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To the student

The objective of The Business is to help you learn two things: how to do business in English
and the language you need to do it. The new language and structures are presented in the
Student’s Book whilst the DVD-ROM provides language practice and extension.

Herc is a summary of what you will find in each.

Student’s Book
The modules

The Student’s Book contains 48 modules in eight units. Each unit deals with a key sector of
activity in the business world. Therc are six different types of module:

1 About business

P Vocabulary

These modules buuld on: the tmportant words and phrases assocaated wath the toptc and :
prowde thorough practsce.

6 Case study

Internet

research

Every module includes an Internet research task. The Internet provides almost unlimited
resources for improving your English and learning more about business. These tasks direct
you to interesting background and details on topics related to each module. The tasks can be
donc before or after working on the moduie.
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Other features
In addition to the eight main units, the Student’s Book contains the following:

Reviews

These units can be used in three ways: to consolidate your work on the units, to catch up quickly
if you have missed a lesson, and to revise before tests or exams,

Additional material
This section contains all the extra materials you need to do pair or group work activities.

Grammar and practice

The section gives a very useful summary of rules with clear examples, but also provides further
practice of the essential grammar points in this level of the course.

Recordings

Full scripts of all the audio recordings are given, allowing you to study the audio dialogues in
detail. However, try not to rely on reading them to understand the listenings — very often, you
don’t need to understand every word, just the main ideas.

Wordlist

In the modules, words which you may not know are in grey; you will find definitions in the
wordlist, often with examples, Words in red are high-frequency items, which you should try to
learn and use. The others, in black, are words you just need to understand.

The DVD-ROM

The DVD-ROM is designed to help you continue improving your English on your own, away
from the classroom. Ut includes an interactive workbook which, like the Review units in the
Student’s Book, can be used in threc ways: to improve your listening, grammar, vocabulary and
pronunciation; to catch up on lessons you have missed; to revise for tests and exams.
Interactive workbook

This includes everything you would normally find in a workbook, and more; activities for
vocabulary, grammar, pronunciation, writing and listening practice.

Video

Each unit includes an episode of a mini-drama illustrating the communication and people skills
practised in each unit, with exercises to practise the functional language used in the video.
Business dilemmas

There are four problem-solving games to allow you to review and practise functional language
from the Student’s Book. Try doing these with a partner to practise discussing problems and
solutions.

Tests

Four tests, one for every two units, allow you to check your progress through the DVD-ROM. If
you do well on a test, you get ‘promoted’; if you do well on all four tests, you become CEQ!
Business documents

There is a model document for cach unit, including letters, invoices, CVs, etc. Each document
includes annotations explaining the structure and key phrases, and a follow-up activity tests
undcrstanding of this.

Grammar reference

You can refer this section any time for helpful grammar rules and cxamples.

Class audio

This section of the DVD-ROM contains all the audio recordings from the Student’s Book, together
with scrollable scripts.

Downloadables

The DVD-ROM includes a set of downloadable files for usc outside the DVD-ROM or away from
your computer. There is a downloadable and printable PDF of the answers to the Student’s Book
exercises; a Word file containing the text of each Business document; and MP3 files of all the
Student’s Book audio that you can transfer to your MP3 player or iPod for listening on the move.

We sincerely hope you will cnjoy working with The Business.
Good luck!

John Allison
Jeremy Townend
Paul Emmerson
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Building a career

Internet
research
Sréh ke ds

attend. Hold a class

“opinion poll ta find the

most popularchioices. -

1.1 About business The education business -

Discussion

KB Decide which of these factors would be most important to you in choosing a business
course. Order them from 1 = most important to 10 = least important.

[] quality and reputation of faculty

] quality and experience of fellow students
U] help with finding top jobs

[] location

[] alumni network

Predicting and reading

[ cost

[J innovative curriculum

[] sports and social facilities
[ earning potential

[J accommodation service

B3 Read the title of the article opposite. Which of these marketing techniques do you think

are used?

[ tclemarketing [] mail shots
] TV advertising
] discounts for early booking

[ weekends at Harvard

¥ Read the article and check your predictions.

Scan reading

¥ Find what these numbers from the article refer to.

a 23,000
b 9%

c 80% e 35 g
d 10% f 43,700 h

60,000
8000

Reading for detail
B} Read the article again and complete the chart.

Listening and discussion

K3 & 1:01 Listen to four students reacting to the
article. Match each speaker 1-4 with the correct
summary a—d.

a Universities should be accessible to everyone.
b Universities reinforcc an uncqual system.

¢ Universities are right to be commercial.

d Universities are right to be selective.

Discuss your own reactions to the article and
your opinions on clitism in education.

[ travelling shows
[ free holidays
(] sponsorship

The Harvard battle plan
Phase 1

1 '~ Purchase from
examinatiorn hoards:
2 - Send to-high schiool
juniors... "5z : ‘ e
3 Visit o0 And gravel to other
countries. .
4 :Send-but i toridentify
- possible candidates: -
Phase 2

5 Sortapplications and give a score
from o i

6. Local discuss the case for
and against each candidate; :

7 lobby successful

candidates by phone:
8 . Invite applicarits to spend
at Harvard in

6
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1.1 About business .

How Harvard gets its

SURE, students work hard to get into this elite college.
But so does the admissions committee, assures Dean Bill
Fitzsimmons.

In the US, few competitions are more cutthroat than
the college admissions game. And every year it grows more
intense as an ever-larger pool of high school seniors apply
for one of the coveted spots at the nation’s top colleges.
Meanwhile, the elite colleges have been stepping up their
efforts to attract the best and brightest students — the
prized pupils who will help increase the prestige of their
campuses.

You might assume that Harvard College — blessed with
higher education’s greatest brand name and an endowment
second to none - could afford to remain relatively aloof
from this battle. But in reality, ‘There is no place that works
harder than we do, says William R ‘Bill’ Fitzsimmons,
Harvard’s veteran dean of admissions.

For the new academic year, which will start in September,
Harvard received a near-record 23,000 applications. Of
these, it accepted a mere 2,100 - or just 9% - ranking it as
the nation’s most selective college. Even more impressive,
some 80% of the chosen ultimately decided to attend
Harvard - a rate that is easily the highest among colleges
and universities.

The real surprise, however, is how hard Harvard works
behind the scenes to achieve these amazing results. From
his corner office in Byerly Hall, Fitzsimmons oversees
a carcfully considered three-part battle plan. The first
phase begins in the spring, when Harvard mails letters to
a staggering 70,000-or-so high school juniors - all with
stellar test scores — suggesting they consider applying to
America’s best-known college. Harvard buys their names
from the examination boards which administer aptitude
and college-admission tests.

Each year, Harvard’s admissions team tours 140
US cities, as well as hundreds of other places in Latin
America, Europe, Africa and the Far East. This year, 10%
of the admitted students came from abroad. In addition
to his staff of 35, Fitzsimmons enlists Harvard’s coaches
and professors to look for talent. The math department,
for instance, starts to identify budding math geniuses by
keeping a close eye on kids doing well in math contests.

Harvard students also get into the act. Since 2003,
Harvard has hired fifteen to twenty low-income students to
call and email promising low-income high school students.
Their job: to counter the ‘impression that Harvard is only
for the rich and elite,” says Fitzsimmons. In fact, under
Harvard’s relatively new financial aid policies, parents
who make less than $60,000 a year aren’t expected to
pay anything toward the annual $43,700 fee {or tuition,
room and board. Fitzsimmons also sends an army of some
8,000 alumni volunteers to tour the country to identify
and recruit promising high school students by holding

shows where they live. Later, they also interview nearly
all applicants.

By then, Fitzsimmons will be deep into the second
phase of his battle plan: sifting through the thousands of
applicants. Every application is rated on a scale of one
(the best ever) to six (the worst cver). Then, in February,
the applications are divided up geographically among
twenty subcommittees. ‘We present the case for each
applicant like a lawyer would,” says Fitzsimmons. ‘This is
the polar opposite of a computer process and because we
have so many people involved, there are lots of checks and
balances.’

Once the final decisions have been made, Fitzsimmons
and his team move to phase three: an all-out push to
convince the chosen few to attend Harvard. Professors,
alumni and students are all recruited to start calling the
admitted. And in mid to late April over half of those
who were accepted typically show up at Harvard for an
elaborate weekend.

The Harvard pitch is clearly effective. ‘What we aim to
do is to get the very best facuity together with the very
best students,” Fitzsimmons says. ‘Our hope is that these
synergies will develop the talents of these students to a
much greater degree and that they will then give back
a lot more to America and the world.” That belief may
sound corny, but it’s clearly helped drive Harvard to go to
enormous lengths to find the best and brightest.
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1 Building a career

Brainstorming

KB Think of as many good reasons as possible for studying business.

B3 The letter below discusses reasons for attending business school. Choose one verb for
each of 1-10 to complete the letter with the correct collocations.

y advice about going to business school. Well, don’t miss outon
Qﬂuﬂlty,tb (1) gain/boost/make knowledge and to (2) make/ - o
lls”’Whﬁiqh will serve you for a lifetime. As well as (3) gaining/ -
_receiving/improving your employability and (4) having/boosting/making your -

uture earnings, you'll (5) get/have/obtain lots of fun (6) going to/doing/getting
-~ parties and (7) doing/making/learning friends. If you choose a good school you'll -
" {8) enhance/receive/learn tuition from experienced professors and (9) obtain/do/

make practical experience that will really (10) enhance/obtain/gain your CV. In

your shoes, I wouldn’t hesitate for one moment! : '

P

EX Look again at the list you made in 1. Are any of the ideas in the letter to Sonia the same
as yours? Which phrases would you add to your list?

B With a partner, decide which collocations in 2 relate to profcssional rather than personal
experience. Use them to write sentences about yourselves that you could use in a job
interview.

Funding

I} Read the extract below about how to pay for studies. Choose a verb from the box to
complete each gap.

If you're not lucky enough to be married to a millionaire or to have parents with very deep
pockets, you may be wondering how to (1) the next step in your education. Customs
vary from country to country; one of the most popular solutions is to (2} a student
toan, sometimes interest-free or tax-deductible, that is only repayable when you are in full-time
work. Many students who are unabile to (3) maney from friends or family prefer to

4) themselves by working part-time, and some are able to (5) grants from
tocal government or to (6) scholarships from their universities. If you’re aiready in
work, try persuading your employer to (7} your studies — in some countries companies
are bound by law to contribute towards further education.

Discussion

A What are the advantages and disadvantages of the methods of financing your education
mentioned in the article? Which ones would you use?

Work with a partner. You are going to read about a businesswoman named Jacky. Ask
questions to exchange information and complete the description of her education. Student A
should turn to page 110. Student B should {urn to page 112.

K3 Talk about your education. Was it different from your parents’ education? What sort of
education would you like your own children to have?

8  7heBusiness



Further interactive vocabulary practice en the DVD-ROM 1.2 Vocabulary .

Action verbs

E3 Complete the CV with appropriate action verbs from the boxcs. Then usc them to write
sentences for your own CV.

P 2002—&004 Sales manager, Way2Go Travel, UK

1L corporate clients by phone and 2 incentive travel programmes to Boards of -}

S : ’ . FRHve ravel programmes fo Boards of.
3. . and4 . new sales reps - : o R A
annual objectives by twenty percent - -~ |

5 ____ 'sales targets for every month and 6

A ot 5 o o3

| . 2004-2007 Sales and marketing manager, Hondo Holidays, Texas

7 . sales materials and 8 innovative advertising campaigné .
9 and 10 a team of 40 telesales operators )
11 _____ aworking party and 12 proposals for a new e-commerce division
P00 s, A AN g B0t it S,

Career stages

K2 Decide which verbs from the box can refer to people who ...

are currently enjoying having no work

lost their jobs due to poor company performance
are making positive career moves

are leaving a job they were unhappy with

are making a geographical change

lost their job due to disciplinary problems

= I S O

Listening for gist

ERl & 102 Listen to six speakers talking about career changes. Use expressions from 10 to
describe each situation.

EEl Work with a partner. Discuss the situations below.

What would you do if ...

you were promoted to a job you knew was too difficult for you?

you were made redundant after 25 years’ service?

you were unfairly dismissed for harassing an employee?

you gave in your notice the day before the firm announced a 33 per cent salary increase?
you were transferred to Alaska?

you were on sabbatical for a year?

Internet

research

DN WN =

es cvs”.-Update

ouit £V using dynamic Listening and discussion
ction verbs and

EEl & 1:03-1:05 Listen to three pcople talking about career choices. Make notes on the problems
they face. Discuss what you would do and why. Then compare your answers with page 110.

TheBusginess 9
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Building a career

Refresh your

1.3 Grammar  Yowie rovis

Test yourself

EB A businesswoman, Lindsey, is describing her career status, history and aspirations. In
the first extract, identify and correct the six errors relating to verb tenses in her story.
Change the verbs to the correct form of past simple, past continuous or past perfect.

When | left school | wasn't sure what to do next. | was applying for a place at
university, but while | had revised for my exams | already decided that | didn‘t feel
ready for university. | had read a lot about East Africa, and one day when | watched
a TV documentary about Ethiopia, | suddenly knew that that was where | was going.
In fact it was while | had worked with an NGO in Ethiopia that | was becoming
interested in business.

-

EA In the next extract, Lindsey explains her current projects. Complete the extract with the
correct forms of the verbs in brackets. Use present simple, present continuous, present
perfect simple, or present perfect continuous.

1(1)
{currently work) at JPC again while | (3)
g As JPC’s Finance Director (4)
- First conditional (agree) to manage the finance department until a new appointment is made. For
i she gets. the Iob She’” example, for the last three weeks | (6)

i believe will significantly improve financial control. However, | (7)

(just finish) my course at the Franklin School of Business and | (2)

(consider) various opportunities.

(leave) the company unexpectedly, | (5)

(design) a new audit procedure which |

{look) for a

position in East Africa for some time now, and this one (8) (seem) perfect for

my profile.

VAl T ﬂ In a job interview, Lindsey gave the following answers. Each answer is a conditional
Ol prices will continis

‘ sentence. Choose the correct form of the verb to complete each sentence.

torise
-gaing.to 1 If | get/am getting/got the job, | am trying/will try/tried to make myself available
Somie dayI'm going to as soon as possible, but | am not/will be/wouldn’t be able to start immediately
tart.my own business unless JPC will agree/would agree/agreed to let me go.
“Present continuous for 2 You see, if | make/will make/made a commitment, | am doing/do/did my best to
Futurs o respect it.
< I'm flying to New: York 3 If by any chance the job will be/would be/were based in Kenya, | am taking/would
- tomorrow: take/took it anyway, even though I'd prefer to use my Ambharic.
p Grammacmd practice
X p?g;eivw_w ‘ : IEA Lindsey is being asked about her objectives and mobility. Choose the correct future
i verb forms to complete the text: wifl, going to, or present continuous.

In the short term, | hope (1) I'll become / I'm becoming a department manager quite
quickly. I've learnt a lot about management on the MBA, and (2) I'm going to put/
I’'m putting the theory into practice as soon as | can. On the personal front, (3) I'll get
/'m getting married next June; over the next couple of years my fiancé (4) will write
/ is going to write TV and movie scripts, so (5) he is going to be / he is being totally
mobile and happy to move as necessary.
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Further interactive grammar practice on the DVD-ROM 1.3 Grammar .

Time markers

E3 Decide which time markers from the box are usually associated with the present simple and
which are associated with the present continuous.

3 Decide which time markers from the box are usually associated with the past simple and
which are associated with the present perfect.

Listening
Internet
research & 1:06 Every ten years, the Franklin School of

Business organizes a reunion party. Listen to a
conversation between two of its graduates, Fraser and
Jess and answer the questions.

a What is Fraser doing at the moment?

Where did Fraser work before?

Why did Fraser leave that job?

What has Fraser been doing recently?

What did Jess do after leaving the business school?
What is Jess doing at the moment?

What is Jess doing soon?

What does Fraser discover about Jess?

oo 00 OO

B Write out your answers to 7 as complete sentences,
taking care to use the right verb forms.

Role-play

EX With a partner, imagine you meet twenty years from now at a reunion party. Make polite
conversation following the cues below.

what ... do? how long ... your most recent job?

what ... at the moment? what ... recently?

what ... after leaving college? what ... next?

Balloon debate

E3 Work in groups of three or four. You all work for the same private business school. Due to
budget restrictions, there is not enough money to pay everybody’s salary, so one person must
be made redundant. Choose one of the positions below, then each present details of your past

‘We have a very low accomplishments, current projects and future objectives: the group must then decide who has
drop out rate.’ made a good case for continuing and who has to drop out.

~Marketing Manager : Personnel Manager
. “Accomplishments: created positive image and brand Accomplishments: fired boring professors, hired top”
.name consultants :

Projects; develop new markets and internatianal Projects: implement performance-related incentives
iicontacts S Objectives: higher salaries-and longer holidays for-all
“-Objectives: become one of top.ten schools in the world _-staff

. 5 4 i o

- Head of Administration : Director of Studies

_'-_'Ag:énmplishmsn_ts:_made school.profitable after years Accomplishments: repiaced old-books with-multimedia
S oflosses _ _ S i '§  programs B ]

- Profects: get corporate sponsorship and govt. funding - Projects: develop revolutionary methods of learning .

' Objectives: improve facilities and profitability Objectives: 100 per cent success in.exams with only

R R R L B0 per cent study time .- A

57 SR v i e o

TheBusginess 11



1.4 Speaking Giving reasons in interviews .

Listening and discussion

ER O 107 Listen to eight interview questions. Which of these questions about personal
choices are reasonablc interview questions? Give reasons.

Listening

EX & 1:08-1:09 Ruth and Anais applied for the same job with Banco Agricolo. Listen to two
extracts from their interviews and complete these statements with Ruth or Anafs.

chose 1o study business because it pays more than languages.

chose to study business to prepare for a career as an international manager.
__ chose the Franklin School of Business mainly for the quality of its programmes.
chosc the Franklin School of Business mainly to be with her boyfriend.
has not prepared or organized her ideas.
presents well-prepared and well-organized ideas.
gives vague and sometimes irrelevant reasons.

gives appropriate, precise and well-structurcd reasons.

00 ~1 O AN =

X Put the expressions you have just heard in the appropriate group, as in the examples:

Introducing a point: 1, ...
Seeing both sides: 3, ...
Combining reasons: ...
Adding ideas: 2, ...

Firstly ...

Besides,

On the whole ..., however ...

As regards choosing business ...

It not only prepared me to wotk ..., but it also means that ...

In addition, a business degree always gets attention ...

As far as my choice of business school is concerned,

It’s true that the big names ..., but on the other hand, newer schools like Franklin ...
For one thing, they have better facilities, and for another, they're less expensive.

10 What'’s more, their curricula are ...

O W~ U AWK =

¥ With a partner, usc expressions for combining reasons and adding ideas to complete these
answers to interview questions. What were the questions?

1 Mainly for the variety. [ get out of the officc a lot, I meet a lot of differcnt
people. the salary was much bettcr than anything else I was offered!

2  Well, it’s very close to what’s known as the ‘Plastics Valley'. to lots of jobs, there are
very good communications. . it’s one of the most beautiful areas in the country.

3 Several reasons really. , it really relaxes me after a hard weck, and

, it keeps
,it’s a great way to meet

me fit. You can’t beat badminton for a good workout; and
people.

12 7heBusiness



GRILET [nteractive pronunciation practice on the DVD-ROM 1.4 Speaking .

Sl i

B3 With a partner, usc expressions for introducing a point and seeing both sides to explain the
advantages and disadvantages of the following:

1 Living in your parents’ home or moving away and sharing a flat with friends.
Example
Firstly, living with your parents is not always easy. On the whole it’s cheaper to stay at
home, but the experience of living away from home is richer. As regards sharing with
friends, it’s true that sometimes there will be personality clashes, but, on the other hand, it’s
good to know that there’s always a friend around when you need help.

2 Studying something you dislike but are good at, and which pays well, or something you love
doing, are perhaps not so good at, and which is badly paid.

3 Having a part-time job or borrowing money from the bank to pay for your studies, or working
for two or three years before going to university.

4 Taking an interesting but badly-paid job in a small company in order to get more responsibility,
or a boring but well-paid job in a Jarge company with few carcer prospects.

5 Changing companies, cities and countries regularly to increase your experience and salary, or
working all your life in the same town for the same company.

Role-play

KA Role-play the following job interviews. Student A should interview Student B for a job as
manager of the world’s biggest night-club in Ibiza, then Student B should interview Student A for
a job as manager of the world’s most famous circus. Follow instructions 1-4.

‘nternet i

research

‘or the keywords !

Finterview .

ors”. Make & i
Lof questions you

pthave 1o answer Meet in separate groups of As or Bs to decide what qualities, skills and experience you will be
I interview, and looking for in the idecal candidate. Prepare questions to test the candidate in each area.

Phest way 10 react 2 Agree on a time limit, and meet a partner to hold the interviews. Each candidate should give

In interviewer does reasons why they are the best person for the job.

-Arethere 3 Afier the interviews, meet again in your groups of As or Bs to decide which candidate will get
¥ questions which the job

»'pérfec'ﬂyv

4 Meet in your pairs of A and B to announce the result and give your partner reasons why they .
did or didn’t get the job. i

TheBasiness 13



1 Building a career

1.5 Writing Cover letters

Brainstorming

KB When applying for a job or a placement, you should always send a cover letter with your
CV or resume. In small groups, divide the list below into Dos and Don’ts for writing dynamic
cover letters. When you have finished, compare your ideas with the list on page 110.

Start your letter ‘Dear Sir or Madam’

Write a formal introduction in the first paragraph.

Ask directly for-an interview.

Write at teast 400 words — the more information you give, the better.

Use sophisticated language to make a good impression.

Follow the AIDA model used in advertising — attention, interest, desire, action.

B3 Use the action verbs from the box to complete this email cover letter.

AR . o
OER g/l P = &
Delete  Reply MNI_"_FP_W New Hlilbc_'gx_c_s Cat Mail Search Mailbox e E

e
Dear Mr Crouch
Having (1) objectives and (2) sales records in all my previous '
; positions, and recently (3) my MBA in marketing at Warwick University,
i | feel | am an ideal candidate for the position of European Sales Manager at L
Starfield Nightclubs. P

In my last job as senior sales representative for Roxy Entertainment Lid., |
4) new products for teenage customers, (5) sales staff, and
(6) the membership management system. Over a two-year period, |
more than (7) average revenues per venue.

Nightclubs are a highly competitive sector of the entertainment industry,
and | am certain | have the skills to (8) market share and (9)
Starfieid’s profitability.

| would be happy to (10) my ideas in more detail at interview, and |
will call you early next week to arrange a meeting. If you have any questions,
please feel free to contact me before then. Thank you for your time and
consideration.

Yours sincerely,
Kiara Pointer

Sl

NSRS L N I N 14" At S S YA N AN ASN S A, S g 0+ S0 ST R SO NN P AN SN AN BTN NS AN 8 N NS OB 140 S

EJ Decide the purpose of each paragraph in 2. Which paragaph is intended to

request action?

give details of the applicant’s accomplishments?

get the reader’s attention?

relate the applicant to the company, showing why the company should hire her?

14 {HeBusiness




Further interactive writing practice and model business documents on the DVD-ROM 1.5 Writing .

Match sentence beginnings 1-10 with endings a-j to make typical dynamic sentences for
cover letters.
1 My outgoing personality makes me a my formal education,
2 Irecently graduated b to mect with you.
3 Iserved as ¢ aphone call.
4 1 attended school d a strong candidate.
5 1 supported myself e a career in insurance brokering.
6 Jobs such as bartending enhanced f talk with you.
7 1 have the skills to embark on g by working in radio advertising sales.
8 1 would like very much to h from the University of Oregon.
9 I will follow up this letter with i in Michigan, Arizona and Oregon.
10 I can arrange a time j president of the debating society.
)
Brainstorming f

B3 In small groups, read the two job ads. For each position, list at least two qualities and two i
skills that the ideal candidate should have. i

| Brand Manager EMEA
o { Based in Paris, you w:ll promote the speCIahst » PR SRS
| training services of a top international business Based in London, but with extensive travel, you will be_
. school to companies throughout Europe. You responsible for maintaining am! deveioamu aho ’sehot
- will generate and follow up leads, handle client name in video games. Liaising with head offic
[ ‘appointments and presentations, prepare tenders you wilt design and 1mplemenl marketmu nampaxg i$
‘I-and secure client commitment before handover 4 the Europe, Middie East aml Atrtca {eglan ;- ang '
T 10'account managers.

Writing "
A Divide into two teams, As and Bs. The As will apply for the position as Development Officer |

for Executive Education, and the Bs for the position as Brand Manager, EMEA. Follow the :
instructions below to write your letter. g

-nternet 1 With a partner from the same team, list real or imaginary cxamples of your experience, skills !

researCh and accomplishments which you want to mention in your cover letter. {

’ 2 Plan the four paragraphs of your letter, using the examples you have listed. \
3 Write a cover letter, remembering to use action verbs whenever possible.

[

\

In teams, A and B, exchange your cover letters. Read the other team’s letters, and decide
which candidates deserve to be short-listed for an interview. Announce your decision to the other
group. 1

FheBusiness 15
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f Building a career

1.6 Case study Mangalia Business School

Discussion

KR Decide which of the following features are more advantageous for an international
business school.

history: more than 100 years old or modcrn new school

funding: public or private

students: 80% local and 20% foreign or 20% local and 80% foreign
faculty: business lcaders or researchers

location: international metropolis or small seaside town

site: camipus or city centre

Reading

EX Read the information about Mangalia Business School and list its strengths and
weaknesses in terms of its ability to compete on a global market.

Mangalia Business School (MBS)

Courses

Founded in 1992, MBS is a private business school in southeast Romania with an excellent reputation
for guality in Central and Eastern Europe. Situated on the Black Sea coast, close to the Romanian
Business Centre, which hosts international conferences and seminars, Mangalia’s climate and
cultural ::--.: ;- make it the ideal location for both summer schools and ali-year study on a well-
equipped seaside campus with comfortable accommodation for 300 students. The School offers
internationaily recognized undergraduate and masters degrees, as well as executive education
s o the needs of individual companies. Faculty are recruited from Central Europe’s most
successful companies. Work placements are organized in Romania, Bulgaria, Hungary and Ukraine,
providing invaluable experience of international business.

16
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Further interactive problem-salving on the DVD-ROM 1.6 Case study .

-armet Listening

reseay Ch EX & 1:10 Listen to an extract from a presentation given by Radu Ionescu, the Dean of MBS,
I for the Keywords and answer the questions.

much'j5.an - MBA” 1 What alternatives is MBS facing due to globalization?

pd out how much 2 What does Radu Ionescu expect from his guests? i
pald cost yourto 3  What has Ion Bumbescu offered, and what are his conditions?
I MBA. Draw up a
pt including tuition - .
bwing éxiienses, Discussion
. etc. KX [n small groups, hold a meeting to discuss the brief below and draw up proposals far MBS’s

five-year plan.

Mangalia Business School
Brief for international consultants

1 Sponsorship
Should MBS accept Bumbescu’s offer to sponsor the school? (see point 3)

2 Tuition fees
Until now fees have been average for business schools of this type. Should MBS
maintain this policy, raise fees to a higher than average level, or reduce themto a
lower than average level? (see point 3)

3 Development projects
MBS can afford to invest in the development projects below as follows:
At current (average) fee levels, one project only.
If Bumbescu’s sponsorship is accepted, two projects.
If fees are increased, one additional project. ;
If fees are reduced, one project less.
The possible projects are as follows:
« strengthen faculty and increase research funding
* improve and extend facilities
* improve placement and career services
¢ develop international recruitment and exchange programmes
* your ideas ...

4 Promotion
Please consider the following, as well as your own ideas:
Who should MBS target: undergraduates, future MBAs, corporate clients?
Where should MBS look for its future clients: Romania, Central Europe, Western
Europe, the US, the Far East, worldwide?
How should MBS promote itself: materials, media, events, incentives?

Listening
H & 1:11 Listen to a radio news report. How does this news affect your proposals?

Presentation
B3 Present your proposals. The class should vote for the best presentation,

TheBusiness 17
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Internet

research

Search for the keywords
"smart dust” to learn
about an emerging
technelogy. Discuss
possible applications,
and how they might
change our lives.

2.1 About business IT solutions

Discussion
ER Look at the pictures and answer the questions below.
a How is the office of the 1950s diffcrent from today’s workplace?

b What do you imagine the office of the future will be like?
¢ Do you expect technology to make your life easier or harder?

Summarizing

EX Read the article opposite. Decide which statement a—c best summarizes the writer’s
overall argument.

a Technology helps people save time.
b Technology makes people work harder.
¢ Technology is a waste of money.

X Read paragraphs 1-4. Choose the correct summary a—d for each paragraph.

a How several factors have combined to make the workplace more pressurized.
b Poorly planned IT systems generate more not less work.

¢ Managers sce investment in information technologies as a productivity solution.
d Working conditions have become uncomfortable in rccent times.

B Read paragraphs 5-7. Write a sentence to summarize each paragraph.

B3 The article you have just read refers to ‘pressurc, tight deadlincs, and non-stop work’.
However, in a recent survey, American workers admitted to spending an average of nearly two
hours in every eight-hour workday calling friends, surfing the Internet, or running personal
crrands. Who should you believe?

Listening

K3 & 1:12 Listen to four pcople being interviewed about their attitudes to IT. Which are for
and which arc against IT?

Listen again. Match each speaker with these opinions. Do you agree with their opinions?
Why? Why not?

a IT exploits workers and damages health. ¢ IT causes more problems than it solves.
b TT helps organize our lives better. d IT can become an addiction.
Discussion

¥ To what extent do you agree with these statcments?

1 The computer is the most important invention in the history of civilization.
2 A computer makes it possible to do tasks which were completely unnecessary before.
3 To make mistakes is human, but to really mess things up you need a computer.



2.1 About business .

T et PR U P

1 In recent years, three forces — downsizing, globalization, and the need for
speed — have combined to change the work environment. What used to be
a comfortably busy routine has become a non-stop workshop in which most
people feel they can never stop to take a breather.

2 The resutt of downsizing is a mad dash to cram more work into fewer
people. If six people are doing the work that ten used to do, and at the same
time are expected to meet or exceed previous budget and productivity targets,
something has to give. To this pressure-cooker environment in which everyone
is supposed to ‘do more with less’, we can add the globalization trend that has
swept through corporate boardrooms. To the extent that global competitors
have a lower cost structure — which many do because their labour costs are so
much lower —US and European firms have yet another reason to keep budgets
and headcounts lower. The final ingredient in this mix is fierce competition,
which has resulted in the pressure to do everything faster.

3 One way that corporate leaders justify the quest for efficiency and speed
is to point to the multibillion-dollar
investments that have been made in IT
equipment and services. The new PCs
and corporate networks are supposed
to boost productivity and profits, and

" will, in fact, allow their companies to 'do
more with less. ;

4 This is true. But another truth has
become buried under the technology sales pitches. Achieving those gains
will happen only after a significant initial investment in training and ‘system
integration’ to make sure that all the pieces connect well with each other.
Pouring thousands of PCs and miles of cables into a corporation is a great ‘
way to waste money uniess the systems and processes that technology
is meant to automate are overhauled. Unfortunately, this has all become
somewhat irrelevant. The expectation is that more technology means more
speed and more output per employee — and when those results don't always |
magically occur, the only way to produce them is to require people to work
longer hours.

s QOddly, the same thing happens even when the technology delivers as
promised. Consider the case of presentation software such as Microsoft's
PowerPoint, which has become a standard office tool. Before PowerPoint,
a graphics presentation would have to be created by a graphic artist. With
PowerPoint and its software cousins, just about anyone can sit down at a PC
and, without much training or practice, produce an on-screen presentation or
a slick set of slides, handouts or transparencies that look fully professional.

s  On one hand, this software actually is a productivity tool - it takes only
hours to do what might have taken days previously, and the result is just as
good, if not better. But it doesn't stop there. Now everyone sees how easy it is !
to use these programs, they are used more and more. Thus, a senior manager
who wouldn't have considered asking an analyst to spend a couple of days ;
working up a slide presentation using Stone Age technology, doesn'’t hesitate
to direct the same analyst to prepare that presentation using the deskiop PC
and PowerPoint. The goal is for this analyst to save time by using the software;
the likely outcome is that he or she spends more time on presentations and
has less time available for other aspects of the job.

7 If you're starting to think that instead of working on a plan to cope with
pressure, tight deadlines, and non-stop work, it's time to polish up your resume
and look elsewhere, 'm afraid | have some bad news. The grass really isn’t
much greener anywhere else — or at least, not a whole tot greener.

TheBusiness 19




- 2 Information

2.2 Vocabulary :

Discussion

Kl ‘Information is too valuable to be left to IT departments. In today’s business world, every
manager should be a computer specialist.” To what extent do you agree?

Comparisons

Decide whether these phrases indicate a small or a large difference.

Use expressions from 2 and appropriate adjectives to compare

b) two ways you communicate with your business contacts or your friends.
¢} two software applications you have used.

d) two ways you use the Internet.

e} two printers you have used.

f) two electronic devices you would like to own.

h a) two computers you have used.

E} Explain the difference between each pair of computing terms.

a server and a PC 5 avirus and a bug

a laptop and a palmtop 6 acrash and a hard-disk failure
a suite and an application 7 the Internet and an intranet

a patch and a plug-in 8 aworkgroup and a workstation

W N =

IT terms

BB George Skopelitis is in charge of IT user support at First Northeast Bank. He’s having a
very busy time at the moment. Choose the correct verbs to complete the email he sent to his
boss.

£ Maurice,
i As you know, our IT resources are more and more stretched as we try to cope with an ageing system. We
desperately need to (1) advance/upgrade/promote the operating system: software applications are {2) crashing/
collapsing/falling mare and more frequently, and the server (3) fell down/went down/dropped down three times
! last week. There have also been several cases where important documents have been (4) rubbed out/blanked/
deleted. Of course | have (5) inserted/installed/placed patches and (6) uploaded/downloaded/unzipped new
drivers wherever possible, but we can't go on like this. What's more, there’s no time for new projects like

(7) setting upffixing up/putting up mobile Internet connections so that our sales teams can (8) register/note/

{ enter data on the system when they're on the road. We really need investment now!

I3 Use the correct verbs from 5 to complete these sentences

1 Most PCs come complete with an office package, but sometimes you have to it

yourself.

On average, when a company’s IT system

3 IT users lack imagination. When asked to

‘password’.

There are several programs which can rescue your data if you accidentally files.

An incorrect memory address is the most common reason why PCs

It only takes minutes to a Webmail account that you can access from anywhere in

the world.

7 One of the few remaining advantages of desktops is that it’s easier to

8 Research suggests that people who
music sites.

N

it takes ten days to fix everything.
a password, the most common choice is

S

components.
illegal mp3s are also big spenders on legal
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(@ERLEER) Further interactive vocabulary practice on the DVD-ROM 2.2 Vocabulary .

Listening

B & 1:13 Listen to eight messages on George’s voicemail. Match each speaker 1-8 with the
problem they are experiencing a-h.

a) they can’t install something e) they have to enter data quickly
b) some computers need upgrading f) their computer keeps crashing
c¢) they need to download a program g) a connection hasn’t been set up ‘
d) the whole system went down h) they deleted some files '

Giving information

X George has made notes on his messages, but his word processor has deleted the words in the
box. Listen again and complete the notes with the missing words.

TR RCITETT =
PRI W N0 W AT o FER ¢ W A 3 i

give Ebony Brooks a about backup

give Maurice on appointments application

getin with Martha re laptops

get to Lincoln Thigpen — presentation slides

keep Camilla Ramsey in the on solutions to database problems
let Maurice about Marketing's Internet connection ST
keep Marvin re sound card driver ! i
fil Cara Bickerson on voice recognition

QO N W =

thl Cott 173173 | LK OREC | 2TRK ‘oesrigowe 1

F e orretereeect - Page 0 Sec 1 11 { At 27cm

ES

EX Replace the expressions in bold with expressions for giving information from 8.

Can I give you an answer later this morning? I'm in a meeting at the moment.
Y'd appreciate it if you could include me in the group of people you inform. i
We don’t have a firm date for the meeting yet. We’ll tell you as soon as we do.
While I'm away in the Far East, I'd like you to give me regular progress reports by email. j
Before the meeting starts, can you just give me some details on what was said last time?

I just can’t manage to contact her — I've tried everything: phone, fax, email, snail mait, even i
pigeon! i
7 When you get back from your holiday, 'll report on what’s been happening.

8 Could you contact me by telephone please? My email server’s down at the moment.

(o R R O B N R

Pairwork f
El With a partner, prioritize the tasks on George’s ‘to do’ list for tomorrow — remember he’s only
supposed to work eight hours a day!

* CEO wants Web meeting avadable n all departmerts asap = need half a doy.
‘nternet h s sound card drvers {or Manvin (Fresident's nephew!) - simple - half an howr?
researc *» Cara re voice recognition — needs magbe an how over lunch?

+ CEO's assistant wants WiFi - but she only works at her desk! one hour or 0.

* information fiom database vendors - a couple of hours; but probabl‘d no budﬂa this year. E

* abstract of presentation for New Yotk conference — deadine is tomorron! ~ one. hour. a

 {ifteen new laptops needed — HP's special oFFu ends tomorrow ~ an hour or two?

* appointments application — two or three hours’ work, but software update due in three 2
weeks. :

* Ebony Brodks re backup software ~ should take 30 minutes, but she’s a slow learner! i

. Maﬁ&eﬁn%‘s Infernet connection is down again ~ at least an how and a half.

oy o
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2 Information

Test yourself: comparing solutions

Il Complete the dialogues with words from the box.

asmany farmore  halfas infinitely more lotless alot
only half fraction of several times twice as
1 A: Cruxoe's software is really pricey; it's ___ expensive than Frydae’s!
B: Yes, but Frydae's applications don't have nearly features.
2 C My internet connection is 16 Mega - it's faster than yours.
D: Yes, mine is only 8 Mega; it’s only fast as yours.
3 E: Why don't you get a budget desktop? Just as fast, and the
price.
F: Yes, it's true the big brands can be expensive.
4 G: Why pay as much for a laser printer when an inkjet will do
the job?
H: Well, maybe inkjets only cost a the price, but it's the
cartridges that really add up.
5 1: Why do you insist on buying PCs? They're a reliable than Macs.
J; Basically because there’s software available.

ﬂ Use comparative or superlative forms of the words in the box to complete the
quotations. You need to use some words more than once. Add more, most, fess, or least
where necessary.

bad good far imaginative honourable useful unlikely

1 There is only one thing in the world
not being talked about. (Oscar Wilde)

2 Moneyis than poverty, if only for financial reasons. (Woody Allen)

3 The man who goes is generally the one who is willing to do and dare. The
sure-thing boat never gets far from shore. (Dale Carnegie)

4 It has been said that democracy is the form of government except all the
others that have been tried. (Sir Winston Churchill)

than being talked about, and that is

5 Income tax returns are the fiction being written today. (Herman Wouk}

6 You can go a long way with a smile. You can go a lot with a smile and a
gun. (Al Capone)

7 Alife spent making mistakes is not only , but than a life spent

doing nothing. (George Bernard Shaw)

8 Nothing is impossible. Some things are just than others. (Jonathan Winters)
9 The ideas come as jokes. Make your thinking as funny as possible. (David
Ogilvy)
me“l : Test yourself: getting help

Compatisons. .o

haif as st X rut the words in these requests in the correct order. The words in bold are already in

twice-as. - Ispeedyfas.. the right place.

“ten times as | rapid. |

faster 1 How computer do | on switch this?

2 will off please printer that turn you?
3 Can you is me on/off switch tell the where?
4 Do you be in know meeting room the which will?
5 Could you tell attachment | me open should this what with?
6 Would you an sending mind email me just to address my test new?
7 I mind if you'd wonder my asking small a favour you?
8 Do you could know me think let you whether will not he attending or be?
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Fun;hex interactive grammar practice on the DVD-ROM 2.3 Grammar .

Comparing outcomes

I3 Complete the article using a comparative phrase suggested by the prompts. The first two gaps
are done for you.

- 'Sinee 1988, Moore’s law has observed that (+ rapidly) hardware gets faster! Moore’s law also
" computer chips become twice as powerful means that new products must be developed
(powerful x 2) every 24 months. A similar formula, (5) _____ (+ quick + guick). Any product which
s law, says that hard disk space is only is launched just two or three months late will be
ensive (1/2 expensive) as it was two years 10-15 per cent (6) (+ slow), (7)
don Moore says his law is (1) (+ bulky) or (8) (- generous) in storage
autiful) he had first realized: contrary to capacity than the competition.
‘Murphy’s law — anything that can go wrong, will Moreover, physical barriers like temperature
Moore’s law means everything gets (2} make it almost impossible to run PCs at speeds
{(+good+ good). ' ) (+ high) 5 GHz . It now makes sense to
.. Howeéver, the picture is not (3) use more memory space to accelerate disk access,
" (= positive) it once seemed. Yet another law, Wirth’s  since space is becoming (10) (- expensive)
e law, states that software gets slower (4) than computer processing speed.

. . s o
A i e Pvrope o :mMM’W/W'MWMW.W o o, g

IE} Match the two halves of these quotations:

1 The nicerI am, a the more [ have of it. (Thomas Jefferson)
i 2 The more you chase money, b the less I call it work. (Richard Bach)
3 The more I want to get something done, c¢ the more people think I'm lying. (Andy Warhol)
1 4 TI'm a great believer in luck, and 1 find d the harder it is to catch it. (Mike Tatum)
i the harder I work,

g I3 With a partner, complete these sentences to make your own quotations.

The older I get, the ...

The more money you earn, the ...
i The harder you work, the ...

15 The more I ..., the ...

The ...erthe ..., the ...

Dealing with requests
E2 Cross out the inappropriate response to these requests for help, as in the example.

|
|
! 1 Will you get me a cup of coffee, please?
L a ’t
! b Yes, if I can have one of your biscuits.
! ¢ Sorry, I've got too much to carry.
2 Can you tell me how to switch this projector on?
a Yes,Ican.
b Noidea, I'm afraid.
¢ TI'm sorry, I never use it myself.
3 Could you possibly get me a sandwich when you go out to the post oftice?
a Yes, with pleasurc.
b Sure, if you could answer the phone while I'm out.
¢ Yes, I could possibly.
4 1 wonder if you could spare the time to make a few photocopies for me?
a Yes, I would.
b I don’t see why not.
¢ I should think so.
- 5 Would you mind giving me a hand with this table? It’s rather heavy.
. -nternet a No problem.

research b Yes.
. svde ¢ Notatall.

Negotiating

EX Work with a partner to practise asking for help. Write a list of five things you need to do
tomorrow, then negotiate to delegate the ones you don’t want to do to your partner.
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- 2 Information

2.4 Speaking Telephoning ‘

Discussion

KX Decide how far you agree with these statements about telephoning. Write I agree, It
depends, or I disagree.

It’s important to have a few moments of small talk before getting down to business.
You can never be too politc on the telephone.

It’s much easier to say ‘yes’ than to say ‘no’.

When you can’t help someone, it’s better to say ‘no’ directly than to make up excuses.
The caller decides when to end the call; the recciver should wait for the caller’s signal.

R NN =

ER Discuss your answers to 1 with a partner. Do you think it’s differcnt in other parts of the
world?

Listening

EEB & 1:14-1:17 Listen to four telephone conversations and answer the questions below.

a Which one is politc, informal, impolite or too polite?
b In which conversation are the spcakers friends, acquaintances, colleagues from different
dcpartments or managers in a large company?

¥ Listen again and answer the questions.

1 What does each caller want?
2 Why can’t the other speakers help? .
3 Which two conversations include some small talk? What do they talk about?

BB Complete these expressions from the recordings. Then listen again to check your answers.

Conversation 1
1 1 you to give me ...
2 rd to you, but ...

Conversation 2

3 Havcyou gota of minutes?
4 Do you to know how to ...?
5 1 I could help you, but ...

6 Anyway, [ won’t you any longer,

Conversation 3
7 1was wondering if I could ask you a

8 Do you think you could send me ...?
9 Normally I'd be to help, but ...
10 I mustn’t any more of your time.
Conversation 4
11 Any Icould...?
12 The is, ...

13 Anyway, I'd better

24
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Interactive pronunciation practice on the DVD-ROM 2.4 Speaking .

Internet

research

B3 The four categories below relate to stages in the conversations. Decide how the expressions in
5 are used and add them to the lists. The first two arc done for you.

Checking the other person can speak now: ...

Requesting help: 1, ...

Refusing help: 2, ...

Ending the call: ...

Kl Complete these dialogues with suitable cxpressions, then practise them with a pariner.

Alex

Billie  Oh, hello Alex. How’s it going?

Alex

Billie = No probiem. I was just going to have a break anyway.
Alex

Billie  Well, I'm sorry to disappoint you, but 1 don’t know much about it actually.
Alex -
Billie = OK. But just let me know if there’s anything I can do,

Alex

Billie OK, bye.

Chris  Hello, it’s Chris here. I'm not disturbing you, am I?

Dee

Chris  I'm just calling to ask if you’d mind doing me a favour, actually.

Dee

Chris  Well, do you think I could possibly borrow your copy of Office 2007? I need to re-
install it, and 1 can’t find mine.

Dee :
Chris  Oh I see. Well, never mind, I thought I'd ask just in case. Anyway, [ won’t keep you i
from your work. Thanks.

Dee

Erin Hi. It’s me. Sorry to bother you. You wouldn’t happen to have the new IP address,
would you?

Frankie

Erin Brilliant. Thanks a million.

Frankie

Erin  OK then, I'll iet you get back to work. Thanks a lot. Bye.

Role-play

I} With a partner, practise role-playing different telephone situations. Remember to use suitable
formal/polite or direct/informal language, and to include small talk as appropriate. Student A
should look at page 111, Student B should look at page 112.

i
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Information

" Writing memos

2.5 Writing Memos

Discussion

First Northeast Bank has realized that many members of staff just ignore memos. Think of
some reasons why memos often get ignored.

Reading

B3 Read the recommendations on memo style. Then answer the quiz that First Northeast
sent to all their managers. Choose the option which best matches the style recommendations.

FIRST Northeast Bank!

RERE TR

. Personalize your memos: use I, you, we to make people feel directly concerned.

. Prefer verbs to nouns, and avoid jargon and technical terms; write sentences which ‘your
- grandmother would understand.’

Use active rather than passive verbs for a more conversational, reader-friendly style.

" 4 'Make it clear and unambiguous what you want people to do and when.
5 'Focus on the benefits to the reader, not on rigid rules or procedures.
. - R o e B & e Al e R e A W“""‘W
. Quiz -
©1 Ameémo is a document that you send to people inside the company.
i a method of documentary communication for internal use.
2 The objective of a memo is to solicit decisions and policy or behavioural changes.
Lo to get people to do something.
.3 In the past, we wrote memos on paper: now we often send them by email.
I electronic transmission has been widely adopted.
4 To wnte a good memo you need careful forethought, layout and revision,
e to plan, organize and edit your ideas carefully.
25 A good memo tells you clearly what you have to do and when you have to do it.
T is one in which both the desired ouicome and the target time frame are specified.
-6 The purpose of this quiz is to ensure that the principal rules of memo-writing are respected.

to help you write effective memos,

[ER Read the suggested format for memos. The paragraphs in the memo below are not in the
correct order. Number the paragraphs from 1-4.

Format for memos

1 Define the problem.

2 Tell the reader why they should feel concerned.
3 Say what result you want to get.

4 Say what you want the reader to do and when.

vine your faptop carefully,
i_'aftemoon-between- et S
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Further interactive writing practice and model business documents on the DVD-ROM 2.5 Writing .

1 Internet ¥ Match the examples of officialese 1-10 with the more user-friendly versions a-i.

researCh 1 itis recognized a} difficulty
bocal Bigh school - 2 with a view to alleviating b) immediately
popaiits cist in half 3 adjacent to c) there’s not enough
efuse to work 4 it is imperative d) if there was
Death’ 5 it is inadequate e) nextto

it the humor section’ ', 6 staff are reminded f) please remember
fthe US government’s - 7 area of concern g} we must

8 in the event of h) thank you for ...

9 forthwith i) tosolve

10 ... is appreciated j)  we realize

Writing a memo
B8 With a partner, rewrite this memo in a more user-friendly style.

To: Ali staff
- From: April denkins, site manager
Date: 10/8/06

Subject: Parking

1t is recognized that on site parkmg is currently inadequate and plans are cun’enﬂy bemg
examined with a view to alleviating the problems.”
One-current area of concern is the area adjacent to the logistics warehﬂuse n.the evem ofa
fire, it would be very difficult for emergency vehicles o reach the fuel tanks behmd the buﬂmﬂg
- Itis imperative that access to this and all buildings is kept clear.
~Members of staff are therefore. remmded that vehicies may only be- parked inthe oﬁimal car
parks. As from Monday 14 August any cars parked on access roads will be temoved forthwith,
The assistance of all motor vehiclé users'in ﬂus matter is very.much apprec&ated

Sl PRSI P
e » o WP =

Listening and writing
ﬂ & 1:18 Listen to a voicemail message from your manager and write the memo he refers to.

Writing
Work with a partner. Your top management have asked you to make a proposal for the
company’s three-day international IT conference. Think about these questions.

a Whyis an IT conference important to an international company?
b What objectives do you think management want to achieve?
¢ What are the ingredients of a successful conference?

¥ Write a memo proposing dates, a location, and a programme for the IT conference. You will
also need to get approval for your budget. (Last year’s budget was $700 per person.)

X Read all the memos and vote for the best proposal.
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2 Information

2.6 Case study Meteor Bank

Discussion
BB When experienced staff lcave a company, what are the consequences? Decide whether
these possible results are likely or unlikely.

Reading
ER Read the newspaper clipping. What possible reasons can you think of to explain why
experienced staff have been leaving Meteor’s IT department?

L) . ] » ’ .
Rising Star promises to make sparks fly
YOUNG Londoner Saul Finlay has been appointed IT Manager at Meteor Bank.
Thanks to an aggressive commercial policy, the Nigerian bank is growing rapidly all over -
West Africa, especially through its subsidiaries in Ivory Coast, Ghana, and Cameroon..
Together with the rising demand for electronic banking services, rapid growth is putting
increasing pressure on the bank’s IT department in Lagos. In an interview yesterday, -
Finlay promised to ‘drag the IT departmem klckmg and screaming into the twenty-first
century When asked if .. -

Y

2006
78
. 31(40 %)
6(7.6 %)
15(19.2 %)

2004
o4

7 (11 %)
4(6.3 %) 5(7.3%)
347%) 10187 %)

: at has changéd at Meteor SH
4 What reasons can you suggest for the trends in the ﬁgures'?
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Further interactive problem-solving on the DVD-ROM 2.6 Case study .

KR O 1:19-1:22 Astrid Kuhn decided to investigate. Listen to the reactions she reccived when
she spoke to four members of staff, and complete the notes.

\ 4

Tonye Ameobi Vincent Bonvalet i jukwy . Joseph lkpeba

"~ Tonye Ameaobi HR Vincent Bonvalet ©  Kehinde Ojukwu Joseph ikpeba
Manager, Lagos IT manager, Senior systems Operatlons Manager
Ivory Coast administrator, IT

department, Lagos

~opinion of Saul

::: "mi'stakes

Lisuccesses . -

“solutions
‘recommended

Discussion

B2 10 what extent do you feel Saul Finley is to blame for Meteor’s problems?
B Wwork in groups of three or four. Student A turn to page 110. Student B turn to page 112.
Student C turn to page 114.

If there is a fourth student, they should be the chairperson. Discuss the agenda below and draw
up an action plan for Astrid Kuhn.

Executive Committee Meeting

How can we reduce staff turnover?-
How can we reduce system downtime? : :
How should we react to accusations of malicicus damage m the IT department’? :
Should we agree to S Finley’s request for investment in IT equlpment m Lagos or mvest
in 1rnprov1ng our IT network in our foreign submdlanes‘? v S P
* Should we consider outsourcing IT? : : AEREIERERER S
How should we evaluate S Finley’s performance and What actxon is needed if any'?

Internet

research

Ch e N =

()P}

[P eI S s, 0 b s NPTV g i

iheBusiness 29




Review 1

Building a career

Complete the text about going to University.
Definitions are given in brackets to help you.

At high school you might take an ‘apt e test (test of
your ability) and have a chance to go to university. How
do you choose the university? Perhaps by the quality and
reputation of the *f ty (all the teachers); perhaps
because you were persuaded by one of the *al i
(previous students); or perhaps by the sports and social

i ies (rooms, equipment and services). Then, having
chosen, you will be just onc of many thousands of

a nts {people who have formally asked for a place).
Hopefully, you will be successful and you will

bsh u (phrasal verb: arrive in a place where
people are expecting you) with everyone else on the first
day.

Ed Make expressions by matching the beginnings and
endings of each phrase.

1 acquire skills which will serve you ...
boost future ...

dor’t miss out on ...

have checks and balances ...

go to enormous lengths ...

improve employability ...

interview and short-list ...

obtain practical experience that will ...
rate applicants on a scale ...

senda ...

e

I I I I

a lifetime

a wonderful opportunity to gain knowledge
candidates

earnings

by going to business school

in a process

of one to six

mailshot

to do something

enhance your CV

2
3
4
5
6
7
8
9
0
a
b
c
d
e
f
g
h
i
i

Complete the sentences with the words below.

new sales reps you have to

After you

them.

2 1It’s good if you can your sales objectives, but it’s
even better if you can them.

3 It’s not enough just to a few proposals on paper,
you've actually got to the plans.

4 When you become more experienced you might have
to working parties and even new
programmes to the Board.

5 [If you lost your job because of the company’s problems,
you were , but if you did something wrong then
you were .

6 If you are working in another geographical place, you

dre on ; if you are not working becausc you want
to study or write then you are on

30 7hcBusiness

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

11 (find out) the other day that Pierre from the

sales department has been dismissed. I {wonder)

why [ {not/see) him for a while.

I (just/finish) working on the spreadsheet

when the computer (crash). I can’t explain it — 1
(not/do) anything unusual with the program.

X Put each verb into the most likely form. You might
need an auxiliary like zill or would. Use contractions.

A If1 (1) (see) Anita, I (2) (tell) her about
the job vacancy as well.

B: But Anita’s on vacation, trekking in the Himalayas.
If you (3) (see) her, it (4) (be) very
surprising!

A: Anita? Trekking in the Himalayas? Now that really

is surprising. If Anita (5) (go) on vacation she
usually (6) (go) to the beach.

B Fill in the missing letters in these linking words.

Introducing a point

1 Asre_ _ _ _ds.../As_ _

Seeing both sides

2 Onthewh_ _ _
but _ _ the o_

Combining reasons

3 Noto_ _ _...,buta_ _

ed

_as...iscon_

...how_ _ _ _ ... /Itstruethat...,

h_

_ .../ Foro_ _th_ ..,and

4 Bes_ _

Use one expression from each of the categories in
exercise 6 to complete this text. Remember that one
expression might have two parts.

I've lived in the same town all my life. My family and
friends are here, and it’s calm and peaceful. (1) ,
there’s a good sense of community and I'm happy. But 1 am
starting to wonder about my career. (2) it’s a small
town and there aren’t many interesting jobs, I want
to develop my language skills and work in an international
environmerit. {3) salary , that’s not so
important right now — experience is more important. So I
don’t know what to do. (4) _____ I think the best thing is
just to wait and see what jobs are available locally -

, if I see a really interesting job advertised in another
area, then I'll apply for it and see what happens.

EX Put the action verbs in the box into the sentences from
different cover letters.

I previous sales records.

I more than average revenues per nightclub.
I arange of new products for teenage customers.
I myself financially by working in radio
advertising sales.
These part-time jobs

D WN

(1

my formal education.




Review 2

1
2
a

oo

1

2

o aAn o

1
2
E 3
t 4

5
6

1
2

3

EB Make expressions by matching each verb to a phrase
a—f below.

Meet ] 3 Make [J 5 Waste [
Keep [J 4 Boost [ 6 Take [J

... a multibillion-dollar investment in IT equipment and
services

... or exceed budget and productivity targets

... only hours to do what might have taken days
previously

... productivity and profits

... budgets and headcounts low because of global
competitors

... money by investing in IT without at the same time
overhauling the business processes it is meant to
automate

KR Underline the correct words in beld.

Another word for a PDA (personal digital assistant) is a
laptop/palmtop.

A short set of commands to correct a bug in a computer
program is called a patch/plug-in.

If you get a better and more recent version of some
software (or hardware), you promote/upgrade it.

A collection of PCs and servers all connected together
on a local area network is called a workgroup/
workstation.

If a server stops working for a time you say that it went
down/fell down.

If you load and configure a new piece of software on
your computer, you insert/install it.

To keep your computer programs up-to-date you have
to frequently download/offload patches and new
versions.

If you make some new technology ready for use (for the
first time), you set it up/fix it up.

EX Match the beginnings and endings of the phrases.

fill in touch with someone

get someone an update

get someone in on something

give someone know about something
give back to someone about something
let somcone a ring (= call)

Match cach expression in exercise 3 to the best
¢ definition bclow. Be careful — some are very similar.

tell someone about things that have happened
recently

give someone the most recent information

tell someonc something

speak or write to somcone, especially after you
have not spoken to them for a long time
contact someone by telephone

give someone an answer at a later time

] N |

: Correct the mistake in each sentence.

X’s software is far more expensive as Y’s.

Y’s software doesn’t have nearly as many features than
X’s.

My internet connection is lot faster than yours.

4 My internet connection is only halve as fast as yours.
5 Big brands can be double as dear.

6 Ink jet printers cost a fractal of the price of laser
printers.

Why buy a PC? They're a lot fewer reliable than Macs.
There’s infinity more software for PCs.

I think Yahoo is a worser search engine than Google.
Yes, but have you tried the Microsoft Live search
engine? It really is the worsest.

SO 00~

A put the requests below in order, from 1 (the most
informal and direct) to 6 {the most polite and indirect).

10 20 30 40 50 60
a Could you give me a hand?

b Give me a hand!

¢ Will you give me a hand, please?

d Do you think you could give me a hand?

e I wonder if you could just give me a hand for a

moment?
f  Would you mind giving me a hand?
(Note: your answer may not be the same as the in the Key,
but it should be similar; it also depends on your voice)

Fill in the missing letters to make expressions used in
telephoning.

1 Iwasw_ _ _ _ _ ingiflcoulda_ _youafa_ _ _r?
2 Anyway, Ilwon'tk_ _ _youanyl _ _ _r

3 TPmnotdist_ _ _ing you, am 1?

4 Ist_ __ _anych_ _ _ _Ilcould...?

5 Doyouha_ _ _ntoknowif..?

6 Haveyoug _ aco_ _ _e of minutes?

7 Imustn'tt _ _upanym_ _ _ofy__ _t__ _

8 Isthisag_ _ _t__ _toc___?

ﬂ Match the expressions in exercisc 7 to the uses below.

a) checking the other person can speak now (][]
b) requesting help (][ ][]
¢) ending the call [J][J

EX Rewrite this memo using the more user-friendly
language in the box.

As you (1) are aware, government regulations state that fire
drills have to be carried out (2) on a vegular basis. This is

a particular (3} area of concern for us foliowing the minor
incident in the factory last month. Clearly, (4) in the event
of another fire we would have to pay significantly more for
our insurance cover.

We are planning to have regular drills from now on. (5) L
would be grateful if you could make sure that all staff in
your section know exactly what procedures to follow when
they hear the alarm. (6) You are reminded that these drills
will be held at random times and without your previous
knowledge.

If you (7) require any further information, please do not
hesitate to contact me.

Your cooperation (8) is appreciated.

e Business
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COROLLA Vel

Discussion

EB The list below gives factors that influence decisions to buy. Number each factor 1-7
depending on how important they are to you. (1 = most important; 7 = least important).

ER Compare your answers with another student. Describe how the order would change if you
were buying the products in the pictures.

Scan reading

ER Read the article opposite. Match the headings a-h with the paragraphs numbered 1-7.
There is one heading you do not need.

a) No survival without quality e) Superficial quality

b) Reliability is not enough f) Quality in design

¢) Quality and cost g) Closing the gap?

d) Quality culture h) Quality for quality’s sake

Reading for detail
B3 Read the article again and decide if these statements are T (true) or F (false).

Western companies have caught up with the Japanese in terms of quality.

The Japanesc expect things to work properly.

Producing reliablc products guarantees a stong market position.

For a quality program to succeed, senior management do not necd to understand the key
concepts.

Quality analysis is a sensible way to solve any performance problems.

6 The iPod is not the only Apple product which has enchanting quality.

W N =

S]]

B Find words or expressions in the text with the following meanings. The number of the
paragraph is given.

a) something which suddenly becomes very popular (paragraph 1)
b) try hard to do something difficult (paragraph 1)

¢) cxpect something to be there as normal (paragraph 2)

d) a variety of objects or things (paragraph 3)

e) mistakes you should avoid (paragraph 4)

f) things which are fashionable for a short time (paragraph 4)

g) to make something unsuccessul or unplecasant (paragraph 5)

h) something surprising or impressive (paragraph 6)

Listening

B3 & +:23 Industry analyst, Warwick Fender, is speaking about quality in the houschold
electrical goods sector. What products do you think he will talk about? Listen and check your
answer.

EZ Visten again and answer the questions.

1 The white goods industry has been accused of designing products to last
2 Consumers today expect to electrical goods more often.

3 Repairing products is expensive due to the cost of and

4 Ethical consumers are reassured that it is increasingly possible to

products.

Discussion

¥ Work in small groups. Look at the products in the pictures again. Do they have taken-
for-granted quality or enchanting quality, or both? Are any of them designed with planned
obsolescence in mind? Present a short summary of your group’s ideas to the other groups.

32
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3.1 About business .

OF QUALITY

As | write this, I'm travelling on a plane. The executive sitting next to me has carefully

unpacked his Bose headphones and iPod Nano. Both these products have associations
with quality, a concept which can be misunderstood but which is of great importance

to success in business. The Japanese actually have two words for quality, and an
understanding of each is necessary to compete today.

I f
Quality remains an elusive target for many
Western companies, even though the craze
for quality has been around for some twenty
years. Yes, progress has been made. In
1980 the average car produced by Ford had
twice as many product flaws as the average
Japanese car. By 1986, the Japanese auto
industry lead over Ford had shrunk from
100 per cent to about 20 per cent, as Ford
made quality its number one priority. But
since that impressive burst of progress,
many companies have struggied to keep

up on quality, even as the Japanese began
building more of their products in the West
with local workers.

the renowned quality-management
consultant. Their innovations included lean
manufacturing, just-in-time industry, and
design for quality. In today's competitive
markets, manufacturers need to make quick
progress towards this Kind of quality. If they
don’t, you can take for granted that they

will go out of business. This is true even for
small, entrepreneurial companies. The ability
to create products and services that work is
no longer a source of long-term competitive
advantage. It has become just the price

of admission to most markets. If the stuff
your competitors make works better, your
customers aren’t going to be customers for
long.

H !

!

The truth is, the Japanese have an unfair
advantage. Japanese cuiture intrinsically
values quality and appreciates the smatl
details. In fact, the Japanese expression
for quality is atarimae hinshitsu, which can
be roughly translated as ‘taken-for-granted
quality’. What do the Japanese take for
granted when it comes to quality? They
take for granted that things should work as
they are supposed to, and they even see
an elegance to things working properly,
whether it's cars, subway schedules,
traditional flower arranging or the famous
tea ceremony.

|
Japanese manufacturers became so
obsessed with taken-for-granted quality
that they created a stream of innovations
that built on the concepts of Ed Deming,

Though much improved, our quality record
still isn't what it might be. Here are two traps
P've seen a lot of companies fall into on the
road to quality. One is, faking a commitment.
There’s no way around it. Whether you're
adopting total quality management {TQM),
or other quality schemes, these techniques
require everyone in a company to learn how
to think and work differently. Too many senior
executives adopt the latest fads as they come
and go, without taking the time to learn what
these processes are and how they work.
They leave the detail of quality to the folks
below them: a sure way to have a quality
program fail.

s ]

At the other extreme, some companies
become so quality-process obsessed that
quality-management techniques cease

to be a tool to improve the company’s
performance and instead become an end

in themselves. Statistical analysis should

be used for questions for which a company
doesn’t readily have an answer. Instead,
organizations sometimes go through long
analytical processes for problems that a
litle common sense could have solved. And
nothing sours an organization on quality
faster than meaningless work.

B ]
That brings us to the second of the two
Japanese expressions for quality: miryoku
teki hinshitsu, which means ‘enchanting
quality’. This kind of quality appeals not to
customer expectations about reliability — that
things should do what they're supposed to
— but rather to a person’s aesthetic sense
of beauty and elegance. That's what 1 think
Apple Computer got right with the iPod and
its many offspring. The nano belonging to
the man sitting next to me is a marvel, not
just of miniaturization, but of rounded edges
in a world of sharp corners,

|
And as | put on my own Bose headphones,
| realize how much | appreciate being able
to retreat to my Zen space amid the rumble
of the aircraft engines, rattling serving carts,
and chattering passengers. If these products
didn’t work properly when you turned them
on, nobody would buy them. They would
lack atarimae hinshitsu. But with the hungry
competitors in most markets today, taken-
for-granted quality by itself may not get the
job done.

THeBuziness
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" Quality

3.2 Vocabulary Quahty andstandards V',V g

Discussion

KN Work in small groups. Discuss which of these definitions best defincs your idea of quality
and why.

Quality means delivering products or services to customers faster, better and cheaper.
Quality is the correct application of procedures and standards. C
Quality means meeting the customer’s needs and expectations.

Quality means that goods are not defective or damaged.

Quality is designing and producing reliable products that do what they're supposed to do.
Quality is in the eye of the beholder. =

Reading

K3 Read the article which describes five stakeholders with ditferent ideas of quality. Match
cach stakeholder with a definition above.

Quality is in the eye of the stakeholder

If a product or service lacks quality, most people would agree that it is substandard
in some way. Perhaps the workmanship is shoddy, the packaging is flimsy, or the
service unreliable. But defining quality from a business perspective is less simple.

® The marketing manager, who is responsible for evaluating consumer
research, market conditions and competitor data, sees quality, very much in
terms of customer expectations and customer satisfaction.

@ To the design engineer, who designs products or components to tight specifications
and strict tolerances, quality has more to do with whether the design is fit for purpose
and whether the product or part performs its intended function. Colour changes or
deluxe models are sccondary considerations.

® The process engineer employs lcan manufacturing techniques to ensure that products are
produced with the minimum waste of effort, money, time, space, and materials. So quality
involves what the Japanese call Kaizen (continuous improvement), and doing things right
first time (RFT).

@ Internal or external quality auditors verify compliance with standards such as 1SO 9001,
Quality means that recorded procedures are in place, and being applied and respected.

® And finally, the end-user. Whether they want something cheap, heavy-duty, or
disposable, they won't buy it in the first place if it is scratched, cracked, or
flawed in any way!

Listening
Ed & 124 Listen to three people talking about quality. Decide which type of stakeholder
each speaker represents.

Wordbuilding

A Use the correct form of the words in brackets to complete the sentences. Check your
answer in the article in 2.

Internal carry out checks every year o ensure ISO standards are maintaincd. (audit)
Exacting technical mean that this machine will give many years service, (specify)

The components are machined to of less than one millimetre. (tolerate)

Cheap copies of branded goods are often . (standard)

They changed their provider because the service was . (rely)

Adopting the RFT guidelines has led to an immediate in product quality. (improve)
Our quality controllers make surc that we reach full with ISO 9001. (comply) ,
Reports of strong customer indicate that our production routines are effective. (satisty)

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

Speaking

I3 Work with a partner. Decide whether these adjectives refer to quality positively (+), negatively
(-) or both (+/-). Use a dictionary to help you decide.

A Tell you partner about a product you bought that you arc either very pleased or very
dissatisficd with. Use the adjectives to explain why. ,

Collocations

Match words 1-10 with a—j to form some common collocations in the field of quality ]
standards.
1 best a) requirements i
2 customer b) expectations | |
3 statutory c) fault ‘
4 design d) improvement
5 continuous e) practice
6 resource f) objectives ‘
7 industry g) assurance
8 quality h) specifications |
9 measurable i) management
10 technical i} standard

X Match the collocations in 7 with their meanings below.

—

how the materials, investment or labour to produce a product or a service are managed
a flaw in a product which is due to it being poorly designed

the qualities the end-user believes the product or service should have

what the Japancse call Kaizen, constantly improving the product and process

the precise guidelines which establish how the product should be built !
the accepted norm in a particular field of business

defined targets established to measure improvements in quality
compulsory rules imposed by the government

the most suitable or efficient way of doing something

the system put in place to ensure that quality targets are met

SOV XN

—

Speaking

X Work in small groups. You are the
product development team responsible

for developing one of the following
products: a disposable plate, a dishwasher,
a supermarket bag, a mobile phone, a car
tyre, or your own idea. Choosc a preduct
and define what level of quality you want to
achieve. Think about the following points.

» the quality of the final product for the
user
the quality of the materials you will use
how long you intend the product to last

» whether you want to have a high or low
profit margin

¢ whether you intend it to be an upmarket
or a cheap product

EI) Take turns to present your product
concept to the other groups. Be prepared to :
answer questions and explain your strategy. 5 “roledidhe play inthe |
Vote for the best product concept. ' quality movement? -
: 752 Surnmarize your v
findings and-report bagk
tothe class) -
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Quality

Test yourself: passive structures, affirmatives and negatives

Complete the following conversation using the correct form of the verbs in brackets.

Sven  Hi, Juliana. What brings you to the coffee machine so early in the morning?

Juliana Oh, hello Sven. Thought I'd grab a quick break. | wanted to make some
copies, but the photocopier (1) (service).

Sven  Again! It (2) (service) every week! Last Tuesday, | had a ton of copies
to make and it (3) (repair). | know it (4) already
(check) this week and I'm sure it (5) (mend) again next week! What's
the matter with it?

Juliana Well, remember, when the old one (6) (replace) they said it (7}
{(use) properly: that people hadn‘t been following the instructions.

Sven  Yeah, | know. But, at least the old one didn‘t have to (8) (dismantle)
every week, And it was easy to use. This one's too complicated and we’ve had
nothing but hassle with it since it (9) (install)! The real problem is that
we (10) (train) to operate it, have we?

Juliana You're right, Sven, but I’'ve heard that some training {11} (organize) at
the moment. So, look on the bright side!

Sven | guessso, Juliana. Anyway, let me get you a coffee.

Juliana I'm afraid you can’t. The machine’s out of order! | was just going to check
when it (12) last {(service)!

Test yourself: passive questions

A write questions for the short answers. Use the prompts given.

Example
coffee machinef/repair? — No, not yet.
Has the coffee machine been repaired?

photocopier/service/at the moment? — Yes it is.
itfrepair/last Tuesday? - Yes, it was.

Do you think/it/mend by next week? — Most probably, yes.
When/the old one/replace? — Three months ago.
it/use/correctly? — No, it hadn't.

you/trainfto operate it? — No, we haven't.

some training/organize/at the moment? - Yes, it is.
When/it/last/service? — Last month.

Refresh your
memory

W NN hWN -

Test yourself: passive modals

Ve just been sacked by
.the safes manager). : ﬂ Make these active sentences passive.
1 The maintenance people should fix it!
2 You could rewrite the procedure.
3 We must have made a mistake.
Gk gl 4 You might have informed me!
instead-of Will you . -
Finiéh the repart on 5 lcan't have deleted it!
tfime?
~have something done . Test yourself: to have something done
Expresses an -
afrangement fora . i - . . _
different person to do. ¥ Match the three sentences 1-3 with the appropriate explanation a-c.
somiething forus,. .~
: Inormaf!)?.ﬁavé m)i_'s.uit 1 1mended the car. a) Somebody mended the car.
i dry-cleaned every week, 2 The car was mended. b} 1asked somebody to mend the car.
i e : 3 1 had the car mended. c) 1did the action myself.
- Grammias and practics L
pages120-121 .
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Further interactive grammar practice on the DVD-ROM 3.3 Grammar .

Listening

B & 1:25 Fuclflo manufactures fuel systems for civil and military aircraft. Recently, a customer,
Airbridge, has complained of a problem with fuel pumps. Listen and match the company
departments concerned with the problems.

Production  Sales  Stock  Logistics

put the wrong fitting on the pumps. A

didn’t give Production enough warning. | =
sent two different parts together at the last minute. 5
didn’t spot the difference. |

decided to reduce stock movements. : b
scnt a delivery late. :

OO A=

i
KA Rewrite the notes above using the passive to make the comments sound less personal and less E
aggressive. | ‘

Example
1 The wrong fitting was put on the pumps.

At the end of the meeting, they made plans to solve the problem. Rewrite each of sentences
1-6 using the words given, and using the passive or save something done.

1 In future, we will arrange for the parts to be delivered sepatately.
In future, we will have

2 We will ask Airbridge for earlier warnings of any changes.
Airbridge will ______ .

3 Birgit will get someone to check the parts.
Birgit will have .

4 Somebody must brief the Stock Department.
The Stock Department

5 We will give Airbridge a discount on their next order.
Airbridge .

6 An independent auditor will check the procedures.
We will have .

:rnet h Role-play
. eearc il EJ Work with a partner. You both work for a company producing soft drinks. Recently, some
f-for ANO! consumers have complained of a strange taste in a small number of bottles and some have had to

be recalled. It is summer time and your bottling plant is working round-the-clock to meet demand.
Student A is an internal quality auditor. Your job is to identify and solve the problem by asking
tactful questions. Turn to page 111.

Student B is the Nightshift Supervisor. Try to avoid taking the blame, using the passive where
necessary. Turn to page 112.

KX When you have identified the probable cause of contamination, work in small groups to W
define what corrective action should be taken. Compare your solution with another group. |

The Business



3.4 Speaking Delivering presentations

Discussion

KB Work with a partner. Which factors do you think can make or break a presentation. Make
a list of three ‘make’ factors and three ‘break’ factors, using the ideas below to help you.

Listening

A & 1:26 Work with a partner. Listen to four brief extracts from presentations. Match each
speaker with a presentation problem from the list below.

a Speed: too fast ¢ Incorrect vocabulary

b Inappropriate pauses f No checking to see if listeners are following
¢ Excessive jargon and acronyms g Lack of signposting

d Long sentences

EX Match the problems in 2 with solutions 1-7 below.

1 Using the correct word is important. Remember to use collocations and other common
word combinations.

Keep sentences short. Your talk will be easier to follow and carry more impact.

Take time to check that your audience is following what you say.

Slow down. Pause. Give the audience time to think about what you are saying.

Learn and use key expressions to signal to your audience where you are in the talk.
Think about your listeners. Explain any jargon or acronyms they may not know.

Pauses in speech ... are like punctuation in writing. Use them ... to give more impact ... to
1 B I — what you are saying.

60 - ol e Rl e o e e =

50 } e Predicting and listening

oyt A Work with a partner. Quality assurance engineer Marc Pinto is presenting the graph on
2 1l the left. What do you think it represents? What do you expect he will say about it?

GO e e

80

NOYGLAe BN

PFR per 10,000

20- T B3 & 127 Listen to Marc’s presentation and check whether your predictions were correct.

. A Listen again and decide how well Marc presents his information using the ideas in 2 and 3
1234567891 tohelpyou
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. Interactive pronuneciation practice on the DVD-ROM 3.4 Speaking .

Signposting

Signposting presentations can help the listener. Listen to Marc’s presentation again. Complete
the signposting expressions which he uscs.

Referring to graphics Checking understanding

This graph (1) the ... Is that (6) so far?

(2) you can see, ... Does that make sense?
Digressing Ending one point

Just to digress a moment ... I think that (7)
Bythe (3) _____, .. That’s all T want to say about ...
Restating/reformulating Moving on

In other4) ___ .. So, now let’s turn to ...

What I mean is ... Now, I'd like to (8) at ...
Emphasizing Anyway, ...

And (5) , that’s why ...

I must emphasize that ...

Presentation

KX You are committee members of your company’s sports and social club. You have allocated :
a budget of £450 to spend on one of the three items below. Work in three groups, A, B and
C, to prepare a short presentation of your item to persuade the committee to buy it. Use the
presentation outline to help you, and prepare one or two slides to illustrate your talk.

O Dishwasher

Water constumption 16 load

Energy rating A

Energy consumption 1.1 kWh

Capacity 12 place seftings
Noise rating 45 dB

Price £334

©  Washing machine

Water consumption 55 Wfoad
Energy rating B
Energy consumption 1.3 kWh
Capacity 6 kg

7 Noise rating 52d8

A Price £295

© . Expresso coffee maker

Water consumption 0.4 /4 cups |
Energy rating. A ‘
"I Energy consumption 1.25kWh
Capacity 4 cups/minute
Noise rating WA -
Price £423
aternet QN g e ¥ S Al Y A S SR OO S MY SN S S T A SR A SR S

research :

Presentation: sutline:

Techmeal focks ond ﬁgures

AAVMJ’@é& {awned aJSQAVm%aﬁos?)

Wla;a Hhie product is.a better ‘choice than the other: two
ConeluSion

el
Sk A I S ORI, coagy. i el
e o, % i sk, o, i ! AR

EEX Take turns presenting your product. After each talk, give feedback on clarity and impact using
the table on page 113. Decide which product to buy.
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3 Quality

3.5 Writing Procedures and instructions

Discussion

—
f owoNOUhWN=

EB 100k at the pictures. What sort of advice, instructions or warnings would you expect to
find on the packaging of these products? Discuss your ideas with a partner.

EX Match these strange instructions 1-6 with the products a-f which they refer to.

1 Do not turn upside down a) a child’s Superman costume
2 Warning: keep out of children b) a bread pudding
3 For indoor or outdoor use only c) printed on the bottom of a tiramisu
4 Wearing of this garment does not packet
enable you to fly d) asleep aid
5 Product will be hot after heating e} a kitchen knifc
6 Warning: may cause drowsiness f) a string of Christmas lights
Reading

R Decide whether the ten tips below for writing clear procedures are Dos or Don’ts.

Writing Clear Procedures — Dos and Don’ts

Use long sentences (15-20 words maximum}

Prefer active verbs

Be direct — use imperatives

Use long words

Use abbreviations or acronyms

Be consistent with terminology

Remember the reader ~ do not assume they know certain information
Put steps in the right sequence

Use headings and split information into chunks

Use 1, 2, 3, and not one, two, three or first, second, third E

A A AT LA APAITIN SG T ,  S a e nap. e s e, P S A VT AN AT S vt

Ay

¥ Read these assembly instructions for a bookcase. Which of the Dos and Don'ts do they
break? Find examples and compare your answers with a partner.

Before attempting to.assemble the FSB, the part i ». A P
relevant items are mcluded inthe packct and that none are m_[ggmgf- .

" position'in the grooves, ptowded t6 this effect at' ﬁte rear of the biy
- /NBltis'recommended that the unit be assemb!ed in a horizontal p
i load-beanng surface; ie the ﬂoor . AR
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Further interactive writing practice and model business documents on the DVD-ROM 3.5 Writing .

Writing
B Rewrite the assembly instructions to make them clear. Use the framework below and follow
the advice in 3. Use one word in each gap.

- Bookcase ____ instructions |
1 ... the packet contains all the intheparts__~__ . .~ -
. the bookease flat-on the B BRI
: Begm by fittingwooden _____inthefour_____ineach .
" 4 _____ the five shelves to the side - ,W!ththe rounded : ards
5  the back panel into place in the - ;»»atft’he rearof ghé sgde.;géﬁéls; ‘A,; ;
6 ____ thetopand panelsand gthemdovbvn.f’ o o
U, - S—— —

Listening

K & 1:28 Janice is assembling a TV stand she has just bought. She calls her friend Max, Listen
to their conversation and answer the questions.

1 Why does she call Max?
2 What information does Max give her?
3  What docs he promise to do in the end?

Listen again and write in the missing items on the parts list.

-ernet

research TV Stand - Parts List

1 panel 1 cross
4 4__
2 panels 1

Writing a procedure

KA Work in small groups. Use the diagrams to write the assembly procedure for Janice. When you
have finished, compare your instructions with the other groups. Decide which group has written
the clearest instructions.
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3 Quality
3.6 Case study Zaluski Strawberries 7 S

Discussion
Bl With a partner, decide whether the following facts about strawberries are true or false.

Reading

X Read the internal email from a supermarket chain with outlets in the Netherlands and
Belgium, and the extract from a strawberry producers’ brochure. Answer the questions.

1 What expectations would a consumer normally have about the quality of stawberries?
2 Why has the quality of incoming strawberries now become an issue?

3 Why do you think Schuurman and Zaluski may have ditferent views on quality?

4 What do you think will be Suzanne’s next course of action?

T

068 »
T E w7 P~
O R 8 /7 ¢ o aw
| Delete Reply ReplyAl forward New Malboxes GetMal SearchMaibox

To: Suzanne Van Peeters w
From: Hank Batten ..
Subject: Fresh fruit display improvements

Suzanne,

Refrigerated display cases for soft fresh fruit have now been installed in all our outlets {o reduce product losses
and extend sheff life. Obviously, the investment will be wasted if we receive substandard fruit in the first place.

I'd like you to check on things with all our fresh fruit suppliers: raspberries, strawberries, plums, etc. Start with
strawberries if | were you, because we had a wastage rate of over twelve per cent in the last quarter. Zaluski supply
the bulk of ours. And I've told Mr Schuurman that we should be able to get it down significantly!

Counting on you, Suzanne!

Hank Batten

Group Quality Director — Schuurman supermarkets

‘inthe Psko area, has been packmg and d:stnbutmg strawbemes o1 more than 40 :
“-years, Traditional farming techniques allied with the careful selection of appropriate
- strawberry vanetles ensure. that we produce Pohsh strawbemes of unnvalied quahfty'
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Further interactive problem-solving on the DVD-ROM

3.6 Case study .

-rnet

esearch

Listening

EX & 1:29 Listen to the telephone conversation between Suzanne Van Peeters, Schuurman’s
Quality Manager, and Piotr Sieberski, Managing Director of Zaluski Strawberries. What is the
purposc of Suzanne’s call?

Preparation

I} Read the information below and underline the main points Suzanne will need to raise during
her audit meeting.

Key factors affecting strawberry quality and recommended best practice:

TEMPERATURE

@® Less than a one-hour delay between harvest
and the cooling of berries in the cooler is
recommended. This means regular collection
of picked fruit and frequent trips to the
cooler

@ Upon arrival at the cooler, fruit should be
cooled to 0-1 °C before being placed in the
storage room to await packing. Cold storage
air temperatures should be monitored and
records maintained.

® When shipping by road, trucks should be
cooled to near 0 °C before loading. The
refrigeration system must be checked on
each load.

@® The golden rule is Don’t break the cold
chain. Once strawberries have been cooled
after picking, they should be kept cold until
30 minutes before eating!

PACKING

@ Care should be taken to pack only sound
fruit from harvesting trays to punnets.
Decaying, damaged or shriveiled fruit shouid
be removed.

HANDLING

@ Strawberries are very fragile and bruise
easily. Careful handling and sorting during
harvest is needed.

@® Training and supervision of harvesting
teams is critical. Harvesters should be o
given an incentive to pick with care. Crew i
supervisors should monitor harvested trays z
to ensure that only sound fruit are being
placed in them. Shallow trays should be
used to prevent squashing {no more than 5
cm in depth).

RIPENESS

® Strawberries do not continue to ripen
after harvest and will not increase in sugar
content. Riper fruit tend to have a high sugar
content and better flavour quality. Pick only
ripe fruit, generally pink or red in colour.

CULTIVATION

® The use of heavy nitrogen fertilization has
been associated with softer fruit and less
flavour.

Listening

B 2 1:30 Listen to Suzanne’s audit meeting with Piotr Sicberski and Klara Solak, the packing
shed supervisor. Complete Suzanne’s notes below.

 Peking procedties
s o g ety

rogen Fertiligers witk stop i

Presentation

TA work in small groups. You are quality consultants to Schuurman supermarkets. Prepare a
presentation of your recommendations for improvements to Zaluski’s procedures to ensure top
quality strawberries. Make your presentations and hold a class vote for the best one.
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Discussion

K Work with a partner. Discuss the meaning of these statements. Choose the two which you
think are closest to the truth. Explain your choice to another pair.

Project management and team-building quotes
Nothing is impossible for the person who doesn’t have 1o do it.

If you’re six months late on a milestone due next week but nevertheless really believe i .
you can make it, you’re a project manager. :

There is no I in Teamwork. ;
If you don’t know where you're going, any road will take you there. . -
Getting good players is casy. What's difficult is getting them to play together.

LSRR A

Listening

& 1:31 Listen to part of a project review meeting. What is being built? Which two stages _
of the project caused the delays? Choose from the list. ‘ i

a Land purchasc e Excavation for foundations : 1
b Project approval f Dam construction .
¢ Feasibility study g Resettlement ‘
d Geological survey h River diversion 1

The Gantt chart below relates to the updated schedule. Listen again and complete the
gaps with the correct project stages from 2.

Project scheduie

Year 1 '7ear 2 Year 3 Year 4

J[FIMAIMEIJJASONDJFMAMFIW(O[!\T’D J@JﬁWJ JIA[S{O|N|D[J|FIM[AM]JIJIAIS|D|N(DY] I

Logistics Feasibility study

Engineering ] (1

Reading

KR Read the first three paragraphs of the article opposite. Answer these questions.
1 What examples of ‘ineffective team-building activities’ does the author mention? 1
2  Why do companies continue to run them? i
X Read the rest of the article. Match the four points of advice in a-d with gaps 1-4 in the text.

a Create an open and honest atmosphere. ¢ Have a common plan.

b Learn from the best leaders. d Focus on a clear objective.

KA Which essential tcam building characteristic is missing in each sitnation a-d?

a We'rc going round in circles. It’s like a ship without a captain!

Internet b The project scope is too wide and unclear.
rese arch ¢ Ithink we all know where we’re going, but we have different views on how to get there.

d We all get on OK, but everyone’s too politically correct.

Discussion
Work in small groups. Discuss these questions.

1 Have you ever played volieyball? What are the principles of the game?

2 Volleyball has often been called the ultimate team sport. Why is this and what lessons can
be learned and applied to project management?

3 What similar lessons can be learned from other team sports or group activities? For
example, playing in a band.
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'Smells
| like
team
spirit

It's time someone finally said it: most
of what passes for team-building these
days doesn'’t really build teams. So
why do companies spend millions
of dollars annually to make their
employees go through ineffective
team-building activities: walking
around in blindfolds, navigating
rope courses, and sitting crosslegged
on the floor with paper and crayons
illustrating their ‘life paths’?

There are three reasons. While
it's generally recognized that a great
team will beat a mediocre team 99
times out of 100, little hard thinking
goes on at most companies about
how effective teams are actually built.
Employees usually don't complain
about silly team-building efforts,
whether out of apathy or for fear of
being labeled ‘anti-team’. Finally, most
team-building practitioners are well-
meaning, sincere people whom no one
wants to offend.

So if conventional team-building
activities arc largely ineffective,
how do you build a great team?
In 1978, I played a supporting role
on a volleyball team that won the
first National Championship in our
university’s history. That team was
made up of people who weren’t the
most physically-gifted athletes in the
world. But they merged into a force
that was far greater than the sum of
the players’ individual abilities.

Nearly 30 years later, what I learned
that scason remains one of the most
important lessons of my life. Great

teams — whether composed of athletes,
businesspeople, fire fighters, military
commandos, or what have you — teach
us four key lessons:

1 _.Oneof the most
memorable features of my 1978 team
was the level of intensity which the
players brought to every practice and
game, The atmosphere was charged
with an emotional commitment
that caused members of the team to
constantly push each other to give
everything in service of the goal.

Far too often, a company thinks it
has a team-building problem when
what it really has is a goal problem. If
you want to build a great team, make
sure its members share a determined
passion to accomplish something.
How do you get that kind of
commitment? By involving everyone
in the development of the goal.

2 . It's not enough to get a
bunch of people together who care
deeply about reaching a goal. They
need to have a strategy for achieving
it. The best team-building tool ever is a
good strategy that everyone buys into.
If you want to increase teamwork,
don’t focus on the team, focus the
team on the task.

My team coach had a detailed
strategy for winning that the players
bought into completely. A part of the
strategy was to overcome our physical
shortcomings with a commitment to
superior conditioning and training. So,
for two months the team endured a
schedule so demanding that it was the

o 4.7 About business .

Weekend retreats and touchy-feely exercises may do more to
create bad-feeling than build teams. Instead, take some lessons
from a winning volleyball coach

talk of the campus.

3 . Yes, trust and respect are
key. But ironically, often the best way
to increase levels of trust and respect
on a team is to get them focused on the
goal and the strategy. This gets people
saying what they really think. When
people say what they really think and
are held accountable, trust and respect
usually follow. Don’t impose an
atmosphere of false politeness.

There was plenty of conflict on
the team and people sometimes
lost their tempers. But on the court
an atmosphere of respect always
prevailed. All great business teams
share that same quality.

4 . There’s no getting
around it, great teams usually have
great managers. My old team coach
still coaches volleyball at that same
unijversity today. He has an unrivalled
426-162 win-loss record and has
also coached a US team to a World
Championship and an Olympic gold
medal.

So, learn how to be a great coach.
Aspiring business leaders would be
a lot betier off if they spent less time
reading management literature, and
more time around people like my old
coach. The great college coaches may
know more about tecam-building than
anyone else in the world. After all,
their leadership and team-building
skills are measured in real time, in
front of real crowds. And they start
from scratch with a new team every
year.

TheBusiness
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Discussion

Kl Work with a partner. Match the nouns in the box with the descriptions a—e. Which
character do you think would be most difficult to manage and why? Which description best
describes you?

a This character does things their own way. They may be effective, but they’re difficult to
control.

b This person has a natural ability to encourage others and take a project through to success.

¢ This person doesn’t know when to stop, and they often believe the office would collapse
without them.

d This person imposcs their personality on others, making other people feel bad in the
workplace.

e This person has a natural ability to fit in. They make positive contributions and build good
relationships.

IE8 Which character type in 1 would you associate with each adjective below?

Listening

E} & 1:32 Listen to an HR manager and line manager talking about three different members
of their team. Decide which of the labels in 1 best describes each person.

Anna Bjorn Katia

IE¥ Listen again. Which adjectives do you hear that confirm your answer in 3?

Expressions

BB The expressions in bold all occurred in the recording. Match phrases 1-8 with the
appropriate reply in a~h. Use a dictionary to help you if necessary.

1 Marion is in danger of burning out. a Except Rob, but he doesn't like anyone!

2 How are you settling in? I wish I could, but things are just too hectic.

3 If we want to succeed, we must 1 know! He asked me to do his report for him!
pull together. No, you can rely on me!

He’s always passing the buck! Perhaps we should run a tcam-building course?
She gets on well with everyone.
Don't let me down, will you? You're right, and that means more work for us!
Dave isn’t pulling his weight! Fine, thanks, though I still don’t know

You should learn to take it easy. everyone.

00~
Do o DL oo

Yes. She’s a workaholic. It’s affecting her health.




Further interactive vocabulary practice on the DVD-ROM 4.2 Vocabulary .

=rnet K3 Match the people involved in a project in 1-5 with their definitions a—e.

esearch

Sponsor

Project manager
Project team members
End users

Key stakeholders

The people who will benefit from the end results of the project on a day-to-day basis.
The person or group of people who decided the project was needed in the first place.
Anybody who might be affected by the project, whether positively or negatively.

The person responsible for running the project and delivering on time and within budget.
Staff chosen for the skills they can bring to the project, often from different departments.

Or & N~

o a0 o

Below are different people or groups involved in or affected by a motorway construction
project. Match them with the five key players above.

truck and car drivers ]
the Ministry of Transport ;
a senior engineer in a major civil engineering company :
a plant hire company, an environmental protection group, and villagers living near the
proposed route

e a civil engineer, a surveyor, an environmental engineer and a transport consultant

060 o

Collocations

B Complete the project management sentences using the correct form of verbs from the list
which collocate with the nouns in bold. In some sentences, more than one verb is possible.

Unless the team really pulls together, we’ll never the deadline on the Malaysian order.
The project has been difficult so far. However, once we the next milestone, everything
should get easier.

To make sensc of our tasks, we necd 1o a timeframe within which we can all work.
Frank is such an unreasonable boss: he always our targets for overseas sales too high.
Congratulations! We’ve our targets for quality this year due to all your hard work.
We've been vague about the schedule for too long. It’s time we a date for definite and
moved on.
In theend, I
else was late too.

8 Sam’s excellent at getting things done on time, but she finds it impossible to her
budget.

N =t

=2 30E; B S

~J

my deadline for my accountancy project, but it didn’t matter: everybody

W

Speaking

EX Work in small groups. Take turns to describe your personality, your strengths and weaknesses,
and what you would be good or bad at doing in a project.
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Feedback

past fegrets, use
houldiought toltould .+
ave+past participle;
- For past speculation, use
aylmighticouldimust +
“Have +.past particple:

" Third conditional

Use #f 4 past perfect %

in‘the condition. Use
would have s-pasti
participle’in the result;
{Fwe had spentimore on
marketing, we would
have sold more. i
used to ¥ infinitive
Past state:or habit. -
We. used to.work in'a
smaller office.
Familiarity with.a
strange-ordifficult
situation.

betget used 1o+ verbs
inglnounipraonoin,

1'm Used to - working
untit 7 p.m.

Refresh your
memory

P Grammar and practice
pages 122-123

4.3 Grammar

Test yourself: past modals

Kl two directors of a pharmaceutical company are discussing the reasons why a new

software project is behind schedule. Correct the errors in bold with the correct form of
the verb.

Bruce

Bruce

Rosanna So, Bruce, where did we go wrong? We're two months behind schedule,

Murray's just resigned and the end users are now saying the system will be
unusable!

Well, Rosanna, we (1) should not choose Murray as project manager in the
first place. Mavericks like him just don’t make good PMs. We (2) can predict
he wasn’t going to change if we hadn‘t been in such a rush. In retrospect,
we (3) should put Isabelle in charge. She’s no star but she (4) will do a
steady job.

Rosanna Yeah, | see what you mean, but it's easy to be wise after the event. She

(5) might be a better choice in some ways, but {(6) will she listen to the
users? Their views (7) ought to be taken into account properly before we
started the implementation phase. We (8) must waste at least one month
asking them the wrong questions! If only we had got that right, we

(9) aren‘t in the mess we are now!

1 just wish we had been given project approval a bit earlier. That way

we (10) can make sure people bought into the project in the first place.
Anyway, the question is, what are the lessons learned and where do we go
from here?

Test yourself: third conditionals

A Rosanna and Bruce are discussing the lessons learned. Rewrite the notes using the third

conditional {ff + past perfect, would have + past paticiple) as in the example.

Example
if we (put) isabelle in charge, she {do) a steady job.
If we had put Isabelfe in charge, she would have done a steady job.

AN H WN =

if we {give) Murray a different role, he (not resign).

if we {(not be) in such a rush, we (make) a better choice.

if the users (be) listened to, their views {be) taken into account.

We (not waste) one month if we (ask) the right questions in the first place.
If we {(get) the project approval earlier, we (be able) to start correctly.

We (not have) all these problems if we {(make) the right decisions!

Test yourself: used to, be used to and get used to

Complete these sentences using used to, be used to or get used to and the correct form

of the verb.
1 We (give) ourselves enough time, but these days it’s just a mad rush!
2 Personally, | don’t think | will ever (work) like this.
3 You know, Murray has changed. He (be} such a maverick.
4  You're right. He (come) to me for advice, but now he does.
5 | remember when he joined us, he {make) a lot of typos.
6 Yes, | remember! He (use) a French-style AZERTY keyboard!
7 You can say that again! | still not {type) on an AZERTY after fifteen
years!




Further interactive grammar practice on the DVD-ROM 4.3 Grammar .

Regrets

The photos show two pcople whose career paths have been very different. Which person
regrets their decisions more?

G R AN Yeah, I remember Kim. I studied business

administration at college with her: we had a great
time. 1 took a job as a trainee accountant in London at the same firm
as her. But I felt it just wasn’t for me. [ was earning good money, and
they offered me a salary of £45,000 just to stay, but I said ‘no’. Instead, I
downshifted. 1 left to become a dairy farmer. When I look at the people
I used to work with, we're really different now. They live in nice houses
and drive expensive cars. But overall, I think I made the right choice.
I’'m really happy on my farm. I'm not at all stressed.

Kl I studied business administration at college, but I didn’t

really enjoy it. { always really wanted to be a vet, but I made
the wrong study choices. In the end, I joined an accountancy firm. Now
I’'m a senior partner, which means I have a great salary. But I sometimes
think there’s something missing. My friend Grant, who joined the same
time as me, left after a few years to start a farm. He asked me to help
him set it up, but I said ‘no’. I think it was the wrong choice. He says his
job’s not at all stressful, but mine is contant pressure.

E Compicte these sentences using an appropriate past modal form of the verb in brackets. |

Grant (have) a career as an accountant, but he left.

Grant (earn) £45,000 or more, but he turned it down.

In the end, Grant doesn’t think that he (stay) at the accountancy firm.

Kim thinks she (study) to become a vet, not an accountant.

Kim now thinks that she (leave) the accountancy firm and started a business with
Grant, but she said ‘no’.

Kim ______ (live) a less stresstul life on a farm.

UL BN

(o))

R Complete the sentences a—d with your own ideas based on the stories of Grant and Kim.

If Grant had stayed at the accountancy firm

If Kim had studied to become a vet,

If Grant hadn’t become a farmer,
If Kim had helped Grant start his farm,

006 o

A Read the list of activities in the list below. Which activities are part of Grant’s pasi? Which
activities are familiar parts of his life now?

internet

research _ _ o
o ER Write appropriate sentences about Grant using the ideas in 7. Use used to or be used to plus
barch for the keyword the correct form of the verb.
bwnshifting to
fscover more about . .
bis trend; Make notes Discussion
n the different forms EJ Imagine you have recently quit a very well-paid business job to start a different life on a farm.
Use the ideas in the box to imagine how you lived in the city and how you live now.

downshifting and
peide which you would
dopt i you had the
e Make a one-.
iniite presentation of
pur cholce to the class
Ind vote on the best

EIY Work in groups. Exchange memories of how you used to live. Say what you are finding it hard
to get used to now.
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4 Feedback

4.4 Speaking Coaching

Listening
E¥ & 1:33-1:34 Listen to two interviews bé&veen Mrs Gomez, a store manager in
the Philippincs, and Rafael, a department supervisor. Answer the questions.

1 What was the objective of cach interview?
2 What did Rafael do wrong or right?
3 How do you think Rafael feels at the end of each interview?

EX Read the two procedures for giving feedback below. Which contains advice relevant to the
first interview in 2? Which is relevant to the second?

enough. » Setnew obpectlves statmg the methods to be

used-and a deadhne

_ ; Recognlzmg merit g Constructive crit‘icism
1 Make contact "1 Make contact : o
fw -« -Set the'scene:. describe the time; place and o * Set the scene: describe the tume piace and
e situation when performance was exceptional. £ situation when the problem occurred: -
' P = Refer to the work in question. N + Describe the problems and the resufts
2 Gwe praise & facts, not opinions.. . g
© 0 s Give a specific example of the facts or results £~ 2 Diagnose the problem .
P you appreciate. e « Elicit the causes of the prob!em (behavmu
e = Point out the personal qualities which ) method, equipment,. argamzatson etc)-.
€. . contributed to your employee’s success. & » Express your opinion. -~ ..
i 3 Concluswn . _ o * Explain the consequences for the orgamza on
o Explain the positive consequences of the ~ -3 Committoaction - -~
e “employee’s behaviour for the company, the L « Offer suggestions whach recognize tha _
e . depariment, and for you yourseif, & employee’s good points but eliminate the 1auns
e _ - = Keep the interview short and avoid discussing P “Invite the employee to make comments
A other subjects; one or two minutes are usually -4 Conclusmn :
0 e

¥ Referring to the guide, cxplain why Mrs Gomez did not handle the interviews very well.
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Interactive pronunciation practice on the DVD-ROM 4.4 Speaking .

-ernet B The statements below are good examples of Recognizing merit. Decide which pieces of advice
rese in 3 these statements relate to.

1 You came in to work when Maria was sick.

2 Thanks to you, everything went smoothly and we didn’t lose any business.

3 Ireally appreciate your dedication to our customers, your solidarity with your colleagues, and
the support you have shown me personally in dealing with the problem yourself.

4 You are hard-working and conscientious; these are qualitics the company values highly.

5 Before you go, let me shake your hand. Well done Rafael, and thank you!

I When giving constructive criticism, asking questions rather than making statements helps to
reduce tension and establish a dialogue. Complete these questions to express Mrs Gomez’s ideas
more diplomatically.

1 1 want to see you in my office, now.
have a word with you in my office?
2 I don’t know what the hell you think you’re playing at, but I'm not having it!
tell me cxactly what happened with Mr Baitan on Friday?
3 Idon’t know what you did, but Mr Baitan was very upsct.
any ideas as to why Mr Baitan was quite so upset? :
4 |f this happens again, you're out!
realize that this kind of problem can have serious consequences?
5 Now get back to work, and make sure you do better next time.
So what wc can do to make sure this situation doesn’t happen again?
6 I think I've made myself clear.
So, before you go, summarize what we have agreed?

& 1:35 Listen to another version of the first interview and check your answers.

EJ Make these criticisms more constructive by reformulating these statements as questions. Usc
the words in brackets and the example to help you.

Example

You should’ve followed the company guidelines for dealing with complaints. (agree)

Do you agree that you should have followed the company guidelines for dealing with
complaints?

We risk losing Mr Baitan’s business if we don’t find a solution. (realize)
You should ask for help next time you have a problem. (think)

You should have called me on my mobile. (think)

If you’d been more flexible, this wouldn’t have happened. (agrec)

You should've remembered that the customer is always right. (realize)

Gl N =

Role-play

EX You and your partner work in a large department store. Role-play four situations to practise
giving constructive criticism and recognizing merit.

Student A should turn to page 113 for instructions.
Student B should turn to page 114 for instructions.
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Discussion

KB The list below gives reasons for performance appraisals. Decide which benefit the
employer most and which benefit the employee.

i seﬁmg achsevabie goals
enz:ouragmg <ommumcatien :

zdemifymg strerq{hs and weaimesses

A Work with a partner. Put the sections of a report in a logical order from 1-7.

Recommendations Introduction Conclusions Proccdure
Exccutive summary Findings Title
Analysis

EX Read the following report and number the paragraphs in the correct order 1-6.

Introdnction of annual appraisal interviows

{1 Firstly, Webwide Consulting ised a system of anonymous questionnaires to investigate employee §
attitudes. For instance, some questions related to company image and job satlsiactlon In ;:
addmon, mtewwws were held with all staff v

1 The Mauagement Committee decided to engage Webwide Consulting oiy 11 Ocmbex td ad se
on the possible introduction of formal appraisal interviews. This decision was taken: owing to
dissatisfaction with the existing system. This report covers the method by Whl(:h mformatmn
was gathered and sets ﬁut a plan for adoptmg appraisal mtervnews

conclusmn the surv

o mtemews wou.ld reduc

3 Answer thesc questions about the report in 3.

1 Which headings from 2 match each of the paragraphs?
2 What other methods can be used to organize information in a report?
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Further interactive writing practice and model business documents on the DVD-ROM 4.5 Writing '

_ternet Linking words and phrases

research ;RS pairs. Match each word or expression in the box with the categories below. Find

| eh for the keywords examples of similar expressions used in the report in 3.

in english report
A g« and write

port report-on

padvice you find. a). Sequencing

Bnge reports b) Giving examples

"”ke?’Fh gther ¢) Adding

A d) Expressing cause and result
e) Summarizing

K3 Complete the sentences below with appropriate linking phrases.

1 We wanted the survey to be anonymous. , names did not appear on the questionnaire.

2 TFirstly, staff completed questionnaires. , they were interviewed by consultants.

3 The questionnaire covered job satisfaction. , some questions touched on company image.

4 Interviews were limited to 30 minutes each the very tight schedule.

5 , the results were positive but we agreed that there were lessons to learn.

6 Formal appraisal interviews will be introduced dissatisfaction with the existing system.

7 There are several reasons for adopting appraisal interviews, , they can motivate staff. ;
Report style ?

KA 1t is possible to write a report in an active or passive style. An active style is more direct. A i
passive style is more impersonal. Make the report in 3 more direct by changing the phrases in bold
into active sentences. i

}

s

Writing
EX Look at the email and the notes below. What does your boss want you to do?

YT —— e — o - 5 |
o g/ ¢ -~ o=

i Delete Reply ReplyAll Forward Wew Mailboxes GevMad  searchMalbox NS S

| - e o - Q |
Frora: Lou Tyler e

Subject: Annual appraisal review

Remember, when we set up the appraisal scheme last year, we agreed on a review after one year?
Well, the review is finished and | attended a meeting on it yesterday. I've left the notes 1 took on your
desk. | don't have much time to do the report so could you do a first draft?

;\\\ Faip g

Appmisai scheme veview.

+  oppraisal inferviews: done in December by fine managers n

*  during.interviews: we asked for their feedback on the scheme. Most positive. Ome.
or two objections: tack of time (interviews tov short - just 4S mins); and lack of
‘objective measurement of porﬁmm’.

+  overall, positive ~ imcrease the time allocated (one how? - frial mext ‘He—ur)

* Fred Berger (UR) to develop more objective performamce indicators (‘hxrads fo redch,
ete). Will report in Jow .

+ . Final scheme o be approved b’b Board of Directors

R S 8 g

KX Write a short report for your boss using the company template below to help you.

Title |
Introduction — explain the background to the report and why you are writing it. 5
Procedure — how was information gathered? ;
Findings -what information was gathered? ‘
Conclusions - what conclusions can you draw? ‘
Recommendations ~ what rccommendations can you make?

heBusiness 53
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4.6 Case study Trident Overseas ~

st e 7

Discussion

ER Imagine you are working on a different continent from your own in which the business
culture is very different. Answer the questions below.
1 Tn your opinion, can the same business methods and ethical standards be applied all over

the world? Should they be adapted to local culture?
2 What cultural differences might you find? Consider these categories.

Reading

B3 Trident is a British-based oil company which operates in Africa. Read the magazine article
and the cmail from a sales manager. Answer the questions below.

1 What determines petrol prices? 4 Who owns the stations?
; 2 Why is customer service important? 5 Why has John Thorpe been out of the office?
3 How do local managers often behave? & What did he find out?

Drivers in Europe and America have become accustomed. -
10 buying petrol in deserted, fully automated . petrol
stations. In Africa, however, customers .are greeted
with a friendly smile and-a polite welcome as they are -
directed to the appropriate pump. They can then sit back
and watch uniformed forecourt staff fill the tank, top up
the oil, and wash the wmdscreen ‘

With extreme driving conditions, few new cars, and fittle -
available income for engine repairs, oil sales are strategic
and-highly profitable. In many African countries petrol . -
‘prices are government-regulated, so quality of service . .
is the crucial factor in attracting customers who will buy
oil as well as. petmt At Trident, staff training is a priority; -
management aim to‘ensure that customers. keep coming - -
'back for fnendly serwce and expert adwce g i

n

\ } @ ﬁ, Eﬁ ﬁ 7 @ *~-. Q- From John Tharps

Search Mailbox

i Thanks for your emall sorry I ve taken 50 Iong to answer — remember | told you | wanted to get out of the offlce

J ‘ more? Well, here | am in Kenya! I've just started a new job as sales manager for the southern region — from Nairobi

! to the Indian Ocean, down to Mombasa near the border with Tanzania.

Business in Africa can be very hierarchical; there are some really good managers, but for a lot of them, their idea of

: getting things done is to keep shouting until they get what they want. That’s going to change! ! have three district

: managers, who each have a team of sales reps who travel around the district meeting dealers. Some of the dealers

own their service stations, 50 we have to handle them with kid gloves, or they'll just go over to the competition. More

‘ and more, we have what we call Young Dealers — employees who we train up to run the company-owned stations.
So directly or indirectly there are three layers of management between me and the forecourt staff and mechanics
- sometimes all shouting as loud as they can!
In fact there’s been a lot of shouting in the Lamu district, and I've just come back to Nairobi from a three-day fact-
finding trip. Their development project is way behind schedule, so | went down to have a word with the people in the
field. It turns out it's quite a mess, and 1 couid do with some help to sort it out, actually.
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-esearch

Further interactive problem-solving on the DVD-ROM

4.6 Case study .

E) Complete the organizational chart for Trident in East Africa.

Sales manager

Forecourt staff

Listening

mechanics

I3 John Thorpe spoke to three Trident employees on his fact-finding trip. Before you listen, read
the notes and add the four names mentioned to the organizational chart.

E) & 1:36-1:38 Listen to extracts from the interviews and complete the notes.

e

Discussion and role-play

Abeba, Mechanic

Says ‘HN&’U wre losing w as a result of
My Mbugwa saoked some staff in order to hire
his(2) S
Mr Mb«am is Mr Wambuz/u's (2

- Mr Mbugua, Young Dealer

Would ke Abeba to (<)
Has not checked whether Mrs Mohamed agrees with
his (5 POI‘C'a ‘
Soys that the company gres him no (o) ,

She bricd to (P
’B&i?é/s?e.s Haat mr Wm&xgu wants her o (10

Mrs Mohamed, Sales Rep

Mr Wambuou gives bher impossible ) , S0 she
has no time to.visit dealers.
M«Mbujua treats (8)

omp!o]aas Ve‘,n? badi)l
mr Mj‘a s appown ment.

I3 John Thorpe has asked for your advice on handling the situation in the Lamu District. In
small groups, discuss the problems and brainstorm possible solutions.

& 1:39 Listen to a voicemail message from Mr Wambugu. How does this atfect your strategy?

K} With a partner from another group, role-play meetings with Abeba, Mr Mbugua, and Mr
Wambugu to explain what action you have decided to take and, where appropriate, set new

objectives.

 he Business
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vaiew 3

Quality .

EX Malke expressions by matching a verb on the left with
the words the right.

1 struggle something a number one priority
2 take an end in itself

3 make to keep up

4 fall into something for granted

5 become a person’s aesthetic sense

6 appeal to atrap

7 gct TQM or other quality schemes

8 adopt the job done

A Find an expression in exercise 1 that means:

a have difficulty in continuing to do something well []

b expect something to always happen in a particular way,
and not think about any possible problems [_]

¢ develop into an activity you do for its own sake [ ]

[EX Fill in the missing letters in this text about diffcrent
idcas of quality.

To the marketing manager, quality is about (1) m_ _ _ing
the customer’s needs and (2) ex_ _ _ _ _ _ ions.

To the design engineer, who works with tight

(3) spec_ _ _ _ations and strict (4) tol ces, quality
is about whether the design is (5) f_ _ for pur_ _ _¢, and
whether the product (6) perf_ _ms its intended functions.
To the process engineer, quality is about using (7) 1I_ _n
manufacturing to ensure that there is minimum (8) w_ _ _e
(of effort, money, time and materials).

To the quality auditor, quality means the correct
application of (9) pro_ _ _ures, and (10) comp_ _ _ _ce
_____ ds such as ISO 9001.

To the end-user, quality means that the goods are not (12)
def _ _ive or (13) da_ _gcd in any way. Any service that is
provided has to be (14) rel_ _ _le.

K8 Complete the sentences with the words in the box.

1 If you have a system of continuous you should
be able to eliminate all design .

2 The process of ‘benchmarking’ is wherebest s
based on the industry __ .

3 Technical in areas like safety are often based on

statutory imposed by the government.

BB Add one word each time, in the right place, to make a
correct form of a passive.

that machine serviced regularly?

is it serviced at the moment?

has it serviced recently?

it scrviced last month?

was it serviced during the lunch break yesterday when
production stopped for an hour?

is it going to serviced next month?

it could been serviced last month.

8 it should have serviced last month.

DTN

~ O

KA Match a phrase in Box A with a phrase from Box B
so that both phrases have approximaicly the same use in a
presentation.

Box A

[1This graph shows the ...
[11 think that covers ...

[JIn other words, ...

[11s that clear so far?

[C]So, now let’s turn to ...
[JJust to digress a moment, ...
[ Basically, ...

Box B

By the way, ...

Docs that make sense?

Now I'd like to lock at ...
What I mean is ...

As you can see, ...

That’s all I want to say about ...
I must emphasize that ...

N AR NN e

@ o o0 o

Now write the pairs of phrases from cxcrcisc 6 next to
the most appropriate headings below.

Referring to graphics: __1le
Digressing:
Restating/Reformulating:
Emphasizing:
Checking understanding:
Ending one point:

Moving on:

A The assembly instructions below are too long or too
complex. Change them according to the instructions.

1 The packet should be checked.
(change passive to imperative)

2 Begin by fitting the specially designed wooden pegs in
the four appropriate holes in the ends of each shelf.
(delete two words together, then one more word)

3 Screw the five shelves to the side panels, with the
rounded shelf edges towards the front of the unit.
(delete one word, then three words together)

4 Before fitting the top and bottom panels, slide the back
panel into place in the grooves provided at the rear of
the side panels.

(delete seven words together, then one more word)

5 The top and bottom panels should be fixed in place
with the correct screws.
(change passive to imperative)’

The Business



Review 4

eedback

Fill in the missing letters in thesc sentences about
. —bu11d1ng

1 Ato_ _ _y-f_ _lyexercise is one where people express

= themselves honestly and physically.

2 Ifalot of h_ _d thinking goes on, then the thinking

" involves much effort.

'3 A well-known saying states that ‘The whole is

t g _ _ _erthanthes_ _ of its parts.’

If you have enthusiasm and the determination to work

hard at something, then you show ¢

If youacc_ _ _ _ish a goal, it is the samc as saying that

youa_ _ _ _veit (succeed in doing it).

If you believe in an idea or a strategy, then you
_____ it (phrasal verb).

No one is perfect, but with effort we can ov_ _ _ _me

If somebody is h_ _d acc_ _ _ _able for their thoughts
and actions, then they have to explain them and be
willing to be criticized.

Try to stay calm. Don’t lose your t
angry.

We have to go right back to the beginning and s_ _ _t
fromsc_ _ _ch.

r and get

Complete each description with the two most
ppropriate adjectives from the box.

ooperative - helpful
gy motivating: " obsessive
ble
A bully is and
A team player is and
A leader is and
A workaholic is and
A maverick is and

Match the expressions 1-8 to their meanings a-h.

bum out

settle in

} pull together

} pass the buck

j get on/along well with
let someone down

I pull your weight

| take it casy

) work with other people to achieve something

} relax and not let things worry you

make someone else deal with something that you
¢ should take responsibility for

become familiar with a new job

+ have a friendly relationship with somcone

L do your share of the work

disappoint someone, because you didn’t do what you
| promised

j be unable to continue working because you have
t worked too hard

A Match each verb with a noun. Several answers are
possible, but the clues in brackets will guide you to one
particular solution.

1 meet a budget (= not change)

2 set a date (= set/decide)

3 fix a deadline (= finish at the right time)
4  miss a deadline (= fail to reach)

5 achieve a milestone (= arrive at)

6 stick to a target (= decide/fix/establish)

7 establish a target (= be successful after effort)
8 reach a timeframe (= make it exist)

IE¥ Complete the sentences using the correct form of the
verbs in brackets. They are all past modals.

A: Tregret what I did. I (1) (should/do) things
differently.

B: No, don’t blame yourself. You (2) (could/not/
do) anything else. I (3) (would/act) in exactly
the same way if I had been in your shoes.

A: You're wrong, Things (4) (might/be) very
different if I hadn’t been so stupid. I (5)
(ought/not/pay) attention to that terrible advice in the
astrology section of my magazine.

X Cover exercise 5 with a piece of paper. Now complete
the sentences below using a third conditional form.

1 IfI {be) in your shoes, I
the same way.

2 If1 (not/be) so stupid, things
different.

(act) in exactly

(be) very

Before you check your answers, look at the modal verb
you used in the second part of cach sentence. Did you use
would both times? What two other modals are possible
and common here?

Kl Reformulatc these aggressive remarks as diplomatic
questions. Use the words in brackets.

1 Come to my office right now! (can/word/you/my office}
9

2 Why did it happen? (do/have/idea/why)
-

3 It woulci have been a disaster! (do/realize/could/
happened)
?

K3 Find a word or phrase in the email that matches these
items: consequently, due to, in conclusion, moreover.

Because of increased raw materials costs, it will be
necessary to incrcase the price of all our products
in the next quarter. Therefore, we need an urgent
meeting to decide on the exact amount and timing of
the increcases. In addition, we nced to discuss how to
present this price risec to our customers. There might
also be a case for reducing costs by outsourcing some
of our production to a low-cost country. Overall,
there is a lot to discuss, so please keep your schedules
free for a full-day mecting on Monday 31 August.

Do you think the use of the new words trom the
instructions makes the text more formal or more informal?

7he Business
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5 Selling more

Internet

5.1 About business "‘,V'iral marketing

Discussion

KB Work with another student. Discuss
these questions.

Inbox - Subscriptions - Favourites - Piaylist - My Videos E[

1 What marketing opportunities does the
new technology in the photo offer?

2 Have you ever been targeted as a
consumer using this advertising medium?

3 To what extent do you think that new
advertising technologies should be
regulated?

Skim reading

Read the text opposite quickly and
find the answers to these questions.

1 How do viral web ads spread? | Video Life Login to review video
.. ’ . From: Snout 37 * ook Wk :
2 How has advertising changed as a result? - Comments: 53 653 ratings

3 Has viral web advertising become easier
or more difficult?

Scan reading
[E} Find what thesc figures from the article refer to.

1 $10,000 3 five 5 $150 million
2 $250,000 to $500,000 4 500,000 6 100 million

Reading for detail
A Mark these statements T (true) or F (false).

Robinson proved that customers would spread advertisements if they were entertaining.
Companies have reallocated advertising budgets worth millions of dollars to the Net.
Individual videc ads have more shock impact than they did in the past,

Video ads have to compete with increasing numbers of other online videos.

Video sharing sites belicve that more ad content will attract users to their sites.

Most video viral ads appear on spots companies have paid for.

O GLhR WN =

Listening

B & 201 Elaine and Marcus work for a tyre manufacturer. Listen and decide what they
disagree about.

I3 Listen again and complete these opinion statements.

Because they are entertaining, viral ads are easier to than TV ads.
Virals are having as they become more common.

Viral campaigns only reach a of the population.

Humourous ads don’t necessarily result in

People when they watch advertising by choice.

N s W=

Discussion

In small groups, explain why you agree or disagree with the opinions in 6.

X Do you agree with the statement below? Describe viral or TV advertisements you like.
How do they get your attention?

Like a James Bond film, a good ad has three essential ingredients: sex appeal, humour,
and suspense.

¥ Discuss how you would use sex appeal, humour, or suspense to promote these products.

58 TheBusiness



5.1 About business .

Six years ago, ad executive Ed Robinson carried out an
experiment. He spent $10,000 to produce a humorous video
about a man who meets an explosive end while inflating a
child’s raft. He attached his firm’s Web address to the clip and
emailed it to five friends. Then he waited.

y the end of the week,
more than 60,000 pcople
had seen the twelve-
second video, Robinson
says. The video had ‘gone viral’,
passing from Robinson’s friends to
their own friends and from there,
to blogs and sites across the Web.
Within three months, Robinson’s
Web site received 500,000 hits.

For Robinson, the traffic was
confirmation that the video and
others like it could create a buzz
and, in turn, make big bucks. ‘1
was trying 10 prove a point: If you
entertain your audience, they will
get it and the viral mechanism will
make the audience come to watch
you.’

Cashing in

Companies have gotten the message.
Lured by the prospect of reaching
millions of consumers without also
spending millions of dollars for
television air time or space in print
media, companics have shitted
more ad dollars to the Net. Video
viral marketing — so named because
it relies on computer users to spread
commercials from person to person

— has expanded from a negligible
piece of the advertising pic to a
$150 million industry, researchers
estimate.

Victim of its own success
However, viral marketing has
become a victim of its own success.
As more ads and user-created
videos go online, getting ads to
go viral has become increasingly
difficult. Whereas these ads were
once relatively rare, they now have
to compete with millions of ather
video clips. Companies need to
spend more to give their message
an edge. Today, Robinson’s London
company, The Viral Factory, charges
$250,000 to $500,000 to create ads
he guarantees will reach a wide
audience.

Video sites

Not only do advertisers need to
spend more to make the ads, but
increasingly, they’re having to pay
to get them seen in the first place.
Ratherthan waiting for new videos to
drop into their mail boxes, users are
now going to sites like YouTube for
entertainment. Many of the hundred
or so video sharing sites still don't

charge for posting videos: they fear
that too many ads will drive away
audiences and stifle user-created
content. After all, users go to these
sites to see the videos most people
find interesting, not ones some
company paid to place. However,
the largest and most popular sites,
like YouTube, which shows about
100 million videos daily, already
sell some spots, though they won’t
disclose advertising fees.

Going mainstream

It makes sense that video-sharing
sites are wary of turning off users
with too many ads. Neither the sites
nor advertising companies want
virals to become the new online
spam. Still, with people spending
more time on the Net, and many
using video-friendly high-speed
connections, it seems highly likely
that viral video advertisements will
become mainstream before long.
And, as competition for online user
attention increases, companies will
be forced to do more to ensure their
ads are watched. That in turn could
encourage Web sites to charge more
for spots. The bar has been raised.

7TheBusiness
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Discussion
¥ Explain what you think is meant by these quotations. Do you agree with them?

‘Marketing is what you do when your product is no good’ - Edwin Land, Inventor of Polaroid
photography
‘Business has only two functions — marketing and innovation’ ~ Milan Kundera, Czech writer

‘No great marketing decisions have ever been made on quantitative data’ - John Sculley,
former President of PepsiCo and CEO of Apple

X Read the short text below and find the answers to these questions.

1 What are the four Ps? 3 What is mix coherency?
2 What are the four Cs? 4 What are mix dynamics?

search & toolbox ' history

The marketing mix

The most common variables used in constructing a marketing mix are Price, Promotion,
Product, and Placement. These are sometimes referred to as the four Ps. Each of these
ideas can also be seen from a consumer’s perspective. So, Product converts into Customer
Solution, Price into Cost, Place into Convenience, and Promotion into Cormmunication. These
are the four Cs.

The concept of mix coherency refers to how well the components of the mix are blended
together. For example, a strategy of selling expensive uxury products in discount stores has
poor mix coherency between Product and Placement. Mix dynamics refers to how the mix

is adapted fo a changing business environment, to changes in the organization’s resources,
and o changes in the product life cycle. »,3:

Discussion

EB Decide how successful the mix coherency and mix dynamics are in these examples. Use
the four Ps or the four Cs to explain your answers.

1 An up market women’s hairdressing franchise is opening salons in underground railway
stations.

2 Accessories and spare parts for a popular portable cassette player are now only available
by mail-order or Internet.

3 A distributor of T-shirts decorated with ecological symbols and slogans is advertising in
women’s fashion magazines.

4 An executive training company is promoting courses in business letter-writing on TV,

5 A video games company distributes discount coupons at football matches.

Listening

1 The marketing techniques below are part of the Promotion strand of the marketing mix.
Match the marketing techniques 1-6 with their descriptions a—f.

1 undercover a) using electronic media like email or SMS to promote products
marketing b) promoting products to target customers, for example,
2 e-marketing through addressed mail
3 direct marketing c¢) persuading people to buy a product or service by
4 product placement announcing it on TV, radio, or in other media
5 viral marketing d) marketing that spreads from consumer to consumer,
6 advertising often online
e) marketing in which customers do not realize they are being
marketed to

) putting products or references to products in media like
films or video games

EX & 2:02 Listen to six examples of marketing techniques. Match them with the categories
1-6in 4.




Further interactive vocabulary practice on the DVD-ROM

5.2 Vocabulary .

nternet

research

) '-j fér‘ths keyirvords

Pasion’s marketing
™. Apply this
Jhnique to the ideas
ji developed in 8.

KA Complete the marketing collocations in sentences 1-10 with words from the box.

brmg .‘A;deciining enter: ‘ ﬂood o ‘léa(q‘e‘r,z “ nkhé ‘researd{ segmen

1 The same product may interest tcenagers in Europe and professionals in Africa: determining
market is about adapting the marketing mix to these different customer sub-groups.

2 Most companies are reluctant to invest in promoting a product if it facesa __ market.

3 A custom-made product can be profitable if thc company identifics and develops a small

market segment or market cffectively.

Companies often try to capture market by cutting prices or offering special deals.

Market is needed in order to estimate the cost of doing business in a particular area.

The purpose of conducting a market is to obtain information about customers’ needs

and how well they are met.

The company with the biggest sales in the sector is known as the market

Manufacturers sometimes the market with cheap products to ‘buy’ new customers,

Every great idea needs a manufacturer who is willing to invest in order to it to market.

The quickest way for large retail chains to grow is to new forcign markets.

[= NG, N
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Discussion

KA 1he following sales promotion techniques are often used to stimulate sales. Give examples of
these techniques that you know. Use the list of products to help you.

1 BOGOF: buy one gct one free

loss leaders: products sold at a low price to encourage sales of another product
tying: making sales of one product depend on the customer buying another
cashback: money returned after the customer has paid for something

bundling: selling several products together as one combined product

[, B SRR V]

 priniter cartridges. . soft drinks

E3 Discuss solutions to these case studies. Explain how you would improve the marketing mix,
what techniques you would use, and what sales promotion techniques would help.

Old Orchard

Old Orchard is a high quality apple juice made using
organic fruit and traditional methods. It is sold at a
premium price in restaurants and tea shops. Market share
and profit margins are declining. How can Old Orchard
update its image and diversify into new markets?

Crunchy Morning

Crunchy Morning make an exciting new range of
breakfast cereals with unusual flavours, eg mint,
grapefruit, strawberry and marmalade. How can Crunchy
Morning capture market share on a saturated market?

That Touch Cosmetics

That Touch Cosmetics are well-known in Western Europe
for their scnsibly-priced skin care and beauty products for
women. New management have ambitious objectives for
growth. How can That Touch grow in what seems to be a
mature market?

TheBusiness

61



5 Selling more

Refresh your
memory

b
H

1f thers’s no modal, use -
S T
. Youi need First Class -
service, don'tyou? .
- Negative questions
in‘contractions, putn't -
 with the auxifiary - -
-Dor't you:agrea?.
“in the uncontracted; |
‘formalifarm, put ot - .
“after the subjéct -
Do your sales team not
deserve the best?. "
P> Granenar and practice
pages 124-125.
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5.3 Grammar

Test yourself: question tags

E¥ Correct the question tags in these sentences.

Vi b W=

A lot of people think branded goods are more expensive, aren’t they?

But it's not just a matter of price, isn‘t it?

Brands guarantee style, design, and a certain Jevel of quality, doesn‘t it?

An ordinary T-shirt won't last as long as a top brand, doesn‘t it?

Now, you wouldn’t normally expect to see this kind of quality at these prices, do
you? -

Last week we sold 150 of these to a very weli-known celebrity, haven’t we, Mike?
She was going to give them to her friends at a very posh party she’d organized,
hadn‘t she?

So ladies, get your T-shirt, as worn by Victoria — oops, shouldn’t give the lady’s
name away, do I?

E¥ Choose the correct tag to complete each sentence.

1

2

So, you'd like to buy a second-hand car, ...
aisn’tit?  bright?  chadn't you?
Well, let’s have a look at this little beauty, ...
alet us? b do we? ¢ shall we?

Yes, does need a little work, ...

a doesn’t she? b doesn't?
Somebody’s broken the radio, ...
a hasn‘t she? b haven't they? cisn'tit?
I'm going to have to get that fixed for you, ...
a haven't 17 bdol? carentl?

Well, there’s always room for negotiation,

cisn‘tit?

a isn’t there? b is there? cisn'tit?
Nobody’ll ever say I'm not flexible, ...
. a won't they? b aren’t1? ¢ will they?

S0, just sign on the dotted line, ...

a do you? b don’t you? ¢ would you?

Test yourself: negative questions

ER Use words and phrases from the box to complete the salespeople’s arguments.

Arentyou Don'tyou Don'tyou Didn'tthey Haveyou Isn't

Wouldn'tit Wouldn’t it

1 Wouldn’t you agree that spending your evenings doing chores is not much fun?

2 be better if you could use that time to do something you enjoy?

3 think a dishwasher coulid really improve your quality of life?

4 concerned about your standard of living falling when you retire?

5 help to know that, if something happened to you, your family would be
secure? :

6 a few euros a week a very small price to pay for the peace of mind that a
life insurance policy brings?

7 never thought how nice it would be to get away from it all now and then?

8 ever envy people who can jet off to their place in the sun?

9 ever tell you what a good investment a timeshare can be?




Further interactive grammar practice on the DVD-ROM

5.3 Grammar .

rernet

research
Jt for the keywords
W to close a'sale™
pite a'class list of
frop five tips for
g the sate’ -

Pronunciation

¥ Read the two questions below. Which one asks for information? Which one suggests someone
will agree?

a You don’t happen to know how many you ordered last year, do you?
b You don’t really want to run out of components, do you?

B} & 203 Listen to someone asking the two questions. Pay close attention to the questions at
the end. Which question has rising intonation #? Which question has falling intonation W?

B} & 2:04 Questions with falling intonation are useful for persuading. Listen to eight questions
from a training seminar about closing the sale. Decide whether cach question is for getting
information (I} or persuading (P).

1 5
2
3
4

6
7
8

(1]

Here are more questions from the sales seminar. Add suitable tags.

Just a question. You couldn’t possibly give me a discount, ?

It’s out of the question. We couldn’t possibly sell at a loss, ?

So we agree that you’ll try to get approval for the budget, ?

You don’t happen to know the date of the next finance meeting, __ ?

You didn’t by any chance send me an email yesterday, ____ ?

Still no news from your purchasing department; we started to discuss delivery dates, ?
It's alrcady week five, so clearly, there’s no way we could deliver beforc March, ?

I don't suppose you could agrec to postpone delivery until May, ?

00~ WU N =

Il With a partner, practise saying the questions in 7 with appropriatc intonation. Invent suitable
responses.

Listening and speaking

EJ & 2:05 Listen to attendees at the sales training seminar playing a game and complete the
rules.

One person is the customer. The sellers have to

persuade the customer to buy something by

The customer mustn’t .

I In small groups, play the game yourselves.

KRl Make these sales arguments more persuasive by changing them to negative questions, as in
the example.

Example
After a hard morning’s work, your employees need a good, healthy lunch.
After a hard morning’s work, don’t your employees need a good, healthy lunch?

1 They deserve more than grabbing a hamburger or cating a sandwich at their desks.

They’ve earned the right to sit down to a proper meal in a restaurant.

There’s a better way to keep them satisfied and motivated all afternoon.

You know that not being able to eat properly is one of the main reasons staff quit their jobs.
Your staff would appreciate receiving luncheon vouchers as part of their compensation.
You'd like to actually save money because luncheon vouchers are tax deductible.

It will be nice to do something positive for every employee.

NGO RN

EE] Using question tags and negative questions, persuade a partner to buy one of the following.

a 1975 Volvo with 650,000 km on the clock

a collection of records of pre-war opera singers

a small 1960s house 50 metres from an oil refinery

a 4 metres x 3 metres painting of a tiger in the jungle
a 33-ycar-old racehorse

a camping holiday in Scotland in November

7he Business

63



5 Selling more

64

TheBusiness

5.4 Speaking Dealing with abjections

Discussion

BN Decide to what extent you agree with each statement. Choose from I agree / It depends /
I disagree. Then comparc your answers with a partner.

The customer is always right.

Selling a product, a service, or an idea all require the same skills.
You can’t predict all possible objections before a negotiation.

An gbjection is a customer’s invitation to be persuaded.

Customers will pay more to buy from people they like.

Never criticize the competition.

You can’t get an agreement until all objections have been answered.

N AN -

Listening

E¥ 2 2:06-2:08 Listen to three conversations betwcen salcs representatives and their
customers. Decide which salesperson makes each of the following mistakes.

a) crificizing the competition
b} giving in to pressure
c) overreacting and threatening the customers.

EX 2 2:09-2:11 Read the descriptions of three common sales techniques. Listen to three
improved versions of the exchanges in 2. Decide which of the techniques below each
salesperson is using.

1 Use the ‘feel, felt, found’ formula.
Tell the customer you know how they feel, but give an example of other customers who
felt the same way but found they were wrong,.
2 Redirect the objection to obtain more information.
Use the objections as an opportunity to find out what the customer’s position really is.
3 Welcome objections and try to establish agreement.
Listen to the customer’s objections and use persuasive questions to show understanding.

¥ Listen again and complete the phrases the salespeople use.

Use the ‘feel, felt, found’ formula
I understand . Like you, several customers that this was more
than they wanted to spend. However, they they were saving money.

Redirect the objection to obtain more information

So tell me, is the membership fee you’re not ready fo sign up now?
So, if I could postpone your first payment to next year, ___ tosign
up today?

Welcome objections and try to establish agreement
I know exactly . It's a big deccision to make, ?
I__ . Weall want to get a product we can actually use, ?

B Each salesperson ends with a question to confirm the customer’s position. Listen and
make a note of the question each salesperson uses,

Salesperson 1 Salesperson 2 Salesperson 3



Interactive pronunciation practice on the DVD-ROM 5.4 Speaking .

rernet I3 Match the objections and the answers used to redircct them.

research 1 Your price is too high. :
bh for the keywords 2 We haven’t budgeted for it. ?
by to make 3 Ilike your main competitot’s products. ’.
bemers iove you . 4 1don’t have time to go to the gym.
@ clags vote for the 5 Il think about it.
Ben: ideas. 6 1 wouldn’t use your product if it were frec.
7 1only work with onc supplier.
8

Your lead time is too long

a) You're probably wondering what’s different about our service, aren’t you?

b) Do you mean, why are our prices higher than the competition?

¢) Can you find 30 minutes three times a week to look good on the beach?

d) You are asking yourself if it’s worth finding the money, is that right?

¢) Well, maybe we can test that theory! But of course you don't really mean that, do you?
f) Is the delivery date the only reason you're not ready to order?

g) If you like the deal I'm going to suggest, could you make a decision today?

h} Can I ask if there’s a particular reason for only using them?

With a partner, write responses to each objection, starting each sentence with the words given.
Then change partners and practise dealing with them.

1 We have a freeze on new investments. Call me back in six months’ time.
Is the freezc theonly _ ?

2 Your competitor offered us the same service for twenty per cent less.
I'm glad you mentioned .
But have you asked yourself ?

3 [ have doubts about your product’s reliability and durability.
1 understand how
A lot of our customers

But after they . :
4 1 can't afford the insurance on a new car. ;
If I could show you how you ? ‘

5 I'm not sure that Head Office will be very pleased if we change our procedures.
You're probably asking yourself
Are you comfortable ?

6 We nced the parts now. We can’t wait two weeks for delivery.

Do you mean that ?

K3 Work in small groups. You have started a company which organizes study trips for students
and young business people to learn about business and culture in another part of the world. ;
Brainstorm the following details about your study trip, as well as your own ideas. i

K3 Predict at lcast five objections you expect your clients to raise. Think of answers to these
objections and practice overcoming them.

£} Mect other groups and take turns trying to scll your study trip.
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5.5 Writing - Mailshots and sales letters

Discussion

K} Answer the questionnaire, then discuss your choices.

A good mailshot should

be as short as possible/neither too long nor too short/as long as necessary.
put the most important point at the beginning/in the middle/at the end.

be written in first person style (I)/second person style (you)/thzrd person style (it).
focus on features/benefits/costs.

always have a PS/never have a PS/have a PS and a PPS.

NN, v G IO g \ Py

e
Analysis

KA Read the sample mailshot below and choose a label for each paragraph:

Dear Reader r\
New Business View multimedia magazine. [/
How do today’s business leaders keep up to date without trawling i \J
through hundreds of pages of newspapers and magazines?

They rely on New Business View - the only digital multimedia magazine to bring you all
the latest business news, trends and opinions on one handy, multi-format disk. Subscribe
to NBV, and we guarantee you'll never need to buy another magazine!

Be the first to know about mergers and takeovers, marketing trends and management
tools. Watch, listen and read, on DVD, in the car, or on your PC. NBV gives youa
deeper understanding of the issues that matter, whoever you are, wherever you are
and whenever you want. ‘Better than an MBA’ - NBV is your private briefing from the
world’s best business specialists. '

NBYV is used by executives in leading companies, large, medium and smail, all over .
the world. Over half of America’s top business schools recommend it as part of the;r -
programmes.

You too can enjoy a better view of the world of business. Subscribe now for twelve
months or more, and receive three issues totally free of charge. Just flll in the attached
form, or'subscribe online at www.newbusinessview.com.

Sincerely Yours,
Jim Bradley

PS Reply within fifteen days, and get free access to NBV's new daily podcast!

eI R ) 3

I3 Decide which paragraphs these tips on writing mail shots and sales letters refer to.

i

e 1 Don't forget to make it clear what you want — ‘if you don’t ask, you don’t. get!’

) 2 - Give references which will persuade the reader that your-prodtict reaily delivers
e what it promises.

= 3 - Tell the customer your USP — what only your product-or service will deliver.

e 4 .. Provide additional motivation to act.on the message.

5 Give readers details of the advantages they wiil enjoy.

L 6. -You have less than five seconds to grab the: reader’s attention and make them
£ want to read your message.
(‘x

¥
5
%

oo
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Further interactive writing practice and model business documents on the DVD-ROM 5.5 Writing .

ternet EX Decide which part of a sales letter or mailshot you would put these sentences in.

research

Can you honestly say you would never prefer to stay in bed than to go to work?

I will call you early next week to arrange a demonstration of the software.

Over twenty per cent of Fortune 500 companies are already using our system.

Please feel free to call me for more information or to arrange an appointment.

There are only two kinds of company - market leaders and market followers. Which is yours?
This offer is available for a limited time only; call early to avoid disappointment! i
Within six months you can expect a return on investment that no other consultancy can deliver. '
Your company will enjoy significant gains in productivity, reliability and staff morale.

=N B R Y S N

B Ssales Ictters and mailshots frequently build persuasive arguments by tripling: describing
features and benefits in threes. Find and highlight four more examples of tripling in the letter in 2.
What patterns of words are used in each group: verbs, nouns, adjectives, etc?

Examples
... all the latest business news, trends and opinions
Be the first to know about mergers and takeovers, marketing trends and management tools.

A Use the tripling technique to build the arguments below. Add two more ideas to the sentences
below.

1 The multimedia dictionary is idcal for students, and .
2 Regular sessions in your mini-gym will make you fitter, and . :
3 Our office software helps you improve productivity, save and increase :
4 In this seminar you'll learn how to plan, and a presentation,
5 The new Porsche has improved handling, a redesigned and . :
6 In less than an hour you'll be able to start using Homearchitect® software; in less than a day

and .
7 The Norisko investment plan means you can save for a new house, and .
8 By the end of this CRM course, you'll have learnt how to handle difficult customers, how to

and
Writing

In small groups, write a mailshot
for an electric bicycle, timeshare
flats, a book club or a mail-order
catalogue. Start by deciding the
following features.

who the target market is

what the product’s USPs are
what its benefits are

what its credentials are

how you can grab the reader’s
attention

e what you want the reader to do
¢ what you can put in your PS

I Write your mailshot. Remember
to build persuasive arguments by
tripling. '

KX Give copies of your mailshot

to other groups. Each group should
choose the most persuasive mailshot
(excluding their own). The group
that makes the most ‘sales’ is the
winner.
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‘Min Su, have you any idea where Jung Jun is?” asked
Thomas Ibanez, Seoul Deliveries’ office manager.

Discussion

KB The first hand-held mobile phone was marketed in 1983. It weighed half a kilogram and
cost $3500. How have they changed since then? How will they continue to evolve?

Reading for implication
EX Read the introduction to the case, and answer questions 1-4 below.

asked Ibanez.:
“Yes, Mr Ibanez,” said Min Su, ‘but he’s on voice

‘No, I'm sorry, I don’t know,” replied Min Su,
looking up from a bank of computer screens. ‘He
should have been back from a delivery an hour ago,
but there’s no sign of him.’

‘Damn.’ The Frenchunan was frustrated. Running
an efficient courier and delivery service was never
easy in a city of ten million people and three million
vehicles, butbecame especially difficult when drivers
‘went missing. The old saying that ‘time is money’
was never truer than in the courier business.

1 suppose you've tried calling his mobile?’

mail. Or more likely it’s the battery. The drivers’
mobiles are so old, the batteries are flat by the
middle of the afternoon.’

‘Alright, thanks, Min Su,” said Ibanez. ‘Let me
know as scon as you find out where he is. Oh,
and listen, could you get in touch with Backchat
Communications, and ask them to send us a proposal
to renew our mobile phone fleet? They had an ad in
the subway for phenes with a geopositioning system
- if we had those, we wouldn't have this problem.
We desperately need to upgrade our technology.’

1
2
3

4

S Ay AR T s g
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Why is Thomas concerned about Jung Ju?

Why do you think the saying ‘timc is money’ is important in the courier business?

Jung Ju’s mobile is on voice mail. How does Min Su explain this? What other cxplanations
can you think of?

Thomas thinks geopositioning (GPS) may help. Why is this useful for a courier lirm?

EEX Read the advertisement, then answer the questions.

Backchat Communications — most popular mobile phone deals Monthly price plans and line rental

(oo i e e A A A, A AR ~ s

built-in camera

* 12 months mihimurn Discounts negotiable for 18 and 24-month contracts.

mart . Hi-tech
© 400 minutes/month | 800 minutes/month 1200 minutes/month
20,000 won/month* 40,000 won/month* 60,000 won/month*

Handset features: voice and text,

| Additional features: email, PDA, FM radio, TV,
© geo-positioning system

Additional features: mp3 player,
video games, Blustooth

i~ o g e s M §
e " e

1 Why are the Smart and Hi-tech plans morc expensive than the Basic plan?

2

Why are Backchat prepared to negotiate discounts for longer contracts?

3 Which phonc deal seems best for Seoul Deliveries’ a) drivers? b) admin staff? ¢) managers?

_\7_Seoul Deliveries

=5
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Further interactive problem-solving on the DVD-ROM 5.6 Case study .

Listening

E¥ 2 2:12 Listen to a conversation at Backchat between the Sales Manager, Harry Lim, and his
assistant. Complete the notes.

. Customer: i Seal Delveries
© Contactmame: | | (0
- i i
: “Position: Gl
, . "
! i

: Approxnumber of {2}
i units required: !

- User profiles and Admin stoff - would tke (4

¢ needs: ¢ Managers - need () :
! Drners - mm%mm want to motvate drivers with :wme‘rhm%
i o

Possible abjections: Drivers may object 10 &)

. i lremind them about (8)_______ )
T | Managers may o‘?}ﬂd to divers () ad 0O i

. Preparation s
‘nternet !
researCh IE Divide into two groups, sellers with Backchat and buyers with Seoul Deliveries. Your goal is

; keiwords to negotiate the best possible deal. Discuss your strategy and what your main negotiating aims will !
S be. ;
Negotiation

KA Work in small groups of two to four, with at least one buyer and one seller. Negotiate a deal.

Write what you agree on the order form below.

Order form -

© Number of contracts Perlodatcomraclsnlscoum

Extras:
 Spare battery I -
Bletoothheadset ... | | M
 Game and TV pack D |

&Z& When you have finished your negotiation, calculate your score. Sellers go to page 113. Buyers
go to page 115. Comparc your scorc with other buyers/sellers to see who negotiated the best deal.
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research

6.1 About business _Self-financing

Discussion

B Decide which of the motivations below is most and least important when you start a
business. Number the factors from 1-7 (1 = most important; 7 = least important).

[] having total personal control

[ the freedom of being your own boss

L] making money quickly so that you can sell the business
[ the satisfaction of providing quality goods and services
[TJ the excitement of taking risks

(] setting up a business for your children

[J the ability to work at home

Reading

E3 Read the title of the article opposite. What source of business funding do you think the
author recommends?

Read the article and decide whether statements 1-7 below a;gree with the author’s
opinions. Write Yes (Y) if they agree with the author or No (N} if they disagree.

1 Venture capital is a good source of funding for new businesses.
Business schools give misleading advice on funding sources.
Investors always respond promptly to funding applications.

The process of obtaining funding will proceed at a fast pace.
Entrepreneurs who get funding rarely keep total control.

Venture capitalists have few good ideas to choose from.
Self-tunding your own business ideas is too difficult to be practical.

NG Ss WN

N Read the article again and match the headings below to paragraphs 1-6. One heading is
not needed.

a Prepare for the worst ¢ Watch every penny
b Start small f Keep your integrity
¢ Choose partners carefully g Identify markets

d Consult widely

Listening

B & 2:13 Listen to Alex Vecchia, a Californian business angel. How do his views differ
from the writer of the article?

K3 Listen again and complete the notes summarizing what Alex says potential investors will
be looking for.

The team
must prove its honesty, determination and 1
needs market knowledge and business 2

The business
3 financial forecasts
must show a high 4

The deal
must have a realistic business 5
everything must be rcady for the 6

potential

process

Discussion

: Il Work in small groups. Your group has just won €500,000 on the Euro lottery. Discuss

which company to invest in. Present your choice to the class and explain why.

Breezewatt — produces mini wind turbines which can gencrate 50 per cent of the electricity
needs of the average home.

NewClear — produces high precision, high value components for nuclear power stations.

Fluban - has developed a vaccine against bird flu which has proved very promising in clinical
trials.
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6.1 About business .

yourself

WHAT advice would I give to new
enirepreneurs who need funding?
Forget about your business plan and
buy a lottery ticket — your chances are
better. My point is that when you need
venture funding no one will give you
any money until you already have a
marketable product. In other words,
funding comes just when you don't
need it.

A myth spread by business schools
is that the way to start a venture is to
create a great business plan, perfect
your pitch, and then present this
to investors, starting with venture
capitalists. If that doesn’t work, you
knock on the door of angel investors.

But ask any entrepreneur who has
called on venture capitalists and they
will probably tell you that it is almost
impossible to even get calls returned. If
venture capitalists do respond and you
are invited to present your idea, the
process will drag on for many months
while you borrow more and survive
on hope. If you do hit the jackpot, you
are required to let the investors make
many of the business decisions in
exchange for an investment.

To be fair, most business plans don’t
deserve funding. Venture capitalists

receive hundreds of plans every week,
and few arc worth the paper they are
printed on. Everyone jumps on the
same new trend, or the ideas are so far
out that they have no chance of success.
And great ideas aren’t cnough: it takes
experienced management, excellent
execution, and a reccptive market.
It's hard for even the best venture
capitalists to identify the potential
successes.

So what should anentreprencur do?
What all new entrepreneurs should
understand is that, even if you have a
realistic business plan for a great ideca
that can change the world, you need
to develop it yourself until you can
prove it. Focus on validating your idea
and building it up. Raise money to get
started by begging and borrowing from
family and friends. And be prepared to
dip into your savings and credit cards,
obtain second mortgages, and perhaps
look for consulting work or customer
advances. There is no single recipe
for developing your business idea
yourself, but there are some essential
ingredients. Here are some pointers:

Share your ideas with those who
have done it before. You can learn a

lot from the experiences of seasoned
entrepreneurs, and they are much
more approachable than you think, If
you can’t find anyone who is cxcited
about your idea, the chances are it isn’t
worth being excited about. This may
be time to reflect deeply and come up
with another.

1
Speak to anyone who can help you
understand your target customers.
If you can sell your concept, some
customers may help you fund it or
agree to be a test site or a valuable
reference. Customers don’t usually
know what they want, but they always
know what they don’t need. Make
sure that there is a real need for your
product.

5 !
Eur idea may be grand and have the
potential to change the world, but you
are only going to do this one step at a
time. Look for simple solutions, test
them and learn from the feedback. [f
you're starting a restaurant, work for
somcone clse first. If you're creating a
software product, learn by doing some
consulting assignments or create some
utilities. You don't have to start with
the ultimate product.

Focus on revenue and profitability
from the start. Find creative ways to
earn cash by selling tactical products,
prepaid licenses or royalties. lay
employees partially in stock. Look for
access to free hardware or premises.
And sweep the floors yourself. In
short, use any method to avoid costs.

5 J
It's going to take longer than you
think. There will likely be product
problems,  unhappy  customers,
employee turnover, and lots of
financial challenges. You may even fail
a number of times before you achicve
your goals. By learning from each
success and failure alike, you increase
the odds that you eventually make it.

|
Never forget the importance of
business ethics and your own values.
Ethics nced to be carefully sewn into
the fabric of any start-up. And the
only way to reach long-term success
is by achieving outstanding customer
satisfaction.

With a lot of luck and hard work
you may build a successful company
that markets products customers
reatly want. It is very likely that by this
stage, you receive the phone calls from
venture capitalists. This is the time to
think of exit strategies and decide if
you want to own a small piece of a big
pie or a large picce of a small pie.

Ths Business
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6 New business

6.2 Vocabulary

Discussion

BB Work in small groups. You are financial advisors to start-ups and small companies. What
sources of funding would you recommend in these situations?

€ BUSYBODIES is a temping
agency providing clerical help to
other companigs. It needs a new
photocopier/printer but it does
not have the cash available to
buy it.

9 FIXA is a start-up providing home
help for alf sorts of everyday

= {asks or problems: gardening,
household repairs, cleaning,
ironing, etc. it needs £8,000 to
cover start-up costs.

© DON BEAL is an invéntor. He
has patented a new-type of car
w - engine which-is 50 percent more
efficient than existing engines.
He needs money to-produce.
= a prototype but wanis to. Keep
control of his business.

© st is a smal engireering
company that has temparary

= . cash-flow problems. i needs

£1,500-to pay for raw miaterials.
They are expecting to:be paid
£5000 in outstanding bills in-the
next two weeks.

B3 Read the advice leaflet below about business funding. Match each type of funding with
the correct description 1-6.

" Drawing on personal savings and credit cards can

You get your funding, while the investor only

cover start-up costs without having to wait for other
_ people’s decisions.
-The downside is that using credit cards can be

realizes their investment when the business is doing
well. You also get their expertise.
On the downside, it's hard to raise this finance, and

expensive.in the long-term.

~Regular repayments can make it easier to budget. 6
‘. Omthe other hand, répayment schemes can cause
"cash flow problems ‘You may also need to provide
-8 'unty such as busmess asse{s ora guarantor _

The- disadvamage is tha )
"mterest rate than other loans

L They mlght be w:[ung to provude an. lnterest~free

- loanor net require security. .
- On the other hand, funding from this source can put
- straln on ynur rela'uonshlps

community.

'atly bear a mgher " "'

agreement,

ol .vm.,___.u Lt .

your own influence and share of the profits will be
smaller.

These appear to be a source of cheap financing.
However, there is often strong competition, and
you may be reguired to provide matching funds.
You may alse need to prove a wider benefit to the

. ~You can Spread the cost of acquiring assets, and
- maintenance may be covered.

{Bu_t_ i’'s more expensive than if you buy outright,
- “and you don’t own the assets untif the-end of the

AWM”MM-WW‘”- A
2 "
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JEB Look again at your answers in 1. Would you change any of your recominendations?

3 Find words or phrases in the leaflet with the following meanings.

~N oYk N

the amount of money you pay back each month
money coming into and out of your business

an item you agree to give if you fail to pay

a person who takes responsibility if you fail to pay

debt which you pay back without any additional charge

money you provide alongside government funding
the cost of keeping something working




Further interactive vocabulary practice on the DVD-ROM 6.2 Vocabulary .
. 4
Scan reading ’
B3} Read the seven steps in an application procedure. Put the steps in order 1-7.
The seven steps to heaven
a Screening meeting. If they didn’t turn you down at Step 2, our review committee will invite you to a
screening meeting. Be prepared to make a ten-minute pitch and answer any questions that come up.
b Self-assessment. Before putting forward your business plan for our consideration, you must work
out if angel capital — and specifically capital from our group - is right for your company. ;
¢ Due diligence. If your presentation is successful, interested investors will check out the statements
made in your business plan, presentation, and financial projections. They will go over your team’s
background and track record in detail.
d Funding. When all parties are happy with the terms and language contained in the term sheet, the
deal can go through.
e Online application. Once you have decided to submit a plan, complete our application online. This
is designed to identify the most important details about your business so that our internal review j
committee can weed out the non-starters.
f Term sheet. On successful completion of the due diligence process, interested angel group members
will draw up a term sheet that sets out the structure of the investment deal, including type of equity
and board of directors representation. -
g DPresentation to membership. If you get through the screening meeting, you will be invited to make i
a 30-minute presentation to our full membership, the goal being to convince members that your ;
proposal is worth investigating in detail.
T TR R ” T T L W )
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B3 Usc the phrasal verbs in 5 to complete the sentences.
1 Only two per cent of business plans the complete funding process. :
2 Problems often in the early stages.
3 Business angels may proposals for no apparent reason.
4 Angels always an entrepreneur’s background thoroughly.
5 It’s worth getting a lawyer to any contracts rather than trying to write them yourself.
6 The term sheet all the conditions of the deal.
7 Alot of hard work is necessary before the deal finally
8 In your pitch, you should clear and convincing arguments.
9 Get help if you can’t how much finding to apply for.
10 The screening meeting allows investors to poor applications at an early stage.
Listening -
<& 2:14 Listen to four entrepreneurs explaining why their proposals were turned down.
Decide which reason from the list below each person mentions.
rack record or proof of concept
-alable: no growth potential-
nternet h
resea Discussion and presentation ;
ss" : ngérs" R Work in small groups. You work for a corporate finance firm bringing together investors and
ore-abioit entrepreneurs. Using relevant phrases and vocabulary from the previous exercises, draw up a list f
A firiancing of Dos and Don’ts for start-ups looking for funding. E
. KX Work with a partner from a different group. Present and compare your lists.
4
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Refresh your

memory

6.3 Grammar

Test yourself: Future simple or future continuous

Complete the sentences using the future simple (will do) or future continuous {will be
doing).

Don’t call me at 2.3 because | (talk) to the accountant.

t (call} you tomorrow if | have time.

That was Dave on the phone. He {not come) to the conference.
Good luck with the presentation. We (think) of you.

Would you like a lift? | {go) past your hotel on my way home.
I'll be seeing Dan tomorrow, so | (tell) him then.

Where you (be) on Friday afternoon?

What do you think you {do) a year from now?

NV D WN =

Test yourself: Future continuous

EZ Use the future continuous to make these questions about people’s plans more polite.

Example
Are you coming with me tomorrow?
Will you be coming with me tomorrow?

Are you going to see Axel this week?
Are you eating with us this evening?

Is your boss coming to the meeting?
Will you stay in the office at lunchtime?
Are you going to phone the office?

Are you going to fly to Moscow?

b WN =

Test yourself: Future perfect or future perfect continuous

X Complete these sentences using the future perfect or future perfect continuous.

11 {not finish) the report by Friday.

2 He’s going to get a medal because (work) here for twenty years in June.

3 Pablo will be furious. When the plane gets in, he {wait) for more than
three hours!

4 Our next wedding anniversary is silver, so we (be) married for 25 years.

5 She'll be exhausted when she arrives from Tokyo. She (travel) for fourteen
hours non-stop.

¥ Complete the following conversation using the correct form of the verbs in brackets.

Cleo: August 19! Imagine, Tony. By this time next year we (1)
company and we {2) {sit) by the Red Sea, sunbathing!

Tony: | don’t believe it, Cleo. We (3) (not go) public by then. We {4) still

(try) to get the marketing right! Remember, Rome wasn’t built in a day.
And this coming Christmas is only our third anniversary — we (5) (work}
together for exactly three years. Anyway, stop dreaming! Now, when (6)
you {see) that design consultant of yours next, Jules whatsisname?

Cleo: Well, 1 (7) {not meet) him until next Thursday at the earliest. He’s on a Nile
cruise at the moment so he (8) (not get) any further with the designs. And
1 doubt whether his employees (9) (finish) anything before he gets back
to the office. His staff hate him. He’s a real dictator! And he certainly (10)
(not think) about us with all those pyramids to visit.

Tony: Talking of pyramids, | wonder if we shouldn’t have just stuck with them instead of
launching into this milk spa venture ... ?

{float) the
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Further interactive grammar practice on the DVD-ROM

6.3 Grammar .

B3 sSustain is company in the UK offering environmentally sustainable solutions to the building
industry. Read Sustain’s company history and complete sentences 1-6 below.

—~ COMPANY HISTORY

started trading

~ternet

research

opened warehouse in Staines

John Gregor named a managing. director.

opened offices in Richmond

bought Housesmari, an interior design.company:

began selling solar panels

started exporting products to. Europe

started receiving government grants for sustainable development

By the time Sustain reaches its fifth anniversary,

1 It for years. (trade)

2 John Gregor managing director for

31t solar panels for years. (sell)

4 It offices in Richmond for years. (have)
5 It government grants for years. (receive)
6 It Housesmart for years. (own)

B Sustain is holding a party next week to celebrate
its fifth anniversary. Read the invitation to the party.
Complete the sentences about the guests’ activities.

1 At7.15,
2 At 8.00,

3 At 10.00,
4 At midnight,

Read the dialogue between the event planner and
John Gregor. Complete the dialogue with the questions

years. (be)

Fifth anniversary ball
Start 7 p.m. 5 November

she asked using the future continuous. Huntingdon Hotel™
Sue Mr Gregor, I was wondering whether I could just g;’:,gk'lf":f;my dress
ask you a few questions so that we can X
790750 St e
John N’0 problem. What would you like to know? (\;eget arian o ptions available)
Sue  Firstly, what time (1) __? 9.30-10.30 John Gregor gives
John Personally, not until 7.30. I’ll miss the cocktails company awards )
unfortunately. 10.30-11.30 Jazz band
Sue And (2) a parking space? 11.30-2.00 Disco
John No, I won’t. I'm coming by train.
Sue Fine. And how many awards (3) ? *Hotel parking must be
John Three. Half an hour should actually be long enough. booked in advance if needed
Sue Fine. Just a few practical things. (4) the
vegetarian option?
John No, not for me, thanks.
Sue OK. And finally, (5) fancy dress?
John Certainly not. Black tie. But I think some of the younger staff may enjoy dressing up.
Discussion

B8 Work in groups. Sustain would like to expand, but will require a bank loan to do so. You have
been asked to make a business plan for years 6-10. Complete the table with your own ideas. Say
what you will be doing in each year, and what you will have achieved by your tenth anniversary.

Plan

Year 6

Year 7

Year 8

Year 9

Year 10

EX Present your business plans to the rest of the class. Vote to decide who has the best plans.

TheRusiness
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b u siness

6.4 Speaking Taking questions in presehtat-ion.é

| - -
lg Discussion
4

KR Work in small groups. The question and answer session is an important but unpredictable
group q : p
i part of most presentations. Decide whether you agree or disagree with the following
statements.

COCreCceeeeCeCeeCeCCeCe |

'.*’nm, are no questions, it means that you've made o f'&-{l“l ood ¢ sertation. _
e 0 g @ % 3‘; presemal
better 4o answer e stions during, the. e setation: mﬁ\er . wariing till the end.
% 3 e pres " dr
i% one ’%pe oF %uesizon ﬂwxwmj“ '_ N - ‘ o

Listening

E3 2 2:15 Juliette Duncan, a presentations specialist, is giving a seminar on Perfect
Presentations. Listen to the first part of her talk. What four pieces of advice does she give for
fielding questions? .

1
2
3
4

|

ER & 2:16 Listen to the second part of Julicttc’s seminar. She mentions five types of
question. Complete the list.

Five types of question
1 Useful 2 3 4 5
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Interactive pronunciation practice on the DVD-ROM 6.4 Speaking .

aternet I3 Match each question type in 3 with the advice in a—f. There is one piece of advice you do not
research need. Listen again to check your answers.

Make sure the question is irrelevant, be diplomatic and go on.

You've already answered these questions in your talk. Remind the questioner and go on.
Elicit questions by answering one of your own.

They clarify what you’re saying. Thank people for asking them.

Ask somebody in the audience if they can answer the question.

Don’t bluff or lie. If you don’t know the answer, offer to find out. If you don’t want to answer,
say so.

rch for the ey
rds presentations
jhing guestions 1o
pooves more tips on
pndling thé question
bd answer: session:

0 00 oe

Commenting on questions
EH Read these comments on questions. Decide which of the five question-types in 3 they answer.

A question I'm often asked is: ‘Where do you see the firm in five years?’
I'm afraid I don’t have the figures with me. Can I get back to you on that?

I think I covered that in Part Two, but let me just recap.

To be honest, 1 think that raises a different issue.

I understand your position but I can assure you we’ve done our homework.
I'm glad you raiscd that point.

So, in other words you’re asking ...

That’s a very good question.

00 ~1OY O b (RN =

Speaking

K3 Imagine your partner has given a talk about a company. Write five questions about the
company using the prompts below.

last year’s profit figures

when the company was founded
the reasons for their successes
who invented the company logo
what colour they prefer

o a0 ge

Work in pairs. One of you is the presenter and the other is the questioner. The questioner
starts by saying that they have no questions, so that the presenter has to start the session. The
questioner asks his or her questions from 6. When you have finished, swap roles.

Explaining and reformulating

K3 A speaker is answering questions after a presentation about a new wind turbine. Put thesc
expressions for explaining and reformulating in the correct gaps in the answer.

That'swhy . so. It's quite simple - In other words  To be precise pouf rtmteperspecttve 8

(1) , really. Our turbine is the most efficient on the market. (2) , twenty per cent
more efficient than any of our competitors’. (3) we’re convinced that we’ll meet our sales
targets next year. (4) , we will sell more than 450,000 units in the European market in the
next twelve months. (5) that’s twice as many units as this year, (6) the future is rosy.

Presentation

KX Work in groups of three. Each member of the group should preparc a 60-second talk on one
of the following topics.

your future career plans

the cconomy of your home town/country
a business idea you think will work

a subject of your own choice

k) When you have prepared your talk, tell your partners the subject so that they can prepare at
least three questions each to ask you. When you are all ready, take turns delivering your talks and
answering the questions using appropriate comments.
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6.5 Writing . An executive summary

Discussion

Look at the photos of four types of business. What do you think would be the risks and
opportunities associated with investing in these types of business?

Scan reading

Read the executive summary from a business plan below. Answer these questions.

1 How is it different from other gardening businesses?

2 How will Greenman Gardening approach pricing?

3 Why is good service such an important part of this plan?
4 Which paragraph mentions the past and the future?

1 Outlize

Greenman Gardemng is'a new medium-sized .
garden maintenance and design company :
located in the north of England. Greenman will
be the first landscape gardening company in the
country using tried and tested organic gardening
techniques, in accordance with a detailed
‘maititenance plan agreed with the customer.

Greenman Gardening’s emphasis will be on

. providing affordable organic garden maintenance

services, Greenman will offer general
maintenance, such as weeding and mowing, and

- sonalf landscape pro;ects suchas wa}}mg, panos o

andpther. garden featums

S (Greenman Gardemng beheves that l:he mark;et

can be segmented into two main groups, The ﬁrst} .

 group Greetiman Gardening will be targeting is -
young environmentally-aware homeowners; The
second group-is private home-owners who:are
either too busy or unable to ensure the upkeep of
their garden on a'régular basis.

Greenman Gardening has assembled a strong
management team. Paul Jacobs will be the
general manager. Paul has eleven years’
experience in the landscape gardening field. Karl
Wenger will be responsible for the finance. Karl
was a-founder member of the Sustainable and
Organic Horticulture Federation.

1 By developing a reputation for personalized

customer service and hxgh—qjuahty work, we: . .

w111 ensure that customers recommend us.
2 Landscape gardenmg canbe seasonal 507
temporary staff will be used in summer
- months to deal thh mcreaSed demand.

5 ' 3 'Pre—tax income of Eiﬁﬂ,ﬂﬂﬂ inYear 1,

- Pre-tax income of £22{J,00€} in Year 2

Greenman Gardemng is'a quahl’y bndseape :
gardening service, listening o customers to :
ensure that their gardens are envlmrmienfalfy-
friendly while reflectmg their aspiratmns g

EJ An executive summary is often divided into sections. Match the seven common headings
below a-g with the sections 1-7 in 2. The first one is done for you.

s}

b Management tcam
¢ Mission
d Keys to success

Outline 1 e Core products and services
{ Financial summary
g Target customers
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Furthex interactive writing practice and model business documents on the DVD-ROM

6.5 Writing .

“ternet

research

" Kerry Clarke, shop manager: ten years’
sorexperience in retait.

Style

IE} Answer these questions about the style of the executive summary.

1  Would you describe thc summary as neutral or exaggerated? positive or cautious?
2 Is the summary written from a first or third person point of view?

3 Other than headings, what other technigues are used to organize information?

4 Which verb tense is used most often? Find and underline examples.

IE¥ Using the ideas in 4, make small changes to sentences 1-5 to make them more appropriate to

an executive summary. Decide which part of the summary they should belong to.

1 Greenman Gardening may increase turnover by 20-25 per cent in Year 2.

Sharon Roma will be the very best marketing manager for Greenman Gardening.

2
3 We will spend £20,000 on advertising in the first six months.
4

Greenman Gardening’s competitive advantage is based on three factors: price, efficiency, and

innaovation.

5 Greenman Gardening are thinking of building an interactive website for customers to view

landscape options.

Writing

KF Bowie's is a new business planning to open in an area called Shawton. It needs outside
investment, but needs to put together a business plan. Read the information below and answer

these questions.

1 What sort of business is it?
2 What are its main products and services?
3  Who are its customers?

work hard, but

like to. look good. There's
definitely competition to keep up with the
latest fashions. If the area continues to grow #
in popularity, more retail outlets and other
services will be needed to meet demand. -

000's of pouads'._"“-: e

‘ ‘Sam Marques, financial manager: part-owns two
other successful retail busiriesses.

P LIV

Eiiid

oo 00

4 Why might it succeed or fail?
5 Who will run the business?
6 How much money do they hope to make?

Year 2

Year 3 :

Using your answer in 6, write an executive summary for Bowie’s business plan. Organize your
summary using headings and express the main points appropriately.

-—
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6

‘New busines

::-'-__-'-'Am-i-yqu capable of minding your own business?

RTINSO IN <1 25 9050 e i O T ] it e

6.6 Case study -Angels ordeﬁ%ons A

Discussion
EE Answer the quiz below about starting a business.

- Could.you start your own enterprise? Sure, you may have spotted a gap in the market, and even
- devised a cunning business plan for filling it. But do you personally have what it takes to tum a
. commercial idea into a profitable reality? Take our test to find out. Answer Yes or No.

Are you ready for a complete change?
Are you up for learning hard and fast?

" Are you willing to take advice from others?
Can you stay self-motivated, even when faced with disappointment and difficulty?
Can you be emotionally resilient?

Are you able to think laterally?

Are you able to build up good working relationships?
Can you manage your time?

Can you work under stress?

Are you good at financial management?

-

' a
CORNOMBLWNM

s . sty RSN B sty
ST S o ’

EA Compare your answers with a partner. Say which areas would be your strongest and
weakest points.

Reading

EX Kate Shapiro and Luis Hernandez are friends and former co-workers, living in Montreal,
Canada. Read Kate's email to Luis and answer the questions.

1. Why was Luis depressed?
.2, What does the winner of the fast
pitch competition receive?
F Why does Kate want to meet
in a restaurant? '

e AN NG NN 1 R
L]

Ger Tearch Mastson.

From: Kate
To: Luis
Re: Let’s go for if!
Attachment: Executive summary template

Hi Luis,

Hope you got home alright Tast night. After our meeting
with the bank yesterday, you looked really down! We'll
just have to accept it as part of the learning curve and
look for the 50K elsewhere.

Anyway, I'm still really excited about our Kaluma
restaurant idea. And I'm still upbeat about the fast pitch
competition next week. Just the fact we've been accepted
for it means we're in with a chance! | know they don’t
offer direct funding even if you win, but there are always
angels or venture capitalists in the audience who may be
interested in the idea if the pitch is a good one. So, lgt’s
go for it!

I've been doing a ton of research on the netand I'm
attaching an executive summary template which could
help us get our pitch ready. Can we meet up Thursday to
go over it? | thought we could eat at that new ethnic place
in Cherry Street, you know, sort of get our minds focused
in a real restaurant environment.

Drop me a line and let me know what you think.

Kate

80

1 he Business




Further interactive problem-solving on the DVD-ROM

6.6 Case study .

taernet

research

Report back'to:

KA What information can you already fill in on the

cxccutive summary template?

Listening

B 2 2:17 Two days later, Kate and Luis meet at the
restaurant. Listen to their conversation and make notes

1o complete the rest of the template.

]

Preparation

Business name: “ . .o

Qutlinet

Target customers: .

Cora products and services: - -

Managemaent team:. ..
Keys to success: -
Financial sssomary: . - ... .

2

|

IR work in threes. Play the roles of Kate, Luis and Mario. Read the extract from the rules and,

using the infomation on the template, preparc your pitch for the competition.

has finished or not!

comhbined score.

3 Each pitch will be followed by a three-minute guestion and answer session.

1 Pitches must be a maximum of 60 seconds, including any self-introductions and remarks.
The microphone will be cut off automatically at the end of the 60 seconds, whether the pitch

2 Scoring is on a 1-10 scale {1 = lowest; 10 = highest) for each of the following criteria:
interest, clarity, persuasion, and response to questions. The winner has the highest

p—— x o5k o,

Listening

st con N

& 2:18 Pitch coach, Darren Larkins, interrupts your preparation scssion to give you
some last minute tips on making the perfect pitch. Listen to his advice and adjust your pitch it

necessary.

Presentation

K3 Each team has one minute to make their pitch, followed by a three-minule question and
answer session. Other teams ask questions and act as judges. Use the scorecard to keep a note of

the points you give but do not reveal them.

“Fast Pitch Scorecard

CTeam T T :_: 1

- iniefest

“Clarity.

TPersiasion

‘Response to questions

TOTAL

[E¥ When every team has made their pitch, add up the points. The team with the highest total is

the winner.
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~ Review 5

Selling more

KB The words in bold are all in the wrong sentences. Move
them so that the sentences make sense.

1 Ed Robinson emailed a video mainstream to some
friends.

2 The friends posted the clip to hits and sites across the
wceb.

3 Within three months, Robinson’s web site received
500,000 content,

4 All this traffic was confirmation that video clips could
create virals.

5 Companies have shifted more ad blogs to the Net.

6. But as more ads go online it is difficult for companies
to give their advertising interest an edge.

7 Also, there is 2 danger that too many commercial ads
will stop the development of user-created dollars.

8 Even Yahoo and Goaogle still have few paid message.

9 Neither the sites, nor the advertising companics, want
‘clip’ to become the new online spam.

10 But viral vidco ads are sure to become ads before long.

B Complete the text with the words in the box.

The marketing mix is often defined as being ‘the four Ps’.
But seen from the customer’s point of view, these should
perhaps be the ‘four Cs’. So (1) becomes customer
solution, (2) becomes cost, (3) becomes
communication, and (4) (distribution) becomes
(5) .
This basic (6) can be expanded to include sub-
mixes. For example, the promotion variable can be further
broken down into advertising, sales promotion, personal
selling, publicity, direct (7) and e-marketing,

The elements of the mix have to blend together, and this

is called (8} . Further, the mix has to be adapted

to a changing business (9) , to changes in the
organization’s resources, and to changes in the product life
(10) .

ER Complete the text with the phrases in the box.

Start with some serious study - do some (1) . Then
you might discover how the market is divided up: the (2)
. If you have an innovative but specialized product,

don’t worry, there will be a (3) for it somewhere.
Once you've found a manufacturer, it’s time to (4) .
Your aim initially will be to capture (5) . To do this,
you might have to (6) with a large number of chcap
products — even below cost. But if your product is a good
one, and your competitors weak, then hopefully you will
soon become the (7) . However, here is a word of
warning. Consumer tastes change very quickly and unless
you continue to innovate you will soon (8)

KA Eill in the question tags at the end of each sentence.

1 Sales are up again this quarter, arern’t they ?

2 1It’s not just because of our new advertising campaign,
?

3 Profit margins look good as well, ?

4 The new line of products won’t be available until April,
2

5 She’s told Mike about the delay, ?

6 Let’s break for coffee now, ?

ER Change the statements to negative questions io make
them more persuasive.

1 It’s time that you looked at some alternatives.
Isrm’t it time that you looked at some alternatives?
2 You've been looking for a competitive edge.

3 Your customers ask for more functionality.

4 They would appreciate this model.

KA Look at the statement in italics made by a customer.
Replies 1-5 below show how a salesman could deal with
this objection. Fill in the missing letters.

Customer: ‘The price is very high’
1 IfIcould po

_ _ne your first payment until next

year, would youber_ _ _ytos_ _ _ uptoday?

2 'mg_ _ _youme_ _ _ _ _ _ _ that. You're probably
WO_ _ _ _ _ _ g why the price is higher than our
competitors.

3 [understand how you fe_ _. A lot of our customers
f _t that thiswasm_ _ _ th_ _ they wanted to
sp_ _ _. But after using the product they fo_ _d that
thebe_ _ _ _ _ s through increased productivity really
justified the investment.

4 Isthepricctheo_ _ _re_ _ _ _yourenotre_ _ _io
sign up now?

5 Yes, | know ex_ _y whatyoum_ _ _. It’s a big
decision to make. But have youas_ _ _yo
why the price is set at that kind of level?

Match the sentences in exercise 6 to the uses below.

a) Welcoming the objection OO
b) Finding out the customer’s position [ []
c) Use “feel, felt, found’

R Match the paragraphs typical of a mail shot to their
descriptions below.

Hook [} 3 Credentials[] 5 Action[]
Promise[ ] 4 Benefits[] 6 Ps[]

saying what will happen if you use the product

saying how you will get an advantage in your life
finishing with a final reason to buy or act quickly
saying what the reader should do next

giving examples of existing users to establish credibility
getting people intercsted in the product

Fh A0 O N

B Two of the paragraph types 1-6 in exercise 8 are not
in the same order as the cxample in 5.5.2. They have been
reversed. Try to guess which two, then look back to check.
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' Review 6

1 New Business

Fill in the missing letters in this article about starting a
new business.

It’s difficult to (1) r_ _ _c financc for a new business.
(2) St_ _ _-_ _ costs are usually high and (3) ven_ _ _e
b ca_ _ __ _ _ _ ts may noteven (4) r_ _ _rnyourc_ _

- _s. The process of looking for funds may (5) d_ _g _n for
many months, and in the worst-case scenario you might
_____ ge on your

b house. The best advice is to focus on (7) rev_ _ue and

{8) pro_ _ _ _bility right from the start, and always look
for ways to raise cash — perhaps through customer
(9)ad_ _ _ces.

Learn from your failures, and you will increase the

E (10) o_ _s you eventually make it. But it’s going to be
difficult, and you will need determination and commitment
to succeed. The bottom line is, you need to achieve

f (11)out_ _ _ _ _ ing customer satisfaction if you want
(12)1_ _ _-t_ _ _ success.

b After the difficult early years you may gct to the point

b where you can (13) p_ _ch your idea to a venture capitalist.

Remember that they are looking for a business with a high

(14)gr_ _ _ _po_ _ _ _ial, and will want to carry out a
full (15) d_ _ dil_ _ _ _ce process, including looking at

L your (16) au_ _ _ed accounts. They also need an

F (17)e_ _ts_ _ _ _ _ gy that allows them to take profits on

. their investment after the business has been running for a
. while, But, with luck, you will (18) h_ _thej_ _ _potand
j obtain funding.

; Complete cach sentence with a form of a phrasal verb
! in the box. The clues in brackets will help you.

} 1 When the new health and safety laws we'll have

to change the way the factory operates. (be officially

| approved and accepted)

L 2 They rejected all the proposals we . (suggest an

i idea so that people can discuss it and make a decision)

3 In her report she her plans for reorganizing the
department. (explains in a clear and detailed way)

4 Ii’s a very confusing situation. I can’t what to do.

(solve a problem by considering the facts; AmE: ‘figure
out’)

5 Our brainstorming meetings usually generate a lot of
ideas for new products, but only a few . (reach a
good enough standard to pass to the ncxt stage)

6 Something important ______ in the meeting this
morning. I need to tell you about it. (was mentioned or

. suggested)

7 We agreed the deal in principle, now our lawyers have
, to the contract. (prepare and write)

8 Wc should his story carefully - I don’t know
whether we can trust him. (make sure that something is
true or correct)

t 9 We were very reasonable during the negotiations, but

they our final offer. (refused}

ER Complete each sentence using the most likely form of
the verb in brackets: either zill or the future continuous
(will be doing). Usc contractions.

1 When I retire, 1 (travel) around the world.

2 Iwon't be in the office on Monday — | {travel)
between Frankfurt and Berlin.
3 Isthis seat free? No? Don’t worry, I (sit) over

there.
4 This time next week I (sit) under a palm tree
drinking pina coladas.

EX¥ Complete each sentence using the most likely form
of the verb in brackets: either the future continuous (will
be doing) or the future perfect (will have done). Use
contractions.

1 By the time he retires,he ____ (work) here for over
thirty years.

2 1don’t think Markus will join us in the pub — he
(work) unti! late trying to finish the report.

3 Bysix o'clock we (interview) more than a dozen
candidates.

4 You won't be able to reach me on my mobile this
afternoon - I (interview) candidates for the new
sales job.

I3 Cover the box at the bottom of the page with a piece of
paper.

The phrases below can be used when answering questions
after a presentation. Try to remember the missing words,
then take away the paper and use the words in the box.

1 I'm I don’t have the

__ toyouonthat?
2 1think I covered that in Part Two, but just let me

with me. Can [

To be , I think that raiscs a difficult

I understand your position, but I can you that

we have done our

_ meexplain. It’s quite . really.

Our turbine is the most efficient on the market. To

, it’s twenty per cent more efficient than
any of our competitors’.

7 We will sell more than 450,000 units in the next twelve
months. To it into , that’s twice as many

units as this year.

NN

o

}Sﬁsﬁfgg back be  figures  get .
honest. “issUe let ' perspective’ 1.
_recap simple '

e Business
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- 7 Financial control

Internet
research
Search for the key words

“atreme atcounting™;;

What does thisinveive?:

‘Whit dg you'think::

this idea is intended to

achieve? L,
I S

7.1 About business Acfbgnténts

Discussion
KB Work with a partner. Match the beginnings of these accountant jokes with their endings.

How many accountants does it take to change a light bulb?
Why do accountants get excited on Saturdays?

Why did the auditor cross the road?

There are just three types of accountants.

How much money do you have?

Those who can count and those who can’t.

They can wear casual clothes to work. -
Because he looked in the file and that’s what they did last year.

PO TR AN~

¥ What image docs each joke give of accountants? What reasons can you think of for the
image accountants have?

Listening

ER & 2:19 Listen to a careers consultant talking about changing perceptions of
accountancy. Answer the questions below.

1 What three reasons does the consultant give for accountancy’s traditional image?
2 What three reasons does the consultant give for accountancy’s image improving?

Reading

B Read the title, the first paragraph and the last paragraph of the article on the opposite
page. Answer the questions below.

a Do you think the ‘Future accountant’ T-shirt really exists?
b Why does the author think it might be ironic?
¢ Is the author positive or negative about accountancy in gencral?

B Read the whole text. According to the author, which three personal characteristics do
forensic accountants require?

K3 For each question 1-4, choose the correct option a-d.

1 According to current perception, the accountancy profession
a contains morc attractive members.
b is better paid than in the past.
¢ has too many job applicants.
d seems less boring than before.
2 The difference between forensic accountants and most other accountancy professionals
is that their work always
a involves attendance at major crime scenes.
b relates to information used in legal procedings.
¢ requires greater technical knowledge.
d cnsures that financial criminals get convicted.
3 Al Capone was finally sent to prison because
a he was involved in a variety of crimes.
b his financial affairs were exposed.
¢ the Supreme Court convicted him.
d his criminal gang betrayed him.
4 In the future, forensic accountants will
a show how terrorist crimes get funding.
b change attitudes to white-collar crime.
¢ replace fingerprint experts on crime teams.
d reduce levels of support for terrorism.

Discussion
Work in small groups. Discuss your opinions of the following questions.

a How far arc you convinced that accountancy’s image is improving?
b To what extent do you think accountancy is a good career choice? Why?
¢ Istechnology likely to make accountancy easier or more difficult in the future? Why?




7.1 About business .

acceummg is relatlvely yecent, the :
- importance of accountants jn fegal ...
5 matters has a longmstory The =0

shtant’s work Is chiefly conce Chicage gangster Al Capone.~  trail from terrorist suspects hack to their
h any investigation of financial data. -~ Whi iminat activities: sponsats. Theif importance has recently .
eventually be used in'some—~ - had Inclided ﬂmfec [ ‘

led-one-senior British politician to liken
of litigation. Some of them work ~*“murder, he was finally convicted on the ~forensic accountants to the fingerprint -

law enforcement agencies gathering: -~ -apparently lesser charge of tax evasion. - experts of previous generations.

idence to support fraud and bribery “Elmer trey, an official at the US Infand The future tooks bright for
harges. Others are expert witnesses - Revenue Service, believed that Capone’s - - accountancy, and there are-enough
0 testify on either side in financial conviction could be obtained on the- exciting roles in the profession to :
spufe cases. - - hasis of a- Supreme Gourt ruling that ensure that its image is not quite what 5
Whaie it m}ght riot a!ways be CS! the income from organized criminal it once was. So, in case you run into
Bami, forensic accountants do need activity was also subject to taxation. someone wearing a ‘Future accountant’
k develop some special skills which A team of investigators spent several T-shirt, think before you congratulate

plate 1o their roles as investigators. For  years gathering evidence on Capone’s them on their irony. They might just be
stance, a forensic accountant’s work net worth and expenditure, sometimes serious.
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~ 7 Financial control

Vocabulary

Discussion

1

2

Work in pairs. Discuss the following questions.

How do you keep track of your personal finances? Do you keep accounts, use a computer
programme to track your income and expenditure, or simply look at your bank statement?
Do you know today whether you are in credit or in debt?

Financial documents

£ OWN -

o

Match the three main accounting documents 1-3 with the best description a—c.

profit and loss account
balance sheet
cash [low statement

to indicate inflow and outflow of money over a specific period, in particular to make sure
it does not run out

to show managers whether a business made or lost money over a specific period

to provide a snapshot of a business’s value at a particular point in time, showing what it
has and what it owes

Match the three main types of accounting document to the simplified examples below.

Why are some numbecrs listed in brackets?

eI

. ¢/
2008 April 12008
~ Cash receipts (a) Assets
~ Cash sales €175,000 © Current assets (¢) .
Loans €40,000 Cash ,  €75,000
Total cash receipts €215,000 " Accounts receivable -~~~ €150,000"
- Cash payments (b) R Total current assets -~ . €225,000
Rent €102,000 Fixed assets ()
Admin €85,000 Land ‘ _ €150,000
Total cash payments €187,000 Total fixed assets L €150,000 -
Net_cash ﬂf’? " o €28,000 Total assets €3757000
0 S - Liabilities (g)
© 2008 | Current_‘llab_lll‘tles L
Netsales(©) 250,000 Taxes payable = -
 Costofsales . (80,000) Payroll - - .. . -
‘Grossprofit. . 0 :0170,000 0 - 'Total current liabilf
“Selling, general,and .. o . - Long-term liabilitie
* - administrative expense * Loar
' Operating profit (d) :
‘Otherincome .~~~
Earnings before taxes
. Taxes '
" Net income

E¥ Complete the sentences below with terms from the accounting documents labelled a—f.

1 A business’s

N U

8 The difference between what a business owns and what it owes are its

equal to the

are the sums that it will have to pay at some time in the future, such as
loan repayments or taxcs.

All funds going out of a business in a specific period are known as

The amount of profit after general running costs are deducted is known as

Businesses often have moncy in the bank or money owed to them, known as

The total income from all of a business’s normal trading activity is known as

All money coming into a business in a specific period is knownas

Some things that a business owns cannot be turned easily into cash: these things are its

which are




Further interactive vocabulary practice on the DVD-ROM

‘ternet

research

H Match each of the accounting categories 1-6 with the examples a—f.

depreciation

plant and machinery
raw materials
accounts payable
payroll

extraordinary income

Cherubs pre-school nursery employs five carers who get paid weekly.

Focal photography shop owes €3,000 to its suppliers.

Speedier deliveries owns six vans. Last year, the resale value of each van fell by 20 per cent.
Jonson manufacturing has just raised €1.6 million from the sale of part of its site.
Stronglite engineering has a small factory with a range of heavy-duty metal-working tools.
KJK Products spent €10,000 on plastic pellets for manufacturing.

O A0 TR OGN -

¥ Answer the following questions about the categories in 5.

1 Where on the cash flow statement would you put raw materials and payroll?
2 Where on the profit and loss account would you put depreciation and extraordinary income?
3  Where on the balance sheet would you put plant and machinery and accounts payable?

Enabling and preventing

Read the short articles by three business owners describing how financial documents have
helped improve their business. Complete each article with the correct form of a verb from the lists.

'SALLY TIMMERMAN | run a clothing business in Barcelona called Tangerine. The balance sheet is an
* invaluable document for me. Because it's a snapshot, 1 find it (1) _ me to realty think about whether my business is.
in the best shape. The profit and loss account is fielpfut, but the balance sheet (2) ‘me see what | actually owe in
* the short and long term. It has also (3) me from developing bad habits: for instance, ithas (4) ____ mepay -
my creditors soaner rather than later, so that the balance sheet looks better and improves our pos‘iﬁon‘With the bank.

JAIME TRIER When we started up, | used a cash flow forecast as part of our application to the bank and it {5)
us get a stari-up loan. Our bakery business, Kernel, has gone fram strength to strength since then, but keeping
an eye on cashftow has always been important to (6) cash imbalances. If we got this wrong, it might even (7)

us to go out of business. 1 used to use a spreadsheet, but I've invested in same accounting software now which
me to present the information in the form | need.

8}

DANA SOARES | sst up DS Engineering ten years ago, with the help of investment from a group of business
angels. Obviously, they demand detaitedfepomng ) hut*ﬁ’rﬁénces. And, whilst theif rules of investment don't

9 " certain practices in the way some accounting |

wouldn (10) '
we are rmaking a profitand (12) __ " us to make beter decisions on what to do next.

pnting regulations do, they're understandably quite strict: they certainly

U to take any unnecessary fisks. The profit and loss account (11) the investors to see that

B} Work in pairs. Use the verbs in 7 to write short explanations of what the following business
documents are used to enable, help, prevent, etc.

health and safety guidelines an annual report
a business plan a meeting agenda

7he Businnss
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Refresh your

memory

Cause and effect
“Verbs:and prepositions:
lead to, result in; arise

from, ete. - o
Phrases: owing to, due
to; as a-resuflt of

Ability - ‘
canlcauld for-general
ability to-do something
inthe present/past.
was able tofmanaged
tofsucceeded in for .
spacific cases of ability
in the'past. = 0
Articles. -

alart non:specific.or-not
previously mentioned
the: specific, unique or
previously mentioned
no article;
generalizations, abstract
gualities; uncountable
nouns

» Gra.mmar anid practice .
pages 128-128- L

Test yourself: Cause and effect

¥ Choose the most likely verb phrase to complete each sentence.

Our record profits stemmed from/led to an excellent sales campaign last year.
Rising consumer demand resulted in/resulted from an increase in interest rates.
A high number of unpaid invoices originated in/gave rise to cashflow difficuities.
Improvements in accounting software have led to/developed from faster and
more accurate reporting. -

Protests by shareholders brought about/stemmed from a change in the board.
Last year's losses led to/arose from market changes outside our control.

2w =

[« ) 3N, ]

Test yourself: Describing ability

[ 1 | Compiete the sentences with the correct form of the verb in brackets and another verb.
You may need to use the negative.

1 Due to a severe shortage of money, the firm (can) their suppliers last
month.

2 Owing to a great effort in March, the sales team (manage) all previous

records.

3 The accountants {be able to) the receipts, thanks to a poor filing system.

4 As aresult of our competitors’ problems, we (succeed) our market share

this year.
Gary (manage) a loan, owing to a convincing business plan.

Due to low investment in R&D, the firm (fail) any new products.

Firms {can) less before a minimum wage was introduced.
(be able to) the deadline on this order.

0 N oW

Thanks to careful planning, we

Test yourself: Articles

EX Decide whether each sentence is correct or incorrect. If it is incorrect, correct it by
adding, deleting, or changing the articles a/an or the.

Sue gave me a useful information about the new regulations.

Harry's a real technophobe: he just hates the computers!

The company were criticized for aiming products at the young.

To become accountant, Geri spent three years studying.

They bought a new machinery to help them meet the order.

Personnet are finding it difficult to find candidates with the intelligence.

Tina felt she didn’t have the confidence to succeed in France.

Luke resigned after he was accused of an unethical behaviour.

When completing your expense form, remember to claim for the entertaining.
The CFO asked me to do a research to establish why our losses had increased.

SQwoo~NOTUE WN=

—d

[ 1 | Explain the difference in meaning between these expressions.

1 a Jerry opened a restaurant in 1930 and he's still in business.

b Jerry opened a restaurant in 1990 and hes still in the business.
2 a Toni couldn't attend the meeting since she was at college.

b Toni couldn’t attend the meeting since she was at the college.
3 a Stefan avoided talking about his private tife in company.

b

Stefan avoided talking about his private life in the company.
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Further interactive grammar practice on the DVD-ROM 2.3 Grammar .

a manufacturer of air-conditioning equipment. Read the targets for a sct of key
mcatom and the firm’s actual performancc. Which targets did the company meet?

Target Actual ;
Unit sales 40,000 42,000 i
| Valje of sales €1 million €0.98 million
Repeat business +5% +5%
Admin costs F—~2% -~ 3%
Raw materials {plastic) ~4% —-2%
Payrolt €250,000 €235,000
Operating profit €220,000 | €255,000

A Complete the sentences using verbs for describing ability and your own words.

FEantastik hoped to sell 40,000 units, and managed to sell 42,000. 5
Fantastik planned net sales of €1 million. In fact, they only

Fantastik planned to increase repeat business by five per cent, and they
Fantastik set a target to reduce admin costs by two per cent. They
Fantastik hoped to reduce raw material costs by four per cent, but
Fantastik planned
Fantastik hoped '

N LA W=

Explaining performance
Read the short articles. Make notes on factors which might explain each of Fantastik’s results.

.‘ Ofﬂfes'f OtN F:EC?SI:E AcftOSt r'lelleff fol;l busmhesses Exchange rate

PSieraay, iemperatures t0ppe er several years of spiralling costs, there are .

Jr the fourth time in July. This means signs that buginesses ig Westgm Europe arg finding misery for exporters

mt we'are having the hottest July it cheaper 1o operate. Labour costs have dropped 5 Unfavourable exchange ratés have

e records began: Several offices slightly due to the availability of migrant workers meant that exporters have struggled

jve sent staff home after complaints from new European states. However, the picture to rémain competitive, say industry

Bout staft feeling il at work. It's not for manufacturers is mixed: the price of oil is high. analysts. ‘We've also seen a'big -
bad though: sellers of refrigerated Conseguently, petroleum-derived products are increase in unpaid bills’, said one

poduicts and air-conditioning ... expensive, with knock-on effects on ... manufacturer yesterday ... :

3 Write a short paragraph about Fantastik’s performance. Use a variety of verbs from exercise 1
for describing cause and effect.

Example i
Hot temperatures resulted in some sickness among statf. This brought about complaints and ... ?

EEB Complete the extract below from the CFQ’s speech to staff with a/an, the or no article.

Since I became (1) accountant, I can't remember (2) better year for (3) air-
conditioning business. We rcceived (4) information carly in (5) summer that

(6) hot weather was coming, and we increased (7) production accordingly. Some
people have found (8) weather uncomfortable, notably (9) elderly and (10)

very young. Many people have ended up in (11) hospital. But (12) demand for
(13) air-conditioning products has risen well in (14) commercial sector, our main
market. Congratulations to (15) sales tcam, who had (16) intelligence to sell i
effectively, and did (17) great work all round. And I've got (18) good news for you:
all staff will receive (19) bonus of €500 with (20) next month’s salary.

nternet

research Speaking
KB Think of situations in which you

, * managed to do something unexpected e failed to complete an important task
o ng,a ﬁéange T ¢ succecded in meeting an important target * weren’t able to achieve what you had intended E
pn of events and tell . . ) .
j class aboutit. K&l Work with a partner. Tell your partner about the experiences in 10, explaining the events that

led up to this and what effects the situation brought about.
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Discussion

EB Work with a partner. Read the descriptions about how people behave in meetings and

decide where you would put your culture on the scales. Compare your ideas with your partner.

In meetings, people generally:

are clear are unclear
admit they don’t understand never admit ignorance
stick to the agenda don’t stick to the agenda

don’t summarize decisions
RN arc indirect and never rude
<SS [aTcly interrupt

summarize decisions clearly
are direct and sometimes rude
often interrupt

Listening

A & 2:20 The American group, Mahler, has recently acquired the French packaging
company Polystok. Listen to the meeting between Alice, Mahler’s CFO, and two Polystok
employees, Serge and David. Answer the questions.

1 How successful do you think the meeting is?
2 How much do you think David and Serge understand?
3  How could the meeting have been more effective?

E & 2:21 Now, listen to a sccond version of the same conversation. Why is the meeting
more productive?

Analysis

¥ Listen again and complcte the expressions below.

Asking for clarification Checking other people understand

Could you be (1) ? Do you (4) what I ?

Clarifying Summarizing

What I (2) is ... Can we (9) what we’ve decided?

Checking you understand

So, what you’re (3) is ...

I Add each phrase below to the categories in 4.

a In other words, ... g Does that make sense?

b What exactly do you mean by ...? h Before we close, let me just summarize the main

¢ I'm not sure I follow you. points.

d To recap, ... i Am I being clear?

e Let me start again. j If I understand correctly ...

f Soyoumean... k Shall I go over the main points we agreed?
1

To sum up, ...
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Interactive pronunciation practice on the DVD-ROM 7.4 Speaking .

Internet Speaking

research B Read the four situations below. Decide what action you would recommend in each situation.
; : = Make short notes on your ideas.

a Levels of executive pay have been rising in your industry. This makes recruitment difficult for
your firm. How should you respond?

b Your new CEQ wants to introduce more American business practices. Some staff are resistant. :
What advice would you give the CEO?

¢ Your country’s education system doesn’t produce the graduates you need. How could you {
improve the standard of job applicants?

d Your firm has been criticized for employing too few women. How could you change this w\
situation?

Work with a partner. Hold short meetings on the issues in 6. Follow the structure provided
below. Take turns being A and B.

Student A Student B

Roleplay

M Work in groups of three. Take the roles of Alice, Serge and David and read the appropriatc
role card: Alice (page 111}, Serge (page 112) and David (page 114). Hold a meeting to discuss the
points on the agenda and remember to clarify your position if necessary.

Agenda

New accounting procedures.

Introduction

Definition of new procedures

Schedule for implementation

Extra staffing requirements - . o
Training on the new accounting procedires
Installation of new accounting software
‘Temporary project team requirements

Training on the new software

AOR".

AL AOESLOY NN =

P e
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inancial control

7.5 Writing Minutes

Discussion

K Work with a partner. Read about the meeting situations 1-4 and answer questions a—c.

1 Hyperion Advertising office staff are meeting in a café to discuss themChnstmas o 0

lunch.

2 Wells Engineering have just completed a major construction project. They are
holding a one-off project review meeting today.

3 Living Colours is a printing company. The finance department are holdmg their
fortnightly update meeting.

4 At Bitstore Electronics, two senior executives are meeting this aftemoon to discuss '-:

which of four interviewees they will appoint as sales manager.

a How formal will each meeting be?

b What is the purpose of each meeting? What items do you think will be on the agenda?
¢ Which meetings require minutes? Why? How will the minutes be ditferent?

B Quickly read the minutes below. Decide which meeting from 1 they relate to.

Date: 11 June Time: 15.30

1 : Room 344
2 _____:Enzo Falconi (EF)
3 : Alice Keller (AK), Francois Weber (FW), Dylan Sanders (DS)
11 New staff - - EF announced the appomtment of Sa].ly Colhns as head of |

accounts payable.

o 20ff1celayout " | FW expressed concern about the of
o e _'We Idenhfied two main problems._

EB Compilete spaces 1-7 in the minutes with these labels.

X Answer these questions about the minutes in 2.

1 What do you notice about how names arc presented?

2 What is the purpose of the Action column?

3 Which verbs in the minutes tell you what happened? The first one is underlined.

4 Which verbs in the minutes tell you what actions are planncd? The first onc is circled.

92
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Further interactive writing practice and model business documents on the DVD-ROM

Internet

research

Wearch for the words

Mriting clear minutes
B drow up alist of.

, - tips for.good minute

priting. Compile a:class
Jon ten. Tpiih

7.5 Writing .

Summarizing discussion

Bl Summarize these extracts from thc meeting using appropriate verbs from the box. The first
one is done as an example.

6

discuss . -explain t s suggest . confiemy

AK: Basically, there are two options: either we install screens or full partitions. Of course,
screens would be cheaper, but, on the other hand, full partitions would probably be much
more cffective ...

We discussed the pros and cons of screens or full partitions.

EF: So, to summarize, we all agree then that we don’t want to keep the existing open-plan
arrangement, OK?

EF¥: Well done, Sally. You've really done a great job in accounts receivable.

DS: The reasons why the current appraisal system is not working are that the interviews take
too long and they only happen once a year.

DS: I've spoken to all the department heads and I can assure you that they all think the
current expense claim form is too complicated.

FW: Why don’t we get three quotations for screens and three for partitions?

Making action plans

K3 Maich the decisions 1-6 with the action plans a—f, using an appropriate action verb from the
box. The first one is done as an example.

‘chaseUp ' comtact” arrange d

o A0 o OO N =

EF suggested celebrating Sally’s promotion. He will organize - ¢

We decided to consult department heads on the new appraisal scheme. EF will

AK proposed getting cxamples of screens and partitions so she will

It was agreed that external advice on running appraisal interviews would be useful. FW will
We concluded that a more detailed cost breakdown was necesssary. DS to

It was noted that only one quotation has been received to date. DS to

a visit to the supplicers’ showroom.

the other two suppliers.

an after-work drink in the local pub for the accounts department.
the best proposals and report back at the next meeting,

a specialized management consultancy.

a draft questionnaire beforc our next meeting.

Listening

& 2:22-2:24 Three months later, the Living Colours finance team are holding another
meeting. Look at the three main items on the agenda below. What issues do you think the

participants might raisc regarding each point? Listen to three extracts from the meeting and check

if your ideas were mentioncd.

~ Venue: Room 346 .+

1 Minutes of last meeting
2 7 Chasing up late payers.

Meeting agenda — Finance Department efficiency drive . .
Date: 16 -September : : R
Time: 14.30-16.00

3 Covering for absent colleagues
4 . ‘Reducing office waste
‘5 AOB ‘

Note-taking
X Listen to the threc extracts again. Make meeting notes on what they decided for items 2-4.

Writing
EX Use the notes you made in 8 to write the minutes of the meeting. Use the same format as the
meeting minutes in 2 oppositc.

FheBusiness
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7.6 Case study V Car-Glazer

Discussion
KB Work in small groups. Answer these questions about the activitics in the list.

1 Are these actions honest or dishonest, or is there a grey area in betwecn?

2 For which actions should employers warn, reprimand or dismiss people. For which should
they do nothing?

* making personal photocopies at work

* using the company phone to make private calls

¢ embezzling money from the company

* going to the dentist during working hours

¢ throwing a ‘sickie’

* surfing the net during office hours

¢ borrowing money from the petty cash

Reading

EA Rcad the three documents below and answer the questions.

1  What business is Car-Glazer in and what services do they offer?

2 What does Emily Wyatt do and how long has she been working for the Czech subsidiary of
Car-Glazer International plc? Write her name on the organigram.

3 Who introduced Emily to Car-Glazer?

4 What problem is Car-Glazer facing with some of its technicians?

Hired Ew.iiU
Chief Accountant W’q)aﬂ 20°
Feb 2008
Reporting directly to the (Referred to us |
" Director of Car-Glazer, Czech b Filip Novak
Republic. - they wet ot

Managing all aspects of the business: sehool) |
accounting function (accounts :
receivable and payable, budget,

cash-flow, tax). ;

Establishing and maintaining
accounting practicesio ensure
accurate and reliable data for
business eperations; :

o : S

- Memo
“Date: 8 October 2008
To: All techni¢ians

Car-Glazer —- Trade " 'We are receiving a growing numf:cr of claims

from garages for damage to vehicles in the course
of glass replacement: paint chips, minor dents

Car-Glazer offers a comprehensive on-site 1 and scratches, broken mirtors, ete.
windscreen and body glass replacement 1 Please ensure that you work carefully and follow
service to the motor trade throughout Europe. | company procedures, as such claims cost us {(and

We visit your garage, showroom, forecourt
or .- siv - to repair or replace all types of

vehicle glass.

indirectly, you) money!

Counting on all of you to.see a reduction in
claims. _

Andy Webb CEO Car-Glazerple
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Further interactive problem-solving on the DVD-ROM

Internet

research

7.6 Case study .

Director Gzech Republic Artur NEMEC
Sales and Tech
Area Sales Manager West 3 Area Sales Manager East

15 technicians : 13 technicians

Analysis

E} Emily Wyatt arrives at work one morning to find this email waiting for her. Read the email
and answer the questions.

1 What does Robert do in Car-Glazer? Write his name on the organigram.

2 What reasons could Nina Kovar have for being evasive?

3 What reasons could Garage Miler have for invoicing two separate bills and why might the
technicians have caused more damage than usual?

%-3:1:3 e o - =)
OB a /P oooew
i..Delere Reoy Replyal Forward New Malboxes GetMal  SearchMailbox

To: Emily @

From: Robert
Date: 11 October
Subject: Ouistanding bill, Garage Miler, Brno

Just to let you know that, despite two chasing letters, Garage Miler {our second biggest account in Brno) still
haven’t paid us July’s bill, just over 1.2 million CZK. | called them yesterday and the person in accounts, Nina
Kovar, was rather evasive. She simply told me that she'd appreciate a call from the hoss. I’'m not sure if she
meant you or Mr Nemec.

One other thing: we owe Miler about 459,000 CZK for damage to cars caused by our technicians when they
were replacing vehicle glass. 459,000 CZK is a lot higher than normal, and what's strange too is that we
received two separate bills: one for around 378,000 CZK and the other for 81,000 CZK. | told Nina Kovar, we
couldn’t pay them untif we'd been paid the 1.2 m CZK ourselves.

Anyway, I'd be grateful if you could give her a call.

Thanks

Robert Smid

Accounts Receivable

e
a

Listening

I3 & 2:25 Emily calls Nina Kovar. Listen to the
conversation and answer the questions.

Who does Emily speak to in the end?

Who is Filip Novak? Write his name on the organigram.
What company car does Filip drive?

What car did Filip have repaired?

Why hasn’t Garage Miler paid the outstanding bill?

In Emily’s position, what would you do?

[« ) IS, SN S e

Discussion

¥ Hold a meeting to decide what action Car-Glazer
should take regarding Filip Novak. Consider the
following courses of action:

s reprimand ¢ dismissal
* official warning * other
* temporary stispension

Listening

A 2 2:26 During the meeting, Artur Nemec takes a call and announces some good news. Listen
to what he has to say. How does this affect your decision?

1he Business
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8 Fair trade

e

esearch

8.1 About business Fair trade or free ‘trade“ Gl

Discussion
KB Answer these questions.

1 What sort of products are traded under the label ‘fair trade’?

2 When you buy a cup of coffee, what is ‘a fair price’?

3 If you spent your holidays working on a coffee farm, how would you define ‘a fair wage’
and “fair working conditions’?

4 1If you owned a café, how would you define ‘a fair profit’ on a cup of coffee?

Predicting

EX Read the title of the article opposite and predict which of thesc points are expressed by
the writer. Then read the article to check your predictions.

Fair trade products make rich consumers feel guilty.

Free trade would help the poorest farmers more than fair trade.

Fair trade products are low quality.

Fair trade farmers are encouraged to modernize their production methods.
Big coffec chains forcc farmers to rcduce their prices.

U W~

Reading for detail
A Read the article again and answer these questions.

What must be paid to get fair trade certification?

Why might western consumers be attracted to fair trade goods?

Which consequence of fair trade has led Mexican producers to expand production?
Why do richer producers benefit most from fair trade?

Which processes of agricultural development has fair irade discouraged?

How have consumer attitudes to coffee changed?

Which producers have improved income without help from fair trade?

N AR WN =

A Find phrases in the article that imply these strong opinions:

1 fair trade supporters know very little about economics (paragraph 1)

2 fixing fair trade prices unfairly deprives the poorest farmers of a way to make a living
{paragraph 2)

3 fair trade supporters are naive to think they can solve all the problems of the developing
world (paragraph 3)

4 fair trade supporters are out of touch with the realities of modern agriculture (paragraph 4)

5 fair trade prevents producers from increasing efficiency and revenue (paragraph 4)

6 coffee chains, unlike fair trade campaigners, benefit poor producers (paragraph 6)

Listening

B & 227 Listen to a radio phone-in about the article. What two benefits of fair trade does
the speaker argue for?

Discussion

H work in small groups. Discuss how far you think each of the statements below is true.
* Free trade rewards efficiency; fair trade rewards bad habits.

¢ Pair trade is the best protection some workers have against exploitation.

¢ Fair trade is just a fashion among rich western consumers.

* Free trade only looks to the short-term; fair trade looks at the bigger picture.




8.1 About business .

WHY

IN THE NAME of fair trade, we are
encouraged (o pay more for everything
from cups of coffee and chocolate bars
to cosmetics and cut flowers. For a
product to be certified as fair trade, the
importer selling it in the West must pay a
minimum price to producers. A voluntary
price support schemc is entirely
compatible with free tradc: there is no
conflict between altruism and the market
economy. But while {illing the shopping
trollcy with fair trade goods may rclieve
the guilt of middle class consumers,
its wider effects may not really be so
positive. A combinatton of economic
illiteracy and misguided good intentions
has creatcd a monster that threatens the
prosperity of the poorest producers.
Poverty relief would be much better
served by a free trade and not a fair trade
agenda. Fair trade policies, whether
government-enforced or applied through
ethical consumer schemes, distort the
market. Producers in some countries
may choose to produce certain crops
only because they can get an artificially
high price under fair trade schemes. This
kicks away the ladder from the poorest
producers who have no choice but to
stay in thc market. Take the examplc of
Mexico, which produces a quarter of fair
trade coffee. Because of the incentive
of fair trade, Mcxican producers have
decided to keep producing coffce, even
expanding production. Without this

incentive, Mexico could be producing
other crops more efficiently. This
distorting effect is unfair on poorer
countries such as Ethiopia where
producing other crops is not an option.
As a result of fair trade policies, they are
faced with greater competition.

Fair trade also punishes producers
who are less good at quality — generally
the poorest. Setting a minimum price
for products encourages retailers to
buy only from more affluent producers
that can invest in higher quality. Poorer
producers may be able to supply lower
quality products more cheaply, but there
is no incentive to buy these, because
the retailcrs cannot call it fair trade.

By simply pronouncing it ‘unfair’ to
pay below a certain price, fair trade
supporters seem to believe they can
ignorc market realities, wavce a magic
wand and make everything better. But
fair trade is like all attempts to control
prices: the poorest are cut out of the
market.

Frec markets and more open trade
have lifted hundreds of millions of
people out of poverty over the last
quarter century. They work because they
encourage producers to pursue higher
living standards by becoming more
productive through mechanization and
modernization. By contrast, fair trade
supports 4 romantic view of peasant
farmers toiling in the ficlds day in day

out, rather than helping producers buy
machinery and move into processing
and packaging of products. The
Fairtrade Foundation. which promotes
the scheme in the UK. admits it has no
policy on mechanization. It has even
been encouraging producers to become
less cfficient by growing other crops

in between coffee plants. This limits
producers” ability to mechanize, locking
them into poverty.

In stark contrast, Starbucks has bcen
running community projects to help
producers construct coffee mills and
climb up the economic ladder. Shops
like Starbucks, Caffé Nero and Coffee
Republic have encouraged consumers to
appreciate coffee as a premjum product.
Consumers are dropping the chcap
instant coffee they were drinking in the
office in favour of capuccinos and lattes
made with high-price arabica beans.
Many producers, following this logic,
are now commanding higher prices. This
is not because of fair trade but because
they arc responding to the demands of
the market.

Despite attacks from anti-
globalization activists, the truth is
that Starbucks has done more than
anyone else in cxpanding markets and
raising incomes for coffee producers
in developing countries. It is the coffee
chains that are the real superheroes of the
coffee market, not lair trade campaigners.

i
|
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Brainstorming
KH In what circumstances might you do the following? Think of as many reasons as possible.

EX Calisto Instruments have drawn up a contract to supply JZ Music with 500 tenor
saxophones for the Christmas market. Read the extract from the contract, and find
expressions which mean: -

1 accepted 6 pay the biil

2 in this document 7 considered as

3 promises 8 for whatever reason
4 not later than 9 inform

5 later in this document 10 impossible to change

this agreement, made and entered into this fourth day of June by and between Calisto Instruments, the Seller, and
JZ Music Ltd, the Buyer: ‘

1.

SN

&

A P SN e S PRI TN 820 it

9. The seller (1)

The seller hereby undertakes to transfer and deliver to the buyer on ar before 1 November, the goods as
specified hereinafter. )
The buyer hereby undertakes to accept the goods and pay for them in accordance with the terms of the contract.
The buyer shall make payment within 30 days of reception of the goods.

Goods shall be deemed received by the buyer when received by him at the port of Southampton.

The risk of loss from any damage to the goods regardless of the cause thereof shall be on the seller until the
goods have been accepted by the buyer.

The buyer shall have the right to examine the goods on arrival, and he must give notice to the seller of any claim
for damages within seven business days after such delivery. The failure of the buyer to comply with these rules
shall constitute irrevocable acceptance of the goods.

M PN, e e,
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ER Usc the expressions from 2 to complete this second extract {rom the contract.

2) to provide maintenance and repair for one calendar year. The buyer shall be

to the seller of any request for repair. On expiry of the warranty, an extension agreement
may be (4) : the buyer shall {(5) of the annual fee before any repair work can be undertaken,

{6) . Signature of the warranty extension shall constitute (7) acceptance of the terms and
conditions (8) specified. Warranties not renewed (9) 1 April shall be (10) lapsed.

i e

required to (3)

v,

Choose the correct word to complete the paragraph about fitigation.

A legally (1) holding/binding/sticking contract is one which can be (2) obliged/inflicted/
enforced by the legal system. Many contracts include a (3) penalty/punishment/price clause
which (4) concerns/applies/effects if deadlines arc not met. A company which fails to respect
its commitments can be (5) charged/processed/sued for (6) violation/breach/breaking of
contract. However, in some cases the two (7) participants/parties/factions can avoid the
expense of litigation by agreeing an out-of-court (8) settlement/agreement/conclusion. If the
case (9) moves/goes/takes to court, the loser may be ordered to pay millions in

(10) payments/damages/expenses.

Discussion
KR Calisto and JZ Music have now signed the contract. Discuss what will happen if

Calisto deliver on 1 December.

Calisto deliver 500 alto saxophones instead of 500 tenor saxophones.
Calisto send JZ Music an invoice on 1 September.

the saxophones are delivered to Portsmouth.

some of the saxophones are damaged during shipping.

JZ inform Calisto of the damage in January after the Christmas holidays.
JZ refuse to pay.

JZ forget to extend the warranty.

O L NN -
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Further interactive vocabulary practice on the DVD-ROM 8.2 Vocabulary .

H

Internet Listening
researCh KR Can you explain or give examples of these types of
# unethical behaviour?

&8 J 2:28 Listen to eight cases. Name each offence,
and discuss an appropriate punishment.

Reading

¥ Match the terms a—f below with the definitions 1-6.

a accountability 1 deciding objectives, means and standards for a company

b regulatory bodies 2 being required to justify one’s actions to a highcr authority
¢ borderline ethics 3 organizations which invcstigate irregularities, such as the
d corporate governance Securities and Exchange Commission

e empowcrment 4 a process that has been shown to give excellent results

f Dbest practice 5 paying workers the minimum wage allowed by the law, for

examplc
6 encouraging workers to improve the way they do their own jobs

EJ Complete the book review with the terms from 8.

several corporations, argues that good (1) is not incompatible with making

profits. According to Shallanberger, values like honesty, fairness, transparency and
(2)__________, when combined with commercial and manufacturing (3) , can help to
make the world a better place.

Shallanberger blames Enron, WorldCom and other scandals first and foremost on spiralling
executive pay. A world where six-figure salaries, stock options and golden retirements arc a
CEQ’s top priority encourages (4) and leaves little space for global justice and
social responsibility. Shallanberger advocates a third way. Companies which favour employee
) , and which foster a sense of ownership and social responsibility throughout
the organization, can not only obey the law, comply with and even exceed the requirements of
6) , but also give customers, employees, the environment, and shareholders a fair deal.
This book is a must-read for anyone involved in business strategy.

l N her latest book, Ethical Profits, Hannah Shallanberger, who serves on the board of

Discussion

Complete the questionnaire, and then discuss your answers,

Ethical business or proﬁt first?

Kl Lying, cheatlng a d bendlng the rutes IS' T B onesty and respOnSIblllty fS the t)est pohcy
a) unacceptable.. - ’. o a) always.
b) OK as long as you don't get caught S b)) sometimes.
¢) part and parce! of business. -~ - g) rarely
E3 A company should T B Shallanbergersthlrd way with ‘ethical profits’ is
a) respect the spirit of the law. N o  a) the key to twenty-first century busmess
_ b) respect the letter-of the law. ' b) a nice idea, but difficult to do.
" ¢) be-morally beyond reproach. _ ¢) hopelessly idealistic.

Ed The majority of corporate profits should go to A Making the world a better place is R

a) shareholders. a) a company's primary goal.
b) top management. . - b) something companies can-contribute to.
¢} all company staff.. ¢) nothing to do with business.

o st g RO
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Refresh your
memory

'mal cases, we can
n,‘can’tand not)

8.3 Grammar

-

Test yourself: Obligation and permission

n The statements below are answers to telephone enquiries about car hire. Choose the
correct modal verbs to complete each comment.

T You mustn‘t/don’t have to drive more than 3000 km during the rental period.

You are allowed to/must follow our guidelines on how to use the vehicle at all
times.

You can’t/don’t have to make any changes to the hire car under any circumstances.
You must/can put a child seat in if you want to, but it’s your responsibility.

You have to/can bring your driving licence in order to collect the car.

You must/don’t have to take out extra insurance, but it is recommended.

N

UV bW

Test yourself: Obligation and permission in legal documents

KX The hire car company’s Terms and Conditions are available online to download.
Complete this extract from the document with the modal verbs.

may maynot shall shall not

On collection, the customer (1) provide documentary evidence that he or she is
legally entitled to drive. The customer (2) use the vehicle strictly in accordance
with these Terms and Conditions. The customer (3) exceed a mileage of
3000 km during the rental period. The customer (4) alter or modify the vehicle
in any way. However, the customer (5) install a child seat at his or her own risk.
The customer (6) request additional insurance at a cost of €20 per day.

Test yourself: Permission or possibility

B The sentences below are taken from official documents. Decide whether may or may
not indicate Permission or Possibility in each sentence.

1 The user may make one copy of the program to protect the original.

2 Misuse of the product may render the warranty null and void.

3 Untrained personnel may not operate this equipment without qualified
supervision.

4 Operating procedures must be respected, or the product may not work.

5 Motorists may only use the emergency lane when authorized to do so by the
police.

6 Photographs may not be taken without written consent.

7 Any amendment of this certificate may render it invalid.

8 Only staff may use this exit.

Test yourself: Inversion

n Reorder the words in bold to complete these sentences.

1 Under no circumstances child/used/shall/labour/be.
ATter certain nggative 2 Not until both parties agree the court/will/the certificate/issue.
phrases, subject'and: 3 Only once the contract has been signed demolition/may/begin/work.
verb are inverted. . . 4 On no account held/the company/be/responsible/can/the damage/for.
Not until all details were 5 The goods packaged/not/be/should/correctly/only but also clearly labelied.
agreed did they sign the. 6 Should not/payment/be received/seven/within/days, a fine of €30 will become due.
i VG 7 On no account the seal/broken/should/be.
> ;*;;’;‘*{*;’ Qﬁ‘; practice. 8 Under no circumstances be/the use/will/pesticides/tolerated/of.
A ——
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Internet

research

Further interactive grammar practice on the DVD-ROM

Setting guidelines

3 Managers often give guidelines to new employees on how to conduct themselves on company
business. Complete guidelines a-h using modals of obligation and permission.

You have to obey the law and act ethically at all times.
use vidco or audio recording equipment on the company’s premises.
use the Internet in an appropriate and responsible way.
disclose sensitive information about the company’s products.
make negative claims about our competitor’s products.
get permission to download software onto office computers.
accept small gifts from suppliers and other business partners.
buy or sell the company’s shares in expectation of a major announcement,

oM o Q0 oe

Sentences 1-4 are taken from a formal employment contract. Rewrite these in less formal
English.

1 Employees shall not make expense claims in excess of €20,000,
Remember that you than €20,000.

2 Al] employees shall maintain company property in good condition.
If you work here, you after company property.

3 The Employer may terminate the contract with a one-month notice period.
As the employer, 1 the contract with just a month’s notice.

4 Employees may not use the telephones for personal usc.
I think I ought to warn you that you or family.

Listening

& 2:29 Firms may also issue a code of practice to business partners as part of a contract.
Listen to two managers discussing the terms of an outsourcing agreement in the Far East. Make
notes on what they decide in these categories.

X Work in pairs. Using your notes in 7, write formal guidclines for the suppliers in the Far East.

Bl The clauses below were also included in the contract. Complete cach sentence with a possible
result.

1 Evidence of poor working conditions may result ir ...
2 Products not finished to agreed standards may ...

3 Legal representatives appointed by us may ...

4 Failure to use safety clothing may ...

Y Rewrite these sentences from the contract, using inversion to make them more emphatic.

1 Unless you can implement the full terms of the contract, don't agree to it.
Under no circumstances should ...

2 We won't pay for the goods until the full shipment has been received.
Not until the full shipment ...

3 The goods will be considered received when they arrive at our warehouse.
Only once the goods ...

4 Health and safety must not be put at risk for any reason.
On no account must ...

Writing
kRl Think of five rules relating to conduct in your school or job, for example. Then write the rules
in the style of a formal employment contract.

Example
We mustn’t use mobile phones during lessons/meetings.
Under no circumstances shall mobile phones be used during lessons/meetings.

1he Business 101
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8.4 Speaking Negotiating a compromise

Discussion

K3 Discuss what compromise
might be found in thesc situations.
How satisfactory is the compromise
for each party?

1 A bad atmosphere has
developed between students
and teachers in a language
class. The students complain
that they get too much
homework. The teacher is
disappointed by thc lack
of enthusiasm for speaking
English. How could they reach
an agreement?

2 Management at a car plant have
offcred a five per cent pay
increase in response to workers’
demands for ten per cent. The
workers have threatened a strike. Both sides are willing to discuss productivity and
benefits. What compromise could they reach?

3 The top national newspaper has published evidence of corruption in a major company.
Unfortunately, the company is the newspaper’s most important advertising customer. How
can the two parties reach an agreement to maintain their business relationship?

4 A dairy producer sells most of its products to a major supermarket chain which has been
making late payments. The supcrmarket claims the suppliers’ products have fallen in
guality. What could each side do to improve their relationship?

Listening

EX & 2:30 Leah works for an American fair-trade chocolate manufacturer, and Alfredo
represents a workers’ cooperative in Ecuador. Listen to a contract negotiation for cocoa beans
and answer the questions.

1 What do they agree on these topics?
o the fair-trade premium for top-grade cocoa beans?
¢ prefinancing/advance payments?
¢ growing the crop under shade trees?
¢ children under fifteen?
2 What went wrong in the negotiation?

ER & 2:31 Listen to a second version of the negotiation, and answer question 1 above.
Why is this version of the negotiation more successful?

E¥ Listen to the second version of the negotiation again, and completc the missing verbs in
these useful expressions.

Offering a compromise

I am ready to ..., an the understanding that you ...
I'm prepared to you half way.

Shall we split the differcnce?

Accepting a compromise

That fair,

Tcan with that.

Accepting with conditions

We are to agree to ..., provided that ...
I'd be to ..., unlcss ...

Rejecting a compromise

I'm sorry, but I'm not sure that would work.
I think we’ll have to to disagrec

I’'m afraid you put me in a difficult position.
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GERAEREY) Interactive pronunciation practice on the DVD-ROM 8.4 Speaking .

aternet Practice

reseaI'Ch E2 with a partner, suggest more appropriate expressions for this negotiation, then practise the
LN oo dialogue.

I can pay ten per cent more, but you work Saturdays as well.

No way! I coach my local swimming team on Saturday afternoons.

How about 50-50? I pay five per cent more, and you work Saturday mornings.

No. Not unless I can keep the company car at the weekend.

Deal!

> > W

KA Work in pairs. Using the framework below, take turns being A and B to practise compromising
in the following situations:

1 Student A wants to organize a two-day fair-trade conference in Berlin. B prefers a week in
Hong Kong.

2 Student A wants to sell fair-trade chocolate in cheap 1 kg bars. B wants to sell it in expensive,
individually-wrapped squares.

3 Student A is a coffee-grower and wants a five-year contract and a guaranteed minimum price.
B is a manufacturer and wants a one-year contract and an index-linked price.

4 Student A wants to sell as many fair trade products as possible in their supermarkets at higher i
prices. B wants to sell the cheapest products at the lowest prices.

Student A Student B

Negotiation ,

E2 Work in pairs. You represent small neighbouring countrics in trade negotiations with each
other. Student A should read the instructions and table below. Student B should look at page 115.

Student A

You have a surplus of some commodities and a shortage of others. Relations between your
country and Student B’s country are very friendly. Negotiate a deal with Student B to get the
commodities you need.

.: You have Youneed : : After negotiation, you have:

4 million tons 1'million tor

2 billion cubic meters 5 bilfion cubic meters -
-0

3 million tons
40,000tons
g milliontons =
20 tons
200,000 tons

1-million tons
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8.5 Writing ' Assertive writing

Discussion

KR Decide which of these adjectives complete the
description of assertiveness.

Being assertive means being

Complaining assertively

EB Read this letter of complaint and answer these
guestions.

1 Which paragraph describes the customer’s
inconvenience?

2 Which paragraph describes factual details?

3 Which paragraph demands action?

4 Is the tone of the letter assertive or aggressive?
Give reasons.

Dear Sir or Madam,

I am writing to protest about some problems we have experienced in relation to
your products and customer service,

We purchased a printer from your online store two months ago. The invoice is
attached. This product was immediately discovered to be complete rubbish. Due
to an electrical problem, the printer makes a loud buzzing noise.

Despite seemingly endless emails and phone calls, we have been unable to
obtain any assistance. What is utterly intolerable is the total ignorance displayed
by your helpline staff. Never in a million years would this excuse for after-care
service be acceptable from a high-street store.

We want you to resolve this situation to our satisfaction within seven days of
receipt of this letter. Failure to reply by this deadline will result in the matter
being referred to our legal department.

Yours faithfully,
E Lonamar

e STAD IR cons v, ¢
P A A . eor % (L
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B Replace each phrase in beld in the letter with a morc appropriate phrase below.

IE3 Rephrase these sentences to make them more assertive. Use the sentences starts and
endings given.

1 Tt seems we can’t print our annual report. I'm afraid that’s especially annoying! (What is
) ’

2 I'm sorry but I don’t think the printer delivers what your website promises. (In no way
does ...)

3 Unless you fix the printer before the end of the week, I'm afraid we’ll have to consider
suing you. (Failure ... legal action)

4 People in the office find the constant buzzing noise anunoying. (What people ...)

5 Our Paris office needs a printer. I'm afraid I don’t think it’s very likely we’ll recommend
yours! (Under no ...)

6 We might have to contact a consumers’ association, as you don’t seem to want to help us.
(Unless ...)
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m Further interactive writing practice and model business documents on the DVD-ROM 8.5 Wri ing .

Responding assertively

I} Decide whether each expression implies that the speaker will give a positive or a negative
response. Which ‘negative phrase’ suggests the speaker will negotiate?

1ternet
research
frch for the keyword
pertiveness. What i

I Choosc the best expressions to complete this email.

@ e f_gﬂ —

Delete  Reply Reply Al Forward New Mailboxes Get Mail Search Mailhox

Thank you very much for your email. (1) To be honest/On the whole/Regrettably, the contract looks very fair. There @
are just two points which I’d like to clarify. : .
Firstly, you suggest we start shipping the full quota of flowers by the end of the year. (2) On the whole/Unfortunately/ .
By and farge, this would be very difficult for us, although (3) regrettably/to be honest/in principle we could start L
making small shipments in January and February.

Secondly, (4) as things stand/in principle/by and large, I'm afraid we would find it very difficult to freeze prices

for so long. (5) Unfortunatety/By and large/As things stand | agree that eighteen months is normal for this type of -
contract. However, (6) on the whote/regrettably/by and large, we canngt commit to more than twelve months. ‘j.

Using expressions from 5, write assertive one-line answers to these messages from your CEO.

We have a crisis. Can you fly to Canada tomorrow morning?

How would you feel about working two days a week from home?

I'd like you to get a couple of years’ experience in the US before taking on more responsibility.
We need someone to manage the night shift. Do you think you can handle it?

We think you should do an MBA. What'’s your reaction?

Next year’s sales conference is in Siberia. You’ll be organizing it.

= T, IS SN ORI S T

Writing
A Divide into As and Bs. The As work for a fair trade clothing company in Bangladesh called

Ganges Fashion. The Bs work for AQX Logistics, a global transport provider who handle Ganges
logistics operation in Europe.

y

1 Read your message below which you have received from your boss then discuss what to say.
2 Write a letter and deliver it to the other company.
3 Rcply to the letter you receive.

Student A

eee T ‘n AD
‘ @ ﬁ & Q- From ~
I Delete Reply ReplyAll Farward New Mailboxas GatMail Search Mailbox - :
LoHi o

I'm furious with AQX Legistics. They promised us next day delivery of small packages, but they’re often more than
three days late. Their online tracking service never works because their system is down most of the time, and they’ve
just put their prices up again! Unless they give us a better discount, we can't afford to work with them any more.
Can you do me a favour and email them? If | do it, I'll just get angry. if they can’t come up with a solution, tell them
we'll get someone else. We've already warned them several times.

Thanks
Tareq

FEPERIEN AT

ARG AV

Student B

Message

FROM: Clyde fang, Finance » :
TAKEN BY: Anvette o
Hease wite to Ganges Fashon They've findlly paud last quarter's invoces, bt they Ve deducted the.
tax again: We've aready explained they have o pay us first, then they can clam the. tax back - And

e only eupposed fo have 30 days eredt, not 90! if they don't. poy the: tox by the end of

the ‘month Clyde wants to suspend service.

Ng (’.f‘dde was ex’rrm% angy, 50 he didn't want 1o wrile 1o them himself:

.

i
i

;‘
j
|
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8.6 Case study Green Hills Coffee

Discussion

KJ Explain these two quotations. Is there a place in business today for a ‘gentlemen’s
agreement’?

An Englishman’s word is his bound. - sixteenth century proverb
A verbal contract is not worth the paper it’s written on! - Sam Goldwyn

Reading

B3 Fiona Hills is President and CEO of Green Hills Coffec. Read the memo she received
from her CFO and the attachment, and answer the questions.

1 What is the problem, and what are the risks for Green Hills?
2 What does the CFO want Fiona to do?

3 What special circumstances might affcct Fiona’s judgement?
4 Which clauses of the contract are concerned?

7 3.1 New planting in virgin forest areas
o cc : is prohibited.
' 3.2 The suppilier shall make continual
THE TASTE OF QUAL"Y' reductions in the toxicity and use
Re: Potential image problem of agrochemicals.

I heard yesterday that farmers in Guatemala are still 3.3 Materials on the ICGA Prohibited
employing child labour on coffee farms, although there are Materials List may not be used.
no contracts of course, so we can’t prove it. I also discovered
our biggest supplier is planting in virgin forest areas and usin, -
increasing amgunts of I;esﬁci(%es Avélrig]cleaﬂy in breach of theg under legally binding fabour :
terms of our contract (see attached). I know your father hada ¢ contracts. 3
special relationship with the Cabrera family and used toturn ~ § 4.2 Children below the age of fifteen

a blind eye, but we have to sort this out quickly. There are ' may not be employed.
other suppliers whose beans are just as good. We're aiready 4.3 Working shall not jeopardize
under pressure from fair trade brands - fair trade sales grew schooling or the social, moral or
40 per cent last year ~ we simply can’t afford to be associated physical development of the young
with these practices! person.

4.1 Ail workers shall be employed

_a_sgr_aé for G_ra-nos_C_ébréra’s ‘
problems
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Further interactive problem-solving on the DVD-ROM 8.6 Case study .

¥ Green Hills and Granos Cabrera have decided to send representatives to meet and negotiate
on neutral territory in New York. Work in small groups, A and B, to prepare the negotiation. The
As should consider Green Hills’ options, and the Bs about Granos Cabrera’s.

Green Hills Granos Cabrera

What we would lke to obtain (maximam)
What we. must obtain (minmum)

Possible strateges :
Our be.st alfernative i no negptiated agreement is possible -

g BRI Tl A i o,
AR QNI s acihop s P AT, (IR A St RO ot o
AN iyt S OISOV i gt > Frgrh ot

Reading

current distributor. In addition, we are prepared to
help you increase your volume of production ...

B3 Read these two emails: who are they from and to, and how do they affect the situation?
R R, LT I

... and we are planning an aggressive marketing ... our coffee is strictly organic and we are fair trade
campaign based on quality and price, which fair © . certified. Moreover, we are confident you will find
trade and organic brands will not be able to compete our taste is smoother and richer than that of your
with. We know the quality of your beans, and we are - present supplier, at a price which is only five per
prepared to offer 10—15 per cent more than your v cent higher ...
|

" Intermet Negotiation :
 research I} Hold meetings between Green Agenda % ?
S Hills (As) and Granos Cabrera (Bs) : !

to try to negotiatc solutions. Child labour ‘

New planting in virgin forest areas

. Discussion Pesticides
o Organic farming
Fair trade certification
Investment
Prices
AOB

the outcomes of the

strategics
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Review 7

Financial control

Match the words and phrases in the box to their

definitions below.

W N

w A

use of the legal system to settle a disagreement
(informal equivalent: ‘to go to court’)

the use of illegal methods to pay less tax

the crime of giving money to someone so that they will
help you by doing something dishonest _
informal a dishonest plan, usually to get money _
an illegal system in which criminals threaten to harm
you or your property if you do not give them money

someone who obtains money from other people by
tricking them

crime in which people who work in offices steal money
from the company they work for

an organization such as the police that makes sure that
people obey laws

Try to remember the words from tinancial statements to

complete the gaps below. Some letters have been given to
help you.

1

In the Income Statement, you start withthe N___
S s (income from trading activities), subtract the
various costs and ex s, and you arrive at the

O gP {earnings from the trading activities
of the busingss).

The basic equation in the Balance Sheet is:

A (things that the business owns) minus
L s (things that the business owes) equals
O s E y

In the old days, money owed to the company by its
customers was referred to on the BS as ‘debtors’; these
days it is called acc r . Equally, money
owed by the company to its suppliers was referred to as
‘creditors’, while these days it is called acc

p .
A company’s fi a s are things that can’t be
turned easily into cash. They include pl and

m_____y (afactory and all its equipment), vehicles etc.
The items in the previous sentence lose value over time,
This is referred to as d .

A single word that means ‘all the people that a company
employs and the money that each of them carns’ is

p l.

An important item on the cash flow statement of a
manufacturing company will be its payments for

T m s (physical inputs to the production
process).

A company might have a one-time income from the sale
of some land or the sale of a part of the business. This is
referred to as ext y income.

X Match an item from the first box with one from the
second box.

Now use the whole phrases to complete these sentences.

1 All the late payments by our suppliers drought about /

/ scrious cashflow problems.
2 Serious cashflow problems / / all
the late payments by our suppliers.
3 / / / all the late payments

by our suppliers, we had serious cashflow problems.

B} For each sentence, underline the one correct option in
bold.

1 When I was younger I could to / succeeded to /

succeeded in / was able to play tennis all afternoon

without getting tired.

After five tries 1 finally could / managed to / managed

in / succeeded in send the fax.

3 After five tries [ finally could / managed to / succeeded
to / succeeded in sending the fax.

[\

B Put a tick (v) if the sentence is correct. Put a cross (X)
if it is not.

That’s a very useful fact.

That’s a very useful information.

That’s very useful information.

Those are very useful facts,

Those are very useful informations.

In business, the facts are more useful than the theories.
In business, facts arc more useful than theories.

I have the facts I was looking for.

N WA AN~

A Put the ten phrases into five matching pairs according
to their function (how they are used).

Am I being clear?

Can we go over what we’ve decided?

Could you be more precise?

Do you see what I mean?

If I understand correctly ...

In other words, I ...

Shall I go over the main points we’ve agreed?
So, what you’re saying is ...

What exactly do youmean by ... ?.

What [ mean is that I ...

Now write the phrase numbers above in the boxes below.

Asking for clarification ][]

Explaining your point more clearly ][]
Reformulating to check you understand (][]
Checking other people understand (][]
Summarizing (][]

SWoOITHO NS NN =

—
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Review 8

Il Make cxpressions about free trade and fair trade by
matching each verb to a phrasc a-h bclow.

1 relieve a higher living standards

2 threaten b a minimum price for products

3 pursuc ¢ your guilt by buying fair trade goods

4 set d the prosperity of the poorest farmers

5 ignore e more productive through mechanization
6 lift f people out of poverty

7 become ¢ market realities

8 climbup h the economic ladder

EJ The verbs 1-6 all collocate with a contract. Maich
each verb with its closest synonyms a—f.

1 sign a discuss and finalize, draw up
2 negotiate b produce a first version of

3 break ¢ cnter into, accept

4 cancel d give

5 draft e end

6 award f bein breach of, renege on,

violate the terms of

EX Match each legal word (typical of a contract) 1-10 with
its mcaning a—j.

1 irrcvocable a scttle the bill

2 give notice b impossible to change

3 hereby C promise

4 undertake d in this document

5 make payment ¢ inform

6 deemed f no longer cffective

7 on or before g for whatever reason

8 hereinafter h considered as

9 lapsed i later in this document
10 rcgardless of j not later than

the cause thereof

n Use words from the left-hand column in exercise 3, in
the correct form, to complete the sentences.

1 The seller to provide maintenance and
repair for a period of one year.

2 The buyer shall be required to to the
seller of any request for repair.

3 The buyer shall of the annual fee.

4 Signature of the contract shall constitute
acceptance of the terms and conditions

5 Warranties not renewed
shall be deemed .

1 April

El Complete each sentence with a pair of items from the
box.

1 A contract is onc which can be by the
legal system.

2 Many contracts includea __ which _____if
deadlines arc not met.

3 A company which fails to respect its commitments can

be for

4 In some cascs the two can avoid the expense of
litigation by agreeing to an .

5 If the case , the loser may be ordered to pay
millions in

A Make collocations by matching the phrases 1-6 with
the words a-f.

1 commercial best a bodies

2 money b practice

3 requircments of regulatory ¢ empowerment
4 good corporate d trading

5 insider e governance

6 employee f laundering

Find a word from exercise 5 or exercise 6 which
matches the definitions below. The words appear in the
same order as above,

1 must be obeyed according to the law {two
words)

2 promises

3 be subject to a legal claim (in order that the other
person can try to get money from you because you
have harmed them)

4 people or group involved in a legal argument or legal
agreement

5 process of taking a claim to a court of law
‘goes to court’)

6 money that you pay to someone else as a punishment
for harming them

7 putting moncy that has been obtained illegally into a
legal business so that you can hide it

8 needs

9 the process of controlling and regulating an
organization (formal)

10 giving someone more control over their life

(not

A Match a phrase 1-3 with a phrase a—c with the same
meaning.

a You have to do it.

b Don’t doit.

¢ You may do it if you want.

1 You mustn’t doit.
2 You don’t have to do it.
3 You shall do it.

B} Put the words in each sentence into the correct order.

I'm to meet half way you prepared.
Shall we difference the split?

I live that with can.

We are compromise to willing.

I'd do that to be reluctant.

I think to disagree to agree we’ll have.

B WN =

Look at the expressions in the box. Find five matching
pairs (so that members of one pair have a similar mcaning).
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Additional material

1.2 Vocabulary: education and career
Discussion (page 8, exercise 7)

Student A

I wasn’t a very motivated student when I was younger, so
I myexams in 1999 and had to retake them the
following summer. I'd alrcady decided I wanted to
then go to business school, so this time I and
thoroughly; I passed easily. I spent a year abroad
as an assistant in a secondary school and then went to
business school - I'd already and successfully
before resitting my exams.
In my second year as , I spent a semester as an
intern at Hewlett Packard, which was very rewarding. In
fact, I went straight into a job at HP after I graduated the
following June. They encouraged me to do a by

correspondence - I just have to finish writing a dissertation.

[ need a break now, but I may take a sabbatical to study for
an MBA in a few years’ time.

1.2 Vocabulary: education and career
Listening and discussion (page 9, exercise 13)

Speaker 1

Bob’s situation is similar to that faced by Steve Jobs, who
quit Apple Computer in 1985. Jobs sold his shares and
founded Next Computer. Although Next was never as
successful as Jobs had hoped, in 1996 Apple bought the
company, and Jobs became CEO the following year. Under
his guidance, Apple brought out the iMac and the iPod; the
rest, as they say, is history. Steve Jobs is now thought to be
worth $4.4 billion.

Speaker 2

Lucy finds herself in a similar situation 1o Joanne Rowling,
who wrote most of her first Harry Potter novel while

she was unemployed or working part-time in Edinburgh
cafés. After being rejected by twelve different publishers,
Rowling’s book was finally accepted - although her
publisher advised her to get a part-time job as there wasn’t
much money in children’s books. In February 2004, Forbes
magazine estimated her fortune at £576 million (just over
US$1 billion), making her the first person cver to become a
$US billionaire by writing books.

Speaker 3

Mel’s dilemma is similar to that faced by William Henry
Gates III, now better known as the world’s wealthiest
individual, worth over $50 billion. In 1975 Gates dropped
out of Harvard to pursuc a career in software development
with Paul Allen, his high school business partner; together
they founded Micro-Soft, which was later to become
Microsoft Corporation.

1.5 Writing: Cover letters
Brainstorming (page 14, exercise 1)

Dos

Do ask directly for an interview. Request an interview,
and tell the employer when you will follow up to
arrange it. It is impcrative that you follow up.

Do follow the AIDA model used in advertising

— attention, interest, desire, action. Write cover letters
that are unique and specific to you, but consider using
four paragraphs: 1 get your reader’s attention; 2 give
details of your accomplishments; 3 relate yourself to
the company, showing why the company should hire
you; 4 request action.

Don’ts

Don’t start your letter ‘Dear Sir or Madam’. Address
your letter to a named individual whenever possible.
Don’t write a formal introduction in the first
paragraph. Use the first paragraph to grab the
employer’s attention.

Don’t write at least 400 words — the more information
you give, the better. Never write morc than onc page.
Each paragraph should have no more than three
senternces.

Don’t use sophisticated language to make a good
impression. Use simple language and uncomplicated
sentence structure. Eliminate all unnecessary words.

2.6 Case Study: Meteor Bank
Discussion (page 29, exercise 6)

Student A

You represent the HR department at the meeting.

You feel Saul Finley is the right man for the job R
and should be trusted to complete the work he has -
started. You believe high staff turnover is a good
thing, because salary costs are falling and Saul is
replacing older staff with new young technicians with -
more up-to-date skills. As the bank’s IT expert, you
think Saul should decide its IT policy. You recognize
there are problems in the department, but you feel
Saul is.capable of dealing with them.

A




Additional material .

i 2.4 Speaking: 3.3 Grammar: Passive structures and have something
t Telephoning done
. Roleplay (page 25, exercise 8)  Role-play {(page 37, exercise 8)
i Student A Student A

Call 1 Internal quality auditor

You are new in a small law firm where  To comply with your company’s ISO 9001 certification, the procedures below
 the managing partner also deals with should be followed. Check that they are and ask any other questions you need

all computer problems. Your PC has to.
broken down, so you call her/him for
. help. Your partner will start.
Qualilr/\/ audit - pomnts to raise.

Call 2
L You receive a call from a colleague Compliance with IS0 900, .'
| you like a lot. You start by answering . boHlinj Imes to be checked before and durin3 ecach shift
your phone. - ony Proble,ms to be roted n the shift o !
Call 3 - af the end of each shift, the line supervisor should check :
Your assistant has been on the phone f an Pv’o!:!leWtS have been repov}e/d and take any necessar 3
with friends most of the morning. You action, eg ask the mantenance team to make vepars, change
t  have a lot to prepare for an important worn parts, etc ;
- meeting tomorrow. Call your - all operators to receive quality training when they jon the ?

assistant to ask her/him to prepare a compan
PowerPoint presentation for you. Your /4

partner will start. other issues:

Call 4 Quality tracking statistics show Hat the contammated bottles
You receive a call from your computer were filled duvmﬁ the ijr shift on boHlmj line 3.

hardware supplier, who has recently B

sold you a large new computer system 7T g S 2o o e

which isn’t working very well. You are - . . . .

extremely busy preparing a business 7.4 Speaking: Communicating in meetings

trip to Chicago next Tuesday, and you ~ Role-play (page 91, exercise 8)

are not in a very good mood. You start Alice |
l 1

by answering your phone.

» Introduce the subject of the meeting: the change from yearly to monthly
Call 5 . L reporting, which will cnable management to run the business better.
You‘work in Markctmg inalarge, very o yo would like to see the new system in place in three months if possible but
profitable manufacturing company. you are willing to compromise if Serge and David produce valid arguments.
Your PC is three years old and very e Mabhler can provide training in US accounting procedurcs and on the new
slow. Call your friend in the IT software that will have to be installed.

department to see if you can upgrade o (yer extra costs will have to be paid for by Polystok.
to a new machine. Your partner will

start.

Call 6

You work in the HR department of
an American factory. You have to
be careful to respect legislation on
employce rights and confidential
personal information. You receive a
call from the production supervisor.
You start by answering your phone.

PO e

e
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1.2 Vocabulary: education and career
Discussion (page 8, exercise 7)

Student B

I wasn’t a very motivated student when I was younger,

so I had to my cxams in 2000 after | failed them
the year before. I'd already decided that before I
wanted to take a gap year. 1 easily because this time
1 completed all the coursework and revised thoroughly. I'd
already applied and successfully attended an interview at a
business school, so after resitting my exams I spent

as an assistant in a secondary school.

I spent a scmester as at Hewlett Packard in

my second year as an undergraduate, which was very
rewarding. In fact, after [ the following June I went
straight into a job at HP. I'm now writing fora
Masters degree by correspondence which HP encouraged
me to do. [ may to study for an MBA in a few years’
time, but I need a break first.

2.4 Speaking: Telephoning
Roleplay (page 25, exercise 8)
Student B

Call 1

You arc the managing partner of a small law firm. You are
also the firm’s computer expert, but you are very busy and
fed up with receiving calls about trivial computer problems.
You receive a call from one of your new employees. You
start by answering your phone.

Call 2

You have been having problems with your email. You think
you have fixed it, but you need to test it. Call a colleague
and ask them to send you a test mail to your new address.
Your partner will start.

Call 3

You’'ve just spent most of the morning on the phone with
your company’s IT department, trying without success to
get them to repair your computer - the only application
which works properly is Word. You receive a call from your
boss. You start by answering your phone.

Call 4

You work for a computer hardware vendor. You recently
set up a large new system for your customer, and you would
like to show it to one of your prospects. Call your customer
to arrange a visit next week. Your partner will start.

Call 5

You work in the IT department in a large manufacturing
company. You arc working night and day to install new
security systems on all the company’s sites - all other
investments have been cancelled. You receive a call from a
friend in Marketing. You start by answering your phone,

Call 6

You are the production supervisor in an American factory,
You think it would be good for morale to celebrate your
operators’ birthdays with a cake. Call HR to ask for a list
of dates of birth for everybody in your department. Your
partper will start.

2.6 Case study: Meteor Bank
Discussion (page 29, exercise 6)

Student B

You represent the foreign subsidiariés at the meeting;
You think Saul Finley is ignoring the facts - fast
growth in the subsidiaries, need for a less centralized
IT system, disconteént in his department - because
he is building his own personal empire. You feel his
record is very poor, and that he should be replaced
as soon as possible. ‘

J

3.3 Grammar: Passive structures and
have something done

Role-play (page 37, exercise 8)

Student B

Nightshift supervisor

You are very busy at the moment. Two operators are off
sick; three have received no training. You joined the
company recently yourself and have had no time to read
all the ISO 9001 procedures in detail. Last week, your
Production manager sent you this email:

188

Hi
'm aware you're busy at the moment. To save time,
| suggest you:
¢ only check the bottling lines twice a week
report any problems directly to the maintenance
team
* tell the operators not to worry about filling in the
shift log
; By the way, | heard that the filling machine on
i Line 3 is consuming a little more oil than normal.
: Have you noticed anything? | haven’t told
maintenance yet.

7.4 Speaking: Communicating in
meetings

Role-play (page 91, exercise 8)
Serge

* You are not too happy about the proposed changes as
they will mean a lot of extra work. However, you realize
that you cannot oppose group policy, so you have
decided to cooperate as long as things are done properly,
and not in a rush.

* You think that a realistic time frame to install the new
accounting software, to train accounting staff and to
start monthly reporting, is from six to nine months.

* You would also like Mahler to provide training and to
pay the extra staff you will have to employ. But you are
willing to compromise.

112 {heBusiness



Additional materiatl §

4.4 Speaking: Coaching
Role-play (page 51, exercise 9)

Student A

Situation 1

Your job: Department Manager,
Sports Department

While you were away on vacation,
and unreachable, your mountain
bike supplicr phoned your assistant
manager to say he couldn’t supply
the bikes you'd ordered for a big
campaign starting the following week.
Fortunately your assistant manager
spent most of the weekend finding
alternative suppliers and delivering
bikes to the store, after negotiating
even better terms than you had
obtained from the original supplier.
Show her/him just how pleased you
are with what she/he did.

Situation 2

Your job: Manager, white goods
department

Your boss, the General Manager, has
asked to see you, probably to get/give
feedback on the one-day training
session you ran for sales assistants
last month. You know she/he wasn’t
very happy about the cost, but was
persuaded to go ahead. You arc

sure the training session was very
beneficial — be prepared to justify the
time and investment.

Situation 3

Your job: Manager, toy department
One of your sales assistants is a
maverick. A brilliant communicator,
she/he has a natural talent for selling
and keeping customers happy.
However, she/he is constantly laic,
sometimes spends several hours in the
cafeteria, and rarely completes any

paperwork. Tell her/him how you feel.

Situation 4

Your job: Administrative assistant,

 finance department

You are responsible for promoting the

b storc’s credit card. By encouraging

your large circle of friends from

university to sign up for the credit

card, you have achieved excellent
results. The Finance Manager has

' asked to see you - you cxpect she/he

| wants to congratulate you on your

success.

3.4 Speaking: Delivering presentations

Presentation (page 39, exercise 9)

Use the table to give feedback on your colleagues’ presentations.
1 = Poor, 2 = Acceptable, 3 = Good, 4 = Excellent

Péuses;‘ o
Sentencelength
Signposting
Speéd ‘

: Cojlocdtibﬁs ‘

Explanation of jargon
Clarity '

Tgpad

5.6 Case study: Backchat Communications
Negotiation (page 69, exercise 7)

Sellers
Follow the instructions below to calculate your score.

Score

Give yourself 1 point for every Basic.conitract sold.

Give yourself 2 points for every Plus contract sold.

Give yourself 3 points for every Hi-tech contract sold

Give yourself 1 point for every 18-monvth' contract sold

Give yourself 2 points for every 24-month-contract sold

Give yourself 1 point for every extra sold

Deduct 1 point for every extra given free

Deduct 1 point for every 5000 won discount given

Total
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2.6 Case study: Meteor Bank
Discussion (page 29, exercise 6)

| :;;Student c

. meAns cumhg,]obs mciudmg Saul leey s. This
;wnll mlmediateiy solve the problems of turnover,
. ‘downtime, unrest in the IT department, and

‘}'mvestment

4.4 Speaking: Coaching
Role-play (page 51, exercise 9)

Student B
Situation 1

Your job: Assistant manager, sports department

After organizing a big advertising campaign with special
offers on mountain bikes for the following week, your boss,
the department manager, went on vacation. However, your
biggest supplier phoned to say he couldn’t supply the bikes.
Your boss was unrcachable, so you worked all weekend

to resolve the problem, which upset your family. Now you
expect you're going to be criticized for dealing with the
problem yourself without consulting your boss.

Situation 2

Your job: General Manager

You are the General Manager. The manager of your white
goods department ran a one-day training session for sales
assistants last month. Although you were sceptical, the
feedback was excellent and you have heard that the whole
store has felt the benefits of the staff’s new motivation. Tell
your department manager how happy you are with what
she/he did.

Situation 3

Your job: Sales assistant

You are the best salcs assistant in the toy department, and
probably in the whole store (you have won the prize for the
salesperson of the month three times in the last year). Your
boss wants to see you - this is an opportunity to ask for
more flexible working hours. You feel that if you are free to
choose to work when there are most customers in the store,
you can achieve even more spectacular results than up to
now.

Situation 4

Your job: Finance Manager

Despite previous warnings, one of your new young
administrative assistants is giving credit to her/his student
friends who do not have a regular income. So far there
hasn’t been a problem, but the risk has become too high.
Otherwise, the assistant is doing an excellent job. Make
sure she/he understands that she/he has to be careful about
who she/he gives credit to.

7.4 Speaking: Communicating in
meetings
Role-play (page 91, exercise 8)

David

¢ You are happy with the idea of changing software
because the existing system has never performed very
well. However, you want to avoid any extra costs on
your department budget.

* You estimate that you will need to employ two external
computer engineers on the project for at least six
months. You would like Mahler to pay for this

« You would also like Mahler to pay for training for your
staff on the new softwarc. However, you may have to
compromise.
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5.6 Case study: Backchat Communications
Negotiation (page 69, exercise 7)

Buyers

Follow the instructions below to calculate your score.

Score

Give yourself 1 point for every Plus tontract bought.

Give ‘_ycﬁfseﬂ'z pcmtsfar every Baéic _cbni_ract bought.

Give.:yburself 1 point for every:-18-month contract baught

Give_yoijrself 2-points for every. 12-month contract bought

Give ybuks_elf 1'pbiri{£f§r é_v_e_ry extra obtained free

Deduct 1 point for every extra bought

Give yourself 1 point for svery 5000 won discount. obtained

Total.

8.4 Speaking: Negotiating a compromise
Negotiation (page 103, exercise 7)

Student B

You have a surplus of some commodities and a shortage of others. Relations between your country
and Student A's country are very friendly. Negotiate a deal with Student A to get the commodities you
need.

You have

After negotiation, you have:

- 1 mitlion tons

S - 4 billion cubic meters

300 million barrels

100 miltion b

. 1 million tons

1.5 million tons

" 6000 tons 2000tons
o 30,000 tons
1 million tons 4‘mi§|iop_-t_ons-."-- L
0 20tons <l
400,000 tons 350,000 tons
3 million tons .

2.5 million tons.
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Grammar and practice

1 Building a career

Tense review

BB Read the dialogue at a party and study the verbs in
bold. Then answer the questions below.

A: I (1) haven’t seen you for ages!

B: No, that’s right. It’s been a long time.

A: What were you doing the last time we met? Let me
try to remember. Yes, you (2) were working as a
sales manager somewhere. You (3) had just finished
University.

. Exactly.

: T hope (4) you’re enjoying the party. And who is the guy

you came with? Is he your boyfriend?

: Yes, he is. Actually, we (5a) met while I (5b) was doing

that sales job. He was in the same department.

: Really! How long (6) have you been going out
together?

: About two years,

: That’s great. And do you still work together?

: No, he (7) works at that same company, but I don’t. I
{8) decided to have a change. Now (9) ’'m working for
an advertising agency. What about you?

: (10) Pve quit my job. I'm unemployed at the moment.

. Are you trying to find something clse?

: Oh yes, of course. (11) ’'ve applied for lots of jobs
over the last few weeks, but it’s so difficult to get an
interview.

TErw o> T »m

>

Find an example in the dialogue of each of the following:

a) the present simple to show a permanent situation [_]

b) the present continuous to show a situation in progress
right now _

c) the present continuous to show a situation in progress
around now, but not right at this moment [

d) the past simple used alone to show a completed action

¢) the past continuous to show a situation in progress in
the past (]

f) the past simple followed by the past continuous to show
a completed action and its background situation []

g) the past perfect to show a past event that happened
before another past event {_]

h} the present perfect to show a situation that goes from
the past up to the present [_]

i) the present perfect to show a series of actions from the
past up to the present [

j) the present perfect to show an event in the past with a
result in the present{ ]

k) the present perfect continuous to show a situation in
progress from the past to the present Cl

3 Put one verb into the past simple (did), one into the
past continuous (was/were doing) and one into the past
perfect (had done).

11 {work) in an IT company in Budapest at the
time, but I wasn’t happy and I {alrcady/decide)
to give in my notice. Then, by chance, I_ ___ (find
out) about a job in London.

2 1 {sit) at home one evening having my dinner
when my friend Andreas (cally me about the
London job. He (hear) that there was going to
be a vacancy for a systems analyst.

116 [ Business

ER Put one verb into the present simple (do/does), one
into the present continuous (am/are doing) and one into
the present perfect (has/have done).

1 An outside company (design) all our sales
materials. We (used) the same one for many
years and we’re very happy with their services. We

(not/think) about changing right now.

2 'This year we {cxceed) our sales targets by eight
per cent. Congratulations everybody. But there is no
room for complacency. We (go through) some
big changes in the market at the moment, as you
(know).

Look back at know in exercise 3 #2. 1t is a ‘state’
verb (not used in a continuous form even for tcmporary
situations). Identify six other state verbs from the list below.

belong contact manage mean ' meet
motivate - seem  transfer' understand = want
weigh  worry

B Put cach verb into the most appropriate form, present
perfect (has/have done) or present perfect continuous
(has/have been doing).

1 a I___ _(applyfor) jobs all week.
b 1 (apply for) five jobs this weck.
2 a1} {write) the report. Here it is.
b 1 (writc) this report since three o’clock. 1

need a coffee.

I3 in the example below both forms are possible.
I've worked/I've been working here for a year. v

Use this example, and exercise 5, to complete the grammar
rules below. Compete each sentence 1-4 with an endings
a-c.

1 To talk about experiences up to now, use ...
2 To focus on the action, not the result, use ...
3 To focus on the result, not the action, use ...
4 To say ‘how many’ use ...

a) the present perfect
b) the present perfect continuous
c) the present perfect or the present perfect continuous

B2 Put each verb in this email into the most appropriate
form: present simple, present continuocus, past simple or
present perfect. The words in bold give you a clue.

Hi Estera! How are you? I (1) {sit) in an Internet
café in Milan at the moment — I'm here in Italy because I
2) (visit) Stefano for a few days. I have some news
to tell you. A couple of weeks ago I (3) (go)toa
reunion party of all the alumni from our Business School.
Since leaving, I (4) (lose) contact with most of
them except you, so it was good to see everyone again.

We had a great night. As you know, normally I (5)
(not/like) going to discos, but that evening we (6)
(go) to a really good one with 70s music like Abba and the
Bee Gees.
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Zero, first and second conditional

K3 Read the dialogue and study the verbs in bold. Then
answer the questions below.

A:
B:

A:

B:

(1) If you see Marie-Flore, will you give her a message?
Of course, but I doubt that I'll see her until next week.
She usually goes to her parents in Lyon at the weekend
and (2) if she goes there then she leaves around 5 p.m.
She’s probably already left.

I nced to speak to her as soon as possible. Do you know
how I can contact her?

I'm really sorry — (3) I'd help you if I could, but I don’t
have any contact details for her at all.

Find an example in the dialogue of each of the following.

a) a zcro conditional for something that is always or

b)

)

generally true [ ]

a first conditional for an event that the speaker thinks is
likely to happen []

a sccond conditional for an event that is imaginary,
unlikely or impossible []

EEE Undcrline the correct form in bold.

1

I’'m very confident, and of course if I get/I will get the
job, it is/it’ll be very convenicnt for me. It’s just a short
bus ride from my house to their offices.

I’'m not very confident, and if I got/I would get the job
it will be/it would be a miracle. I was twenty minutcs
late for the interview and I answered the questions
really badly.

If I know/1 will know that I have an interview coming
up, I go/I will go to the Internct and do some research
on the company beforchand.

Put each verb into the most appropriate form.

1

2

IfI (know) the answer, I (telly you, but

it’s not my ficld.

It’s always the same. If 1 (forget) my umbrella, it
(rain).

If you (give) me the address, 1 (find) it.

No problem.

IfI (not/hear) from you within the next few

days, I (assume) you're not coming.

Unless I (hear) from you within the ncxt few

days, 1 (assume) you're not coming.

I (not/do) that if I . (be) you.

Let me sce. What (I/do) if (I/be) Prime

Minister?

It's midnight. What (we/do) if (the bus/

not come)? Maybe we should catch a taxi.

Will, be going to and present continuous

K&} Match will in cach sentence 1-5 with the best
description of its use a—c below.

I imagine I'll get a pay rise in January. []

It’s getting late. I'll give you a lift to the station. [ ]
Next year will be the 25th anniversary of our company.
L]

It’s hot in here. I'll open the window. [ ]

I'll love you forever. []

simple fact about the futurc

prediction, often with 1 think, etc.
promise

offer, or willingness

decision made at the moment of speaking

EE Match be going to and the present continuous in
sentences 1-3 with their use a—c below.

1
2
3

a)
b)
<)

I'm having an interview with them on Friday. []
I'm going to buy a new computer in the sales. [ ]
Is that the time? We’re going to miss the train. []

prediction with evidence in the present situation
intention, plan
fixed arrangement (it’s ‘in my diary’)

Note: the uses given in exercises 11 and 12 are

guidelines, not rutes. With the future, more than one
form is often possible.

EE] Undecrline the most likely form in bold.

1

This shop will be/is going to be closed on 24 and 25
Deccember.

The interview went very well. I think I'm getting/I'll get
the job.

Look out! It will fall/It’s going to fall.

Wait a moment, I'll open/I’'m going to open the door
for you.

I'll play/I’'m playing tennis with Ana on Saturday
afternoon. I can mcct you afterwards, around 5 p.m.

I will start/I’m going to start applying for jobs in other
parts of the country — there’s not much available here.

1he Business

117




2 Information

Comparing solutions B Underline the correct words in bold.
EB Look at the prices of four items in a range: Aqua, 1
Bounti, Cresta and Delite. Then complete each sentence 2
using a form of the word in brackets plus any of these

Excuse me, where’s the next/the nearest post office?
Get ready — we have to get out at the next/the nearest

stop.

words that are necessary: and, as, least, less, more, most, 3 Have you seen this amazing mobile phone? It’s the
than, the. last/the latest model.
Aqua €100 4 That mpbile phone company is being taken over. Yfmr
Bounti €150 phone is probably the last/the latest model they will
Cresta €150 make using that bfand name.
Delite €200 I We often use a superlative with the present perfect.
1 Cresta is cheaper than (cheap) Delite. Rewrite the sentences beginning as shown.
g g;estz:ixis S (expensive) I}el)ng. ; 1 1 have never been to such a boring meeting.
4 C u? Jsjust __ b(f;xpetnswe resta. - Delit That was the most boring meeting [ have ever been to.
festa 1S expensive, bul no (expensive) Delite. 2 I have ncver used software as user-friendly as this,
5 Bountiis (expensive) Aqua. This is
6 Aqqa 15 (cheap) (.)f all the 1tem§. 3 I have never worked with such a friendly team.
7 Deliteis {expensive) of all the items. They are
8 Aquais (expensive) of a.ll the items. 4 ] have never seen documentation as bad as this.
9 Asyou move from Aqua to Delite, the prices get This is
(cxpcnsive).
10 As you move from Delite to Aqua, the prices get We can use a comparative form to say that a change in
(cheap). one thing is linked to a change in another. Write a tick (v)

EB Complete this table of irregular comparatives and
superlatives. Sometimes it is the spelling which is irregular.

if the form is correct, write a cross (X) if it is not.

1

The older I get, less I want to go to the discotheque,

2 The older I get, it’s less | want to go to the discothcque.
3 The older I get, the less I want to go to the discotheque.
comparative superlative 4 The older I get, T want 10 go to the discotheque each
1 good b " the b time less.
2 bad W thew_ A Rewrite the sentences using the ... the ...
3_big b____ _jtheb___ 1 You pay more for your Internet connection depending
4 healthy h theh ] on how fast it is.
| 5 far fu the fu The faster your Internet connection, the more you

pay (for it).

2 We spend less time watching TV as we use the Internet
X Fill in each gap with one of these words: as, of, than. more.
| 1 Xis far more expensive Y :
f- . - 3 How much can go wrong depends on the complexity
f 2 X is alrpost as expensive Y of the network.
! 3 Xis alittle more expensive Y
{ 4 Xis a fraction of the price Y : ; ;
5 Xis slightl;] :1(?re exp[:ensive Y 4 1don’t spend much time with my friends because I
5 6 Xis a lot more expensive Y work so hard.
7 Xis not ] i Y : : : :
8 X :Z 22 a;;;zrsi:; ::53:51% Y 5 The idea becomes less attractive as I think about it

I3 Now match two phrases from exercise 3 with each set

of prices below.

a) X costs €300, Y costs €100. (][]
b} X costs €120, Y costs €100. [][]
c) X costs €90, Y costs €100. [][]
d) X costs €30, Y costs €100. [ ][]
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Obtaining help

X Compare (a) and (b) each time, then study the notes in
the box below.

1 a) When is the meeting?
b) Can you tell me when the meeting is?
2 a) What time does the meeting start?
b} Can you tell me what time the meeting starts?
3 a) Which room will it be in?
b) Can you tell me which room it will be in?
4 a) Will the meeting start on time?
b) Can you tell me if/whether the meeting will start on
time?

Indirect questions
* Each example (a) is a direct question.
» Each example (b) is an indirect question. Typical

phrases to begin an indirect question are

Can you tell me ...?

Do you know ...?7

Can I just check ...?

Do you think you could let me know ...?

I'm trying to find out ...

i was (just) wondering ...
» Notice how the word order changes in the indirect
- questions, The subject comes before the main verb, just
like in a normal statement (The meeting is at 10.30;
The meeting starts at 10:30; It will be in room 24; The
meeting will start on time.)
Notice also how 2b has no auxiliary verb does, again
just fike in a statement.
In example 3a and 3b notice the position of the
preposition in. The preposition comes at the end of a
guestion (both direct and indirect). Be careful: in many
" other languages you would say In which reom ... ?, but
this word order is not common in modern English.
Example 4 is a "Yes/Nao’ question, whereas the previous
three were open "Wh-' questions. Notice how we use /f
or whether with an indirect ‘Yes/No’ question.

Now rewrite each direct question as an indirect question,
beginning as shown.

1 How can I get to the station from here?

Can you tell me ?
2 What time does the train leave?
Doyouknow __ ?

3 Which platform will it leave from?
I'm trying to find out .

4 Do I change in Cologne?
Can I just check ?

5 Can I get something to eat on the train?
I was wondering

K3 Change each “Yes/No’ question into a more open “Wh-’
question.

1 Are you thinking about your presentation?
What are you thinking about?
2 Did you borrow this from Susan?

3 Isthis dress made of linen?

4  Will you share your new office with Miguel?

EEF Look at the patterns with ‘mind’, then study the notes
in the box below.

a) Do you mind if I open the window?
b} Would you mind if I opened the window?
¢) Do/Would you mind opening the window?

Questions with mind

Examples a) and b) are asking for permission: a} is a
regular first conditional and b) is a regular second
conditional (both have the if clause at the end). Example
b) is more formal and polite.

Example ) is a request — we want the other person to do
something.

Now make guestions using the words in brackets.

1 (mind/call you back/later)
2

2 (mind/called you back/later)
b

3 (Would/calling me back/later)
?

EE Study the notes in the box.

Replying to requests

To reply ‘yes’, simply repeating the auxiliary is not very
friendiy.

Can you give me a hand?

Yes—+tean X Yes, of course v Surev’

To reply ‘no’ give an apology and/or a reason.

Can you give me a hand?

I'm sorry, I've got no idea how it works. v

Be careful! Questions with mind mean ’is it a problem for
you?’ So.‘yes’ means ‘yes, it's a problem’!

Would you mind giving me a hand?

Yes—+wotld X~ No, notat ail /

Now put a tick (v) by appropriate responses. Put a cross
{X) by inappropriate responses.

1 Can you show me how to use this software?
a) Sure. No problem.
b} Yes, I can.
¢) To be honest, I've never used it myself.
2  Would you mind showing me how to use this software?
a) Yes, I would.
b} No, not at all.
¢) Actually, ’m a bit busy right now. Perhaps later?
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3 Quality

Passive structures: affirmatives

&R Look at the active sentence given first and then write
the passive version below.

1 The Board usually takes strategic decisions.
Strategic decisions by the Board.

2 They announced the date for the talks yesterday.
The date for the talks yesterday.

3 A health and safety officer will visit the factory next
week.
Next week the factory by a health and safety
officer.

4 They are going to completely redesign the product.
The product .

5 They are still considering the matter.

The matter
6 The garage was servicing my car last week.
My car last week.

7 The design engincer has finalized the plans.
The plans by the design engineer.

8 There was no point having the meeting - they had
already agreed all the details.
Therc was no point having the meeting — all the details

When you have checked your answers, read the
information in the box below.

¢ In examples 1-8 you formed the passive for each of the
maost common verb tenses. Notice the similarities: you
used be + past participle in every case. Also notice how
the form of be is the same as the tense in the active
version.

* Is the person who does the action (the agent)
mentioned in the passive version? Look back. The
answer is ‘yes’ for sentences 1, 3 and 7. In the case of
t and 3, the agent is necessary in the passive version
- otherwise the meaning is not complete. in 7, the
agent is not necessary - it could be left out if it is clear
from the context {or not important) who finalized the
plans. .

* There were adverbs in sentences 1 (usually), 4
(completely), 5 (still) and 8 {(already). Did you put them
in the correct place?

E& Rewrite these active sentences in the passive, making
the words in bold into the subject. Leave out the agent if it
is not necessary.

1 We do dozens of quality checks every day.
Dozens of quality checks are done every day
2 Thousands of people use our products.

3 The secretary’s just found that file you were looking
for.

4 Last month the bank gave us more credit.

5 We will pay all senior managers a bonus at the cnd of
the year.

6 They are never going to do that.

7 Highly trained inspectors do our quality checks.

8 We are dcaling with the issue.

X Match each example of the passive 1-5 with the best
description of its use a-e below.,

1 First the beans are separated from the shells and then
they are roasted over a low heat for two hours. []

2 Don’t worry. the confcrence room was cleancd this
morning. [_]

3 Keys and mobile phones must be placed on the trays
provided. [[]

4 Yes, I can see that a small mistake was made on the
invoice. I'll correct it and send out a new one. [ ]

5 It was agreed that Inge should set up a working party to |
investigate the matter further. [ ] |

a it is obvious or not important to say who did the action ~ }

b avoiding mentioning a name in order to be make the 3
statement less personal
reporting formally (a decision, what someone said in a
meeting, etc.)

d describing a process

e official announcements (often written)

I3 Notice in exercise 3 5¢ above that we often use It +
passive to report things formally. Complete the sentences
below with the words in the box. Several answers may be
possible, but one solution uses all the words in the most |
appropriate way.

1 Itwas at the press conference that the CEQ had
resigned.
2 After some discussion it was that Jim should be

team leader for the forthcoming negotiations.

3 Ttis that ‘diamonds are a girl’s best fricnd’. But
I don’t believe it. I think that chocolate is a girl’s best
friend.

4 It was in yesterday’s newspapers that the

economy grew by four per cent last year.

It has been that fish stocks in the North Atlantic

will decline o zero by the year 2050.

6 Itis that a gang of four armed men carried
out the attack, but policc are still unsure of the exact
numbers.

Ut




Passive structures: negatives

B Complete the second sentence so that it has the same
meaning as the first. Usc contractions (z’¢ instead of rot,
etc) where possible.

1 No one has serviced the machine since April.
The machine hasn’t been serviced since April.
2 They aren’t going to pay us until June.

We until June.
3 The staff had been poorly trained.
The staff very well.

4 No one is monitoring the process.
The process .

5 We still haven’t shipped your order.
Your order yet.

6 People just don’t do things like that around here.
Things like that around here.

Passive structures: questions

B} Put the words in the correct order to make a question
with a passive form.

1 this machine is serviced regularly?
Is this machine serviced regularly?
2 being at the moment is it serviced?

3 yesterday it was serviced?

4 will next week be it serviced?

5 it rccently has serviced been?

6 it is serviced going to be soon?

Now use 1-6 above to make corresponding negative
questions with a passive form. Usc contractions where
possible.

7 Isn’t this machine serviced regularly?

8 at the moment?
9 yesterday?

10 next week?

11 recently?

12 soon?

E2 Make the questions below less personal by changing
them to a passive form and leaving ot the agent.

1 Will you deliver the goods by next week?
Will the goods be delivered by next week?
2 Has someone changed the password?

3 Are you using this photocopier?

4 Are they going to give us a meal when we arrive?

5 Did Robert give you any options?

Grammar and practice .

Passive structures: modals

X Study the active and passive forms in the box. Then
rewrite 1-6 below as passives.

Somebody should do it right now.
It should be done right now.

Somebody should have done it yesterday.
It should have been done yesterday.

1  We must find a solution.

A solution
2 They must have found a solution by now.
A solution by now.

3 We could postpone the product launch.
The product launch .

4  We could have postponed the launch, but it’s too late.
The launch , but it’s too late.

5 The company might design it like that on purpose.
It on purpose.

6 The company might have designed it like that on
purpose.
It on purpose.

Balance between active and passive

ER Complete this memo by putting the verb in brackets
into the present perfect active (has done) or present perfect
passive (has been done).

This memo (1) (write) at the request of the Senior
Quality Inspector. Regular checks over the last few weeks
2) (show) that defects (3) (reach) an
unacceptable level of three per thousand pieces. It seems
that this (4) (cause) by incorrect set-up of the
machine tools. The operators involved (5) (now/
told) that they must take greater care when preparing their
tools for the manufacturing process.

Some operators (6) (ask) us if they can have more

time to set up their machincs, and we (7) (agrece).
They now have 30 minutes instead of 20.
You will see that some minor changes (8) (make) to

the Defect Report Form to allow us to identify the problems
more rapidly.

Notice the balance between active and passive forms.
Too many passives make a text format and difficult to
understand.

have something done

When a professional person does some work for us,
we can use have something done. Rewrite the sentences
below using this structure in the same tense as the original.

1 A technician fixed this computer last week.
[ had this computer fixed last week.
2 PwC audit our accounts.

We by PwC.
3 The garage is servicing my car on Friday.
I'm on Friday.

4 The builders are going to install air conditioning.
We're .

5 Agirl at Gina’s Salon does my hair.
I by a girl at Gina’s Salon.
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4 Feedback

Past modals (regrets and speculation)

KB Study the table about how to form modals in the past
then do the exercise below.

can do | could have done
! couldn’t have done
may/might do may/might have done
may/might not have done
must do must have done
mustn’t have done _
ought to do ought to have done
ought not to have done
should do should have done
shouldn’t have done
will do would have done

i wouldn’t have done

A manager is talking about a project team he set up last
month. Fill in the gaps using a form of the modal and main
verb in brackets. Sometimes a negative is necessary.

“The team isn’t working well, and it’s my fault. If I had done
things differently, we (1) might not have reached (might/
reach) the situation we are in today. The basic problem

is my choice of team leader. I gave the job to Sonia, but
1{2) (should/do) that. She doesn’t have enough
experience. It (3) (will/be) hetter to give the job to
Angela. Yes, that’s right, I can see that now - 1 definitely (4)
(ought/give) the job to Angela. What was I thinking
at the time? I (5) {must/be) crazy or something. But
maybe I'm blaming myself too much. I know I took a risk,
but at the time it seemed justified. I (6) (can/know)
that things would go so wrong.’

EX (n cach of 1-5, read the first sentence then complete
the sentences using the phrases in the box so that the
meaning is the same. Be very careful!

1 Imade a mistake when I appointed Sonia. My strong
opinion now is that Angela was better for the job of
team leader.

Angela team leader.
OR
Angela team leader.

2 Yes, 1 made a bad choice. Angela, not Sonia, had the
real ability to be a good team ieader.
Angela a good team leader.

3

1 wonder why I made that mistake. Perhaps I was
focused on another project at the time.

I tocused on another project.
OR
1 focused on another project.

I wonder why 1 made that mistake. Almost certainly I
was focused on another project at the time.

1 focused on another project.

Yes, 'm certain. Sonia was a terrible choice and Angela
was definitely the best choice.

Angela better than Sonia.

Before you check your answers, read the information in the '
box below. Then go back and make any necessary changes
in the exercise.

L]

For past regrets — when we are sorry about what
happened ~ use should have done, ought to have done
and could have done.

These modals keep their normal meanings, so:
shouldfought to are used for strong opinions;

can {cowld in the past) is used for ability.

For past speculation — when we are wondering or
guessing about what happened — use may have done,
might have done, could have done, must have done
and would have done.

These modals also keep their normal meanings, so:
may/mighticould are used for possibility and
uncertainty;

must is used for very strong possibility, almost certainty;
will (would in the past) is used for certainty.

[EB Complete the sentences using an appropriate past
modal + a form of the verb in brackets. Sometimes more
than one modal is possible (e.g. could and might).

1

1 did an MBA course but [ was lazy and got a bad grade.
It was a pity. | know 1 could have got (get) a better
grade.
My parents persuaded me to do business administration
at college. But I regret it - I always wanted to be a
fireman. I (listen) to them.
Imagine that I had decided to travel around the world
instead of going to university. ! (get) a job
anywhere.
Who was that in the cinema with Alex last night? No,
it wasn’t Joelle. Joclle is in Brussels at the moment. It

(be) Joelle.
Well, if it wasn’t Joelle — who was it? You think it was
Sandra? Yes, I think you're probably right. 1t
{be) Sandra. ’
Wait a minute! Alex already has a girlfriend, doesn’t he?
Her name is Ana. Ana (be) very happy if she had
seen Alex and Sandra together last night.
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¥ Make the question forms of past modals using the
words in brackets.

1

You say that Angela would have been a better team
leader. I'm not so sure. Would she have consulted
{would/consult) with the rest of the group before taking
decisions?

I don’t think this restaurant is very good. What do you
think? (should/go) somewhere else instead?
Mike and Sue aren’t herc yet. ] wonder what’s
happened to them. (could/get) lost?

I've made a few mistakes. But (would/do)
anything differently if I had another chance? No, I
don’t think so.

Third conditional

B8 Look at four possible situations a—d. Match each
situation with the sentences 1-4 below.

a

b

(¢

N

~

Stefan managed the project. And the result? We reached
our targets.

Stefan managed the project. And the result? We didn’t
reach our targets.

Stefan didn’t manage the project. And the result? We
reached our targets.

Stefan didn’t manage the projcct. And the result? We
didn’t reach our targets.

If Stefan had managed the project, we would have
reached all our targets. [d]

If Stefan had managed the project, we wouldn’t have
reached all our targets. [_]

If Stefan hadn’t managed the project, we would have
reached all our targets. [

If Stefan hadn’t managed thc project, we wouldn’t
have reached all our targets. [_]

Notice above how to form the third conditional: /f +
past perfect for the condition clause, would have +
past participle for the result clause.

We use the third conditional to talk about something
that did not happen in the past. The word /f means
that we are imagining the opposite to what really
happened.

Because the third conditional is imagining the opposite
of what happened, a positive clause means this thing
didn‘t happen and a negative clalise means this thing
did happen.

The condition and the result can be in the reverse
order. In this case there is no comma in writing.

We would have reached all our targets if Stefan had
managed thé project.

Grammar and practice .

3

We didn’t have enough people working on the project,
and so we didn’t meet the deadline. But ...

Ifwe___ __ (had) enough people working on the
project, we (meet) the deadline.

We had a lot of peaple working on the project, and so
we met the deadline. But ...

If we (had) so many people working on the
project, we {meet) the deadline.

EA Underline the correct words in bold.

1

2

Yes, I'm sure. If we had given Murray a dilfcrent job, he
wouldn’t have/might not have resigned.

Well, I'm not sure, but if we had given Murray a
different job, he wouldn’t have/might not have
resigned.

Instead of would, we can use might or could. This shows
an uncertain result.

used to, be used to, get used to
B3 Match sentences 1-3 with their meanings a—c.

1
2
3
a

b

I used to give presentations in my job. [ ]
I’'m used 1o giving presentations in my job. [ ]
I've got used to giving presentations in my job. []

I give presentations in my job. At first it was difficult but
now it's OK.

I give presentations in my job. It's a completely familiar
situation to me and there’s no problem.

In the past it was normal for me to give presentations,
but now I don't.

« Used to + infinitive describes a habit in the past. It
suggests that the action or situation is no longer true,
and so makes a contrast with the present.

* With negatives and questions, used to becomes use to.
Did you use to give presentations in your job?

1 didn’t use to give presentations in my job.

* Belget used to are completely different. They mean
you have done something many times before and it is
no longer difficult.

* Be/get used to are followed by -ing or a noun, not an
infinitive.

! live in the UK now. I'm used to driving on the left,
and I‘m also used to the weather.

» Be used to is a state, get used to is a process. Compare
with:

I'm tired/hungrylffed up etc. (state)
I'm getting tired/hungrylfed up etc. (process)

I Look at each situation in bold. Then complete the
sentence that follows using the correct form of the third
conditional.

1 Ididn’t take an umbrella, and so I got wet. But ...
If I (take) an umbrella, I (get) wet.

2 1did take an umbrella, and so I didn’t get wet. But ...

IfI (take) an umbrella, I (get) wet.

E3 Complete the sentences using used to, be used to or
get used to and the correct form of the verb,

1 TI'm beginning to enjoy my new job. Slowly, I
(work) with my team.

2 1 prefer being in a large company to working as a
freelancer. I (work) in a team.

3 Now I'm a freelancer and I prefer it. I'm my own boss.
I {work) in a team in my old job, but I got
annoyed when other people did a bad job.

-l
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5 Selling more

Question tags

Question tags: special cases

Complete each question by filling the gap with a » the tag for / am is aren’t I? However, the tag for 'm
question tag. Always use contractions where possible, so notisam I?
write don’t not do-not. » the tag for let’s is shall we? .
1 This is the newest model, is#’t it? = the tag for an imperative is will you? it is also possible
2 This isn’t the newest model, it? to use won’t you?
3 You're from Latvia, you? » after everybodyleveryone and samebody/someone use
4 You haven't got this available in blue, you? they in the tag (this is to generalize and avoid saying
5 She works in the sales department, she? ‘heorshe’) ) o
6 You give discounts on large orders, you? « after everything and something use it in the tag
7 You don’t have this available in a larger size,
you? , ) ) Bl The intonation of a tag is different according to the
8 You gave us adiscount last time, ___ you? meaning. Study the information in the box then answer the
9 You were selling this for a much lower price in the questions below.
summer, you?

10 Have you got my travel plans for Scandinavia? I'm
going to Copenhagen and Oslo after Stockholm,
1?

Tags with a rising intonation

If the intonation of the tag rises at the end, then the i 1

person is asking for information and it is a real question | |
1 i

11 ;((()31111?11 be bringing out a new model next year, A: You're from Latvia, aren’t you? 7 |
’ 5 . B: Yes, that's right. | come from a little town outside 1 A
12 You won't be late, you? Riqa. H been ¢ trv? 3
13 It shouldn’t cost more than about €100, it? '9a. Have you ever been to my countiy:
14 T'm not late, I1? Tags with a falling intonation
15 TI'm late, I? Sorry! If the intonation of the tag falls at the end, then it is
16 The meeting’s been going on for an hour and a half. not a real question. Instead, the speaker either wants to
Let’s have a break, we? check information, or to persuade.
17 lurn the lights off, you? Checking:
18 Everybody got a copy of the agenda, didn’t ? A: You're from Latvia, aren’t you? N
19 Somebody will be here on Saturday morning, won’t B: Yes, that’s right.
? A: | thought so. Have you met fiona? She’s from Latvia as
20 Tknow thcre were some problems at the beginning, well. ; :
but everything was OK in the end, wasn’t ? Persuading: | 4
A: It's not just a question of price, is it? N ] 1
Before you check in the Answer Key, study the following B: No.

boxes and then make any necessary changes above. A: I thought not. Quality and design are also important.

Note that in these two cases speaker A continues after B
has made a short reply. This is because A’ first line is not
a real question.

Question tags: general rules

* a positive sentence has a negative tag, and vice-versa

» if there is an auxiliary verb {be, have, do) or modal in
the statement, repeat the auxiliary or modal in the tag

« if there is no auxiliary or modal, use a form of do For each mini-dialogue, write 2 at the end of A’s line if the
« the tense of the tag agrees with the tense of the main intonation goes up, and write N if it goes down.
verb 1 A: You haven't seen this kind of quality at such a
* Question tags are common in British English but are rcasonable price, have you?
not used in American English. Americans say right? for B: No, I haven't.
all tags. ' 2 A: You don’t happen to know where the spare paper
* NB It is possible for a positive statement to be followed for the photocopier is, do you?
by a positive tag. This is used to express interest during B: No, sorry, I don’t. Have you looked in that cupboard
a conversation. over there?
So you like working here, do you? 3 A: I'm sending this to your main office, not the factory,
This use is not practised in this book. aren’t I? '

B: Yes, that'’s right.

Look at the two answers were the intonation went down.
Which one is checking? Which one is persuading?
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Grammar and practice .

E} Look at the mini-dialogues and underline the most

likely answer in beld. Then read the information in the box

below.

1 A: The negotiations are going well, aren’t they?
B: Yes, they are. / No, they’re not.

2 A: The negotiations aren’t going well, are they?
B: Yes, they are. / No, they’re not.

= A positive statement with a negative tag often expects
the answers Yes.

* A negative statement with a positive tag often expects
the answer No.

« A negative statement with a positive tag is also used to
be polite, or indirect, or ask for a favour. The answer
could be Yes or No.

You haven’t by any chance got a spare pen, have you?

KR Complete the sentences using a tag and any other
necessary words.

Example:
You thought the meeting was good.
You say: ‘That was .. a good meeting, wasn’t it?’

1 You want to suggest that we go to the bar.

You say: ‘Let’s go ?’
2 You want to check if the train leaves from platform 4.
You say: ‘The train 2

3 You want to persuade someone that they can’t afford
to take a risk.
You say: ‘You can't afford ?’
4 You want to make sure that the other person will
speak to their boss.
You say: ‘You'll speak ?
5 You want to make sure your name is on the list.
You say: ‘T'm on ?

»

6 You can’t reach the salt and want someone to passit to

you.
You say: ‘Pass ?
7 You’re worried that the other person will be in danger.
You say: ‘Take care, ?’
8 You feel a cold current of air.
You say: ‘Someone’s left the door open, 2’
9 You want to know if the other person has met Joelle.
You expect the answer is ‘no’.
Yousay: ‘You__ ¥
10 You want to know if the other pcrson has met Joelle.
You cxpect the answer is ‘yes’.
You say: ‘You ?’
11 You want to ask a favour - for the other person to get
you a sandwich from the shop.
You say: ‘You couldn’t get 2’
12 You want to ask politely if the other person will be
passing a post box on their way home.
You say: ‘You won'’t by any ?

Negative questions

E¥ Match each negative question 1-4 with its use a-d.
If several are possible choose the best one.

1 Don’t you accept American Express? [

2 Don’t you agree that anything that saves you time savcs
you money? [_]

Don'’t you eat meat? [

Don’t you think that this proposal will just lead to
increased costs and reduced efficiency? [ ]

= W

negative question to persuade

negative question to disagree politely

necgative question to show surprise

negative question in social English to make it casicr for
the other person to say ‘no’.

o oe

It is possible to use an uncontracted form with ‘not’ after
the subject. This is formal and intensifies the meaning.
Do you not accept American Express?

Do you not eat. meat?

Do you not think that this proposal will just lead to
increased costs and reduced efficiency?

A Using the first sentence, add a tag question for a) and
make a negative question for b). Look at the example.

Example: ‘There’s a deadline’.

a) There’s a deadline, isn’t there?
b) Isr’t there a deadline?
1 It'll be expensive to use Air Express.
a)
b)
2 It'd be better to ship via Rotterdam.
a)
b)
We’ve met somewhere before.
a)
b)
4 You spoke to our sales agent yesterday.
a)
b)
5 There’s always room for compromise.
a)
b)
6 You don’t have insurance cover.
a)
b)
7 You haven’t seen one of these before.
a)
b)

(%]

Rewrite 6b and 7b from cxcrcise 6 with an ;
uncontracted form of ‘not’. Note how this intensifics the
meaning.
1
2
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will do (future simple)
ER Match the main uses of will 1-5 with examples a—e.

simple fact about the future [_]

prediction, often with I think etc.["]
decision made at the moment of speaking [}
promise [_]

offer []

Are you going to use UPS to deliver the package? I
think it'lt be cheaper to use DHL.

L Ul W=

Don’t worry, I'll be at the airport to meet you.

Will you stay for lunch?

Do we need more copies of the agenda? No problem,
I'It photocopy them right now.

o 00T

The uses of wilf given above often overlap (eg decisions
and promises), but it is helpful to remember that there
are two basic categories:

* Will used for information about the future (1 and 2
abaove).

* Will used for social and functional language (3, 4 and
5 above). This includes announcing decisions, giving
refusals (won’t), making promises and making offers.
In these cases, will generally expresses ‘willingness’ or a
strong intention.

will be doing (future continuous)
ER Read the notes in the box then do the exercise below.

* The future continuous is formed with wifl be + -ing
form of the verb.

» All the continuous tenses are used for an ‘action
in progress’. The future continuous is no different.
Compare:

Past continuous

While 1 was at University | was working part-time in a

restaurant.

Present continuous

At the moment I'm working part-time in a restaurant. |

hope to get a proper job soon.

Future continuous

Next year I'm going to London to learn English. I'll be

working part-time in the same restaurant where my

friend works now.

* The future continuous often refers to the middie of an

action. Compare:

When you arrive we'll have the meeting.

(You will arrive and then we will start the meeting)

When you arrive we’ll be having the meeting.

(You will arrive in the middle of the meeting)

The future continuous is often used to show that

something is definite. Compare:

I'll speak to her tomorrow. {decision, or promise)

I'll be speaking to her tomorrow. (definite fact)

'm going to speak to her tomorrow. (intention)

» The future continuous can be used to ask in a polite
way about other people’s plans:

P T- Ik A L P

We’ll be closed for one week over the Christmas period.

Will you be passing a post box on your way to the
station?
How long will you be using the photocopier?

* Remember that there are no ‘rules’ for any future
tense - just forms that are more common than others
in certain circumstances.

Complete each sentence using the most appropriate form
of the verb in brackets: either will or the future continuous.
Use contractions.

1 Ifyou give me the job of team lcader, 1 {work)
night and day to make the project a success.

2 TIcan’t go to the cinema on Saturday afternoon - 1

(work) all day Saturday.

3 We (launch) our new range of clothes at the
end of March.

4 Yes, that’s a great idea! We (launch) our new
range of clothes with an event fcaturing a footballer
and a top model.

5 If you see me at the party tomorrow, 1
my little black Gueci dress.

6 What shall I wear at the party tomorrow? I know! |

(wear) my little black Gucci dress.

7 NWNo,! (not/give) any more time to writing this
assignment. 1t’s good enough as it is.

8 TI'll be at the conference, but 1
this year.

9 This time tomorrow [
somewhere over the Pacific.

10 Don’t worry about your bag and coat while you go to

the bathroom. 1 (sit) here until you come back.

Check your answers before doing the next exercise.

(wear)

(not/give) a talk

(sit) on an airplanc

EX In the previous exercise, the zill form was most
appropriate in sentences 1, 4, 6, 7 and 10. Write one of
these numbers in each box:

a decision [4] and ]
a promise [

an offer [1

a refusall_}

The future continuous form was most appropriate in
sentences 2, 3, 5, 8 and 9. Write one of these numbers in
each box.

referring to an action in progress [J]
referring to the middle of an action [ Jand [
showing that something is definite [ Jand ]

N Rewrite these questions about people’s plans using the
future continuous.

1 Are you joining us in the bar later?

____in the bar later?
2 Are you going to spcak to your boss tomorrow?
to your boss tomorrow?
3 Will you visit Moscow again next year?
Moscow again next year?

The future continuous in these cases is more polite. It
suggests ‘I just want to know your plans - I don’t want to
put any pressure on you.’



Future perfect
B Study the notes in the box.

* The future perfect is formed with will have + past
participle. it is often used with by or by the time.
'l have finished the report by the end of the week.
By the time you arrive, the meeting will already have
started.
* All the perfect tenses are used for ‘looking back’. The
future perfect is no different. Compare:
Past perfect
When ! arrived at their offices, the meeting had already
started.
({looking back from the past to an earlier event in the
past)
Present perfect
I'm sorry, I'm late. Has the sales meeting already started?
{looking back from now to an event in the recent past)
‘Future perfect
Don"t worry if you can’t get to our offices until 9.30. The
“meeting will already have started, but it's scheduled to
last until lunchtime and your presence will still be useful.
- (looking back from the future to an earlier event in the
future)
* The future perfect is not common in English because
" it can often be replaced by a simple will form. This
is easier and so speakers prefer it. Both of these are
possibie and there is no difference in meaning.
1'll finish the report by the end of the week.
I'll have finished the report by the end of the week.

Read the information about how a business person is going
to spend her time over the next two weeks. Then answer
the questions below using the future perfect.

Catherine is marketing director for a firm of publishers
based in the UK. Quer the next two weeks she is going

to visit her most important markets in Western Europe:
France, Belgium, the Netherlands, Germany, Switzerland
and Austria. She’s flying between the capital cities of
each country, and of course flying out to Paris and back
from Vienna at the end. She expects to have two meetings
a day for each of her ten working days abroad. On trips
like this she eats dinner in the restaurant in the evening
- so that’s no home cooking from Monday when she
leaves to Friday afternoon of the following week - not
even at the weekend.

1 How many countries will she have visited?
By the end of the trip she’ll have visited six countries.
2 How many flights will she have taken?
Altogether .
3 How many meetings will she have had?
When she finally gets to the end
4 How many restaurant dinners will she have eaten?
By the time she finishes

Grammar and practice .

I3 Complete cach sentence using the most appropriate
torm of the verb in brackets: either the future continuous
(will be doing) or the futurc perfect (will have done). Use
contractions.

1 I'm enjoying this course. |
time it’s finished.

2 I'mreally looking forward to the course next year. |

(learn) about the world economy and its impact
on financial markets.

3 T have to be careful with my money this month. 1
(spend) a lot next week when my car is serviced, and |
also have some bills to pay.

4 T1haven't got much money left. If T go on like this, I

{spend) it all soon.

(learn) a lot by the

Future perfect continuous
Read the notes in the box then do the excrcise below.

s The future perfect continuous is formed with wilf have
been + -ing form of the verb.

* The future perfect continuous is used for ‘looking
back from the future at an action in progress’. In other
words, it combines the meaning of the future perfect
and the future continuous.

« It is only very rarely that we need to express this

meaning, and when we do it is usually to emphasize

the duration and the repetitive nature of the action:

By the time he retires, he’ll have been working here

for more than thirty years.

By lunchtime, I'll have been replying to emails for over

two hours.

Use the future perfect to emphasize a resuit, and the

future perfect continuous to emphasize an action in

progress:

By the end of her trip, she’ll have collected a iot of

useful market information. (result)

By the end of her trip, she’ll have been travelling non-

stop for twelve days. (action in progress, with emphasis

on the duration and repetitive nature)

Complete each sentence using either the future perfect or
the future perfect continuous. Use contractions.

1 Next year we (make) cars on this same site for
fifty years.

2 By the ¢nd of the year, we
€3 million.

3 By Friday I (write) the report. Then maybe I can
think about something else for a change!

4 By Friday I {(write) this stupid report for two
weeks and it still won’t be finished. It’s driving me mad.

(make) profits of over
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7 Financial control

Cause and effect

&8 Fach item a)-w) can be used to complete just one of
the scntences below. Write each letter in the appropriate
box.

a) arose from m) gave rise to

b) as n) led to

c) asaresult 0) on account of
d) asaresult of p) originated from
¢) because q) owingto

f) because of r) resulted from

g) bcecause of that s} resulted in

h) brought about t) since

i} caused u) stemmed from
j) consequently v) thanks to

k) developed from w) was caused by
I) dueto

Cause

1 The successful advertising campaign an increase

in sales. [R][J[ 1 ][]

Effect
2 The increase in sales

campaign. (JJOIO00

the successful advertising

3 we had a successful advertising campaign, sales
increased. [](][]
4 _____the successful advertising campaign, sales

increased. [J ] CJCI[C]
5 W had a successful advertising campaign and, ,

sales increased. [ [J ]

¢ The verb caused can be replaced with brought about,
gave rise to, led to and resulted in.

s The verb was caused by can be replaced with arose

from, developed from, originated in, resulted from,

stemmed from. (Do you know the literal meaning of a

stem? Check in a dictionary.)

The linking word because can be replaced with as and

since. Note that as has a different meaning to its use in

comparisons, and that since has a different meaning to

its use as a time phrase.

The linking phrase because of can be replaced with as

a result of, due to, on account of, owing to, thanks to.

Of these, because of is much more common than the

others.

The linking phrase because of that can be replaced -

with as a result, consequently.

EX Underline the correct words to make usage notes.

1 Therc is very little difference in meaning between
‘because’, ‘as’ and ‘since’. However, because/as and
since can emphasize the reason more strongly, while
because/as and since can suggest that the reason is
obvious.

2 Ta sentence 3 in the previous exercise, this word order
is also possible: ‘Sales increased because we had a
successful advertising campaign’. In cases like this
where ‘because’ comes in the middle, it is equally
common/much less common to replace ‘because’ with
‘as’ and ‘since’.

3 The phrase owing to/thanks to is more formal.

4 The phrasc due to/on account of often refers to a
problem or difficulty. For this reason it is not very
natural in sentence 4 of the previous excrcise because
there is no problem (something good happened: a
successful advertising campaign).

5 The phrase due to/owing to cannot come after the
verb ‘be’. (Example: The increase in sales was ____ the
successful advertising campaign).

6 Study the difference between sentence 3 and 4 in the
previous exercise. Because/Because of is uscd before
a noun phrase (no verb), while because/because of is
used before a clause (subject + verb).

7 Insentence 5 in the previous excrcise the linking
phrases come in the middle of a sentence after the word
‘and’. It is also very common/not so common for them
to come right at the beginning of a sentence, followed
by a comma.

E} Look back again at sentence 5 in exercisc 1. What two-
letter word is very common to express the same meaning, is
more informal, and is written without commas?

We had a successful advertising campaign sales
increased.

K3 Complcte the sentences with a word or phrase from the
box.

arosefrom as  asaresult - dugto _ied.f_o

1 Changes in the market the collapse of the
company.

2 there were so many changes in the market, the
company eventually collapsed.

3 ___ the changes in the market, the company
eventually collapsed.

4 The market changed completely
collapsed.

5 There were a lot of changes in the market, and, ,
the company collapsed.

6 The collapse of the company
the market.

the company

all the changes in

B Cover all the other exercises on this page with a piece
of paper. Complete ecach sentence below with one of these
prepositions: about, by, from, in, of, to.

1 Our cashflow problems last year arose late
payments by suppliers.

2 Basically, all our cashflow problems have originated
—___late payments by suppliers.

3 Onaccount late payments by suppliers, we had
a lot of cashflow problems last year.

4 Late payments by suppliers have brought all our
cashflow problems.

5 All those late payments by suppliers have given rise
—___alot of cashflow problems.

6 Our cashflow problems arc largely caused
supplicrs paying us late.
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Describing ability in the past

I3 Undecrline the words in bold that are the most natural
then read the information in the box.

1 In the old days we could/we were able to take our
customers out for lunch all the time without worrying
about the bill.

2 The new software arrived yesterday. I could/I was able
to install it quite easily.

* To talk about general past ability (not limited to one
occasion) we use could.

* To talk about one specific past action we use was/were
able to.

¢ To talk about one specific past action we can also use
managed to, failed to and succeed in.

Complete each sentence with the correct ending, a) or
b).

1 Iwasable
2 I managed

3 Isucceeded
4 I faijled

a) toinstallit
b} in installing it

IER Look at the sccond bullet point in the box above, and
then look at the sentence below.

Her presentation was excellent. I could understand
everything she said.

This seems to break the rule - is it correct?

To talk about one specific past action with verbs of the
senses and thoughts (see, feel, hear, think, understand
etc) we can use could as well as was/were able to.

Articles
IER Match the uses a-j in the box to the examples 1-10.

alan

a) referring to something for the first time

b) used when you mean any person or thing of a
particular type, but not a specific one

©) describing a type of job (a teacher, an accountant)

the ’

d) referring to something mentioned previously

e) referring to something for the first time when it is
clear from the situation which one we mean

f) when there is only one of something (the boss, the
sun)

g) nationalities and other groups (the English, the
young, the poor)

no article

h) plural countable nouns {facts, jobs, machines, animals)
used in a general way

i) uncountable nouns (information, work, machinery,
nature) used in a general way

i) most countries, continents, cities, streets (italy, Europe,

Geneva, Church Street)

Grammar and practice .

1 Hge’s finished university and wants to work as an
clectrical engineer. [ ]

2 Have you got a car? [ ]

3 1have a suggestion. []

4 P've been thinking about the suggestion you made at
the mecting yesterday. [

5 We sell these products all over the world. []

6 1 think therc should be more training for the
unemployed. [_]

7 I think the project is going well. []

8 For me, football is like life. [

9 At our plant in Slovakia we make cars and trucks. O

10 Riga is the capital of Latvia. []

El] The word advice is uncountable. Decide if each
sentcnce is correct (v') or incorrect (X).

He gave me a good advice.

He gave me the good advice.

He gave me good advice.

He gave me some good advice.

The advice he gave me was very good.

N H N =

* A common mistake is o use a or the with uncountable
nouns used in a general way. In these cases we
sometimes use no article, but it is more common to use
some or a lot of.

* In sentence 5 the is used because it is clear from the
situation which advice we mean.

BE} The word computer is countable. Decide if each
sentence is correct (v') or incorrect (X).

1 He’s a real techie - he loves the computers.
2 He’s a real techie - he loves computers.
3 The computers we have at work are a bit out-of-date.

* A common mistake is to use the with piural countable
nouns used in a general way. We normally use no
article.

¢ In sentence 3 the is used because it is clear from the
situation which computers we mean.

EB) if the scntence is correct, write a tick (v). If it is
incorrect, add or delete the articles the or a/an.

1 In business, the up-to-date information is critical for
success.
This is a very important information.
Thanks for information you gave me - it was useful.
I enjoy job I do in the evening,
It's hard to find jobs in the finance sector.
To become doctor you need to study at university for
many years.
The love is not rational — you can’t explain it.
The love I have for my cat is not the same as the Jove I
have for my boyfriend.
9 We need to do a rescarch.
10 We need to do some research.
11  We need to do the research to see if you're right.
12 We neced to do a lot of research.

[« W IE PRI
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8 Fair trade

Obligation and permission

KB Match the forms in bold to their best descriptions a-e
below.

You have to do it. [ ]

You must do it. [

You don’t have to do it. (]
You mustn’t do it. [ ]

You can do it. ]

You can’t do it. [

You have permission.

It is not necessary.

It is prohibited (forbidden) or You do not have
permission.

It is necessary. { am telling you.

e Itis necessary. The rules say so.

0o OOWNE N =

o,

Read the notes in the box then do the exercise below.

There is no real difference between must and have to in
writing. In speech there is a very small difference:

must can suggest that the speaker decides what is
necessary

have to can suggest the necessity comes from the
situation.

Complete the sentences with the maost likely form, must or
have fo. Remember that this is not a 100 per cent rule, and
both are possible in all the sentences.

11 go on a diet — these trousers don'’t fit any more!

2 1 go on a diet — the doctor says that I am
overweight.

3 This is the text the teacher gave us. We read
it for homework. We're going to discuss it in class
tomorrow.

4 This book is really good - you read it.

In very formal language (such as legal documents) you
can use shall to express obligation. Match the words in
bold below to some words in bold from exercise 1 {so that
the meaning is the same).

1 You shall doit. and
2 You shall not do it. and

The most common use for shall is making suggestioris, =
and in this case we only use it with Jwe: Shall we stop for
lunch? But in the formal use for obligation mentioned
above it can be used with you/he/shelit/they as well.

¥ The forms in bold below are other ways to express
obligation and permission. At the end of each sentence
write the words in bold from exercise 1 that have the same
meaning. You might write the same words twice.

1 You need to do it. and

2 Youneedn’t do it.

3 You're allowed to do it.

4 You're not allowed to do it. and
5 You've got to do it. and
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B Be careful with the word may. It can indicate
permission in a formal context, or it can indicate possibility
(approximately a 50:50 chancc of something happening).

Look at the use of may in the sentences below and write
‘permission’ or ‘possibility’ at the end.

1 Visitors may use the swimming pool between 5.30 and
7.30 p.m.
2 There may be an easier way of solving the problem.

May 1 use your phone?

You may go home now if you want.

You may bc asked to show your passport.
Some chemicals may cause environmental damage.

[« €] SN ]

~JI

You may not use this equipment unless you have been
on a training course.
8 You may not believe me, but it’s true.

When may is used for possibility {as in 2, 5, 6 and 8 in
exercise 5) we can use might with the same meaning. We
cannot do this for the other sentences. :

I3 Underline the correct word in bold.

1 TI'm sorry, this is a non-smoking area — you haven’t got
to/can’t smoke here.
2 You mustn’t/don’t have to come if you are busy, but it
would be nice to sce you.
3 Ethical behaviour is important — you mustn’t/needn’t
accept bribes.
4  You mustn’t/needn’t take an umbrella - I've got a
spare one in the car.
5 You don’t have to/can’t enter the USA without a visa.
6 This report is confidential ~ you mustn’t/needn’t show
it to anyone.
7 You must/aren’t allowed to maintain the equipment
in good condition.
8 You mustn’t/don’t have to do that, I'll do it tomorrow.
9 You mustn’t/don’t have to do that, it’s dangerous.
10 All payments shall/mustn’t be made within 30
working days.
11 If you want to smoke, you shall/may go outside.
12 Don’t worry, the law states that you shall/may receive
all the money that is owing to you.




Grammar and practice .

K3 Complete each sentence with a form of kave to. Inversion ‘

Choices include has to, don’t have to, had to, didn’t have
to, ’ll have to, won’t have to.

Y Rcad the information in the box. Then rewrite each
sentence 1-6 beginning as shown.

1 If you want to do well in your exams, you work
a lot hardcr this semester. * In formal speech and writing there is a special
2 TI'msorry I'm late, I take my daughter to the construction when the sentence begins with a
hospital. negative adverb (like those underlined below).
3 It’s a drop-in service, you make an appointment, { have never in my life seen such bad service.
4 If we redecorate the offices this year, we do it <> Never in my life have I seen such bad service.
again for another five years. You shouldn‘t do that under any ¢ircumstances,
5 Teresa can't fly dircct from Brno. She go via - Under no circumstances should you do that.
Prague. it is not only bad practice, it is also illegal.
6 Oh, you brought your own projector! You __ - we -> Not only is it bad practice, it is also illegal.

EX Complete b) and c) so that they have the same meaning

have one in the conference room.

cach time as a). For b) use a form of can, for ¢) usc a form
of allowed.

1

a When I was young, we had permission to park
anywhere in the city centre.

{ wasn’t able to see a doctor until Monday.
- Not until Monday was | able to see a doctor.

¢ Notice how the subject and the verb - in bold - are
inverted (change places).

« . This structure emphasizes the negative adverb.

. Words and phrases used with this structure include:
never, no soaner, not once, not only, not since, not

b When1wasyoung, we _____ anywherc in the city until, on no.account, only after, only once, only then,
centre. rarely, seldom, under no circumstances.
¢ When I was young, we anywhere in the city
centre. 1 I have rarely tasted coffee as good as this.
) , .y o . Rarely
2 a I’m sorry, it's proh_lblted to smoke in here. 2 You shouldn’t accept a bribe under any circumstances.
b TI'm sorry, in here. Under no
I in here. ) . .
¢ tmsomy i -here 3 We won’t pay them until all the work is completed.
3 Yes, that’s OK, taking pictures is permitted. Not until

a
b Yes, that's OK, pictures.
¢ Yes, that’s OK, taking .

EX Look at the word got in these sentences. If it is correct,
put a tick (v). If it is not correct, cross it out.

4 The contract is not only badly worded, it is also
incomplete,
Not .

5 You should not talk to the media on any account.
On no

1 Maria is busy — she’s got to finish some work before 6 Work can begin only once safety checks have been
tomorrow. carried out.

2 You could have gone to the restaurant. You didn’t have Only .
got to wait for us.

3 Is that the time? I've got to go now. In 2 and 5 in exercise 10 notice how the word any in the

4 What time have we got to be at the meeting? first sentence becomes no in the second.

5 Do I have got to sign in the visitor’s book?

6 It's boring to have got to wait so long.

Both have to and have got to express necessity. Have
got to is a little more informal, and is mostly used in the
present simple. Also, have got to cannot be used in the
infinitive form (#6 above).

EE] Look at the list of negative adverbs in italics in the final
bullet point of the box above. Complete each explanation
below with items from this list:

1 > means ‘very rarely’.

2 ¢ "and ‘ ’ are both used to emphasize that
someone must definitely not do something, for any
reason.

3¢ had ... than ...’ is used to say that something
happened almost immediately after something else
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Recordings

Unit 1 Building a career

1.1 About business: The education

business

& 1:01

Speaker 1: I don’t care what they say about
checks and balances, Harvard is part of a
totally elitist, sexist and racist system. If
you’re not a while American male from
a rich family with political connections,
you can forget it — you'll never get in to
Harvard!

Speaker 2: As Mr Fitzsimmons says, it makes
sense to put the best students with the best
faculty. Every country necds an intellectual
clite to work in its government and key
industries.

Speaker 3: Forty thousand dollars a year!

It’s scandalous! Education should

be accessible to everyone, and the
government should pay for it. And it's
completely absurd paying all those people
just to recruit the best students!

Speaker 4: I admire Harvard for practising
what they preach. It’s high time more
schools and universities were run as
businesses — they’d be more efficient and
save taxpayers money.

1.2 Vocabulary: education and

career

& 1:02

Speaker 1: I'm thinking of leaving actually.
I've worked in China, Argentina, and
Alaska, and now they want me to go to
South Africa for two years! But cven if
I resign, they’ll make me work at least
another three months. I'm just sick of
being maved around all the time.

Speaker 2: When the company was
modernized, they told me to stay at home
for a week or two while they found me a
different job - but they never did, so in
the end they had to ‘let me go’, as they
say. Replaced by a machine! Actually, I'm
grateful - it was probably the best thing
that could have happened to me.

Speaker 3: I've just been sent home for a weck
because I refused to wear a safety helmet
- they're too hot and uncomfortable. They
keep harassing me — I think they’d like to
fire me actually!

Speaker 4: I was on the road for thirty years
as a sales rep. Then I was lucky enough
to get the job as sales manager here four
years ago. I've just been made ‘Director of
Customer Satisfaction’ — or as the boys in
sales say, they've kicked me upstairs! Well,
at my age, I'm over the moon!

Speaker 5: I'm based in London for the
moment — actually, right now I'm doing
audits in Paris, for our French subsidiary
— but it’s just for three months. After
that, they’ve asked me to move to
the Vancouver office. It’s a fantastic
opportunity!

Speaker 6: Well, I'm not actually working at
the moment. I'm an actor, and I finished
a movie a couple of months ago. I'm
thinking about taking a year off to write
a book.

& 1:03

Hi. My name’s Bob. A few years ago I started
up an electronics company which has been
very successful. So successful in fact that I
had to hire a CEO to give me time for my
creative work. I brought in Jack, a manager
from a completely different business, a soda
manufacturer in fact. I thought he would be
the right man to help my company grow, but
now I know I made a big mistake. Recently
we disagreed about strategy. Believe it or
not, the Board decided he was right and I
was wrong, and stripped me of my dutics. Of

course, I resigned. Well, what would you have

done? I still hold my shares in the company,
but I think I'm going {o sell them. I don’t
know what I'll do next. Maybe I'll invest the
moncy from the sharcs and retire somewhere
cheap and sunny? Or I supposc I could start
over and build a new company. Or join a
competitor. What do you think I should do?
S 1:04

Hello, I'm Lucy, and my problem is that I've
never really known what sort of career to
choose. I studied languages at university,
which was great, but it doesn’t really qualify
you to do anything. After graduating, |
worked as a rescarcher for a charity, then

I went abroad and worked as an English
teacher for a while. Now I'm a secretary; or
should I say I was a secretary, because I've
just been fired for writing stories at work!

1 love writing — but it’s not easy to make a
living from it. I suppose I’d need to go back
to school and do a creative writing coursc.
Perhaps I could work part-time, waitressing
or something. Or should I just look for

another secretarial job? Or go back to being a

researcher, or a teacher maybe, at least that's
more creative. What do you think?

< 105

Hi. ’'m Mel. I've wanted to run my own
busincss for as long as I can remember.
When I was in high school, a friend and I
designed a product which we managed to
sell to local government departments. But
my parents were really keen on sending me
to business school, s0 now I'm in my third
year at a really prestigious, expensive school.
The thing is, my friend and I have a fantastic
opportunity to start our own business; we
have a new product, and a big company is
really interested in buying it. But to develop

our idea, I'll have to drop out of school, and I
know my parents will be really upset. What do

you think I should do?

1.3 Grammar: tense review

& 1:.06
Jess: Fraser Orbell!
Fraser: Oh, hi.

J: Oh my God! Fancy meeting you here! You

fook great! Do you still go running?

F: Oh, thank you. Yes, I usually run two or

three times a week. Um, I'm sorry, I'm

afraid I always Jorget people’s names ...

It’s Jess! Jess Tomey!

F: Oh, Jess, of course! P'm so sarry ...

J:  It’s alright. People often don't recognize
me. 'Too many business lunches, so I
always tend to put on weight!

F: No, no, you look wonderful. As always!

~—

F:

o
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Thank you Fraser! So what are you doing
these days?

Well, actually at the moment I'm not doing
very much. Sort of, job-hunting, you know

Oh, I see. Well I hope you find something
soon. But what did you do after
graduation?

: Well, you probably remember that I

dropped out in my final ycar, so I didn't
actually graduate. But I worked for ITC in
Manchester for twenty years.

Oh, did you?!

T Yes, until they were taken over by Morgan-

Hoenshell about a year ago. Twenty
years of loyal service, but when Morgan-
Hoenshell came along, I was made
redundant without so much as a word of
thanks.

Oh, how awful for you!

: Yes, well, you know, that’s life, isn’t it?

But, um, actually, F've just got back from
Nepal.
Nepal? Wow!

. Yeah, been, um, working on a book.

Oh, that's terrific, Fraser! So when can I
buy it?

: Well, | haven't finished it yet, but hopefully

it'll be published next year - [ promise
I'll send you a copy. But anyway, that’s
enough about me - what have you done
since you left Franklin? Did you get that
job you wanted in finance?

Yes, I did. I worked in several firms,
actually; I became a specialist in
downsizing — cutting costs, streamlining,
restructuring, you know ...

. Isee. A bit like Morgan-Hoenshell!

Well, yes, a bit ...

: So where are you working now?

Oh, I'm currently managing one of our
subsidiarics, um, up north.

: Oh yeah - anywhere near Manchester?

Um, yes ... but I’'m going to move down to
London soon.

. Oh really?

Yes, I've just had some rather good news.

: Uh-huh?

Well, if all goes well, I'm taking over as
group CEQ next year.

: Wow, congratulations! Which company?

Um, you probably wouldn’t be interested

: Come on Jess, we go back a long way! No

secrets between us, ch?
Well, it’s Morgan-Hocnshell, actually.

1.4 Speaking: Giving reasons

& 1:07
1

2

Can you tell us why you chose your school
or university?

Could you explain why you are single or
married? .

I’d like to know the reasons why you are,
or are not, a member of a union.

Would you mind telling us why you do or
don’t have children?

Do you smoke or drink? Why, or why
not?

What exactly made you choose to apply to
this company?

I'd be interested to know why you are, or
are not, a vegetarian.

Can you tell me where you want to live
and work, and why?
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Recordings '

O 1:08

Interviewer: So, Ruth, Could you tcll me what
motivated you to study business, and why
you chose to attend the Franklin Schoot of
Business?

Ruth: Um, yes. Um, well, I suppose mainly
’cos my boyfricnd was going to Franklin.
And I liked economics at school. I
thought about some of the bettcr-known
business schools, but, you know, they're
too expensive anyway ... I nearly chose
French actually, ‘cos my mother’s French,
but I thought business was better. More
money in it, basically. And Franklin was
great, you know. Really good school. I had
a great time. But as I say, basically it was
because my boyfriend was there — well, my
ex-boyfriend I should say. And, erm, ...
the teachers. The tcachers were ternific of
course.

& 1:09

Interviewer: Could you tell me what
motivated you to study business, Anais,
and why you chose to attend the Franklin
School of Business?

Anais: Well, as regards choosing business,
although I love languages, basically I've
always wanted to go into management,
and I felt that business was the obvious
choice. It not only prepared me to work in
more or Icss any department in a company,
but it also means that { can use my
language skills in an intcrnational career.
In addition, a business degree always gets
attention, interest and respect. So to sum
up, I chose business rather than languages;
if not I think it would have been more
difficult to get inlo management.

As far as my choice of business school
is concerned, it’s true that the big names
open doors, but on the other hand, newer
schools like Franklin have significant
advantages. For one thing, they have better
facilitics, and (or another, they’re {ess
expensive. What's more, their curricula are
more innovative, their classes are smaller,
and their student intakc is more diverse.

In the end I decided to choose a new
university, simply because it recpresentcd
better value for money overall.

1.6 Case study: Mangalia Business
School

< 1:10

First of all, I would like to thank you all for
coming here today. We hope you will enjoy
your visit, and experience for yourselves why
Mangalia is such a wonderful place to live
and study. As you kanow, institutions like
MBS now compete on a global market. The
days when we could rely on our contacts

in Romania and Central Europe to fill our
school are long gone. Today we compcte

with giants like Harvard and the London
Business School. Small schools like MBS
face a difficult choice: either we sit back and
watch the brightest students and the best
professors fly away to Massachusetts, Paris,
Barcelona or London, or we take risks, invest,
and develop new ways to be more compctitive
in the global marketplace. Here in Mangalia,
we are not used to sitting back and doing
nothing. We have chosen to draw up a five-

year plan to make MBS a truly intcrnational
business school, and we have invited you
here to help us. We are not only relying on
your experience, your know-how and your
creativity to help us make the right decisions,
but we are also counting on you to identity
and promate the USPs, the unique selling
propositions, that will give us a competitive
advantage in attracting the best students and
the most influential corporate clients. As far
as finance is concerned, some of you will
already have heard the excellent news that the
prominent businessman and multi-millionaire
Ion Bumbescu has offered to sponsor our
school. This would have the immediate

effect of doubling our budget. However, Mr
Bumbescu'’s business methods are somewhat
controversial, and his offer specifics that the
school should be known as the Bumbescu
Business School; consequently I must ask you
to consider carefully all the implications of
such a change.

S 11

In business news, controversial multi-
millionaire Ion Bumbescu has again

been accused of involvement in defence
procurement for developing countries. Mr
Bumbescu, who is believed to be travelling in
Southeast Asia, was unavailable for comment,
but in a short statement made earlier today, a
spokesman for Bumbescu Holdings claimed
that ‘the group’s companies had done
nothing illegal.” Mr Bumbescu’s business
methods have been frequently criticized by
his competitors. Recently his Bumbescu
Foundation has been pouring millions into
rescarch and education projects, in what
appears to be an attempt to improve his
image.

Unit 2 Information
2.1 About business: IT solutions

S 112

Speaker 1: I'm not sure all this technology is a
good thing. Take these Blackberry phones,
for example. I was at a meeting last week
where three of the six attendees spent most
of the time doing email under the table!
People get really addicted to it — it’s a drug!
[ heard about one executive whose wife
got so fed up with him checking his emails
all weekend, she flushed his Blackberry
down the teilet!

Speaker 2: IT? Oh, I love it! As soon as
there’s a new gadget, I have to have it. I
think it’s just amazing what you can do
nowadays. Of course, you don't really save
time, but you get so much more done ina
day. I just cannot imagine how anyone can
manage without a laptop and a mobile.

Speaker 3: As far as I'm concerned,
information technology is just another
weapon in the class war. Management
will usc any way they can to exploit the
workers, and increasing productivity with
computer systems is just another way to
get as much as they can. Not to mention
the untold damage that the radiation
and microwaves from all these electronic
devices are doing Lo our eyes, our backs,
and our brains!

Speaker 4: Well, I have to use the computer at

work sometimes, but [ wouldn’t have onc
in the house. All those viruses, and spam,
and computer crime! Anyway, a lot of
people at work seem to spend more time
fixing computcr problems than actually
doing any work. I think we’d be better off
without them!

2.2 Vocabulary: information

systems and communication

S 113

Speaker 1: Hello? Mr Skopelitis? Oh. This
is Ebony Brooks in Accounts. Something
went wrong with the system when ] was
in the middle of a backup. Everything just
stopped. It wasn't just my computer. Do
you think you could call me? Give me a
ring as soon as you can.

Speaker 2: George, its Maurice. I'm still
having that problem making appointments
on the website. I log in, then everything
seems to freeze, and when I try to escape,
I get the famous blue screen. Can you give
me an update on what progress you've
made on this problem? Just a quick rcport.

Speaker 3: Yeah, George, it's Martha here.
Listen, could you contact me? I want
1o replace my depariment’s laptops with
something more modern. Our old IBMs
arc getting pretty tired, know what [
mean? Please get in touch as soon as you
have a moment.

Speaker 4: Hello George. This is Lincoln
Thigpen. I hope you can help me out here,
I seem to have done something stupid. I
was cleaning up my hard disk, and well,
now some very important presentation
slides seem to have disappearcd. I hope
you have some way of rescuing them — if
you could get back to me with an answer
some time today, I'd appreciate it.

Speaker 5: Hi Mr Skopelitis. This is Camilla
Ramsey from Customer Services. It’s about
that littlc software thingy you sent me?
I've copied it into the database program
like you told me to, but it doesn’t scem
to work. I know some other people were
having the same problem. Do you think
yotut could include me in the group of
people to inform? You know, keep me in
the loop. Thanks.

Speaker 6; George — Maurice again. Where
the hell are you?! Marketing are hassling
me every five minutes because they still
can’t use the Internet. Will you please tell
me when you’re going to be able to get
them on line?! Let me know asap.

Speaker 7: George, Marvin. Long time no sce!
Remember how you said you could get
that software from the Internet to make
my sound card work? Can't work without
my music! I guess you're working on it,
but can you keep me informed, maybe a
regular progress report, OK?

Speaker 8: Good morning Mr Skopelitis.
This is Cara Bickerson in Marketing.

I'm looking for a quicker way to get
information from our market studies into
the database - typing it all in is just too
slow. P'm interested in voice rccognition
software — I wonder if you could fill me

in on the details of what's available? You
can reach me any time today before 4 p.m.
Thank you.
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2.4 Speaking: Telephoning
S 1:14

Lorenzo: Accounts?

Kelly: Lorenzo? It’s Kelly, from Sales.

L: Uh-huh.

K: Listen, I'm with a customer, and I need
vou to give me last year’s billing figures.

L: What's the customer account number?

K: Um, I don’t have it here. But it’s Zimmer,
in Warsaw.

L: Well if you don’t have the account number,
1 can’t help you.

K: Come on Lorenzo, I really need this! 'm
sure you can find it.

L: Look, Kelly, it’s the end of the month, and

we're closing the accounts; I'd like to help
you, but ’'m up to my eyes in work here.
I really haven’t got time (o look for your
customer’s records now. Try Marielle in
Sales Administration. I'll put you through.

K: ‘Yhanks a million.

<& 115

Cory: Cory Wilks.

Tabetha: Hcllo Cory. It’s Tabetha Pullman
herc.

C: Oh, hi Tabetha, how are you doing?

T. I'm fine, thanks. How are you?

C: Well you know, musin’t grumble, [
suppose. Things'll be a bit easier when the
weather improves.

T: Oh yeah, it’s been a really long winter,
hasn’t it? Anyway, have you got a couple
of minutes?

C: Yes, sure.

* Well, do you happen to know how 10

set up a WiFi connection on a laptop? 1
would’ve asked the I'T department, but
apparently they're all in some big meeting,
s0 I thought you might be able to help me.

C: Oh I'm sorry Tabetha. I wish I could help

you, but I don’t know that much about it
myself. Amanda does all my department’s
computer stuff, and she’s out of the office
today. I'm sorry.

Don'’t worry. I just thought you might
know, but it doesn’t matter. Thank you
anyway.

: No problem.

Anyway, | won't keep you any longer
~ thanks once again.

: You’re welcome ~ sorry I couldn’t help you

more.
That’s alright. Bye.

: Byce.

& 116

Lauren: Hello?

Erich: Good afternoon. I wonder if I could
speak to Ms Simpson plcase?

L: Speaking.

E: Excuse me?

L: This is Lauren Simpson.

E: Ah, Ms Simpson. Erich Schrader,
calling {rom Switzerland. We met at the
conference in Nice last month.

L: Oh, yes, of course! How are you, Erich?

E: 1 am very well, thank you Ms Simpson.
And how are you?

L: Fine thanks. Um, what can I do for you?

E: Well, I'm very sorry to disturb you, but §
was wondering if I could ask you a favour?

1 Yes, of coursc ...

E: Do you think you could possibly send me

O =0 =
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a copy of the slides you showed at the
conference? They were most inleresting.

L: Ah. Weli, normally I’d be glad to help, but
I'm afraid my hard disk crashed last week.

E: Oh dear, how very unfortunate. I trust
you didn’t lose too much important
information.

L: Well, everything actually. But there wasn’t
too much important stuf{ on it; except the
slides, of course.

E: And you wouldnt happen to have a
backup, or a hard copy would you?

L: No, 'm afraid not.

E: Isee. Well, I mustn’t take up any more
of your time. Thank you all the same, Ms
Simpson.

L: You’rc welcome. Goodbye Erich, I mcan
Mr, um ...

E: Schrader.

L: Um, yes, goodbye then.

@ 1:17

Russell: Russell Pond speaking?

Mike: Hello Russcll - Mike.

R: Hello mate. How’s lifc?

M: Not so bad. And you?

R: Fine, fine. Looking forward to the
weekend, though!

M: Yeah, me too. Er, Russell, you got a

moment?

: Yes; what’s on your mind?

: Well, I know this is asking a lot, but I've
got this presentation on Monday, and my
laptop’s got a virus. Any chance I could
borrow yours for the weekend?

R: Ah. Look, it’s not that I don’t trust you or
anything ...

: OK, just forget it 1 shouldn’t've asked.
The thing is, I've got some really important
data on it, and the anti-virus isn’t up to
date ...

M: It’s alright Russell, I know what you mean.
Anyway, I'd better get on. You going to the
match on Saturday?

R: Yes, I expect so.

M: OK. I'll see you there, then. Bye.

R: Cheers.

=¥
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2.5 Writing: Memos
S 118

Hello, Chris Webster here. I’m at the airport,
just about to leave for my holiday, and I've
just realized there’s something important P've
forgotten to do, so I wonder if I could ask
you a favour? You know the new procedure
we discussed for computer upgrades? Asking
people to evaluate their computing needs

for the next two years so we can budget for
buying new equipment in advancc? Well,

do you think you could write 2 memo to
everyone in the department, explaining the
new system? Remind them that we’ve been
dramatically over budget in the last two years,
$0, you know, some people who needed
laptops didn’t get one, while other people got
an upgrade they didn’t really need. I need to
have the information in time for the budget
meeting in October, so can you ask people to
email me their evaluation as soon as possible,
by the end of September at the latest? And
make it positive and fricndly plcase, because
I know people complain about the amount of
paperwork they have to do already. OK, I've
got to go now, my plane’s boarding. Thanks

a lot, I really appreciate your help — and, see
you in two weeks!

2.6 Case study: Meteor Bank
@ 1:19

Look Astrid, we appointed Saul Finley
because he’s a very bright, very ambitious
young man. Alright, he’s ivritated some of
his colleagues — but as he says, you don’t
make an omelette without breaking eggs.

Of course I'm worried about staff turnover
and downtime costs, and so is Saul. But you
have to remember that our transactions have
increascd by 40 per cent since he joined us
— our subsidiaries in Ivory Coast, Ghana,
Cameroon etc. are growing really quickly.
We need to invest in the new equipment he’s
asking for.

<& 1:20

Well if you ask me, I have to say that I think
Saul is too ambitious - he’s just cmpirc-
building. OK, he’s increased our capacity, I
suppose that's an achievement. But he’s made
our computer system too centralized — il the
main scrver goes down, we're in trouble - not
just in Nigeria, but all over West Africa. The
trend today is towards grid computing: that
way, if the server in Lagos goes down, we can
just redirect transactions via Abidjan, Niamey
or Dakar. 1 say we should decentralize our
systems. And another thing; you can‘t explain
the downtime just by component failures and
software crrors. You have to wonder whether
some of it isn’t malicious.

Q11

The problem is simple — everybody in IT is
exhausted. Mr. Finley is a very demanding
manager He works fifteen hours a day, and he
expects us to do the same. That’s why so many
people are leaving! Frankly, I'm not sure that
appointing a European IT manager was such a
good idea. OK, Mr. Finley has raised salaries.
But he’s made the job too hard - and it’s
going to get more complicated if he invests in
more sophisticated equipment. So now some
people are pleased when the system goes
down - you know what I mcan? We need to
recruit more experienced staff, a lot more.

S 122

Look, I've nothing against Saul Finley, I

like him, he’s a nice young man, and he's
succecded in getting rid of some older staff
who just couldn’t adapt to change. Of course
he’s made mistakes, like not understanding
the work culture here, but that’s almost
inevitable when you bring in a foreign
manager. I just want efficient service, and no
more downtime — some of our big customers
are getting very angry. It seemas to me the
simple answer is to outscurce our IT services.
That way we don’{ have any of the investment,
HR or recruitment problems to worry about.

1



Recordings .

3 Quality

3.1 About business: What quality
means

S 13

Well, over the years, in the houschold
clectrical goods industry, or white goods

as it’s often called, there’s been a lot of talk
about planned or built-in obsolescence. This
means making products that are designed to
last a limited time. It's true that we are seeing
a general trend towards shorter product
lifespans. A fridge, for example, that would
once have lasted for twenty years, now

lasts for around ten on average. However,

[ wouldn’t go as far as to call it planned
obsolescence. But it’s true that manufacturers
these days decide very carefully what build
quality they arc aiming for. Consumer
behaviour is changing and people don’t

want to keep things forever. They want to
upgrade more often, and there’s not much
point in producing machines that will last

for twenty years when people will be tired of
them after ten. So, most manufacturers design
accordingly. And that’s why it’s often cheaper
to buy something new than to have a product
repaired. The cost of the spare paris and

the labour time to repair a broken washing
machine, for example, may well come to
more than the cost price of a new one. I think
another [actor is recent legislation regarding
recycling. This means that today’s ethical
consumer can buy electrical goods knowing
that we can recycle them at the end of their
useful life. And, of course, they can also argue
that by upgrading regularly, they're investing
in morc cfficient, more environmentally
friendly, technology. Now, if you want to buy
a quality product that will last, you can still go
for the top brands and ...

3.2 Vocabulary: Quality and

Standards

& 1:24

Speaker 1; Well, most of the time I'm looking
for value for money, you know, for
everyday things and that. So a balance
between quality and the price I’'m paying.
But, erm, if I'm splashing out on a pair of
trainers or the latest MP3 player, 1 want
something reliable that’s going to last. And
of course, they’ve got to look great, too,
know what | mean?

Speaker 2: My job basically involves ensuring
that the process is as cfficient as possible
and makes the best use of all the resources
needed to make the final product. So, I'm
constantly looking at ways to improve it,
which means not only solving problems
that come up, but also looking for new
ways to do things even better. I let the
design guys worry about pure product
quality. Quality for me is really producing
a part or a product, which conforms to
given technical specifications, in the most
cost-cffective way.

Speaker 3: Erm, although T believe what
I do contributes to the end quality of
the product, it’s not really my everyday
concern. [ check that the company has
documented quality procedures in place
and that they're being followed. So, crm,

I suppose in theory, the company might
conform to the quality standards, but
might be producing a product that is
substandard in some way. We don't live in
a perfeet world, afier all!

3.3 Grammar: Passive structures
and have something done

@ 1:25

Willi: Well, thank you all for coming. I know
you're all very busy at the moment so we'll
see if we can sort this out as quickly as
possible. José, perhaps you can start and
tell us the background from the Sales side?

José: Sure, Willi. Well, the problem is simple.
Airbridge can't fix the pumps to the fuel
tanks properly. The reason, it secms, is
because they don’t fit.

Birgit: What do you mean, they don't fit, José?

J: Basically, Birgit, your Production
department put the wrong type of fitting
on the pumps!

B: My Production department, José! Hold on!
First of all, Sales didn’t warn Production
that that they wanted this early. That made
things very difficult. We had to organize an
extra shift.

J: Well, yes, I'm sorry about that. We'll try to
give you more waming next time.

B: That was bad cnough. And Stock didn’t
make things any casicr. They shouldn’t
have sent two different parts to the
workshop in the same delivery. And, to
top it ail, they delivered them at the last
minute! OK, I'm prepared to admit that
there may have been a problem, but you
can hardly blame my people in Production
if they didn’t spot the difference!

W: But wait a minute, Birgit. The Stock
department didn’t make a mistake. If you
remember, at the last Logistics meeting,
we, yes, you, me and everybody else,
decided to deliver different parts together
to reduce stock movements!

B: OK, Willi, OK, I accept that, but Stock did
deliver late. And Sales should’ve given us
more warning!

J: More warning! How could we give you
more warning? You know that Airbridge
only increased their order two weeks
betore the final delivery date! It’s always
the same. The customer ...

W: Woah! Now take it casy, both of you.
We’re not going to find a solution if we
spend all our time blaming each other.
We've all made mistakes but, as [ see it,
the underlying cause seems to be customer
pressure. So, let’s put our heads together
and scc how we can improve our reaction
time without compromising our quality ...

3.4 Speaking: Delivering

presentations

& 126

Speaker 1: Anyway, the ACI has shown
an increase on the marginal propensity
gradient of 4.5 per cent over and above the
CDWLP.

Speaker 2: Well, that’s as you can see an
increase OK in the rate of sales growth
over the quarter and this rate of growth OK
continued OK into the new year which was
completely unexpected OK and then ...

Speaker 3: As is clear from the graph, there
was ... as is clear, there was an important
development, erm ... important change in
the market structure during the previous
... year.

Speaker 4: Obviously, we aim to do a profit.
We always expect to do a profit, and I'm
sure we will do a profit. The sales team are
really making a great job.

S 127

So, this graph shows the PFR, that’s the Part
Failure Rate, per ten thousand over the first
ten months of the year. As you can see, it was
pretty high for the first four months, around
seventy on average. And that’s why we set up
the quality improvement plan in April. By the
way, I'd just like to thank Magda for her input
on the plan. 1 think you’ll all agree she did a
great job. Anyway, the first results were very
promising, with PFR falling to thirty-five in
May and then twenty-eight in June. However,
since then the rate has got worse again, rising
to forty-four in August and forty-seven last
month. So, we need to turn things around
again. In other words, get the rate back down
in the twenties, or better. And basically, that’s
why we're here today: to look at the reasons
and some possible solutions. ... Is that clear
so far? ... Good, well, T think that covers the
basic problem, so now I'd like to look at some
of the reasons we've identified. Let’s look at
the next table which shows ...

3.5 Writing: Procedures and

instructions

& 1:28

Max: Hello. Max speaking.

Janice: Hi Max, It’s Janice.

M: Oh, hi Jan. How’re things? Did you get the
same TV stand as mc in the end?

J: Well, yes, Max, 1 did. As a matter of fact,
that's why I'm calling. I can't put the
thing together and I've lost the assembly
instructions. I was wondering if you'd kept
yours by any chance?

M: [ may just be able 1o help you out. Hold
on a scc (sounds of phone being put down
and paper being shuffled). Yep, got them.

J. Great, Max. You’re a hero! Everybody’s
coming round to watch the film this
cvening and 1 don’t want to put the TV on
the floor!

M: But hold on a minute, Jan. You've still
gol to put it together. Have you got all the
parts?

J: Erm, well, ¢rm, T don’t really know, ‘cause
I've lost the parts list, too!

M: Well, never mind about that. I'll read it
to you and you can check if you have
everything, OK?

J: OK, Max. Go ahead.

M: OK, let’s see ... You should have one top
panel, two side panels ...

J: One top pancl, two side panels ... yeah,
this looks like them ...

M: Yeah ... then one cross bar and one shelf

J: Cross bar ... one shelf ...

M: Four pegs, eight screws and four castor
wheels. You got that?

1. Four pegs, eight screws and four wheels.
...Yes, it looks as if they’re all here. If you
could just send me the instructions, Mag, I
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think I can manage.

M: I'm afraid that’s going to be a little difficult,

Jan, ‘cause there’s just a diagram and 1
don’t have a scanner. But, it looks pretty
straightforward. If you want, I can write
some assembly instructions and cmail
thermn Lo you. How docs that sound?

J: That'd be great, Max. Thanks.

M: That’s OK, Jan. Glad I can help. Anyway,
if you want 10 watch the film, I'd better get
writing.

J: Cheers, Max.

M: Checrs, Jan, and enjoy the film!

3.6 Case study: Zaluski
Strawberries

@ 1:29

Piotr Sieberski: Piotr Sieberski.

Suzanne Van Peeters: Good morning, Mr
Sieberski. This is Suzannc Van Pecters
from Schuurman in Amsterdam.

P: Ah, moming Ms Van Pceters. 1 imagine
you’re calling about the email we got from
you yesterday.

S: That’s right.

P: Something about a quality audit, wasn’t it?
Don’t think you'll find much wrong with
our strawberries, quality-wise!

S: I'm sure you're right, Mr Sieberski. We've
always been very happy with your fruit.
But, as I mentioned in my e-mail, we're
currently running audits with all our fresh
fruit supplicrs. Basically, it's a matter of
looking at a wide range of issues which
may impact fruit quality, and seeing where
there may be room for improvemcent.

You know, sort of trying to iron out any
potential problems before they happen.

P: Well, of course, you're welcome to
comc and see us if you want but I'm not
sure what can be improved really. Your
purchasing guy comes here at least once a
year and he’s never had anything negative
10 say about our strawherries, apart from
the price of course!

S: Yeah, well, in fact I was calling to fix up a
visit to you. Our supplier audits generally
last a day or two and I was wondering
whether you'd be free to sec us towards
the end of next week?

P: Next weck? ... That's rather short notice
and we are pretty busy at the moment, but
... hold on ... Let me check my schedule
...Yes, I guess I could see you on Thursday
and/or Friday if that suits you?

S: Perfect, Mr Sieberski. Thursday would be
fine. We’d probably be arriving the night
before, so we could start as early as you
like on Thursday merning.

P: Well, I get in around seven most days,

Ms Van Peeters. Gives me time to look at
the important matters before things really
get going and I'm interrupted every five
minutes!

S: Seven! Well, we’ll give you a bit of
breathing space, Mr Sieberski. How about
eight-thirty?

P: Suits me fine, Ms Van Peeters. So that’s
cight-thirty on the fifteenth.

S: Great! Looking forward to seeing you next
Thursday.

P. Yeah! See you then. Thank you for calling!
Goodbye.

S: Goodbyc, Mr Sieberski.

< 1:30

Suzanne Van Peeters: Perhaps we could begin
with harvesting, Mr Sieberski. Who does
that?

Piotr Sieberski: Well, the farms hire their own
workers each season, generally students or
local people.

S: And, do they get any training?

P: That’s the responsibilty of each producer;
but I know most of them do some. After
all, it’s in their own intcrests.

S: What about supervision and picking
bonuses to make sure only sound fruit are
picked?

P: Most farms pay a small productivity bonus
if daily picking targets arc met, but it
cncourages quantity rather than quality
I think. And I must admit, there’s little
supervision of the picking crews.

S: And how is the fruit packed for transfer to
your cooler?

P: The pickers put them in standard wooden
trays, 10 cm dcep. Then, the trays arc
placed on trailers and, when the trailer is
full, it’s pulled to our shed by tractor.

S: Isn’t that rather long, Mr Sieberski? 1
mean, how long do they take to get from
the field to your cooler?

P: Oh, um, on average, I reckon, threc or
four hours. Maybe more if scveral trailers
arrive al the same time. In the cooler, the
berrics are cooled to a temperature of three
degrees. Then, they're placed in the storage
shed until we can pack them.

S: I presume the storage shed is chilled too?

P: Well, yes it is. The thermostat is kept on
two degrecs but to be honest, we haven’t
got time to keep records. The picking
season is always such a mad rush you
know, Ms.Van Peelers!

S: Yes, I can imagine.

P: From storage, the strawberries go to the
packing shed. But, I'll let Klara tell you
about that. She's been our packing shed
supcrvisor for scven years now and she
knows the job inside out. Klara.

Klara Solak: Thanks, Piotr. Well, Ms Van
Peeters, the packing shed is where we
put the berries into the punnets for retail
sale in outlets like yours. It’s seasonal
work, and most people imagine that it’s
unskilled. But I can tell you that good
packers are not easy to find.

S: And what about training and bonuscs;
things like that?

K: Of course, we give them basic training
when they're hired: fruit selection, careful
handling to avoid bruising, that sort of
thing. But they learn on the job otherwise.
They're paid according to what they pack
in a day so there aren’t any bonuses. In
fact, we've been looking at the idea of a
bonus based on the quality of packing.
You know, making sure that they don’t
put bruised or decaying berries in the
packages, and so on. But, quite honestly,
it's not very casy to measurc that sort of
thing,

S: Yes, but it would certainly be a good idea,
P'm sure, and there’d be benelits all along
the line. As supervisor, do you check the
quality of fruit being packed?

K: Huh! Not as much as I'd like. You see, I'm
usually packing too, covering for absent

staff, that sort of thing.
S: Isee. Now, what about shipping?
K: Well, the punnets are loaded onto trucks
for shipping to customers around Europe.
Now, we require the trucks to have
refrigeration systems and be cooled to zero
before loading, but we don’t check them
systematically.
S: Iimh, well. Thank you for your
explanations, Mrs Solak. Erm, let me see.
Ah yes. One last question for the moment,
Mr Sieberski. I'm sure you're aware that
the use of nitrogen fertilizers can lead to i
softer fruit, lower sugar content and less !
flavour. Do your farmers use nitrogen? {
P: Yes, I'm aware of the problem, Ms Van
Pceters and at the moment a lot of them
still usc it. But it’s an expensive operation
anyway, and most of the producers in
the region are planting new varietics of
strawberry which don’t need nitrogen. So,
I reckon that the practice will have died
out within the next two or three years.
S: Well, that’s encouraging! Good, now
perhaps we could go and lock at ...

Unit 4 Feedback

4.1 About business: The project
team

& 1:31

OK. I think everyonc’s here apart from Mr !
Wong who'll be joining us on the video link ]
in half an hour. So, perhaps we can start?
The purpose of today’s mecting is to review
the dam projcct schedule to date, look at

why things have slipped and sce what we

can do to gel things back on track. First, I'd
like to take a look at the original schedule

on the Gantt chart here, to put our current
situation into perspective. I think you'll

all agree, things ran pretty smoothly in

Year 1 and we rcached the first milestones,
completion of the feasibility study and the
geological survey, bang on target at the end

of August. Unfortunately, we got bogged
down in bureaucracy - you know, the usual
red tape — at the project approval stage. That
sct us back four months and we could only
begin buying the land in May of Year 2. Land
purchase went pretty much according to plan,
despite some delays for legal reasons, but it
still took twelve months. We were able to start
population rescttlement on time, but we had
to postpone diverting the river for six months
as it had to be done in the summer months,
when the river was at its lowest, which meant
starting June of year 3. So, that’s how things
stand today. We've just completed the two
tunnels to divert the river, so that’s almost
complete, and we’re beginning excavations
for the dam foundations next week — one year
behind schedule!"Which means we won't be
able to begin work on the dam wall until at
least September of Year 4. Of course, due

to this schedule slippage, we’re also facing
considcrable cost overruns. So, I'd like your
suggestions on how we can crash the schedule
- yes, heuh, I mean, accelerate things - to try
to respect the original delivery date at the end
of Year 7. Any ideas ...?
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4.2 Vocabulary: Managing people
and projects

: 1:32
Lucy: Well, Andrei, thanks for finding time

to see me. I know things are very busy,
what with the annual appraisal interviews.
Anyway, perhaps you can just give me your
impressions of Anna. Bjorn and Katia,
before we go through the interview resulis
in a bit more detail.

Andrei: Sure, Lucy. So, first of all, Anna. Well,

on the positive side, she’s hard-working.
But, she’s very independent and single-
minded: she tends to do her own thing and
she’ll pass the buck if she feels it’s not her
problem, so the othcers in the tcam see her
as selfish and a bit of a Joner. They often
think she’s not pulling her weight and that
she’s letting the team down, just because
she docsn’t see things the same way. And
she can be pretty direct, which of course
the others interpret as being over-critical,
but I don’t think she means to be.

: OK, so Anna has her good and bad points.

Now, what about Bjorn?

. Yes, Bjorn! To be honest, he seems very

stressed and I’'m worricd that he may burn
out. He works long hours - he’s often in
the office long after everyone’s gone home.
He’s definitely organized - some of the
others would say obsessive — but I'm not
sure he’s always really clear about what
necds doing and what is less important,

s0 he tends to create work for himself.

He could certainly do to take it easy
sometimes, you know.

. Yes, sounds as if he needs to learn to pace

himself a little better!

: Yeah, that’s right. He could do with some

time management training, in fact, and I'd
like to come back to that when we loak at
interview results in detail.

. Good idea. But first, let’s just finish with

Katia.

: Well, Katia. Well, the first thing is she’s

new but she's settling in really well. She’s
friendlty and easy-going and gets on well
with nearly everybody, except Anna!

She’s really helpful and she knows what

it means to pull together in a team; and
she’s always ready to cover for somebody.
On the other hand, she can be a bit messy,
but she’s definitely not incompetent. And
I think she’s very cooperative with her
colleagues ...

4.4 Speaking: Coaching
& 1:33

Mrs. Gomez: Rafael!
Rafacl: Yes, Ma’am?

G:
R:
G:

QRr

[ want to see you in my office, now.

Yes, Mrs Gonlez.

I don’t know what the hell you think
you're playing at, but I'm not having it!
Are you trying to sabotage this company?

: I'm sorry, I don't ...
: You've been here for three years now, you

should know better. Don’t you like your
job? There are plenty of other people just
waiting for their chance, if you don’t want
it.

;. I'm very sorry Mrs Gomegz, but I don’t

know ...

G:

R:

Recordings

Don'’t interrupt me! You're insolent and
incompetent. I don’t know what you did,
but Mr Baitan was very upset. Mr Baitan is
a very important customer. We can’t afford
to upset him. If this happens again, you're
out!

. Yes, Mrs Gomez.
: Alright, I think I've made mysell clear. This

is your last chance! Now stap wasting my
time and get back to work.
Yes, Ma’am.

S 1:34
Mrs Gomez: Rafael!
Rafael; Yes, Ma’am?

G:
R:
G:

R:
G:

[y

om

om OFxK

R:

G:

Would you step into my office please.

Yes, Mrs Gomez.

Rafael, I nolice you're not wearing a tie
today.

Well, it’s very hot, and um ...

Always wear a tic, Rafacl. If not, your staff
will not respect you. Now, sit down please,
I want to talk to you about Sundays.

: Yes?
: I know you normally attend church on

Sunday maorning, so [ was very plcased to
see that you came to work the last three
Sundays while Maria was sick.

: Thank you Ma’am.
: Maria had better be very careful, this is

the third time this year she’s been sick
- fortunately for her, you took the initiative
of covering for her.

: Yes Ma’am.
: So this is a good point for you, but a bad

point for Maria. Alright, Rafael, that's all.

: Thank you, Ma'am.
: Oh, just one other thing, Rafael. You

didn’t switch off the computer when you
left yesterday evening. Be very careful. This
kind of carelessness can cause a fire. You
must remember to switch off when you
leave.

I’m sorry, Mrs Gomez. It won't happen
again.

Alright, see that it doesn’t.

& 1:35
Mrs Gomez: Rafael!
Rafael: Yes, Ma'am?

G:

Q=

o

Could I have a word with you in my
office? ... Have a seal Rafael. Now, can
you tell me exactly what happened with
Mr Baitan on Friday?

: I'm sorry, but [ was very tired, and he was

being really difficult: I just lost my paticnce
and he wouldn’t stop asking me the same
questions.

: Well, Rafael, you have many qualities, but

I think there are a few areas where we
need to improve your skills, don’t you?

: Yes, definitely.
: Now, do you have any ideas as to why Mr

Baitan was quite so upset?

. I understand he’s an important customer.

He wants to get the information that's
important to him. I'm afraid I was
probably a bit rude to him.

: So Rafael, do you realize that this kind of

problem can have serious consequences?

- Yes, of course.
. Alright then, so what do you think we

can do to make surc this situation docsn’t
happen again?

: It might be useful to do the customer care

course. Perhaps Maria could help a bit

£

G

R:

more when things are particularly busy.

: Right. I think that’s a good plan. So, before

you go, can I just summarize what we have
agreed? I'll book you on the course next
week, and Maria will give you same help
during the really busy periods. OK? And
then we’ll meet again in one month to sce
how you’re getting on. Is that alright with
you?

: Ycs, that's finc Mrs Gomez. Thank you

very much.

: Alright, now let’s break the weekly sales

records, shall we?
Yecs Ma’am!

4.6 Case study: Trident Overseas
& 1:36
John Thorpe: Abeba, you've been a mechanic

in Witu lor five and a half years, is that
right?

Abcba: Yes, sir, that’s right.

JT:

JT.

So you worked for two other dealers
before Mr. Mbugua — and you say that
things have got worse since he became the
Dealer here?

: Yes, sir. Before Mr Mbugua arrived, we

had a good team, cveryone pulled together,
and we enjoyed our work. Now, it's not

at all the same. Morale is bad, and the
customers can see the ditference. A lot

of our regular customers have stopped
coming. Mr Mbugua fired several good
colleagues for no reason, just so he could
hirc his friends and relatives instead. They
get the easy shifts, and the rest of us do the
hard work.

Have you spoken to the sales rep. about
this?

: Mrs Mohamed? Huh! We never scc her.

She’s too busy with the development
project. Anyway, she can’t do anything

— Mr Mbugua is Mr Wambugu'’s nephew,
didn’t you know? To be honest, I'd leave,
if there was any choice. But there aren’t
any other jobs around here, so I just have
to put up with it.

< 1:37
John Thorpe: Mr Mbugua, I've been hearing

accusations of favouritism - and that
you’ve employed friends and members of
your family in your scrvice station?

Mr Mbugua: Oh, Don't pay any attention to

what Abeba says, Mr Thorpe. She's not a
team player - only interested in herself. It
would be better for her Lo leave, and the
sooner she leaves, the better.

JT: But is it truc that you employ members of

M:

JT:

your family?

Yes, of course it’s true. As a Young Dealer,
I work my tingers to the bone for Trident,
Mr Thorpe, and I get very little thanks
for it. I need staff who will work hard for
the company too, and it's not easy to find
them, I can tell you. I employ two of my
cousins and a couple of friends because

1 know they’re hard workers, like me.
What's wrong with that?

Does Mrs Mohamed agree with this
recruitment policy?

: I haven't asked her. Anyway, 1 don’t think

Mrs Mohamed is interested. Her big
development project is far more important!
1 get absolutely no support from her, or
from the company, for that matter. Other
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companies look after their dealers much
better. I have to do everything myself.
Everything!

& 1:38

Mrs Mohamed: Thank you for taking the time
to see me, Mr Thorpe, I really need to
talk to someone; [ don’t think I can go on
much longer like this.

John Thorpe: That’s what I’'m here for, Mrs
Mohamed. The more you can tell me
about the problems, the better - and 1
promise I'll do my best to help.

M: Thank you. It’s just ~ I always wanted to
become a sales rep. But it’s turned into
a nightmare. Mr Wambugu, the District
Manager, delegates everything to me, and
I just can’t cope. He gives me impossible
deadlines, then blames me when we fall
behind schedule. And that means I have
no time to visit the dealers, so they’re not
getting any support.

JT: Yes, I've just been speaking to Mr Mbugua
in Witu.

M: Oh, don't talk to me about Mbugua! The
man is a monster! The way he treats his
staff is a disgrace, especially the women!

JT: So how did he become a Young Dealer?

M: Didn’t you know? He’s Mr Wambugu'’s
nephew! I tried to stop his appointment,
but there was nothing I could do. [ think
Mr Wambugu got to hear about it, and he’s
never forgiven me. 1 think he’s giving me
100 much work because he hopes 'l quit.

& 1:39

Mr Thorpe, this is Mr Wambugu. One of my

sales reps, Mrs Mohamed, has just handed

me her resiguation. 1 intend to promote

Mr Mbugua, currently the Young Dealer in

Witu, to the position of sales rep. He is a

hard-working young man with cnergy, idcas

and enthusiasm who will do well in the job.

As you are no doubt aware, I need you to

authorize this appointment with the HR

dcpartment in Nairobi. Personally, I think

Corporate should stop interfering, and let us

Kenyans manage our own affairs, However,

since that’s the procedure, I would appreciate

it if you could deal with this matter as soon as
pussible.

Unit 5 Selling more

5.1 About business: Sales and

marketing

S 2:01

Elaine: Hey, Marcus, look at this viral ad
somebody sent me! It’s brilliant!

Marcus: Yeah, | saw it on YouTube. It’s quite
funny, I suppose.

E: Quite funny? It’s hilarious! I think
we should get one made for our next
campaign instead of a TV ad. Pcople really
enjoy & good laugh, so they remember
them more easily.

M: Well, personally, I'nt not sure virals are
really very effective. Now cverybody’s
using them, so | think they're having less
impact, not more.

E: Oh come on, Marcus, they reach a huge
number of households, and they cost next
to nothing!

M: Well that's another thing: apart from
teenagers, 'm convinced only a small
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proportion of the public really watch them.
And teenagers don’t buy car tyres!

E: But they do influence their parents’
choice, you have to admit that.

M: Well, yes, but anyway, just becanse an ad
makes people laugh, it doesn’t mean they'lt
buy the product. So we don't get increased
sales.

E: No, butit’s all about image. A good viral
ad makes a product really cool. And
remembcr, most people don’t choose to
watch TV ads, so they just ignore them.
But when they make a conscious decision
1o waich a viral, they pay more attention!

5.2 Vocabulary: The marketing mix

& 2:02

Speaker 1: Determining market segmentation
is essential when using media like TV.
Football matches guarantee a large,
masculine audience; every four years
the World Cup attracts an average 90
million viewers per match. It’s the perfect
opportunity for advertisers to try to flood
the market with razors, deodorants and
sports shoes.

Speaker 2: Entering a new market often
means a ‘hard sell’. If you want to promote
your new alarm system to companies in
Eastern Europe, don’t waste money on
TV or newspaper advertising: conduct a
market study to identify suitable targets,
send out a mail-shot, then call any
companies who show an interest in your
product.

Speaker 3: New technology is providing
new promotional tools; sellers can use
electronic databases to sclect suitable
prospects, then address a personalized
sales pitch by email or SMS. These
tcchniques are often combined with
telemarketing. Don’t be surprised if the
email you received about investing in a
timeshare apartment in Spain is followed
up a day or two later by a call on your
mobile inviting you on a free holiday!

Speaker 4: In many western countries,
tobacco and cigarettes are facing a
declining market. Advertising is strictly
regulated, so even market leadcrs have
to resort to stcalth tactics like getting
their products in films. Smoking is all
about image, and the subliminal messages
delivered by Hollywood movie stars are
strong motivators.

Speaker 5: A movie is a product with huge
development costs; in order to guarantee
successful box office, DVD and TV sales,
it is crucial to capture market share in
the first days after release. Producers
encourage rumours about the love life of
their stars in the weeks before they bring
the movic to market - nothing attracts
public interest more than a litule scandal®

Speaker 6: A little market research soon
demonstrates that one of the best ways to
develop a niche markct like skateboarding
accessories is by releasing games or video
clips featuring the products onto the net.
Teenagers circulate them o their friends
- it’s a perfect ‘soft sell’ by word of mouth
- or word of electronic messaging, to be
precise.

5.3 Grammar: Questions for

persuading

& 2:03

You don’t happen to know how many you

ordered last year, do you? 2

You don’t really want to run out of

components, do you? N

@ 2:04

1 You don't happen to know how many you
ordered last year, do you? 2

2 You don't really want to run out of
components, do you? N

3 You couldn’t possibly give mc an order
today, could you? 2

"4 You can’t afford failure, can you? N

5 You'd agree that everybody needs to know
how to use the system, wouldn’t you? N

6 You wouldn't have any idea how many
people need training, would you? 7

7 You really should upgrade your software
regularty, shouldn't you? N

8 You haven’t upgraded to the new version
yet, have you? 2

<& 2:05

A: You'd enjoy driving a nicc new car,
wouldn’t you?

: I probably would enjoy ii, that’s right.

. 1 imagine your old car is costing you a lot
in repairs, isn’t it?

: It certainly is.

: And | expect you're going on holiday soon,

aren't you?

Y ... um, that’s correct.

: So this might be a good time to think

about buying a new car, right?

: Well, possibly...

: Because you wouldn’t want to break down

in the middle of your holiday, would you?

: Of course not.

: You didn’t say ‘no’ then, did you?

: No, 1 said ‘of course’ ... OH NO!

> O®E
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5.4 Speaking: Dealing with
objections

D 2:06

Customer: Listcn, your proposal looks great,
but I just don’t feel ready to, take the
plunge!

Salesperson: Well, if you don’t sign the
contract this week, I'll have to bill you for
the study and the plans for the pool.

C: Bill me for the study? You never
mentioned that!

S: It’s in all our literature. Look, here, in the
sraall print.
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Customer: $32,000?! How do you justify that?

Salesperson: Simplec. To develop software as
good as this, you need the best engineers.

C: But I've had another quotation for less
than twenty thousand!

S: Well you know what they say; if you pay
peanuts, you get monkeys!
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Customer: Can you give me a discount?
Salesperson: I'm afraid it's not our policy ...
C: Oh, come on! I used to work in a health
club, so { know you can if you want to.
§: Well, perhaps a five per cent reduction ...




C: Ten per cent. Take it or Icave it. Now,
where do I sign?

< 2:09

Customer: Listen, your proposal looks great,
but I just don't feel ready to take the
plunge!

Salesperson: I know cxactly what you mean.
It’s a big decision to make, isn't it?

C: Yeah. I'm just worried that [ won’t have
enough time to do everything.

§: Oh I see. Finding enough time is always a
problem, isn't it?

C: Yeah. Things are busy at work, and I don’t
have time for the garden, let alone a pool.

S: OK. Well, I understand. We all want to get
a product we can actually use, don’t we?

C: Sure.

S: So, if we include the automatic chlorinator
and robot pool cleaner options, I can
guarantee that you will spend less than ten
minutes a week on maintenance. Are you
comfortable with that?

& 2:10

Customer: $32,000?! How do you justify that?

Salesperson: I understand how you feel. Like
vou, a lot of our customers felt that this
was more than they wanted to spend.
However, they soon found they were
saving money. After you start using the
software, you'll reduce your opcrating
costs by 25-3( per cent.

C: As much as that?!

S: Yes, more in some cases — but that’s the
average saving. Have I answered your
question?
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Customer: Can you give me a discount?
Salesperson: Well Pm glad you asked me
that. Our philosophy is that if we gave
discounts, we’d have to compromise on
quality and service — and I'm surc you’d
agree that would be a mistake, wouldn’t
you?
¢ Yes, I suppose it would.
: So tell me, is the membership fee the only
reason you're not ready to sign up now?
C: Yes. I'vc just bought a new car, you see.
S: Right. So, if I could postpone your first
payment to next year, would you be ready
to sign up today? Would that make sense?

WO

6.6 Case study: Backchat

communications
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Assistant: Mr Lim?

Lim: Yes?

A: Tjust had a call from Seoul Dcliveries, you
know, the courier company?

L: Yes?

A: They’rc interested in mobiles for about two
hundred staff.

L: Are they now? Hm, we’d better send
somebody to see them.

A: They said they'd like a proposal by fax.

1.: Well, yes, but we need to know more
about their needs before we can write a
proposal. Let me note this down. Who's in
charge over there?

A: The Office Manager is a Mr Ibanez. He’s
French, apparently.

L: Ibanez. Right. Two hundred, you say. Do

we know who they want the phones for?

A: Well, there are threc catcgorics. Drivers,
managers and admin. staff.

L: Admin. staff? Why do they want mobiles?

A: Well it seems that they have to move about
a lot between different offices. They only
really need to call the drivers when they’re
out on the road, but they take a lot of calls
from customers, and they like the idea
of Bluetooth headsets so they can work
hands free.

L: Isee. Yes, that makes sense — T can
imagine it would make their lives a lot
easier. What about the managers?

A: They seem quite keen on Blackberries.
Email is very important for them.

L: Good. They’ll need the high-tech price
plan then. Do you think budget will be a
problem?

. They didn’t say.

. Good. We can try to sell some longer
contracts — we need to secure our
future cash flow, even if we have to give
discounts.

A: They did say they were interested in

giving the drivers a sophisticated phone to
motivate them.

L: Sounds better and better! And the
geopositioning system would be really
uscful - then the office would always
know cxactly where they were,

A: 1 don’t know if the drivers would like that
very much!

L: You’re right, I'll make a note — we have
met some resistance in the past. But
generally once they find out there’s an mp3
player, and they can also have TV to keep
up with baseball and soccer games, they’re
happy.

A: Hm. But I guess the managers won’t be
very happy if they think drivers are wasting
time watching TV and playing video
games!

L: Well, that’s where we come in. The sales
team’s goal is to show them why they
need all these features - and to try Lo get
some longer contracts and sell them some
options too, of course! OK, thanks very
much, I'll gct someone over there as soon
as possible.

joule s

Unit 6 New Business
6.1 About business: Self-financing

& 2:13

Presenter: Good morning everyone and
welcome to ‘Biz Podcast’, coming to you
from sunny California. I'm your host
Karen Guilder and today we’re going
to be talking about raising finance for
new busincsses. My guest today is Alex
Vecchia, a busincss angel here on the West
Coast. Hi, Alex and welcome!

Alex: Great to be here, Karen.

P: Alex, I was reading an article about do-
it-yourself financing for new businesses
the other day and it gave the impression
that trying to raise finance from venture
capitalists or business angels was a
complete waste of time.

A: Well, Karen. 1think a lot depends on
how much money you need. Of course,
if you just need a few thousand bucks,
you may be able to raise that from friends
and family and that’s OK for projects

. And what are angels looking to get out of a

: Of course, the botrom line is ... like for any

. And, for all the budding entrepreneurs

: That’s a complex question, Karen, but

Speaker 2: The three of us were fresh out of

Speaker 3: The venture capitalist we

Recordings .

with low start-up costs. But most people
underestimate the real costs of setting up a
business and even the do-it-yourselfers will
probably come knocking on the venture
capitalist’s or the angel’s door al some
stage.

deal?

investor, an angel is in it Lo make, a profit;
typically, we're looking at a high return on
investment over a period of, say, five years.

listening to us today, what key factors
would convince you to back them?

I think most potential investors will be
looking at three broad areas: the team,
the business and the deal. First, the team.
Many entrepreneurs forget that most
seasoned investors ‘bet on the jockey,

not on the horse’. OK, you must pitch
your idea but don’t forget to sell yoursclf
and your team. Potential investors want
proof of honesty, determination and
commitment. Market knowledge and
business skills arc vital too. The business
plan is important, of coursc, but investors
want to be sure you can actually runa
business, not just write about it! In terms
of the business, tinancial forecasts must
be realistic and the business plan should
present both a ‘best’ and a ‘waorst-case’
scenario. And you may well nced to
demonstrate a high growth potential too,
because static ‘lifestyle’ businesses, a i
single restaurant for example, just aren’t i
attractive Lo investors. Finally, in icrms of
the dcal, an unrealistic business valuation
is a classic deal-killer - sometimes they ;
can be too high for the investor, too low
for the entrepreneur. Otherwise, make !
sure you have everything to hand for the

due diligence process. Investors will want

to check such things as the certificate of
incorparatian, audited accounts, details of :
existing contracts, and so on. Oh, and you i
shouldn’t ignore ... 3

6.2 Vocabulary: Funding a start-up

S 2114

Speaker 1: Well, basically the first angel we

met turned us down because of the IRR
—that’s the Internal Rate of Return - we
were forecasting; between 30 and 40 per
cent. Investors lose money on around 40
per cent of deals and they need to make
that up on the others. So, a ratc of 50 per
cent per annum minimum would’ve been
a ‘tastier carrot’, you know, a better return
on investment.

college, full of enthusiasm, with a damn
good product. We had checked out the
market and drawn up a real good business
plan. But there was just one problem.
None of us had run a business before and I
guess we just didn’t have the sort of hands-
on experience they were looking for.

contacted went through our business plan
in detail. When he'd finished working out
the figures, he said that our niche market
was just that ~ too ‘niche’ - not enough

i
t
t
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growth potential. Our target customers
were specialists in their own field and
there would've been a limit to what we
could scll them.

Speaker 4: We'd done our homework and

we knew that the financials needed to

be set out in detail. But, in retrospect, I
think we tried to be too realistic, taking all
eventualities into account. The projections

presentation was perfect and your audience is
speechlesst Unfortunately, in mosi cases two
other scenarios arc more common: either, they
nced a bit of encouragement or you've put
them to sleep! In either case, if you don’t want
to finish on a low, you need 1o start them off;
tell them a question you’re often asked and
then answer it! The chances are the questions
will begin to flow. OK. Let’s look in a hit more

give our predicted turnover. I think we
said $380,000 in year one. That was right
wasn't it? And then $550,000 by the end
of ycar two.

. Yeah. $380,000 and $550,000. And lastly

our mission. [ think we should keep it
really simple.

: I agree. I had two main things in mind. To

be a great place to eat, with an engaging

were peppered with ‘f this, then that’ and
I think they were looking for something
more concrete.

6.4 Speaking: Taking questions
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Last but not leasl that brings us to the

the question of ... Questions! A lot of
inexperienced presenters are terrified of

the question and answer session. After all,
it’s the part of the presentation over which,
apparently, you have least control. But,

with careful preparation, you can come out
smiling. Put yourself in your listeners’ shoes.
What sort of questions could theyask you?
‘What are the worst questions they could
come up with and how can you answer
them? And preparing for questions involves
developing your general question-answering

techniques, improving your skills in response

to the five basic types of question. There

are a couple of general points to remember.
The first point to remember when you're
fielding questions is listen to the questioner.
For example, maintain eye-contact with the
questioner and use body-language, nodding
for cxample, to show that you’re paying
attention. The next thing to remember is
don’t interrupt. That would make you look
rude, and the questioner might feel he or she
hasn’t had a chance to get their point across.
Next, comment on the question before you
answer the it. This signals your attitude to
the audience, but, equally important, gives
vou a few seconds of thinking time! The final

thing to remember is to reply to the audience.

Yes, not just the person who asked the
question, but the whole audience. Although
one person asked the question, it might have
bcen in everyone’s minds, After all, you hope
everybody wants to hear the answer! ...

& 216

That brings me to the five basic question
types and how to react to them. First, uscful
guestions. They reinforce or clarify what
you're saying. Thank people for asking them.
Sccond, awkward questions. Questions can
be awkward for different reasons: they may
be loaded - aiming to put you on the spot

- aggressive, or just unclear. Or maybe you
just don’t have the answer. Whatever, you
must avoid getting into an argument. Defuse

the aggressive ones, clarify the vague ones. Be

prepared to explain, reformulate, or reassurc.
Be fair but firm and don’t be aggressive or
defensive yourself. And be honest. If you

can’t, or don’t want to answer, say so, or offer
to get back to the questioner atterwards. Next,

irrelevant questions. Double check quickly
that they arc irrclevant, comment tactfully
and move on. Then there are unnecessary
questions, which you've already covered.
Point this out, summarize briefly and move
on. And finally, ‘No questions’. Maybe your
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detail at ...

6.6 Case study: Angels or demons
< 217
Luis: Kate, if I didn’t know you belter, I'd say

you brought me here to boost my morale.
The food’s OK, and the decor isn’t bad, but
if this is the best Montreal can offer, then 1
think we can do better with Kaluma.

Kate: Shh, Luis, the waitress! Yeah, but you're

L:

K

AR

right, I'm sure we can.

Did you bring the executive summary
headings — Sorry, I forgot to print them
out.

: Yep! Here you go. Shall we just take it as it

comes?

: Yeah, go for it. Humh, outline ... Kaluma

: Well, we need to say a bit about what

Kaluma is. You know, a medium-sized
restaurant selling organic food, and so on.
We also need to say we have an emphasis
on fair trade. | think people think that’s
more and more important. Now, target
customers?

- Well, I suggest we need 1o think a bit more

about that one, before we define a precisc
target market. After all, Montreal’s a big
city and I'm sure if the product is good, the
customers will come.

. OK, lct’s leave that for later. So, core

products? We have 10 say that we are
selling healthy, organic cuisine. But to me
it’s not just a question of that. We have to
also mention the cool atmosphere. So it's
not just the food but the whole concept
that we’re offering, that sort of thing.

2 Yeah, Y1l go for that. ......, OK ...

Management team. Mmm. Well that’s easy
really, we can mention that I'm the general
manager. That’s probably all they need to
know about me. And you’re the financial
manager.

: Don't forget about Mario though. He’s one

of the most experienced chels in town.
Let’s mention that he’s the head chef,

: OK. Now, what’s next? Oh, keys to

success. Well, we have to mention the
location. We’ve talked about that a lot,
haven’t we?

Min. We should definitely emphasize our
location, which is excellent. The other
thing we should mention is the training
we’re giving our staff. Good service is
everything. So, location and training.

. Yeah. You know, I think we’re gonna be

better than the competition. The whole
experience is gonna be, well, just so much
nicer than a place like this!

. Shh! The waitress!
. Sorry, I'm just getting overexcited again!
: Yeah, well the {inancials should calm

you down. After all, that’s why we're
here in the first place! I think we should
just stick to some basic figures. Let's just

atmosphere.

: That’s obvious enough.

. And to provide great healthy food.

. Fantastic. With that devil, Mario, in the

kitchen, we’re gonna be unbeatable.

K: Well, Luis, let’s just hope that gencral
manager, Luis Hernandez, with his fifteen
years of management expericnce, and
Mario ‘the devil’ can persuade an angel
to part company with 50,000 bucks next
week!

1. Shh! Kate. The waitress!

< 218

Darren: So, to summarize, first, you have to
grab your audience with your opening
sentence. You may have a fantastic
product and a dynamite team, but if you
don’t get investors’ attention, you won’t
get funded. So makce sure you have a great
hook.

Then, cut out all the hype or exaggeration.
Don’t use superlatives like ‘cheapest’,
‘fastest’ and so on. Be specific; say fifteen
per cent cheapcr, ten per cent faster than
the competition, and be rclevant, ‘cause
you just don't have time in 60 seconds to
go into detail. And of course, make sure
your pitch can be delivered in 60 seconds
without rushing. That means a maximum
of 150 words and probably something
nearer 100.

Finally, questions. The angels may have
only three minutes to ask them, but those
three minutes will seem like an eternity to
you if you aren’t prepared. So, think about
the sort of questions they might ask, the
tough ones, and decide how you're gonna
respond . Now, I know ...

oRC

Unit 7 Financial Control

7.1 About business: Financial
control

& 2:19

Interviewer: Welcome to Next Steps, the
graduate career podcast. I'm joined today
by Pedro Avalleneda, a Manchester-based
careers consultant who’s been researching
changing attitudes to the financial services
industry, in particular, accountancy. Pedro,
why do you think accountancy has had an
image problem?

Pedro: Well, it’s a stereotype, and in that sense
it’s unfair. But there’s often an clement of
truth to a stereotype, and the image may
have had some basis in fact in the past.
There are several reasons why I think the
image developed. Firstly, accountancy is
seen as based on numbers. Most people
arcn’t that kecn on maths, and its a
subject that a lot of people give up as soon
as they can. It’s a shame people make this
association, because these days much of
the maths is taken care of by computers
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and the accountants can focus on analysis
and strategy. Another reason is that
accountancy is scen as predictable: I gucss
what people have in mind is that the tasks
you have to do are often similar - relating

to balance sheets, profit and loss accounts,

and so on. This isn’t really true any more,
since accountants do a lot else besides.
Finally, accountancy is sccn as a steady
job. You might ask what’s thc problem
with that, but for some people it implies
that accountants are not risk-takers.

I And what’s changing now? I mean, how
would you say the accountancy profession
is breaking out of the stcreotype?

P: Well, the best way to answer that is to
look at the facts. A recent survey into
job satisfaction showed that peopic who
entered so-called creative professions
like advertising and the media were
often the least satisficd with their jobs.
Accountancy, however, reported excellent
job-satisfaction. Sixty-seven per cent said
they wanted to stay in their jobs. So it
seems people who pursue accountancy
don’t find it predictable. Another reason
for its changing image is that it’s friendly
to women. In the US, 60 per cent of
public accountants are women, and in
the UK levels are also high. So, it's a
female-friendly profession, and this has
changed some of the negative perception
- the stereotypical accountant was often a
man. Finally, accountants really are key-
decision makers. Accountants today are
important figures in the boardroom, and
it’s often accountants who have the best
understanding to make big management
decisions. In that sensc, it's a very
responsible position. As a consequence,

I think graduates are recognizing that
accountancy is a profession in which they
can cxpect to have real influence on a
business.

I: OK, thanks Pcdro. Now, I have got some
questions for you. We’ve had some emails

7.4 Speaking: Communicating in
meetings
< 2:20

Alice: OK, guys. Your financial reporting
system looks to be in good shape, but
we’re gonna have to make a few changes
in terms of when you do things and how
often, you know, to bring things into line
with US procedures; do a bit of tweaking
on the reporting period side. And ...

Serge: Euh, sorry, Alice, could you repeat?

A: Sure, Serge. I was saying we need to do
a bil of tweaking on the reporting period
side. And we need to iron out some issues
on the IT side, too, David. But, I reckon
we're gonna have to sct up a scparate
meeting to take stock of things cause we
don’t really have time today, OK?

David: What, Alice? 1, erm ...

A: Yeh, Dave, a meeting to take stock, maybe
with some of your key tcam members.
What about tomorrow morning at eight-
thirty?

D: Umh, what? Oh, yes, OK, eight-thirty.

A: So that’s all clear then. Great, so what do

you say if we break for lunch. I just got off

the plane this morning and 1 didn’t have
time to grab brcakfast. I'm starving! Shall
we meet back at two?

S: Euh, two?

D: Yes, OK, two.

A: Great, well, ‘bon appetit’ as you guys say.

S: David, what the hell is ‘tweaking'?

D: { don’t know, Serge. All I know is that
I've just agreed to a meeting tomorrow
morning at half past eight to talk about
‘stacks’ or ‘stocks’!

» o,
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Alice: OK, guys. Your financial reporting

system looks to be in good shape, but
we're gonna have to make a few changes
in terms of when you do things and how
often, you know, bring things into line
with US procedures; do some tweaking on
the reporting period side. And ...

Serge: Euh, sorry, Alice, I'm not sure 1 follow

A:

A:

you. Could you be more specific?

Sure, Serge. Humh, what I mean is that
we need to standardizc the procedures, ...
make the procedures the same as our US
ones,

: Erm, so, what you're saying is that

we’re going to have to produce financial
statements more often, is that right?
You got it, Serge. To be precisc, every
month.

Serge: That's going to mcan a lot of cxtra

A:

work, Alice!

Well, you're right up to a point but the
benefits are worth it. Anyway, we'll look at
ways we can allocate more resources to set
up the new system later on, OK?

. OK, Alice.
: Now, we nced to iron out some issues on

the IT side, toa, David. But, [ reckon we're
gonna have to sct up a separate mecting to
take stock of things, cause we don't really
have time today, OK?

David: Sorry, Alice. You've lost me. We need

A:

S:

D:

to do what?

Well, in other words, we need 1o deal with
some IT problems. And (o do that, first we
need to take stock, erm, see where we are

at the moment. Do you see what I mecan?

. Yeah, that’s clcar now. I could set up a

mecting tomorrow morning at half past
eight if that suits you?

: OK. That’s great. So, can we go over what

we've decided? We’re going to standardize
the financial reporting, and David and

I will meet tomorrow to discuss the I'T
problems. Docs cveryone agree with that?
Yes, that’s fine.

: OK. Now, I don’t know about you guys,

but I didn’t have time to grab breakfast
this morning and I'm starving, erm, very
hungry, so what do say if we go eat?
Good idea, Alice. Just thinking about
monthly reporting has made me hungry.
Let’s go!

7.5 Writing: Meeting minutes
<& 222

Enzo: OK, Francois. Thanks for those

statistics on late payers. I can sce why
management want us to cut late payment
time by at least fiftcen working days. Any
ideas on how to do it? Alice?

Alice: Well, it’s pretty clear o me, Enzo. We

have to put more pressure on the slow
payers much sooner than we do at present
- Ithink Frangois will back me on that?

Francois: Absolutely, Alice. In my opinion,

E:

we need to do two things. We need to
reword our standard chasing emails to
make them sound more threatening and ...
Threatening, Frangois? I don’t really want
chasing emails sounding like that!

: OK, let’s say more asscrtive or persuasive.

Anyway, they've got to show the customer
that we require prompt payment. And the
second thing is, we need to send the first
reminder out earhlier.

. Right, so that’s make the chasing email

more assertive and send the first reminder
out more quickly, Erm, Frangois, could
you look afier redrafting the standard
email. And Alice, perhaps you could
review the current schedule of when we
send each chasing email and see how we
can reduce the whole timescale. Can you
both report back at our next meeting in
two weeks?

A: Fine, yeah, erm, OK.
S 223

Dylan: So, to put it briefly, covering for

E:

absent colleagucs instead of just leaving
their work until they get back is not just a
question of efficiency. It will also improve
the department’s image both inside the
company and with our customers and
suppliers. Of course, it will mean slightly
more work at certain times, but I'm
convinced the effort will be worth it.

: I see your point Dylan, but I'm not sure

that the end of the year is the best time
to run a major project like this. Staff
will need training to be able to do their
colleagues’ work and you know that
the end of the year is always our busiest
moment.

. Alice is right, Dylan. Why don’t we give

ourselves more time on this point.

: Oh, Pm quite happy to have more time, If

you like, I'll draw up a training schedule
for February next year and show it to you
at our first mecting in January. How's that?
Sounds great, Dylan. We'll look forward to
hearing your conclusions in the New Year.

& 2:24

F:

Let me see. What else? ... Electricity
saving meastres, toner and ink cartridge
recycling, reductions in the use of paper,
proper sorting of waste into plastics, paper
and I think that’s about it.

: Humh, well I think this brainstorming

session has been very useful. It’s certainly
thrown up a whole lot of good ideas. But I
get the feeling that we nced some outside
help on this if we really want a lasting
reduction in waste,

: You're vight, Enzo. We should get in touch

with an environmental consultant or
something for some basic advice.

. Fine, well, 'l deal with that if you like.

I don’t think I'll be ready in two weeks
so I'll come back to you on it in October,
OK?
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7.6 Case study: Car-glazer
< 2:25

Nina: HeHo. Accounts.

Emily: Oh, hello. 1s that Nina Kovar?

N: Speaking.

E: Good morning, Nina. This is Emily
Wyatt from Car-Glazer in Prague. Robert
Smid asked me to call you. It’s about an
outstanding bill from July.

N: Ah, yes, well, humh. In fact, can I put you
through to Mr Miler. I think he’d like to
talk to you about this himself.

E: Well, yes, of course.

Jakob: Miler speaking.

E: Good morning, Mr Miler. Emily Wyait
from Car-Glazer. I was calling about the
outst ...

J: Yes, yes, I know why you’re calling Ms
Wyatl. Look, I'm sorry to sound so rude,
but this whole matter has made me rather
angry. [t’s that Sales Manager of yours,
Filip Novak!

E: Filip Novak, our Sales Manager for the
East? I'm sorry, Mr Miler, I'm not sure I
follow you?

J: Yes, well, let me explain. He brought his
BMW in to the garage to be ...

E: Sorry to interrupt, Mr Miler. You said his
BMW?

J: That's right.

E: But our Sales Managcrs drive company
Volkswagens!

J: Well that explains a lol. Anyway, he
brought the car in to be repaired at the
beginning of July. He'd had an accident
and we had to do a lot of work on it. He
told us you knew all about it and that Car-
Glazer would pay the bill. Here in Brno
we trust people. We simply sent you the
bill with our normal July ¢laim - for about
81,000 koruna I believe - and thought no
more of it. Bul we still haven't been paid
the 378,000 koruna for the work we did
on his car. And that’s why we haven’t paid
you. It seemed like the only way of being
paid what your Mr Novak owes us! I've
been trying to call him for the last three
weeks but had no luck.

E:. Well, I sce what you mean, Mr Miler, and
I can understand why you’re annoyed.
I'll need to talk to my boss, Artur Nemec,
about this, but I'll get back to you as
soon as I can. [ think Filip Novak owes
everybody an explanation!

& 2:26

Artur: Well, that was our friend, Filip Novak!
He’s just landed us the biggest deal we’ve
ever made. We're going Lo be the preferred
glass replacement company for the number
one insurance company in the Czech
Republic! So, where do we go from here?

Unit 8 Fair trade

8.1 About business: Fair trade

& 2:27

Oh, yes, hello, this is Margaret, from
Cheltenham. I'm phoning to comment on the
article ‘Why fair trade is a bad deal’ which
appeared on your wcbsite. I just wanted

to say that fair trade supporters are not as
‘misguided’ as the article suggests. It’s rather
surprising that the writer himself has forgotten

to mention that free trade and globalization
are all about the survival of the fittest. Frec
trade is a jungle! It may be true that big
producers who sell to Starbucks and Calfé
Ncro can improve their productivity and
command higher prices, but what happens
to the small farmers? They're forced out of
business altogether. Fair trade may never
make small coffee farmers rich, but at least
it lets small [armers make a living! And ona
larger scale, free trade is dangerous because
it encourages unbalanced economics. Take
Mr Singleton’s example of Mexico. With free
trade, Mexico might decide to stop growing
coffee, corn, or rice. All their farmers would
only grow chilli peppers because it's more
profitable, and they would make enough
profit to be able to import everything else.
But what would happen if thc world market
for chilli suddenly collapsed? With fair trade,
you spread the risk, and you give everybody a
chance to make a decent living.

8.2 Vocabulary: Contracts and

corporate ethics

<& 2:28

Speaker 1 Well, talking about unethical
bechaviour, docs the name Victor Lustig
ring any bells? He was the man who sold
the Eiffel Tower - twice!

Speaker 2 You must know the story about
the American CEQ who sold her company
shares only days before the share price
crashed? She said it was ‘an unfortunate
coincidence™ Like hell it was!

Speaker 3 Paying government officials to
avoid red-tape is well-known, but did you
know that music companies have been
paying radio DJs to play their music since
the nineteen-fifties? Might explain why
some number one records are so bad!

Speaker 4 Did you hear about the mayor
of that small town in Italy? He used
his position and influence to get local
contractors to build him this enormous
castle in the mountains - for nothing!
Incredible!

Speaker 3 And there was this Korean
scientist, a top researcher, a really famous
guy. Anyway, il turned out that he’d been
using government research funds to pay
for luxury hotels, restaurants, and even a
round the world cruise for his wife! Nice
work if you can get it, 1 say!

Speaker 6 A couple of years ago there was
an HR Director who managed to hire
and promote several of her brothers and
sisters to important positions in the same
multinational. Keeping it in the family,
eh?!

Speaker 7 I heard about these marketing
executives who were so desperatce to
succeed, they planted bombs in their
competitors’ factories. Fortunately
they were caught before they went off —
otherwise I suppose they would have had
whal you'd call a booming market!

Speaker 8 Of course everybody’s heard about
the offshore banks which process large
cash transactions for drug dealers. I just
don't understand why governments seem
to wash their hands of the matier!

8.3 Grammar: Obligation and
permission; inversion

< 2:29

Oksana: Right, Eddie, if you go through the
main issues in this outsourcing agreement,
then I'll get Jan to draft the guidelines
tomorrow morning, OK?

Eddie: Sounds good to me, Oksana. It’s a
question of giving ourselves the right
image. Basically, we can't afford the sort
of bad publicity we had last year, when
the media suggested our suppliers werc
treating staff badly. We need to look at
everything to do with working conditions,

- minimum age, working hours, safety, that
sort of stuff.

O: Yeah, well let's start with minimum age. I
guess that'll be the usual over fifteen the
day they join the company.

E: Yeah, nobody under sixteen, and I mean

nobody!

: OK, agreed.

. Regarding working hours, our suppliers
need some flexibility, but we need to stick
to a maximum of twelve hours in any one
shift. And, at least a half hour break every
four hours.

O: OK, so that’s no more than twelve hours at
a stretch and a half hour break every four
hours. Now, what about safety?

E: Well, in fact I'm gonna have to get back to
you on that, because I don't have details
of all the machines they vse. But basically,
it's a question of ensuring that all the
machines have the necessary guards and
that the operators use them. The other
thing is that they must give all employees
protective gloves of course, that sort of
thing. Still, you can ask Jan to draft the
basic clause and I'll get back to you with
the details.

O: Great! Now, let’s see ... accommodation?
Company dormitories and so on.

E: Well, things are generally improving.
They're beginning 1o see that if you treat
people like rabbits, they work like them.
But anyway, I reckon we should insist on
a minimum personal space of six square
metres and ...

m O

8.4 Speaking: Negotiating a
compromise

S 2:30

Leah: I'm sorry, Alfredo, but we can’t go
as high as $160. Our normal fair-trade
premium for top-grade cocoa beans is
world market price plus $140 per ton. |
can’t go higher than $150.

Alfredo: We want $160.

L: Ycs, I know that Alfredo, but as I just
told you, it’s not possible. What about
prefinancing?

A: We want advance payments of up to 60 per
cent of the value of the contract.

L: Well, OK, but 60 per cent is only possible
if at least half of the crop is grown under
shade trees.

A: No. Shade trees mean extra cost. And
you already want to increase our costs by
refusing to let children under [ifteen help
their parents on the farms. I can’t agree
to that,
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L:

Alfredo, you know very well that child
labour is totally unacccptable!

A: Well, our children always help on the

L:

farms, and we can’t afford shade trees.

1f you're not prepared to negotiate the
premium, I don’t think you have any right
to criticize our culture.

Look, Alfredo, I'm not criti ... Oh, forget
it!

O 2:31

Leah: I'm sorry, Alfredo, but we can’t go

as high as $160. Our normal fair-trade
premium for top-grade cocoa beans is
world market price plus $140 per ton.
But look, I know how important this is
to your cooperative; assuming we can
reach a compromise on the question of
prefinancing, I'm prepared to meet you
half way — $150. Is that acceptablc?

Alfredo: Alright; that seems fair.

L:
Al

L:

A

Good. So what about prefinancing?

We would like to be able to ask for
advance payments of up to 60 per centof
the value of the contract.

. Well, OK, we are willing to agrec to 60 per

cent, provided that at least half of the crop
is grown under shade trees.

: Leah, as you know; shade trees mean extra

cost. I’d be reluctant to make that sort

of commitment - unless you can review
your position on children under fiftcen.
You see, it’s a tradition in our country that
children help their parents on the farms.

. Alfredo, [ think we’ll have to agree to

disagree on that. Child labour is something
that fair trade customers feel very strongly
about.

: Hm. Alright, I understand that. So, at least

half the crop under shade treecs, and up to
60 per cent of payment in advance.

OK. And no more children working on the
farms?

Alright. I can live with that.

8.6 Case study: Green Hills Coffee
& 2:32

Magda: Fabio, for God’s sake, stop talking

about Gordon Hills as if he was some kind
of saint! ‘Gordon always said this, Gordon
always did that!?

Fabio: Listcn, Magda, Gordon was my father's

best friend; he was a good and gencrous
man, and if it wasn’t for him, Granos
Cabrera wouldn’t be where it is today.

: A good and generous man? Don’t

be ridiculous! He was just a clever
businessman: he knew your father grew
good coffee, and he knew he could

make a good profit on it. And unlike his
daughter, he wasn’t warried about details
like pesticides, or children working on the
farms.

: Fiona is very fair. She has strong ideas

about ecology and human rights, and she
wants a fair deal for cveryone.

: Fabio, get real! She doesn’t really care

about pesticides, or child labour - for her,
it’s just a good excusc to negotiate even
lower prices! She's only interested in the
bottom line. Why do you think Green Hills
is s0 profitable?

- That’s not fair! Green Hills is profitable

because Fiona is a good manager.

: Well she’s certainly a good negotiator. She

always gets the lowest possible prices.
She’s the reason for all our problems

- Green Hills pay us less every year! It's no
waonder we’re not making any money!

. Magda, it's not Fiona’s fault. Granos

Cabrera’s problems are due to world
market prices - they keep going down. It’s
very technical.

: Well I know I'm only from Germany, and

we Germans know nothing about the ‘very
technical’ international coffee market;

but I do know that if Green Hills paid a
fair price, the organic price, the farmers
would be able to send their kids to school,
instead of sending them out to work!

- Well, sure, fair-trade, is the future. That

and going organic probably would be the
solution to our problems. But Magda, we
can't afford fair-trade certification, it’s just
loo expensive —

: Well then, the solution is very simple.

Green Hills should pay for fair-trade
certification, and lend us some money to
invest in new equipment to go organic! It’s
in everybody’s interests.

- Idon’t know; it’s very difficult. If Dad was

still alive he’d just have a friendly chat
with Gordon and everything would be OK.

: Yeah, well, he’s not, is he?! He's dead and

gonge, and so is Gordon Hills. So you’d
better start getting tough with Fiona, or
she’ll eat you ative
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Unit 1 Building a career

1.1 About business:
The education business

alumni /slamnar/ (singular alumnus) noun [count)
MAINLY AMERICAN, FORMAL someone who was a
student at a particular school, college or university

applicant / eplikont/ noun [count] someone who
applies for something, such as a job or a loan of money:
Successful applicants will be notified by telephone.

aptitude /®ptijud/ noun natural abilily that makes it easy
for you to do something well: an aptitude test.

budding /badiy/ adjective [only before noun] at the very
beginning of a carcer in writing, politics etc and likely to
be successful at it

corny /ko:(r)ni/ adjective used so much that it seems silly

coveted /kavowd/ adjective FORMAL wanted, in demand

cutthroat /kat8rout/ adjective [usually before noun]
describing an activity in which people compete with cach
other in an aggressive way

endowment /m'davmont/ noun [count] money given to an
institution

enlist /inlist/ verb [transitive] to get somecone to help or
support you

faculty /fxk(e)lti/ noun [uncount] AMERICAN all the
teachers in a school, college or university: a meeting for
students, faculty and administrators

fee /fi:/ noun [count usually plural] money that you pay to
a professional person or institution for their work: Tuition
fees at Stanford have now reached £9000 a year.

practise what you preach /prakus wot ju: pritf/ to do the
things you tell other people to do

remain aloof /r'mem sluf/ verb to not become involved
in something

show up /oo ap/ phrasal verb [intransitive] INFORMAL
to arrive in a placc where people are expecting you: We
didn’t think Austin would show up.

sift /sift/ verb [transitive] to examine information or
documents to find what you are looking for

staggering /stegoriy/ adjective extremely surprising

stellar /siela(r)/ adjective extremely good

step up /step 'Ap/ phrasal verb [transitive] to increase

1.2 Vocabulary:
Education and career

drop out /drop ‘aut / phrasal verb [intransitive] to leave
something such as an activity, school or competition
before you have finished what you intended to do

miss out /s 'aut/ phrasal verb [intransitive] to lose an
opportunity to do or to have something

start over /sta:in)t 'suva(r)/ phrasal verb [intransitive]
AMERICAN to begin doing something again from the
beginning

thoroughly /barsli/ adverb very carefully, so that nothing
is missed: The case will be studied thoroughly before any
decision is made.

working party /ws:(0)kig pa:(r)ti/ noun [count] BRITISH a
group of people who examine a problem or situation and
suggest a way of dealing with it

1.3 Grammar:
Tense review

come along /kam o'loy/ phrasal verb [intransitive] to
arrive or become available

fancy /frensi/ SPOKEN used when you are very surprised
about something

put on weight /put on 'wert/ phrasal verb [transitive] to
become fatter

1.4 Speaking:
Giving reasons

intake /intcik/ noun [singular or uncount| the number of
people accepted by a school or university at one time: this
year’s intake of students

1.5 Writing:

Cover letters

accomplishment /skamplifment/ noun [count or uncount]
something difficult that you succeed in doing, especially
after working hard over a period of time

brokering /broukary/ noun [uncount] AMERICAN (UK
brokerage) the activity of organizing business deals for
other people

lead /li:d/ noun [count] a piece of information or a contact
that may bring new business

outgoing /autysuiy/ adjective someone who is outgoing is
friendly and enjoys meeting and talking to people

tender /tenda(r)/ noun [count or uncount] a formal written
offer to provide goods or scrvices for a particular price

venue /venju:/ noun {count] the place where an activity or
event happens: A popular venue for corporate events.

1.6 Case study:

Mangalia Business School

campus /kempos/ noun [count or uncount] an area of
land containing all the main buildings of a school or
university: We have rooms for 2000 students on campus.

draw up /dro: 'ap/phrasal verb [transitive] to prepare and
write something such as a document or a plan

heritage /herinds/ noun [count or uncount usually
singular] the art, buildings, traditions and beliefs that a
society considers important to its history and culture:
Ireland’s rich musical heritage.

metropolis /ms'tropslis/ noun [count] a big, exciting city

procurement /prokjoa(r)mont/ noun [uncount] the process
of buying supplies or equipment for a government
department or company

sit back /sit 'bek/ phrasal verb [intransitive] to relax and
stop making the cffort to do something

tailor /teilo(r)/ verb tailor something to/for to make or
change something especially for a particular person or
purpose '
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Unit 2 Information
2.1 About business:

IT solutions

bury /beri/ verb [transitive, often passive] to cover or hide
something

cram /krem/ verb[transitive] to force something into a
place that is too small

flush something down the toilet /fla[ sam6iy daun do
todat/ [transitive] to get rid of something by putting it into
the toilet

mad dash /mad 'de[/ noun [singular] going somewhere
very quickly because you are in a hurry in an extremely
uncontrolled way: At the end of. the nineties there was a
mad dash to buy shares in high-tech companies.

mess up /mes 'ap/ phrasal verb [intransitive or transitive]
to do something wrong or spoil something, especially by
making mistakes

overhaul /ouvo(r)ho:l/ verb [transitive] to completely
change 4 system to make it work more effectively

pressure-cooker /prefa(r) koka(r)/ noun [count] 1 a deep
cooking pan for cooking food quickly 2 INFORMAL a
difficult situation in which people have to work very hard
or experience a lot of strong emotions

quest /kwest/ noun [count] a long difficult search

slick /slik/ adjective done in a very impressive way that
seems to need very little effort

take a breather /teik 5 ‘bri:do(r)/ phrase INFORMAL to
have a rest.

2.2 Vocabulary:
Information systems and communication

snail mail /sneil meil/ noun [uncount] COMPUTING
letters that are sent by post

2.4 Speaking:
Telephoning

IP address /a1 pi: 9dres/ noun [count] COMPUTING

Internet Protocol address: a code that represents a
particular computer and is used to send messages to it on
a network ar the Internet.

mustn’t grumble /mas(t)nt '‘gramb(a)l/ used as a reply to
someone who asks you whether you are well, for saying
that you feel alright

small talk /smo:lto:k/ noun [uncount] INFORMAL
conversation about things that are not important

trivial /uviol/ adjective not very interesting, serious or
valuable

2.5 Writing:
Memos

alleviate /sli:viert/ verb [transitive] to make something
less painful, severe or serious

fine /famn/ noun [count] an amount of moncy that you
have to pay because you have broken the law: Firms
could face fines of up to £5000.

forethought /f5:(r)8o:t/ noun [uncount] careful thought
and planning that prepares you well for a future event

forthwith /(o:(ryowi0/ adverb FORMAL LEGAL
immediately

officialese /5[1f21i:z/ noun [uncount] the way of speaking
or writing uscd by people who work in government
offices, especially when ordinary people cannot
understand it

shareware /[ca(r)wea(r)/ noun [uncount] computer
software that you can get on the Internet and use fora
period of time before paying for it

time frame /taim fremm/ noun [count] the period of time
during which something happens or must happen

2.6 Case study:
Meteor Bank

drag someone kicking and screaming /dreg samwan
'kikig sn skriimm/ to make someonc do something that
they do not want to do

downtime /davntaim/ noun [uncount] time when a
computer or other machine is not working

malicious /malifos/ adjective deliberately wanting to hurt
someone or cause damage

Unit 3 Quality

3.1 About business:
What quality means

commitment /kamimant/ noun {singular uncount] a
strong belief that something is good and that you should
support it: The government has failed to honour its
commitment to the railways.

craze /krerz/ noun [count] something that suddenly
becomes very popular, but only for a short time

enchanting /mn'tfa:nuy/ adjective very interesting and
attractive

end /end/ noun [count] the reason for a particular action
or the result you want to achieve

fake /feik/ verb [transitivc] to make an exact copy of
something in order to trick people

planned/built-in obsolescence /plaend/ bilt in pbsales(o)ns/
noun [uncount] the practice of making products that will
quickly become old-fashioned, or will not last long, so
that people will need to replace them

roughly /rfli/ adverb approximately: The meeting lasted
roughly 50 minutes

sake /seik/ noun [count usually singular] the purpose of
doing, getting or achieving something: For clarity’s sake,
let me explain that again.

sour /'sava(r)/ verb [transitive/intransitive] if a situation
sours, it stops being successful or satisfactory

struggle /strag(a)l/ verb [intransitive] to try hard to do
something that you find very difficult He struggled to
open the bottle with a knife

take for granted /teik fo(r) ‘greentad/ to expect something
always to exist or happen in a particular way People take
it for granted that the weather in Spain will be sunny

white goods /wait gudz/ noun [count] large pieccs of
electrical equipment used in pcople’s homes
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3.2 Vocabulary:
Quality and Standards

cost-effective /kost rfekuv/ adjective giving the most
profit or advantage in exchange for the amount of money
that is spent

fit for purpose /it fao(r) ‘pai(r)pes/ adjective of a good
enough standard for a particular use

in the eye of the beholder /in 8i a5 ov 05 brhauida(r)/
used for saying that different people perceive things
differently: Beauty is in the eye of the beholder.

machine /moin/ verb [transitive] to give metal, wood or
plastic a particular shape by cutting it on a machine

stakeholder /steik houlda(r)/ noun [count] somebody who
is affected by or who has an interest in the success or
activities of a company

3.3 Grammar:

Passive structures and have something done

grab /grab/ verb (transitive] INFORMAL take

hassle /hs(s)l/ noun [count or uncount] INFORMAL a
situation that causes problems for you, or that annoys you
very much

round-the-clock /raund 82 kiok/ adjective happening or
done all day or all night

night shift /nart [1ft/ noun [count] a period when some
people work during the night in a workplace.

3.4 Speaking:
Delivering presentations

make or break /merk 2 breik/ to help someone or
something to be very successtul or to cause them to fail
completely

signposting /sainpaustiy/ noun clear or noticeable
indicators that give structure to speech of writing

3.5 Writing:
Procedures and instructions

drowsiness /‘draozinas/ noun [uncount] sleepiness

garment /ga:(tyment/ noun [count] FORMAL a piece of
clothing

groove /gruzv/ noun [count] a line cut into a surface

peg /peg/ noun [count] an object used for fastening
things together The furniture is built using wooden pegs
instead of nails

upside down /apsaid 'davn/ adverb with the top part at
the bottom or lower than the bottom part The car landed
upside down in the ditch

3.6 Case study:

Zaluski Strawberries

bulk /balk/ noun [count usually singular| the bulk of
something is the majority or largest part of something:
Women still do the bulk of domestic work.

bruise /bru:z/ verb [transitive] to damage a piece of fruit
and cause a soft brown area to appear on its surface:
Fallen apples are often bruised

harvest /ha:(r)vist/ noun [count] the activity of collecting a
crop the corn harvest

outlet /autiet/ noun {count] a shop or place wherc a
particular product is sold Most of the sales are through
traditional retail outlets

punnet /panit/ noun [count] BRITISH a small container
like a basket, in which fruit such as strawberries are sold

shallow /[=zlou/ adjective with only a short distance from
the top or surface to the bottom; the opposite of deep.

shed /jed/ noun [count] a building, usually made of wood,
in which you store things

shelf life /felf laif/ noun [singular] the amount of time
that a food, medicine or similar product can be keptin a
shop before it is too old to sell

sound /saund/ adjective healthy or in good condition

squash /skwo[/ verb [transitive] to damage something by
pressing or crushing it and making it lose its normal shape

stack /stazk/ verb [transitive] to arrange things so they
stand one on top of another She began stacking plates
on the trolley

straw /stro:/ noun juncount] the yellow stems of dried
crops such as wheat g straw hat

tray /irei/ noun [count] a flat open container with raised
edges used for holding or carrying things.

Unit 4 Feedback

4.1 About business:
The project team

accomplish /akamphf/ verb [transitive] to succeed in
doing something: We accomplished a lot at work this 1
week !
apathy /xpo8i/ noun [uncount] a feeling of having no
interest in or enthusiasm about anything, or not being
willing to make any effort to change things
aspiring /o'sparnn/ adjective hoping and trying to be i
successful at something, especially in your career -
better off /bew(r) f/ adjective in a better situation
blindfold /blain(d)fosid/ noun [count] something that is
tied over someone’s cyes so that they cannot see
bunch /bantf/ noun [singular] a group of people
buy into /bar 'mu/ phrasal verb [transitive| INFORMAL
to believe something that a lot of other people believe
milestone /mailstoun/ noun {count] an event or
achievement that marks an important stage in a process
offend /ofend/ verb [transitive] to make someone upset
and angry by doing or saying something.
scope /skaup/ noun [uncount] the things that a particular
activity, organization, subject, etc deals with: These issues
are beyond the scope of this book.
silly /s11i/ adjective not intelligent, serious, important or
practical.
start from scratch /stait from 'skractf/ to start from the
beginning again

4.2 Vocabulary:

Managing people and projects

appraisal interview /opreiz(s)] 1nwo(r)vju:/ noun [count)
BRITISH an interview between a manager and an
employee designed to evaluate how well the employee is
doing their job

hectic /hekuk/ adjective full of busy activity

loner /launa(r)/ noun [count] someone who likes to be
alone and has few friends
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4.4 Speaking:
Coaching

information by encouraging someone to talk

insolent /'msslont/ adjective rude, cspecially when you
should be showing respect

overdo /auvs(r)du:/ verb [transitive] to do, say, use etc.
more of something than you should: overdo it: to work
too hard, making yourself tired or ill

praise /prerz/ noun [uncount] an expression of strong
approval or admiration: Give your child plenty of praise
and encouragement

4.5 Writing:
Reports

foster /fosta(r)/ verb [transitive] to help something to
develop over a period of time: This approach will foster
an understanding of environmental issues.

4.6 Case study:
Trident Overseas

could do with something /kod 'du: wid sam@m/ SPOKEN
used for saying that you want or need something

dealer /di:la(r)/ noun [coutt] a person or company that
buys and sells a particular product: a car dealer

forecourt /f5:(r)ko:(r)}t/ noun [count] an open area in front
of a large building or service station

handle someone with kid gloves /hxnd(a)l samwan wid
kid glavz/ to treat somcone in a very careful or gentle way

mess /mes/ noun [singular] a difficult situation with lots of
problems, especially because people have made mistakes;
arn economic mess

put up with /put 'ap wid/ phrasal verb [transitive] to
accept something or someone unpleasant in a patient way

sort out /so:(r)t ‘aut/ phrasal verb [transitive] to solve a
problem or dcal with a difficult situation successfully

top up /twp ap/ phrasal verb [transitive] to completely fill a
container that is already partly full

windscreen /win(d)skrin/ noun [count] BRITISH the large
glass window at the front of a vehicle

work your fingers to the bone /wsik jo figga(r)z 1o de
baon/ to work very hard, especially doing something that
involves a lot of physical effort

Unit 5 Selling more

5.1 About business:
Sales and marketing

blog /blog/ noun [count] COMPUTING a biographical
web log: a personal web page or diary

bucks /baks/ noun [plural] AMERICAN INFORMAL
money

edge /eds/ noun [singular] an advantage that makes
someone or something more successful than other people
or things: training can give you the edge over your
competitors

lure /ljua(r)/ verb [transitive] to persuade someone to do
something by making it look very attractive

raft /reft/ noun [count] a small light boat made of rubber

or plastic

stifle /staif(a)l/ verb [transitive] to stop something from
developing normally

5.2 Vocabulary:
The marketing mix

blend /blend/ verb [transitive] to mix different foods, styles
or qualities together in a way that is attractivc or effective

coupon /kupon/ noun [count] a piece of paper that allows
you to buy something at a reduced price: This coupon
gives £2 off the price of a meal.

quantitative /kwontitativ/ adjective FORMAL involving
amounts, or involving measuring things as amounts

razor /'reiza(r)/ noun [count] a small tool used for shaving

SMS noun [uncount] TECHNICAL Short Message Service:
a method of sending a text message to a mobile phone

spare /spea(r)/ adjective [only before noun] a spare object
is one that you keep in addition to other similar objects in
case you need it: @ spare key/battery/pair of glasses

stealth /stel8/ noun [uncount] a quict and secret way of
behaving so that no one sees you or hears you

subliminal /sablimin(s)l/ adjective a subliminal influence
is one that may affect you even though you do not notice
or think about it

5.3 Grammar:
Questions for persuading

luncheon voucher /1ant[(a)n vautja(r)/ noun [count] a
piece of paper given by an employer that can be used for
buying lunch in some restaurants and shops

timeshare /taim[es(r)/ noun [count] a flat or house that
you buy with other people so that you can each use it for
a particular amount of time every year

5.4 Speaking:

Dealing with objections

peanuts /pinats/ noun [uncount] INFORMAL a very
small amount of money

plunge /plandz/ noun [count] take the plunge to finally do
something important, difficult or dangerous after thinking
about it

small print /smo:l primt/ noun [uncount] the details of a
contract that are printed in very small letters and often
contain conditions that limit your rights

5.5 Writing:
Mail shots and sales letters

grab someone’s attention /greb samwanz stenf(o)n/ to
succced in getting someone to listen or be interested: I#’s
often the bad characters in a story who grab our attention.

handling /handliy/ noun [uncount] the handling of a
vehicle is how easy it is to control

trawl through /tro:l '0ru:/ verb [intransitive or transitive]
to look for someone or something, for example by
searching through a large amount of information
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5.6 Case study:
Backchat Communications

Bluetooth /biutu:t/ TRADEMARK radio technology
which allows electronic devices to communicate with
each other

courier /kuria(r)/ noun [count] somcone whose job is to
deliver documents or parccls

flat /flzet/ adjective a flat battery does not have enough
power left in it

fleet /fliit/ noun [count] a group of vehicles or machines,
espccially when they are owned by one organization or
person: the company’s fleet of vehicles

geopositioning /dzi:supszi[(a)un/ noun [uncount]
defining the exact location of someone or something on
the planet

handset /haxn(d)set/ noun [count] the part of a telephone
which you hold next to your ear

keep up with /kip 'ap wid/ phrasal verb [intransitive] to
continue to learn what’s happening

Won /won/ the currency of South Korea: 1 US$ = approx.
950 Won

Unit 6 New Business
6.1 About business:

beg /beg/ verb [intransitive or transitive] to ask people for
moncy, usually because you are very poor

bottom line /botem Tan/ noun [count] the most basic fact
or issuc in a situation

dip into /dip 'nw/ phrasal verb [transitive] to take some
money from an amount you have saved: You'd better stop
dipping into your savings.

drag on /drag 'on/ phrasal verb |intransitive] to continue
for longer than you want or think is necessary

mortgage /'mo:(r)gids/ noun [count] a legal agrecment in
which you borrow money from a bank in order to buy a
house: On my present salary I can’t get a mortgage.

odds /odz/ noun [plural] the chances of something
happening: The odds are they won't succeed.

pitch /pit]/ noun [count] a very short presentation of a
company or a new business idea to polential investors

premises /premisiz/ noun [plural] the buildings or land
that a business or organization uses: The charity is going
to move into new premises next year.

stake /steik/ noun [count] BUSINESS the part of a
business you own because you have invested money in it:
They took a 40% stake in the business.

6.2 Vocabulary:
Funding a start-up

asset /'aset/ noun [count] something such as money or
property that a person or company owns: The business
has assets totalling £5.1 million.

household /haushavld/ adjective [only before nouns]
relating to homes

outstanding /autsiendy/ adjective a job or action that is
outstanding has not yet been completed or dealt with

raw materials /ro: motiorislz/ noun [plural] substances
such as coal or iron that arc in their natural state before
being processed or made into something: The raw
materials are stored in silos.

track record /irak ‘rckoi(r)d/ noun [count] your reputation,
based on things you have done or not done.

6.3 Grammar:

company’s shares on the stock market: The company was
floated in 1993.

6.4 Speaking:
Taking questions

awkward /okwa(nd/ adjective difficult to deal with and
embarassing: After he spoke there was an awkward
silence.

bluff /biaf/ verb [intransitive/transitive] to deliberately
give a false idea to someone about what you intend to do
or about the facts of a situation, especially in order to gain
an advantage.

do your homework /du: jo(r) ‘hevmws:i(r)k/ to prepare for
something by learning as much as you can about it

field /fi:ld/verb [transitive] to deal with something such as
a question or a telephone call, especially a difficult one

nod /nod/ verb |intransitive/transitive] to move your head
up and down to answer ‘Yes’ to a question or to show that
you agree, approve or understand. The manager nodded
in agreement.

recap /rickeep/ verb |intransitive/transitive] to describe
what has already been done or decided, without repeating
the details

6.5 Writing:
An executive summary

core /ka(r)/ adjective most important or most basic. We
need to focus on our core activities.

organic /o:(rygenik/ adjective used for describing methods
of farming and food production that do not use artificial
chemicals: They only buy organic wine.

sustainable /sasteimasb(a)l/ adjective using methods that do
not harm the environment

upkeep /Apkip/ noun [singular/uncount] the process
or cost of keeping a building or piece of land in good
condition
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6.6 Case study:
Angels or demons

cunning /kanin/ adjective used to describe behaviour in
which pcople use their intelligence to get what they want,
especially by tricking or cheating people

drop someone a line /drop samwan 5 Jam/ to contact
somchody by writing to them or phoning them

grab /greb/ verb [transitive] to interest someone and make
them feel enthusiastic

hype /haip/ noun [uncount] INFORMAL the use of a
lot of advertisements and other publicity to influence or
interest people

upbeat /apbiit/ adjective INFORMAL happy and positive

Unit 7 Financial Control

7.1 About business:

Financial control

bribery /brarb(o)ri/ noun [uncount] the crime of giving
money or presents to someone so that they will help you
by doing something dishonest or illegal.

forefront /fo:(r)frant/ noun a leading or important position

fraudster /fro:dsto(r)/ noun [count] someone who commits
the crime of fraud

litigation /itrgerf(s)n/ noun [uncount] use of the legal
system to settle a disagreement

makeover /meiksuva(r)/ noun [count] a set of changes
that make a person or thing look better

policy-maker /polisi meika(r)/ noun [count] a person
responsible for deciding on a set of plans or actions for a
government, political party, business or other group

protection racket /praiek[(s)n rakit/ noun [count] an
illegal system in which criminals threaten to harm you or
your property if you do not give them money

scam /skzm/ noun [count] INFORMAL a dishonest plan,
especially for getting money

tax evasion /tzks 1verz(o)n/ noun [uncount] the use of
illegal methods to pay less tax or no tax at all

undercover /anda(r)kava(r)/ adjective working or done
secretly in order to catch criminals, get secret information,
etc

white-collar crime /'wait kolo(r) kraim/ crimes in which
people who work in offices steal money from the
company they work for.

7.2 Vocabulary:
Financial documents and regulation

run out of /ran ‘aut ov/ phrasal verb [intransitive] to use
all of something and not have any left

shapshot /snep[ol/ noun a short explanation or
description that tefls you what a particular situation or
place is like

7.4 Speaking:
Communicating in meetings

in good shape /i ‘gud [eip/ in good condition

iron out /ai(r)en 'avt/ phrasal verb [transitive] to deal

successfully with a disagreement or problem, especially by

removing the last remaining difficulties

starving /stax(r)vi/ adjective INFORMAL very hungry

take stock /icik 'stok/ verb [intransitive] to review your
position

tweak /twik/ verb [transitive] INFORMAL to make small
changes to improve something

7.5 Writing:

Meeting minutes

open-plan office /supan 'plaen ofis/ noun [count] an office
with few walls and a lot of space

partition /pu:(r) tif(o)n/ noun [count] a wall, screen, or

piece of glass used to separate one from another in a room
or vehicles

7.6 Case study:
Car-glazer

bodyshop /bodi [op/ noun [count] a place where cars are
repaired, especially after an accident

chasing letter /t[eis feto(r)/ noun |count] a reminder {0
pay an outstanding invoice

dent /dent/ noun [count] a place where a surface has been
pushed or knocked inwards

embezzle /imabez(a)l/ verb |intransitive/transitive] to
steal money that people trust you to look after as part of
your work

petty cash /peti ‘ke[/ noun [uncount] a small amount of
moncy in coins or notes that an organization or company
keeps available to pay for small things

reprimand /repnmand/ verb [transitive] to tell someone
officially and in a serious way that something they have
done is wrong

scratch /skraetf/ noun [count] a thin mark on a surface
There were some nasty scratches on the paintwork

sickie /ski/ noun [count] BRITISH ENGLISH VERY
INFORMAL a day when you say you are ill because you
do not want to go to work

suspension /sa’spen[(a)n/ noun [count/uncount] a
punishment in which somcone is removed from a team,
job or schaol, for a short time: Beckham is back after a
two-match supension.
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Unit 8 Fair trade

8.1 About business:

Fair trade

affluent /=fluont/ adjective rich enough to buy things for
pleasure

altruism /xltruiz(a)m/ noun [uncount] a way of thinking
and behaving that shows you care more about other
people and their interests than about yourself

crop /krop/ noun [count] a plant grown for food, usually
on a farm: they’re all out planting the crops today

ignore /1gno(r)/ verb [transitive] to not consider
something or not let it influence you: This igrores the
complexity of modern business.

illiteracy /rlitarasi/ noun [uncount] the state of not being
able to read or write

magic wand /madzik wond/ noun [count] a short thin
stick used for performing magic or magic tricks wave a
magic wand find an easy and immediate solution to a
problem

naive /naii:v/ adjective a naive person lacks experience of
life and tends to believe things too easily

pursue /pa(r)sju:/ [verb] to follow a course of activity: They
have continued to pursue a policy or repression.

relieve /mli:v/ verb to make pain or another feeling less
unpleasant.

threaten /6ret(o)n/ verb to be likely to harm or destroy
something: Their actions threaten the stability and
security of the region.

toil /1o1/ verb [intransitive] LITERARY to work very hard
doing something difficult and tiring, espccially physical work

8.2 Vocabulary:
Contracts and corporate ethics

lapse /leps/ verb [intransitive] if an official document,
decision or right lapses it is no longer cffective

like hell /lak hei/ VERY INFORMAL used for showing
that you doubt something or do not believe it

litigation /litrgeif(a)n/ noun [uncount] use of the legal
system to settle a disagrecment

offshore /'of[>:(r)/ adjective [only before noun] an offshore
bank or company is not in your own country but in a
country where the law is differcnt

part and parcel /pai(r)t an 'paxr)sal/ an aspect of
something that has to be accepted

renege /rmeig/ verb [intransitive] FORMAL renege on: to
decide not to do something that you promised to do

take out a contract on someone /terk aot o 'kontraekt on
samwan/ INFORMAL to make an agreement by which
you pay someone to Kkill another person for you

vote down /vout 'davn/ phrasal verb [transitive] to stop or
end something as a result of a vote

warranty /woronti/ noun [count] a company’s written
promise to repair or replace a product if it does not work,
usually for a specific period of time

wash your hands of /wo[ yo: 'handz ov/ to say or show
that you do not want to be involved with someone or
something and that you are not responsible for them

8.4 Speaking:
Negotiating a compromise

premium /primiom/ noun [count] an amount of money
paid in addition to the normal amount: customers are
prepared to pay a premium for fair-trade goods; growers
receive a premium to be used for community projects
like schools and hospitals.

shade tree /[eid tri:/ noun [count] a tree which grows
above other plants, protecting them from the sun and
providing a natural habitat for birds and animals.

8.5 Writing:
Assertive writing

assertive /as3:(r)uv/ adjective behaving in a confident
way in which you are quick to express your opinions and
feelings

evasive /rversiv/ adjective not talking or answering
questions in an honest way

refer /rif3:(r)/ verb [transitive] to transfer to another
person or place for appropriate action

sue /su:/ verb [intransitive or transitive] to make a legal
claim against someone: Burnett sued the newspaper for
libel and won.

8.6 Case study:
Green Hills Coffee

binding /baindiy/ adjective if an agreemcent, contract,
decision etc. is binding you must do what it says: legally
binding: remember that this is a legally binding document

breach /brit]/ noun [count] a failurc to follow a law or a
rule: be in breach of something: the company was found
to be in breach of environmental regulations

jeopardize /dzeps(r)daiz/ verb [transitive] to risk damaging
or destroying something important

practice /prakus/ noun [count or uncount] a way of
doing something, especially as a result of habit, custom or
tradition
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