marketplace.

3 We need managers with international experience, 
_ _ _ _ _ _ _ _ _ _ _ _  we won't be able to compete
in the global marketplace.

4 Our ability to compete in the global marketplace depends 
on _ _ _ _ _ _ _ _ _ _ _  or not we have managers
with international experience.

5 We need to start recruiting some senior managers who
speak Spanish, _ _ __  one day we
want to enter the Latin American market.

Answer these two questions, choosing from the 
nd phrases In Italics In exercise 21,4:

1 Which one means the same as all of these: on condition 
that /  as long as i  i f  and only if?

2 Which one is used in almost the same way as if, but (i) it is 
more common when there is a choice between two 
possibilities, (ii) it is more common when the word or is 
also used and (iii) it is used before an infinitive (so NOT I 
can't decide #  to go to the conference)?

z i.b  Look at the sentence in the box, and In particular
the form of the words in italics.

If we recruit some Spanish-speaking managers, we will be able 
to operate in Latin America.

r follow these instructions:

1 Make the sentence in the box less certain -  it is just a 
hypothetical idea in the mind of the speaker.
If we _ _ _ _ _ _ _ _ _ _ _ _  some Spanish-speaking
managers, we     able to open an
office in Mexico.

2 Make the sentence in the box about the past. The speaker 
is expressing regret because they didn't recruit any 
Spanish-speaking managers.
If we _ _ _ _ _ _ _ _ _ _ _ _  some Spanish-speaking
managers, we _ _ _ _ _ _ _ _ _ _ _ _  able to open an
office in Mexico.

3 Make the sentence about the past again. This time the 
speaker is expressing relief -  they did recruit Spanish­
speaking managers and because of this they were able to 
open the office.
i f  we _ _ _ _ _ _ _ _ _ _ _ _  any Spanish-speaking
managers, we _ _ _ _ _ _ _ _ _ _ _ _  able to open an
office in Mexico.

Remember that all modal verbs are possible in 
conditionals. For example, may f  might could be used in 
1 above to make the result less certain than would.

. ' Choose a phrase from the box to complete each
sentence below. Several answers are possible each 
time, but one solution uses all the words in an 
appropriate way.

At first... but in the end ...
At the time ... but in retrospect...

On paper... but in reality...
On the surface ... but deep down ...

Under normal circumstances ... but in the current situation ... 
In the short term ... but in the long term ...

’ a the one hand 
but on the other

was determined to get it.

the quality is good, 
the price is quite high, 

she was quiet and shy, 
she knew what she wanted and

  ________________ _ Hong Kong Disneyland looks
like it should be a great success, __  . ......... .............  _
it will be a challenge to adapt the Disney formula to such 
a different culture.
_ _ _ _ _ _ _ _ _ _  I found my MBA course very
difficult, _ _ _ _ _ _ _ _ _ _ _  I got used to the
workload and started to really enjoy it.
  _ _ _ ____  we need to establish our
presence in the market and increase the visibility of the
brand, _ _ _ _ _ _ _ _ _  profitability will of
course be the number one objective.
    I would agree with you,
_ _ _ _ _ _ _ _ _ _  I just don't think we can afford
to take any risks. Let's put your suggestion on hold and 
discuss it again in six months.
_ _ _ _ _ _ _ _ _ _ _ _ _  it was difficult to leave my job
at 28 and invest time and money in an MBA, 
_ _ _ _ _ _ _ _ _ _ _ _ _ _  it was the best career move I
ever made.
Note: in the end (#4 above) means 'finally' or 'eventually', 
while at the end refers to the last part of something.

Choose a topic for a short report. If you are a student, 
choose an academic topic related to your course. If you are 
working, choose a typical report from real life. In either 
case, think of something where the issues and arguments 
are quite complex.

Write the report. Feel free to refer to the mind map.
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Read the text and then study the bullet points below; :

Never before has business ethics been such a hot ;
topic. A su ccession  of scandals at major j

corporations like Enron, WorldCom and Tyco caused j
the US Congress to pass the Sarbanes-Oxley Act in ;

5 2002 -  a major piece of anti-fraud legislation. Some ;
people argue that a combination of anti-fraud and ■ !
equal opportunities laws is enough to ensure ethical 
practices, and up to a point, they may be right. After ; 
all, American business does seem cleaner and fairer 

10 ’ these days. Rut on the other hand, these laws only :
come into play after a crisis has occurred, and are 

‘ predominantly concerned with areas like financial I
reporting, contracts and discrim ination. What 

, companies really need is a set of standards and codes j
15 that describe what is ethical and unethical in the wider .

sense of society  and the environment, and that 
prevent problems from happening. Moreover, these 
standards and codes have to be considerably m ore j
effective than in the past. For example, high-level ,

20 managers need to take personal responsibility for
detecting and preventing m isconduct. Likewise, 
whistleblowers lower down in the organization who 
report misconduct must be protected.

From a financial point of view, having a strong 
25 ethical policy can be good for business. Consumers .

' dislike companies that exploit cheap labour in poor I 
countries or harm the environment, and ‘corporate 
social responsibility’ has become a key part of brand 
image. Of course a company’s social audit is still 

32 relatively less important than its financial audit. Rut it 
' is In a sense a victory for ethical campaigners when, ;
■ for example, the annual report of a company needs to 

list its contributions to society in order to keep the 
shareholders happy.

35 Taking all this into consideration, I am '
, convinced that ethical considerations will have a 

growing importance in the company of the future. It is • 
true that government legislation already exists in 
many areas, but certain core values like integrity, - 

40 honesty, fair play, commitment to diversity and j
involvement in the community need extra support. I
They are too general to be created or defended by ! 
laws, yet strong leadership in these areas can set an i 

. example to employees all through the organization. j :

- Look at the words in bold above, and the mind map. 
Find:
-  three structures in the text listed in the mind map 

under Opinions,
-  three structures listed under Focusing.
-  one word listed under Emphasizing.
-  one phrase listed under Concluding.
Notice the linking phrase after all on line 8. It means 'we 
mustn't forget that7. It does NOT mean 'finally'/'at 
last'/'in the end'.
Notice the linking word yet on line 43. It is the same as 
'but despite this'. There is more sense of surprise than 
simply 'but'.
There are five other linking structures that are not in 
bold because they have already been mentioned in 
previous units. Find:
-  one for making a contrast.
-  one for adding another point.
-  one for giving an example.
-  one for saying something already known.
-  one for conceding a point, but then dismissing it.

- Study the Opinions section of the mind map. Notice how
you can vary your language (instead of always writing 1 
think or In my opinion).

At line 13 you can see the phrase What companies really need 
is .... Look under Focusing in the mind map to find more 
examples of this structure.

At line 1 you can see a phrase beginning with a negative 
frequency adverb: Never before has business ethics been.... 
When you focus on never by putting it at the beginning you 
invert the normal subject/auxiliary word order (Business 
ethics has never before been ...). See the mind map for other 
phrases that can be used in this way.

Atiw©rli + coiiiosrdtiv©  iidi©ctiv€i
Look at line 18 considerably more effective and line 30 
relatively less important. Why add the words 'considerably' 
and 'relatively' when the sentence is okay without them? 
The answer is that it makes the comparison more measured
-  it sounds like you have considered the comparison more 
carefully. Adverbs used in this way are:
-  far / much / considerably / significantly / substantially 

(more effective).
-  relatively / somewhat (more effective).
-  slightly / marginally (more effective).
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Developing an argument -  linking 'words 3; Exercises

22-1 Put these phrases in order, from 1 (most careful 
and measured) to 4 (most certain).

a) I believe that ... f j
b) I firmly believe that ... [ j
c) It would seem to me that ... [_J
d) It seems to me that ... f j

Now do the same for this group of phrases, again from 
1 (most careful and measured) to 4 (most certain).

%e) 1 tend to think that ... LJ
f) I feel it is possible that ... [ j
g) I am convinced that ... [ J
h) 1 would argue that ... LJ

22.2  In formal writing you often qualify a general 
opinion so that it sounds more measured. Tick ( / )  the 
phrase from each pair that is more typical of formal 
writing.

1 a Everybody knows that ... LJ 
1b Many people believe that ... [ J

2a Companies tend to ... LJ 
2b Companies always ... LJ

3a All managers ... [ J
3b The majority of managers ... LJ

4a Not everybody believes that ... [J]
4b Nobody believes that ... LJ

5a People always say that ... LJ 
5b Some people argue that ... LJ

6a This may cause problems because ... LJ 
6b This will cause problems because ... LJ

2 2 3  Fill in the missing letters.

1 __ __  a point, this is true.
2 __ _ a sense, this is true.
3 _ a certain e t, this is true.
4 _ „  a limited d_ _ee, this is true.
5 __ _ the b   of my knowledge, this is true.
6 _ _ far _ _ I k_ _, this is true.

22 .4  Rewrite the sentences using W h a t ... is ... to focus 
on the topic. The first example has been done for you.

1 Companies need a set of standards.
What companies need is a set of standards  _ __ 

2 I'm talking about a completely new approach.

3 We want good quality at competitive prices.

4 I would like to have a chance to speak to him.

(Be careful with the next three examples -  a form of do 
is also needed.)

5 I will first give you the history of the project.
What I will do first is give you the his' y  ■ . : -1

6 We mustn't go over budget.

7 We should employ more local staff.

22.5 Rewrite the sentences starting with the 
underlined words.

1 Business ethics has never before been such a hot topic.
Never before has business ethics been such a hot topic,

2 We can under no circumstances accept this deal.

3 This information should on no account be shown to the 
press.

(Be careful with the next two examples -  a form of do 
is also needed)

4 I agree with you only in some respects.

5 We do business without a bank guarantee only on rare 
occasions.

2b:N The phrases in italics are all in the wrong
sentences. Put them back into their correct places.

1 From a commercial point o f view, it is now possible to 
prevent the body's organs from deteriorating. It requires 
very large doses of controversial dietary supplements such 
as human growth hormone, DHEA, antioxidant vitamins, 
glucosamine, Omega-3 and more.

2 From a technical point o f view, anti-aging drugs are going 
to be big business as the 'baby boomer' generation passes 
through retirement.

3 From a legal point o f view, having anti-aging drugs cheap 
and freely available is going to be very popular -  retired 
people make up a high proportion of the voting 
population. .

4 From a political point o f view, anti-aging drugs raise 
important questions. For example, should patients first get 
a DNA test to make sure that they will benefit? And who 
tells them if this test shows they have a high probability of 
dying within the next few years?

5 From an ethical point o f view, anti-aging drugs need 
careful regulation so that they do not expose their 
manufacturers to lawsuits by making false claims.
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Match an informal phrase from Group A with a 
more formal phrase from Group B.

Group A
1 it's a bit more expensive LJ
2 it's more expensive -  but not much more [ J
3 it's far more expensive F I

Group B
a) it is considerably more expensive
b) it is somewhat more expensive
c) it is slightly more expensive

Study the position of particularly and in particular 
in relation to a noun phrase:

Business ethics is a hot issue, particularly fair trade.
Fair trade in particular has become a hot issue in business 
ethics.

Which one of the above could also be used at the 
beginning of a whole sentence?

_ ___________ _ , fair trade has become a hot issue.

Look at these two sentences:

The software is designed particularly for classroom use.
The software is designed mainly for classroom use.
1 Which two of the formal adverbs in the box below mean 

the same as particularly?
2 Which two of the formal adverbs in the box below mean 

the same as mainly?

especially principally predominantly specifically

- ," ; Fill in the gaps using these prepositions: f o r ,  

from, in, in, into, on, to, w ith. Then match a structure 
from the left column with one from the right

1 apart _   j to put it briefly
2_„____ comparison ____ j except _ _
3 _  short j likewise
4 _ _  balance j compared  ____
5 similarly taking everything 

consideration

Complete the text using the linking words from 
the left-hand column in exercise 22.10. Think carefully
about the logic of the argument

1_______________ _____the issue of blocking access
to certain Internet sites by governments, the topic of 
‘intellectual copyright’ is probably the key ethical issue for 
the Internet age. Intellectual copyright refers to the 
ownership of a creative work. If you pay for and download 
an mp3 music file for personal use, that is legal, but what 
about if you then place it on your hard disk for peer-to- 
peer sharing? In the first case, the musicians get paid, in 
the second they don’t. 2_ _ _ _ _ _ _ _ _ _ _ _  , an
author doesn’t get paid if you photocopy their book, and a 
software writer doesn’t get paid if you distribute a pirate 
copy of their program. What about the movie industry?
3  _____ ______ the music and publishing
industries mentioned above, they have been considerably 
more successful in protecting their intellectual property. 
However, as Internet download speeds increase, file 
sharing of movies may also become a possibility.

 _________ __— , it looks like all the
creative industries are at risk from digital technology. Does
this matter? The answer is yes. If musicians, authors,

■ actors, film makers, software writers and others don’t 
receive an income, they won’t continue to work to produce 

. high-quality products. In theory, it is easy to see that this 
* situation is wrong, but in practice it is difficult to persuade'
: yourself to pay for something that you can get for free.
: 5_ _ ___ , it is probably better to have
; some sort of regulation so that everyone pays, otherwise 
; the creative industries will enter a slow decline.

Match these initials to their meanings: eg, ie.

1 for example 2 in other words _ _ _ _ _

You can also write these with full stops: e.g. and i.e. 

Now complete each sentence with eg or ie.

3 Scandinavian countries ( _  Norway, Sweden,
Denmark, Iceland and Finland) tend to be early adopters of 
mobile communication technology.

4 Scandinavian countries ( _ ____ Norway and Sweden) tend
to be early adopters of mobile communication technology.

Re-read the texts Never before has business ethics been 
such a hot topic (page 92) and Apart from the issue o f 
blocking access to certain Internet sites by governments, 
the topic o f 'intellectual copyright' is probably the key 
ethical issue for the Internet age (page 95). This will 
remind you about some issues in business ethics.

Do some Internet research, lype the words 'corporate 
social responsibility' into a search engine.

1 Now write a short report with the title 'Corporate social 
responsibility'.

' '  When you finish (if you are working in a group), read
each others' reports. Have a discussion.
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Here are some facts about trends in the consumer goods 
market:

Study the short texts below; they are alternative ways of 
presenting the facts above.

Version A

1Gonsumers at the high end are . ■
■ premium price for highly bran 

2And at the low end they are ‘trading <
■ little as possible on basic, functional pro

happening all over the world -  leaving the middle in 
decline. 4Between the taro poles lies a vast range of 
ordinary boring products 'that are rapidly losing market •

:4111111111

Version B

^ 1  over the world, consumer m ai. . : - 
high end and a low end -  leaving :
2At the high end, consumers are ‘trading up 6 paving a

' premium price for highly branded, lus . ■ ■ .
:A nd at the low end, they are ‘trading down’, spending as 
■ ■ ■ ■ . >asic, functional products. ^Between :

the two poles lies a vast range of ordinary boring j 
■.■■■a. ■ . ■ , losing market share. i

Version A is not so easy to follow. Why?
-  Sentence 1 presents an idea, but we have not been 

prepared mentally with any context and so the 
paragraph begins too suddenly

-  2 follows well, giving a contrasting idea.
-  3 is strange: instead of continuing the argument, it 

introduces a new idea ("the middle') half-way through 
the paragraph.

-  4 is strange after 3 (which made no reference to two 
poles).

Version B is better. Why?
-  Sentence 1 introduces the main idea of the paragraph in 

a short, simple way. Further sentences develop this main 
idea rather than adding new ideas.

-  There is a logical movement in the paragraph: the sub- 
topics in 2, 3 and 4 ('the high end', 'the low end', 'the 
middle') appear in the same order as they are mentioned 
in the first sentence.

The introductory sentence in Version B is called a 'topic 
sentence'. It provides a context and summarizes what will 
follow in the paragraph.

All the sentences in a paragraph should relate to one main 
idea. This is called 'unity'. Unrelated ideas in the same 
paragraph produce confusion or complexity. A typical error 
might be discussing advantages and disadvantages in a 
single paragraph, or even discussing more than one 
advantage in the same paragraph.

Version B has movement: the ideas flow clearly and 
logically. In this case, it is because the topic sentence sets up 
the paragraph structure very dearly. Another typical way 
to give movement to a paragraph is by using linking 
words. The left-hand branch of the mind map opposite 
reviews this language area, which is covered in more detail 
and practised in units 20-22.

Read this paragraph taken from the same text.

Consum er behaviour at the bottom end of the price 
: range is changing as well. 2In the past, low-end products 
: were associated exclusively with low-income groups and : 

poor quality 3But nowadays people of all social classes ; 
feel satisfaction when they find a bargain. 4It allows them : 

i to feel that they are in control of their finances. : 
'interestingly as a result of the money saved, they ;

afford a few high-end luxuries. :

it The idea 'the bottom end of the price range' (sentence 1) 
is a key one, and will be referred to again in the 
paragraph. Using similar words could be monotonous, 
and so the writer substitutes the phrase low-end products
in the next sentence. Equally, income groups (sentence 2) 
is substituted later by social classes, and a bargain 
(sentence 3) by money saved.

' But repetition can often work well. It can tie the
paragraph together, give emphasis, and be stylistically 
effective. Note how the words low-end in sentence 2 are 
echoed by the words high-end in sentence 5. This 
produces a sense of closure.

> Note the topic sentence at the beginning that 
summarizes the whole paragraph.
Note the movement: as well linking to a previous 
paragraph (not given here); time sequencing (in the past 
- - but nowadays); interestingly to make a personal 
comment.
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Here are some facts about trends in the consumer goods 
market:

Study the short texts below; they are alternative ways of
presenting the facts above.

Version A

^Consumers at the high end are 
premium price for highly bran
2And at the low end they are ‘trading downy spending w 
little as possible on basic, functional products. T h is  is . 
happening all over the world -  leaving the middle in 

line. 4Between the two poles lies a vast range of 
ducts that are rapidly losing market

Version B

; 1A11 over the world, consumer markets are dhbimg into a
. high end and a low end -  leaving . ■
' 2At the high end, consumers are ‘tra .
: premium price for highly branded, h n  ■ ■ ■

■ ■■ md, they are ‘trading down5, spending as
little as possible on basic, functional products. "'Between, 
the two poles lies a vast range of ordinary, boring

'■ ■■ . losing market share. ;

Version A is not so easy to follow. Why?
-  Sentence 1 presents an idea, but we have not been 

prepared mentally with any context and so the 
paragraph begins too suddenly.

-  2 follows well, giving a contrasting idea.
-  3 is strange: instead of continuing the argument, it 

introduces a new idea ('the middle') half-way through 
the paragraph.

-  4 is strange after 3 (which made no reference to two 
poles).

Version B is better. Why?
-  Sentence 1 introduces the main idea of the paragraph in 

a short, simple way. Further sentences develop this main 
idea rather than adding new ideas.

-  There is a logical movement in the paragraph: the sub- 
topics in 2, 3 and 4 ('the high end', 'the low end', 'the 
middle') appear in the same order as they are mentioned 
in the first sentence.

The introductory sentence in Version B is called a 'topic 
sentence'. It provides a context and summarizes what will 
follow in the paragraph.

All the sentences in a paragraph should relate to one main 
idea. This is called 'unity'. Unrelated ideas in the same 
paragraph produce confusion or complexity. A typical error 
might be discussing advantages and disadvantages in a 
single paragraph, or even discussing more than one 
advantage in the same paragraph.

Version B has movement: the ideas flow clearly and 
logically. In this case, it is because the topic sentence sets up 
the paragraph structure very clearly. Another typical way 
to give movement to a paragraph is by using linking 
words. The left-hand branch of the mind map opposite 
reviews this language area, which is covered in more detail 
and practised in units 20-22.

Read this paragraph taken from the same text.

; 1 Consumer behaviour at the bottom end o f the price 
range is changing as well. 2In the past, low-end p ro d u ct 
were associated exclusively with low-ii - . ;' ■ - . ■.

' poor quality. 3But nowadays people of al .
feel satisfaction when they find a bargain. Hi allows them 

: to feel that they are in control of their ' - v
Hruerestingly, as a result of the money saved, they 
typically then .feel able to afford a few high-end luxuries.

• The idea 'the bottom end of the price range' (sentence 1) 
is a key one, and will be referred to again in the 
paragraph. Using similar words could be monotonous, 
and so the writer substitutes the phrase low-end products 
in the next sentence. Equally, income groups (sentence 2) 
is substituted later by social classes, and a bargain 
(sentence 3) by money saved.

' But repetition can often work well. It can tie the 
paragraph together, give emphasis, and be stylistically 
effective. Note how the words low-end in sentence 2 are 
echoed by the words high-end in sentence 5. This 
produces a sense of closure.
Mote the topic sentence at the beginning that 
summarizes the whole paragraph.

- Note the movement: as well linking to a previous
paragraph (not given here); time sequencing (in  the past 

- but nowadays); in terestingly  to make a personal 
comment.
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Writing paragrap i

23.1 Read the paragraph and then answer the 
questions.

1A good example of trading up’ from the middle market is 
Olay made by Proctor and Gamble. 2ln the 1980s, Olay had 
just one form and sold at an everyday price in a standard 
bottle. 3But today it occupies a whole section of the store 
and sells at a premium price. 4P&G have developed the 
brand in two ways. 5Firstly, by product diversification (fac . 
or body, cleansing or moisturizing, vitamins, sun protection, 
anti-ageing, etc). 6Ihe  act of deciding which item in tf ■■ 
range is right for you takes you one step closer to a decisk 
to purchase. 7Secondly, by using a huge advertising budget 
to associate the brand with positive feelings. 8When - 
woman is applying the product, she feels she is going to be 
beautiful today.

Write the sentence number/s which shows

a) the topic sentence for the whole paragraph: [ j
b) another sentence, like a topic sentence, that introduces 

the second part of the paragraph: [ J
c) movement by using a time contrast: [J LJ
d) movement by listing points: [ J  [ j
e) using a follow-up sentence to develop the idea in the 

previous sentence: [ J  LJ

Finally, read the two opinions below and decide which 
one you agree with. There is no 'correct' answer -  the 
aim is just to think in detail about paragraphing.

Opinion 1 At eight sentences, this paragraph is too long. It is 
difficult to follow the argument. It would be better to start a 
new paragraph at sentence 4 -  after all, this is like a second 
topic sentence.
Opinion 2 The length is not a problem as the paragraph 
shows 'unity' -  all the sentences relate closely to the main 
topic introduced in the first sentence. Making a new 
paragraph at sentence 4 would be a mistake -  it would break 
up the movement and logic of the argument.

23.2 Read the paragraph. The topic sentence (a
question) is missing.

 ....  ? At first sight, this would seem
impossible. High-end shoppers and low-end shoppers are 
rarely seen in the same store, and the strategy certainly is 
risky and difficult. But a small number of retailers are making 
it work, and examples are Costco in the US and Aldi in 
Europe. These are ‘treasure hunt’ stores. The money you 
save on the majority of your purchases you can spend on a 
luxury treat -  like a nice bottle of wine or a special cake.

! Mow tick ( / )  two good topic sentence from 1-3 below. 
One follows the principle of 'substitution to avoid 
monotony' and one of 'repetition for stylistic impact'.

1 Is it possible to combine all segments of the market under 
one roof?

2 Is it possible to be a success in the mid-market?
3 Is it possible to sell to high-end shoppers and low-end 

shoppers in the same store?

Here are some figures fo r sales increases last yean

France 4.5% Hungary 8%
Germany 4% Poland 7.5%
UK 3%

These basic facts can be described in different ways. Look at 
topic sentences a)-c). They set up the movement in the 
paragraph in different ways.
a) Sales were strong across all key European markets last year.
b) Sales increases last year were significantly lower in 

established markets than in the new markets of Central 
Europe.

c) Sales increases last year were much more impressive in the 
new markets of Central Europe than in established markets.

Now write one of the letters a-c in each box below. The 
text after the arrow shows how the paragraph
continues.

1 □  • Poland and Hungary both had significant increases, 
with 7.5% and 8% respectively. However, in the rest of 
Europe the figures were disappointing, at 4.5% in France, 
4% in Germany and just 3% in the UK.

2 [J j Hungary and Poland had the highest increase, with 
8% and 7.5% respectively. But other markets also showed 
positive growth. France had gains of 4.5%, Germany of 
4%, and the UK of 3% .

3 [  j • The poorest performance was seen in the UK, with 
growth of only 3%. Germany and France were also weak, 
with increases of just 4% and 4.5%. However, in Poland 
and Hungary gains were far more impressive, with 
increases of 7.5% and 8% respectively.

When you have checked your answers, note:

■ There is a difference of emphasis in all three paragraphs 
(different countries, positive vs negative, etc).
The idea lower' in topic sentence b is a key one. It is 
referred to again later in the paragraph with the words 
poorest and weak. This is an example of 'substitution to 
avoid monotony'.
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Soybean prices will stay high.
China and India import a lot of soybeans.
The cultivation of soybeans needs hot summers and a lot of 
water.
Soybean farming in Brazil is destroying the rainforest.

Write in the boxes the sentence numbers that form a 
paragraph to describe the facts above.

□  - □  ' L ;  - □  □
1 Soybean prices are likely to stay high for years to come. 

There are several reasons for this.
2 Then, on the supply side, it will be difficult to increase 

worldwide production much beyond current levels. Why is 
this?

3 On the demand side, both China and India buy large 
quantities of soybeans on world markets, and this is 
certain to continue in the future.

4 In addition, there is pressure on land use in Brazil, the 
biggest producer, because of the potential impact on the 
rainforest if more land is converted to soybean farming.

5 First, the cultivation of soybeans requires a combination of 
hot summers and the availability of water, and not many 
countries can provide this.

When you have checked your answers, note:

There is movement in the paragraph -  the contrast 
between the demand side and the supply side.
There is also some secondary movement -  the listing of 
two supply side factors.
The word cultivation is substituted later with the word 
farming. This is an example of 'substitution to avoid 
monotony'.

Here are some facts:

Review exercise 23.3, including the notes in bullet points 
at the end. Then cover the second part of the exercise 
with a piece of paper so that only sentences a)-c) are 
showing. Write three separate paragraphs, beginning with
a)-c).
Uncover the original at the end and compare. But it is not 
a memory exercise -  your version may be quite different, 
and perhaps better!

Repeat the exercise: write the sentence numbers 
to form a paragraph. The paragraph refers to the same
facts as in exercise 23.4.

: j  l : ~ □  c  T
1 Over recent years China and India have been buying large 

quantities of soybeans on world markets, and this is 
certain to continue in the future. Demand will stay high.

2 The result of all these demand and supply pressures is that 
soybean prices are likely to stay high for years to come.

3 First, the cultivation of soybeans requires a combination of 
hot summers and the availability of water, and not many 
countries can provide this.

4 Second, there is pressure on land use in Brazil, the biggest 
producer, because of the potential impact on the rainforest 
if more land is converted to soybean farming.

5 At the same time there are supply side problems: it will be 
difficult to increase worldwide production of soybeans 
much beyond current levels. Why is this?

When you have checked your answers, note:

The topic sentence in this paragraph comes at the end as a 
conclusion, not at the beginning as an introduction.

Finally, note that all the examples in this unit have been 
written text. But the 'facts' in the boxes in exercises 
233  and 23.4 could be PowerPoint slides, and in this 
case the text would be a spoken presentation.

' Review exercise 23.4, including the notes in bullet points 
at the end. Then cover 2-5 with a piece of paper, so that 
only the box of facts and sentence 1 are showing. Write a 
paragraph beginning with sentence 1.
Again, uncover the original at the end and compare. 
Review exercise 23.5. Cover 2-5 with a piece of paper so 
that only sentence 1 is showing. Write a paragraph 
beginning with sentence 1.

■ Again, uncover the original at the end and compare.



Below you will see an American-style resume /'rezjuimei/ (often written with accents: 
resume). Its key features are: one side of A4 only focus on achievements (what you have 
actually done) as well as skills and responsibilities, no 'personal' information. European- 
style CVs are longer, and can include other things such as personal interests, 
courses / conferences attended. After looking at the resume, refer to the mind map.

PERSONAL DETAILS
Name; Paulo Cannara
Address: Via Carlo Scarpa 51, 20425, Milano, Italy 
Home telephone number: ++39 12345673 
Mobile telephone number: ++39 9376543210 
Email: paulo.cannara@yahoo.com 
Nationality: Italian

Summary: I have a degree in Economics from Bocconi University, Milan and am looking for a position 
in the Corporate Finance department of an international company. Since graduating I have been working 
in a small company in Milan offering financial advice to private clients. I am now looking for new 
challenges to develop my career in the financial area.

PROFESSIONAL EXPERIENCE

June 2011 -  now. Assistant Portfolio Manager, Studio Bartolim, Milan

Since finishing my studies at university I have been working in a small Milan stockbroker firm.! assist the 
Portfolio Manager in a wide range of tasks, including doing research into different financial instruments 
to reduce the risk of customers’ positions. My responsibilities also include handling telephone calls from 
clients and writing monthly reports.

Key achievements:

~ As a result of the financial instruments I recommended, our clients’ portfolios grew by an average 
of 8% last year, despite the fall in equity markets.

-  I helped to develop a new E-trading platform at Studio Bartolini. This was given a customer 
satisfaction rating of ‘Excellent’ or ‘Very good’ by 84% of clients.

EDUCATION

Now 2011 -  May 2011, Postgraduate Diploma for Financial Operators, Bocconi University, Milan

This course covered fundamental analysis, technical analysis and pricing techniques for equity, bond 
and derivatives markets.

Sep 2011 -  June 2011 Degree in Economics and Business Administration,
Bocconi University Milan

I graduated with a final mark of 78%. My specializations were in Corporate Finance and Financial 
Markets. My final dissertation was on IPOs in the Italian market.

Key achievements:

-  1 was a member of the university basketball team. We won the Italian University League in 20XX.

SKILLS
Languages: fluent in English and good level in French.
IT: good knowledge of all components of Microsoft Office.

REFERENCES
Available on request

mailto:paulo.cannara@yahoo.com
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Study the list of personal qualities below. You can
use some of these ideas in your CV, or in an interview.

active and dynamic approach -  gets things done 
comfortable with demanding sales targets 
creative problem-solver
critical thinker -  strong analytical skills 
detailed and precise; conscientious and thorough 
determined and decisive 
effective project coordinator
emotionally mature and confident -  a calming influence 
entrepreneurial and proactive 
excellent interpersonal skills -  good communicator 
financially smart -  good knowledge of accounting systems 

and principles 
focused on quality and optimizing performance 
good researcher -  creative and methodical 
good team-player -  adaptable and flexible 
high level of technical competence in ... 
high standards of honesty and personal integrity 
innovates and makes things happen 
methodical approach to planning and organizing 
positive attitude -  seeks and finds solutions to challenges 
proactive -  anticipates and takes initiative 
reliable and dependable in meeting objectives 
results-oriented -  all decisions are determined by how it 

affects the bottom line 
self-aware -  always seeking to learn and grow 
self-motivated and self-reliant
strong drive -  energetic and positive outlook which often 

inspires others 
task-oriented -  good at identifying problems, finding 

solutions and implementing them 
uses initiative to develop effective solutions to problems 
well-organized; good planner; good time-manager

Which of these qualities would you use to describe;
a) a real person who has recently been your boss?
b) a real friend or colleague who you admire?
c) yourself? 

Can you add any other personal qualities?

Study the list of action verbs below. You can use
some of these ideas in your €¥f or in an interview.

analyse (sales data)
carry out (processes and procedures)
complete (projects on time and on budget)
control (quality)
coordinate (complex projects)
deal with (customers, both internal and external)
deal with (suppliers, partners and associates)
design and develop (new procedures)
determine (direction, policy and strategy)
develop and coach (other people)
increase (sales, website hits)
initiate (changes in work practices)
investigate (reasons for customer dissatisfaction)
listen to, understand and help (colleagues)
make decisions (and implement them)
monitor, record and report (sales data, test results)
negotiate (deals)
operate (equipment and tools reliably and safely) 
plan (budgets)
research and explore (new markets) 
solve (problems and challenges) 
supervise and direct (staff working under you) 
work effectively (in a team)
work under pressure (and meet demanding deadlines) 
write (reports)

Which of these activities have you done:
a) in your previous job?
b) in your current job? 
You can include part-time work.

Prepare a GY /  Resume.

Use the ideas in this unit to help you prepare a 
one-page resume or two-page CV.
Show it to a colleague /  friend and ask them how it could 
be improved.
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- GW RESUM E) I JOB INTERVIEW

24*4 First read these typical interview questions.

1 Tell rne a little about yourself.
2 Why do you want to leave your current job?
3 What attracted you to this company?
4 What qualities or experience do you think you would 

bring to this job?
5 What would you find most difficult about this position? 

How would you handle that challenge?
6 As you look back on your life and career so far, what 

achievement has given you the most satisfaction?
7 How would other people in your present company 

describe you as a colleague?
8 What are your strong points?
9 And what are your weak points?

10 How do you deal with criticism and direction?
11 In career terms, where do you want to be in five years 

time?
12 So, finally, why should we hire you rather than one of the 

other candidates?

Now choose one of the questions above to match with  
each reply below. Write the question number in the 
box.

a) LJ - 'It doesn't allow me to grow professionally and I 
want more challenges.' (also practical things like distance 
from home, job security.)

b) F I - Don't talk too much: it's a warm-up question.
Cover your origins, education, work history and recent 
career experience.

c) [ J  'Maybe I am a little too perfectionist.' /  'Perhaps I 
worry too much about deadlines.'

d) LJ ' 'I welcome it and listen carefully, particularly if it 
allows the team to operate more effectively and produce 
better results. It is necessary in order to learn and develop.'

i i  ici i pi dCiiStf d ju u  ii iie i view. iniS iS USei ui iu i eve iyu i le —

even if you are not thinking about applying for a new job 
right now.

Prepare the roleplay.
1 Think of a job that you might apply for in the future and 

write it below. If you cannot think of anything, then 
imagine that you are applying for the position of your 
current boss (even if you only do part-time work). 
_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _  (position)
_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _  (company)

2 Fill in the gaps in the box below with your own 
information. You will be asked these questions.

Education
I see that you have a degree in _ _ _ _ _ _ _ _
(subject) from __ ____ _ (name of institution).

Which part of the course did you enjoy most? Why did 
you like that subject?
Did you do a project in your final year? Can you tell me 
about that?

Current job
(Use a part-time job if necessary, and use a recent job if
you are a student or unemployed.)
I see that you work as a ___   (position) in
_ _ _ _ _ _ _  (company).

• Can you tell me a little about the company? What 
exactly do you do there?

.. What personal and professional skills have you 
developed?
What was your most important achievement?

■ How have you kept up-to-date with new developments 
in your field?

' Why do you want to leave?

3 Review the questions in the box above and the twelve 
questions in exercise 24.4. Plan how you personally will 
answer these questions. Your replies should be natural and 
comfortable for you, and may be very different to other 
people's replies.

Roleplay
Give this book to a colleague /  friend and ask them to
interview you. The interviewer should follow this
sequence:

'Tell me a little about yourself.'
The questions in the box above.

. Questions 3-12 from exercise 24.4.

iisI
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1 You are going to listen to an interview with Karl, a venture 
capitalist How do you think he answers the questions below?
1 What kind of start-up is a venture capital firm looking for?
2 What role does a venture capitalist have in the management of a 

startup?
3 Suddenly a start-up is bought by a larger company. How do 

people react? Are they happy?

AT Mow listen to the interview and compare your ideas 
with the real answers.

3 m  Are these statements true ( i j  or false (F)? Try to 
rejnember what Karl said, then listen again to check.
1 Venture capitalists are usually interested in long-term investment. 

T /F
2 When a VC sells a start-up to a larger company, it is called a 

'trade sale'..! /  F
3 Venture capitalists are typically interested in firms in the IT and 

biotech sectors. T /F
4 In the pharmaceutical sector most start-ups want to become 

stand-alone companies. T /F
5 It's easier to take a technology start-up to an IPO in Europe than 

in America. T /F

Read the listening script (page 109) and make notes on 
what Karl says about the following topics (maximum ten 
words each). When you finish, discuss the general issues 
with some colleagues.

the kind of start-up company that a VC is looking for
why large companies are interested in buying successful start-ups
why it's difficult in Europe to do a technology IPO

break-through innovation important discovery / new product 
culture shock negative feelings of surprise when people move 
to a different environment
exit strategy way to end involvement in something 
founders people who establish a start-up 
growth potential opportunity or ability to get bigger 
IPO (Initial Public Offering) process of issuing shares for the 
first time (when a privately-owned company becomes listed on 
the stock market)
milestones important events in a company's development
road map plan for moving from the present situation towards
one or more key objectives
serial entrepreneurs founders of several start-ups
stake amount of investment
stand-alone independent, not part of something else
start-up new company, often with higher risk and higher
potential return on investment
venture capitalist (VC) outside investor who provides money 
for financing start-ups. VC can also mean venture capital.

Reao statements 1-4. What is your opinion? Write 'Agree' 
or 'Disagree' in the column headed 'My opinion'.

My opinion Lara's opinion
! Having a 'Suggestions _ _ _ _ _  _ _ _ _ _

Box' at work is a good idea.
2 Email has made communication _ _ _ _ _  _ _ _ _ _

at work much easier.
3 Positive feedback should be given _ _ _ _ _  _ _ _ _ _ _

publicly as well as privately.
4 Workers in the public sector are lazy. _ _ _ _ _ _

■ A  Wow listen to an interview with Lara about managing 
people. What does she think about the same statements? 
Write 'Agree' or 'Disagree' in the final column above.

Vp Read the questions below. Try to remember what Lara 
said, then listen again to check.

1 What are the three channels of communication according to 
Lara?

2 What name does Lara give to the kind of skills that are important 
for teamwork?

3 Apart from giving positive feedback, what other thing does Lara 
think is important for motivation?

4 What change does Lara want to make in the public sector?
5 What kind of person has vision and sees the big picture?
6 What role does Lara compare to an Admiral?

Read the listening script (page 110) and make notes on 
what Lara says about the following topics (maximum ten 
words each). When you finish, discuss the general issues with 
some colleagues.

■ top-down communication 
bottom-up communication 

• what a CEO should do in meetings
•tie relationship between employees and their leader (the CEO)

acknowledgement recognition
annual review summary of company's results from previous year
cc send a copy of an email to a third party
cover for sb to do someone else's work on a temporary basis
drive ambition and determination
face-to-face in person
humble with low social status
incentive something that makes you work harder
mingle mix informally
simp floor area in a factory where products are made
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Exercises
Read the stages in a typical construction process below, 

ut them in the right order 1-7.
a) Project managers make a retention until they have checked the 

suppliers' work. LJ
b) Put out a tender to suppliers. [ J
c) Select the suppliers. LJ
d) Discuss with the client the number of buildings and the layout, [ f j
e) Suppliers hand over the work to the project managers. LJ
f) Suppliers start work. M
g) Receive proposals from suppliers. LJ

m j Mow listen to an interview with Anton, a project 
manager in the construction industry, and check your answers.

3 $  What aspects of engineering does Anton mention? Try 
to complete the table, then listen again to check.

| MECHANICAL ENGINEERING ELECTRICAL ENGINEERING

Climate services
heating
ventilation

Electrical supply 
transformers to reduce the

high Vo e coming

Utility services 
water supply 
drainage
refuse 2h_____ing
Mechanical transportation 
lifts
3esc.„ ______ s
Safety
sprinkler system

J  materials

into the factory 
Lighting 
level of light
the mix of 6ar __ „  Jal light

and daylight 
the position of the windows
Telecommunications 
7c ling

SA_______ ICS
noise levels

I the listening script (page 111) and make notes on 
what Anton says about the following topics (maximum ten 
words each). When you finish, discuss the general issues with 
some colleagues.

the tendering process
contractors unable to work and claiming compensation 
making a retention

compensation money to cover a loss caused by sb else
crane large machine used to lift heavy things
drainage pipes that take away water and waste liquids
greenfield site rural land not previously built on
knock-on effect indirect result
layout the way in which objects are arranged
Bocal authority governing body of a city, town or district (UK)
penalty clause part of contract that imposes punishment if
certain conditions aren't satisfied
refuse waste, rubbish
retention money owed but not paid until work is approved 
tender formal process by which suppliers bid for a contract

4 interview# w ith  a design engineer
Exercises

Read the stages in the engineering process below. Put them 
in the right order 1-7.
z) The assembly company checks and assembles the parts. LJ
b) The customer supplies a specification. I J
c) The design engineer tests a virtual, CAD-generated piece. LJ
d) The manufacturer machines the parts. LJ
e) The assembly company tests the prototype. [ J
f) The design engineer does initial concept sketches on paper. LJ
g) The design engineer constructs a virtual piece in CAD. LJ

Now listen to an interview with Alex, a design 
engineer, and check your answers.

3 #  Alex explains some technical terms. Read each 
efinition 1-7 and try to remember the term, then listen again 

to check.
1 The piece has to fit into a specified space -  we call that the 

' w ___ __ _ e _ _ _ _ _ _ _ _ ' .
2 The design is 1  That means repetitive and

cyclical.
3 'D f_ _ ___________ _  m means that

the piece can be made easily and cost-effectively.
4 'O -d __  ' is when you end up with a piece

that's much too expensive in every respect -  materials, 
manufacturing costs, design time.

5 'Co Nu _ _ _ _ _  Co
(CNC) means that the machine tool is driven by a computer 
program as it is making the components.

6 T  means the amount of permitted variation.

- Read the listening script (page 112) and make notes on 
what Alex says about the following topics (maximum ten 
words each). When you finish, discuss the general issues with 
some colleagues.

' CAD
design and quality vs cost 

■ building and testing a prototype

batch a group of things that are made together or arrive 
together
CAD computer-assisted design
constraint limitation
mil short form of millimetre
nut small piece of metal with a hole in the middle used to fasten 
things together
screw thin pointed piece of metal that you turn to fasten things 
together
seal something that stops air or liquid entering or leaving 
sketch drawing that is made quickly and without many details 
slot long, narrow opening in a surface 
trade-off acceptable balance between two different things 
welding joining two pieces of metal by heating them and 
pressing them together
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1 Imagine you are the marketing director of a company that 
sells domestic appliances, eg fridges, ovens. Think about the 
following questions and make a few brief notes.
1 Who are your two main types of customer?
2 How can you use existing customers to do market research?
3 How can you get a list of potential new customers?

2 #  Now listen to an interview with Louis, a marketing 
director of a company that sells domestic appliances. What 
does he say about questions 1-3?

W Are these statements true (T) or false (F)? Try to 
remember what Louis said, then listen again to check.

i
1 Americans are more interested in design than functionality. T / F
2 His company is going to stop providing appliances for holiday 

flats because the profit is zero. T / F
3 A facelift happens more often than a restyling. T / F
4 In Europe your social status is judged by your kitchen. T / F
5 If you fill in a questionnaire, people will use your name and 

address to send you junk mail, whether you like it or not. T / F

Read the listening script (page 113) and make notes on 
what Louis says about the following topics (maximum ten 
words each). When you finish, discuss the general issues with 
some colleagues.

. why companies need a wide product range 
' quality in relation to price
• the effectiveness of advertising in increasing brand awareness

appliance piece of electrical equipment that you have in your 
home
built-in  forming part of something and cannot be separated 
drum circular container in a washing machine 
facelift superficial changes that make something look newer or 
better
fitted  made to fit a particular space in a building
wee-standing not fixed to a wall or other support
junk mail advertising that is sent to you, but you did not ask for
opt in decide to be part of something; (direct marketing) give
permission to be sent mail or email
stale old and no longer fresh
status social position
straightforward  clear and easy to understand

§ Interview with a communications 
consultant
Exercises
1 Match the communication tools (1-8) with the definitions 
(a)-h)).
1 lobbying ; a) producing printed material
2 !" ternet advertising b) organized occasion involving many

people
3 outdoor c) when a specific brand is used in a

movie or TV show
viral marketing d) associating a brand with a famous

person
5 event e) trying to influence important people
6 publishing f) using social networks to increase

brand awareness
7 product placement g) using billboards, posters on bus-

stops etc
oo endorsement h) banner ads, pop-ups, pay-per-click

(A? Now listen to an interview with Angelika, a 
communications specialist. Which six of the eight tools in 
exercise 1 does she mention?

Q  Listen again. What does Angelika say about the 
following topics? Complete her sentences.
1 Events 'We've got a big events department, because more and 

more companies want to create _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
with their end-users.'

2 Endorsements 'One way to build a brand is to associate it with 
famous people that consumers believe in and trust. You pay for 
an endorsement and you buy _________
of that celebrity -  it transfers to your product.'

3 Communication 'You need inspiration more than market 
research. You need to understand how to speak to the

    _ _  side of people's brain.'

4 Read the listening script (page 114) and make notes on 
what Angelika says about the following topics (maximum ten 
words each). When you finish, discuss the general issues with 
some colleagues.

' the benefits of events
how communication channels have changed 

, market research

attention span period of time a person is able to concentrate 
brand recognition how well the public knows your 
company / products
end-users last customers in the supply chain 
fragmentation when something breaks into smaller pieces 
in-store displays stands used in shops to promote a product 
outcomes results
peanuts colloquial term meaning 'very cheap'
tour operator company which combines components to create
a holiday, eg a flight plus car hire plus hotel
trade customers people in a supply chain who buy from a
supplier and then sell to another customer or the end-user
wideo dip  short video extract
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7 in terview  w ith  an auditor
Ejiercises
1 What is the role of an auditor? Match 1-6 with a)-f) to 
make a list of auditors' responsibilities.
1 State that financial statements give _ _ _ _ _
2 Audit the way _ _ _ _ _
3 Look closely at big fluctuations _ _ _ _ _
4 Check that the company values _ _ _ _
5 Make sure that internal accounting processes _ _ _
6 Check that the amount for provisions

a) on the income statement.
b) comply with government regulations.
c) is reasonable.
d) a true picture of the accounts of the business.
e) the figures are collected.
f) its inventory properly.

Now listen to an interview with Claudia, an auditor. 
Which one of the above does she not mention?

3 •  Read the questions below. Try to remember what 
Claudia said, then listen again to check.
1 Who do auditors now have to interview?
2 Why might a high price from a supplier be suspicious?
3 What is 'stock taking'?
4 Why do auditors send out letters to customers to ask them how 

much money they owe the company?
5 Why might a company want to put some of its profit into 

'provisions'?

4 Read the listening script (page 116) and make notes on 
what Claudia says about the following topics (maximum ten 
words each). When you finish, discuss the general issues with 
some colleagues.

the main change to auditors' responsibilities since the Enron 
scandal
how to pay less tax (two ways)
her proposals for controlling the 'big four'

alleged stated but unproven
auditor sb who makes an independent assessment of a 
company's financial condition 
comply (with) obey a rule or law 
depreciation loss in value of a tangible asset 
discrepancy variation
kickback bribe or illegal commission (informal) 
offset balance two opposite effects 
outgoing soon to leave a position of authority 
provisions money set aside for a specific reason
receivables money owed to the business by customers 
sourcing finding supplies such as components and raw materials

i wruen companies and sectors to S si vest ism Put the key factors 
I m the correct column.

key price points macro trends a company's balance sheet 
a company's product pipeline the economy 

support and resistance levels

t Bottom-up analysis Top-down analysis Technical analysis

! (m Now listen to an interview with Jo, a portfolio 
[manager in an investment bank, and check your answers.

j ' top Are these statements true (Tj or false (F)? Try to 
remember what Jo said, then listen again to check.
1 Jo's investment bank manages all the capital in the clients' 

pension funds. T /F
2 Jo only manages investments in Japanese companies. T /F

i 3 Jo, as portfolio manager, has a broader view of the market than 
the analysts. T /F

4 If a company issues a profit warning, you should sell all your 
shares very fast. T /F

5 Issuing new shares dilutes the value of the existing shares and so 
always makes the share price go down. T /F

Read the listening script (page 117) and make notes on 
what Jo says about the following topics (maximum ten words 
each). When you finish, discuss the general issues with some
colleagues.

the liaison between client and portfolio manager 
-• what gives Jo's investment bank a competitive edge 

headaches for a portfolio manager

asset management a service offering advice on investments 
bonds long-term debt sold to investors by companies 
commodities products such as oil, coffee or metals 
diluted made less strong by the addition of something else 
diversify (risk) reduce risk by spreading it over different types of 
investment
drivers key factors that cause a situation to change 
emerging (markets) markets in a transitional phase between 
'developing' and 'developed'
equities stocks / shares (which represent ownership of a 
company)
investment bank bank that helps companies by arranging new 
share issues and providing advice 
metrics parameters / criteria used for measuring 
P/e ratio used to measure how cheap share prices are 
portfo lio  collection of investments 
price-io-book ratio ratio used to compare a stock's market 

, . value to its book value
product pipeline products in preparation, but not yet launched
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S Imterwieiv with an H I  director 
Exercises

Line managers and HR managers both play a role in the 
recruitment and appraisal processes. Write 'LUT or fH if next to 
the responsibilities.
Recruitment
1 Prepare a job description _ __ __
2 Make sure legal and ethical requirements are met _ _ _
3 Look at the general personal qualities of the individual _ _ _ _ _
4 Look at the functional skills of the individual _ _ _ _

Appraisal
5 Develop the appraisal tools _ _ _
6 Make sure that the process is identifying future leaders ______
f  Rate functional performance _ _ _ _
8 Monitor that appraisals are carried out _ _ _

2 %  Now listen to an interview with Jurgen, an H i director, 
and check your answers.

3 #  Listen again. What does Jurgen say about the following 
topics? Complete his sentences.
1 Internal candidates '... opportunities for promotion are an 

important _ _ _ _ _ _ _ _ _ _ _  inside the company and
it's important to ___________  _ within the organization.'

2 The interview In the HR interview we are looking for a positive 
personality, a flexible attitude, good team-working skills, and 
other qualities like _ _ _ _ _ _ _ _  and the ability to

3 Performance-related pay 'HR is here to help the business 
_ _ _ _ _ _ _ _ _ _ _  . Bonuses are acceptable if they're
seen to be  _ _  _ _

4 Motivation 'Apart from the tangible  ___ there are
what I would call _ _   _____   motivators/

4 lead the listening script (page 118) and make notes on 
what Jurgen says about the following topics (maximum ten 
words each). When you finish, discuss the general issues with 
some colleagues.

assessing personal qualities in an interview 
performance-related pay 

■ the appraisal process

appraisal formally assessing an employee's job performance
demoralizing making you feel less confident and hopeful 
fast-tracking accelerating the progress of a person's career 
f i t  in integrate successfully
job rotation movement through a variety of roles in the 
organization
matrix organization where people work in a variety of cross- 
functional teams rather than under one line manager 
mindset attitude and way of thinking 
rounds similar stages
track record things you have done in your career 
underperformlng less successful than expected

10 inferwieit# w ith  an IT consultant
Exercises

What do these acronyms stand for? How much do you 
know about them? Make notes.
1 ERP
2 CRM
3 VPN

i 2 #  Now listen to an interview with Jana, an IT consultant 
I and check your answers.

;i Listen again. What does Jana say about the following 
topics? Complete her sentences.
1 IT consultancy 'We offer IT solutions -  software, hardware, 

system _ _ _ _ _ _ _  , maintenance and _ _ _ _ _ _  ,
consulting -  everything.'

2 The paperless office 'A document -  like an email or a letter or a 
legal contract or a report -  is purely in _ _ _ _ _ _ _ _  form
and with document management you can _ _ _ _ _ _ _ _  and
store it.'

3 Industry trends everything is moving to the network -  all 
kinds of data and all kinds of software. At the end of the day all
 __ _ are the same -  just a screen, a
_ _ _ _ _ _  of input like a keyboard, and a connection to
the network.'

Read the listening script (page 119) and make notes on 
what Jana says about the following topics (maximum ten 
words each). When you finish, discuss the general issues with 
some colleagues.

the benefits and risks of CRM
using a document management system
>;ha difference between information and knowledge
The Matrix'

applications software computer programmes designed for a
specific task, eg word processing, accounting
cold call a telephone call to a potential customer that they were
not expecting
downside disadvantage
encryption protecting information by putting it into a special 
code that only some people can read 
flagged up highlighted
IP (address) the IP (Internet Protocol) address is the address of 
every machine connected to the Internet -  it takes the form of 
numbers separated by dots 
log make a record of something
operating system programme that controls all the components 
of a computer system
print-outs printed information from a computer 
stand-alone (package) package that works well on its own 
template pre-defined model 
track follow the progress of something
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KARL I'd like to explain a little about venture capital, and why I 
think the lack of a strong VC sector in Europe is holding back 
our economy at least as far as the technology sector is 
concerned.

INTERVIEWER Very interesting. Bui before you begin, cm you just 
explain how venture capital works -  how it's different to other forms 
of financing like hank loans.

KARL Let's think about the objectives of VC. The aim is to take 
a stake in a small start-up company and then to sell this stake 
at a profit in the future, perhaps three or four years down the 
line. We need a clear exit strategy. We have absolutely no 
interest in keeping our stake for the long-term.

INTERVIEWER So how exactly do you sell your stake? When does it 
happen?

KARL There are two options, either at IPO when the company 
goes public, in which case we will sell to institutional and other 
investors who buy the shares, or in a trade sale, when a large 
company in the same sector buys the start-up, and the start-up 
just becomes a part of the other company. Its name disappears.

INTERVIEWER Is venture capital interested in all start-ups?
KARL Definitely not. Perhaps 95% of newly founded companies 

serve a small local market and will either stay small or grow 
slowly to become medium-sized companies. As venture 
capitalists we're not interested in that kind of company. These 
companies will turn to banks for their financing.

INTERVIEWER So what kind of start-up is a venture capital firm  
looking for?

KARL We're looking for companies with enormous growth 
potential -  with a break-through innovation that will allow 
them to become major players in some specific sector in the 
global economy. Typically these small firms will have their 
origins in some sort of collaboration between university and 
the industrial world, and they are usually found in the IT and 
biotech sectors. This type of firm will have little or no income 
stream -  they are developing a product or a process and it's not 
on the market yet. Or maybe they have just a few pilot 
customers who are working with them to develop the product. 
So they need a source of financing, and that's where venture 
capital comes in. We're prepared to take a very big risk and 
fund the company.

INTERVIEWER And in exchange for this risk?
KARL In exchange for the risk we take a large stake in the 

company -  perhaps 80% of the shares -  and in the future we 
hope to sell these at a large profit. As I said earlier, we need to 
have an exit strategy.

INTERVIEWER OK, so when you get involved you take something 
like 80% of the shares, leaving 20% for the founders of the company.

KARL That's right. To motivate a team of bright guys you need 
to leave them with something like 20% of the company. But 
they are usually very happy with that. Remember that there is 
no money coming into the company -  nothing to pay the bills, 
nothing to buy equipment. Without VC they have no company.

INTERVIEWER OK. So venture capital gets involved at an early 
stage. What role does a venture capitalist have in the management of 
a start-up?

KARL We don't get involved in the day-to-day running of the 
company. As I said, that's not our business. But we're a

majority on the Board, and we want to monitor the growth of 
the company. Initially the most important thing is to get the 
human resources right -  to make sure that the key people in 
the company are the very best. Then the next thing is to define 
the road map for the company, with the important milestones -  
perhaps first a working prototype, then the first customers, 
tilings like that. In fact the venture capital will be released in 
two or three rounds of financing, as different key milestones 
are reached.

INTERVIEWER Then after some years the company grows and you 
get to the point where you want to sell your stake, either as a trade 
sale or an IPO.

KARA That's right. A trade sale is by far the most common. It's 
easier to look for a trade sale. Large, international companies 
are very interested in buying successful start-ups who have 
already done all the hard work in developing a new product. 
It's like outsourcing their own R&D, with no risk. They are 
buying a technology which would have taken them several 
years and a lot of money to develop themselves. In addition, 
they are also buying all those early customers.

INTERVIEWER That makes a lot of sense.
KARL It's a trend that is unstoppable. Large companies will buy 

in more and more innovation. That's how Intel and Microsoft 
grew, but it's also true for biotech. Right now a lot of 
pharmaceutical firms are looking for drugs in phase two of 
development just because their own internal line of new 
products is not enough to fulfil their future needs. In the 
pharmaceutical sector all start-ups are looking to be bought, 
because it makes absolutely no sense to become a stand-alone 
company.

INTERVIEWER So the situation is this. You have a small team of 
smart people working in a start-up. They all know each other and it's 
a very exciting environment. The focus is all on R&D. Then suddenly 
they are bought by a larger company and find themselves dealing 
with bureaucracy, sitting in long meetings and with reports to write. 
How do they react? Are they happy?

KARL Well, of course they are very happy. Remember that they 
will have sold some of their shares as well, and they'll get a lot 
of money for that. It's their reward for all the years of hard 
work. They'll buy a new house and generally take their living 
standard to a new level. But, to be honest, in the case of a trade 
sale I can say that most of the original founders of the company 
will leave within a few years. You're right -  it's a big culture 
shock. They get used to being their own boss and working in a 
company where every minute is dedicated to what is really 
important. They have a lot of difficulty in adapting to a large 
corporate environment.

INTERVIEWER What happens to them?
KARL They often start another new company.
INTERVIEWER So they're serial entrepreneurs?
KARL Yes, that's exactly what they are.
INTERVIEWER So, just to be clear, very few small companies with a 

high growth potential will go on to be a success in their own right, 
through an IPO and a stock market listing. Instead, they'll all be 
bought, and disappear as stand-alone companies. At least in the 
technology area.

KARL Yes, that's the point I was making at the beginning. With 
a service company it might be different. If it has a business 
model that is easy to understand, if it has a good revenue
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stream and the company is already profitable, then it will be 
able to have a successful IPO and go public. They will find 
investors to buy the shares. But in the technology sector 
investors are not ready to take a risk. They see a break-through 
innovation and a bunch of R&D-oriented managers, and that's 
not enough -  they think the only way forward is a trade sale. 
It's very difficult in Europe to do a technology IPO. In the US 
ifs  different -  the financial markets are quite happy to take the 
risk, and many start-ups go on to become world champions. 
That's the reason why they have so many successful companies 
in the technology area.

INTERVIEWER So, Lara, you've had a very interesting careen Nozv 
11 you're the CEO of a medium-sized utility company, but before that 

you were involved in local government, and in fad  you were the 
mayor of your town! What have you learned about managing people? 
Let's begin with communication.

LARA There are really three different channels of
communication. There is top-down, there is bottom-up, and 
then there is also horizontal communication between people at 
the same level -  that's more or less the same as teamwork.

INTERVIEWER Let's begin with communication from the top to the 
bottom.

LARA OK, well things like reports and meetings are obvious.
But we do something else. Every quarter we produce an in- 
house magazine, written by our communications officer, and 
everyone who works in the company receives it. It describes 
the most important developments in the company, it has 
interviews and so on. It's expensive to produce -  80 pages, full 
colour -  but we also send it to important customers, the CEOs 
of other local companies, local politicians and so on. The staff 
of the company get it through the mail at their homes.

INTERVIEWER OK. What about the other way -  communication 
from the bottom to the top?

LARA You have to encourage an atmosphere where people feel 
able to speak freely. You don't want low-level employees to 
think 'the boss is the boss, and I'm going to keep my mouth 
shut'. You have to build an atmosphere of trust. When I became 
CEO do you know what I did? I made sure that I got out of my 
office and spent at least an hour a day just walking around the 
factory and talking to people on the shop floor. I saw how 
people worked, asked questions, asked how we could improve 
things. I think Tom Peters called it 'management by wandering 
around'. It's a bit like having a 'Suggestions Box', but face-to- 
face.

INTERVIEWER A  Suggestions Box is anonymous! This isn't!

LARA But you know people don't really use a Suggestions Box, 
even if it is anonymous. You have to have human contact to 
find out what people think. What other examples can I give 
you? Yes, at the end of the year we have a big meeting with 
everyone in the company which is like an annual review. We 
present the progress of the company over the year, but people 
can also ask us questions. Then a few days later we have an 
event with food and drink, and again the managers mingle 
with the other staff and it creates a good atmosphere.

INTERVIEWER Let's go on to the third type of communication you 
mentioned -  horizontal communication.

LARA As I said at the beginning, this is really the same as 
teamwork. This is very important in an organization. If 
someone is absent from work because of holidays, or illness, 
then someone else has to cover for them. And nowadays more 
and more work is organized according to individual projects -  
people come together as a team for one thing, work on it, and 
then the project ends. The next day they are in a new team for a 
new project. So interpersonal skills are really important in the 
workplace -  even for technical guys. If you want to work alone, 
that's fine, but then you need to be an entrepreneur or a 
freelance professional, not part of an organization.

INTERVIEWER Is there anything else about communication that you 
want to say?

LARA Yes, there is. It's about email. I hate email. It takes much 
more time to resolve the smallest problem. In the past people 
used to sort things out quickly by getting together and talking. 
Now you have to cc everybody about your issues and read 
their replies, and then you have to read all the ccs that you 
receive about their issues. It's crazy. Many people spend two 
hours a day just answering emails. And people now have to be 
much more careful because there is a permanent record. It's 
very bad for communication.

INTERVIEWER OK. Now let's change the topic completely and talk 
about motivation.

LARA I have two things to say about motivation. The first is the 
importance of positive feedback. It has to be given constantly: 
face-to-face, through reports, and of course through the results 
in the figures. But just having the results is not enough -  there 
has to be public acknowledgement and thanks so that people 
feel valued. The second thing is about the importance of 
listening. One of the most motivating things for an employee is 
to have a boss that listens. I love to speak in meetings and 
show how important I am, but that's a big mistake. I am 
important and I will take the decisions. But I have to take into 
account other people's opinions, otherwise they won't support 
me. So in many meetings I just explain the background to the 
situation in two minutes and then leave time for other people 
to speak.

INTERVIEWER You have worked both in the public sector -  in local 
government -  and in the private sector. Public sector employees 
sometimes have a bad reputation -  people say they are less motivated 
because they have their jobs fo r life and have no incentives to perform 
well. Do you think that's true?

LARA You have to change the system in the public sector so that 
people are paid more in relation to results and performance.
It's not easy and it takes a long time. But remember something 
else very important -  not everyone has drive and energy and 
wants to get to the top. Some people are happy to stay near the 
bottom, or in the middle. Perhaps they have other priorities 
like their families or their outside interests. Some people just 
want to do their job and go home and forget about work. That 
doesn't always mean they are lazy. I think that very, very few 
people are deliberately lazy -  everyone can be motivated 
somehow.

INTERVIEWER Thanks. The fina l topic I'd  tike to talk about is 
leadership. In a way it's the other side of the coin. Communication
and motivation are all about listening and empowerment, whereas.
leadership is about strength at the top. I f  you are a leader then I, by 
definition, am a humble follower.

LARA No, no, you can't see it that way. The leader has vision,
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and sees the big picture. Employees like to see that and respect 
it -  it gives them a sense of security, like having a parent figure. 
The sailors on the ship need to feel that the captain of the ship 
knows where he or she is going. No-one wants to sail around 
in circles. But that is not a contradiction with motivation -  it's 
part of the same process. It's motivating for employees to know 
that the boss is prepared to take important decisions, and be 
responsible for them.

INTERVIEWER There's one thing that I've never understood. What 
is the relationship between the Chairman of the Board -  or the 
President as some people say -  and the CEO? You can't have two 
captains o f the ship.

LARA The CEO -  not the Chairman of the Board -  is the captain 
of the ship. The role of the Board is different -  it's to monitor 
and challenge the actions of the senior management. The CEO 
is there on the Board to represent the management team and 
explain their actions. So the Board just checks that everything is 
going well for the share price and the dividends, and it doesn't 
take many initiatives. But that's most of the time, not all the 
time. For very big things, like mergers, acquisitions, strategic 
alliances, entering new markets and so on -  for those things the 
initiative can come from the Board. In those cases the 
Chairman of the Board is the top person. If I use your analogy 
of the navy the CEO is like the captain but the Chairman is like 
the Admiral The Admiral lives on land and just visits the ship 
occasionally to make sure things are going OK. The Admiral 
lets the captain get on and do his job. But when the Admiral 
gives an order, even the captain jumps. The Admiral can send 
the captain to war, and the captain's job depends on the 
Admiral.

itervii
INTERVIEWER Anton, you work in the construction industry as a 

project manager. I'd like to get an idea o f some o f the issues that you 
deal with.

ANTON Yes. First let me give you some context. We build 
factories, warehouses and office buildings, but not residential 
buildings.

INTERVIEWER And you take part in the whole process -  from a 
greenfield site to the finished buildings.

ANTON Yes. We can do all the process or just one part.
Sometimes we have to rebuild an old factory or build a new 
warehouse next to an existing factory. But generally we build in 
an area that has been designated for urbanization -  so there is 
just the land, no buildings, but the local authority has already 
put in all the services. There is a water supply, an electricity 
supply and drains already in the ground.

INTERVIEWER OK, what is the first step?
ANTON First you discuss with your client the number of 

buildings and the layout of the factory. You look at all the 
initial preparation that will be necessary. So, starting with the 
movement of earth and the laying of the foundations, and then 
looking at the different types of engineering that will be 
involved -  the mechanical and the electrical engineering. We 
call all this the 'master plan'.

INTERVIEWER What exactly do you mean by 'mechanical' 
engineering and 'electrical' engineering?

ANTON Let's take mechanical engineering first. You have the

basic structure that sits on the foundations. You need to look at 
the load on the structure -  for example one beam may have a 
crane attached to it that will carry machinery and that beam 
has to be very strong. Then you have the enclosure -  that 
means the roof and walls and doors. We have to consider water 
exclusion, the position of windows for natural daylight, noise, 
access doors, security and so on. Then we have climate 
services. That means heating, ventilation and air conditioning. 
The next thing is utility services. That includes the water 
supply drainage, refuse handling -  including handling any 
pollutants that might be produced -  and also mechanical 
transportation inside the factory so things like lifts and 
escalators. Oh yes, another very important thing is safety, and 
in particular fire safety. We need a sprinkler system, fire- 
resistant materials, we might even have to compartmentalize 
sections of the building if there is a high risk. All that affects 
the insurance costs.

INTERVIEWER Wow -  that's quite a list.
ANTON Yes, and that's just the mechanical engineering. I still 

haven't mentioned the electrical engineering!
INTERVIEWER OK, go on.
ANTON The electrical side of things includes first the basic 

supply to the factory. So we need transformers to reduce the 
high voltage from the grid to the low voltage inside the factory 
and also an electrical distribution system inside the building. 
Then we have lighting -  here we look at the level of light, the 
mix of artificial and daylight, the position of the windows and 
so on. And then we have all the telecommunications inside the 
building -  the cabling that we are going to need for that.

INTERVIEWER Have you missed anything out?
ANTON Let me see. Oh yes, acoustics. That means the

properties of the ceiling, walls and floor that absorb or reflect 
noise. Noise levels inside the factory have to be kept within 
health and safety limits.

INTERVIEWER Well, I've driven past many factories in my life but 
I've never really stopped to think about the work that goes into 
building them.

ANTON It's a very complex operation. All the things I've 
mentioned so far are defined by us working together with the 
client at the beginning of the project. We have a team of people 
working with the client on each of those areas -  they are like 
sub-projects that go together to make the master plan.

INTERVIEWER So what happens next?
ANTON For each of the sub-projects -  we call them 'packages' -  

we go to the market and ask different suppliers to give us a 
price. We put out a tender. We tell them the specifications that 
we need, and they bid.

INTERVIEWER Can I stop you for one moment. You're saying that 
each of the areas that you listed earlier has a separate tender that will 
lead to a separate contractor?

ANTON Yes. Exactly. And we are the project manager. We 
define the project at the beginning and then manage it all the 
way through.

INTERVIEWER And is it a completely open, public tender?
ANTON First of all we make a shortlist of suppliers, because not 

all contractors can do all projects. There's usually around six or 
seven companies on the list. Most of them will put in a 
proposal once they've seen the details of the project and had a 
chance to ask us questions. We need at least three proposals
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before we can confirm that the prices are reasonable. If not, we 
look for more suppliers. After that we select just two, and we j 
start negotiating with just one of these. If this fails, we 
negotiate with the second one. When the negotiations are over, j 
they start work. j

INTERVIEWER I f  sounds very competitive.
ANTON It is. In the construction sector things are very j

competitive. j
INTERVIEWER There must be a lot of planning involved in terms of j

which contractor starts work when. Some packages need others io be I
finished before they can begin, some can work in parallel. j

{
ANTON You've got it. We do most packages in parallel, and we j 

have to coordinate all the different contractors very carefully If j 
we get it wrong, they can claim money from you. \

INTERVIEWER What do you mean?
ANTON If one job is late, it has a knock-on effect. Another jj

contractor is halfway through their work and they can't j
continue. They have their machinery on-site, which they have 
hired, and they have their people, who are expecting to work.
But they can't get on and finish their job because another j
package is behind schedule. So if it's not their fault, they j
charge you. Sometimes it's just a simple question of two teams J 
being unable to physically work in the same space -  one of 
them has to stop.

INTERVIEWER So in the small print of the contract there's a penalty 
clause that allows a supplier to claim compensation from you for their 
lost time.

ANTON Yes, when it's not their fault, that's right. We have to 
pay that. But of course we first go to the other supplier that 
caused the problem and try to charge them for being late. We 
negotiate with both companies about how much to pay and 
whose fault it is.

INTERVIEWER You don't make many friends as a project manager.
ANTON It's very tough, because at the same time we want to 

keep them happy so that they do a good job. j
INTERVIEWER Is there anything else you negotiate about?
ANTON Yes, right at the end, at the point when they hand over 

to us -  we call that the 'reception'. At the reception we make a j 
retention until we have checked all their work. They want to be 
paid the full amount as soon as they finish, but we have to 
check that all the work is OK in case we want them to redo 
something. So we retain some money as a way to control the 
situation, and they don't like that.

INTERVIEWER OK, thanks. I found that very interesting.

INTERVIEWER Could you start off by telling me what you do in 
your job?

ALEX I'm a design engineer, working currently in the rail 
industry.

INTERVIEWER Can you give me an example of the kind of work 
you're doing at the moment?

ALEX At the moment I'm working on a mechanism for
providing power to a train when it's in the maintenance depot. 
It's a special piece that is fitted to the train that allows an 
auxiliary power supply to be attached. The piece has to fit into 
a specified space -  we call that the 'work envelope'. Apart from 
being the right size, the piece will also have slots and holes, 
moving parts that have to work together, and so on. I do all the 
design for that in a CAD package.

INTERVIEWER OK, and this process is presumably the same for 
other industries such as the automobile industry and the consumer 
goods industry.

ALEX It's basically the same, but our engineering process is 
batch production -  we might be producing hundreds of pieces, 
whereas in the car industry, say, it's mass production -  they 
might be producing tens of thousands of pieces. But of course 
every piece of every physical object in the world was designed 
and manufactured by someone somewhere.

INTERVIEWER Right. So the whole thing starts with you and a 
CAD package on your computer.

ALEX The whole thing starts with me receiving a specification 
from the customer regarding the requirements for the 
particular project. I do an initial design and then there is a 
degree of refining within the given parameters of dimension, 
functionality, cost and so on.

INTERVIEWER OK, so how does CAD work?
ALEX I usually begin with some initial concept sketches on 

paper -  just outline drawings. Then I construct a virtual piece 
in CAD. I begin with a major part first of all, so for this 
particular example, that would be the mounting panel -  all the 
other parts are attached to this panel, which itself is attached to 
the train. I create this first part and then start to think about 
how the other parts of the mechanism are going to fit and work 
together. In this particular case there are about fifty or sixty 
different bits, including all the screws and nuts and so on.

INTERVIEWER And you're making modifications all the way.
ALEX Yes, the design is iterative. That means repetitive and 

cyclical. It means you keep going, making slight adjustments, 
until you reach the result you want.

INTERVIEWER There's an important point here. As a design 
engineer, are you just looking for the most elegant and functional 
design, or are other factors tike cost of materials also important?

ALEX Good question. Let me first give you an example where 
design was the only factor, and cost not important. Steve Jobs 
famously told the designers at Apple that with the iPod he 
wanted no visible screws. That was a design constraint that 
forced tremendous innovation. But the consumer goods sector 
and the B2B sector are two very different sectors. In consumer 
goods, design is there to appeal to the end-user. It's about .. 
fashion. Whereas in my sector, or any B2B sector, we're looking 
very much at design for manufacture, DFM, and design for 
assembly, DFA. These are two well-known methodologies for 
design.
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INTERVIEWER Can you explain them?
ALEX Design for manufacture means that the piece can be made 

easily and cost-effectively. Design for assembly is very similar, 
but it refers to how to put all the individual pieces together. 
Making sure that assembly time is minimized, and that the 
people who fit the pieces can only do it in a certain way and 
won't make any mistakes. Both ideas reinforce the fact that 
design is not just about quality and functionality, but also 
about cost and ease of manufacture.

INTERVIEWER So there is a trade-off between quality and costs,
ALEX Very much so. There's no point designing something with j 

the best possible quality that can last for fifty years when the 
piece itself will only have a working life of ten years. That's 
called 'over-designing', and it's one of the biggest mistakes that 
you can make. You end up with a piece that's much too 
expensive in every respect -  materials, manufacturing costs, 
design time, everything. No, your design must be fit-for- 
purpose, not the best possible quality.

INTERVIEWER OK, so you're doing all this design work at your 
desk using the computer. What kinds o f testing are you able to do 
while it's still in a virtual form?

ALEX You can simulate movement -  for example when one part 
turns, will it clash with another part? But testing at the CAD 
stage is fairly limited. We have to wait for the physical 
prototype to do the majority of the tests.

INTERVIEWER OK, so let's move on to the next stage o f the process, 
manufacturing. Do you do that in-house or do you outsource?

ALEX We outsource. We have a supplier network. Different 
manufacturers are specialized in different things. So for 
example you might use one company for the welding and 
sheet metal work, another for the non-metallic materials, and 
so on.

INTERVIEWER And do they work off drawings or using your CAD 
file?

ALEX With some processes they have to work off drawings 
because they are done manually -  for example welding. But 
many parts are machined, and in this case we provide the 
supplier with the CAD file containing the designs. They 
transfer this to a CNC machine that machines the parts 
automatically. CNC stands for Computer Numerical Control, 
and it means that the machine tool is driven by a computer 
program as it is making the components.

INTERVIEWER OK, tell me about what happens next.
ALEX Everything comes back to us, and we do the assembly on 

our own premises. We are a design and assembly company. So, 
the parts come in batches. The very first batch is the most 
important -  we do an inspection on a couple of items to make 
sure that they are within the tolerances specified.

INTERVIEWER The 'tolerances'?
ALEX The tolerance means the amount of permitted variation. A 

part can be half a mil off, but not one mil off. It's a plus or 
minus figure.

INTERVIEWER OK, so you have your first batch o f parts, and 
you've checked them. The next stage is to build a physical prototype.

ALEX Yes. You build your first unit. You work off the drawings 
-  just like making an Ikea wardrobe. And as you go you find 
that things are not as straightforward as you hoped. Some 
mechanisms won't fit together or work together as well as they 
did in your virtual CAD world.

INTERVIEWER And you may have to go back to the manufacturer to 
ask them to make small adjustments.

ALEX Yes. Then finally we have a working assembly and the 
next stage is to test it. The customer will normally give their 
requirements for testing and this can be quite comprehensive.
It can include testing against fire, or to check the seals against 
entry of water, or to check the effects of vibration, and so on.

INTERVIEWER And would this prototype befitted to a real train?
ALEX Yes. That's the idea. And when the customer has seen one 

working item, and they're happy with it, then we can accept 
delivery of further parts and go into full production.

^ director
INTERVIEWER So, can you tell me what field o f marketing you work 

in?
LOUIS Yes, my company manufactures and sells domestic 

appliances -  white goods. That means fridges and freezers, 
ovens and hobs, dishwashers, washing machines and so on. I 
have worked in the same company for fifteen years, starting as 
a salesman and then working my way up to marketing director 
for the whole company. Now we are part of a very large 
international group.

INTERVIEWER OK, can you tell me something about your product 
range?

LOUIS An interesting point I'd like to make straight away is 
that there are some important differences here between the US 
and Europe. Americans tend to like functionality and are less 
status-conscious, whereas Europeans want sophistication and 
design. And then there's also a difference in habits. Americans 
move house often and take everything with them, so they like 
free-standing units. Whereas Europeans move house less often 
and want built-in units, fitted units. A well-designed fitted 
kitchen is an expression of their personality.

INTERVIEWER OK, but sticking to Europe for now, tell me about 
your product range and your distribution channels. For example, I 
imagine that, as well as selling directly to the end-user, you also have 
B2B distribution channels to the construction sector?

LOUIS That's right. For the end-user we have both free-standing 
and built-in lines. For the construction sector -  where 
everything is built-in -  we have cheaper lines for holiday flats 
and more expensive lines for residential developments.

INTERVIEWER Is there a big difference in the profit margins 
between the various lines ?

LOUIS Enormous. In fact for the kitchens in holiday flats our 
profit is zero. Nothing at all. But we need those items to 
provide builders with a full range -  so that they come to us for 
everything. Because the units they install in their residential 
developments are very profitable for us.

INTERVIEWER How many different models do you have in total?
LOUIS It's crazy. Across all our different product categories and 

all our different brands we have about 1,400 models.
INTERVIEWER Why do you have so many?
LOUIS Because we have to. First, if we cut our product line, it 

would look bad in the market. People might think 'They only 
have twenty dishwashers whereas the competitor has twenty- 
four so it must be a worse company, or a smaller company, or 
something.' And second, in the construction sector they build a
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variety of houses and apartments at. different price levels and 
they want different qualities of kitchen to reflect that.

INTERVIEWER And how often do you replace old models with new 
ones?

LOUIS That's a good question. Take washing machines as an 
example. Every two years we do a facelift -  just minor cosmetic 
changes. Then every three or four years we do a restyling -  the 
line and volume of the product changes, and perhaps the 
position of the handle or something. And finally every six or 
seven years we actually have a new generation of products 
with different technology and so on. So at what stage do you 
say it's a new product? It's an interesting question.

INTERVIEWER Are the new generations o f product marketing-led or 
engineering-led?

LOUIS In the case of washing machines, marketing-led. 
Consumers told us that they wanted a dram big enough for 
eight kilos of clothes, not five, and we asked engineering to 
find a way to do that. They had to redesign and reposition the 
internal components, the motor and so on. It wasn't them who 
told us they could do it.

INTERVIEWER OK. A moment ago you were talking about different 
price levels and different qualities o f kitchen. In what sense does 
quality vary according io price?

LOUIS It doesn't vary in terms of build quality. The build 
quality has to be excellent for all our products. This is very, 
very strict. No, the difference is in the number of features, the 
performance and the design. And in terms of pricing, it's 
design that adds the most value. A top-of-the-range brand will 
have its own personality that we have spent a lot of advertising 
dollars creating. When the customer buys the brand, they buy 
the image and the lifestyle that goes with it.

INTERVIEWER So image adds more value than features.
LOUIS Absolutely.
INTERVIEWER OK, but it's strange to think about 'brand 

personality' with something very practical and functional like a 
domestic appliance.

LOUIS As I mentioned earlier, in Europe a kitchen is a status 
symbol. When someone new comes to your house, to visit you, 
there is a ritual of showing them round the different rooms. 
And our research shows that the kitchen is the main area 
where the homeowner is judged. The brands you have there 
give other people an idea of which level of society you move in 
-  what you can afford.

INTERVIEWER Now I see!
LOUIS Maybe you didn't understand because you are a man. 

With kitchens, women make the purchasing decision, and they 
know about these things.

INTERVIEWER OK, let's change the subject completely now. Can 
you tell me a little about your market research.

LOUIS Yes. We realized early on that the people who come into 
closest contact with our end-users are actually the service 
engineers who repair the products. So we give them some 
training in how to ask questions while they are chatting to 
people in their homes -  after the repair is finished. I suppose 
you could say it's like a customer satisfaction survey, but 
qualitative not quantitative. People often come up with good 
ideas for improvements.

INTERVIEWER So that's an interesting way to use existing 
customers. What are your main ways to get new customers?

LOUIS Advertising is of course very important. We use an 
outside agency for that, and we monitor the success of their 
campaigns. It's not at all straightforward. For example, 
immediately following a campaign we often find that the brand 
awareness of our competitors has increased by as much as our 
own. One time we found that only 15% of end-users associated 
our slogan with our brand.

INTERVIEWER What does the agency say about that?
LOUIS They are very skilled at not taking the blame. Usually 

the solution involves spending even more money! But anyway, 
we change our advertising agency every few years -  after a 
time their ideas get stale.

INTERVIEWER What other marketing tools do you use?
LOUIS Direct marketing is very important for us. I'll give you 

an example of one thing that we do. Inside many magazines 
you get a questionnaire with boxes to tick about different 
aspects of your lifestyle. If you fill it in and return it, you might 
win a prize. Anyway, we can ask to have one of the questions 
about kitchens, and in particular to tick a box if you are 
thinking about having a new fitted kitchen in the next twelve 
months. Then we buy all those names and addresses, and we 
contact the people directly and send them our brochure.

INTERVIEWER So you increase the amount of junk mail in 
circulation.

LOUIS No, it's not junk -  it's targeted and useful. By law the 
consumer has to actively opt in -  they have to tick a box saying 
they are interested in receiving third-party promotions.

INTERVIEWER OK, thanks.

nunications 
consultant
INTERVIEWER So, Angelika, you work for a communication 

company.
ANGELIKA That's right.
INTERVIEWER And why do you use the word 'communication', 

rather than 'advertising'.
ANGELIKA 'Communication' refers to a whole range of

different tools that we use, and advertising is just one of those, 
along with PR, the Internet, events, publishing, etc.

INTERVIEWER I think most people are clear about what advertising 
is, but what about public relations -  PR? What exactly is PR?

ANGELIKA Well, we've got two kinds of PR. We've got
relationships with the press, and we've also got relationships 
with people who perhaps I can describe as 'opinion formers' -  
leaders of public opinion.

INTERVIEWER Do you mean lobbying?
ANGELIKA Yes, 'lobbying' in its broadest sense.
INTERVIEWER OK, the second thing you mentioned was the 

Internet.
ANGELIKA Yes, we advise clients on their use of Internet 

websites, so that they have maximum impact, and we also use 
a whole range of tools like banner ads and so on. A more 
unusual thing that we do is 'buzz communication' -  that's 
when you create a video clip on a website and then hope that
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people send the clip, or the link, to their friends and that they 
send it on to their friends and it spreads.

INTERVIEWER Is that called 'viral marketing'?
ANGELIKA Yes. Viral marketing.
INTERVIEWER OK, what about events?
ANGELIKA We've got a big events department, because more 

and more companies want to create personal links with their 
end-users. Of course advertising is important, but with events 
you reach the people who use your products in a very direct 
way. And you offer them something very important: a good 
moment in their lives that they will remember. So it could be a 
party, a conference, a private visit to a museum, or something 
in the street.

INTERVIEWER And the last thing you mentioned was publishing,
ANGELIKA Yes, we've got a big publishing department. We 

produce leaflets and brochures, in-store displays, the annual 
report, and sometimes even magazines to give away free to 
consumers.

INTERVIEWER Right. Can you put ii all together and give me an 
example o f how a communication company works with a specific 
client?

ANGELIKA OK, I'm going to talk about one client in particular 
-  a tour operator that I worked with a few years ago. Their 
products were holidays, travel in Europe. The first thing you 
have to understand is who their customers were. Obviously, 
the end-user was the person who went on the holiday. But 
there was also a trade customer, the travel agent, who was the 
intermediary.

INTERVIEWER So you had two different communication channels to 
think about?

ANGELIKA Exactly. For the trade customers we decided to 
invest a lot of money in one specific event. In fact it was a 
weekend ski holiday.

INTERVIEWER Let me get this right. This weekend was for people 
who worked at travel agencies, not for members o f the public.

ANGELIKA That's right. Only for staff who work in the 
agencies. We wrote to them all and invited them to enter a 
competition. The prize was a weekend in the mountains for a 
hundred people. This is how it worked. On the first evening 
we would do some short presentations about our new 
products, talk them through our new brochure, things like that. 
During the rest of the weekend we would mix with people and 
talk to them. That way you start a personal relationship with 
the agents. It's much easier to contact them again in the future. 
You also get a lot of useful market information just by talking 
to people informally over the weekend. It's a good investment 
because it's not very expensive -  if you compare it with an 
advertising campaign in a major newspaper aimed at end- 
users, it was peanuts.

INTERVIEWER OK. That's a nice example o f using an event. Now 
what about promotion to the end-users -  the people who actually go 
on the holidays.

ANGELIKA Yes. Here we're talking about brand recognition. 
And we decided that the best way to get this was by attending 
fairs at exhibition centres. We worked with our client to make 
the maximum impact on the stand. We created the display area 
around the stand, and we had to think carefully about how to 
differentiate our products visually from all the others. Then 
there's the printed material to design and prepare. We also

trained the people working on the stand how to interact with 
the visitors. You talk to a lot of visitors over seven days and it's 
easy to forget to ask them for their contact details, holiday 
preferences and so on. You need this information for your 
customer database -  it's one of the most important outcomes of 
the fair.

INTERVIEWER I f  they just walk away, it's a missed opportunity.
ANGELIKA Yes.
INTERVIEWER OK, thanks a lot. I want to ask you something 

different now. In the field o f communication there's a lot o f small 
agencies, and the client companies seem to switch agencies a lot. Can 
you tell me something about how that works?

ANGELIKA Of course. For a large company it would be normal 
to have several agencies working for them -  perhaps different 
ones for different brands. A big company will never, never give 
all its communications and advertising work to just one agency.

INTERVIEWER Because one agency would have too much power?
ANGELIKA Yes, too much power. They want competition

between them. And they also want different ideas. What is very 
striking now is the fragmentation of media channels and the 
fragmentation of the market. In the past you knew where the 
consumers were. When you ran an advertisement at 8 o'clock 
in the evening, you knew that 40% of the country were looking 
at your ads. Now it's more and more difficult. First because of 
all the communication channels -  the Internet, satellite TV, 
specialized magazines -  and second because people's attention 
span is much less -  they only stay on a website or watch TV for 
a short time, then they lose interest. We have to use a lot of 
channels and a lot of tools. Now it's a mix, a real mix.

INTERVIEWER OK. There's something you haven't spoken about 
yet. Do you use endorsements and sponsorship deals?

ANGELIKA Sometimes, although I've never done that 
personally. But it is useful. Why? Because products are so 
similar these days and branding is everything. One way to 
build a brand is to associate it with famous people that 
consumers believe in and trust. You pay for an endorsement 
and you buy the credibility and fame of that celebrity -  it 
transfers to your product. The process is very easy to 
understand -  you can buy anything, even people. You just have 
to pay enough money. But you have to be very careful. For 
example if your company sponsors a sports team, the team 
must win, because if they lose, then your brand is also a loser.

INTERVIEWER I'd like to finish with a completely different question. 
What advice would you give to someone at university who was 
thinking about a career in communications?

ANGELIKA I would say that communication is not to do with 
market research and collecting data.

INTERVIEWER What do you mean?
ANGELIKA Research will just tell you that the consumer wants 

the product they already know but at a cheaper price and with 
a different colour. It's meaningless. When companies contact a 
communication agency they want creativity -  they want 
original campaigns to make their brand more powerful. You 
need inspiration more than market research. You need to 
understand how to speak to the emotional and intuitive side of 
people's brain.
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f  in terv iew  w ith  an auditor
INTERVIEWER Can yon begin by telling me a little bit about the 

company you work for?
CLAUDIA I work for an auditing company in Austria -  we're a 

middle-sized company not one of the big international names 
like KPMG or PriceWaterhouseCoopers. The companies we 
audit are not listed on the Austrian stock exchange.

INTERVIEWER OK. So how would you describe the main 
responsibilities o f an auditor?

CLAUDIA Actually an auditor's job is getting more and more 
complex. After each scandal which involves some fraud or 
other -  like Enron -  there are new regulations. In the old days 
we just examined the financial statements and we had to state 
officially that they gave a fair and true picture of the accounts 
of the business. Now we have to do more than that. We have to 
check the company's internal control mechanisms, and we have 
to make an official statement that no fraud is taking place. So 
now we don't just look at the figures, but at the internal 
processes as well -  we have to audit the way the figures are 
collected. In fact we used to do this before as well, you can't 
avoid it, but now there is a legal duty to make a statement 
about this.

INTERVIEWER Can you give me an example o f the kinds o f things 
that you do now that you didn't do before?

CLAUDIA Now we have to interview the executives of the 
company. We have to ask detailed questions about any areas 
where they themselves think we should investigate further. So 
the senior management has some responsibility to warn us if 
there are any strange things going on. If there are, and they 
haven't told us, then they get into big trouble. It puts more of 
the responsibility on them. Another example would be the 
company's sourcing policy -  who they buy from. We have to 
examine that very closely now. For example we look for any 
case where one particular supplier has provided a large 
amount of raw materials for a suspiciously high price. It might 
be the case that they are being favoured in exchange for an 
under-the-table kickback. The whole question of cash 
management is important to look at here: who wrote the 
invoice, who accounts for the cash in, and are these people the 
same or different. We're always looking to make sure that there 
are checks in the system -  more than just one pair of eyes 
seeing and authorizing all the documents.

INTERVIEWER OR, so now you don't just check the consistency o f 
the figures, you check what lies behind the figures.

CLAUDIA Yes, but everything is related. Every sum of money 
has an entry in the financial statements somewhere, and a 
discrepancy in cash will eventually show up as a discrepancy 
in the income statement. A good example is how you divide 
sales income between two years: if you make a sale and deliver 
the goods in one financial year, but only receive the money in 
the next financial year, then how do you account for that in the 
books? You might have a top-line sales figure in the income 
statement for one year that doesn't correspond to the cash flow.

INTERVIEWER OK, your examples so far have been quite specific. 
What are the really big issues on the income statement?

CLAUDIA Well, the first thing is just to make a comparison 
with the previous years. If there is a big fluctuation, then 
obviously we look closer and ask why. But I suppose the 
biggest thing on the income statement is definitely tax.

INTERVIEWER And what is the one most useful piece o f advice that 
you can give to a company on how they can reduce their tax?

CLAUDIA The most useful advice is often to change the 
structure of the company so that you change its legal entity.
You set up a holding company so that you offset your profits 
from one subsidiary with the losses from another. There is a 
consolidated financial statement for the whole group. You pay 
less tax. We get a lot of work by advising our clients on how to 
do this.

INTERVIEWER Isn't that a potential conflict o f interest? Can an 
auditing company both check that the taxes are correct and also 
advise on how to reduce taxes ?

CLAUDIA Yes, why not? There's no conflict of interest. We are 
in the best position to give tax advice because we are the ones 
who really know the accounts.

INTERVIEWER OK, so far we've been talking about the income 
statement. Let's turn to the balance sheet. What kind o f internal 
processes do you check?

CLAUDIA One big thing for the balance sheet is how to value 
inventory. When the time comes to do this at the end of the 
year -  it's called 'stock taking' -  we have to see how the 
company values its unsold stock, its work-in-progress, its raw 
materials. We have to check that they do it properly and have 
counted every single part, and that they do it at the right time. 
The question of valuing unsold stock is complex: is it valued at 
cost price or at sale price? If it is old stock that is not worth as 
much, then have they made a proper depreciation?

INTERVIEWER Anything else on the asset side?
CLAUDIA Receivables. Receivables get a lot of focus during an 

audit because if the trade receivables are not accounted for 
properly, then the sales are also not correct. In fact we check by 
sending out letters to the customers to ask them independently 
how much money they owe the company.

INTERVIEWER And on the liabilities side, what's a typical issue that 
the auditor would focus on?

CLAUDIA A typical issue is their provisions for risks. There 
may be an item for provisions for a particular risk -  maybe a 
lawsuit -  but in fact the cost is already partially paid and 
accounted for. A big thing with provisions is that it's a way to 
minimize tax. Imagine that you have a big profit one year -  
you push some of that into provisions and you reduce the 
profit for that year and you pay less tax. And then imagine that 
next year you make a loss. No problem -  surprise, surprise, 
you didn't need the provisions after all and the money comes 
back into the accounts and it looks like the loss isn't so bad.

INTERVIEWER Is that legal?
CLAUDIA No. You have to check that the amount for provisions 

is reasonable.
INTERVIEWER OK, thanks. I'd like to finish with a big picture 

question. In the auditing world people talk about 'the big four'-  
that's Deloitte, Ernst & Young, KPMG and PwC. It used to be 'the 
big five', but of course Andersen collapsed in 2002 along with Enron.

CLAUDIA That's right.
INTERVIEWER Four is not much choice for such an important area, 

and there always seems to be some scandal or other happening. The 
American arm of Ernst was banned in 2004 for reckless and negligent 
conduct; in 2005 KPMG in the States was involved in a case of 
alleged tax fraud, although it never went to court; and in 2006 the 
Japanese financial regulator suspended PWC's audit licence for two
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months. The suspicion is that the regulators are going easy on these 
companies in case there’s another collapse, and then there would be 
even less choice.

CLAUDIA You're right, and because I work for a medium-sized 
company 1 am very critical of all that. 1 would like to see more 
use of second-tier companies like us in auditing the big four.
But another solution is compulsory rotation -  clients should be 
required by law to appoint a new firm every few years. Thar 
would stop the relationship from getting too dose, and the 
incoming firm would have an incentive to look at the work A 
its outgoing predecessor.

8 In terv iew  w ith  a portfo lio  m anager
INTERVIEWER You work as a portfolio manager in an investment 

bank based in London. Can you begin by briefly describing your job?
JO OK. Investment banks advise companies on financing, and 

on mergers and acquisitions. They help to tackle the legal 
issues surrounding those things -  so they are like financial 
consultants for companies. I personally work for the asset 
management arm of the bank -  that means looking after a 
client's money. Our clients are mostly pension funds.

INTERVIEWER Just explain what a 'pension fund ' is.
JO Our clients are US corporates with a global business. Any 

large company -  or any US state authority or public authority 
for that matter -  has a pension fund for its employees. It needs 
to pay out large sums of money over many years. We manage a 
part of the capital in the fund. We offer them the ability to earn 
high investment returns and to diversify their risk.

INTERVIEWER You manage just a part o f the capital in their fund?
JO Yes. There are several asset managers involved. A US pension 

fund will obviously include a lot of US investments, and these 
are managed by one or more investment banks based over 
there. But the fund will also hold equity positions in markets 
all over the world. It diversifies their risk. And usually we are 
the sole overseas provider -  we offer a high level of expertise in 
managing these non-US equities. In my own job, I manage just 
the investments in Japanese companies.

INTERVIEWER And what about non-equity holdings such as bonds?
JO The manager of their bond funds will be completely different 

again.
INTERVIEWER OK. So the client, the pension fund, gives you a pot 

o f money to invest. Do you have io get back to them with your ideas -  
how much liaison is there between you and them?

JO The normal relationship is that w ell draw up what we call 
an investment mandate. That puts down on paper some legal 
restrictions on where we can invest. There will also be 
guidelines like the percentage of the fund that can be in 
emerging markets, or in smaller companies. Sometimes there 
will also be an ethical component in the mandate -  types of 
companies that we cannot invest in. And then we report back 
to the client on a regular basis -  monthly or quarterly -  both in 
written reports and in face-to-face meetings.

INTERVIEWER Right. So your job is to look at all o f the stocks listed 
on the Japanese stock market, and then pick the ones that you're going 
to buy. How do you do that?

JO We do a mixture of top-down and bottom-up analysis. In my 
particular bank the house style is to be more bottom-up.

INTERVIEWER Can you explain 'top-down' and 'bottom-up'?
JO Sure. Top-down means looking at the economy. Looking at 

macro themes that will support the business going forward. So 
for instance if we believe in strong personal consumption 
trends over the next three or four years, then we will obviously 
be drawn towards the retail sector, or if we think Japanese auto 
purchasing is going to be weak, we are unlikely to take big 
positions in some of the auto stocks.

INTERVIEWER And bottom-up analysis?
JO Bottom-up means looking at the micro dynamics within a 

company. It's very company specific. We spend a lot of time 
talking to company managers, looking at their balance sheet, 
looking at their product pipeline, and really getting to know 
our companies very well If you want me to be more technical,
I can say that we look for companies with a very high return 
on equity, or return on invested capital, and we focus very 
heavily on the ability to sustain those returns going forward.
P / e is also very heavily used, as well as things like price-to- 
book ratio. Basically these are all metrics that we use to find 
stocks where the valuation is appealing.

INTERVIEWER OK. But other asset management companies are 
doing exactly the same thing for their clients; they're looking at 
exactly the same information. How do you get an edge on your 
competitors ?

JO Good question. What we're all trying to do is look at 
inefficiencies in the market. We're trying to find some 
information somewhere that is not being discounted in the 
share price. The only way to do that is by the quality of your 
analysis, and that boils down to the quality of the analysts -  
the people you have doing the work. We have a global network 
of analysts and we're very good at picking up trends before 
they reach others in the market. Let me give you an example. 
What's happening to sales of PCs in the US is crucially 
important for a lot of Japanese technology-related stocks, and 
so our US analysts talk to our Japanese analysts and we get a 
very clear picture of what's likely to happen. It's the 
combination of excellent analysts working in a global team that 
gives us a very powerful competitive advantage.

INTERVIEWER OK -  and what about you ? Are you one o f the 
analysts?

JO No, I'm a portfolio manager. The analysts work for me. They 
are the experts at the company level and the sector level. I 
listen to all the analysts and then decide on how to make up 
the overall portfolio for the whole Japanese market. Also, I am 
a little more aware of some of the macro factors, and I can 
decide between sectors. I take a broader view of the market.
But the interaction between us is very dose and very informal 
-  it's very much an ongoing debate.

INTERVIEWER Where do you stand on the argument between 
fundamental and technical analysis? I know that technical people look 
at charts, look at support and resistance levels, look at momentum 
and volume, and all o f those things can be done without knowing 
anything at all about the company or the market. It's a very different 
approach.

JO Generally we don't use technical analysis here. We think it 
has very little to offer, at least for equities. But you have to be 
careful -  for example in Japan local investors do look at key 
price points for stocks, and so automatically it does have some 
relevance. You find that technicals are used a lot more in areas 
like commodities and currencies where people move in and out
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of the market very quickly. And also with currencies there's 
very few drivers of the price movement -  very few 
fundamentals to analyse like we do with stocks -  and so it's 
helpful to use the charts.

INTERVIEWER Great. I'd like to finish with a very different 
question.

JO OK.
INTERVIEWER What is a typical crisis in your job? What's your 

worst nightmare when you walk in at nine o'clock in the morning?
JO There are two big things that can go wrong. One is that you 

walk in and you find that a company that you have invested in 
has a profit warning. So basically it's not going to make as 
much money as you or the market think. Obviously the first 
reaction is a big drop in the share price. How do you cope with 
that? Well, you have to adjust to the new reality very quickly. 
Normally the biggest question is: is it a structural problem with 
the company, or is it a temporary decline in earnings? If you 
think it's a structural deterioration, then you need to sell your 
holding, and to decide when -  maybe very fast. If it's 
temporary, then normally you'll be looking at a good price to 
add to your position -  in effect looking to challenge the market 
which you think has an incorrect assessment of events. Another 
problem would be if you came in and you heard that a 
company was issuing a lot more shares. That means that the 
equity is diluted -  with the shares you hold, you own less of 
the company than you did yesterday. That is generally 
destructive of share prices. But you have to look at why they 
are issuing more shares -  what they'll be using the money for. 
For instance, if they were to use that money to buy a 
competitor and you thought it was a very good deal, then it 
could be very supportive of the share price.

INTERVIEWER OK, thanks.

§ In terview  w ith  an HR director
INTERVIEWER Jurgen, you've worked in human resources for more 

than 30 years, including as part of the senior management team. I'd
like to go through some key HR issues with you. We'll begin with 
recruitment. Can you talk me through a typical recruitment process ?

JURGEN Yes. It's a shared responsibility between the line 
manager who has the vacancy and the HR department. The 
four steps in the process are: first of all, to define the 
requirements of the job and prepare a job description, and 
usually it's the line manager who'll do that because they know 
the job better than anyone in HR does. But HR has a role in 
making sure that all the legal and ethical requirements are met, 
so as not to discriminate -  even unintentionally -  on grounds 
of race, gender, religion and increasingly age. The second step 
is to attract the candidates. You can go inside or outside the 
company, or both. The third step is to select the candidates. You 
compile a longlist when you've got the applications in, and 
then a shortlist. First consideration is normally given to 
internal candidates, because opportunities for promotion are an 
important motivating factor inside the company and it's 
important to grow talent within the organization. You'd soon 
lose your best people if they can't progress and develop their 
careers within their own organization. But sometimes you're 
looking for new skills that your organization needs, or perhaps 
new mindsets, or it might be a new location where your

j company hasn't previously operated and it makes more
j business sense to hire locally.

INTERVIEWER And then you do the interviews.
JURGEN That's right, that's the final step. In many companies 

j the interviews will be in two rounds. First someone from HR
will do an interview where they'll look at the general personal 
qualities of the individual, and then the line manager will do a 
separate interview where they look at the functional skills. In 
the HR interview we are looking for a positive personality, a 

j flexible attitude, good team-working skills, and other qualities
like honesty and the ability to handle pressure. We want to 
n o w  whether this person can fit in around here in terms of 

( company culture, and whether they can grow with the
I business. We want to employ and promote somebody who can

be doing bigger jobs in five years' time.
I INTERVIEWER How do you assess these personal qualities? You 

can't quantify them.
JURGEN Well it's an art, not a science, you're right, but the 

answer is that you look at the track record. Let's go through 
some questions one might ask to get that kind of information 
out. 'What have been the most notable achievements in your 
career?' 'What sort of problems have you successfully solved 
recently?' 'What have you learnt from your present job?'

INTERVIEWER O f course we're assuming here that the person has a 
track record. What about an interview with someone straight out o f 

I university?
JURGEN Well I suppose that basically we're looking for energy, 

determination and drive, and an interest in learning new 
things. There are many ways to see that, even if the candidate 
doesn't have a career history to refer to. For example, sport, 
travel, involvement in voluntary associations -  all those kinds 
of things. Then interest in current affairs and what's going on 
in the world, interest in other cultures. Language skills is 
another obvious point. And it's usually a good sign if they take 
the initiative in the interview and ask us questions. It shows 
they've got self-confidence, they are interested, they want to 
find out more.

INTERVIEWER OK. Can we talk a little about pay and
compensation ? In the modern business world performance-related pay 
is a well-established idea. Rut it has its critics.

JURGEN HR is not a charity department. We're not here to be 
nice to people. HR is here to help the business meet its 
objectives. Bonuses are acceptable if they're seen to be fair. 
Some sales people, for example, will have as much as 50, 60 or 
70 per cent of their earnings based on what they sell. Other 
people will have a percentage of their pay based on their 
annual appraisal, or the general success of the business over 

I the year. The system is designed to create a high performance
culture. You reward good performance and you do not give 
money to people who are not delivering. People don't 

j complain -  in fact they complain about the opposite, when a
j colleague is demotivated and underperforming and yet they

receive the same salary.
INTERVIEWER You mentioned appraisal just now, and of course 

appraisal is important for many things apart from salary -  
promotion, identifying training needs, and so on. What are the key 
issues in the appraisal process?

JURGEN Appraisals, or performance reviews as they're often 
| called, are absolutely fundamental to good management
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practice. They are usually annual, and involve looking at 
criteria that are agreed between the line manager and the 
employee beforehand. The aim is to take an overall view of the 
progress that the individual has made, and then use that to 
plan that person's job for the following year. But the process of 
appraisal is becoming more complex -  people work in a global 
environment in different countries and work in a matrix 
organization with different managers. We have to collect data 
from a number of sources in order to discuss with the 
employee how things have been this year, what's gone well, 
what hasn't gone well, where do you think you need to 
improve, what skills or training you might need for the future 
and so on. That joint discussion will then result in some kind of 
performance rating, and this will often be directly linked to pay 
increases or opportunities for promotion.

INTERVIEWER What is the division o f responsibility between HR 
and the line manager in the appraisal process ?

JURGEN The line manager knows how to rate functional 
performance. We don't do that. Our role is to develop the 
appraisal tools and train the managers in how to use them, to 
make sure that a wide range of skills are being assessed, to 
make sure that the process is identifying and fast-tracking 
future leaders, and quite simply just to monitor that it's being 
done. But 1 want to emphasize that the employees are fully 
involved and they themselves are often the best people to 
judge their own job performance.

INTERVIEWER Right. Finally I'd like to turn to the question of 
motivation. We talked earlier about salary and about opportunities for 
promotion, but we know that these are not the only way to motivate 
people.

JURGEN Absolutely. Apart from the tangible rewards there are 
what I would call intrinsic motivators. The first is autonomy. 
This is the amount of control that you have over your work.
The responsibility that you have. The second is variety -  a lot 
of evidence suggests that different types of work, even job 
rotation, can help improve motivation. The third is the extent 
to which the job uses your abilities. An individual will enjoy 
doing a job that requires them to use abilities that they have 
and that they value. The fourth aspect, I think, is consistent 
meaningful feedback. People want to know how they are doing 
-  they want to be advised from time to time about their own 
performance and they want also to be involved in evaluating 
their own performance. The fifth thing I think is the belief that 
the task is significant. Nothing is more demoralizing than to 
feel that your company doesn't really care about the project 
you're working on. And notice that all these five things are 
exactly the kind of things that can be discussed in an appraisal 
interview.

INTERVIEWER Right. That's a very complete answer. Thank you 
very much.

HI In terv iew  w ith an IT consultant
INTERVIEWER You work for an IT consultancy. Is that right?
JANA That's right. We offer IT solutions -  software, hardware, 

system integration, maintenance and support, consulting -  
everything. We don't represent any one hardware or software 
company -  we can recommend to our clients whatever solution 
is best for them. So we talk to our clients, we analyse their

needs, and we suggest how their IT budget can be spent most 
effectively. It's a business approach -  we see IT very much as a 
way for a company to add value. We don't see it as toys for the 
boys -  we're business people, not techies.

INTERVIEWER OK. So what kind of solutions are we talking about?
JANA I'll tell you about applications software because it's the 

most interesting. But I do want to emphasize that applications 
software cannot be seen in isolation -  it sits on top of systems 
software like the operating system, and also the hardware.

INTERVIEWER Is that called the platform?
JANA Yes, and it's important to know which applications can 

run on your platform. OK, let's begin with ERP, because ERP is 
the umbrella. ERP stands for Enterprise Resource Planning. It 
integrates and automates the business practices of the 
organization. It's modular. It can include modules for the 
supply chain, manufacturing, operations, sales, distribution, 
finance, e-commerce, everything. It has functionality right 
across the organization.

INTERVIEWER Can you give me an example of one specific module?
JANA A good example is CRM, Customer Relationship 

Management. In the past, information about one individual 
customer could have been anywhere on the system -  financial 
information in one database, sales information in another 
database, and maybe customer support interactions not 
recorded anywhere -  someone on a helpdesk just dealt with a 
phone call and then forgot about it. With CRM you can bring 
all that together and have a single view of your customer. It 
means that whoever comes into contact with them -  pre-sales, 
post-sales, accounts, whoever -  they all see the same 
information, and they all log the results of their interaction for 
others to see. You can also analyse information from all the 
customers together, and that helps you to see trends in buying 
behaviour, make forecasts and so on. From the customer's 
point of view they get a more unified and intimate experience -  
it feels like they are dealing with the same company, regardless 
of the point of contact.

INTERVIEWER Is there any downside for the customer? I'm
thinking about privacy issues, or aggressive direct marketing from a 
sales person who knows everything about you.

JANA You have to be careful. It's true that it's very easy to see 
someone's buying habits. You can easily see a history of what a 
customer has bought, and when, and also why -  because sales 
staff will have made notes about the sales conversation and 
entered them on the system. And you're right, the next step 
from that is to anticipate what the customer might want to buy 
and make a cold call to them about a new product or 
something. But customers don't like that, and if you overdo it, 
they resist and you lose their trust.

INTERVIEWER You said that ERP was modular, and you've given 
us an example of one module. Can you buy just one module and 
nothing else?

JANA You can, but it wouldn't make sense. If you were a small 
company and you just wanted CRM, you would buy a stand­
alone CRM package. ERP is for large organizations -  we use 
the big vendors like SAP and we recommend a whole series of 
their modules across the different business departments.

INTERVIEWER Can you give me one more example of an ERP 
module, besides customer relationship management?

JANA Yes, a good example that shows the importance of
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integration across the organization is document management. 
In the early days of computing people talked about the 
paperless office, but in fact the amount of paper increased 
because of all the print-outs and photocopies. Now we really 
can have a paperless office. A document -  like an email or a 
letter or a legal contract or a report -  is purely in electronic 
form and with document management you can track and store 
it. For example, you can specify exactly who should see it, and 
what they should do with it, and where it should go next. Take 
a sales contract: the sales person creates the contract based on 
an existing template, then it is sent to a financial person for 
checking, maybe a legal person also has to see it, and the sales 
director will also want to see it. Each person might want to 
modify it, in which case the changes have to be flagged up and 
the document sent back to everyone else for checking again.

 ̂ Finally all the key decision-makers have to sign it electronically 
to say that it's OK. It's a complex process, and document 
management software makes it all very easy.

INTERVIEWER OK, so a big company has all these different 
modules. But not everyone in the company needs the same 
information. There's a huge amount o f information on the system -  
hut that's not the same as useful knowledge.

JANA You're right. And so we have another kind of software, 
called a portal, that can access every application but that is set 
up individually for different people so that they only see the 
information that is useful for them. There's also something new 
called 'meaning-based computing' that includes advanced 
search of a company's databases, knowledge management and 
so on. It allows managers to analyse unstructured information.

INTERVIEWER Right. That's very interesting. To finish, I'd like to 
ask you about the future. What do you think are going to be the 
trends in your industry over the coming years?

JANA The big trend is the way that everything is moving to the 
network -  all kinds of data and all kinds of software. At the 
end of the day all devices are the same -  just a screen, a means 
of input like a keyboard, and a connection to the network. It 
doesn't matter whether we're talking about a PC, a mobile 
phone, a fixed-line phone, a games console, a television, a 
security camera in your home, or something built in to your 
fridge door in the kitchen. You don't need much computing 
power in the device itself -  just a connection to the network. 
Any data or software that you need is right there on the 
network ready to access and use. It makes working from home 
easy, or working from a hotel room, or working off-site with a 
client. All you need is a device and, for security, a VPN -  a 
Virtual Private Network.

INTERVIEWER A VPN?
JANA When you connect to a private company network using 

the public telecommunications infrastructure it's called a 
virtual private network. The VPN gives you security with a 
firewall, encryption and so on.

INTERVIEWER It's clear that things like laptops and mobile phones 
can talk to the network and to each other. But what about other 
everyday household objects -  like your fridge?

JANA You need wireless connectivity and an IP address. That's 
all. With an IP address you have a unique identification on the 
network.

INTERVIEWER It sounds like that film 'The Matrix'. In the future 
every object will be on the network and we will be able to experience 
everything from everywhere. Whoever controls the network controls 
reality.

JANA It's going to come sooner than you think.
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s and companies

Exercise 1.1
1 freight 2 household 3 appliances 4 apparel / beverages
5 facilities 6 real estate 7 brokerage 8 utilities

Exercise 1.2
1 equipment 2 machinery 3 device 4 appliance

Exercise 13
1 consumer staples 2 consumer discretionary 

Exercise 1.4
1 ExxonMobil /  Oil and gas
2 PwC / Auditing
3 Citigroup /  Diversified financial services
4 Intel /  Semiconductors and semiconductor equipment
5 Proctor & Gamble / Household and personal products
6 GE / Industrial conglomerates
7 Pfizer /  Pharmaceuticals, biotechnology and life sciences
8 Wal-Mart /  Food and drug retailing
9 UPS / Air Freight and logistics

10 Cisco /  Communications equipment

Exercise 1.5
1 raw materials /  finished goods /  fabrication
2 Consumer durables /  household appliances
3 Non-durable goods /  food and beverages
4 business solutions

Exercise 1.6
1 Board /  senior management team 2 venture /  enterprise
3 debt /  liability 4 self-employed / freelancer
5 firm /  partnership 6 merger /  acquisition

Exercise 1.7
1 issue 2 run 3 appoint 4 guarantee 5 underwriting
6 reinvested 7 held 8 constraints

Exercise 1.8
1 d 2 h 3 g 4 e  5 a  6 b  7 f 8 c

Mcobalization v? aw; wo -•'.•ocy
Exercise 2.1
1 merge /jo in t ventures 2 subsidiary /  subsidy 3 red tape
4 tariffs /  quotas 5 exchange rates 6 assets

Exercise 2.2
1 recovery / upswing 2 growth / boom / expansion
3 recession / contraction /  downturn / slowdown
4 depression / slump

Exercise 23
1 inward investment 2 competitive advantage
3 deeper involvement 4 contractual agreement
5 mobile communications 6 trading partners / trade surplus

Exercise 2.4
1 licensing 2 franchising 3 import /  export 4 joint venture
5 strategic alliance 6 outsourcing 7 foreign subsidiary

Exercise 2.5
1 1  2 F 3 1 4 F
5 increasing / provide a stimulus to /  inflation
6 increasing 7 increasing 8 increasing 9 increasing

3 Corporate strategy and structure
Exercise 3.1
1 key accounts 2 Chief Operating Officer 
3 cross-functional teams 4 grassroots 5 subordinates 
6 development /  consolidation / withdrawal

Exercise 3.2
1 f 2 e 3 h 4 d 5 a  6 g  7 b  8 c  9 i 10 j

Exercise 3.3
1 human resources 9 production
2 customer services 10 legal
3 quality control 11 shipping
4 research and development 12 finance
5 public relations 13 marketing
6 project management 14 accounts
7 administration 15 purchasing
8 billing 16 procurement

Exercise 3.4
market research /  cost centre /  earnings growth /  management hierarchy 
/ customer needs / product portfolio /  core business /  distribution channel 
/  mission statement /  market share /  shareholder value /  brand loyalty

Exercise 3.5
1 market research
2 core business
3 shareholder value
4 product portfolio
5 brand loyalty

Exercise 3.6
1 check 2 coordinate 3 assign 4 implement 5 control
6 ensure 7 adapt 8 monitor 9 evaluate 10 determine

Exercise 3.7
1 state-of-the-art 2 tailor-made 3 one-stop 4 depth
5 outdated 6 debt 7 workflow 8 range 
9 overhead (BrE overheads) 10 climate 11 alliance 
12 transfer 13 start-up 14 barriers 15 shortage

Exercise 3.8
1 lack (or shortage) 2 over-reliance 3 reps (representatives)
4 facility 5 saturation

Exercise 3.9
2
Exercise 3.10
Specific, Measurable, Agreed, Realistic, and Time-specific

anaging people
Exercise 4.1
1 morale 2 esteem 3 acknowledgement 4 self-fulfilment
5 achievement 6 empowerment 7 enabling 8 assertive 
9 commitment

Exercise 4.2
1 L 2 M 3 M 4 1  5 1  6 M  7 M  8 1

Exercise 4 3
1 enrichment 2 outcome 3 autonomy 4 meaningfulness 
5 enlargement 6 assignment

Exercise 4.4
a) 2 b) 3 c) 4-7 d) 8-9 e) 10-11

Exercise 4.5
achieve, meet, fulfil, reach an objective /  define, establish, identify, set an 
objective / fail in, fall short of an objective
address, deal with, handle, tackle a problem / cause, create, give rise to a 
problem / dear up, overcome, resolve, solve a problem 
accept, agree to, agree with, take up a suggestion /  come up with, 
make, offer, put forward a suggestion /  reject, rule out, turn down a 
suggestion
arrive at, come to, make, reach, take a decision /  defer, postpone, put off 
a decision /  overrule, overturn, reverse a decision 
collective, joint, unanimous decision / critical, crucial, important, key, 
major decision / difficult, hard, tough decision
anticipated, expected, likely outcome /  desirable, favourable, satisfactory, 
successful outcome / eventual, final, outcome

6 cost centre
7 earnings growth
8 management hierarchy
9 mission statement 

10 distribution channel
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Exercise 4.6
1 Innovator 2 Evaluator 3 Specialist 
5 Shaper 6 Finisher 7 Coordinator 
9 Promoter

4 Implementer
8 Team worker

Exercise 4.7
1 inaccurate / imprecise 2 careless 3 innovative / radical
4 indecisive/  hesitant 5 inefficient/wasteful
6 unenthusiastic /  bored 7 inflexible /  rigid 8 laissez-faire
9 hard-working 10 impatient 11 impolite /  rude 12 unreliable

Exercise 4.8 
1 sensitive 2 sensible

jfions management
Exercise 5.1
1 lead 2 concept brief 3 feasibility 4 vulnerability 
5̂  first-tier / upstream 6 Procurement /  sourcing 7 vendor 
8 core competencies

Exercise 5.2
1 technical expertise 2 a high level of productivity 
3 fast throughput 4 a frequently updated product range
5 downside risk 6 vertical integration 7 economies of scale 
8 an error-free process

Exercise 5.3
1 draw up a bill of materials 2 reduce design complexity
3 migrate an operation to the web 4 put upward pressure on prices
5 have a competitive advantage 6 roll out a new product
7 carry out a feasibility study
8 turn an initial idea into a concept brief

Exercise 5.4
1 c  2 f 3 d 4 i 5 a 6 j 7 g 8 k  9 b
10 h 111 12 e

Exercise 5.5
1 specifies 2 builds 3 tested 4 compile 5 hooked up
6 drilling 7 welding

Exercise 5.6
1 parameters 2 specifications 3 criteria

Exercise 5.7
1a define = specify = establish = set 1b meet = fulfil = satisfy 2 a 

Exercise 5.8
1 sophisticated 2 foreseeable 3 penalties 4 straightforward
5 show up 6 quotation 7 surcharge 8 forecast
9 driving down 10 run

Exercise 5.9
1 setbacks 2 stakeholders 3 Gantt chart 4 small print
5 milestones 6 constraints 7 scope 8 track

:’-:r -" 'ic t ic  ;■
Exercise 6.1
1 bottleneck 2 throughput 3 capacity utilization
4 fit-for-purpose 5 value-for-money 6 reliability
7 durability 8 defect

Exercise 6.2
planning 3, sequencing 6, scheduling 5, dispatching 2, loading 1, 
monitoring 4

Exercise 6.3
1 steel making 2 an automobile plant 3 clothing manufacture
4 aircraft manufacture 5 construction of a building

Exercise 6.4
1 downtime 2 changeover time 3 lead time 4 cycle time
5 overtime 6 set-up time 7 time-to-market 8 lag time

Exercise 6.5
1 improvement 2 culture 3 process 4 marketplace
5 competitors 6 metrics 7 cycle 8 resistance

Exercise 6.6
first-rate, high, top, outstanding quality / low, poor, inferior quality / 
uneven, variable quality
assess, evaluate, measure, test quality / demand, insist on quality I keep 
up, maintain, preserve quality
begin, go into, start up production / boost, increase, ramp up, speed up
production I cut back (on), reduce, scale down production
be in charge of, supervise the process / keep track of, monitor the
process / rationalize, simplify, streamline the process
excess, spare capacity /  full, maximum, peak, total capacity / limited,
reduced capacity
carry, have, hold, keep inventory / dispose of, get rid of, reduce 
inventory / reorder, replace inventory

Exercise 6.7
1 cover a wide range of activities 2 determine customer needs
3 deal with complaints 4 be adopted worldwide 5 keep records
6 carry out internal audits 7 be expensive to implement
8 be dedicated to improving processes
9 measure performance against a standard
10 match the best practice of your competitors

marketing V::”; , ' W  C ,V' =Opment
Exercise 7.1
1 quantitative / qualitative 2 end-user 3 value-for-money
4 benefits / features 5 trademark 6 mark-up / breakeven

Exercise 7.2
1 product lines 2 product mix 3 brand names
4 brand loyalty 5 brand awareness 6 market leader
7 market share 8 profitability

Exercise 7.3
1 making a loss 2 early adopters 3 similar offerings 
4 advertising budgets 5 differentiate products 
6 reaches saturation 7 consumer tastes 
8 withdrawn from the market

Exercise 7.4
1 consumer needs 2 gaps in the market 3 published sources 
4 the activity of competitors 5 a representative sample of people 
6 statistically reliable 7 carrying out a survey

Exercise 7.5
1 requirement 2 USP 3 specification 4 benefit 5 feature
6 characteristic 7 estimate 8 quotation 9 budget

Exercise 7.6
1 d, i, k 2 b, f, h 3 a, e, j 4 c, g, I 

Exercise 7.7
sales campaign, drive, promotion I sales figures, volume I sales force, 
personnel, staff, team
disappointing, poor, weak sales / export, foreign, overseas sales / global, 
international, worldwide sales ..
bring out, introduce, launch a product / discontinue, take ... off the 
market, withdraw a product / improve, modify, upgrade a product 
attractive, fair, reasonable price / exorbitant, high, inflated price / retail, 
selling price
agree on, agree to, arrive at, establish, set, work out a price / bring 
down, cut, lower, reduce a price / increase, push up, put up, raise a price 
booming, expanding, growing, healthy, strong market I depressed, flat, 
sluggish, weak market / niche, specialist market 
be forced out of, withdraw from the market I break into, enter the 
market / corner, dominate, monopolize, take over the market

■
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Exercise 8.1
1 fulfilment 2 outlet 3 prospect 4 billboard 
5 repeat purchases /  cross-selling 6 middleman 7 warehouse 
8 merchandising

Exercise 8.2
1 customer /  client 2 catalogue /  brochure
3 promotion /  advertising 4 commercial /  spot 
5 endorsement /  sponsorship 6 agent/broker

Exercise 8.3
1 brand identity 2 convenience store 3 direct mail
4 distribution channel 5 in-store display 8 press release
7 product placement 8 public relations

Exercise 8.4
1 Prospecting 2 Approach 3 Presentation 4 Demonstration
5 Closing 8 Answering objections 7 Follow-up

Exercise 8.5
change 5 and 6 so that 'Answering objections' comes before 'Closing'

Exercise 8.6
1 newspapers 2 magazines 3 television 4 radio 
5 outdoor 6 direct mail 7 internet

Exercise 8.7
1 coverage 2 placed 3 target 4 junk 5 eyeballs

Exercise 8.8
1 inbound logistics 2 materials handling 3 outbound logistics
4 customer returns 5 end user 8 warehouses 7 retail outlets
8 ex-works 9 fob 10 cif

; W i-u ^ n tin g  and financial statem ents
Exercise 9.1
1 own / owe 2 depreciation / written off /  amortization 
3 receivable / payable 4 inventory 5 accrued 6 leverage

Exercise 9.2
1 variable costs 2 direct costs 3 fixed costs 4 indirect costs
5 operating costs 6 capital expenditure 7 marginal costs

Exercise 9.3
1st group: costs, expenditure, expenses, spending
2nd group: earnings, profit
3rd group: income, revenue, sales, turnover

Exercise 9.4
Preparation of accounts: ledger, trial balance, invoices
Profit and Loss Account: cost of goods sold, EBITDA, operating expenses
Balance Sheet: accounts payable, shareholders' equity, current assets

Exercise 9.5
Credit control: 2, 4 Stock control: 1, 5 Expenditure control: 3, 6

Exercise 9.6
Debt financing: 2, 3, 6 Equity financing: 1, 4, 5

Exercise 9.7
1 d 2 c  3 b  4 e 5 a

Exercise 9.8
bring down, cut, lower, reduce costs /  calculate, figure out, work out 
costs /  meet, pay costs
bring in, earn, generate, make profits / jeopardize, put at risk profits / 
plough back, reinvest profits
accurate, exact, precise figure / approximate, ballpark, rough, round 
figure / deceptive, dubious, misleading figure
announce, issue, publish, release the figures /  check, examine, go over, 
go through, study the figures /  cook, doctor, falsify, manipulate, massage 
the figures

Exercise 9.9
1 c  2 b, d, f 3 a  4 e

j ancial markets
i Exercise 10.1 

1 securities 2 equities / shares /  stocks 3 bonds
4 money market instruments

Exercise 10.2
1 mutual 2 dividends 3 principal /  term 4 treasury

Exercise 103
1 tracker fund 2 capital growth 3 fixed rate 4 junk bond
5 risk management

Exercise 10.4
1 first group: booming /  bull /  rising / strong 

second group: bear /  depressed / falling / weak
2 first group: acquire /  buy /  purchase 

second group: have /  hold I  own

Exercise 10.5
1 S&P 2 Nasdaq 3 Dow 4 DAX 5 CAC 6 FTSE 

Exercise 10.6
a) 2 b) 1 c) 4 d) 3 

Exercise 10.7
1 growth 2 income 3 income + growth

Exercise 10.8
1 investment bank 2 pension fund 3 mutual fund 
4 insurance company 5 endowment

Exercise 10.9
1 price elasticity 2 capital requirements 3 ease of substitution
4 market penetration 5 barriers to entry

Exercise 10.10
1 market capitalization 2 earnings growth 3 return on equity
4 p/e ratio 5 dividend yield

Exercise 10.11
1 market capitalization 2 p/e ratio 3 earnings growth
4 dividend yield 5 return on equity

Exercise 10.12 
( 1 resistance 2 support 3 volume 4 breadth

5 momentum 6 trading channel 7 leadership 8 liquidity

Exercise 10.13
1 buyer 2 seller 3 exports 4 imports 5 raises 6 rises 
7 Reserve 8 Bank

| k\: [-j'.ivjian resources
Exercise 11.1
1 payroll 2 discrimination /  disability 3 in-house
4 headhunting 5 shortlist 6 track record 7 appraisal

Exercise 11.2 
Appraisal process: 3, 6 
Training and development: 1, 5 
Worker-management relations: 2, 4

Exercise 11.3
1 salary / wage 2 candidate / applicant 3 mentoring / coaching
4 employees /  staff 5 commission / bonus
6 retirement / pension

Exercise 11.4
j 1 ability 2 competence 3 skill 4 experience

5 qualification 8 background 7 knowledge 8 aptitude

Exercise 11.5
Group A: be employed /  be appointed / be headhunted /  be hired / be
recruited /  be taken on
Group B: be dismissed / be fired /  be sacked
Group C: be laid off /  be let go / be made redundant

M9SWER KEY

j
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Exercise 11.6
1 qualification 2 experience 3 knowledge 4 skills
5 ability 6 competence 7 background 8 experience
9 knowledge 10 aptitude

Exercise 11.7
1 collective bargaining 2 individual grievance 3 layoffs
4 length of service 5 official dispute 6 strikes 7 picketing
8 boycotts 9 court injunction 10 mediation 11 arbitration
12 legally binding

...jform ation and communicatioi:. ; s ..lology
Exercise 12.1
1 legacy 2 documentation 3 device 4 bandwidth
5 platform 6 embedded 7 browser 8 warehouse

Exercise 12.2
1 stability /  downtime 2 ensure / secure 3 translate /  solution
4 measure /  efficiency 5 retrieve /  trends
6 accessibility /  intranet 7 enable /  devices 8 aggregate /  portal

Exercise 123
1 ensure 2 backed-up 3 requirements 4 retrieve
5 enable 6 -charge 7 downloading 8 aggregate 9 portal

Exercise 12.4
1 stand-alone PC 2 workstations 3 LAN 4 servers
5 WAN 6 intranet 7 firewall 8 encryption

Exercise 12.5
1 off-the-shelf package 2 wireless connectivity
3 processing power 4 storage capacity 5 back-office functions
6 intellectual property 7 click-through rate
8 web page (often written as one word: webpage)

Exercise 12.6
1 design I develop 2 provide / supply 3 run / use
4 application /  package 5 environment /  platform
6 supplier / vendor 7 old-fashioned / out-of-date
8 customized / tailor-made 9 defective I faulty
10 the latest / up-to-date

Exercise 12.7
1 running 2 running on 3 software 4 some 5 upgraded
6 updated 7 updates

Exercise 12.8
1 off-the-shelf 2 customization 3 forecast 4 project
5 procurement 6 stand-alone 7 quote 8 fulfilment
9 alerts

'ends, graphs and figures
Exercise 13.1
1 g 2 c  3 h 4 a  5 b  6 e  7 d 8 f
Exercise 13.2
1 d 2 e 3 a  4 f 5 b  6 c

Exercise 13.3
1 bring I down 2 put / up 3 bottom out 4 bounce back
5 pick up 6 take off 7 level off 8 slip back

Exercise 13.4
1 grow 2 cannot 3 cannot 4 first two examples 

Exercise 13.5
1 /  2 4 3 A 4 /  5 /  6 X 7 /  8 /
9 /  1 0 /  11 X 1 2 /

Exercise 13.6
1 shrinking 2 expanding 3 growing 4 rising 5 soaring

Exercise 13.7
1 rapidly 2 gradually 3 steadily 4 slightly 5 marginally
6 significantly 7 sharply 8 dramatically

124

j Exercise 13.8
1 A 2 A 3 X 4 /  5 /

Exercise 13.9
1 cut 2 deterioration 3 fall 4 growth 5 half 
6 improvement 7 increase 8 recovery 9 reduction 
10 rise

Exercise 13.10
1 slight fall 2 steady rise 3 gradual improvement
4 sharp reduction

Exercise 15.11
1 pie chart 2 heading 3 title 4 labeled with 5 steep

Exercise 13.12
1 i, k, p 2 c, e, f 3 a, I 4 m 5 j 6 b, d, g, h, n, o

Exercise 13.13
I from / to / of 2 in / of 3 at 4 in
5 no preposition 6 between 7 in 8 in / with
9 to (YTD is a common abbreviation in graphs and charts)
10 on (YOY is a common abbreviation in graphs and charts)
I I  down 12 into

i . :-r.-tati S ::y ;• X.trases
Exercise 14.1
a Could I have your attention, please?
b I'm responsible for new product development here at InfoCom. (or 

Here at InfoCom I'm responsible for new product development.) 
c For those of you who don't know me already, my name is Nancy 

Holmes.
d It's always a pleasure to speak to an audience of experienced

professionals like yourselves. I know that many of you have travelled a 
long way to be here, 

e On behalf of the company, may I welcome you to this presentation, 
f The aim of my talk is to give you some information about our new 

product line.
g Please feel free to interrupt me if you have any questions during the 

talk, (or Please feel free to interrupt me during the talk if you have 
any questions.)

h Okay, I'd like to begin by looking at this first slide. Can the people at 
the back see okay? 

i My presentation will take around forty minutes, 
j I've divided my talk into three main parts. First, I'll give you an 

overview of the different models in the range. Then I'll move on to 
describe the key benefits of each model. And finally I'll say a little 
about prices.

Exercise 14.2
l a  2 c  3 b  4 e 5 d  6 f 7 j 8 i 9 g 10 h

Exercise 14.4
1 a  2 c  3 b  4 e 5 d 6 f 7 j 8 i 9 g  10 h

Exercise 14.7
1 start / looking 2 come / later 3 Right/far 4 moving / talk 
5 Going / moment 6 digress / little 7 getting I to 
8 turn / question 9 As/see 10 finish / summarize
11 let / attention 12 pleased / answer

Exercise 14.8
Answers given in 14.7

Exercise 14.9
1 I'm glad you asked that.
2 Leave me your contact details and I'll send it to you.
3 Could you be a little more specific?
4 Well, it's a very complex issue.
5 We have time for one last question.
6 Let me check that I understand.
7 What are your own views?
8 I don't know that off the top of my head.
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Exercise 14.10
a 1 b 3 ,6  c 4, 7 d 2, 8 e 5

irig lively and persuasive
r ..■■./35/Ve presentation' (page 64). How many techniques can you 

spot?
Answers: fiftieth-fifty (repetition of words); life-life (repetition of words); 
we've seen /  we've seen (repetition of words + structure); anger /  joy 
(contrast); bad / good (contrast); change / constant (contrast); innovation, 
quality and value (rule of three); customers /  customers (repetition of 
words); want / want (stop-and-start repetition); for now, and for the 
generations who follow (contrast); changing /  solid (contrast); they want 
/  they want (repetition of words + structure); What about you?
(rhetorical question); Perhaps you want (repetition of words + structure / 
rule of three); We have a plan that's right for you (repetition of words + 
structure / rule of three); an accident -  or worse? (emotional language); 
golden years (emotional language); families /  families (stop-and-start 
repetition); pension plans, health plans and life insurance (rule of three); 
those are the things (repetition of words + structure); happy worker / 
productive worker (repetition of words + structure); individuals, families 
and business owners (rule of three); take time today (repetition of 
sounds); to ... today to ... tomorrow (repetition of structure /  contrast).

Exercise 15.1
1 What / waiting 2 Where / go 3 How /  do
4 When /  expect 5 Why /  keep on 6 How much /  is

Exercise 15.2
1 improvement /  progress 2 helpful /  effective 3 grow / boom
4 choice I  variety 5 wonderful /  glorious 6 important /  major

Exercise 15.3
1 knowledge /  information 2 line /  range 3 explanation /  reason 
4 topic/issue 5 international /  global

Exercise 15.4
1 one /  two 2 light /  strong 3 classical /  modern 
4 not cheap /  cheap (or cheap /  special) 5 today /  tomorrow

Exercise 15.5
1 clean /  maintain /  running costs 2 commitment /  drive /  vision
3 highly profitable / well-run /  future
4 customer needs /  distribution channels /  time-to-market

Exercise 15.6
a) make a killing b) corner the market c) get off the ground
d) cook the books e) come under fire f) keep an eye on things
g) get a piece of the action h) put my foot in it
i) spend money like water j) be in the red k) sell like hotcakes
I) be a real high-flyer m) see it in black and white
n) get more bang for your buck o) be a big fish in a small pond

Exercise 15.7
1 h 2 o 3 e 4 1 5 g 6 j 7 b 8 d 9 n
10 m 11 f 12 a 13 k 14 i 15 c

Exercise 15.8
1 a  2 j 3 h 4 f 5 c 6 e 7 g 8 d 9 k
10 i 1 1 o 12 1I 13 b 14 m 15 n

©ms
Exercise 16.1
a way/looking b business c Going (or Coming or Getting) 
d sight /  point (or issue) e just /  moment f specific g by
h just i get / on j kind (or sort) / mind k sense I put

Exercise 16.2
l a  2 d  B e  4 h 5 b 5 c 7 i 8 f 9 g
10 I 11 j 12 k

Exercise 163
1 down / to 2 on /  to 3 of /  at 4 back / to 5 of
6 back / to  /o n  7 about 8 o f / o f  9 in 10 over

1 get down to 2 move on to 3 go back to 4 get back to 
5 go over

Exoidse 16.5
a) You're absolutely right.
b) Yes, I'm in favour of that.
c) That might be worth trying.
cl) I agree with you up to a point, but ...
e) I can see one or two problems with that.
f) I'm sorry, I can't agree to that.
g) Really? Do you think so?
h) That's not how I see it.

Exercise 16.6
1 a  2 d  3 g 4 h 5 b  6 c  7 e  8 f
Exercise 16.7
1 Shall we move on? 2 I think we're losing sight of the main point.
3 Can I get back to you on that? 4 Yes, exactly.
5 Let me put it another way.

Exercise 16.3
1 suggestion 2 proposal 3 offer 

Exercise 16.9
I put forward / make 2 accept / take up 3 reject / dismiss
4 come up with /  think of 5 take part in /  be involved in
6 come to / reach 7 raise / bring up 8 deal with / tackle
9 reconsider /  reassess 10 throw it open for /  open it up for
I I  a sensible /  reasonable 12 a sensitive /  difficult
13 a realistic /  feasible 14 a m inor/side
15 an absurd /  ridiculous 16 a constructive /  fruitful
17 a hard /tough 18 a detailed / in-depth
19 an easy / straightforward 20 an exploratory /  initial

Exercise 16.1©
1 come up with / feasible 2 take up / reasonable
3 put forward /  ridiculous 4 bring up /  sensitive 5 tackle
6 involved in / exploratory 7 took part in / fruitful 
8 open it up for / in-depth 9 reached / tough
10 straightforward

Exercise 16.11
1 /  2 X 3 /  4 /  5 /  6 /  7 X

Exercise 16.12
1 a proposal 2 an effort to do sth 3 a demand
4 a difficult challenge 5 an issue

j : ' :' Sal English and cultural awareness 
Exercise 17.1
1 this 2 too 3 Pleased 4 doing 5 going 6 life
7 introduce 8 must 9 Fine 10 good 11 appreciate it
12 take 13 us 14 Still or sparkling?

Exercise 17.2 
1 a /

b X (only used for people we know)
c X (formal and a little old-fashioned, but appropriate after the formal 
opening)

2 a /  (only used for first meetings)
b X
c X (it is true that the opening phrase is a real question, but it is 
inappropriate to mention personal problems in a business context)

3 a X (used to respond to a request, not a factual question)
b /
c X (see a)

4 a X b X c A
5 a X (questions with 'mind' mean 'is it a problem for you?', so a 'yes' 

answer means it is a problem)
b X (see a)
c /

Exercise 16.4
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6 a /  b X ( i do mind' means I t  is a problem for me') c /
7 a X (too dry and unenthusiastic)

b X (used to respond to a request) 
c /

Exercise 17.3
1 a  2 d  3 b  4 h  5 e  6 c  7 f 8 i 9 g

Exercise 17=4
1 Wow, that's fantastic. 2 You're kidding, right?
3 How awful. I'm so sorry. 4 Poor you.
5 You must be delighted! 6 Yes, of course. Sure.
7 What a nightmare! 8 That makes a change. 9 Well done!
10 That's great news! Congratulations!

Exercise 17.5
1 Are you? Lucky you, I wish I was going! Whereabouts?
2 Did you? Congratulations -  you must be delighted! What are your 

responsibilities going to be?
3*'Were they? How awful for them. Which areas were affected?
4 Is it? Three days -  what a nightmare! Can I give you a lift anywhere?
5 Did he? That's not like him. What did the boss say?

Exercise 17.6
1 Have you got a moment? 2 bear with me
3 was wondering if you could help me 4 do my best to sort it out
5 have an apology to make 6 didn't do it on purpose
7 happens all the time

Exercise 17.7 
1 Excuse me 2 Sorry

Exercise 17.8
1 make a move 2 so soon 3 rush off 4 How about
5 must be going 6 really nice meeting 7 thank you so much
8 really appreciate it 9 Don't mention it 10 my pleasure
11 safe trip 12 say hello to Isabel for me 13 best of luck 
14 Keep in touch

U::? r 3; and emphasis
Exercise 18.1
1 We will need to ask for more help.
2 You can choose your own colour.
3 These days the unions have less influence on government.
4 My boss fired Claudia because of her poor performance.
5 We expect commodity prices to rise.
6 Because their needs are so specific, let's check the details very 

carefully.

Exercise 18.2
1 I know how we can use better credit control to improve our cash 

flow.
2 The new rules say we must not use the company PCs for personal 

emails.
3 While we were talking she asked a lot of questions about the recent 

changes in our product range.
4 Your line manager will decide your bonus, even though the HR 

department is officially responsible.

Exercise 18.3
We have not definitely determined the causes for the decline in sales for 
March. We know, however, that during this period construction work on 
the street limited the number of customers who entered the store. In 
addition, we know that promotion efforts were reduced as a result of 
staff changes in the advertising department.

Exercise 18.4
Thank you for your email regarding invoice D970. We will give you until 
May 15 to pay the outstanding amount.
If you have any further problems please contact us immediately.
(or Please contact us immediately if you have any further problems.)

1 We really can't afford to ignore such a good opportunity.
2 I'm absolutely certain that we're in a far better position now.

j 3 Actually, it's (It's actually) much cheaper to use an outside firm for all 
the graphic design work.

4 There is absolutely no truth at all in what they are saying -  their 
whole story is complete lies.

5 It's a highly risky project -  I strongly recommend that we take the 
greatest care.

6 It's just so difficult to know whether the advertising campaign is 
actually going to work.

7 I fully support the entire Board -  they are doing an extremely 
important job.

8 I really hope we see a significant rise in sales at Christmas -  even 
more than last year.

9 We really can't decide so quickly -  the issue is far too important.
10 I completely agree -  upgrading our entire computer network will

take us way over budget.

7r ■’ 3 -  ; .eliteness and softeni:
' Exercise 19.1

1 It seems we have a slight problem.
2 Could I just interrupt for a moment? (or Could I interrupt just for a 

moment.)
3 There might be just a small delay.
4 I understood that you could deliver by the end of March.
5 I'm afraid our competitors are not very cheap.
6 Wouldn't it be better to ship to Rotterdam?
7 There are one or two things I wanted to discuss.
8 I am assuming that the paperwork is okay.
9 I'm sorry but we're not very happy with the quality of this repair.

10 We were hoping for a slightly more flexible response.
11 I would be grateful for the chance to have a look round your factory.
12 I was wondering if I could have (take) a quick look at your designs 

for next season.
13 With respect, you don't seem to understand how important this is.
14 We would appreciate it if you could give us a little more time.

j 15 I suppose I could speak to my boss about it, but I'm not promising
anything.

16 Apparently, their business is not going very well.
17 As far as I know there are (or there's) just a couple of technical 

problems to sort out.

Exercise 19.2
1 I mean 2 At least 3 Or rather 4 That's to say

Exercise 19.3
1: I was given this list just last month.
2: Unfortunately, we had to raise all our prices by 4% from the 
beginning of this month.
3: Well, you could switch to another product with a slightly lower 
performance.
4: If you did that, you'd save money.
5: But that's not going to be easy.
6: How many more units were you thinking of?
7: I'm sorry, but an increase of that size would not be enough to give 
you a bigger discount.

Exercise 19.4
1 we are willing to do 2 suitable for resale 
3 this is clearly stated 4 terms and conditions 
5 with the relevant section highlighted 6 in the circumstances 
7 consider the sale final 8 within ten working days

Exercise 19.5
Paragraph 1: b, e 
Paragraph 2: c, a, h, g 
Paragraph 3: d, f, i

f Exercise 18.6
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ANSWER KEY

Exercise 19.6 
1 /
2 /
3 no ('unfortunately' is a negative word, but is polite in this context)
4 /
5 no (and a formal ending as a sign of respect is an old-fashioned idea)

. ..' sloping an argument -  OCX / : :V: 1
Exercise 20.1
1 and /  furthermore /  moreover 2 but /  however /  nevertheless
3 so /  therefore /  consequently 4 because /  since /  as

Exercise 20.2
1 Since 2 Due to 3 so as to 4 so that
5 In spite of the fact that 6 In spite of 7 while 8 though

Exercise 20.3
1 Because, because of 2 In order that, in order to
3 Although, despite 4 Although, whereas

Exercise 20.4
1 as /  since 2 due to / as a result of /  owing to 3 to /  so as to
4 so /  so that 5 though /  even though /  in spite of the fact that
6 in spite of 7 while

Exercise 20.5
1 But 2 Also 3 because of 4 So

Exercise 20.6
1 However 2 Furthermore 3 due to 4 Consequently

Exercise 20.7
1 Broadly speaking / Therefore 2 On the whole /  However 
3 As a matter of fact /  For instance 4 In fact /  To a great extent

Exercise 20.8
1 As a matter of fact I  In fact 2 Broadly speaking / On the whole

Exercise 20.9
1 Due to 2 In fact 3 As a result 4 as 5 Even if
6 finally 7 on the other hand 8 in spite of

v \ X  l in g  art a r g u m e n t -  link:r.g .i v ~ ' X  2
Exercise 21.1
1 c  2 b  3 e 4 d 5 a

Exercise 21.2
1 Actually 2 Ironically 3 Presumably 4 Amazingly
5 Unfortunately 6 Frankly 7 Clearly 8 Predictably

Exercise 21.3
1 It is true that /  however 2 Firstly / Secondly
3 In most cases / but 4 As far as the future is concerned
5 Unless / it will

Exercise 21.4
1 Unless 2 Provided that 3 otherwise 4 whether 
5 in case

Exercise 21.5
1 provided that 2 whether.

Exercise 21.6
1 recruited / would be 2 had recruited /  would have been 
3 hadn't recruited /  wouldn't have been

Exercise 21.7
1 On the one hand ... but on the other ...
2 On the surface ... but deep down ...
3 On paper... but in reality ...
4 At f irs t... but in the end ...
5 In the short term ... but in the long term ...
6 Under normal circumstances ... but in the current situation ...
7 At the time ... but in retrospect ...

7 w : : vv':c. .c oo argument -  linki: ,/ ' : 3
Exercise 22.1
a 3 b 4 c l  d 2 e 2  f 1 g 4  h 3

Exercise 22.2
1 b  2 a  3 b  4 a  5 b  6 a

Exercise 22.3
1 Up to 2 In 3 To /  extent 4 To /  degree 5 To /  best 
6 As /  as /  know

Exercise 22.4
1 What companies need is a set of standards.
2 What I'm talking about is a completely new approach.
3 What we want is good quality at competitive prices.
4 What I would like (is) to have (is) a chance to speak to him.
5 What I will do first is give you the history of the project.
6 What we mustn't do is go over budget.
7 What we should do is employ more local staff.

Exercise 22.5
1 Never before has business ethics been such a hot topic.
2 Under no circumstances can we accept this deal.
3 On no account should this information be shown to the press.
4 Only in some respects do I agree with you.
5 Only on rare occasions do we do business without a bank guarantee.

Exercise 22.6
1 a technical point of view 2 a commercial point of view 
3 a political point of view 4 an ethical point of view 
5 a legal point of view

Exercise 22.7 
1 c  2 b 3 a

Exercise 22.8 
In particular

Exercise 22.9
1 especially I specifically 2 principally / predominantly 

Exercise 22.10
1 apart from = except for
2 in comparison with = compared to
3 in short = to put it briefly
4 on balance = taking everything into consideration
5 similarly = likewise

Exercise 22.11
1 Apart from 2 Similarly 3 In comparison with 4 In short
5 On balance

Exercise 22.12
1 eg 2 ie 3 ie 4 eg

; 7 7 1 :a  7 V ' - a p h s  

Exercise 23.1
a 1 b 4 c 2, 3 d 5,7 e 6,8

Exercise 23.2
1 /  (substitution to avoid monotony) 2 no 
3 /  (repetition for stylistic impact)

Exercise 23.3
1 c  2 a 3 b

Exercise 23.4
1 - * 3 -  2 w ■ 5 -

Exercise 23.5
1 ,0 5 - 3 -• 4 w  2

interview
Exercise 24.4
a 2 b 1 c 9 d 10
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Answ er Key: Listening practice
’ In terv iew  w ith  a venter© capitalist 

Exercise 2
1 Companies with enormous growth potential (with a break-through 

innovation); with their origins in some sort of collaboration between 
university and the industrial world; in the IT and biotech sectors; with 
little or no income stream

2 Monitor the growth of the company; get the human resources right; 
define the road map

3 Yes, they are very happy. (They'll get a lot of money from selling their 
shares.) They'll buy a new house and generally take their living 
standard to a new level. Most of the original founders of the 
company will leave within a few years (big culture shock).

Exercise 3
I F  2 T 3 T 4 F 5 F

' - In terv iew  w ith  a CEO 

Exercise 1
Lara's opinion: 1 No (people don't really use it) 2 No (takes much 
more time to resolve the smallest problem) 3 Yes (so that people feel 
valued) 4 No (people who just want to do their job and go home and 
forget about work are not necessarily lazy)

Exercise 3
1 top-down, bottom-up, horizontal 2 interpersonal 3 listening
4 pay people more in relation to results and performance
5 the leader 6 Chairman

In terv iew  w ith  a project manager 

Exercise 1
a 7 b 2 c 4 d 1 e 6  f 5 g 3
Exercise 3
1 air conditioning 2 handling 3 escalators 4 fire-resistant 
5 voltage 6 artificial 7 cabling 8 acoustics

4 Interview w ith a design engineer
Exercise 1
a 6 b 1 c 4 d 5 e 7  f 2 g 3

Exercise 3
1 window envelope 2 iterative 3 Design for manufacturing 
4 Over-designed 5 Computer Numerical Control 6 Tolerance

. ’ interview w ith a marketing director 
Exercise 1
1 End-user and construction sector
2 Train the service engineer in how to ask the end-user questions after 

they're repaired their appliance
3 Include a question about kitchens in questionnaires in magazines
Exercise 3
1 F 2 F 3 T 4 T 5 F

interview w ith a communications consultant
Exercise 1
1 e 2 h 3 g 4 f 5 b  6 a  7 c  8 d

Exercise 2
She mentions: lobbying, Internet advertising, viral marketing, event, 
publishing, endorsement
a) lobbying b) viral marketing c) endorsement
Exercise 3
1 personal links 2 the credibility and fame 
3 emotional and intuitive

7 Interview with an auditor
Exercise 1
I d  2 e 3 a  4 f 5 b  6 c  

Exercise 2
Make sure that internal accounting processes comply with government 
regulations.
Exercise 3
1 The executives of the company
2 The company might favour the supplier in exchange for an under-the- 

table kickback.
3 Valuing inventory
4 To check the trade receivables
5 To minimize tax

8 Interview with a portfolio manager
Exercise 1
Bottom-up analysis: a company's balance sheet, a company's product 
pipeline
Top-down analysis: macro trends, the economy
Technical analysis: key price points, support and resistance levels
Exercise 3
1 F 2 T 3 T 4 F 5 F

9 Interview with an HR director
Exercise 1
1 LM 2 HR 3 HR 4 LM 5 HR 6 HR 7 LM 8 HR 

Exercise 3
1 motivating factor / grow talent 2 honesty / handle pressure 
3 meet its objectives / fair 4 rewards / intrinsic

10 Interview with an IT consultant
Exercise 2
1 ERR 'Enterprise Resource Planning': an application that integrates and 

automates the business practices of the organization
2 CRM 'Customer Relationship Management': a module of ERR that 

allows you to bring together information such as financial 
information, sales information, customer support interactions to give 
you a single view of your customer

3 VPN 'Virtual Private Network': a secure connection to a private 
company network using the public telecommunications infrastructure

Exercise 3
1 integration / support 2 electronic / track 3 devices / means
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