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Real Business English
REAL Business English was developed for REAL companies with input from  
REAL international companies. 

Each unit deals with a specific topic commonly found in companies around the world. 
Through a variety of activities, you will gain practical experience talking and writing 
about your own company. The aim is to offer you as much personalized practice 
as possible, while still dealing with a variety of topics which companies in various 
industries encounter. Example: 

In class, talk about the questions below.
•  What does your company do to encourage teamwork?
• � Have you ever participated in team-building activities?  

Tell the group about your experience.

English can be spoken and written differently around the world. Therefore,  
each unit contains tips on the differences between British English and American 
English. Example:

In addition to highlighting differences in global English, REAL Business English  
offers a look at cultural differences when doing business internationally. Example:

Read the text. What else do you know about eating out in Britain or 
North America?

Grammar explanations with exercises and vocabulary practice can be found in the 
Workbook, along with the answers to all activities. 

The DETLA Augmented App lets you access all audio files and PDF versions of this book. 
Simply download the app onto your device and scan the pages with an audio symbol to 
access the audio files. To access the PDFs, scan the first page of every unit, where you see 

this symbol            .

We’re happy to support you in learning REAL Business English!

AE 
organize 
program

BE
organise
programme
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Company Structures1
You are at an international conference. How do you introduce yourself?

	 1	 Departments

	 A	 Match the department titles with the correct picture.

Purchasing  |  Human Resources  |  Research and Development  |  Production  |   
Marketing  |  Accounting  |  Information Technology  |  Legal	
	

 

           

          

six

Accounting



1Company Structures

	 B	 Listen and complete with the correct departments.   1

Sales  |  Purchasing  |  HR (Human Resources)  |  Marketing  |  Production	  |  Legal  | 
Accounting  |  IT (Information Technology)  |  R & D (Research and Development)

1.	 Martina Thorogood works in .	   

2.	 Hannah Clare works in .	 6.	 Cole Touhey works in . 

3.	 Chad Braxton works in . 	 7.	 Theresa Erich works in . 	  

4.	 Stan Moslowski works in . 	 8.	 Wendy Goldberg works in . 

5.	 Paige Harrison works in . 	 9.	 Ray Hander works in .

	 C	 Listen and write down the department for each description you hear.   2

Accounting  |  Sales  |  Purchasing  |  Human Resources  |  Production  |  Marketing

1.	  	 3.	 	 5.	     

2.	  	 4.	 	 6.	  

	 D	 What other departments does your company have? Describe them.

	 2	 Responsibilities within departments

	 A	 Put Martina’s introduction in order.

	 B	 Read Martina’s introduction again and mark the sentences true (T) or false (F).

  1.	 Martina first worked in Human Resources as a student.

  2.	 She studied for ten years.

  3.	 An intern is a student who works for a company during his or her studies.

  4.	 The Human Resources department organizes job fairs.

  5.	 Martina enjoys dealing with people.

  6.	 Employees in HR are only responsible for new employees.

HR
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  a.	� Our department is also here for the 
employees. We organize training days for 
them, plan events and answer questions 
on tax and other job-related subjects like 
holiday and benefits.

  e.	� Human Resources is a really interesting department. 
I think what I like most is contact with people.

  b.	� I began in Human Resources while 
I was at university. I did a few 
internships and when I finished 
college, I found this job. That was 
ten years ago.

  c.	� Mainly my job is to find new employees for the 
company. I update want ads and job openings online, 
organize job fairs and also conduct job interviews.  
But it isn’t just our job to find new people.

  d.	� Hello and welcome back to 
Human Resources. I’d like to 
show you around so you can 
learn a bit about what we do.



Company Structures

 C Write your own text about your department and job.

 D Listen and mark the sentences true or false.  3

  1.  The telephone sales staff sells phones.     

  2.  External salespeople travel to companies.       

  3.  Telephone sales staff makes presentations on the phone.  

  4.  It is Theresa’s job to organize meetings for the department head. 

  5.  She is working at the company temporarily.      

  6.  External sales staff makes presentations at companies.   

  7.  The sales staff is responsible for designing new products.  

 E Listen and answer the questions about the dialogue.  4

1.  Ray is responsible for  . 

2.  Paige works in  .   

3.   studied law.         

4.  Paige negotiates with customers because she has to  .

5.  Wendy began working at the company   years ago.

6.  Ray learned about computers because he   extra courses after college.

Chad 
whole department is working on the annual report; needs three more weeks; 

checking final figures to make sure they add up

Theresa 
extra sales training for new staff members; new, good products on the market; 

currently arranging training schedule for sales staff to get information and details

Hannah 
saving costs by trying to find the best quality for the lowest price 

Stan 
starting a new programme to watch waste; currently throwing too many things away 

(= throwing money out the window); department has plans and needs to implement 

them

Wendy 
cost savings have a big effect on what we do; material for experiments costs too 

much but they have to purchase things they need; cutting costs is difficult

Cole 
working on a major advertising campaign for the new line of products; should 

help increase sales; could help financial troubles

Ray 
working on new logistics software; needs three more weeks; organizing software 

courses; setting up new monitors

Martina
working on the new pay structure and benefi ts programme for all employees; 

optimistic about the results

BE
organise
programme

AE 
organize 
program
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Company Structures 1
	 F	 Read the minutes at the bottom of page 8 and answer the questions.

1.	 Chad … 

  works in IT.  		      is checking figures.		    is writing the annual report alone.

2.	 Right now, Theresa is organizing … 

  sales training.			    computer training.		    language training.

3.	 Hannah has to … 

  save time.  		      save her job.  			      save money.

4.	 Stan wants to … 

  save on time.  		      reduce garbage.  	     streamline production.

5.	 Wendy has problems because … 

  material is expensive.		    they don’t have any work.	   their experiments don’t work.

6.	 At the moment, Cole is preparing … 

  a press release.		    a product presentation.	   an ad campaign.		

7.	 Ray is … 

  buying a new computer.	   writing a new program.	   working on administrator software.

	 G	 Match the people with what they do. Then listen and check.   5

	 1.	 Who writes contracts? 										         a.	 Martina	

	 2.	 Who makes the products for the company? 				   b.	 Chad

	 3.	 Who develops new products?							      c.	 Theresa	

	 4.	 Who does software development? 						     d.	 Hannah

	 5.	 Who makes sure customers know about the products? 	 e.	 Stan

	 6.	 Who does purchasing? 										         f.	 Wendy

	 7.	 Who works in Sales? 										          g.	 Cole

	 8.	 Who does interviews with job applicants? 				    h.	 Paige

	 9.	 Who works in the Accounting Department? 				   i.	 Ray

	 H	 Walk around and ask others about their jobs. Take notes.

Name:  

Job title:  

Department function:  

Job responsibilities:  

 

Current work/projects:  

 

h

nine 9



Company Structures

10

1
  3 Company set-up

 A Read the following information about company hierarchies. 

 B Work in pairs to exchange information and complete your organigram. 

The incomplete organigram below shows the management structure of a large steel company. 
Ask your partner questions in order to fill in the missing information. Then, answer your partner’s 
questions. Student A uses the information on this page. Student B uses the information on page 102.
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 C  In groups, draw the structure of your company. Then compare. 

Hierarchies
Companies in the English-speaking world have very different 

structures. You will often find older, more established firms 

with a larger hierarchy. This is usually where the 

Chief Executive Officer (CEO) works, then comes the 

Board of Directors. These people generally make all final 

decisions about the company.

Below the Board you will usually find Vice Presidents for the 

different departments. They report directly to the Board.

Then there are managers and group leaders who are in charge of different sections and 

various duties in each department. This structure is found not only in huge conglomerates 

but also in smaller firms.

However, you will find flat management structures in more modern, progressive companies in 

such fields as information technology (IT) and software development. Even though there are 

still bosses, in general the employees have a larger say in how the company runs. People work 

more in teams and the group is responsible rather than a single person.

Andres Peters

Dr Thomas Alders
Sales & Marketing

Joe Grant
Sales

Alain Dancla
After-Sales

Tony Singh

Oliver Becker

Kim Tan

Anette Yentob
Accounting

Kai Wolf
Production

Mike Webber
Purchasing

Denise Allen

Donna Harris
Quality Assurance

Nicole Hyek
Business 

Administration

Yvette Sandler
Human Resources

Arnold Fish
Legal

Hans Boll



Company Structures 1
	 4	 Working routines

	 A	 Listen and match the types of employment to the people speaking.   6

freelance  |  full-time  |  part-time  |  temp/temporary

1.	  	 3.	   

2.	  	 4.	  

	 B	 Do you know any other types of employment? Discuss in class.

	 C	 Read the text. What are your working hours? Ask and answer the questions below.

Working hours

The amount of time we spend at work depends a lot on the type of work and contract we have.  
Full-time positions generally mean about 40 hours a week. However, this varies from country to 
country and from company to company. In Asian countries such as Japan, employees often work  
much longer hours than their European colleagues.

To make working hours more employee-friendly, many companies use flexitime and time accounts. 
Flexitime means that you have to be in the office at certain times, e.g. from 9:00 a.m. until 3:00 p.m. 
This is called core time. Employees can come to work and leave when they want, but they must be 
there for the core time. A time account is similar, but even more flexible. It is based on time, either 
weekly, monthly or yearly. You could have an account of 37.5 hours a week which you have to work. 
But, when exactly you work doesn’t matter. You could start work at six in the morning or three in the 
afternoon. The main thing is that you finish your work.

Overtime is the time you work above the scheduled hours. In many companies, you can either take 
time off to equal out your time account, or you are paid money for the extra time you worked.

There are many jobs that require someone 24 hours a day. To solve this problem, there are shifts.  
A shift is usually eight hours, and that makes three shifts a day: the morning shift, the evening shift 
and the night shift. Many people also call the night shift the graveyard shift.

	 D	 Is there anything that surprises you about your partner’s routine? Give reasons.

Example: I’m surprised that Rita doesn’t take a coffee break. I take about four each day.

	 E	 Would you like to change your working schedule? Why or why not?

work overtime? 
start work?
finish work?
take a flexiday?
eat in the cafeteria?
take a long weekend?
hours a day/week do you work on average?
take a coffee break?
work at weekends?
take work home?
take a holiday?
…?

Do you ever …
How often do you …
When do you (normally) …
How long do you …
How many …

BE
canteen
holiday
at the weekend

AE
cafeteria
vacation
on the weekend
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Communicating2
Which modern technologies help us communicate? What are their advantages and disadvantages? 

	 1	 On the phone 

	 A	 Mix and match the questions and answers to come up with mini dialogues.

May I please speak to …?
How can I help you?
Can I take a message?
Could I leave a message, please?
Can she return your call?
Is … in?	

	

	 B	 Find phrases above with similar meanings. 

1.	 I’ll connect you. 				     

2.	 I’m sorry. The line’s engaged.			    

3.	 Just a moment, please.				     

4.	 Would you like to leave a message?	  

5.	 Can I speak to …, please?			   		

6.	 I’m afraid he’s not at his desk. 		

I’ll put you through.

I’m calling about …
Yes, please. My number is …
Hold on, please.
Yes, no problem.
Yes, I’ll put you through.
I’m afraid the line’s busy.
Please tell her that I called.
I’m afraid he’s not in.

twelve
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Communicating 2
	 C	 In pairs, put the telephone conversation in order. Then listen and check.   7

  1.  Suzanne 

  2. Madge			    

  3. Suzanne	  

  4. Suzanne	  

  5. Madge		   

  6. Suzanne	  

  7. Madge		   

  8. Suzanne	  

  9. Madge		   

  10. Suzanne	

	 D	 The person you are calling is not available. In pairs, make two phone dialogues.

	 E	 Do you find it difficult to speak English on the phone? Discuss in class. 

	 F 	 Listen to six short conversations and decide which answer is correct.   8

1.	 Antonio wants to speak to …	

  Cara Wilson.			     Sarah Williams.			     Sarah Wilson.

2.	 Mary’s phone number is …	

  264422.			     262244.					       264224.

3.	 Ken is …			 

  in a meeting.			     with a customer.			     on his way to a customer.

4.	 Cecile works at … 

  Person Services Ltd.	   Personnel Services Ltd.		   Personal Services Ltd.

5.	 Betsy’s appointment is …	

  today at 12:15.		    tomorrow at 12:15.			    today at 5:00.

6.	 Dipika can park …

  on the right.			     on the left.				      wherever she wants.

a.	 You’re welcome. Bye.

b.	 Fine. I’ll pass on your message.

c.	 Good morning, Jones & Partner.

d.	� Sure. Please tell him Madge Simms from Biloxi Chemical called.

e.	� Hello, this is Madge Simms. May I please speak to Mr Bob Collins?

f.	 Yes, he’s got it.

g.	 Hold the line, please. I’ll put you through.

h.	 Has he got your number?

i.	 Thank you.

j.	� I’m sorry. Bob’s not in at the moment. Can he return your call?

Phone numbers: 
“0” is pronounced  
as “zero” or “oh”. 
Double numbers  
(e. g. 44): 

BE 	
“double-four” 

AE  
“four four”

thirteen
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Communicating2
	 G	 Listen to the telephone conversation and answer the questions.   9

1.	 Who answers the phone?  

2.	 What did the man order? 

3.	 What was the price on the invoice?

	 2	 Appointments

	 A	 Do you prefer a paper planner or a digital calendar? Why? 

	 B	 Brainstorm reasons for making business and personal appointments. 

	

	 C	 Do you have similar appointments in your calendar? Compare and discuss.

	 D	 Read the dialogues below. Find at least one example for the following:

Suggesting a time for a meeting: 	  

Suggesting an alternative time:		   

Saying yes:						      

Saying no politely:			    

 

	 E	 Using your own diary, make appointments with different people.

	

Could we meet at 3:30?

4.	 What was the invoice number?  

5.	 How do you spell the man’s last name?  

6.	 What is his phone number? 

BE 
diary

AE 
planner
calendar

A:	 How about two o’clock this afternoon?
B:	� I’m afraid I’m tied up all day. Could we 

meet tomorrow morning instead?

A:	 Do you feel like going to the gym after work?
B:	 That sounds great! Shall we say around 5:30?

A:	 Are you free tomorrow afternoon?
B:	 I have a meeting until three, but I’ve got time after that. 

A:	 Could we meet at 3:30?
B:	 Yes, that’s fine.

A:	 What are you doing on Thursday?
B:	� I’m going to the trade fair on Thursday, but I’m free on Friday. 

A:	� We could have lunch together.
B:	� That’s a good idea. 

A:	 Can we find a time for a meeting?
B:	 How about Wednesday morning?

Personal

see the doctor
get a massage

Business	 	 	

meet with a customer	
give a presentation	 	

fourteen
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Communicating 2
 3 Letters and emails 

 A  Read the text about writing letters and emails in English.

 

 B How would you start and end the following letters? 

1. You want to write to Wendy Adams, a woman you do not know well. She is British.

 Greeting:   Closing:  

2.  You need some information from a customer service representative.

 Greeting:  Closing: 

3. You want to write to Bruce Wayne. You know him well.

 Greeting:  Closing: 

4. You want to order something from Bristol Wiring in England. 

 Greeting:  Closing: 

Dear Ms Adams

Starting a letter or email with an appropriate 
opening (also called salutation)

1.   Use Dear Mr [surname] or Dear Ms 
[surname] if  you write to someone for 
the first time or if  the letter is formal. 
Remember that Ms is used for both married 
and unmarried women. Ms is preferable 
to Mrs or Miss, especially in professional 
contexts. 

2.    If  you call the reader by his or her first 
name, write Dear [first name].

3.    When you do not know the recipient’s name 
or gender, you have several options. You can 
write Dear Sir or Madam (especially in BE) 
or, if  you know the person’s job title, you 
can use that: Dear Sales Representative. 
To whom this may concern is also 
acceptable in AE, but many people try to 
avoid it because it sounds very impersonal.

4.    When writing a formal letter or email 
to a group of  people, use Ladies and 
Gentlemen. Other, more informal ways of  
addressing a group include Hello Everyone, 
Dear Sales Team or Dear Colleagues.

5.    Many people put a comma or colon after 
the salutation while others prefer not to 
use any punctuation at all (especially in 
BE). Colons are more widely used in AE, 
especially in formal business letters. 
Unlike the British, Americans also write 
Mr., Ms. and Mrs. with a period. 

Ending a letter or email with an appropriate 
closing

1.   Sincerely is an acceptable closing for 
almost all types of  letters and emails. 
You can also write Sincerely yours, 
Respectfully, Cordially, Best regards or 
Regards.

2.    In British English, if  you begin your 
letter with Dear Sir or Madam, use Yours 
faithfully.

3.    If  you use a comma or colon after the 
salutation, use a comma after the closing. 

Referencing attachments or order numbers

1.    In many business letters, there is a 
reference line (emails: subject line) before 
the greeting. You may see something like 
this: Product number 26543. You can use 
above-mentioned or above to refer back to 
the information in the reference line.

2.    If  you send extra documents (e.g. a 
brochure or catalogue) with your letter, 
you can say: Enclosed please find … 

3.    For emails, you can say: Please find 
attached …

To:  custservice@bristolwiring.com

Subject:  Product number 26543

Dear Sir or Madam,

I am writing about the above-mentioned product 
…

send

fi � een
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Communicating

 C You would like to make an inquiry. What phrases are not appropriate?

I am writing about the …   I am writing to apologise for …

I am sorry to tell you that …  I am writing in reference to your … 

I am writing to complain about … I am writing in connection to the … 

I am writing concerning the …  I am writing to inquire about the … 

I am writing regarding the …  I regret to inform you …

 D Put the opening sentences from letters and emails of inquiry in the correct order.

1. above / invoice / the / regarding / I / writing / am

 

2. catalogue / am / writing / on / I / product / of / about / the / 52 / page / your

 

3. advertisement / would / enquire / about / the / Internet / from / to / above / the / I / like

 

4. prices / writing / I / about / to / the / am / enquire

 

5.  your / writing / new / reference / are / of / to / in / We / line / printers   

 

 E Choose the correct words to complete the response to an inquiry. 

sincerely | question | regards | Dear | provide | brochure | interest | hearing | contact | writing

  Mr Schmidt,

Thank you for your  (1) in our products. 

Enclosed please find our  (2). This will 

 (3) you with the information you requested.

Please do not hesitate to  (4) us if you have 

any questions.

We look forward to  (5) from you soon.

Yours  (6),

Mary Pierce

Dear

BE
enquiry
to enquire
apologise

AE
inquiry
to inquire
apologize

2
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2Communicating

 F Are the phrases below from an inquiry, an apology or a complaint?

We are very sorry for …    Thank you for …
Please inform us …     We look forward to …
We regret to inform you …   We are expecting …
 

 G Use the phrases above to complete the email.

 

 H Discuss what types of letters or emails you frequently write at work.

 I  Write a short inquiry, complaint or apology to a business partner you work with.

 J Swap with a partner and write a response.

BE
11 March 2016 
(day-month-year)

11.03.16

AE
March 11, 2016 
(month-day-year)

03/11/16
03.11.16

To:  k.preston@email.com

Subject:  Your Order No 79332

Dear Ms Preston,

(1)   the above-mentioned order, 

which we have received by email today. 

(2)  , however, that we cannot deliver 

this order by 11 March. 

(3)   a delivery of  the product on 15 

March and can send out the shipment to you on the same day.

(4)  the inconvenience. 

(5)   if  you agree to a later shipment 

or if  you would like to cancel the order.

(6)  hearing from you.

Yours sincerely,
Theresa Erich
Sales Assistant

send

 

 

 

 

 

I
 

 

 

 

 

J
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Online3
How much time do you spend online in your daily life, at work and at home? 

	 1	 Using the Internet 

	 A	 In groups, come up with additional words and phrases for each category. 

Computer equipment Using a computer Email Internet

mouse
wireless router
docking station
scanner

to turn on/off
to type in/up
C drive
CPU (central processing unit)

attachment
Listserv
domain name

homepage
Wi-Fi
cookie

	 B 	 Match the words to the definitions.

	 1.	 blog			   a.	 emails, usually advertisements, that are sent to large numbers of people

	 2.	 spam			   b.	 a computer network within a particular company or organization

	 3.	 navigate			   c.	 a small symbol on a computer screen that indicates where you are working

	 4.	 intranet			   d.	 a website where someone writes about personal experiences and opinions

	 5.	 cursor			   e.	 to find your way around on a particular website or on the Internet

eighteen
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Online 3
 C Maia Nowak is talking to an intern. Complete the text with the sentences below.

a. Then, we need to think of a good keyword to search for. 
b. Wow, only 16 hits! 
c. I’d like you to do some of the legwork on the Internet. 
d. We need to narrow down the results. 
e. First, we need to open the Internet browser. 

   I’m glad to have you on our team as an intern, Matt. Let me explain what we’re 

currently working on. As you know, most of our customers are local. We want to expand our 

sales outside of the current area and need to do research in order to find the right customers. 

 (1) Come over to my computer terminal 

and I can show you some basic things. 

It’s pretty easy, but when you want to do some detailed research, you really have to look around.

 (2) Just click on the button up here. 

 (3) Let’s try something. We want to expand 

outside the area. Addington is about 400 miles from here. So, let’s type in ‘Addington’ and click 

on ‘search.’ OK, that’s 400 hits on Addington – way too many.

 (4)

This time, I’m entering the words ‘Addington,’ ‘Business’ and ‘Computer.’ 

 (5) That’s much better.

 D Maia uses first and next to put ideas in order. Do you know other signal words? 

 E Work in pairs. Explain how to log in to a particular program or database.

Example:  First, you have to enter your password to log in. Then, wait for a few seconds 
until the homepage appears. Click on …

 F Listen and mark the sentences true or false.  10

 1. Matt is happy with the progress of his work.

 2.  Matt will need less time for his research 

than he thought. 

 3. Theresa says that doing research takes time.

 4.  Matt found a search engine that makes it 

easier to filter information.

 5.  Theresa wants Matt to work with the standard 

search engine.

 6. Matt may need Theresa’s help later.
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Online

My account

3
	 G 	 Listen and complete the sentences.   11

1.	 Matt wants to show Theresa 	

2.	 Theresa’s meeting starts 	

3.	 Matt found  companies.	

4.	 First, Theresa wants to 	

5.	 Theresa has written a questionnaire to 	

6.	 Matt offers to help Theresa with 

	 2 	 Comparing websites

	 A	 What makes a good website? The ideas below will help you.

user-friendly  |  color  |  fast-loading  |  images  |  easy to read  |  	
simple  |  professional  |  clean  |  not cluttered  |  navigation  |  	
design  |  photos  |  clear  |  well-organized  |  structure  |  content  |  	
browser compatibility  |  FAQs  |  mobile version  |  resolution

Example: The navigation should be easy. A good website needs …

	 B	 What do you (not) like about the homepage below? Make notes and discuss.

BE
colour
colourful

AE
color
colorful

Reynolds About | Products | Contact | FAQ
Office Supplies & Furniture

Cart (0)

Special Offers

Jobs

Services

Catalogue

News

Stores

Search

Site Map | Privacy Policy | Terms of Use	

• in business since 2003
• 20 locations worldwide
• �more than 4,000 

employees

3 days only! Up to $100  
off select chairs.

Free shipping on many 
items!	
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	 C	 Match the phrases to make sentences.

	 1.	 Our new homepage is less cluttered					     a.	 faster than before. 

	 2.	 The navigation is easier and more						      b.	 the second one. 

	 3.	 The pages load												            c.	 than the green. 

	 4.	 The structure is not as clear	  							      d. 	 than the old one. 

	 5.	 I like this design												           e.	 and less colorful. 

	 6.	 Oh no, this is the most confusing website				    f.	 user-friendly.  

	 7.	 I think the homepage should be simpler				    g.	 as it could be.  

	 8.	 The first text is not as easy to read as					    h.	 I’ve ever seen! 

	 9.	 I think the blue is nicer										         i.	 better than that one.

	 D	 Compare your company’s website with a similar website within your industry.

Example: Our website is not as cluttered as theirs. It’s easier to find things. 

	 E	 How do you feel about social networking sites? Are they important for business? 

	 3	 Emails

	 A	 How do you say this in English? Write the words next to the symbols.

backslash  |  underscore  |  dot  |  at  |  dash or hyphen  |  slash  |  colon

1.	 @	  	  

2.	 .	   	    

3.	 _	  

4.	 / 	  

5.	 –	    

6.	 \	    

7. :		

	 B	 Listen and make notes.   12

1.	 What’s Matt’s email address?			    	   

2.	 What’s the website address of the hotel?	  

3.	 What’s the woman’s email address?		

	 C	 As a class, take turns writing the international alphabet on the board. Then practice spelling your name.

“A” as in Alpha, “B” as in Bravo, “C” as in …

	 D	 Walk around the room and exchange email and website addresses. 

	 E	 What do you think are the most annoying email habits? Discuss.
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	 F	 Complete the text with the headlines below.

Use abbreviations carefully	
Write good subject lines
Polite language results in effective emails       
Do not CC everyone	
Provide your contact information	
Keep it short and simple	
State your purpose for writing from the start

1.	�     
The subject line tells the recipient what your email is about. It should be short and clear.
Examples: Change of meeting time, Project meeting tomorrow at 2:30, Request for 
information.

2. 	�    
Do not make your email more complicated than necessary. Write sentences that are no 
longer than fifteen to 20 words and use simple language. When the writing is too formal, it 
doesn’t sound natural.

3. �	    
Many abbreviations have become standard in business emails (FYI for “for your information”  
or ASAP for “as soon as possible”). It is fine to use them, but do not use too many of them. 
Also, keep in mind that some abbreviations are for informal emails only (LOL for “laughing 
out loud” or CU for “see you”). As a general rule, we write emails the way we speak. If you 
wouldn’t speak to the CEO the same way you speak to a co-worker, then an email written to 
the CEO should reflect that. 

4. 	�    
Think about whether it’s really necessary to send copies of your email to several people.  
If it’s not, don’t. Nobody wants to waste their time reading unnecessary emails.

5.	�     
Don’t forget to add a signature block with your phone number or other important contact 
information. Make it easy for your reader to contact you.

6. �	    
Use polite language, even in informal emails. “Please” can and should be used for all types of 
requests. Using words like “could” and “would like” is more polite than using “can” or “want.”

7. 	�    
State your reason for writing in your opening sentence. In other words, answer the question: 
What is this email about? This will help the reader recognize the purpose of your message,  
and it will help you avoid wordy, ineffective openings that may confuse the reader. 
Example: I am writing to request/update you/inform you about/explain/thank you for/etc.  

Tips  
for Writing  
Professional Emails7
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 G Write a subject line for the email below. Then compare in class and choose the best one.

 H Read Lynn’s response. Cross out the words and phrases that do not fit.

 I  Write an email following the guidelines below. Choose a or b.

 J Trade with a partner and write a response.

Subject:  

Dear Ms. Powell,

Thank you for sending me the information I requested.

We are very interested in the office chairs on page 15 of  your catalogue. I already have permission 
to place an order, but I have one question first. Could you convert the measurements into the metric 
system for me? I am not familiar with the measuring system that you use in the United States and 
would greatly appreciate your help. Thank you. 
I look forward to hearing from you soon.

Yours sincerely,
Mike Morgan

send

Subject:    

Dear Mr. Morgan,

Thank you for your email. I am pleasing / appreciate / glad (1) to hear that you like our office furniture.

Before / Because / When (2) I can answer your question, I need some example / statement / 
clarification (3). There are two types of  office chairs in / on / at (4) page 15 of  our catalogue. Are you 
interested / interest / interesting (5) in “Bilbao” or “Santander?” Getting / Making / Serving (6) the 
metric dimensions to you will not be a problem. I’ll send them to you by email as soon than / as / that 
(7) I receive your reply.

Please let me know if  there is anything / anyone / someone (8) else I can help you with.

Sincerely,
Lynn Powell

send

a. 
You want to have a meeting with one of your 
colleagues. 
1. Say why you want to get together.
2. Suggest a time and a place.
3. Provide additional information if necessary.

b.
You need your colleague’s help.
1. Describe your problem.
2. Say what your colleague can do for you.
3. Provide additional information if necessary.

a.
Unfortunately, you are very busy.
1. Say why you can’t make it to the meeting.
2. Suggest a different time.
3. Ask for clarification if anything is unclear.

b.
You want to help your colleague.
1. Say how you feel about your colleague’s problem.
2. Describe how you can help.
3. Ask for clarification if anything is unclear.
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4 Career
What’s more important – qualifications or experience?

	 1  	 Talking about experiences 

	 A  	 Make up a story about one of the pictures. Make notes first.

 

Where are the people?  

How are they feeling?  

What is the situation?  

What do you think happened before?  

What is going to happen next?  

twenty-four
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	 B	 Work with a partner. Think of memorable events and milestones in a person’s life.

 

 

 

 

	 C	 Tell the class about a memorable day in your own life. Again, make notes first.

Where were you?  

Who was there with you?  

What happened?  

When did it happen?  

How were you feeling at the time? 

college graduation, your first day of work,

	 2	 Education

	 A	 Match the academic subjects with the correct picture.

Political Science  |  Chemistry  |  Journalism  |  Psychology  |  Engineering  |  Law  |  History  |  Mathematics

Psychology        

        

	 B 	 Listen to the job interview and mark the sentences true or false.   13

	 1.	 Greg went to high school in Montana.

	 2.	 Greg was accepted to more than one university. 

	 3.	 The University of New York has a good reputation for business courses.

	 4.	 Greg received his bachelor’s degree in Business Marketing.

	 5.	 Greg was accepted into the graduate program at the University of Boston.

	 6.	 He got his MBA in Germany.

	 7.	 After he came back from Germany, Greg continued his studies in Boston.
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Education in the US
Education is compulsory for all children and teenagers 
between the ages of approximately five and sixteen. As 
each of the 50 states has its own laws on education, the 
age range varies slightly from state to state. 
There are two types of schools: public and private. 
Public schools are financed by the state or community 
while private schools run themselves, much like businesses. 
Education is generally divided into three main parts: 
elementary school (age 6 – 11*), middle school or junior 
high school (age 11 – 14*) and high school (age 14 – 18*). 
Almost all American schools offer instruction in math, 
science, social studies (e.g. history and geography), physical education, 
English and foreign languages. Extracurricular activities, such as sports, 
academic clubs, art and music are also an important part of the school program.
When students finish high school, they receive their high school diploma. 
We say they graduate from high school. After high school graduation about 
70 % of all graduates go on to college or university. There is no big difference 
between colleges and universities. Both offer bachelor and master degrees; for 
example Bachelor of Arts (BA), Bachelor of Science (BS) or Master of Business 
Administration (MBA). However, you can only earn a doctorate (PhD) at a 
university.  

BE
maths
public school
state school

AE
math
private school
public school

*  approximate age range

 C Read the text and compare the US education system with the one in your country.

 D Circle the correct word. 

1. Would you please tell me a bit about your education / educating / educational background?

2. I went to basic / fundamental / elementary and high school in the US.

3. I applied to / with / in different colleges and universities.

4. I decided to visit / follow / attend the University of New York in Manhattan.

5. I made / earned / became my degree in Psychology.

6. I spent a year of my graduate / graduation / graduating studies abroad.

7. I thought about taking / doing / making my PhD.

8. I want to get / become / do some practical experience first. 

Education in the US Education in your country
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BE
nursery school
pupil
secondary school

AE
preschool/
nursery school
student
high school

Age Schools Important qualifications

> 18 college/university  academic degree, such as BA, MA or PhD

11 – 16

secondary school

secondary school

optional

GCSEs (General Certificates of Secondary Education)

5 – 11 compulsory –

< 5 optional –

* England, Scotland, Wales and Northern Ireland have separate systems, so the schools vary. 

Where did you
When did you
What did you
What
Did you

… 

grow up?
go to school?
get your first job?
start school?
finish school?
graduate from university?
study at university?
do after you finished school?
subjects were you good at?
degree did you earn?
work while you were in school?
study abroad?
do an apprenticeship?
…

 E Make questions and find out your colleagues’ educational background.

 F Complete the table below with the information from the text.

Education in the UK
In the UK*, all boys and girls have to attend school between 
the ages of five and sixteen. Children younger than five often 
go to nursery school, although this is optional. 

At age five, children start primary school. After six years, 
they go on to secondary school. Around the age of 16, most 
pupils take the GCSE examinations. Once they complete 
their GCSEs, they can either look for work or go on to what 
is called the 6th form (the last two years of secondary education). 
Here, students aged sixteen to eighteen prepare for higher qualifications 
such as the A-levels (Advanced levels), which are required for university 
entrance.

Most pupils in the UK attend state schools which are free of charge. In 
addition to state schools there are also a number of independent or 
public schools where parents have to pay for their children’s education. 
Some of these schools have an excellent reputation. 
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In the UK, it is common for students to wear a 
school uniform. It usually consists of a blazer, a 
shirt and tie, and trousers (or a skirt). How do 
you feel about school uniforms?

	 G	 Choose one of the topics below and discuss.

Home schooling is when children are educated 
at home rather than at school. It is perfectly 
legal in the US and in the UK. Do you think 
home schooling is a good idea?

	 3	 Plans and objectives

	 A	 In groups, come up with examples for each of the following:

	 B	 Complete the questionnaire your instructor will give you. Then compare notes.

	 C	 Company goals: listen to the conversation and decide which answer is correct.   14

1.	 Matt wants to …

  thank Maia.							         ask Maia a favor.				     help Maia.

2.	 Matt is going to work …

  for a different company.				      part time.						       in the Sales Department.

3.	 Matt is going to start his job … 

  in July.							         in the spring.					       after his vacation.	

4.	 Matt is going to travel …

  by ship.							         for two months.				      by himself.	

5.	 Matt is going to …

  be Maia’s assistant.					       help the manager. 			    sell phones.

6.	 Matt is going to have a party on … 

  his first day of work.					       the last day of August.		    the sixth of August.

	

Personal goals Financial goals Educational goals Career goals

learn how to plant a 

kitchen herb garden

get out of debt finish your MBA start a business
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	 D	 Write down and prioritize the five most important goals of your company.

	

	 E	 Which words do the speakers use? Listen and complete the sentences.   15

ambitions  |  aim (2x)  |  goal (2x)  |  objective  |  target  |  targets

1.	 We’re right on  

2.	 We’ve set a  to increase production 25 % by year’s end. 

3.	 It’s the company’s  to increase our market share.  

4.	 I hope you reach your . 

5.	 Won’t your  have a negative effect on quality? 

6.	 In my department we had to set  to save money. 

7.	 My only  now is for this day to end. 

8.	 That’s an  we both have.

	 F	 Do you think it is important to set goals in your personal life? Discuss.

	 G 	 Write about a goal that you have set for yourself. What can you do to achieve it?

target.

1.	�    

2. 	��

3. �	   

4. 	�   

5.	�     
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Which skills are particularly important in today’s business world?

	 1	 About your job

	 A	 Match the phrases to make questions. Then talk about your job with a partner.

	 1.	 When did you 	 	 	 	 	 	 	 a.	 difficult thing about your job?	

	 2.	 What are you 	 	 	 	 	 	 	 b.	 do you wear to work?	 	

	 3.	 What are the things that 		 	 	 c.	 need to do your job?	

	 4.	 What is the most 	 	 	 	 	 	 d.	 start working for your company?	

	 5.	 What is a typical 	 	 	 	 	 	 e.	 the atmosphere at your workplace?	

	 6.	 What skills do you	 	 	 	 	 	 f.	 office look like?	

	 7.	 What does your 		 	 	 	 	 	 g.	 responsible for?	

	 8.	 What kind of clothes 	 	 	 	 	 h.	 you like the most about your job? 	

	 9.	 How would you describe 	 	 	 	 i.	 day at work like?

	 B 	 How important is the following to you on a scale from 1 (not at all) to 10 (very)? 

	 a high salary	 	 	 	 	 	 flexible working hours	 	 	 friendly co-workers

	 little or no overtime	 	 	 	 a boss you like 	 	 	 	 a workplace near your home

d
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 C Liz is a project manager. Mix and match to describe her responsibilities at work. 

create
report
motivate
develop
coordinate
make
estimate
organize
set
assign	
delegate

 D What are you responsible for at work? Give examples.

 E Look at the job postings below. What do they say (if anything) about the following:

1.	 position	 	 3.	 location	 	 	 	 5.	 necessary	qualifications	or	skills
2.	 company	 	 4.	 salary	and	benefits		 	 6.	 responsibilities		 	
	 	

	

 F Discuss any open positions in your company. Do they sound interesting?

	 G Create a job ad for a position in your company. 

Position:	 		 Based	in:	 	

Responsibilities:	 		 Skills	and	qualifications:	

			 	

			 	

			 	

			
	

decisions
work
meetings
project	plans
strategies
team	members
goals
to	the	management
costs
activities
tasks

Human Resources Manager
Location: San Antonio, TX

Teleco is a leading telecommunications 
provider. We are looking for a highly 
motivated HR Manager with experience in 
the public and private sector. 

We are interested in talking to candidates 
with the following qualifications:
◉ At least five years of experience 
◉  BA in Human Resources or Business 

preferred, but not required
◉ Excellent communication skills
◉ Experience in recruitment and training 
◉ Fluent in Spanish

Software Engineer
Excellent salary + full medical insurance
Based in: Toulouse

Responsibilities
■ design and develop new software systems
■ analyze customer needs
■ make suggestions for system improvements
■ write software manuals and train users

Skills and qualifications
■  MA in Computer Science or equivalent 

experience
■ minimum of three years’ experience
■ excellent knowledge of English and French
■ ability to work in a team
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	 2	 Job applications

 	 A	 Complete the definitions with the words below.

résumé  |  cover letter  |  CV (Curriculum Vitae)

 1. 	�A  is a document 

	 that describes your education and work experience. 

2.	 A  is similar to a CV but is 

	 often shorter and less detailed. Some people use the words interchangeably. 

3.	 A  is a document  

	 that accompanies your résumé.

	 B	 CV or cover letter? Where do you …
																					                cover	
																			              CV	 letter

1.	 say which position you are applying for?					   	 	 	  

2.	 list your degrees and qualifications?						   	 	 	  

3.	 say where you heard about the job?						    	 	  

4.	 mention your hobbies and personal interests?			  	 	  

5.	 explain why you are a good candidate for the job?			  	 	  

6.	 list your work experience in chronological order?			  	 	  

7.	 explain why you are interested in the position?			  	 	  

8.	 say that you would like a personal interview?			  	 	

	 C	 Write the phrases in the correct category: professional or educational.

worked in telephone sales  |  attended Stanford  |  analyzed business plans  |  earned a BA in History  | 
minored in German  |  installed networks  |  graduated in 2006  |  earned an MBA  | 
assisted marketing team  |  developed sales system  |  gave presentations  |  majored in Economics

 

	 D	 Is it possible to have too many qualifications for a job? Discuss. 

worked in telephone sales

BE
covering letter 
CV

AE
cover letter 
résumé/resume
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 E Here are six excerpts from a CV. Write the headings into the gaps.

Personal information | Work experience | Education | Special skills | Languages | 
Hobbies and interests

1.           4.

2.           5.
           

3.           6.

 F Your instructor will give you a CV. What is different from a CV in your country? 

 G Fill in the CV and discuss it with a partner.

Example: I used to be a marketing assistant. Now I’m the marketing manager.

PERSONAL INFORMATION

Place of birth:  

Nationality:  

PROFESSIONAL EXPERIENCE

  to   

  to   

  to   

EDUCATION

  to   

  to   

SKILLS

Hiking, photography and cooking

1506 Phinney Avenue
Seattle, WA 98130

Strong communication skills

Project Manager, April 2014 – present
Wigmore Enterprises, Seattle, WA 

Bilingual in English and Spanish

University of Chicago
Bachelor of Arts, May 2012
Major: English

thirty-three



	

Do

	

Don’t

	

34

Good Job!5
 3 Job interviews

	 A Complete the letter with the words below.

arrange	 |	 application	 |	 forward	 |	 position	 |	 candidate	 |	 Yours	sincerely	 |	 impressed	 |	
interview	 |	 appointment

Dear Mr Phillips,

We have reviewed your  (1) and would like to thank you for your interest 

in our company.

Your CV  (2) us and we believe you are a possible  

(3) for a  (4) with us.

We want to invite you to a personal  (5) on Monday, 25 April at 4:00 p.m.

Should you not be able to make this  (6), please contact us as soon as 

possible to  (7) another time.

We look  (8) to meeting you.

 (9),

Howard A. Mason

 B What are do’s and don’ts at job interviews? Make a list and discuss.

 C Listen to a job interview and mark the sentences true or false.  16

	 1.	 Martina	works	in	a	new	office	building.

	 2.	 Stan’s	current	company	is	having	money	problems.

	 3.	 Stan	went	to	university	directly	after	high	school.

	 4.	 He	studied	Business	Administration.

	 5.	 He	worked	to	pay	for	his	university	studies.

	 6.	 Stan	thinks	you	have	to	work	hard	to	achieve	things.

	 7.	 Stan	is	currently	head	of	Production.

	 8.	 Stan	deals	with	the	department’s	money.
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	 D	 Read the text.

	 E	 Listen to the interview. What do you find out about Paige, Ray and Wendy?   17

Paige Wendy Ray

experience in flying

network technician

studied in Kansas

qualified lawyer

certified teacher

studied at Cambridge

certified pilot

certified scuba diver

MA in Chemistry

likes learning alone

plays the piano

	 F	 Role play: Practice a job interview with a partner. Make questions first.

Could you tell me …
Tell me …
Why do you …	
What are …	
Can you …

BE
qualified

AE
certified

BE
practise

AE
practice

Talking about your career
During a job interview, it is important to describe 
clearly what you have done in the past. 

Many young people decide to learn a trade instead  
of going to university. Examples of trade jobs 
include electricians, plumbers and mechanics. 
An electrician works with electrical appliances, 
a plumber with the water supply to homes and 
a mechanic fixes cars. Trades can be learned at 
vocational schools. Many trade jobs also require 
practical experience or an apprenticeship.

In many careers, you are tested by the government 
or a state agency. If you pass this test, you receive 
a certificate that you are qualified to do a specific 
job. You can then say: “I’m a certified public 
accountant.”

  
In Britain, people often say “qualified” instead of 
“certified.”

However, even without certification, you can be 
qualified to do a job because of your experience. 
You can say: “I’m experienced in chemical 
processes.” You can also describe what you are able 
to do: “I’m able to understand chemical processes.”

your career goals?
about your current job?
think you are a good candidate for the job?
want this job?
about your educational background?
your main responsibilities?
your hobbies? 
give me an example?
your strengths and weaknesses?
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How have methods of production changed over the last 50 years? 

	 stapler

	 eraser

	 stamp

	 wastebaskets

	 file cabinets

	 cubicles

	 envelopes

	 index cards

	 sticky notes	

	 calculator

	 projector

	 ink cartridge

	 paper cutter

	 clipboard

	 shredder

	 folder

	 briefcase

	 notepad 

	 paper clips

	 staples

	 thumbtacks

	 tape dispenser

	 hole punch

	 pencil sharpener

thirty-six
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	 B	 Look around your office and name at least ten additional things that you see.

	 C	 What is it for? Make sentences.

Example: �You use a calculator to solve math problems. / 	
A calculator is used for solving math problems.

a calculator
a file cabinet
a projector
a notepad
a shredder
an eraser
a paper clip
a briefcase 
…

	 D	 Look at the pictures in “1A” again and find examples for the descriptions below.

1.	 It’s square.	 	 	 	 	 5.	 It makes a noise.	 	 	 9.	 It has cables.
2.	 It’s heavy.	 	 	 	 	 6.	 It uses electricity.	 	 	 10.	 It fits into your pocket.
3.	 It’s made of metal.	 	 	 7.	 It’s shiny.	 	 	 	 11.	 It’s made of paper.
4.	 It’s bright red.	 	 	 	 	 8.	 It’s portable.	 	 	 	 12.	 It’s for writing notes.

	 E 	 Write the words in the correct category. Add more examples of your own. 

light blue  |  sweet  |  long  |  expensive  |  plastic  |  huge  |  glass  |  heavy  |  pocket-sized  |  	
tiny  |  cardboard  |  silver  |  rectangular  |  egg-shaped  |  dark gray

color	 	 	 	

size	 	

material	 	

shape	 	

other	

	 F	 Describe an object that can be found in your office. The others guess what it is.

It’s …  |  It’s made of …  |  It has …  |  It makes …  |  It’s for …  |  You use it to …  |  	
It’s used for …  |  It can be used to …

Example: �It’s very small. Usually, it‘s made of metal, but it can also be made of plastic. 	
You use it to hold sheets of paper together.

	 G	 What is it? Listen to the descriptions and tick the boxes.   18

1.	 	 printer		 	 	 computer 	 	 	 USB stick	 	 	 	 	  photocopier	

2.	 	 truck	 	 	 	 hot air balloon	 	 airplane	 	 	 	 	  train	

3.	 	 Legal	 	 	 	 Accounting	 	 	 R & D	 	 	 	 	  Human Resources	

4.	 	 interview	 	 	 internship	 	 	 résumé	 	 	 	 	  job offer

cut paper into long, thin pieces
hold sheets of paper together
solve math problems
carry books or papers
show images on a wall or big screen
write things down
store documents
erase pencil marks from paper
…

BE
rubber
filing cabinet

AE
eraser
file cabinet

BE
grey

AE
gray

Processes 6
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 2 Describing processes

 A Listen and answer the questions.  19

1.	 Where	was	this	software	written?		 	

2.	 Where	is	this	pineapple	imported	from?	

3.	 Where	is	the	coffee	grown?	 	 	 	

4.	 Where	was	this	oil	shipped	from?	 	 	

5.	 Where	are	these	cars	produced?	 	 	

6.	 Where	is	this	cheese	produced?	 	 	

7.	 Where	are	these	products	assembled?	

 B Describe the work that is done in each department of your company. 

In	the	Marketing	Department
In	Production
…		

 C Your company wants to hire a new employee. Put the five steps in order.

	

 D Describe the hiring process. Use the text blocks from “C” and some of these words: 

First(ly)	 |	 Next	 |	 Finally	 |	 First	of	all	 |	 The	second	step	is	 |	 Lastly	 |	
After	that	 |	 Second(ly)	 |	 Then	 |	 The	next	step	is

	

	 E	 Describe	a	process	in	your	company	and	name	all	its	steps.	

In India

new	products
new	employees
advertising	campaigns
…

are	designed/developed/tested
are	manufactured/produced/assembled
are	trained/recruited
are	organized
…

	 a.	 	hire	the	best	
person	for	the	job

	 b.	 	interview	the	candidates	
for	the	position

	 c.	 	write	a	job	description	
and	inform	people	about	
the	job	opening

	 d.	 	select	the	most	qualified	candidates	
and	schedule	interviews 	 e.	 	collect	and	review	applications

6 Processes
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	 F	 What should be done? Match the sentences.

	 1.	 Matt has done a great job.

	 2.	 The printer isn’t working.

	 3.	 The anti-virus software is old. 

	 4.	 The bathroom is dirty.

	 5.	 Bob doesn’t know about the problem yet.

	 6.	 The instruction manual is in Chinese.	

	 G	 Write three sentences about your ideal workplace. Then compare and discuss.

Example: All employees should be paid well.

	

	

	

	

	

	 H	 Match the questions and answers. Then listen and check.   20

	 1.	 When do you think the report will be ready?

	 2.	 Is the project completed?

	 3.	 Do you have a deadline on this job?

	 4.	 Do we have to replace this machine?

	 5.	 When will the new business cards be printed?

	 6.	 What do we need to do first?	

	 I	 Think of something that could be improved at work. Suggest solutions.

Problem Possible solution

1. �We have an open-plan office. 	
It’s noisy.

– plants can be used as sound barriers
– an unused room could be turned into a “quiet room” 
– headphones could be used

2. 

	

	

	

	

	

c a.	 It should be cleaned. 	

b.	 It should be translated into English.

c.	 He should be promoted.

d.	 It should be repaired.

e.	 He should be informed.

f.	 It should be updated.

d a.	 No, I think it can be repaired.

b.	 These papers need to be sorted first.

c.	 Yes, I do. It must be finished by July 20.

d.	 I think it could be written this week. 

e.	 No, it isn’t. But it should be completed in May.

f.	 They will be printed next week.

Processes 6
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6 Processes

	 3	 Instructions

	 A 	 Do you read instruction manuals when you purchase new products? Discuss.

	 B	 Read the text.

	 C 	 Listen and match the instructions to the pictures. One text does not fit.   21

 	  	  	  

Speaker 	 	 	 Speaker 	 Speaker 	 Speaker 

	 D	 Read the text. Can you think of similar examples? Which is the funniest?

Amusing instructions
Here are some instructions and product warning labels that were actually  
printed on different products throughout the world:

can of peanuts					     Warning: Contains nuts. 
hairdryer					     Do not use while sleeping.
children’s cough medicine		 Do not drive car after use.
packet of nuts					     Instructions: Open packet, eat nuts.
washing machine					    Do not put any person in this washer.
computer screen					     Keyboard not found. Press F1 to continue.
bag of chips					     You could be a winner! Details inside.  
							       No purchase necessary.
TV dinner					     Place in microwave and heat for two minutes. 
							       Caution: Product will be hot after heating.
coat hanger					     Caution: Do not swallow.

BE
tin of peanuts
bag of crisps

AE
can of peanuts
bag of chips

INSTRUCTIONS
Whether at home or at work, we sometimes have to read 
instructions to find out how to perform certain tasks. This 
includes everything from assembling furniture to washing 
clothes or setting up electronic devices.

Instructions in English do not always use articles or pronouns.

Look at this example: 

Open box. Remove product. = 
First open the box. Then remove the product.

This is not grammatically correct, but it helps keep the 
instructions short and easy to understand.

forty
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Processes 6
	 E	 Complete the instructions with the words below.

print  |  plug  |  install  |  computer  |  take  |  press  |  turn on  |  	
cable  |  printer  |  remove  |  connect  |  follow  |  box

Setting up your new printer is easy. Here’s how it works:

STEP 1:  the printer 

out of the .  

 all packaging 

material and place the printer 

near your computer.	

 	  	  
 

	 F	 Write a mini instruction manual for a simple process. 

	

	

	

	

	

Take

BE
switch on/off

AE
turn on/off

forty-one

STEP 2: Connect the printer’s 

power .

 one end of the  

cable into the printer and the 

other into a power outlet.	

STEP 3:  	

the printer to the computer.

Plug the USB cable from  

your printer into a USB port  

on your .

STEP 4:   

the software. Turn your 

computer on and insert the 

CD that came with the printer. 

the installation wizard until 

the software is installed.

STEP 5:   

the printer.  

the power button on the top  

right of your printer.

STEP 6:   

a test page to make sure your 

  

is working properly.
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7 Persuading and Selling

a.	 May I use your phone, please?

b.	 May I speak to Bill, please?

c.	 Would you please answer the phone for me?

d.	 Sorry, I’m in a hurry. Can we talk later?

e.	 Could you repeat that, please?

f.	 Could you give me the report tomorrow?

g.	 Can I help you with anything else?

What do you think good customer service involves? 

	 1 	 Being polite

	 A	 How would you say this more politely? Match the sentences.

	 1.	 I want to talk to Bill!	

	 2.	 I want the report tomorrow!

	 3.	 What do you want now?

	 4.	 What?

	 5.	 I want to use your phone. 

	 6.	 Answer the phone! I’m busy.

	 7.	 Not now! I have to go.

	 B	 Listen and fill in the missing words.   22				  

Can I  |  Could you  |  May I  |  I’d like  |  You needn’t  |  Could you

1.	  repeat that, please?	 	 4.	  be of any assistance?	

2.	  speak to Mary, please?	 5.	  email it to me, please?	

3.	  type the report today.		 6.	  an answer soon, please.

	

b

Could you

BE
needn’t

AE
don’t have to
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Persuading and Selling

	 C	 Listen and mark the sentences true or false.   23

	 1.	 Theresa knows the Warrington account well.

	 2.	 “Lend a hand” means to help.

	 3.	 Cole needs some background information on the Warrington company.

	 4.	 Theresa doesn’t have any information for Cole.

	 5.	 Cole would like to know how much Warrington bought from Furnishcorp last year.

	 6.	 Theresa can’t help him with this.

	 7.	 Theresa doesn’t have to give Cole the information this week.

	 D	 Read the text about politeness.

	 E	 Choose the best response(s). 

1.	 �I just wanted to return 	
this book to you.

2.	 �Do you mind if I 	
borrow your pen?

3.	 �Do you mind if I 	
open the window?	

4.	 �I was wondering if you 	
could do me a favor?	

	

	 F	 In pairs, practice using polite language. Use the ideas on page 102.

	 Thanks. I don’t mind.

	 Thanks. I was wondering where it was.

	 Thanks, but I don’t mind if you keep it a bit longer.

	 No, not at all. Here you are.

	 Of course. Go ahead.

	 Actually, I do mind. I don’t need it now.

	 No, I don’t mind. It’s freezing outside.

	 Yes, I do. I could use some fresh air.

	 Not at all. It’s hot in here.

	 Of course. What can I do for you? 

	 Sure. What do you need?

	 Not at all. It’s my pleasure.

Saying things politely
We can use different phrases to express politeness 
when we request (= ask for) something:
I was (just) wondering if you could help me.
I wanted to ask you if you could give me some information.

We often use the expression Do you mind … for polite requests: 
Do you mind if I leave earlier today? Do you mind if I sit here?

Note the answers to the questions:  
Do you mind if I sit here? – No, I don’t mind. 
I don’t mind means it is okay.  I (do) mind means it is not okay.

7

BE
favour

AE
favor
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7 Persuading and Selling

	 2	 Presentations

	 A	 In class, talk about the questions below.

•  How do you feel about speaking in front of a group of people?
•  Do you have to give presentations at work? Give examples.
•  What can go wrong during a presentation? Has any of this ever happened to you?

	 B	 Match the situations below with the phrases you can use. 

	 1.	 introducing the main topic 

	 2.	 �explaining the structure of 	
  your presentation

	 3.	 beginning a new section	

	 4.	 moving on to the next section 	 	

	 5.	 analyzing a point	

	 6.	 giving examples	

	 7.	 referring to previous points 	
	 	 and moving forward	

	 8.	 referring to visuals	

	 9.	 summarizing	

	10.	 inviting questions	

	 C	 Guess the missing words. Then, listen to the whole presentation and check.   24

look  |  notice  |  move  |  numbers  |  feel  |  pleased  |  start  |  increase  |  time  |  summarize

1.	 Cole and I are very  that you could find the time at such short .	

2.	 �We’ll  with some background information. Then we’ll  on to sales 	

and marketing activities. And lastly we’ll .

3.	 �If you take a  at the information here, you can see that we have 	

got over 50 new customers, which is an  of 39 % in just a 	

few months.

4.	 �You can see from the  here that the increase in external 	

sales appointments was very large.

5.	 And we’d like to thank you for your .

6.	 But first, if you have any questions, please  free to ask.

	 D	 Prepare a mini presentation on a project, product or service of your choice.

i a.	 �To give you an example … / For example … / A good 
example of this is …

b.	 �In conclusion … / To sum up … / Let’s summarize what 
we’ve looked at.

c.	 As I said earlier … / I’ll come back to this later.

d.	 �Take a look at this … / As you can see from the … / Here 	
we can see …

e.	 �Any questions? / Does anyone have any questions or 
comments?

f.	 �My presentation is divided into three parts. / I’m going to 	
talk about three points today. / First … Then … Finally …  

g.	 �The next topic I’d like to discuss is … / Now let’s move on 	
to … / Now let’s now turn to … / That brings me to the 	
next point.

h.	 What does this mean for us? / Let’s look at this in detail.

i.	 �I’m going to talk about … / My topic today is … / I am 
here today to talk to you about …

j.	 Let’s start by looking at … / First of all …

BE
analyse
summarise

AE
analyze
summarize

pleased
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7Persuading and Selling

	 3	 Offers

	 A	 Who is responsible for answering inquiries and writing offers in your company?

	 B	 Which sentences could be from cover letters sent with offers? Tick the boxes.

	 1.	 I am sending some free samples by separate mail.

	 2.	 Please find enclosed the check for $ 2,345.

	 3.	 We offer a 10 % discount for orders over 500. 

	 4.	 Thank you for your interest in our products.

	 5.	 Please send the items to the address below.

	 6.	 Thank you for your inquiry regarding our new line of products.

	 7.	 We are pleased to make the following offer:

	 8.	 Please let us know when we can expect the delivery.

	 C	 Put the sentences in order and write the offer below.

	

 

	

	

	

	

	

	

	 D	 Circle the correct word.

1.	 inquire in / about a product or service	 5.	 make / do business with
2.	 offer / make a discount	 	 	 	 6.	 send something with / by separate mail
3.	 refer to / at the catalogue	 	 	 7.	 make / do an offer 
4.	 feel convenient / free to contact me	 8.	 your interest in / for our company

BE
post
cheque

AE
mail
check

We offer a 10 % 
discount for 	
first-time buyers.

We are sending you 
some samples by 
separate mail. 

Thank you for your enquiry 
of October 17 regarding 
our promotional products.

Dear …, We look forward 
to doing business 
with you.

Please find enclosed the 
leaflet about our new line 
of products.

If you have any 
questions, feel free 
to contact us at 	
any time.

Sincerely, For information on 
shipping and terms of 
delivery, please refer to the 
main catalogue.
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7 Persuading and Selling

	 E	 Write an offer for a client who is interested in a product/service of your company.

 	 4	 Persuading and negotiating

	 A	 Look at the three sentences. What is the difference in meaning? Discuss.

•  He suggested buying the car. 
•  He advised us to buy the car. 
•  He persuaded us to buy the car.

	 B	 Has anyone ever persuaded you to buy something you didn’t need or want?

	 C	 You are going to hear six short texts. Which text goes with which situation?   25

Text 1 Text 2 Text 3 Text 4 Text 5 Text 6

a.  You want to organize a meeting.

X b.  You want to invest some money.

c.  You want to get a better job.

d.  You want to move to another city.

e.  You want to increase sales.

f.   You want to ask for a salary increase.

	 D	 In pairs, ask for and give advice. You can use the ideas below or your own ideas.

Example: I want to spend more time with my family. – If I were you, I would …

I want to spend more time with my family. 
I want to buy a house/an apartment/a car.
I’m nervous when I have to speak in public.
My boss doesn’t appreciate my work.
I don’t get along with my co-worker/neighbor. 
How do I create a better work-life balance?
I’d like to find a way to enjoy exercise.
	

	 E	 In pairs, brainstorm situations where you have to negotiate. Then compare in class.

in your personal life at work

If I were you, I would …
Why don’t you …
You could …
…

BE
flat
neighbour

AE
apartment
neighbor

getting a higher salary	

	

	

	

	

	

	

	

	

	

buying a new car
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7Persuading and Selling

	 F	 Read the text and discuss the negotiation tips below. Add one of your own.

	 G 	 Negotiate! Student A uses the information below, and student B looks at page 103.

Student A

Situation 1
You have achieved the targets you agreed 
on with your boss. You want a reward for 
your hard work. Argue for one or more of the 
following: a promotion, a higher salary, training 
opportunities, etc.

Situation 3
You want to order 70 office chairs. However, 
you will only purchase the chairs if you get a 
5 % discount. 

Situation 2
Your company has just been relocated. You can 
now walk to work and want to sell your car.  
You have found a potential buyer. Try to make  
a good deal.

Situation 4
A customer is interested in one of your 
company’s products or services. Try to make a 
sale. Consider the following: discounts, means 
of payment, delivery, guarantee, etc.

NEGOTIATION SKILLS
We all negotiate both professionally and privately. Some of us are better at it than 
others. Here are five tips that will help you improve your negotiation skills.

1. Find out what your partner wants
Ask questions to find out about the other  
person’s needs and expectations: 
• What can I do for you? 
• What do you need? 
Listen actively and paraphrase to make sure you 
understand what the other person is saying: 
• So, you’re saying …, right?
• If I understand you correctly, … 
• Let me make sure we're on the same page …	

2. Think of alternatives
Before you walk into the negotiation, think about 
why your partner might say “no” to some of 
your suggestions. Try to come up with different 
options and identify some things that you are 
willing to compromise on: 
• What if we tried this: …?
• Why don’t we do this: …?
• Have you ever thought about …?

3. Stay calm and don’t argue
Negotiating is not about proving that you are 
right and the other person is wrong. It is about 
finding a solution that everyone is happy with.  
If you disagree with something, say so, but  
do it nicely: 
• I understand what you’re saying. However, … 
• I’m afraid I don’t quite agree.

4. Consider timing
There are good times to negotiate and bad  
times. Bad times are when there is a high level  
of stress or when one of you is tired. Plan your 
negotiations around these times. If necessary,  
you can also suggest a break during the  
negotiations or reschedule for a better time:
• Let’s come back to this after lunch.

5. 
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e

Buying8

BE
Have you got …?
I have got …

AE
Do you have …?
I have …

What do you think makes a good supplier?

	 1	 Giving reasons

	 A	 Match the sentence parts.

	 1.	 I bought this bag because						      a.	 the low price and the great design.

	 2.	 The shirts weren’t expensive, so				    b.	 we can’t buy the new equipment.

	 3.	 We don’t have the money. Therefore,			   c.	 we decided to buy a more modern one. 

	 4.	 I chose this product because of				    d.	 I like it. 

	 5.	 It’s fun and easy to use. That’s why			   e.	 it is useful for business trips.

	 6.	 It was old-fashioned. For that reason			  f.	 I bought two of them.

	 B	 What are promotional products or freebies? In pairs, write down examples.

	 C	 In class, discuss the questions below.

•  Does your company give freebies to customers? If so, what are they?
•  Why are promotional products important for businesses?
•  Do you like receiving freebies? How long do you usually keep them?
•  Have you got any promotional products at home?

forty-eight
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8Buying

	 D	 You want to buy freebies for visitors to your company. Discuss the options below.

 	  	  

	 E	 In pairs, think of one additional freebie. Compare in class and vote on the best idea.

	 2	 Getting the best deal

	 A 	 Listen to the conversation. Match the descriptions to the correct company.   26

one-month contract  |  good prices  |  mixed references  |  two years’ experience  |   
excellent references  |  seven years’ experience  |  cheaper than General Cleaners  |   
more expensive than the others  |  positive references  |  two-month contract  |   
20 years’ experience  |  one-year contract

General Cleaners Cleaning Men Clean Team 

 

  

  

  

 

  

  

 

  

  

forty-nine

Multifunctional Pen
•  useful for business trips
•  has got a laser pointer
•  has got an LED light
• � comes in silver or black
price: £ 1.99

Robot USB Flash Spider
•  has got a unique design
•  available in several colours
•  comes in a transparent box
•  not just for tech geeks
price: £ 2.05

Melon
•  organically grown
•  unusual gift idea
•  traditional gift in Japan
•  comes in a wooden box
price: variable	

Chocolate Gift Box
• � has got the company’s  

logo on it
•  elegant appearance
• � contains twelve gourmet 

chocolates
price: £ 8.49	

Windproof Umbrella
• � has got the company’s  

logo or message on it
•  comes in grey, blue or black
•  top quality
price: £ 5.65	

Award-Winning Wine
•  red, white or rosé
•  custom label
• � 2-bottle or 3-bottle gift  

sets available
price: variable
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Buying8

	 C	 Find the phrase that does not fit. Give reasons.

	 We are interested in …							       	 Could you send me your offer by …

	 We are a fast-growing company in …			  	 We hope that you like our offer …

	 Please send us an offer for …					     	 Would it be possible to send me …	

	 D	 You want to buy promotional products. Write an email asking for an offer.

•  Say why you are writing.
•  Briefly introduce your company.
•  Say which product(s) you are interested in and how many you need.
•  Mention the date when you need the offer by.
•  Ask any additional questions you may have.
•  Don’t forget to use an appropriate greeting and closing.

1.	� I am writing to you because we’re looking for a new supplier of office equipment. We need a  
variety of computer accessories and would greatly appreciate it if you could make us an offer by the 
end of the month.

2.	� Thank you for the offer you sent us. We regret to inform you that your prices are too high for our 
budget. For that reason, we have decided to go with another supplier.

3.	� Despite our complaints about the delays, there has been no action taken by you to improve the 
situation. Therefore, we have decided to terminate our contract with you.

4.	� We’re looking for new office space at the moment, and I would like to ask you a few questions 
about the office building on the corner of 2nd Avenue and Logan Street.

5.	� Thank you for the quote you sent us. After reviewing your offer carefully, we are happy to inform 
you that we have decided to give you the contract.

6. �We would like to thank you for the wonderful services you have provided. As a result of that, we 
would like to offer you an exclusive contract with us for the next five years.

This is an example of 

This is an example of 

This is an example of 

This is an example of 

This is an example of 

This is an example of 

	 B	 Read the six extracts from business emails and decide what the situation is about.

accepting an offer  |  ending a contract  |  rejecting an offer  |  binding a supplier  |   
asking for an offer  |  asking for information	

fifty
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Buying 8
	 3	 Payment and delivery

	 A	 Listen to the conversation. Which words do Hannah and Bill use?   27

1.	 You’ve got good prices, but I do have some questions about the conditions / terms. 

2.	 Will the payment be made before delivery, or is it possible to receive a bill / an invoice and pay later? 

3.	 Our rule / policy is to pay after receipt of the products. 

4.	 I also have a question regarding the delivery.  How will the products be shipped / mailed? 

5.	 And when will we receive the goods / products? 

6.	 Well, if we have the items available / in stock, then the order will usually be processed within one day.  

7.	 Actually, a 2 % discount can be offered on items paid within / in ten days of delivery.

	 B	 Listen again and mark the sentences true or false.   27

	 1.	 Hannah is visiting Bill.

	 2.	 Normally, the company requires payment before delivery.

	 3.	 Smaller items are normally sent by mail.

	 4.	 A shipping company delivers larger items.

	 5.	 Orders placed before noon are delivered the next day.

	 6.	 The company offers a discount for larger orders.

	 7.	 There’s a discount if the invoice is paid within ten days.

	 8.	 Hannah will place her order by phone.

	 C	 In class, talk about the payment and delivery policies of your company or one you work with.

	 D 	 Listen to five extracts from negotiations. Which two topics are mentioned in each case?   28

1.	   prices			     delivery terms		    discounts					       contracts 

2.	   packaging		    payment			     insurance					       delivery 

3.	   discounts		    shipping			     prices					       special offers 

4.	   transport		    prices				      discounts					       delivery dates 

5.	   delivery		    packaging			     special offers					       prices

	 E	 In small groups, discuss the questions below.

• � Do you always try to get the lowest price on everything  
you buy?

• � Do you enjoy bargaining in other countries?  
If so, what have you bargained for? How did you do it?  
Was it easy or difficult? 

• � What do you think the word bargain hunter means?  
Would you consider yourself a bargain hunter?

•  Do you sometimes buy things that you don’t need?
• � Some people say that “money makes the world go round.”  

Do you think that’s true?

fifty-one
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8 Buying

BE
cheque

AE
check

debit

Subject: Order KM3982

Dear Mr Jacobs

Thank you very much for the above-mentioned order. Unfortunately, we received no information 
about how you would prefer to pay. Also, as a new customer, payment must be made prior to 
shipment of  the product. There are several payment options to choose from:
•  Direct debit: Provide us with your bank account information and the amount will be withdrawn 

directly from your account;
•  Credit card: Provide us with your credit card number and the amount will be debited from your 

account;
• Cheque: Send us a cheque and after it clears, your order will be shipped;
•  Cash on delivery (C.O.D.): Payment can be made by cheque or cash when the product is 

delivered to your address.

You will be contacted soon so that the payment conditions can be arranged.

Once again, we would like to thank you for your order. We hope that you will be satisfied with our 
products and service.

Yours sincerely
Barbara Burgess

send

 F Read the email first. Then complete the definitions with the words below.

prior | withdraw | debit | amount | clears 

1. To  means that the bank takes money out of a bank account.

2.  is another word for before.

3.  When a check , the bank has accepted it, and the

money has been taken out of the account.

4. To  means to take money out of a bank account.

5.  of money is another way to say sum of money.

 G Read the email again and mark the sentences true or false.

 1. Mr Jacobs forgot to write about his payment method.

 2. New customers have to pay before they receive a product.

 3. Direct debit means money will be taken from an account.

 4. Mr Jacobs has to pay by credit card.

 5. Mr Jacobs has already paid online.

 6. With C.O.D. the money will be taken from an account.

 7. Someone will contact Mr Jacobs soon.

 8. Ms Burgess thinks that Mr Jacobs will return the product in the future.

 H  Discuss the pros and cons of different payment options.
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Buying 8

Situation 1

Your company wants to buy cookies. You decide to order 
100 boxes from your supplier. Because this is a large order, 
you expect a discount.

•  Say what kind of cookies should be delivered:
chocolate chip, plain or a mixture?

•  Say by when the cookies must be delivered. 
Negotiate delivery times when necessary.

• Negotiate a discount.
• Ask how you should pay: by invoice or bank transfer?
• Place an order.

BE
biscuits

AE
cookies

Situation 2

Your company sells promotional products. Your partner 
wants to order travel mugs with the company’s logo on 
them. Talk politely to him or her and negotiate when 
necessary.

•  The red travel mugs are in stock, but the blue ones are 
sold out.

• Delivery: the next day if orders are placed before noon
• Minimum price: € 2.58
• Payment: by invoice or bank transfer
• Free delivery or discount on larger orders

 4 Placing an order

 A Tell each other about something that you have recently ordered.

• How did you place the order: online, by phone, etc.?
• How did you pay for the item: by credit card, bank transfer, etc.?
• When did you receive the item?
• Did you experience any problems with your order?

 B Complete the questions and answers with the words below.

offer | invoice | accept | by | stock | orders | options | pay | sold | within

1. Can you deliver  Friday? – Yes, we normally deliver  24 hours.

2. Will a discount be given for large ? – We  a 2 % discount on orders over 200.

3. Can we  by credit card? – I’m sorry, but we only  payment by bank transfer. 

4. Are the items in ? – The black ones are in stock, but the silver ones are  out.

5. What are the payment ? – You can pay by  or check.

 C  Student A looks at the situations below and student B at the situations on page 103.

Student A

fi ft y-three



54

Market Performance9
Briefly describe the recent market performance of your department or company.

	 1	 Large numbers

	 A	 Which numbers do you hear? Listen and tick the boxes.   29

1.	   £ 13.9 million	 	   £ 30.9 million	 	 	   £ 30.3 million 	

2.	   € 700,720	 	 	   € 170,720	 	 	 	   € 770,720 	

3.	   € 17.07 million	 	   € 70.07 million	 	 	   € 77.07 million	

4.	   $ 14.4 million	 	   $ 44.4 million	 	 	   $ 40.4 million	

5.	   € 60.3 million	 	   € 16.23 million	 	 	   € 16.3 million	

6.	   $ 400,014	 	 	   $ 400,040	 	 	 	   $ 140,440	  

	 B	 How do you say this in English? Write the words next to the symbols.

plus  |  percent  |  euros  |  multiplied by  |  minus  |  pounds  |  equals  |  divided by

1.	 =	 	 5.	 %	  	

2.	 +	 	 6.	 €	 	

3.	 ÷	 	 7.	 x	 	

4.	 £	 	 8.	 -	
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BE
People usually use the word and when talking about 
hundreds. Example: 625 is pronounced as six hundred 	
and twenty-five.

AE
Americans sometimes leave out the word and: 
six hundred twenty-five.

Market Performance 9
	 C	 Practice reading these numbers out loud.

$ 364,559		 	 	 £ 121 million	

15.3 million		 	 25,468.71	

75.6 %	 	 	 	 989,132.04	

€ 10,203.52	 	 	 67.08 %	

$ 34,310,706		 	 2,870,540.11

	 D 	 Use your calculator to solve the problems below. Then read the equations out loud.

1.	 54,675.65 + 1,863.76 =  	 4.	 709.56 - 87.60 =  	

2.	 690.43 x 2 =  	 5.	 38.2 - 7.28 =  	

3.	 510,706.09 + 34,321.67 =  	 6.	 120.24 ÷ 4 =  

	 2 	 Describing trends 

	 A	 What comes to mind when you hear the word trend? Discuss in class.

	 B	 Read the text about describing trends.

	 C 	 Listen and write the missing words in the gaps.   30

1.	 Sales  in August.	 4.	 Oil prices have .	

2.	 The price  10 % last year.	 5.	 The numbers  significantly.	

3.	 Our profit has  slightly.	 6.	 The production costs .

fifty-five

Trend means change. We often read about trends in the  
newspaper: prices, fashion, ideas and feelings can all be  
expressed with the word trend.

We also use the word trend to speak about the performance  
of products and sales. When the numbers go up, they  
increase. Other words for this are rise, climb, grow, go up,  
take off and skyrocket. The opposite is to decrease. You will  
also hear drop, fall, go down or decline. 
The nouns upswing and expansion are used to describe  
positive trends, whereas downswing, downturn and loss  
describe negative trends. 

If the change is small, we say it is slight or minor: e. g. a slight increase. To describe big changes, 
we say major, dramatic or significant: e. g. a dramatic upswing.

The words gradual and steady describe slow changes; sudden and rapid describe fast changes. 
When there is no change, you can say that the numbers stayed the same.

TRENDS



56

5

4

3

2

1

0
JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC

9 Market Performance

	 D 	 Which description fits? Tick the box.

	 E 	 Describe the chart below. 

	 F	 Listen to Theresa’s presentation and mark the sentences true or false.   31

	 1.	 Theresa presented the sales figures from last year.

	 2.	 January and February were both slow months.

	 3.	 Turnover continued to grow into March.

	 4.	 This positive trend continued into April.

	 5.	 Sales enjoyed growth in May and June.

	 6.	 July was extremely slow last year. 

	 7.	 Sales in September were up slightly.

	 8.	 The year ended extremely well.

6.  Profit

	 decreased dramatically.

	 enjoyed a major upswing.

	 increased a little.

1.  Prices 

	 stayed the same.

	 increased steadily.

	 fell slightly.	

3.  Income 

	 has shown a major drop.

	 has shown a minor drop.

	 has climbed steadily.	

5.  Customer numbers

	 declined significantly.

	 went down slightly.

	 rose steadily.

2.  Sales

	 skyrocketed.

	 rose slightly.

	 went up a little.

4.  Costs

	 have gone up steadily.

	 have dropped dramatically.

	 have declined slightly.
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fifty-seven

	 G 	 Prepare a short presentation following the guidelines below.

•  First, draw a chart that shows a trend or development in your company.
•  Present your chart to the group. Explain what the chart shows. Give reasons for the changes. 
•  Try to use some of the expressions from “D”.
•  Answer questions.

	 3 	 Predictions

	 A	 Listen to the conversation and mark the sentences true or false.   32

	 1.	 Chad thinks the future will not be good.

	 2.	 The company doesn’t have enough money in the bank.

	 3.	 Chad thinks the company will need six months to pay back the banks.

	 4.	 The annual report was sent out last week.

	 5.	 Chad thinks there won’t be enough money to pay for the company’s expansion.

	 6.	 Chad hopes Paige will tell the public the truth.

	 7.	 Chad believes Theresa knows the information is false.
	

	 B 	 Listen again. Which words do Chad and Paige use? Some words do not fit.   32

expect  |  predicts  |  hope  |  suppose  |  believe  |  guess  |  suspect  |  doubt	

1.	 And she  that the company will do well in the near future, doesn’t she? 

2.	 I  the future will be as bright as Theresa says. 

3.	 I  we’ll be having some very difficult months soon. 

4.	� I  we’ll need at least a year to repay all of the loans we have at the moment.

5.	 And I  we won’t have the money very soon either. 

6.	 I  someone will have to spread this news.

	 C 	 Agreeing and disagreeing: Write the sentences in the correct category.

I think you’re right.  |  I’m afraid I disagree.  |  I’m not sure about that.  |  I don’t think so.  |   
Exactly.  |  I don’t quite agree.  |  That’s quite true.  |  I couldn’t agree with you more.  |   
You’re absolutely right.  |  Not necessarily.  |  I see it differently.  |  I think so, too. 

Agreeing Disagreeing
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 D Referring to the presentations in “2G”, discuss and predict the future. 

I believe
I hope
I suppose 
I doubt
I guess
I expect
… 

 4 Future plans

 A  Read the text and answer the questions below.

1. Production will be going up …

 by 10 percent.     by 15 percent.     by 20 percent.

2. A new production shift will be starting …

 next week.     next month.     next year.

3. The TV spots will be shown …

 next Monday.     very soon.     this week.

4. HR will be hiring new employees in …

 Production.      Sales.      Marketing.

5. If employees help to recruit new staff, they will be getting …

 an extra day off.    a financial bonus.   two days of vacation.

Dear Colleagues,

Those of you who attended my presentation on last year’s sales fi gures know that we have 
been performing well on the market. However, this does not mean that we can relax now! 
Therefore, I would like to inform you of some plans for the company for this year.

We will be increasing production by 10 % to meet the needs of the market. We have too many 
orders at the moment and need to be able to fi ll them. Stan Moslowki from our Production De-
partment has agreed to introduce a third shift. This shift will begin working as of next Monday.

We will also be expanding our advertising in the coming months. The Marketing Department is 
working on a television ad campaign. The spots will be appearing on local TV over the next few 
weeks.

In addition, we will be hiring new employees for telephone sales and service. Human Resources 
has placed ads online and in local newspapers and will be interviewing applicants this entire 
month. If you know anyone who is qualifi ed and needs a job, please contact Martina in HR. 
We will be offering a bonus of two vacation days to any employee who helps recruit someone.

I’d like to thank you for the excellent work you have done. I know that we will all be working 
hard to reach the goals the company has set.

Kind regards,

Theresa

the positive trend will continue
the situation will improve
the numbers will increase
the numbers will decrease
…

over the next few months.
next year.
within the coming weeks.
in the near future.
…
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  a.	 �After I get back, I’ll also be starting a 
second job. My sister has a restaurant and 
she needs some help in May because one 
of her waitresses will be getting married 
and will be away for a few weeks.

  b.	 �My plans for the coming year? 
Well, I’ve thought about this 
for a while and even made a 
schedule for myself.

  c.	 �First, I’ll be taking an 
evening course at the 
local university. I want to 
learn more about business 
administration, so I’ll be 
going back to school.

  d.	 �Once summer comes, I’ll be working 
more in my garden. I love the 
summer and the flowers. From 
September, I’ll be working in the 
Telephone Sales Department. It’ll 
be a change, but I think I have the 
qualifications to do the job well.

  e.	 �Then finally, I’ll be changing my name 
because I’ll be getting married in 
December. I’ve got a lot planned for the 
year, but I know I’ll be successful.

  f.	 �Then, during the break at 
Easter, I’ll be taking a short trip 
to the Caribbean. I need a few 
days of sunshine and sand.

	 B	 What are your department’s plans for the near future?

	 C	 Walk around and ask others what they will be doing tomorrow. Take notes.

Example: What will you be doing at six-thirty in the morning? – I’ll be having breakfast.

Time Activity

6:30 a.m.

10:00 a.m.

noon

3:30 p.m.

7:00 p.m.

	 D	 Lea is talking about her plans. Put the text in order. Then listen and check.   33

 

	 E 	 What will you be doing next year? Write a short text about your plans.
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Working Together10
Why is it important to have meetings?

	 1	 Meetings

	 A	 In pairs, write the words next to the definitions. Then compare in class.

absent  |  to postpone  |  to attend  |  minutes  |  to vote  |  agenda  |  chairperson  |  to assign  |   
to propose  |  to brainstorm  |  to wrap up

	 1.	 a list of topics that will be discussed at a meeting			    

	 2.	 to hold a meeting at a later time							        

	 3.	 to make a choice for or against someone or something	  

	 4.	 the person who leads the meeting						       

	 5.	 to suggest something									          

	 6.	 not at the meeting; not present							        

	 7.	 to work together in order to create new ideas			    

	 8.	 to finish 											            

	 9.	 to give someone work to do								         

	10.	 a written record of what was said in a meeting			    

	11.	 to go to a meeting									       

agenda
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 B What do you think is the difference between these types of meetings? 

project meetings     brainstorming meetings  department meetings
board meetings     meetings with clients   meetings with suppliers

 C  Discuss the following questions in class.

• What types of meetings do you have in your company? Are they formal or informal?
• Do you use videoconferencing or do you always have face-to-face meetings?
• How often do you have to attend meetings?
• Do you doodle when you are bored in a meeting?

 D Walk around and ask others about the last meeting they attended. Take notes.

Where and when was the meeting? 

How many people attended? 

What was the purpose of the meeting? 

What was your role?  chairperson    minute taker     participant

Which topics were discussed? 

Is a follow-up meeting scheduled? If so, when? 

 2 Writing minutes

 A  Read the text about effective minute-taking.

At most meetings someone takes notes to keep a record of  the discussion. We call this 
taking the minutes. Meeting minutes usually include the following:

     • Date and time of  the meeting
     • Names of  the participants
     • Purpose of  the meeting
     • Topics discussed
     • Decisions made
     • Actions agreed upon
     • Tasks assigned 

Tips for effective minute-taking:
1.  Decide how you want to take notes. While some people like to use pen and paper, others 

prefer to take a laptop or tablet to the meeting. If  you want to record the meeting, don’t 
forget to ask all participants if  they’re okay with that.

2.  Don’t try to write everything down. It’s enough to record the most important points, e. g. 
the results of  votes, next steps planned, tasks to be completed and the person responsible 
for completing them.

3.  When the meeting is over, tidy up your notes. Add more detail if  necessary and take out 
any information that is not relevant. When you are finished, proofread your text carefully. 
Send a copy of  the minutes to everyone who attended the meeting.
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	 B	 In pairs, come up with additional tips for effective minute-taking. Compare in class.

	 C	 Listen to four clips from meetings. What does each speaker say?   34

1.	 Miranda suggested …

	 a new marketing strategy. 

	 a market survey. 

	 a new location.

2.	 Antonio said we should …

	 make our products better.

	 take some products off the market.

	 develop new products.	

	 D	 You are the minute taker at a meeting. Listen and take notes.   35

1.	� Miranda said  

2.	� Antonio offered to  

3.	� The training session will be  

	 3 	 Assigning tasks

	 A	 Which of the following statements are correct? Listen and tick the boxes.   36

Conversation 1: 

	 a.	 The woman translates the French texts herself. 

	 b.	 The woman doesn’t translate the French texts herself. She has them translated. 

	 c.	 The woman translates the Spanish texts herself. 

	 d.	 The woman doesn’t translate the Spanish texts herself. She has them translated.

Conversation 2: 

	 a.	 The man changes the oil on his car himself. 

	 b.	 The man has the oil changed.

	 c.	 The man has his car serviced twice a year.

	 d.	 The man has the tires changed in the spring and in the fall.

	 B	 Do you usually do these tasks yourself or do you have them done for you? Discuss.

making coffee in the office  |  tidying up your desk  |  cleaning the office  |  organizing meetings  | 
installing computer programs  |  arranging appointments  |  changing the tires on your car

3.	 Takashi offered to …

	 translate the Japanese texts himself.

	 look for a new translation agency.

	 check the Japanese translations.

4.	 The next meeting will be …

	 tomorrow at noon.

	 next Tuesday.

	 on December 8.

AE
tire
fall

BE
tyre
autumn
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 C Read the text.

 D  Who is to do what? Listen and complete the sentences below.  37

week  |  do  |  install  |  June  |  call  |  interview  |  report  |  month  |  provide

1.  Theresa is to   the new clients by next   

2.  Martina is to   job candidates.

3.  Wendy is to   on her budget by next   

4.  Chad is to   all staff with the annual report.

5.  Paige is to   a workshop on legal changes.

6.  Ray is to   the new software by 

 E Choose the best response(s).

1.   Please have the minutes ready by noon 
tomorrow and send them off to everyone. 

2.   Could you please translate this letter 
into Spanish for me?

3.   I’d like you to proofread the text before 
it goes onto the website. 

4.   I’d like you to personally train 
our new employee.   

Who is to do what?
When you assign tasks in a meeting, you probably want 
to keep track of  the following:
1. Which tasks need to be completed? 
2. Who is responsible for completing them? By when?

There’s a quick and easy way to write this information down. 
Imagine you’re in a meeting and someone says: “Janet, can 
you look for new suppliers of  office materials? Please get 
offers and make a decision by June 1.” If  you want to keep 
your notes short and clear, you can write:

BE
is to

AE
is supposed to

Office materials – Janet is to look for new suppliers of office materials. 

– She is to make a decision by June 1.

  Actually, I don’t quite agree with you.

  No problem. I’ll type them up by then.

  Sure. We can speak about it at the next meeting.

  No problem. When do you need it by?

  Sure. I’ll do it fi rst thing in the morning.

  Fine. I don’t care.

  Go ahead. I really don’t mind.

  Thanks, I really appreciate your help.

  I’ll do it this afternoon because I’ll be out tomorrow.

  Of course. I’m sure he can handle it.

  Sure. His fi rst day is on Monday, right?

  I’d be happy to. When do you need it by?

sixty-three



64

Working Together10
	 F	 You are to organize a company picnic. In groups, discuss who is to do what.

	 G 	 Tell the class what you have decided and why.

Example: David is to hire a band. He has some good connections to musicians.

	 4 	 Participating in meetings

	 A	 Listen and mark the sentences true or false.   38

	 1.	 Paula said she was relocating to Bilbao very soon. 

	 2.	 John said the first item on the agenda was the report. 

	 3.	 Paula said that she had worked on surveys before. 

	 4.	 John ended the meeting because the group had covered all points. 

	 5.	 Takashi said that he was going to Singapore soon. 

	 6.	 Maia said she had relocated to Prague in March. 

	 7.	 John said that he wasn’t coming to the next meeting. 

	 8.	 The meeting finished on time.

	 B	 You are the chairperson in a meeting. What can you say in the situations below?

	 1.	 Welcoming the participants 

	 2.	 Stating the purpose of the meeting 

	 3.	 Apologizing for someone who is absent 

	 4.	 Introducing the agenda 

	 5.	 Asking for someone’s opinion 

	 6.	 Asking for agreement 

	 7.	 Ending the meeting	

	 C 	 What else can you say in the situations above? Brainstorm ideas.

d

Things to do: Who is to do it?

find the venue

contact a caterer

hire a band

send invitations

clean up after the event

hire a photographer

rent equipment (tables, chairs, etc.)

plan games or activities

get supplies (trash bags, etc.)

a.	 What do you think, Jennifer?		

b.	 There are four items on the agenda. First, …

c.	 Are we all in favor?	

d.	 Hello everyone. Thank you for coming today.

e.	 Well, that seems to wrap things up. 

f.	 We’re here today to discuss the new IT project.

g.	 Ian can’t be with us today. He’s still in Chicago.

BE
rubbish bag

AE
trash/garbage bag
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 D Complete the phrases with some of the words below. 

comments  |  repeat  |  example  |  afraid  |  comment  |  think  |  say  |  agree  |  opinion

1.  I couldn’t   more.

2.  Does anyone have any questions or  ?

3.  Could you give me an  ?

4.  In my  , we should wait until next year.

5.  I’m   I disagree.

6.  Can I just   something?

7.  I’d like to   on that.

 E Which of the phrases from “D” can you use in these situations?

1.  Expressing agreement  

2.  Asking for clarification 

3.  Interrupting   

 F Simulate a meeting following the guidelines below.

•  Work in groups of three or four. 
•  Decide on a chairperson and a minute taker.
•  Work through the agenda below or write your own agenda.

   

 G Report to the class what your group has decided.

Date: 

Chair:                     Minutes: 

No. Item Aim Who is to do it? By when?

1 Finalize vacation 
plans for the next 
three months.

No more than two 
people should be away 
at the same time.

2 Get copier repaired. 
Any other problems 
with office 
equipment?

3 Do we need new 
office furniture? 
If so, what?

Decision! 
Next steps?

4 Can we have some 
work done by 
freelance staff?

Decision! 
Next steps?

5 Any other business
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Visitors11
How important are first impressions to you?

	 1	 Meeting and introducing people

	 A	 Complete the sentences with some of the words below.

know  |  say  |  think  |  catch  |  introduce  |  must  |  see  |  call  |  greet

1.	 My name is Brian Eliot. I don’t  we’ve met. 

2.	 May I  myself? My name’s Antonio García. 

3.	 I’m Megan Davis. Please  me Megan. 

4.	 Sorry, I didn’t  your name.  

5.	 Good to  you again, Gwen. How have you been?

	 B	  Match the sentences to make mini dialogues.

	 1.	 May I introduce Jessica Turner to you?

	 2.	 I’m sorry, but I don’t remember your name.

	 3.	 I believe we’ve met before.

	 4.	 Do you know my new colleague, Will Rider?

	 5.	 Pleased to meet you, Ms Patterson.	

think

d a.	 No problem. It’s Yumi Iwabuchi.

b.	 Yes, I do. How are you doing, Will?

c.	 Please call me Claire.

d.	 It’s nice to meet you.

e.	 Yes, nice to see you again. How are you?
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	 C	 Discuss the questions below.

•  Do you enjoy meeting new people? Why or why not?
•  Who was the last new person you met at work? Where did you meet him or her?
•  How do people greet each other in your country? Do they kiss, bow or shake hands? 
•  How far apart do people stand from each other when they talk in your country?

	 D	 Listen and mark the sentences true or false.   39

	 1.	 It’s Anouk’s first day at the office.

	 2.	 Mike has never met Anouk before.

	 3.	 The swipe card records when you come and go.

	 4.	 Mike dislikes the food at the cafeteria.

	 5.	 The cafeteria opens at noon.

	 6.	 You can buy smoothies near the office.

	 7.	 There are no restrooms on the third floor.

	 8.	 Anouk knows Gwen already.

	 2 	 Small talk

	 A	 Do you think it is important to have good small-talk skills? Why or why not?

	 B	 Which topics are appropriate when making small talk? Discuss in class.

	 salary					       current news events				      health problems	

	 your last holiday				      your religious beliefs				     the traffic in your home town

	 political issues				      cultural differences				      a colleague’s appearance

	 C 	 In pairs, come up with additional topics that are “safe” to talk about.

 

 

 

 

	 D 	 Write down the topics the speakers talk about. Which topic is inappropriate?   40

Speaker Topic

1

2

3

4

5

6

BE
toilet/loo (informal)
ground floor
first floor

AE
bathroom/restroom
first floor
second floor

a film / movie
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	 E	 What would you say or do in each of the situations below? In pairs, come up with ideas.

	 F 	 Rank these free-time activities from most interesting (10) to least interesting (1).

	 socializing			     playing an instrument		 

	 mountain biking		    watching movies		

	 eating out			     working on cars		

	 water sports			     painting

	 gardening			     playing virtual-reality video games

	 G	 Walk around and compare your answers. Who has similar interests to you?

	 H	 Write the words in the correct category.

yoga  |  snooker  |  bowling  |  soccer  |  shopping  |  exercise  |   
crossword puzzles  |  scuba diving  |  to the cinema  |   
sit-ups  |  the violin  |  volunteer work  |  board games  |   
beach volleyball  |  running

	 I	 Find out more about each other’s hobbies and interests. Use the ideas below.

Do you like/have/go/play …
Are you interested in/good at …
Have you seen/been/tried …
What’s your favorite …
What do you think of …
Did you see/go … last night?
How do you feel about …

BE
queue
lift

AE
line
elevator

BE
cinema
football

AE
movie theater
soccer

do play go

 

 

It’s interesting/fun/entertaining …
I love/like/enjoy …
I don’t like … very much.
I’m not really interested in …
To be honest, I don’t know much about …
In my opinion …
It depends.

Situation 1
On an airplane: You are sitting next to a well-
dressed business man/woman. You would like 
to change seats with him/her so you can sit on 
the window seat. Make small talk!

Situation 2
In the elevator: You and a new employee enter 
the elevator on the ground floor and exit on 
the 15th floor. Do you stand in silence or try to 
make the new employee feel welcome?

Situation 3
At a conference: You are 
waiting in line at the buffet. 
Start a conversation with the 
person behind you. 

Situation 4
At the airport: You have to 
pick up a business partner. 
You have only spoken on the 
phone before.
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	  3 	 Showing visitors around

	 A	 Complete the conversation with the phrases below. Then listen and check.   41

have time to  |  was your flight  |  to freshen up  |  let’s get going  | 
show you around  |  nice to see you  |  used to be  |  can drive you  |   
please call me  |  was wonderful

Cole		  Ms Rossi! It’s  (1) again.

Ms Rossi		 Cole,  (2) Marina.

Cole		  How  (3), Marina? 

			   I hope you didn’t have any problems.

Ms Rossi		� It  (4). And you have got a nice airport. 

Cole		�  We do now. It  (5) very old, but they’ve redesigned everything.

Ms Rossi		 Will I  (6) go to my hotel before our meeting?

Cole		  I think so. I  (7) over quickly if you’d like.

Ms Rossi		 That would be nice of you. I’d like  (8) a bit.

Cole		�  We’ve got about three hours. I could drive you over before I  (9).

Ms Rossi		 That’s good. Then  (10).

	 B	 Match the topics to the texts. Then listen and check.   42		

	 1.	 Employees						     a.	� A major change occurred in the 1950s when we entered the  
office and corporate furnishing market. It was a new step for us,  
but we’ve been very successful.

	 2.	 How the company started	 b.	� Our biggest aim is to provide quality at a good price. Of course  
we do have expensive products also, but the quality is very high.

	 3.	 Performance					     c.	� Let me tell you a bit about the people who work here. We’ve  
got a staff of team players. Through training and mentoring,  
we have been successful in developing teams that work  
effectively together.

	 4.	 Current products				    d.	� We’re proud of the quality of our products. If we’re not sure  
it will be successful, we don’t put it on the market.

	 5.	 Goal						      e.	� A major change in our production department has allowed  
us to now produce 24 hours a day. We introduced a new shift  
last year to increase production.

	 6.	 Historical developments		  f.		� Our company was founded in the 19th century by an Italian  
immigrant family. Originally, we produced home furnishings.

	 7.	 Trends						      g.	� I would have to say that the biggest trend we have noticed  
is that people want more for less. More quality, lower price.  
But we’ve been able to handle that.

	 8.	 Production						     h.	� We’re one of the market leaders, and our market share has  
doubled within the last decade.

	 C 	 What would you tell a visitor about your company? In groups, brainstorm ideas.

sixty-nine



70

11 Visitors

	 D	 Giving directions: listen and fill in the missing words.   43

1.	 Go down Fifth Avenue for about  miles. 	

2.	 Turn left at the  at Walker Street.	

3.	 Turn left again at the  traffic light.	

4.	 On the  , you’ll see a tall office building.	

5.	 Go past that building and take the . 	

6.	 Go straight ahead and  the bridge. 	

7.	 Directly after the bridge, turn  onto Oak Street. 	

8.	 �Turn  at the blue house on the corner and 	

park the car anywhere you want on the street. Our office 	

is  the library.

	 E 	 How do visitors get from the closest train station to your office? Write clear directions.

turn left/right  |  walk up/down  |  cross the street  |  walk along  |  main road  |  corner  |  overpass  |  …	

	 F	 Student A looks at the situations below and student B at the situations on page 104.

Student A

	 4	 Eating out

	 A	 Tell the group about your last business lunch. Who was there? Where did you go?

	 B	 Decide if the following is true (+), false or not mentioned (–) in the dialogue.   44

	 1.	 Theresa is supposed to go out to dinner with Ms Rossi.

	 2.	 The guest should sit down first.

	 3.	 Theresa should take Ms Rossi to an Italian restaurant. 

	 4.	 Ms Rossi likes drinking wine with her meals.

	 5.	 Theresa should not talk about business at all.

	 6.	 Theresa is not a good talker.

	 7.	 Ms Rossi enjoys discussing politics.

	 8.	 Martina thinks Theresa will do fine.

Situation 1

A visitor has just arrived at your company. 	
It is your job to show him/her around.

•  Greet your partner and make small talk.
• � Show your partner around the company. 

Concentrate particularly on your department.
•  Respond to your partner’s questions.

Situation 2

You have arranged to meet a colleague after 
work. 

• � Start the conversation. Find out what type 
of food your colleague likes and suggest a 
restaurant.

•  Explain how to get there.

seventy



71

11Visitors

	 C	 Discuss different eating habits around the world. Start with the questions below.

When meeting foreign business partners, it is important to know different eating habits.

•  Should you clean your plate when eating in China? What about the United States?
•  In Saudi Arabia, should you eat with your left hand or with your right hand?
•  A Japanese business partner comes to visit you. Do you take him to a steakhouse or a fish restaurant?
•  If you go to an English pub with a business partner, do you pay for yourself at the end of the night?
•  �You have a lunch meeting with a French business partner. Do you order sandwiches or go out to a good 

restaurant?

	 D	 Read the text. What else do you know about eating out in Britain or North America?

	 E 	 Which is correct? Listen and tick the boxes.   45

1.	 You cannot get the Surf and Turf with … 

  steak.				      oysters.			     lobster.					       jumbo shrimp.

2.	 The Surf and Turf comes with … 

  french fries.		    a tomato salad.		    a baked potato.				      mashed potatoes.

3.	 The Reuben sandwich does not include any … 

  seafood.			     rye bread.			     meat.					       Swiss cheese.

4.	 The woman orders … 

  a bottle of wine.	   a glass of wine.		    a bottle of water.			     some fruit juice.

Visitors to North America and the British Isles are sometimes 
surprised by the variety of food. One stereotype of Americans 
is that they only eat hamburgers and fast food. The British are 
stereotyped as bad cooks with bad cuisine. But due to large 
numbers of immigrants to Britain and North America, there is  
a wide range of restaurants and cuisines in these countries.

One of the most important things to remember when entering a 
restaurant in North America is to wait for a seat. Some restaurants 
have self-seating, but not all. There is usually a sign by the door 
telling the customer, “Please Wait To Be Seated.” A host or hostess 
will greet you at the door and show you to a table. You’ll be served 
at your table by a waiter or waitress, also called a server. Don’t 
be surprised in the US if your server greets you with a friendly: 
“Hi, I’m Tammy. I’ll be your waitress today.”

A typical meal begins with an appetizer or starter. This could be 
anything from soup to salad, wontons or calamari. The appetizer 
is followed by the entrée, also known as the main course. And if 
you still have room after the main meal, you can order dessert. 

Don’t be surprised if your waiter arrives with the bill or check before you ask for it, and don’t 
forget to leave a tip. Waiters and waitresses get paid very little in the US, so tips are expected as 
part of their wage. Typically, we tip 15 to 20 % of the total bill. You can leave your tip on the table, 
hand it to your server or add it to your credit card; that is up to you. 

Tammy Wilcox, 21, serving 
lunch at Ernie‘s Café in  Chicago.
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What do you like or dislike about travelling?

	 1	 Times and phone numbers

	 A	 Listen and complete.   46

5:30 a.m.  |  7:45 a.m.  |  8:15 a.m.  |  10:20 a.m.  |  3:50 p.m.  |  5:30 p.m.  | 
6:20 p.m.  |  7:45 p.m.  |  9:45 p.m.

1.	 The man has a connecting flight at   

2.	 The taxi will be there at   

3.	 The shuttle bus leaves at   

4.	 The man will be in the office until about   

5.	 The woman would like a wake-up call at   

6.	 The flight is scheduled to arrive at   

7.	 The woman usually gets to the office at   

8.	 The flight leaves at   

9.	 The scheduled arrival time is  

	 B	 Do you wear a watch? Why or why not?

9:45 p.m.
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	 C	 Complete the text with some of the words below.

area code  |  dial  |  digit  |  toll-free  |  country code  |  pause  |  zero  |  double
	

Telephone numbers

1. � When giving a phone number, we usually say each   

individually. 484 – four eight four (not: four eighty-four).

2. � The number “0” is often pronounced as “oh”. You can also  

say “ ”. 303 – three oh three.

3. � When we say a number, we usually  after  

groups of three or four digits. 201 6958 – two oh one; six nine five eight.

4. � In British English, we use the word “ ” if two digits are the same and  

“triple” if three digits are the same. 269 4255 – two six nine; four two double five.

5. � In the US and Canada, all phone numbers have seven digits, plus a three-digit  

. (305) 874 4163.

6. �   numbers are free for the caller. In the UK, they are known as “freephone 

numbers” and often begin with 0800. In the US, they are called “800 numbers”.  

800 numbers usually begin with 1-800 or 1-888. Many businesses use these numbers.  

For reservations call 1-800 994 1946.

	 D	 Listen and write down the phone numbers.   47

1.  	 3.  	 5. 

2.  	 4.  	 6. 

	 2 	 Travel preparations 

	 A 	 What do you have to do before going on a trip? You can use the ideas below.

book
reserve
pack
compare
confirm
find
exchange
buy
make
check
…	

	 B 	 What are some things that you always take with you on a trip? Make a list.

digit

prices
ticket
money
flight
travel insurance
hotel
bags
weather forecast
dog sitter
reservations
…
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BE
car hire
to hire a car
driving licence

AE
car rental
to rent a car
driver’s license

Situation B: 
renting a car

Situation C:
booking a hotel room

Situation A: 
booking a flight	

	 C	 Match the sentences below to the situations.

	

	   1.	 What size would you like: full-size, mid-size or compact?	  

	   2.	 Is breakfast included in the price?						       

	   3.	 Would you like a window seat or an aisle seat?			    

	   4.	 Wireless Internet access is available in the lobby.			    

	   5.	 The price includes unlimited mileage and insurance.		   

	   6.	 Do I have to change planes in Toronto?					      

	   7.	 Breakfast is served between 6:30 and 10:30 a.m.			   

	   8.	 Do you want to go economy, business or first class?		   

	   9.	 You will need a valid driver’s license and credit card.		   

	   10.	You can check in any time after 4:00 p.m. 					      

	   11.	Will there be an additional driver?						       

	   12.	There are no seats available on the early morning flight.	

	 D	 In groups, come up with words and phrases for each category. 

	 E	 Discuss the questions below.

•  What do you like the most/least about staying in hotels?
• � What is important to you when choosing a hotel (price, number of stars, online reviews, location,  

eco-friendliness, etc.)?
• � Have you ever been dissatisfied with a hotel? What was the problem (noise, bad food or service,  

dirty rooms, unfriendly staff, etc.)?
•  What’s the best hotel you’ve ever stayed in? What did you like about it?

Hotel features Room features

  

Hotel staff Useful verbs

  

reception

lobby

safe

air-conditioning

housekeeper

valet

check in/out

order room service
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	 F	 Listen and mark the sentences true or false.   48

	 1.	 Rafael Herrera wants to book a hotel in the city center. 

	 2.	 He will be travelling alone.

	 3.	 He’s planning to stay from April 9 until April 14.

	 4.	 The hotel offers free Internet access in all rooms. 

	 5.	 Breakfast is included in the cost of the room.

	 6.	 Hotel guests have to pay extra for parking.

	 7.	 The confirmation number is 9605-XXP-7.

	 8.	 Rafael Herrera’s credit card expires next month.

	 G	 Do you usually book your flights online or with a travel agent?

	 H	 Complete the definitions with the words below.

overbooked  |  direct  |  domestic  |  departure  |  take off  |  nonstop  |  layover

1.	 A  flight flies to its final destination without stopping. 

2.	 A  is a stop between flights where you change planes. 

3.	 A flight is  when there are more passengers than seats. 

4.	 The  time is the time when the plane is supposed to leave the gate. 

5.	 A flight stops on the way, but you do not have to change planes. 

6.	 A flight is a flight within the same country. 

7.	 To  means that the plane leaves the ground and starts flying.

	 I	 Listen and choose the correct option.   49

1.	 Robert would like to book …

  an evening flight.					       a flight to New York.		    a round-trip ticket.

2.	 The Air Germany flight …

  is a nonstop flight. 					      leaves at 10:15.			     arrives at 12:15.	

3.	 Robert decides against the Danish Royal Airlines flight because …

  it flies into Newark.				      it leaves too early.		    it’s not a direct flight.

4.	 The American Airwings flight …

  is completely booked up.		    arrives at Newark at 3:35.	   departs before noon.

5.	 In the end, Robert decides to book a flight …

  on Air North America.				     in business class.			    that leaves at 1:45.

	 J	 Compare two airlines that you have travelled with. Which one was better? Why?
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BE
taxi

AE
car/cab

	 3	 Checking in and out of hotels

	 A	 What questions do you think the people in the picture might be asking?

Hotel guest

1.	  

2.	  

3.	

Front desk receptionist

1.	  

2.	  

3.	

	 B 	 Listen and answer the questions.    50

1.	 How long will Adil Azizi be staying?
2.	 How would he like to pay?			 
3.	 What room is he in?			

	 C 	 With a partner, write a dialogue similar to the one in “B”.

	 D	 Complete the text with the words below. 	

charged  |  let  |  taxi  |  invoice  |  check out  |  minibar  |  ordered  |  pleasant  |  trip  |   
cover  |  room  |  checked in

Adil 	 Good morning. I’d like to  (1), please. 

Clerk 	 Of course. What  (2) were you in, sir? 

Adil 	� 634. Here’s the key. By the way, I’ve spoken with my company, and they  

have agreed to  (3) the costs for the room.  

So,  (4) me give you the company credit card.

Clerk	� Thank you, sir. According to the system, you  (5) room service once. Will 	

that also be  (6) to the company credit card?

Adil	� Oh no, I’d forgotten about that. I also had an orange juice and a bottle of water from the 	

 (7). You can charge that to my personal credit card. Here it is.

Clerk 	 I don’t need your card, sir. I already have the information from when you  (8). 

Adil 	 Ah, that’s right. Could you print out an  (9) for me? 

Clerk	 Certainly. Here you are. I hope you had a  (10) stay with us. 

Adil	 I did. Thank you. 

Clerk	 Do you need a  (11) to the airport, sir? 

Adil 	 No, thanks. A colleague is picking me up. 

Clerk	 Very well, sir. Have a safe  (12) home!

What time is check-out?

Do you have a reservation?

4.	 Adil wants to see a bit of the city. What is he interested in?
5.	 The receptionist has several ideas. Give one example.
6.	 Why does Adil ask about laundry service?
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go?
stay?
on business or for pleasure?
by plane/train/car?
the weather like?
experience any problems?
do and see?
…

	 4 	 Cultural differences

	 A	 Talk about your last trip. Here are some ideas to help you.

Where did you
How long did you
Did you travel
What was
Did you
What did you
…

	 B	 What are some stereotypes people have about your country?

 

 

	 C	 Do you think these stereotypes are true or not true? 

	 D	 What comes to mind when you think about some other cultures? Brainstorm ideas.

	 E 	 In class, discuss the questions below.

•  What has surprised you when meeting people from other countries?
•  What do you think is important when visiting another county?
•  Do you think people should adapt to the culture of the country they are visiting?
•  Which culture, besides your own, do you find interesting? Why?

	 F	 Prepare a short presentation about your country following the guidelines below.

• � Consider some of these ideas or come up with ideas of your own: work ethic,  
food and drink, negotiating styles, clothing, personal space, punctuality, 	  
language, gift-giving etiquette.

•  Include tips on what travelers can do to avoid problems or misunderstandings.

1. British 2. Japanese 3. French

4. American 5. 6.

afternoon tea hard-working
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What is the purpose of trade fairs?

	 1	 About trade fairs

	 A	 What are some of the biggest trade fairs in your country?

Trade fair City

	 B	 Match the words and phrases to the definitions.

	 1.	 someone who presents something at a trade fair

	 2.	 to finalize a business agreement

	 3.	 to show or display your products

	 4.	 someone who is interested in buying your products

	 5.	 to sell things in large quantities to other businesses

	 6.	 to sell things in small quantities directly to the public

	 7.	 an area where exhibitors display their products	

f a.	 wholesale

b.	 a booth

c.	 retail

d.	 to close a deal

e.	 to exhibit

f.	 an exhibitor 

g.	 a potential customer
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	 C 	 What are other words for “trade fair”?

  trade convention        company show        trade show        expo        fair trade

	 D	 Read the text and answer the questions below.

1.	 According to the text, what is the purpose of trade fairs?
2.	 What does the expression “to get a feel for” mean?
3.	 What does the text say about the history of trade fairs?
4.	 Is your town or city located on a historic trade route?
5.	 What is the difference between wholesalers and retailers? 

	 E	 In class, talk about the questions below.

•  �Do you sometimes go to trade fairs? If so, tell the class about your experience.  
If not, what would be an interesting trade fair for you to go to?

•  Do you enjoy going to trade fairs? Why or why not?

	 2	 Preparing for the trade fair 

	 A	 Which words can you use to say how often you do something? Tick the boxes.

  often				      occasionally			     unfortunately			    hardly ever 

  extremely			    all the time			     frequently			     recently 

  never 				      already				     suddenly			     from time to time	

  somehow			    rarely				      seldom			     now and then 

X

Many trade fairs 
attract exhibitors 
and visitors 
from all over 
the world. Trade 
fairs provide 

companies with 
an excellent way of 

displaying  products, 
contacting potential customers, 
agents and distributors, or just 
meeting each other and keeping up to 
date within their trade. Participating in 
trade fairs also lets us get a feel for a 
foreign market.

Trade fairs originated many centuries 
ago and are still held in cities where 
major trade routes crossed. In the old 
days, the goods usually traded were 
precious metals, such as silver and 
gold, as well as spices and fabrics.

Nowadays, there are trade fairs for 
practically every kind of product. In 
fact, because of the great variety of 
products, there are many specialized 
trade fairs that concentrate on narrow 
product ranges or one particular 
business sector.

Most trade fairs are basically industrial 
trade fairs. In other words, the 
stands or booths are occupied by 
manufacturing firms (the exhibitors) 
who are looking for orders from 
wholesalers and retailers and not the 
general public. 

Many trade fairs are annual events 
held in the same location year after 
year. They usually take place in large 
convention centers specifically 
designed for this purpose. 
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	 B	 Listen to the conversation and answer the questions.   51

1.	 How often has the company had an exhibit at the Decoria Trade Fair before?

  never	 	 	 	 	 	   occasionally	 	 	 	   frequently

2.	 How often have they had delivery problems?

  hardly ever	 	 	 	   all the time	 	 	 	   occasionally

3.	 How often is Theresa right?

  always	 	 	 	 	 	   quite often	 	 	 	   hardly ever

4.	 How often has Wendy attended trade fairs?

  very seldom	 	 	 	   sometimes	 	 	 	   never

5.	 How often do they check out the competition at fairs?

  almost always	 	 	   rarely	 	 	 	 	   from time to time

	 C	 In small groups, prepare for a trade fair following the guidelines below.

Imagine you are going to represent your company at an upcoming trade fair. First, decide which trade 	
fair you are going to. Do some Internet research and find a real trade fair scheduled to be held in your 
area. Then, work through the questions below. Some of them require you to do some more research. 
Mark the questions that you are unable to answer.

  What other companies will be there?

  Is it a trade fair for professionals or also for the general public?

  What will you exhibit?

  How much booth space will you book and where?

  Who should work at your booth: company employees or temporary staff?

  What are the fees (and associated costs) for exhibitors?

  How can you minimize costs? Think about special hotel rates, parking discounts, etc.

  What promotional material will you use (catalogues, flyers, freebies, etc.)?	

  What are your goals for participation?

	 D	 What are some do’s and don’ts of trade show exhibiting? Make a list and discuss.

Example: DO wear your name tag. DON’T let the booth get messy.

prepare
let
stand
dress
ask
talk
eat
provide
hand out
wear
…	

eighty

badly about your competitors
for business cards
professionally
in your booth
information about your company
a professional-looking display
your name tag
promotional material
the booth get messy 
around chatting with your colleagues
…
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	 3	 At the stand

	 A	 What skills and characteristics should booth staff have? 

	

	

	 B 	 Listen and mark the sentences true or false.   52

	 1.	 Laura works for a large furniture store.

	 2.	 Laura is looking for companies who will buy her products.

	 3.	 Cole’s company sells both wholesale and retail.

	 4.	 Cole’s company can only send products by ship.

	 5.	 If Laura buys a lot from Cole, she will get a discount.

	 6.	 Cole’s company has a representative in Italy.

	 7.	 Gianni told Laura about Cole’s company.

	 8.	 Laura and Cole closed a deal during their conversation. 

	 C	 Listen again. Who says this: Laura or Cole?   52
	 	 	 	 	 	 	 	 	 	 	 	 	 	 	 Laura	 Cole

1.	 Excuse me, I would like some information about your company.	 	

2.	 We are a large chain of high-quality office and home furnishings.	 	

3.	 We are proud of our good reputation.	 	 	 	 	 	 	

4.	 We are mainly in the wholesale sector. 	 	 	 	 	 	 	

5.	 Now we are located in different countries.	 	 	 	 	 	 	

6.	 Well, we do have different partners throughout the world.	 	 	

	 D	 What can you say to describe your own company to a client? Write five sentences.

We
Our company
…
	

1.	

2.	

3.	

4.	

5.	

eighty-one

is/are
was/were
has/have
does/do
…	

been in business since …
one of the largest …
founded in …
a store/a factory/an office in …
a lot of business in …
a wholesaler/a retailer/an IT company	
a multinational company
…
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	 E	 Match the sentence halves to create conversation starters. 

	 1.	 Have you heard

	 2.	 Would you be interested 

	 3.	 May I tell you 

	 4.	 Are you familiar 

	 5.	 How many times have you

	 6.	 Have you received 

	 7.	 How may	

	 F 	 Which words or phrases do you hear? Listen and circle the correct option.   53

1.	 … we’ll enter / be entering the office furniture market …

2.	 … our production is being expanded / expanding …  

3.	 Goods were being returned / returned to us …

4.	 … we were treated / were being treated badly …

5.	 New staff are being trained / will be training …

6.	 … isn’t being produced / wasn’t produced any more …

7.	 This range is now selling / being sold …

8.	 … we’ll be enjoying / enjoy even more success …

	 G 	 Write the phrases in the correct category.

we will be needing suppliers  |  production is being increased  |  our products are being redesigned  | 
I will be moving to San Diego  |  we are being treated fairly  |  I will be attending the trade fair  | 
the goods are being sold  |  we will be opening a new store

Current activities Future plans

	 H 	 Give examples of your company’s current activities and future plans.

1.	 �What is currently being done in your company?	

	

2.	 �What will your company be doing in the future?	

	

g a.	 a little about our company?

b.	 in seeing our new products?

c.	 attended this trade fair?

d.	 one of our free samples?

e.	 I help you?

f.	 with our new product range?

g.	 of us before?
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	 I	 Complete the dialogue with the phrases below.

it’s very cozy  |  anything quite like it  |  not at all  | 
like myself  |  thanks for stopping by  |  familiar with  | 
range of  |  designed to please  |  I’m sure  |   
thinking to myself  |  don’t get me wrong

Wendy 	� Good morning, sir. Are you  (1) 

	our new product range?

Tim	� No, not yet. But I was just  (2) 

that you have some very unique office furniture. 

	I’ve never seen  (3).

Wendy 	� Yes, our design is a bit different. However, we also  

	produce a more traditional  (4) furniture.

Tim	� Oh,  (5), I like the design. This chair over here is a real eye-catcher. 

Do you mind if I try it out myself?

Wendy 	 No,  (6). Make yourself comfortable.

Tim	� Wow,  (7)! If I had a chair like this, I probably wouldn’t  

get any work done.

Wendy 	� You know, we spend a large part of our day sitting, so a chair needs to be comfortable.  

This one is  (8) the body as well as the eye.

Tim	� And it’s probably great for people who have back problems,  (9).  

Here, let me give you my card. If you could send me some more information about your 

products, I’d greatly appreciate it.

Wendy 	� I’d be glad to. Would you mind if I passed your name on to our Sales Department?  

 (10) they’d like to contact you themselves.

Tim	 Not at all. Thank you very much for your help. 

Wendy 	 You’re very welcome. And  (11) our booth.

	 J	 Student A looks at the situation below and student B at the situation on page 104. 

Student A

 

	 K	 What is the best way to follow up on contacts after a trade fair?

You are representing your company at a trade fair. Someone you don’t know visits your stand and  
is interested in your products/services. Use information relevant to your department or company.

•  Start a conversation with your visitor.
•  Give some information about your company.
•  Answer your visitor’s questions.
•  Ask them about their company.
•  Get your visitor’s business card. 

eighty-three



84

Building Teams14
How important is teamwork in your current position?

	 1	 Team players and team leaders

	 A	 In pairs, think of jobs that require a lot of teamwork. Make a list and compare.

 

	 B	 Match the phrases. Then discuss and add some ideas of your own.

A good team player is someone who …

	 1.	 communicates

	 2.	 treats others

	 3.	 does not criticize 

	 4.	 admits 

	 5.	 has a positive

	 6.	 is always

	 7.	 does not spread 

	 8.	 does not talk	

a.	 mistakes

b.	 people in front of others 

c.	 badly about others

d.	 rumors

e.	 attitude

f.	 fairly and respectfully

g.	 clearly 

h.	 reliable

BE
rumour
criticise/criticize

AE
rumor
criticize

g
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	 C	 Which leadership qualities do the speakers mention? Tick the boxes.   54

	 flexibility			   	 confidence				    	 optimism				    	 sense of humor

	 honesty			   	 charisma					     	 fairness				    	 commitment

	 tolerance			   	 patience					     	 cooperation			   	 enthusiasm	

	 D	 Tell the group about someone you see as a leader. Consider the points below.

Briefly describe who the person is and what he or she does. The person can be a politician,  
someone who works for your company, a well-known entrepreneur, etc.

 

Use the qualities listed in “C” to describe the person.

 

Describe any other leadership qualities that the person has.

 

	 E 	 In class, discuss the questions below.

•  How important is it to have a good leader on a team? 
•  What can happen if you don’t have a good team leader?
•  Where do you learn leadership skills? 
•  Do you think some people are natural leaders?
•  Would you consider yourself a leader? Why or why not?
•  Do you think there are differences between male and female leadership styles?

	 2	 Finding the best people for the team

	 A 	 Listen to the dialogue. Which of the skills do Theresa, Cole and Wendy have?   55

Theresa Cole Wendy

1. organizational skills

2. writing skills

3. leadership skills

4. people skills

5. market knowledge

6. team experience

7. a positive attitude

8. communication skills

Building Teams 14

X X
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	 B 	 Who does Cole want on the team? Listen and write the names in the boxes.   56

Lilith  |  Sandy  |  Theresa  |  Rodney  |  Steven  |  Jessica  |  Vanessa  |  Wendy  |  Mark  |  Charles  |   
Hannah  |  Kyle

On team Not on team

	 C	 Listen again and complete the phrases. Which words do the speakers use?   56

on  |  busy  |  dedicated  |  experience  |  addition  |  who  |  reputation  |  enough  |  in  |  feeling  |   
attitude  |  gossip

	 1.	 … would be a good  to the team.  

	 2.	 I don’t have a good  about … 

	 3.	 He’d be great  the team.  

	 4.	 … doesn’t have  experience yet. 

	 5.	 … is a  employee who we can trust. 

	 6.	 … likes to  too much.  

	 7.	 … too  with other projects. 

	 8.	 I want him . 

	 9.	 … the type of person  works better alone.  

	10.	 … just doesn’t have the right . 

	11.	 … has a lot of  working in teams. 

	12.	 … has a good .

	 D 	 You’re looking for an addition to your team. What should the person be like? 

We need someone who 
The person we’re looking for
It’s a job that 
…
	

is
has
doesn’t
should be
requires
…	

highly motivated
well organized
a positive attitude towards work
good at …
interested in …
excellent … skills
gossip/spread rumors
experience in …
flexibility/creativity/etc. 
a good communicator
…

addition
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Building Teams 14
 E Match the definitions to the idioms. 

 1. to get the ball rolling

 2. to step on somebody’s toes

 3. to think outside the box

 4. to keep a cool head

 5. to roll up your sleeves

 6. to go the extra mile 

 F  Complete the sentences with idioms from “E”. There may be more than one option.

1.  Having worked for an advertising agency, he really knows how to 

 

2.  Stressful times come and go. When you are a team leader, you have to 

be able to 

3.  Having known her for many years, I have a good feeling about Zoe. She 

loves her work and is always willing to 

4.  This project should have started two months ago. We need to

 G Read Cole’s email. Cross out the words and phrases that do not fit.

a. to come up with ideas that are new and unusual

b. to stay calm

c. to do more than people expect

d. to prepare for work

e. to start something (e.g. a new project)

f. to say (or do) something that upsets someone

e

Subject:  Re: Customer service team  

Dear Colleagues,

I am pleased / pleasing (1) to welcome you all by / to (2) the team! How / As (3) you know, our 
project is very important for the future of  our company. We’ve got busy times ahead of  us, but I’m 
ready to roll / pull (4) up my sleeves and get to work. I hope you are as excited about this project 
than / as (5) I am. If  we all make / do (6) our part and work together, we can create a unique 
customer service concept that / who (7) opens up new opportunities for success.

Please plan to attend / attending (8) a kick-off  meeting on Tuesday, April 22, in the conference 
room at / on (9) the 3rd floor. The meeting begins at 10:00 a.m. and will take / hold (10) 
approximately two hours. Before you come, I would like you to think about a few points, 
what / which (11) should help us get / make (12) the ball rolling: 
• Can you think of  examples of  particularly / particular (13) good customer service? 
• Which / How (14) would you rate our current customer service?
• What can we do to show that we’re willing to go / roll (15) the extra mile for our customers?

You don’t need to write anything down. Just try to think / come up (16) with ideas that we can 
discuss during the meeting. Don’t be afraid to think outside the sleeves / box (17)!

I really look forward to seeing you all on Tuesday. Please let me know if  you have some / any (18) 
questions. 

Best wishes,
Cole

send

eighty-seven
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Building Teams

	 3	 Building team spirit

	 A	 In class, talk about the questions below.

•  What does your company do to encourage teamwork?
•  Have you ever participated in team-building activities? If so, tell the group about your experience.
• � How do you feel about team-building events? Do you think they help improve teamwork, or are they a 

waste of time?  

	 B 	 Discuss the quotes below. Do you agree or disagree?

	 C	 Read the texts. What do you think is the purpose of these team-building activities? 

get to know each other better  |  improve communication  |  build trust  |  increase motivation  |  	
resolve conflict  |  improve creativity  |  increase productivity

14

Minefield

This game can be played indoors or outdoors. Use chairs, books, boxes or other objects to set 
up the “minefield”. Participants work in pairs. One partner is blindfolded and not allowed to 
talk. The other person can see and talk, but is not allowed to enter the minefield or touch their 
partner.  The goal is for the blindfolded person to get from one side of the field to the other 
without touching the “mines”, by listening to the verbal instructions of their “guide”.

After you have finished, answer the following questions:
•  On a scale from one to five, how much did you trust your partner at the beginning? 
•  How much did you trust your partner at the end? 
•  How did you feel about being guided by another person? 
•  What did your partner do to help you feel safe? 
•  What communication strategies did you use? Which ones worked best? 

Two Truths and a Lie

Each person in your group writes down two truths  
about themselves and one lie. 

The first person reads their statements to the group.  
The other group members vote on which one is the lie.  
The players who guessed the lie correctly will get one  
point. The person who wrote the sentences will get  
two points for every person they fool. 

The game continues in the same manner until all  
players have shared their statements.

I have a black belt in karate.

I’m allergic to chocolate.

I love singing karaoke.

Example:

eighty-eight
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Building Teams 14
	 D 	 Try out one of the team-building activities described in “C”.

	 E	 Plan a team-building day for your department. Use the photos for inspiration.

Location:  

Purpose:  

Activities:   

	 F 	 Present your ideas to the class and compare. Which ideas would work best? Why?

	 G	 Write an email inviting your colleagues to the team-building day.

•  Say where and when the event will take place.
•  Briefly outline what you have planned for the day.
•  Say something to get people excited about the event.

 

 

 

 

eighty-nine
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Working Flexibly15

ninety

What changes have been made in the working world during the past few years?

	 1	 Balancing work and life

	 A	 What have you got to do in your daily life? Tick the boxes and add to the list.

	 take care of the family pet	 	 	 	 	 	 	 commute to and from work

	 pick up the kids from school		 	 	 	 	 	 keep the garden tidy

	 look after aging parents	 	 	 	 	 	 	 	 keep the car in good condition

	 repair things around the house		 	 	 	 	 go grocery shopping

	  	 	 	  	 	

	  	 	 	  	 	

	  	 	 	  	 	

	 B 	 In groups, talk about the tasks listed in “A”.

•  Which tasks are the most time-consuming?
•  Which tasks do you find particularly stressful or annoying?

	 C	 Do you have a good work-life balance? If so, how do you achieve it?
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BE
teleworking
teleworker

AE
telecommuting
telecommuter

It’s not possible to be highly successful at work 
and care properly for a family at the same time.  

	 D	 Read the statements below. Do you agree or disagree? Give reasons.

It’s more difficult for women to achieve 	
a healthy work-life balance.		

	 E 	 What can companies do to help their employees have a good work-life balance?

	 2	 Teleworking

	 A	 Read the text. Can you think of additional advantages of teleworking?

	 B	 Now think about the disadvantages of teleworking. Make a list and compare. 

Teleworking
One of the biggest changes in the workplace we have seen  
in the past few years is teleworking. Teleworkers work at  
home, but are connected to their company’s network. If  
workers get equipped properly, there are very few office- 
based jobs which can’t be done from home. Teleworking  
provides a number of advantages for both employers and  
employees:

Reduced costs: When some of the employees work from home, less office space is needed. 
Companies also save on office supplies, furniture, heating, air-conditioning and electricity.

Higher productivity: Teleworkers tend to be more productive because there are fewer 
interruptions from co-workers and supervisors.  Studies have shown that people working 
from home often accomplish 30 % more in the same amount of time. 

Happier employees: A flexible approach to working hours often leads 
to greater job satisfaction. Teleworkers can schedule their work time  
around the other demands in their personal lives. Also, they don’t  
have to drive back and forth to work every day. This reduces stress and  
frees up extra time that they can spend doing things they enjoy.

More eco-friendly: Teleworking can help reduce traffic jams, air  
pollution and fuel consumption.

ninety-one
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	 C	 Listen to the conversation and mark the sentences true or false.   57

	 1.	 Martina supports telecommuting.

	 2.	 The company wants to try it first to see if it works.

	 3.	 The staff will get equipment set up in their homes.

	 4.	 Working times will be fixed to a strict schedule.

	 5.	 Martina thinks that staff will have more time for personal things.

	 6.	 There will be some basic rules to follow.

	 7.	 The project will begin next week.

	 8.	 Ray will explain the technical side to the staff.

	 D 	 Listen again. Which advantages of telecommuting do the speakers mention?   57

	 E	 In groups, make a plan for implementing a telework program in your company. 

1. �Tasks/jobs that are suitable 
for telework (e. g. financial 
analysis, data entry, preparing 
budgets, design work)

2. �Equipment/technology needed 
to set up the home offices

3. �Qualities teleworkers should 
have (e. g. self-motivated, able 
to work independently)

4. �Rules and expectations 	
(e. g. work schedule, 
availability during business 
hours, communication with 
supervisors)

	 F	 Present your ideas to the class and compare.

	 G 	 If your company offered you the opportunity to work from home, would you do it?

ninety-two
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BE
You’ve got to …

AE
You have to … 
You’ve got to …

ninety-three

Home office safety checklist

  1.  Check your smoke detectors on a regular basis.

  2.  Make sure you have access to a fire extinguisher.

  3.  Keep emergency contact numbers near your phone.

  4.  Keep liquids away from the equipment.

  5.  Keep cables out of the way to minimize the danger of tripping over them.

  6.  Turn off electrical equipment during thunderstorms.

  7.  Report accidents to your supervisor.

	 3	 Advice and obligation

	 A	 Which of these safety items do the speakers mention? Tick the boxes.   58

	 B	 What is the difference between the three sentences below? 

•  You’ve got to make money.
•  You should place your desk next to a window.
•  You could put a couch in your office.

	 C	 Your colleague is planning to set up a home office. What would you tell him or her? 

You’ve got to …
You have to …
You should …
You could …

	 D 	 What changes would you make to your office? Brainstorm ideas and compare.

 

 

 

 

 

 

	 E	 Discuss the questions below.

Would the changes you want to make require a budget? If so, could you or your company realistically 
make those changes?

make 
use
add
install
buy
keep
have
choose

safety a priority in your home office. 
company equipment properly.
some plants to freshen the air.
enough electrical outlets.
adequate lighting.
a good office chair that supports your back.
enough storage space.
your office separate from your living space.
a nice color scheme for your office.
your office clean and avoid clutter.
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	 4 	 Budgets

	 A 	 Do you manage budgets in your current position? Tell the group about your experience.

	 B	 Write the words next to the definitions.

expenditure  |  asset  |  debt  |  loan  |  bankrupt  |  fixed costs  |  to allocate  |  profit  |  interest  |  	
balance sheet

	 1.	 the amount of money that you owe		 	 	 	 	 	 	 	 	

	 2.	 the money that a bank charges for lending you money	  	 	 	  	

	 3.	 the money you borrow from a bank 	 	 	 	 	 	 	 	 	

	 4.	 the amount of money that is spent on something 	 	 	 	 	 	 	

	 5.	 money that is made in a business after all the expenses are paid   	 	 	  	

	 6.	 not able to pay what you owe 	 	 	 	 	 	 	 	 	 	 	

	 7.	 costs that do not change	 	 	 	 	 	 	 	 	 	 	 	

	 8.	 set money aside for a specific purpose; to designate	 	 	 	 	 	

	 9.	 something of value (e. g. property) that is owned by a company 	 	 	 	

 	10.	 a document showing the balance of income and expenditure	 	 	

	 C 	 Match the phrases to form sentences.

	 1.	 We pay eight percent 	 	 	 	 	 a.	 ten million dollars in assets.

	 2.	 Our travel 	 	 	 	 	 	 	 	 b.	 bankrupt two years ago.

	 3.	 They took out	 	 	 	 	 	 	 c.	 money to product development.

	 4.	 The business has 	 	 	 	 	 	 d.	 some assets to reduce its debt.

	 5.	 The company sold 	 	 	 	 	 	 e.	 fairly easy to calculate.

	 6.	 Our company didn’t make 	 	 	 f.	 interest on the loan.

	 7.	 We decided to allocate 	more	 	 g.	 expenditures were too high.

	 8.	 Fixed costs are 	 	 	 	 	 	 	 h.	 a loan to buy the factory in India.

	 9.	 The company went	 	 	 	 	 	 i.	 any profit in the first two years.	

	 D	 How will the budget change? Listen and complete the table.   59

Purchasing  |  Human Resources  |  Sales  |  Marketing  |  Legal  |  IT  |  Research and Development  | 
Production  |  Accounting

Increase Decrease No change

debt

f

Human Resources

ninety-four
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	 E 	 Read the extracts from a budget meeting. Which phrase matches what is said? 

less money for research	 	 	 same amount for equipment	 more money for advertising 
same amount for training		 	 need to invest in the future	 less money for training	
invest profit for company	 	 	 more money for equipment	 invest profit for employees  	
more money for research	 	 	 less money for advertising

1.	 �If we allot less money for marketing, we 	
could invest the difference in the future. 	
You never know what could happen. 

2.	 �Our expenditures in advertising are currently much 	
under what was written in the budget. I believe we 	
were still successful in this area and should allocate 	
about 10 % less money in this area. 

	
3.	 �We need to save money in the area of personnel. 	

We’ve gone over budget on such things as training and 	
seminars. We need to allocate less money here and 	
implement a better controlling system. 

	
4.	 �Our budget for new equipment is good this year and 	

I think we’ll need about the same amount of money 	
next year to ensure we’re always up to date.

	
5.	 I think we need to spend a bit more on research. 	
	 Our budget this year is very low and without any 	
	 research, we can’t develop further. 

	
6.	 There is no money in the budget this year for anything 	
	 extra, such as a year-end bonus to the staff. We made a 	
	 profit this year and I really think we should designate 	
	 some of this money to next year’s budget. 	

	 F	 What has been done at Tanaka Trading to reduce costs? Make sentences.

Example: Teleworking has been introduced.

1.	 teleworking
2.	 less money on administration
3.	 40 employees
4.	 expenditure on advertising
5.	 less money to IT
6.	 lower interest rates
7.	 spending on language training
8.	 less money in production
9.	 certain business processes	

	 G 	 What could be done in your company to reduce costs? Brainstorm ideas.

	

introduced	  
spent	
fired	 	
minimized
allocated	
negotiated
reduced
invested
outsourced

need to invest in the future

ninety-five
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16 Managing Change
What do you know about the history of your company?

	 1	 Making decisions

	 A	 Match the definitions on the right to the expressions on the left.

	 1.	 to make up your mind

	 2.	 to change your mind

	 3.	 to sleep on it

	 4.	 plan B, back-up plan

	 5.	 to have second thoughts

	 6.	 gut feeling

	 7.	 on the fence	 	 	 	 	 	

	 B	 What type of decision maker are you? Discuss with a partner.

•  Do you usually stick to your decisions or do you tend to change your mind?
•  Do you think it’s important to always have a plan B?
•  Do you make decisions quickly or do you prefer to sleep on things?
•  Do you listen to your gut feeling when making decisions?
•  Have you ever had second thoughts about a decision you have made?     

d a.	 an alternative plan you can use if the original plan fails

b.	 intuition; a feeling that you can’t explain, but know is correct

c.	 to have doubts about a decision you have made

d.	 to make a decision

e.	 to change a decision you have made

f.	 to wait before making a decision

g.	 when you can’t decide between two options

ninety-six
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BE
specialise

AE
specialize

C H A N G E
Companies have new challenges and must make changes to keep 
up with the market. But change isn’t easy. For example, take the 
merger of two companies. In some cases, there may be too many 
employees, or even two employees for the same job. When this 
happens, some people might be fired or offered a job at a different 
company, while others have to learn a new job at the same company.

When times are tough, we often ask ourselves: “What would have 
happened if we had done this or that?” But it doesn’t help to 
look at our past and worry about what we could have or should 
have done. Companies are restructured all the time, and change is 
perfectly normal and natural.

Just think about the workplace ten years ago and compare it with today. New technology has completely changed 
the way we communicate. What would work be like today if we hadn’t learned to use electronic media? Of course, 
change is difficult and uncomfortable, but very often it’s for the best. As George Bernard Shaw said: “Progress is 
impossible without change, and those who cannot change their minds, cannot change anything.”

ninety-seven

	 C	 In pairs, come up with examples of life-changing decisions. Compare in class.

Examples: changing jobs, moving to another city or country

	 D	 Tell the group about a life-changing decision you have made. Take notes first.

•  What was the situation? Who was involved?
•  Which decision-making strategies did you use (if any)?
•  How has your decision changed your life? 
• � If you were in the same situation today, would you 	

make the same decision again? Why or why not?

	 E 	 How should good business decisions be made? Discuss.

	 2	 Making changes

	 A	 Listen and mark the sentences true or false.   60

	 1.	 Hannah is transferring to the Sales Department. 

	 2.	 Furnishcorp made some important changes around 1950.

	 3.	 The company decided to specialize and produce for one sector only.

	 4.	 In the 1960s, the company started producing traditional furniture.

	 5.	 The new product range was successful for only about a year. 

	 6.	 The company decided to go back to producing their original products.

	 7.	 Theresa thinks the company didn’t learn from its mistakes. 

	 B	 Is change always good? Read the text and discuss.
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BE
get – got – got
shareholder

AE
get – got – gotten
shareholder/
stockholder

ninety-eight

	 C	 What changes has your company made recently? Tick the boxes and add to the list.

	 set up new branch offices	

	 sold off a division to another company

	 launched a new product range	

	 looked for new business partners

	

	

	 D	 Discuss the changes in class. Here are some questions to get you started.

•  Why were the changes made?
•  What other options did the company have?
•  How do you feel about the changes? Were they good or bad? 
•  How have the changes affected your current position?
•  …

	 E	 What are some of the most radical changes other companies have made?

	 F 	 What would have happened if the companies hadn’t made those changes?

	 G 	 Listen and decide which option best completes the statement.   61

1.	 If the company hadn’t made the changes, it

	 would have been more successful.	

	 probably wouldn’t have survived.

2.	 If they had fired people, they	 	

	 would have created a bad atmosphere.

	 would have gotten into legal trouble.

3.	 If they hadn’t invested in stocks and funds, they

	 would have earned a lot of working capital.

	 wouldn’t have earned a lot of working capital.

4.	 If they hadn’t put money into R & D, sales

	 would have increased.	 	 	

	 wouldn’t have increased.

	 merged with another company

	 invested in new technology

	 entered new markets
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ninety-nine

	 3	 Criticism

	 A 	 Listen to twelve short texts. Match the adjectives to what the speaker says.   62

	 substandard	

	 unproductive	

	 faulty

	 incompetent

	 unreliable

	 unskilled

	 B 	 Which of the adjectives can be used to describe people, things or both? Discuss.

people: 	

things:	

both:	

	 C	 Listen again. In which cases does the speaker mention a positive change?   62

change no change change no change

Text 1 Text 7

Text 2 Text 8

Text 3 Text 9

Text 4 Text 10

Text 5 Text 11

Text 6 Text 12

	 D	 What should have (or could have) been done better? Match the sentences.

	 1.	 The meeting was unproductive.

	 2.	 A lot of unskilled people used to work here.

	 3.	 Some of the numbers were incorrect.

	 4.	 The equipment was defective.

	 5.	 I didn’t understand their decision.

	 6.	 The company had financial problems.	

	 E	 In groups, make a list of things that went wrong in your department in the past.

	 F 	 Discuss what should have (or could have) been done better. 

	 unsuccessful	

	 insufficient	

	 defective	 	

	 ineffective	

	 incorrect	 	

	 inaccurate

a.	 They shouldn’t have been hired.

b.	 They should have explained it to me.

c.	 They could have sold some of their assets.

d.	 It could have been organized better.

e.	 It should have been replaced a long time ago.

f.	 They should have been checked more carefully.

X
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 G Listen to five statements. Which of the sentences below means the same?  63

statement	1	→	sentence	

statement	2	→	sentence	

statement	3	→	sentence	

statement	4	→	sentence	

statement	5	→	sentence	

 4  Company reports

 A  Read the letter and the statements below. Choose the correct option.

d a.	 If	only	I’d	done	more	research!

b.	 If	only	she’d	kept	her	promise!

c.	 If	we’d	only	done	what	they	said!

d.	 If	only	I’d	listened	to	them!	

e.	 If	only	we	hadn’t	bought	this	equipment!

Dear Shareholders, 

In many ways, last year brought big changes for Furnishcorp. We made fundamental 
changes to our business units, increased our financial strength, and developed our ability 
to grow steadily. 

Our financial performance rose, and we took steps in the marketplace to build competitive 
advantages, deepen customer relationships, and broaden our range of products and 
services. All this offers superior value to our customers. 

Overall, we adapted well to a changing business environment. Nevertheless, we started 
this year with the same goal that we had last year, and we expect more uncertainty in the 
economy and the financial markets and with consumer confidence.

I am very optimistic about our future for many reasons, including the strength and 
flexibility of our business units, the growth opportunities we have, and the talent and 
direction of our organization. I believe these elements will enable us to win in the 
marketplace and to deliver strong, long-term value to our shareholders. 

Sincerely,

CEO

	 	 	 	 	 	 	 	 	 	 	 	 	 	 	 	 	 true	 false	 not	in	the	text

1.	 Furnishcorp	made	minor	changes	to	its	business	units.		 	 	 	

2.	 The	company	improved	its	financial	situation.	 	 	 	 	 	 	

3.	 They	acquired	a	record	number	of	customers.	 	 	 	 	 	 	

4.	 They	will	have	the	same	goals	next	year.		 	 	 	 	 	 	 	

5.	 The	market	is	stable	at	the	moment.	 	 	 	 	 	 	 	 	

6.	 The	CEO	thinks	that	the	company	will	grow.	 	 	 	 	 	 	

Michael Hartshorn

one hundred
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 B Complete the text with the section headings below.

Company	achievements	 |	 Financial	highlights	 |	 People	 |	 Company	profile	 |	 Operations	 |	
Financial	data	 |	 Chairperson’s	message

	

 C In class, discuss the questions below.

•	 What	types	of	reports	do	people	write	in	your	company	or	department?	
•	 Are	they	prepared	on	a	regular	basis,	e.	g.	weekly,	monthly,	quarterly	or	annually?
•	 Are	they	formal	or	informal?
•	 What	is	their	purpose?
•	 How	do	you	feel	about	writing	reports?

Annual Reports
Every	year	medium-sized	to	large	companies	and	
corporations	listed	on	the	stock	market	in	most	
English-speaking	countries	present	their	annual	reports.	
These	are	comprehensive	reports	on	the	company,	its	
financial	situation	and	operations	during	the	previous	
year.	Annual	reports	can	take	different	forms,	but	almost	
all	of	them	include	the	following	sections:

1.	 	
The	company	introduces	itself.	Readers	learn	about	the	company’s	history,	its	changes	over	
the	years	and	its	goals	for	the	future.

2.	 	
In	this	section	a	short	overview	of	sales,	expenses,	income,	profit,	assets	and	expenditures	
is	given.

3.	 	
The	Chairperson	of	the	Board	is	the	leader	of	a	company.	In	this	section	he	or	she	writes	
a	letter	to	the	shareholders	about	the	company’s	success	over	the	past	year	and	its	goals	
for	the	future.	The	shareholders	are	important	to	a	company	because	they	are	actually	the	
owners	and	like	to	know	what	is	being	done	with	their	money.

4.	 	
More	detail	can	be	given	here	about	any	successes	a	company	had	in	the	last	year.

5.	 	
As	with	achievements,	this	section	is	reserved	for	the	different	departments	of	a	company.	It	
usually	describes	not	only	what	they	do,	but	also	what	successes	and	changes	they	have	had.

6.	 	
A	company	is	only	as	good	as	the	people	who	work	for	it.	In	this	section,	the	number	of	
employees	as	well	as	statistics	about	their	work	can	be	presented.

7.	 	
This	is	for	some	people	the	most	important	section	of	an	annual	report.	As	in	the	financial	
highlights	section,	information	about	the	company	and	its	money	is	provided.	However,	here	
there	is	more	detail	about	profit,	loss,	investments	and	expenditures.

Company profile

one hundred and one
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Unit 1

Andres Peters
CEO

Dr Thomas Alders

Joe Grant

Alain Dancla
After-Sales

Tony Singh
Marketing

Oliver Becker
Distribution

Kim Tan
Controlling

Anette Yentob

Kai Wolf

Mike Webber

Denise Allen
R&D

Donna Harris
Quality Assurance

Nicole Hyek
Business 

Administration

Yvette Sandler

Arnold Fish
Legal

Hans Boll
IT

page 10 

 3B Work in pairs to exchange information and complete your organigram. 

The incomplete organigram below shows the management structure of a large steel company. Ask your 
partner questions in order to fill in the missing information. Then, answer your partner’s questions. 
Student B uses the information on this page. 

  Unit 7
page 43

 1F What would you say in the following situations?

Student A
A customer gives you her email address, but you don’t understand the last part. Ask her to repeat it.

Student B
You sent an offer to your partners last week. Inquire whether it has arrived.

Student A
Your business partner asks if she can use your phone. Answer appropriately.

Student B
A visitor arrives at your company and looks a little lost. Offer assistance.

Student A
You have come to the company to see Mr Usher. Ask for his office.

Student B
It is very cold in the conference room. You would like to close the window.

Info Gap Activities

one hundred and two



103

Info Gap Activities

		  Unit 7
page 47

	 4G	 Negotiate! Student B uses the information below, and student A looks at page 47.

Student B

Situation 1
Your employees have achieved the 
targets you agreed on together. You 
want to offer a reward but have to think 
about your budget. Think about the 
following possibilities: a promotion, more 
responsibility, training opportunities, etc.

Situation 3
You want to sell some office chairs. You can only offer 
a 3 % discount on the chairs the customer wants. You 
can offer a larger discount if the customer orders more 
products. Also, tell the customer about another model, 
which is currently on special offer. 

Situation 2
You want to buy a used car. You have 
found one which suits your needs, but  
it costs more than you want to spend.  
Try to get the seller to lower the price.

Situation 4
You are interested in a specific product or service. Try 
to make a purchase. Consider the following: discounts, 
means of payment, delivery, guarantee … Try to find 
the cheapest solution.

		  Unit 8
page 53

	 4C	 Student B looks at the situations below and student A at the situations on page 53.

Student B

Situation 1

Your company sells cookies. Your partner wants 
to order 100 boxes. Talk politely to him or her and 
negotiate when necessary.

•  All kinds of cookies are in stock.
•  Delivery: within two days
• � Minimum prices: € 2.25 for plain cookies,  

€ 2.45 for chocolate chip cookies and € 2.35 for 
a mixture.

•  Payment: by invoice only

Situation 2

You want to buy promotional gifts for your 
customers. You decide to order travel mugs 
with your company’s logo on them.

• � Say what color travel mugs should be 
delivered: red, blue or both?

• � Say by when the travel mugs must be 
delivered. Negotiate delivery times when 
necessary.

•  Negotiate a discount.
• � Ask how you should pay: by invoice,  

by check or by bank transfer?
•  Place an order.
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Info Gap Activities

		  Unit 13	
page 83

	 3J	 Student B looks at the situation below and student A at the situation on page 83.

Student B

You are a corporate customer at a trade fair. You visit a stand to collect 
information so you can report back to your colleagues.

•  Introduce yourself.
•  Find out about the exhibitor’s products/services.
•  Answer the exhibitor’s questions.
•  Tell the exhibitor about your company’s future plans.
•  End the conversation politely.

		  Unit 11
page 70

	 3F	 Student B looks at the situations below and student A at the situations on page 70.

Student B

Situation 1

You arrive at a new client’s company. Your 
business partner will show you around.

•  Greet your partner and make small talk.
• � Show interest in the company and ask 

questions.
• � Say something about yourself and talk about 

your company.

Situation 2

You have arranged to meet a colleague after 
work, who recommends a local restaurant.

• � Respond to your partner’s questions/
suggestions.

• � You don’t know how to get to the restaurant. 
Ask for the way.
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	Unit 1

 1

Martina: 	� I’m Martina Thorogood. My job is to find 
the right person for the job.

Chad: 	� My name is Chad Braxton. It’s my job 
to check that the company receives its 
money and to credit this money to the 
correct department.

Theresa: 	� I’m Theresa Erich. My department finds 
customers and sells our products to 
them.

Hannah: 	� I’m Hanna Clare. My department buys 
everything our company needs, from 
computers and desks to training modules 
and office supplies.

Stan: 	� My name is Stan Moslowski. My 
department makes the products that our 
company sells.

Wendy: 	� My name is Wendy Goldberg. My 
department develops new products and 
techniques.

Cole: 	� I’m Cole Touhey and it’s my job to 
promote and advertise my company’s 
products.

Paige: 	� I’m Paige Harrison. My department 
writes contracts and represents the 
company.

Ray: 	� My name is Ray Hander. My department 
is responsible for the network, 
computers, new software and the 
intranet.

 2

1.	 We make the products for the company.
2.	 We try to get customers to buy our products.
3. 	�We do surveys and make advertising for the 

company.
4. 	We handle billing and other money matters.
5. 	We buy things the company needs.
6. 	We interview people and organize training.

 3

Hi. I hope you had a good visit to the Human 
Resources Department. Martina is really nice, isn’t 
she? Well, now I’d like to show you around the 
Sales Department. We think it is a very important 
department. Without sales, there is no money 
for the company. Now, over here you’ll see our 

telephone sales staff. They speak with customers 
and give them information about our products. They 
also take orders when customers call. Some of the 
staff are doing a training course at the moment. And 
back here you can see a lot of empty desks. These 
are for the external sales staff. They visit customers, 
make presentations and, of course, sell our products. 
And they need to sell because they work on 
commission. The more they sell, the more money 
they get. The external sales staff also gets ideas 
from our customers about possible new products.  
I myself am not a saleswoman. I am an assistant to 
the head of the department. But I am only working 
here for two more months. I work for a temping 
agency and this is my current job. But I really enjoy 
it. It’s my job to organise meetings for the boss. I am 
responsible for arranging his schedule.

 4

Martina: 	� So Ray, Paige and Wendy, thanks for 
taking some time out for us. Could you 
please let us know a bit about your jobs?

Ray: 	� Sure, Martina. I began here about two 
years ago. The IT Department is a pretty 
busy place. I actually studied philosophy, 
but I learned a lot about computers, 
so I took extra courses to become a 
network administrator. We all know 
how important computers are for the 
workplace today, and when you have 
problems, we’re the ones to call. I am 
responsible for the network. That means, 
it is my job to make sure everyone can 
work. I have to connect workstations, 
hook up new computers and register new 
users.

Martina: 	� And Paige, would you tell us about the 
Legal Department?

Paige: 	� No problem. Well, as you can probably 
guess, I studied corporate law. My main 
job is to write contracts between our 
company and the companies we work 
with. I have meetings with our customers, 
negotiate contracts and when that is 
finished, I write the final version of the 
contracts. It’s a lot of work, but I love it.

Martina: 	� Thanks, Paige. Now, Wendy, could you tell 
us about R & D?

Transcripts 

one hundred and five



106

Transcripts

Wendy: 	� Sure. R & D – that’s Research and 
Development – is the department which 
tries to make new products for the 
company. I studied chemistry and started 
to work here six years ago. I now work in 
a laboratory which researches new ways 
to make our products better. I run tests 
on the materials and look for ways to 
make them stronger and more efficient.

 5

Martina: 	� I’m Martina Thorogood. My job is to find 
the right person for the job.

Chad: 	� My name is Chad Braxton. It’s my job 
to check that the company receives its 
money and to credit this money to the 
correct department.

Theresa: 	� I’m Theresa Erich. My department finds 
customers and sells our products to 
them.

Hannah: 	� I’m Hanna Clare. My department buys 
everything our company needs, from 
computers and desks to training modules 
and office supplies.

Stan: 	� My name is Stan Moslowski. My 
department makes the products that our 
company sells.

Wendy: 	� My name is Wendy Goldberg. My 
department develops new products and 
techniques.

Cole: 	� I’m Cole Touhey and it’s my job to 
promote and advertise my company’s 
products.

Paige: 	� I’m Paige Harrison. My department 
writes contracts and represents the 
company.

Ray: 	� My name is Ray Hander. My department 
is responsible for the network, 
computers, new software and the 
intranet.

 6

Martina: 	� I’m Martina Thorogood. My job is to find 
the right person for the job. I usually 
start work around 8:00 a.m. and finish in 
the evening sometime after 6:00 p.m. I 
work the whole day.

Ray: 	� My name is Ray Hander. My department 
is responsible for the network, 
computers, new software and the 

intranet. I usually start work around  
8:00 a.m., but I only stay until 1:00 p.m.  
I take care of my children in the 
afternoon while my wife works.

Cole: 	� I’m Cole Touhey. It is my job to promote 
and advertise the company’s products.  
I also work for other companies and try 
to help them with their advertising.

Theresa: 	� I’m Theresa Erich. My department finds 
customers and sells our products to 
them. I’m not actually employed at this 
company, but am working here for the 
next three months while one of the 
employees is away.

Unit 2

 7

Suzanne: 	 Good morning, Jones & Partner.
Madge:	� Hello, this is Madge Simms. May I please 

speak to Mr Bob Collins?
Suzanne: 	� Hold the line please. I’ll put you through.
Suzanne: 	� I’m sorry. Bob’s not in at the moment. 

Can he return your call?
Madge:	� Sure. Please tell him Madge Simms from 

Biloxi Chemical called.
Suzanne: 	 Has he got your number?
Madge:	 Yes, he’s got it.
Suzanne: 	 Fine. I’ll pass on your message.
Madge:	 Thank you.
Suzanne: 	 You’re welcome. Bye.

 8

Dialogue 1

Mary: 	 Harrison Fencing, good morning.
Antonio:	� Good morning, my name is Antonio 

García. I’d like to speak to Sarah Wilson, 
please.

Mary: 	� Sorry, who would you like to speak to, 
please?

Antonio: 	 Sarah Wilson.
Mary: 	� I’m sorry, sir. There’s no one here by that 

name.
Antonio: 	 Really? I dialed 25 66 646.
Mary: 	 Sorry, sir, our number is 25 66 466.
Antonio: 	 Oops, thank you. Goodbye.
Mary: 	 That’s quite all right, sir. Goodbye.
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Dialogue 2

Spencer: 	 Spencer Williams speaking.
Alan: 	 Hi Spence. It’s Alan Connor here.
Spencer: 	 Hi Alan. Can I help you with something?
Alan: 	� Pardon the interruption, Spence, but I 

need Mary Kratz’s telephone number and 
I can’t find it anywhere.

Spencer: 	 No problem. It’s 26 44 22.
Alan: 	 Thanks, Spence.
Spencer: 	 Oh, don’t mention it.

Dialogue 3

Carol: 	 Hello?
Ted:  	� Hi Carol, this is Ted Norris. Is Ken around 

anywhere?
Carol: 	� Hi Ted. Sorry, Ken isn’t in the office 

today. He’s somewhere on the road to a 
customer.

Ted: 	 Have you got his mobile phone number?
Carol: 	 Hold on a minute. It’s, um, 609 259 9350.
Ted: 	 Thanks, Carol. Goodbye.
Carol: 	 Bye Ted.

Dialogue 4

Bob: 	� You’ve reached 69 88 45, Bob Michaels 
speaking. I’m sorry but I cannot take 
your call at the moment. Please leave 
a message and I’ll get back to you as 
quickly as possible.

Cecile: 	� Hi Bob, this is Cecile Bernard from 
Personnel Services Ltd. Please call me 
back on 22 44 99 as quickly as possible. I 
need more information from you on your 
order. Thanks.

Dialogue 5

Portia: 	� Cut and Go Hairstyling, this is Portia 
speaking.

Betsy: 	� I’d like to make an appointment for a 
haircut.

Portia: 	� I’ve got an opening this afternoon at 5. 
How’s that for you?

Betsy: 	 Pardon me, did you say 4 or 5?
Portia: 	 5.
Betsy: 	� Oh, that won’t work. Have you got 

something open tomorrow around 12?
Portia: 	� Let me see, yes, I could squeeze you in at 

12:15. Is that okay with you?

Betsy: 	� That sounds wonderful. Thank you very 
much. Goodbye.

Portia: 	 You’re welcome. Goodbye. 

Dialogue 6

Ben: 	 Ben Bigley, good morning.
Dipika: 	� Hi Ben. It’s Dipika here. I’m on my way 

to our meeting but I can’t find your new 
offices. Could you help me out, please?

Ben: 	 Sure, Dipika. Where are you now?
Dipika: 	� I’m near a restaurant called Hot-n-Spicy 

on the corner of Main and Elm.
Ben: 	� Okay. Can you see a big white building 

somewhere up on the right?
Dipika: 	� No, but I can see one in my mirror 

somewhere to the left.
Ben: 	� Okay, then just turn around, follow the 

street past that building and take the 
first left after it.

Dipika: 	 Can I park somewhere after that?
Ben: 	� Yeah, our car park is right there on the 

left. Park anywhere that’s free.
Dipika: 	 Thanks, Ben! See you in a few minutes.
Ben: 	 Don’t mention it. Bye!

 9

Tammy: 	� Morrison Leather, this is Tammy 
speaking. How can I help you?

Hiroko: 	� Hi. My name is Hiroko Nakamura.  
I’d like to speak to someone about an 
invoice I received.

Tammy: 	� Please hold the line. I’ll connect you to 
the Accounting Department.

Tammy: 	� I’m sorry sir, but all the lines are 
engaged. Can I take a message?

Hiroko: 	 That would be fine.
Tammy: 	� What is the enquiry you have regarding 

your invoice?
Hiroko: 	� It appears that the cost of the leather 

shoes I ordered is different from the 
price quoted in the catalogue.

Tammy: 	 I see. What are the two prices?
Hiroko: 	� In the catalogue the shoes cost £ 59 and 

on the invoice they cost £ 79. That is quite 
a difference.

Tammy: 	� I see. Could I have the product number 
please?

Hiroko: 	 It’s X69-494-9002.
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Tammy: 	� Would you please tell me the invoice 
number?

Hiroko: 	 It’s 2004-789865 A.
Tammy: 	� And can I have your name and telephone 

number so someone can return your call?
Hiroko: 	� Yes, my name is Hiroko Nakamura:  

N A K A M U R A. And my number is  
55 25 78 45.

Tammy: 	� Thank you. Someone will contact you as 
quickly as possible.

Hiroko:	 Thank you. Goodbye.
Tammy: 	 B-bye.

Unit 3

 10

Theresa: 	� Hey Matt. I just wanted to see how your 
research is going.

Matt: 	� Hi Theresa. It’s going pretty well, actually. 
I’ve been able to locate a few good 
possibilities.

Theresa: 	 That’s great to hear. 
Matt: 	� I wanted to have everything done before 

lunch, but it might take me a little longer. 
Theresa: 	� No worries. I know doing research is a lot 

of work, and it’s time-consuming. 
Matt: 	� Yeah, I can’t even imagine what it was 

like before computers.  
Theresa: 	� I can’t either. I don’t even want to think 

about it.
Matt: 	� By the way, I’m not using your standard 

search engine. I hope that’s okay with 
you? I found one that works better and 
more efficiently than the other one. Look, 
it limits the number of hits to what you’re 
looking for. Plus, it makes it less difficult 
to filter information. 

Theresa: 	� Ah yes, I’m familiar with this search 
engine. Go ahead and use it. It’s fine with 
me.

Matt: 	� All right, thanks. I wasn’t sure, so I just 
wanted to double-check.

Theresa: 	� That’s always a good idea. Do you have 
any other questions for me?

Matt: 	� I don’t think so. Not at this time, anyway. 
But I might need your help later today 
when it comes to putting the results 
together.

Theresa: 	� Of course I’ll help you with that. Just let 
me know when you’re ready or if you run 
into any problems before that.	

Matt: 	 I will. Thanks, Theresa. 
Theresa: 	 You’re very welcome.

 11

Matt: 	 Theresa? Have you got a minute?
Theresa: 	 Sure. What can I do for you, Matt?
Matt: 	� Actually, I finished doing the legwork, and 

I’d like to show you my results. Would this 
be a good time for you? I know you have 
a meeting sometime this afternoon.

Theresa: 	� That’s true. I have a meeting in an hour, 
so now’s a good time. Let’s sit down in 
my office. So, let’s hear about it.

Matt: 	� Well, I’ve located about 80 different 
companies which fit your target group 
and are less than 500 miles from 
Addington. Here’s the list.

Theresa:	� Thanks, Matt. That’s exactly what I was 
looking for. Good job!

Matt: 	 Thank you.
Theresa: 	� So, here’s what we’re going to do next. 

First, I’d like to send some information 
about our products to these companies. 
Then, we need to call them to find out 
about their needs. 

Matt: 	� You mean you want to call each individual 
company and speak to them in person?

Theresa: 	� Exactly. I’ve already written a 
questionnaire to analyze customer needs. 
But we want to handle each talk uniquely. 
We don’t want to sound like we’re just 
looking for information.

Matt: 	� I see. Well, if you want, I can help you 
with the calls.

Theresa: 	� That would be really great, Matt. Why 
don’t you come to my office first thing 	
tomorrow morning and we’ll go over the 
questionnaire together?

Matt: 	 Sounds good. What time?
Theresa: 	 Would 8:30 be okay for you? 
Matt: 	 You say the time, I’ll be there.
Theresa: 	� Thanks, Matt. I appreciate it. I’ll see you 

at 8:30 then.

 12

Dialogue 1

Woman: 	� Sorry to bother you, Ray. Do you have 
Matt’s email address?

Man: 	 I sure do. It’s m.barlow@cbvox.com.
Woman: 	 M dot …
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Man: 	 Barlow: B A R L O W.
Woman: 	 At cbvox dot com?
Man: 	 Correct.
Woman: 	 Great! Thanks, Ray.
Man: 	 You’re welcome.

Dialogue 2

Man: 	� I’m going to Addington next week. Can 
you recommend a good hotel there?

Woman: 	� Yes, I always stay at the Newport Plaza. 
It’s great! Why don’t you have a look at 
their website?

Man: 	 All right. Is it Newportplaza dot com?
Woman: 	� Erm, let me see … Actually, it’s www dot 

Newport dash Plaza dot com. 
Man: 	� Newport dash Plaza dot com. Okay, here 

we go … Looks nice!
Woman: 	 Yes, I think you’ll like it. 

Dialogue 3

Man: 	 Can I have your email address?
Woman: 	 Sure. It’s jd.rhys@yourmail.co.uk.
Man: 	 J … and did you say B or D?
Woman: 	 D as in delta: J D dot R H Y S … 
Man: 	� J D dot R H Y S at yourmail dot co dot uk. 

Correct?
Woman: 	 Yes, that’s correct. 

Unit 4

 13

Martina: 	� Thank you. Now, would you please tell me 
a bit about your educational background?

Greg: 	� Sure. I first attended school in Montana, 
where I grew up. I went through 
elementary and high school there, but I 
wanted to leave Montana for a while to 
live in a city.

Martina: 	� But Montana is so beautiful. Wasn’t it 
difficult to leave?

Greg: 	� It wasn’t easy. But I wanted to see 
more of the world. I applied to different 
colleges and universities with good 
business programs throughout the 
United States. A few of them accepted 
me, but I decided to attend the University 
of New York in Manhattan.

Martina: 	� Now that is going from one extreme to 
the next.

Greg: 	� True, but I was eager to live on the East 
Coast and in a city. Plus, the University of 
New York has a great business school.

Martina: 	� That’s true. I know a lot of people who 
went to school there.

Greg: 	� I earned my Bachelor of Science degree 
in Business Psychology and decided to 
apply for graduate school. I enjoyed the 
East Coast, so I concentrated my search 
there. I was lucky to get a place to study 
at the University of Boston.

Martina: 	 My hometown! It’s a nice place, isn’t it?
Greg: 	� It sure is. And the University of Boston 

has one of the most competitive business 
programs in the country. I also spent a 
year of my graduate studies in Germany. 
When I returned to Boston, I earned 
my MBA in International Marketing. I 
thought about doing my doctorate, but 
decided it would be a good idea to get a 
job first.

Martina: 	� So, you would like to continue your 
schooling?

Greg: 	� It’s a goal of mine, but I want to get 
some real practical experience first.

 14

Matt: 	� Maia, I’m so happy you could join me for 
lunch.

Maia: 	 That’s no problem, Matt. What’s up?
Matt: 	� I wanted to thank you for helping me 

with my project a few weeks ago.
Maia: 	� Don’t worry about it, Matt. That’s my 

job!	
Matt: 	� Maybe, but because of you, I’m going to 

start working here on a permanent basis. 
Martina offered me a full-time job in the 
Sales Department.

Maia: 	 Congratulations! That’s great news.
Matt: 	� I really don’t think I would have gotten 

this job without you, Maia. I really 
appreciate everything you have done for 
me. Now I’m going to have a steady job 
with all the benefits!

Maia: 	� I’m glad to hear that. When are you going 
to start? Next month?

Matt: 	� No, not until August. But before that  
I’m going to take a nice, long vacation. 

Maia: 	� That’s always a good idea! Are you going 
anywhere?
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Matt: 	� Yes, my girlfriend and I are going on a 
cruise to the Bahamas – from July 10th 
until the 22nd. That’s almost two weeks.

Maia: 	� I’m jealous! I’ve never been on a cruise, 
but I went to the Bahamas last spring. 
It’s such a beautiful place.

Matt: 	� Yes, that’s what everybody says. In any 
case, it’ll be nice to take a bit of a break 
before I start my new job.

Maia: 	� Absolutely. But, tell me … what exactly is 
your new job going to be?

Matt: 	� I’m basically going to do the same 
thing as before, but there are some 
extras, too. For example, I’m going to 
do more telephone sales, and I’m also 
going to assist the manager in doing 
administrative work. My boss – or should 
I say my future boss – told me that 
they’re planning to expand the Sales 
Department. That’s why they hired me.

Maia: 	� Well, I’m really happy for you, Matt.  
I know that you’re going to do a great 
job! 

Matt: 	� I’ll certainly do my best. But first, I’m 
going to have a party to celebrate my 
new job. I hope you can come. 

Maia: 	 When’s your party going to be?
Matt: 	� On Friday, August 6. That’s the last day of 

my first week. 
Maia: 	� Let me check my calendar … Looks good. 

I don’t have anything planned for that 
day.

Matt: 	 Well, you have a plan now!

 15

Hannah: 	� How are things going in the Production 
Department, Stan?

Stan: 	� We’re right on target. We’ve set a goal to 
increase production 25 % by year’s end, 
and we intend to reach it.

Hannah: 	� That sounds great! But don’t you think 
you’ve set your sights a bit too high? I 
mean, the economy is not doing so well 
at the moment.

Stan: 	� I don’t think that will affect us too much. 
It hasn’t yet. You know it’s the company’s 
aim to increase our market share, so 
every new customer counts.

Hannah: 	� Well, good luck. I hope you reach your 
objective.

Stan: 	� I’m pretty positive we’re going to. 
We’re restructuring production, and our 
intention now is to produce quickly.

Hannah: 	� Won’t your ambitions have a negative 
effect on quality?

Stan: 	� No, not in the least. We’ve introduced 
different shifts so we can produce around 
the clock. The more the machines run, 
the more we produce. And the costs are 
not as high as you might think.

Hannah: 	� Well, in my department we had to set 
targets to save money.

Stan: 	� Think of it this way. We have to spend 
money to make money.

Hannah: 	� I guess you’re right. My only goal now  
is for this day to end.

Stan: 	 That’s an aim we both have.

	Unit 5

 16

Martina: 	� Good morning, Mr Moslowski. My name 
is Martina Thorogood. I hope you found 
us okay.

Stan: 	� No trouble at all. You have a very nice 
building here.

Martina: 	� It is nice, isn’t it? They finished it a few 
weeks ago and we’ve just moved in. 
Would you like coffee or tea?

Stan: 	 Coffee would be fine, thanks.
Martina: 	� So, Mr Moslowski, I read your résumé 

and checked with some of your 
references. You’ve had an impressive 
career so far. Why do you want this job?

Stan: 	� Well, I’ve worked in production for a long 
time. I find it very interesting and want 
to remain in the area. My current firm is 
having some financial trouble, and I have 
heard that some people are going to lose 
their jobs soon.

Martina: 	� Yes, the situation doesn’t sound too rosy 
at the moment. But why do you think 
you would make a good head of the 
Production Department?

Stan: 	� Well, as you can see from my résumé, 
I learned a trade after I finished high 
school. I like to use my hands and 
thought that would be the best career 
path for me to take. But I soon realized 
that I wanted more. I began taking 
classes in business administration at the 
local community college.
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Martina: 	 Did you study full-time or part-time?
Stan: 	� I had to support myself financially, so 

I decided to work during the day and 
study in the evening. But I still wanted 
more. So, I applied to one of the local 
universities and was accepted into its 
business program. I also applied for a 
few scholarships to help pay for it, so I 
could spend more time on my studies.

Martina: 	� Sounds like you know what you have to 
do to get ahead.

Stan:	 �I guess you could say that. I grew up in 
a working-class family, and a good work 
ethic is important to me. I know nothing 
is free.

Martina: 	� Well, this coffee is. Would you like some 
more?

Stan: 	 Well, thanks.
Martina: 	� So, tell me about your current job. What 

are your main duties?
Stan: 	� Currently, I’m the assistant manager of 

production. I’m in charge of staffing and 
budgeting. I work in a team of altogether 
50 people who all …

 17

Cole: 	� I’d like to thank you all for coming. As 
you’ve heard, we’re writing a newsletter 
and we’d like to interview some 
employees. So, I’m going to ask you all 
a few questions. Feel free to offer as 
much information as you’d like, both 
professional as well as personal.

All: 	 Sure. Yes. Okay.
Cole: 	� Great. Now, I’d like to find out about your 

educational backgrounds first. Paige, 
can you start? You work in our Legal 
Department.

Paige: 	� Yeah, that’s right. I studied law at 
Cambridge in the UK and finally qualified 
as a lawyer in 1997.

Cole: 	 And did you always want to study law?
Paige: 	� Everyone in my family is involved with 

law. But my biggest passion is scuba 
diving. I’m a certified diver, you know.

Cole: 	� Wow, that’s a pretty good combination: 
a lawyer who’s able to swim with the 
sharks.

Paige: 	 That’s right, Cole.
Cole: 	� Okay, let’s see about you, Wendy. What’s 

your background?

Wendy: 	� I’ve actually completed two courses of 
study. Although I’m British, I moved to 
the United States when I was 15 and 
finished high school in Kansas. I always 
liked teaching and chemistry, so I studied 
to become a high school chemistry 
teacher. I graduated from Kansas State 
and received my teacher’s certification in 
Kansas as well.

Cole: 	 How did you get into R & D then?
Wendy: 	� Well, I really enjoyed teaching, but I 

wanted to move on a bit in my education. 
So I decided against becoming a teacher 
and got my master’s degree. Then I found 
a job where I could combine my teaching 
abilities with chemistry and discovered 
that Research and Development was just 
the area for me. I always look forward to 
doing new experiments and finding out 
new things. It’s great fun.

Cole: 	� And privately? Any secrets about 
yourself?

Wendy: 	� Actually, yes. I had extensive piano 
training and did an internship with the 
London Philharmonic Orchestra.

Cole: 	� Wow! That’s impressive! Can’t wait for 
the company Christmas party. You can be 
the entertainment.

Wendy: 	� Actually, that’s not a bad idea. And what’s 
the pay?

Cole: 	� Maybe we can call your agent. Okay, Ray, 
let’s move on to you.

Ray: 	� Sure. Well, let’s start with the private 
side first. It might surprise you all, but I 
am actually a trained and certified pilot. 
I always dreamt of being a commercial 
pilot, but unfortunately I wear glasses, so 
I had to stop dreaming of that job. But I 
love flying at the weekends.

Cole: 	� Now, this is getting more impressive  
by the minute.

Ray: 	� It’s nothing really special, just my hobby.
Cole: 	� So, how did you get involved with 

working on computers?
Ray: 	� Well, next to flying, I like nothing better 

than playing with computers. I know a lot 
of people think working with computers 
all day is a strange job, but I love doing 
it. I took courses to become a certified 
network technician and also taught 
myself a lot.
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Cole: 	� Well, I’d like to thank you all for 
your time. I’ll send you a copy of the 
newsletter before we publish it, so you 
can check that all the information is 
correct.

	Unit 6

 18

1.	� This is something found in almost every office 
nowadays, and many people don’t know how they 
did their work without it. It can be used to do 
work more efficiently and also for entertainment. 
It is usually white and has a screen attached to it. 
What is it?

2.	� This is something that can be used to transport 
people and products. It has a motor and can be 
driven, or rather flown, very fast. Some people are 
scared by it because it flies high in the sky. What 
is it?

3.	� This is a department in a company where some 
very important decisions have to be made. 
The most important decision is to decide what 
products should be researched and developed. 
Which department is it?

4.	� This is a formal conversation between a potential 
employer and a person looking for a job. What is 
it?

 19

1.	� Where was this software written? –  
It was written in India.

2.	� Where is this pineapple imported from? –  
It’s imported from Thailand.

3.	� Where is this coffee grown? –  
It’s grown in Brazil.

4.	� Where was this oil shipped from? –  
It was shipped from Saudi Arabia.

5.	� Where are these cars produced? –  
They’re produced in Germany.

6.	� Where’s this cheese produced? –  
It’s produced in France.

7.	� Where are these products assembled? –  
They’re assembled in the United States.

 20

1.	� When do you think the report will be ready? –  
I think it could be written this week.

2.	� Is the project completed? –  
No, it isn’t. But it should be completed in May.

3. 	�Do you have a deadline on this job? –  
Yes, I do. It must be finished by July 20.

4.	� Do we have to replace this machine? –  
No, I think it can be repaired.

5.	� When will the new business cards be printed? – 
They will be printed next week.

6.	� What do we need to do first? –  
These papers need to be sorted first.

 21

1.	� Open DVD drive on computer. Insert CD. Follow 
on-screen instructions.

2.	� Open printer. Remove old cartridge. Remove 
replacement cartridge from box. Remove 
protective foil and seal. Insert replacement 
cartridge in printer. Close printer.

3.	� Press connect key. Enter desired number. Return 
receiver.

4.	� Ensure area is clear. Check for obstructions. 
Switch on power.

5.	� Insert card into slot. Read on-screen instructions. 
Enter PIN. Enter desired amount. Confirm 
transaction. Remove card. Remove currency.

Unit 7

 22

1.	 Could you repeat that, please?
2.	 May I speak to Mary, please?
3.	 You needn’t type the report today.
4.	 Can I be of any assistance?
5.	 Could you email it to me, please?
6.	 I’d like an answer soon, please.

 23

Theresa: 	 Theresa Erich speaking.
Cole: 	� Hi Theresa, it’s Cole. Listen, I really need 

your help.
Theresa: 	 Sure, Cole. What do you need?
Cole: 	� Well, I don’t know if you’re familiar with 

the Warrington account …
Theresa: 	� I sure am. They’re one of the new 

customers we got a few months ago 
when we expanded.

Cole: 	� Well, I need to put together a marketing 
concept for them, and I need some input. 
Could you lend me a hand?
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Theresa: 	� Cole, you know I’d do anything for you. 
You helped me out before when I really 
needed it, so shoot, tell me what you 
need.

Cole: 	� Well, could you give me some of the 
background information about the 
company?

Theresa: 	� I could mail you some over. I gathered a 
lot of material when I did my research. 
I’m sure I’ve got something that could 
help.

Cole: 	� That would be fantastic. Now, you 
needn’t send it over. I could probably 
print it out off the server, couldn’t I?

Theresa: 	� You could do that. But I may be able to 
help you more. I could highlight some 
precise numbers for you.

Cole: 	� Theresa, you’re wonderful. Could you get 
me this year’s sales figures as well as 
the current open accounts we have with 
them?

Theresa: 	� I might have to ask Charlie for those, but 
I’m sure I could put something together 
for you. When would you need this?

Cole: 	� The sooner the better. Do you think you 
could have it this afternoon?

Theresa: 	 That’s cutting it close, but I think I could.
Cole: 	� That’s terrific. Thanks. But I’m not 

finished. Could I bother you with one 
more thing?

Theresa: 	 Sure, Cole. What else can I do for you?
Cole: 	� Well, would it be too much trouble to 

give me some comparison figures for 
some other clients who work in the same 
area as Warrington?

Theresa: 	� I could do that, but I don’t think I can 
get that to you this afternoon. Would 
tomorrow morning be okay?

Cole: 	� Actually, you needn’t even do it that fast. 
But once again, the sooner the better. 
How does Friday sound?

Theresa: 	 I can do that, no problem.
Cole: 	� Theresa, you don’t know how much I 

appreciate this.
Theresa: 	� Don’t mention it, Cole. It’s my pleasure. 

I’ll mail you what I can this afternoon, 
okay?

Cole: 	 Great! I don’t know how to thank you.
Theresa: 	 Well, you could invite me to lunch …
Cole: 	 Deal!

 24

Theresa: 	� First of all, I’d like to thank everyone 
here. Cole and I are very pleased that you 
could find the time at such short notice.

Cole: 	� But we know that what we have to 
present to you today will show you the 
success we have all had. We’ll start with 
some background information. Then 
we’ll move on to sales and marketing 
activities. And lastly we’ll summarize. 
So Theresa, could you give us some 
background information?

Theresa: 	� Sure, Cole. A few months ago we began 
to expand our sales and marketing 
further away from headquarters. My staff 
and I collected a lot of information for 
both sales and marketing. 

Cole: 	� That’s right. We used the information 
from Theresa to locate new customers  
as well as to market our new products.  
If you take a look at the information 	
here, you can see that we have got over 
50 new customers, which is an increase 
of 39 % in just a few months.

Theresa: 	� That is an exciting number. We never 
thought the results would be that 
high. We did a lot of mailings, sent 
our introduction brochures and even 
some samples, but the response was 
overwhelming.

Cole: 	� We want to present ourselves as a 
modern company, so the marketing 
people put in a lot of hours creating 
more modern and eye-catching materials. 
We wanted to get away from the image 
of an old, established company. It was a 
risk, but it worked.

Theresa: 	� You can see from the numbers here 
that the increase in external sales 
appointments was very large. We had 
to hire extra sales staff to handle all the 
appointments we had, I mean, still have.

Cole: 	� Well, we’re very happy that we could 
present this great information to you. 
And we’d like to thank you for your time.

Theresa: 	� We’ve made a printout of the charts used 
in our presentation. You can get a copy at 
the door on your way out. But first, if you 
have any questions, please feel free to 
ask. Or we can also be contacted …
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 25

1.	� If I were you, I’d go directly to the bank and speak 
with someone there. There are a lot of different 
ways to invest money and bankers know a lot 
about this.

2.	� If I were you, I’d do it. You haven’t been happy 
with your work for a while and a new job will give 
you more motivation. And if you don’t get the 
new job, at least you’ll update your résumé.

3.	� If I were you, I wouldn’t do that right now. You 
know the company is having a lot of money 
problems at the moment, so I don’t think your 
boss will be happy to give you more money.

4.	� If I were you, I’d try to expand the customer base. 
Get the Marketing Department to work with 
you and find new ways to market the products. 
I would also take sales seminars to increase my 
skills.

5.	� If I were you, I’d start by contacting the 
participants to see when they would have time. 
Then I’d try to find a place to hold the meeting. 
Then I’d put together an agenda and send it out 
to everyone.

6.	� If I were you, I’d travel to that city first and try to 
get to know it a bit. I’d see if it is as interesting as 
I thought. Then I would start looking for a job and 
a place to live. I’d probably choose a city where I 
knew some people.

	Unit 8

 26

Chad: 	 Chad Braxton speaking.
Hannah: 	� Good morning, Chad. It’s Hannah from 

Purchasing. Have you got a few minutes? 
I need to speak to you because I’ve got 
some offers.

Chad: 	 Sure. How can I help?
Hannah: 	� Well, we’re looking for a new office 

cleaning contractor. I’ve got several 
offers, but I need some advice.

Chad: 	 Sure. Tell me about the offers.
Hannah: 	� The first is from General Cleaners. 

They’ve got twenty years’ experience, 
competitive prices and good references. 
I’ve checked them out. But they’ve got 
a demand in the offer which I’ve got 
problems with.

Chad: 	 What is it? 

Hannah:	 �The contract is binding for one year.  
That means we have to keep them, even 
if we’re not satisfied with the service.

Chad: 	� That is pretty demanding. But you said 
they’ve got good references.

Hannah: 	� True, but one year is pretty long if you 
aren’t happy.

Chad: 	 What about the other offers?
Hannah: 	� I’ve got one from Cleaning Men. They’ve 

got slightly lower prices than General 
Cleaners, but they haven’t got the 
experience. They’ve been in business for 
only two years.

Chad: 	 But have you got references on them?
Hannah: 	� I have. But I’ve got positive and negative 

feedback. However, they haven’t got this 
one-year contract. You contract them 
from month to month.

Chad: 	� That’s got positive and negative points. 
Positive is that you can cancel quickly. 
Negative is that they can cancel quickly, 
too.

Hannah: 	� True. And that brings us to the final 
offer I’ve got. It’s from the Clean Team. 
They’ve been in business for seven years 
and have got slightly higher prices, but 
offer to send experienced and trained 
workers. As well, they have a two-month 
cancellation policy. That gives us more 
time to find a replacement if we have to. 
Plus, they’ve got excellent references.  
I’ve checked them out and they sound 
the best.

Chad: 	� So, it seems you’ve got your new 
contractor already.

Hannah: 	 Well, yes, I suppose I have …

 27

Bill: 	� Hello, Ms Clare. I’m Bill Jenkins. Nice to 
meet you.

Hannah: 	� Hello, Bill. Please call me Hannah. It’s 
very nice to meet you in person. I hope 
you found us without any problems.

Bill: 	 Yeah, it was no problem.
Hannah: 	� Well, please have a seat. Would you like 

some tea or coffee?
Bill: 	 Coffee would be great, thanks.
Hannah: 	 Here you go.
Bill: 	 Thank you.
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Hannah: 	� I really want to thank you for coming. 
I think you’ll be able to help me a lot. 
I’d really like to place an order. You’ve 
got good prices, but I do have some 
questions about the conditions.

Bill: 	 Sure. What would you like to know?
Hannah: 	� Well, payment is the most important. Will 

the payment be made before delivery, 
or is it possible to receive an invoice and 
pay later?

Bill: 	� Well, for first-time customers, normally 
invoices will be paid upfront: a bill will 
be sent to you and you pay it. Once we 
receive the money, your products will be 
shipped.

Hannah: 	� Is there any way to change that? Our 
policy is to pay after receipt of the 
products.

Bill: 	� Well, you are pretty well-known and I 
know you’re doing well, so I guess an 
exception can be made here.

Hannah: 	� Great, thanks. I also have a question 
regarding the delivery. How will the 
products be shipped?

Bill: 	� Well, that depends on the size of the 
order. For smaller items, we normally use 
the post, in view of the fact that it saves 
money. But for larger items, we normally 
use a shipping agent.

Hannah: 	 And when will we receive the goods?
Bill: 	� Well, if we have the items in stock, then 

the order will usually be processed within 	
one day. Delivery will then be made the 
following day. We do try to guarantee 
that orders placed before noon will be 
delivered the following day.

Hannah: 	� That sounds great. Now, I do have one 
more question regarding the payment. 
Will a discount be given for larger orders 
or for quicker payment?

Bill: 	� Actually, a 2 % discount can be offered on 
items paid within ten days of delivery.

Hannah: 	� Wonderful. Okay, I think you’ve answered 
everything. I’ve already filled out the 
order form. Can I give it to you or …

Bill:	 �You can give it to me. I’ve got to go back 
to the office later on anyway.

Hannah: 	� Bill, I appreciate your assistance. And it 
was a pleasure meeting you.

Bill: 	� The pleasure was all mine. And thank you 
for the order.

 28

1.	� I’m sorry, but I just don’t agree with your prices 
and terms of delivery. The prices are much too 
high and the delivery times are too long. We need 
the order quicker than that.

2.	� Well, I think we need to confer with headquarters 
regarding that. We just don’t think that payment 
upfront is the right way to go about this. We’d 
prefer to pay after delivery.

3.	� I think we can live with the prices overall. 
However, we would like to receive a discount on 
orders over € 1,000. Say 2 %?

4.	� Well, that’s interesting information. However, 
we do need to speak about a discount. With our 
former supplier we received a 10 % rebate at the 
end of the year if we purchased more than  
€ 100,000 worth of materials.

5.	� The prices are fine. However, the delivery date 
is more important to us. We need to have quick 
delivery to all our locations. As well, we’d prefer 
billing on a monthly basis.

Unit 9

 29

1.	 £ 30.9 million
2.	 € 700,720
3.	 € 70.07 million
4.	 $ 44.4 million
5.	 € 16.23 million
6.	 $ 140,440

 30

1.	 Sales went down in August.
2.	 The price dropped 10 % last year.
3.	 Our profit has increased slightly.	
4.	 Oil prices have skyrocketed.
5.	 The numbers decreased significantly.
6.	 The production costs stayed the same.

 31

I’d like to thank everyone for showing up on time 
today. As you know, I’m going to present a few facts 
and figures on the company’s performance last year. 
We did a pretty good job, and I think we can all be 
proud of that. I’ll show you some charts for sales, 
profit and turnover. And if you have any questions, 
please ask.
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So, if you take a look at this chart, you can see the 
overall performance of sales last year. We had a 
difficult start in January, but that was mainly due 
to the very cold winter. We had a nice upswing in 
February, and our numbers in that month were 10 % 
above those of the previous year.
March continued to show a steady increase in sales, 
but we dropped a bit in April. I really don’t have an 
explanation for this, but with the holidays I guess 
people were buying less.
May was a great month with our sales up over 25 % 
from April. And the trend continued in June with a 
gradual increase. The summer months are generally 
our slowest, but last year was different. July proved 
to be wonderful, and our sales were up over 50 % 
from the previous year.
However, a downward trend began in August and 
continued right into September. We were worried 
about this as the end of the year is always our best 
time. We started a massive marketing campaign 
in September, and this proved to be the key to the 
huge increase in sales for October, November and 
December. The forecast for the coming year is …

 32

Chad: 	� Paige, have you got a second? I need to 
speak to someone.	

Paige: 	� Of course, Chad. Come in … What’s on 
your mind?

Chad: 	� Well, you’ve read the memo from 
Theresa, haven’t you? The one where she 
informs us about what will be happening 
soon?

Paige: 	� Yes. I have. And she predicts that the 
company will do well in the near future, 
doesn’t she?

Chad: 	� That is why I need to speak to you, Paige. 
You’re a lawyer and know a lot about 
corporate law.

Paige: 	 Chad, what are you saying?
Chad: 	� Paige, I doubt the future will be as bright 

as Theresa says.
Paige: 	 Chad, what’s the problem?
Chad: 	� Well, as you know, I work in Accounting, 

so I know the figures. I believe we’ll be 
having some very difficult months soon. 
We just don’t have the money in the 
bank.

Paige: 	� Maybe so, but we do have the orders, or 
don’t we?

Chad: 	� That is something I don’t know. But we 
are working on borrowed money at the 
moment. I expect we’ll need at least a 
year to repay all of the loans we have at 
the moment. And then we’re hiring new 
people, and surely that will cost us even 
more money.

Paige: 	� But Chad, I think the annual report will 
be written soon. And certainly the board 
wouldn’t permit such expansion if we 
didn’t have the money.

Chad: 	� From what I can see, we don’t have the 
money. And I suspect we won’t have the 
money very soon either.

Paige: 	� Chad, do you think someone’s hiding 
something?

Chad: 	� I can’t tell that yet. I have to deal with 
real figures, but someone is giving 
the employees and the public a false 
impression. We are operating in the red.

Paige: 	 Oh dear, that doesn’t sound good at all.
Chad: 	� Paige, that’s why I wanted to speak to 

you. I suppose someone will have to 
spread this news. But I don’t want to.

Paige: 	 Chad, if you expect me to do it …
Chad: 	� No, no I don’t. But people have to find 

out.
Paige: 	� Do you think Theresa knows the 

information is incorrect?
Chad: 	� I don’t think so. She was just passing on 

the information that she was given. But 
I’m afraid that someone – and I don’t 
know who – will get into trouble about 
this.

Paige: 	� Oh dear. I guess we’ll have to look into 
this.

Chad: 	 I guess we will.

 33

My plans for the coming year? Well, I’ve thought 
about this for a while and even made a schedule for 
myself. First, I’ll be taking an evening course at the 
local university. I want to learn more about business 
administration, so I’ll be going back to school. Then, 
during the break at Easter, I’ll be taking a short trip 
to the Caribbean. I need a few days of sunshine and 
sand. After I get back, I’ll also be starting a second 
job. My sister has a restaurant and she needs some 
help in May because one of her waitresses will be 
getting married and will be away for a few weeks. 
Once summer comes, I’ll be working more in my 

one hundred and sixteen



117

Transcripts

garden. I love the summer and the flowers. From 
September, I’ll be working in the Telephone Sales 
Department. It’ll be a change, but I think I have the 
qualifications to do the job well. Then finally, I’ll be 
changing my name because I’ll be getting married 
in December. I’ve got a lot planned for the year, but I 
know I’ll be successful.

	Unit 10

 34

1. 	� Well, I really think we need to look for more 
suitable ways to locate new customers. Why don’t 
we start with a market survey?

2.	� We didn’t have a bad year in Sales, so I’m not 
complaining. However, I do think we can get 
more business if we improve our products.

3.	� I noticed that the translation agency doesn’t 
always translate everything correctly. There were 
several errors in the Japanese texts, and Antonio 
also found a mistake in the Spanish translation. 
That’s why I think we need to check all 
translations more carefully before they go onto 
the website. I could take care of the Japanese 
texts if you’d like.

4.	� It’s getting late, so let’s wrap things up. I really 
think we’ve covered a lot today. Our next meeting 
will be in four weeks, on Tuesday, December 8. 
Miranda, could you please have the minutes 
ready by tomorrow noon? Okay, thanks for your 
participation.

 35

1.	� Actually, our financial situation is improving, but 
we still need to be careful with our expenses. I 
think we shouldn’t purchase any new equipment 
this month. 

2.	� You mentioned that you were looking for 
someone who could design the new poster. 
Actually, I have some good connections to  
graphic designers who do freelance work. One  
of them is Mark Chandler. He does excellent 
work, and I could contact him if you’d like.

3.	� As you all know, we finally had our new phone 
system installed. A representative from the 
phone company will be here next week to explain 
the system and answer your questions. So,  
please plan to attend a short training session  
on Thursday, August 14 at 11:00 a.m.

 36

Dialogue 1

Man: 	� Do you usually translate the texts 
yourself, or do you have them translated?

Woman: 	� I translate the French texts myself, but  
I have the Spanish ones translated.

Man: 	� Where do you have them translated? 
Woman: 	� I work with a freelance translator. He’s 

been doing a great job so far.

Dialogue 2

Woman: 	� Do you usually change the oil on your car 
yourself, or do you have it changed?

Man: 	� I’m afraid I don’t know much about cars, 
so I have it changed. 

Woman: 	� How often do you have your car serviced?
Man: 	� Every six months – in the spring and in 

the fall. That’s when I also get the tires 
changed.

 37

1.	� I really feel that we need to provide more service 
to our customers. Theresa, you are in Sales, and I 
believe it would be a good idea for you to call all 
of our new clients by next week and provide	
�them with a bit more service. Ask them if they 
have any questions about our products and 
services.

2.	� Well, as we know, we need to hire more staff. 
HR, this is your baby. However, I don’t want just 
anyone to interview candidates for management 
positions. Er, Martina, I would like you to 
personally handle these.

3.	� Although we’re expanding and are on good 
financial ground, we have to watch our spending. 
We all know that R & D has a large budget and 
spends a lot. That’s the way it is. However, Wendy, 
I would like you to report on your expected 
spending budget for the coming year by next 
month.

4.	� We speak a lot about how well we’re doing, but 
we can all read about this once the annual report 
is published. Chad, I would like for you to provide 
all staff members here at headquarters as well 
as our external sales staff with a copy as soon as 
you get the report.

5.	� There have been a lot of legal changes 
concerning contracts and employee rights in 
the past few months. And these can be very 
confusing for a lot of people. Paige, you’re from 
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the Legal Department and know more about this 
subject than the rest of us. I’d like you to do a 
workshop for our employees on this subject.

6.	� We finally have heard that the new logistics 
software has been tested and completed. We 
should have the product in the next few weeks.  
I would like to make the installation a priority. 
Ray, I’d like the software installed on all 
computers by June so that we can move easily 
through the summer.

 38

1.	� As you may have heard, my fiancé has moved to 
Bilbao. And since we have new offices there, I will 
be relocating very soon.

2.	� I can see everyone is here. 10:30 seems to be a 
good time. The first item on the agenda is the 
survey.

3.	� I’d be more than happy to conduct the survey.  
I’m experienced in that area. But I won’t be able 
to start until after I get to Bilbao.

4.	� Okay, it’s late and we’re not getting anywhere. 
Go and enjoy your evenings, and I’ll see you all 
tomorrow morning.

5.	� I just wanted to let you all know that I won’t be 
here for the next meeting. I’ll be at a conference 
in Singapore.

6.	� I guess you all have been wondering why I’ve 
been in a lot of meetings with the boss lately. I’ve 
requested a transfer to the new offices in Prague.

7.	� My vacation plans have changed, so I won’t be 
able to attend the next meeting.

8.	� I told you at the beginning that we’d be finished 
by lunchtime, and we are. Thanks for your 
participation.

Unit 11

 39

Mike: 	 Come in.
Anouk: 	� Good morning. I’m Anouk Mercier. I’m 

looking for Mr Logan.
Mike: 	� That’s me. Ah, you must be the new 

employee in Customer Services! It’s very 
nice to meet you.

Anouk: 	 It’s nice to meet you, too, Mr Logan.
Mike: 	� Please, call me Mike. We’re all on a  

first-name basis here.

Anouk: 	 All right, that’s good to know.
Mike: 	� So, let me show you around a bit, and 

then I’ll introduce you to your new 
colleagues. 

Anouk: 	 Great.
Mike: 	� Oh, before I forget, I have your swipe 

card here. You can see that we have time 
clocks at most of the entrances. Just push 
the “in” button, swipe your card through 
here and you’re registered as working. 
Would you like to try it?

Anouk: 	� Sure. And I guess “out” is for when I 
leave.

Mike: 	� Correct. Okay. So, now you’re officially 
working. Over there to the left you can 
see the company cafeteria. The food’s 
pretty good, actually. You have a choice of 
four main meals, including a vegetarian 
dish. They also have a salad bar and 
several desserts to choose from. They 
open at 11.

Anouk: 	� Sounds good. Do they have smoothies or 
fresh juices?

Mike: 	� Unfortunately not. But there’s a place 
across the street.

Anouk: 	 Great. And the restrooms?
Mike: 	� They’re right here, on the left. But we’ve 

got restrooms on each floor. Customer 
Services is on the third floor. Shall we 
take the stairs or the elevator?

Anouk: 	 I don’t mind taking the stairs …
Mike: 	� All right, welcome to Customer Services. 

Let me introduce you to Gwen.
Anouk: 	� I’ve already met Ms Burton, I mean 

Gwen, during my interview. She’s a very 
nice lady.

Mike: 	� Yes, she is. Gwen, I’ve brought our new 
colleague, Anouk Mercier.

Gwen: 	� Anouk, I’m glad you’re here. Welcome to 
the team!

Anouk: 	� Thanks. Mike’s shown me around a bit.  
I can’t wait to get started.

Mike: 	� Okay, I’ll leave you two alone now. Anouk, 
good luck on your first day.  
It was a pleasure meeting you.

Anouk: 	� Thank you, Mike. And thanks for showing 
me around.

Mike: 	 Anytime. Have a good day now.
Anouk: 	 You too. 
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 40

1.	� I saw a great film last week. It’s called “Five Days 
in November.” It’s a low-budget film made in 
Denmark. Have you seen it or heard about it? 

2.	� The weather has been pretty strange lately, 
hasn’t it? First snow, then sunshine and warm 
temperatures, and now it’s cold again.

3.	� Traffic was awful this morning, wasn’t it? I 
thought I’d be late for the meeting.

4.	� Don’t tell anyone, but I think Leanne is having 
an affair with the new marketing manager. I saw 
them at the theatre together last Saturday.

5.	� Did you see the football match last night? I can’t 
believe England lost 1 – 0 to France!

6.	� Have you ever been to Mexico? My wife and I 
are thinking of going there next year. It’s a great 
place for snorkeling and scuba diving, and we 
both love water sports. 

 41

Cole: 	 Ms Rossi! It’s nice to see you again.
Ms Rossi: 	 Cole, please call me Marina.
Cole: 	� How was your flight, Marina? I hope  

you didn’t have any problems.
Ms Rossi: 	� It was wonderful. And you have got a 

nice airport. 
Cole: 	� We do now. It used to be very old, but 

they’ve redesigned everything.
Ms Rossi: 	� Will I have time to go to my hotel before 

our meeting?
Cole: 	� I think so. I can drive you over quickly  

if you’d like.
Ms Rossi: 	� That would be nice of you. I’d like to 

freshen up a bit.
Cole: 	� We’ve got about three hours. I could 

drive you over before I show you around.
Ms Rossi: 	 That’s good. Then let’s get going.

 42

Let me tell you a bit about the people who work 
here. We’ve got a staff of team players. Through 
training and mentoring, we have been successful in 
developing teams that work effectively together.  
Our company was founded in the 19th century by 
an Italian immigrant family. Originally, we produced 
home furnishings. 
We’re one of the market leaders and our market 
share has doubled within the last decade. We’re 
proud of the quality of our products. If we’re not 

sure it will be successful, we don’t put it on the 
market. 
Our biggest aim is to provide quality at a good price.  
Of course we do have expensive products also,  
but the quality is very high. 
A major change occurred in the 1950s when we 
entered the office and corporate furnishing market. 
It was a new step for us, but we’ve been very 
successful. 
I would have to say that the biggest trend we have 
noticed is that people want more for less. More 
quality, lower price. But we’ve been able to handle 
that. 
A major change in our production department 
has allowed us to now produce 24 hours a day. 
We introduced a new shift last year to increase 
production.

 43

Go down Fifth Avenue for about two miles. Turn left 
at the stop sign at Walker Street. Turn left again at 
the first traffic light. On the right, you’ll see a tall 
office building. Go past that building and take the 
next right. Go straight ahead and under the bridge. 
Directly after the bridge, turn right onto Oak Street. 
Turn left at the blue house on the corner and park 
the car anywhere you want on the street. Our office 
is next to the library. 

 44

Theresa: 	� Martina, I wanted to ask you something.
Martina: 	 Sure, Theresa. What’s up?
Theresa: 	� Well, Ms Rossi from Italia Furnishings is 

here visiting. Cole asked me to go out to 
dinner with her this evening. I just want 
to make sure I don’t make any mistakes.

Martina: 	� Ms Rossi is a very important client, but 
I’ve met her. She’s a nice lady. My first 
piece of advice is just act naturally: be 
yourself! But follow some rules. First, 
try to find out what she likes to eat. You 
don’t want to take her to someplace 
where she won’t like the food.

Theresa: 	 That sounds logical.
Martina: 	� Then, when you get to the restaurant, 

let her sit at the table first. She should 
choose her seat.

Theresa: 	 That sounds logical, too.
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Martina: 	� Now, the next step is to help her a 
bit with the menu. Ms Rossi speaks 
wonderful English, but menus can be 
difficult. You might want to make a 
suggestion.

Theresa: 	 Okay.
Martina: 	� Now, wait until she orders something 

to drink before you order. If she orders 
alcohol, you can too. If she doesn’t, then 
maybe you shouldn’t drink alcohol. Then, 
don’t get into business too fast. Just 
make some small talk to get to know 
her better. Find out about her likes and 
dislikes. That will help you understand 
her better.

Theresa: 	� That shouldn’t be a problem. I’m a good 
talker.

Martina: 	� True, you are. Just don’t talk too much. 
Give her a chance and don’t get into 
areas which might be dangerous.

Theresa: 	 You mean like politics?
Martina: 	� Yes. You should check the web for some 

up-to-date information on Italy. Read 
some current news.

Theresa: 	� Martina, thanks for the tips. I’ll let you 
know tomorrow how it went.

Martina: 	� No problem. Good luck and relax, you’ll 
do fine.

Theresa: 	 I hope so.

 45

Server: 	� Hello, I’m Brandon. I’ll be your server 
today. Are you ready to order? 

Woman: 	� Well, I’ve got a few questions first. I’m 
not from here, and I need some help with 
the menu.

Server: 	� No problem. What would you like to 
know?

Woman: 	 What is this Surf and Turf?
Server: 	� Surf and Turf is a combination of meat 

and seafood. We offer steak, cooked as 
you like, with either lobster or jumbo 
shrimp. It comes with a baked potato 
and a small green salad on the side.

Woman: 	 On the side?
Server: 	� That just means that you get a baked 

potato and a small salad with it, on an 
extra plate. 

Woman: 	� Ah, I see. And what is a Reuben 
sandwich?

Server: 	� That’s one of my favorites! It’s a grilled 
rye bread sandwich with corned beef, 
Swiss cheese, sauerkraut and Thousand 
Island dressing.

Woman: 	 Um, I’m not sure …
Server: 	 It’s one of our most popular sandwiches.
Woman: 	� I’m sure it’s delicious. I just don’t like 

sauerkraut very much.
Server: 	� Oh, in that case it’s probably not 

your best choice. How about the Veal 
Parmigiana instead? That’s a slice of veal, 
sautéed in butter. Then it’s baked in a 
fine tomato sauce with mozzarella and 
Parmesan cheese.

Woman: 	� Ah, that sounds like something I’d like.  
I’ll try that.

Server: 	� Very well. And what would you like to 
drink?

Woman: 	� A glass of white wine and some water, 
please.

Server: 	 Tap water or bottled water?
Woman: 	� Tap water is fine, thanks.
Server: 	� All right. How about an appetizer while 

you wait for your meal? Maybe some 
soup?

Woman: 	� No, thank you. I want to leave room for 
dessert.

Server: 	� Good idea. We’ve got some freshly made 
blueberry cheesecake.

Woman: 	� That sounds wonderful. I’ll keep that in 
mind.

Server: 	 Okay! I’ll be right back with your drinks.

Unit 12

 46

1.	� I’ve got a connecting flight in Manchester at a 
quarter to ten tonight.

2.	� Your taxi will be here at a quarter to eight 
tomorrow morning, sir.

3.	� I have to catch the shuttle bus at twenty past six 
this evening. It’ll get me to the airport around 
seven.

4.	� I’ll probably be in the office until about five-thirty 
this afternoon. 

5.	� I’d like to have a wake-up call tomorrow morning 
at half past five, please.

6.	� According to the schedule, the flight doesn’t 
arrive until a quarter to eight this evening.

Transcripts
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7.	� I usually get to the office in the morning around 
a quarter past eight, and I never get home before 
seven-thirty in the evening.

8.	� I just wanted to inform you that your departure 
time has been changed. Your flight leaves 
tomorrow morning at ten-twenty, not at nine 
forty-five as originally scheduled.

9.	� According to the schedule, we should arrive in 
Denver tomorrow afternoon at ten to four.

 47

1.	� The phone number of the Southport Hotel? 
Certainly. It’s area code 954, then 325 8161.

2.	� It would be best if you phoned me at home. My 
number is 496 5775. 

3.	� You should call the airline directly. They’ll be able 
to help. The number is 1 800 799 3909.

4.	� Hang on. I’ll get you the number. Ready?  
It’s 206 3013.

5.	� Give me a ring at the office tomorrow. I can be 
reached all day on 0179 6500856. 

6.	� It’s the best steakhouse in town. Let me give you 
the number: 954 414 8201.

 48

Leanne: 	� Eastern Hotels, my name is Leanne. How 
may I help you?

Rafael: 	� Hello. My name is Rafael Herrera. I’m 
looking for a hotel in the Richmond area.

Leanne: 	� Hold on a second, sir. Okay, we’ve got 
three hotels in the area, one directly 
downtown and the other two just outside 
the city.

Rafael: 	� I’ll be in the city on business, so the one 
downtown sounds perfect.

Leanne: 	 All right. Will that be a single or double?
Rafael: 	� My wife is coming with me, so I’d like a 

double room, please.
Leanne: 	 Very good, sir. When will you be arriving?
Rafael: 	 April 9th.
Leanne: 	 And your departure date?
Rafael: 	� Actually, we’d like to spend the weekend. 

We’ll be leaving the following Sunday.
Leanne: 	� Sunday … That would be the 14th, 

correct?
Rafael: 	 Yes, that’s correct.
Leanne: 	 Very good.
Rafael: 	� Could you tell me about some of the 

services offered at the hotel?

Leanne: 	� Of course, sir. The Richmond Downtown 
Eastern offers an indoor rooftop 
swimming pool with a spectacular view 
over the city. There is also a gym with 
modern workout equipment and a fitness 
instructor, a sauna, steam room and two 
tennis courts. We offer free Wi-Fi as well 
as wired high-speed Internet in each 
room.

Rafael: 	 Great! And … is there a restaurant?
Leanne: 	� Yes, sir. There is a restaurant on the top 

floor. We also offer room service until 
midnight.

Rafael: 	� That’s good to know. Does the hotel have 
a parking garage?

Leanne: 	� Yes, the hotel’s parking garage is located 
across the street. We offer free parking 
for all our guests.

Rafael: 	� How much is a double room?
Leanne: 	� Ninety-five dollars per night, including 

breakfast. 
Rafael: 	 That’s not bad. I’d like to book it.
Leanne: 	 All right. May I have your name, please?
Rafael: 	 Yes, it’s Rafael Herrera: H E R R E R A.
Agent: 	� Will you be paying by credit card,  

Mr Herrera?
Rafael: 	 Yes, please.
Agent: 	� May I have the number and expiration 

date?
Rafael: 	� The number is 3659A 4514B 6652C. It 

expires in December of next year.
Agent: 	� Thank you, sir. Your confirmation number 

is 9605-XXP-7. Is there anything else I can 
do for you?

Rafael: 	 Not at this time. Thank you very much.
Agent: 	� Thank you for choosing Eastern Hotels. 

Have a nice day. 
Rafael: 	 You, too.

 49

Robert: 		  Excuse me, do you speak English?
Travel agent: 	 Yes, I do. How may I help you?
Robert: 		�  I need to get back to New York this 

Friday. Could you help me?
Travel agent: 	� Certainly. Do you need a one-way 

ticket or round-trip?
Robert: 		  One-way.
Travel agent: 	� Let’s see … I’ve got a nonstop flight 

that leaves Frankfurt at 7:20 a.m. and 
arrives at New York JFK at 9:45.

Robert: 		  7:20? That’s a bit early. 

one hundred and twenty-one



122

Transcripts

Travel agent: 	� Well, there is a flight on Air North 
America leaving Frankfurt at 8:35. 

Robert: 		�  Erm, are there any flights around  
10 or 11 o’clock?

Travel agent: 	� There is a flight to JFK on Air 
Germany with a short layover in 
Berlin. The departure time is 10:15, 
arrival time 12:55 … Oh no, never 
mind. That flight’s already booked up. 

Robert: 		  That’s too bad.
Travel agent: 	� Wait. I see there’s also a Danish 

Royal Airlines flight leaving Frankfurt 
at 9:50. 

Robert:		  Sounds good!
Travel agent: 	� It flies into Newark, not JFK, and 

you’d have to change planes in 
Copenhagen.

Robert: 		�  Flying into Newark wouldn’t 
be a problem; it’s very close to 
Manhattan. But I would prefer a 
direct flight.

Travel agent: 	� Let’s see. There is an American 
Airwings flight to Newark leaving 
Frankfurt at 12:05. The scheduled 
arrival time is 3:35.

Robert: 		�  Great! Are there still seats available?
Travel agent: 	� If you want to fly business class, yes. 

But economy is full. 
Robert: 		�  Phew, business class is expensive …
Travel agent: 	� Well, we do have one more 

possibility. There’s another Air North 
America flight at 1:15.  
It gets into Newark at 4:25. There are 
still seats available in economy.

Robert: 		�  That’s perfect. I’d like to book it. Can 
I pay by credit card?

Travel agent: 	� Sure, that’s no problem. May I have 
your name, please? 

 50

Adil: 	� Good evening. My name is Adil Azizi.  
I have a reservation.

Clerk: 	� Good evening, Mr. Azizi. Let me just have 
a look … Yes, I’ve found it: a single room 
for three nights, correct?

Adil: 	 That’s correct.
Clerk: 	 Could you fill out this form, please? 
Adil: 	� Certainly. I’d like to pay by credit card if 

that’s all right?

Clerk: 	� That’s fine, sir. Let me go ahead and 
enter your credit card information. That’ll	
speed up the process when you check 
out.

Adil: 	 Sure. Here’s my card.
Clerk: 	� Thanks. You’ll be staying in room 634.  

All the rooms have Wi-Fi and air 
conditioning. Here’s your key. Just take 
the elevator to the sixth floor and turn 
left.

Adil:	 �Thanks. Can I ask you something? I’ve 
never been to Philadelphia before and I’d 
like to see a bit of the city. Do you have 
any suggestions?

Clerk: 	� You’ve come at a great time of year. 
Philadelphia is beautiful in the fall. What 
interests do you have? Museums? Sports?

Adil: 	� Well, I do enjoy museums. I know there is 
a lot of history in this city.

Clerk: 	� That’s true. You will find Independence 
National Historical Park just a short 
walk from here. The Liberty Bell, 
Independence Hall and the rest of the 
landmarks are all there.

Adil: 	 Ah, that’s probably a good place to start.
Clerk: 	� There’s also a wonderful aquarium across 

the river in Camden. 
Adil: 	� Actually, I’ve heard about it. I think I’d 

enjoy that. And here at the hotel? Is 
there a fitness room?

Clerk: 	� Yes, we do have a fitness room and an 
indoor pool. Unfortunately, the sauna is 
closed at the moment.

Adil: 	� That’s no problem. Have you also got a 
laundry service? I need to have some 
shirts washed.

Clerk: 	� Yes, we do. Just dial 118 from your room 
and someone will come and collect your 
shirts.

Adil: 	� Great! Thank you very much for your 
assistance.

Clerk: 	� You’re very welcome. And if there’s 
anything else I can help you with, just let 
me know.

Adil: 	 I will. Thanks once again.
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Unit 13

 51

Cole: 	 Hi Theresa, are you ready?
Theresa: 	 I’ll be with you in a minute. Have a seat.
Cole: 	 Okay, I’ll just get a cup of coffee.
Theresa: 	 No problem. I’m ready now anyway.
Cole: 	� Great. Okay, this is our first time we’ve 

had an exhibit at the Decoria Trade Fair. 
And I want it to be just as successful as 
the other fairs we attend.

Theresa: 	 Same here.
Cole: 	� Marketing has been working on a new ad 

campaign for our new line, and it should 
be ready by next week.

Theresa: 	� I’ve got a copy of the materials here. 
Everything looks great.

Cole: 	� Now, I’ve already placed an order for 
the material to be delivered to the fair 
grounds. Everything should be there 
when we set up the stand.

Theresa: 	� That’s a good idea, but every now and 
then we have had a problem with our 
deliveries at trade fairs. Don’t you think 
it would be a better idea to take the 
brochures and handouts there ourselves?

Cole: 	� As is frequently the case, Theresa, you are 
right. I’ll have the order changed when I 
get back to my office.

Theresa: 	� Good thinking, Cole. Okay, now we have a 
few people working on the stand all the 
time. It’s important to have good people 
there.

Cole: 	� I’ve got the list here. And I think it would 
be good to have Wendy from R & D come 
along, too. She knows the ins and outs of 
all of our products.

Theresa: 	� Actually, I was thinking that, too. She told 
me she attended fairs from time to time 
in the past and she’d be very interested 
to have a look around.

Cole: 	� Great. Then I’ll put her on the list. That 
takes care of my next point, too. Have 
you got the list of who else will be there?

Theresa: 	 Yes, here you go.
Cole: 	� Thanks. We need to have enough people 

at the fair to check out the competition. 
More often than not we use these fairs 
to see what the competition is working 
on.

Theresa: 	� It’s a good plan. And from what I’ve 
heard, we just about always come up 
with some good ideas from that.

Cole: 	� Very true. You have to know where you 
stand in the market.

Theresa: 	 What’s your next point?
Cole: 	� Well, I was thinking that maybe you could 

take a look at this.

 52

Laura: 	� Excuse me, I would like some information 
about your company.

Cole: 	 Sure, how can I help?
Laura: 	� My name is Laura Giardina, and I 

represent New World Furniture of Rome 
in Italy. We are a large chain of high-
quality office and home furnishings.

Cole: 	� Yes, I know the name. I’ve heard many 
wonderful things about your company.

Laura: 	� Thank you. We are proud of our good 
reputation. I am here because we are 
looking for new suppliers.

Cole: 	� Wonderful. Let’s see if we can make a 
deal. What would you like to know about 
us?

Laura: 	� I’d like to know a bit about your sales.  
Do you sell mainly wholesale or retail?

Cole: 	� We are mainly in the wholesale sector. 
We sell a lot to stores and dealers. 
However, we also take orders and make 
deliveries to larger individual customers.

Laura: 	� I see. As you probably know, our main 
products are non-Italian. Would you be 
able to ship overseas?

Cole: 	 Of course. That’s not a problem.
Laura: 	� Good. Now how about pricing? Do you 

offer discounts for bulk orders?
Cole: 	� Well, that is something that we would 

have to negotiate. But I don’t see a big 
problem with that.

Laura: 	� Fine. Now, we are located in different 
countries. How would you provide 
after-sales service to us? What are your 
experiences in selling abroad? 

Cole: 	� Well, we do have different partners 
throughout the world. As a matter of 
fact, we have a very good partner in 
Rome who represents us in Italy and 
Switzerland. If you needed any assistance 
with new orders or had any problems, I’m 
sure he’d be more than happy to help.
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Laura: 	 You mean Gianni Cotto, don’t you?
Cole: 	� Yes, as a matter of fact I do. Gianni has 

been working with us for years.
Laura: 	� It’s a very small world. I went to school 

with Gianni and have stayed in contact 
with him over the years. He’s the one 
who gave me the lead to your company.

Cole: 	 I’ll have to thank him.
Laura: 	� Would you be available next week? I’d 

like to come by your offices to get a 
better picture of your products.

Cole: 	� Certainly, let me speak with my 
colleagues from Sales. I’m very positive 
about this and you can be sure that I’ll 
get back to you. I’m sure we can arrange 
something.

 53

Customer:	� Good morning, my name is Mercedes 
Gomez.

Cole: 	� Good morning. Cole Touhey. How may I 
help you?

Customer: 	�Yes, I represent a retailing firm in Spain 
and we’ll be entering the office furniture 
market there soon. We might be needing 
suppliers.

Cole: 	� Well, Ms Gomez, it’s great to meet you. 
I want to tell you that our production is 
being expanded as we speak. Soon we 
could be producing so much furniture 
that we may be needing agents like 
yourself in every country in Europe!

Customer: 	�We have much to discuss. What about 
guarantees? Last year we had many 
problems with this. Goods were being 
returned to us as fast as we could sell 
them, and the manufacturer refused to 
help us. We felt we were being treated 
badly by the supplier.

Cole: 	� Well, I think you’d find it different 
with us. I think I can say that customer 
relations are being revolutionized at 
Furnishcorp. New staff are being trained 
and I think they could be having even 
more success soon. We might be putting 
a guarantee of two years on all of our 
products. It is being discussed right now 
at headquarters.

Customer: 	�Right. I noticed from your brochure that 
the Easicomfort range of office chairs 
isn’t being produced anymore. Is that 
right?

Cole: 	� Well, yes and no. This range is now being 
sold under the name Ergocomfort for 
marketing reasons, but it is basically 
the same range. The name wasn’t 
understood by customers and now I’m 
confident we’ll be enjoying even more 
success with this range.

Customer: 	�Okay, well, I have to move on now. I could 
be meeting an associate tomorrow in 
this hall, so I might be coming near your 
stand again, okay?

Cole: 	� Well, I’d sure appreciate that, Ms Gomez. 
And enjoy the fair!

Customer: 	Thank you, Mr Cole. 
Cole: 	 Erm, that’s Mr Touhey, actually …

Unit 14

 54

1.	� Great team leaders are enthusiastic and 
optimistic. They’re committed to their goals and 
can easily motivate others.

2.	� Phew, being a team leader is not an easy task! 
I think a good leader needs to be confident 
enough to make decisions, but at the same time, 
he or she should be willing to listen to other 
people’s ideas. I guess what I’m trying to say is 
that a good leader needs to be cooperative, too.

3.	� I would say good people skills are really 
important. Good team leaders are fair and treat 
everyone with respect. Also, they’re honest about 
personal limitations and not afraid to admit 
mistakes. 

 55

Martina: 	� Paige, thanks for taking the time to help 
me sort this out.

Paige: 	� No problem, Martina. It’s a decision 
which is important for the future of the 
company, I know.

Martina: 	� Okay, so as you know, we need to find 
a team leader who will lead the new 
customer service project.

one hundred and twenty-four



125

Transcripts

Paige: 	� I have thought about it and I think there 
are two people who are suitable: Wendy 
or Cole. 

Martina: 	� And I was thinking about Theresa. I guess 
we have to think about who the strongest 
is.

Paige: 	� True. Now, I believe the team leader has 
to have people skills. And Wendy and 
Cole, who have worked here for a while, 
know how to deal with people. Plus, Cole 
has a really positive attitude to his work, 
which I like. 

Martina: 	� That’s true. But Theresa does also. Plus 
she’s handled a lot of projects which 
require leading people. 

Paige: 	� You’re right there. Theresa does have 
leadership qualities. I think Wendy, who 
spends a lot of time in her lab, might be 
weak in this area. But Cole has proved to 
be a good leader as well. They’ve all got 
team experience, which is very important. 
And Theresa and Cole are people whose 
market knowledge is second to none.

Martina: 	� Wendy, too. She did a good job at the 
trade fair recently, which shows she’s got 
good communication skills and market 
knowledge.

Paige: 	� My biggest problem with Theresa is that I 
don’t think she’s organized enough. She’s 
good with people, I agree. But sometimes 
she gets things mixed up. 

Martina: 	� I see your point, which I also agree with. 
It’s one quality that Theresa needs to 
improve. Cole and Wendy are much better 
in that area. 

Paige: 	� Now, what about communication skills? 
We know Wendy did a good job at the 
fair, but so did Theresa and Cole. They all 
know how to deal with people and can 
express themselves correctly. 

Martina:	 �True. However, I think Wendy is weaker 
in that area. She’s a good speaker, but 
I sometimes have the feeling she’s not 
always positive about what she says, 
which isn’t good if you’re leading a group. 
Plus, I’ve read some of the things she has 
written. She needs to improve her writing 
skills. 

Paige: 	� I think the same can be said for Theresa. 
She knows what she wants to say, but 
she has problems getting it down on 
paper. 

Martina: 	� Well, I guess that leaves Cole. We know 
he’s a man whose writing skills are 
excellent. His experience in marketing 
has helped him there. 

Paige: 	� Okay, looks like we’ve found someone 
who could be our new team leader. Do 
you think we should call him in?

Martina: 	� Why don’t we wait? This is an important 
decision which we should speak to others 
about as well. 

Paige: 	� Fine. Why don’t we get back together 
in about two days, which should give us 
enough time to think about it?

Martina: 	 Great. 

 56

I believe Wendy would be a good addition to 
the team. She has the product knowledge, the 
personality, the experience, all of which will help  
us a lot. 
I don’t have a good feeling about Rodney, which is 
why I think we shouldn’t even mention this to him. 
I’ve heard stories and am afraid they’re true.
I have a good feeling about Charles. You know, he’s 
the guy who made those presentations last month, 
two of which I thought were really good. He’d be 
great on the team. 
I really think Kyle, the guy who just started to work 
here, doesn’t have enough experience yet. Maybe we 
can do something with him in the future. 
I really think Theresa would be wonderful on the 
team. She’s a dedicated employee who we can trust. 
She’s proven herself in the past. 
Jessica, who I have worked with before, is not the 
type of person I can deal with. She’s not organized 
enough and she likes to gossip too much. 
Lilith, who began here as a student, is too busy with 
other projects, none of which will finish soon. We 
can’t ask her to take on another one. She’d be great, 
but time’s important for us, too. 
Mark, who’s only been here a short time, has shown 
us that he is very intelligent. I want him in.
Hannah is a wonderful worker, but she’s the type 
of person who works better alone. And she’s a little 
quiet for me, neither of which qualities would help 
us. 
Sandy’s work quality is poor, she’s often rude, she 
just doesn’t have the right attitude towards work, 
none of which will help us. 
Steven, some of whose work has been wonderful, 
has a lot of experience working in teams. He’d be 
great on our team. 
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Vanessa, who I have never worked with personally, 
has a good reputation. She should definitely be part 
of the team. 

Unit 15

 57

Martina: 	� Theresa, Ray, please come in and have  
a seat.

Theresa: 	� Thanks, Martina. So, what’s the big 
secret?

Martina: 	� Well, it’s not really a secret. But there are 
going to be a few changes around here.  
That’s why I asked Ray to join us. 

Theresa: 	 Changes?
Martina: 	 Actually, I think you’ll like them. 
Theresa: 	 Okay, what’s up?
Martina:	� Well, you know that we want to save 

money; who doesn’t? We’ve been doing 
some research and have decided to do a 
pilot project with telecommuting. 

Theresa: 	� Telecommuting? You mean, people 
working at home? For which department?

Martina: 	� Well, we thought about this for a long 
time and have decided to try it with the 
telephone sales staff. 

Theresa: 	� Well, you know that I am a supporter of 
flexible time and such, but I need a lot 
more details. 

Martina: 	� As you know, there are many jobs 
which can get done from home. And 
telephoning is one of them. We thought 
that this would be the best chance for a 
pilot. We would just have to get everyone 
hooked up to the company’s network and 
get a so-called work phone installed at 
the staff’s homes.

Theresa: 	� But what about working times? How 
would we know when people were 
working?

Martina: 	� That’s not a problem. Everyone would 
have to get logged on to the system to 
begin working. And if I understood Ray 
correctly, this could get entered into the 
company’s time clock. Is that right, Ray?

Ray: 	� It is, Martina. Getting logged on to the 
system would be like coming to work. 
And when an employee logs off, the clock 
stops. 

Theresa: 	 It sounds interesting.
Martina: 	� It is interesting. And just think, the daily 

trip to and from work is gone. Staff will 
have so much more free time. Or they’ll 
get more overtime. 

Theresa: 	 But who will coordinate everything?
Martina:	� Well, you’re in charge of the telephone 

sales staff, so …
Theresa: 	 So, my workload gets increased, right?
Martina: 	� Actually, it will be a bit difficult in 

the beginning, but just think of the 
advantages. Work will get done when 
workers want it to get done. Of course 
we will have to have some ground  
rules, but we really think this will add  
to motivation. 

Theresa: 	� Well, I guess one of the biggest 
advantages I can see is the time that will 
get saved. I mean, it does sometimes 
take a long time to get here in the 
morning, especially in the winter. Plus it 
will be easier for parents to be at home 
with their kids. 

Martina: 	 Now you’re thinking.
Theresa: 	 When will the project get started?
Ray: 	� We’ve already ordered the equipment 

necessary. Plus, we’ve had to order a few 
more computers. But our goal is that 
everyone gets hooked up within two 
months. And then we can start.

Martina: 	� Theresa, I think it would be a good idea 
to hold a staff meeting sometime next 
week. I’ll be happy to do it with you. 

Ray: 	� And I’ll be there as well. We’re going to 
have to explain some of the technical 
details to the staff. 

Theresa: 	� Okay, I’ll check everyone’s schedule and 
let both of you know what would be the 
best time. 

Martina: 	� Great. And here, let me give you this 
information …

 58

1.	� You’ve got to keep your home office free from 
“cable clutter.” Tangled cables and wires can cause 
tripping and falling.

2.	� One of the biggest dangers in home offices is fire. 
You’ve got to check your smoke detectors every 
month and replace the batteries once a year. 

Transcripts
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3.	� Compared to other areas of work, office work is 
fairly safe, but there’s still a risk of physical injury. 
You’ve got to report work-related accidents or 
injuries immediately. 

4.	� You’ve got to keep the equipment clean and in 
good working condition. Be careful not to spill 
liquids on your keyboard or computer.

 59

1.	� Human Resources has received too much money 
in this year’s budget, and we need to allocate less 
for the coming year.

2.	� I really don’t see any need to designate more 
money for Accounting. This year’s budget was 
fine, and I think we can keep it the same way for 
next year. 

3.	� We’ve got less working capital for next year, but 
we can’t reduce the budget for Sales. We need 
more. 

4.	� This is an area where we can save a lot of money. 
We have to designate less for Purchasing. 

5.	� No matter what anyone says, Production is one of 
our most important departments. Allocating less 
would kill us. We need to put more money in this 
area. 

6.	� As with Production, without new products, we 
can’t survive. But our budget for this year was 
good. I think we can keep the R & D allotment the 
same. 

7.	� I believe we over-planned for Marketing for this 
year and would accept a lower allocation. We 
don’t need as much money as we thought.

8.	� We lost two staff members this year, but we were 
still able to do our work without any problems. 
I think we can take this into consideration and 
lower the budget for the Legal Department. 

9.	� We invested a lot of money this year in IT. But 
now we have the equipment and really only need 
to pay for its maintenance and updates. We can 
keep the same budget. 

Unit 16

 60

Hannah: 	� Theresa, I’m very excited that I’ll be 
changing my job soon. I really am looking 
forward to working in Sales. 

Theresa: 	 I think you’ll enjoy it.
Hannah: 	� I think so too. However, I’d like to ask 

you some questions about the company. 

Working in Purchasing I never really 
needed to know much about the history 
of Furnishcorp, but I think that’ll be 
important in Sales. 

Theresa: 	 It is. What would you like to know?
Hannah: 	� Well, when and why did we enter the 

retail market? 
Theresa: 	� We were mainly an office furniture 

producer before 1950. But we realized 
back then that we couldn’t just produce 
for one sector. We had to expand.

Hannah: 	 Wasn’t there enough business?
Theresa: 	� I think we would have survived even if 

we had stayed only in the area of office 
furniture, but we wouldn’t have grown 

		�  unless we had gone into new areas of 
business. And the company wanted to 
expand. 

Hannah: 	 Were there any difficult times?
Theresa: 	� The 1960s were difficult. The company 

stopped producing its traditional 
furniture and began to make trendy 
furniture. That was fine for a year or 
so, but customers demanded the more 
traditional products. 

Hannah: 	� I can understand that. Trendy items are 
only good for a certain time. 

Theresa: 	� Correct. So we made a big change back 
then and reintroduced our traditional 
products. Had we not done that, we may 
not be here today. 

Hannah: 	� I guess that’s always a danger. You can’t 
make money unless you sell what the 
customer wants. 

Theresa: 	� And that’s why we listen to our 
customers today. We don’t produce 
anything unless we know there’s a 
demand for it. 

Hannah: 	� You can only learn from your mistakes, 
even if it’s not always easy. 

Theresa: 	 Anything else you’d like to know? 
Hannah: 	� Well, are you hungry? We could continue 

later.

 61

Our company is doing very well today, but it 
hasn’t always been that way. It wasn’t easy 
for a while. We had to make changes which 
weren’t always easy to accept. If we hadn’t 
made these changes, we probably wouldn’t 
be in business today. 
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We had too many employees. We thought, if 
we fired people, it would be bad for workers’ 
motivation in the company. But we had to 
reduce the number of employees. We decided 
not to replace employees who left or retired.
We also had to increase productivity and 
introduce a new shift and longer working 
hours. It wasn’t easy for the employees at 
first, but after a time things improved and 
they made more money with overtime.
Another change was to invest more money in 
different stocks and funds. We earned a lot of 
working capital with this. 
We took this money and put it into the 
budget for R & D. Now we had money to 
develop products and advertise them. That 
was very successful. Sales increased 15 %.
Things have improved greatly and we are 
certain the future will be bright. We have 
learned to budget our money, think of 
long-term goals and plan for the future. Our 
experience in the past taught us to do this. 
Change is not always easy, but without it, 
things don’t improve. They either stay at a 
certain level or even drop. 
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1.	� In the past we never had enough information 
from our boss. We finally spoke with him and 
things got better. That should have been done a 
long time ago. 

2.	� Nothing is worse than working with incompetent 
people. No matter what you do, nothing gets 
done and nothing changes. 

3.	� Our computer system was very ineffective. It 
never should have been purchased. We had a 
meeting with the department heads and now we 
have a new system. 

4.	� We received training for the new accounting 
software, but it was substandard. That company 
should never have been hired. But we asked for 
new training from another company and that was 
good. 

5.	� My monitor broke often. Someone tried to fix 
it many times, but it just doesn’t work right. It 
should have been thrown away years ago. 

6.	� A goal for this year could have been an increase 
in sales. However we were unable to convince the 
boss of this. 

7.	� I was given incorrect information. It shouldn’t 
have happened, but it did. I called them and they 
sent me the correct numbers. 

8.	� The figures were inaccurate. I don’t know why 
they were sent to me. The correct figures should 
have been sent, but they haven’t arrived either. 

9.	� Could a more unproductive suggestion have been 
made? What are we supposed to do now?

 10.	�After many failed attempts to contact the client, 
a letter was sent to him. This should have been 
done earlier. But it still helped. We are doing a lot 
of business with him now. 

 11.	�The defective equipment could have been 
replaced long ago because we had the money to 
do it. It was only replaced last week. 

 12.	�These unskilled people should never have been 
hired. We spend far too much time trying to teach 
them their jobs.

 63

1.	� Martin and Melanie gave me a lot of advice, but I 
just didn’t want to listen to them. I thought I’d be 
able to do everything on my own. Now I know I 
was wrong.

2. 	�I think we would have been better off if we 
hadn’t made this purchase. We didn’t need 
another server, but now that we have it, we’ve 
got a lot of problems.

3.	� Our company had some consultants here last 
year, and they made a lot of suggestions, but 
we didn’t listen to them. And now look at the 
situation we’re in!

4.	� I went into the presentation thinking I knew 
everything, but I guess I should have done a bit 
more research. I was asked questions, and I had 
no answers. Next time I’ll know better.

5.	� I’m really angry at Ruth. I asked her for help, and 
she said she’d give me what I needed before 
the meeting. Well, she didn’t, and I was totally 
unprepared.
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Advice

Here are some phrases we use when we  
are giving advice:
May I suggest …
If I were you, I’d …  
Why don’t you …?
It would be good if …

And we use these phrases when we are asking for 
advice:
Could you recommend …? 
What would you suggest …?
What would / do you recommend …? 
Can / Could you help me please?

Agreeing

To agree with something, we can say:
I think you’re right. I agree with you.
You’re absolutely right. That’s quite true.
I agree with you in principle.
I couldn’t agree with you more.

Being polite					   

Try to use some key words to show politeness:
Thank you. 
Excuse me … 
May / Can I …?
We’re sorry for …
We apologise for … 
Would you please …

Conditions

When we speak about something that is not true  
but could be true, we use phrases like these:
If I had …, I would … 
If we gave …, …
If I were you, I’d … 
If I knew …, I’d …

To express a condition in the negative, we can use 
phrases like these:
We can’t change that unless … 
We won’t buy more even if …

Correspondence

Starting a letter
Remember to use the correct opening and 
punctuation in a letter:
Dear Sir or Madam
Dear Madam 
Dear Sir 
Dear Mr … 	
Dear Mrs …  
Dear Ms …
Dear [first name]

Closing a letter
Make sure to use the correct phrase and 
punctuation at the end of a letter:
Yours faithfully, 
Yours sincerely, 
Kind regards, 
Regards,
All the best, 
Best,

Making enquiries
Here are some key phrases we use to begin  
a letter:
I am writing in regard to / regarding …
We are writing concerning / about /  
in reference to … 
I am writing in connection to /  
to enquire about …

Customer service
Thank you for your interest in … 
As you requested please find … 
Enclosed please find …
Please do not hesitate to … 
We will be in touch …
We look forward to hearing from you …

Complaining
I am writing to complain about …
I am writing to express my dissatisfaction with …
I am disappointed because …
I would be grateful if you could …

Apologising
I apologise for …
I am (very) sorry for / about / that …
Please accept my apologies.
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Directions				  

If you need to explain how to get somewhere, try 
these phrases:
Turn left / right at the corner … 
Make a left / right at …
Go straight ahead …
Turn left / right onto / into … 
Pass the …
Take the (first) left / right …

Disagreeing				  

When we want to say we don’t agree, we can say:
I’m not sure I agree with you.
I disagree.
I can’t agree with you.
I don’t share your opinion.
I couldn’t agree with you less.

Education and training

Education
Here are some phrases to talk about your 
educational background:
I have a degree in [subject].
He majored / minored in [subject]. 
They’re taking classes in …
She’s taking part in a course on … 
I went to high school (AE) / secondary school (BE)  
in … 
I have a bachelor’s degree / master’s degree / PhD 
in …

Qualifications
When we speak about our work, we can use these 
phrases to give information:
I’m in [type of work].
I’m a certified (AE) / qualified / trained (BE) [job 
title]. 
I have (got) training in …
I’m able to …

Training
When we speak about what kind of training we 
are planning to take, we can say:
I’ll be taking a course in …
I plan to take part in a course in … 
I’m going to take a course in …

Expressing thanks				  

It’s important to tell people that you are 
thankful:
Thanks for …
I really appreciate … 
I’d be grateful for … 
Thanks for …

Instructions

Sequencing
When we give information, we want it to be 
in the correct order:
First(ly) you … 
Second(ly) you … 
Third(ly) you … 
Next / Then you …
Last(ly) / Finally you …

Giving instructions
When we give instructions, we usually don’t 
mention people:
Turn on the computer. 
Enter your password. 
Log onto the system. 
Open the program.
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Introductions				  

The first time we meet someone, we want to 
make a good impression.  
Here are ways to introduce yourself:
My name is …
Hello, may I introduce myself. My name’s … 
Please call me …

We can use these phrases to introduce 
someone to someone else:
I would like to introduce Mr / Mrs … 
Have you met …?

If we didn’t hear someone’s name, we use:
Sorry, I didn’t get / catch your name.

We can also respond to an introduction with 
these phrases:
Nice to meet you. 
Nice to meet you, too.
How do you do? (very formal) 
How are you doing? (less formal) 
How have you been?

If you’ve already  met someone before, you 
can use these phrases:
Nice to see you again.
I think we’ve met, but I can’t remember your 
name.

Negotiating				  

Here are some key phrases for negotiations:
We need to haggle about …
Let’s try to reach (an) agreement (about …). 
I need to confer with …
We must try to reach (a) consensus (about …). 
That’s too much / too expensive!
Let’s look at …
We need to talk about …
Let’s look for other solutions here.
I think we’ve found a win-win situation.

Presenting information

Introducing a subject 
I’d like to start by … 
First of all …

Finishing a subject
I’ve just told you about … 
We’ve just looked at …

Starting a new subject
Let’s now move on to … 
Let’s turn to …

Analyzing a point
Let’s look at this in more detail. 
What does this mean for us?

Giving an example
A good example of this is … 
An illustration of this is …

Preventing questions
I’ll come back to that later.
I won’t comment on that now.

Ending
Let’s summarize what we’ve heard.
In conclusion, …

Questioning

We have many different ways to ask 
questions:
I want to pose a question /  
enquire about … 
I’d like to put forward a question  
(about …).
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Regret

When we wish we hadn’t done something, we  
can say:
If only we hadn’t … 
If I’d just …
If we’d only …

Requests

Direct requests
When we want something to be done, we can say:
Would / Could / Can you …, please? 
I’d like you to …
… must / has to be done.

Indirect requests
We can use these phrases to be a bit more 
indirect:
I was (just) wondering if / whether … 
I just wanted to …
Do you mind if …? 
Would it be OK if …?

Talking about the future

To speak about plans for the future, we can use:
I’m going to (begin / study …). 
My goal / aim / target is to … 
She intends to …
They’ve got a goal to …

If we want to set a time limit on something, we 
can use:
By the time … 
Until …
By …

When we want to say what we think will happen:
It looks like it’ll … 
I hope I’ll be …
She believes she’ll …
I guess we’ll …
She thinks she’ll … 
I presume he’ll …

Telephoning

Answering the phone
The most common word we use to answer the 
phone is Hello. However, at work it is a good idea 
to add a bit more:
Good morning / afternoon [name of company], … 
[Name of company], my name is …
[Name of company], how can I help you?

Getting connected
When we are the caller, we have to say what we 
want:
I’d like to speak to …
May / Can I speak to …, please?
Would / Could you put me through to …, please?

Connecting someone
When we want to connect a caller to someone 
else, we say:
I’ll connect you (to …). 
I’ll put you through.
Please hold the line. 
Please hold on a minute. 
One second, please.

Taking a message
Sometimes we cannot connect a call and need to 
find out what the caller wants:
May / Can I take a message?
Would you like to leave a message? 
Could I leave a message?
May I have your name, please?
Would / Can you give me your number, please?

The workplace		

Where you work
We can use in, for and at to speak about where 
we work.
Martina works in … [name of department]
Bob works for / at … [name of company]

What you do
We have different ways to say what our jobs are:
My job is to …
I am responsible for … 
It’s my job to …
I’m in charge of …

one hundred and thirty-two



133

Useful Phrases 

Travel arrangements		

Airlines
Here are some key phrases for airline travel:
I’d like to book a flight to …
Are there any direct flights to …?
I’d like a seat in (first / business / economy) class. 
I’d like a (window, middle, aisle) seat.

Hotels
Here are some key phrases for hotels:
I’m looking for a hotel in …  
I’d like to reserve a …
I have a reservation for …
Do you also provide room service? 
What time is breakfast?
What is the latest I can check out?

Trends	

Positive changes
Here are some key phrases for explaining 
trends:
There’s been / We’ve experienced a slight / slim / 
minor increase.
There’s been / We’ve experienced a major /  
dramatic / significant / impressive upswing. 
There’s been / We’ve experienced a gradual / 
steady / consistent climb.
There’s been / We’ve experienced a fast /  
sudden / rapid gain.

Negative changes
Here is some key vocabulary for explaining 
trends:
Their sales dropped (from … to …). 
Our profit plummeted.
We suffered a huge loss … 
The prices fell (from … to …).
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company  !*k0mpEni?	

company structure

  !*k0mpEni +str0ktSE?	

conference  !*kOnfrns?	

to introduce oneself	

  !+IntrE*dju:s w0n+self?	

department  !dI*pA:tmEnt?	

Purchasing  !*p3:tSEsIN?	

Human Resources/HR	

  !+hju:mEn rI*zC:sIz (+eItS*A:)?	

Research and Development/R & D	

  !rI+s3:tS-En dI*velEpmEnt  

    (+A:rEn*di:)?	 	

Production  !prE*d0kSn?	

Marketing  !*mA:kItIN?	

Accounting  !E*kaUntIN?	

Information Technology/IT	

  !InfE+meISn tek*nOlEßi (+aI*ti:)?	

Legal Department 

  !+li:Gl dI*pA:tmEnt?	

to receive  !rI*si:v?	

to credit  !*kredIt?	

customer  !*k0stEmE?	

to sell  !sel?	

product  !*prOd0kt?	

desk  !desk?	

training module

  !*treInIN +mOdju:l?	

office supplies  !*OfIs sE+plaIz?	

to develop  !dI*velEp?	

technique  !tek*ni:k?	

to promote  !prE*mEUt?	

to advertise  !*xdvEtaIz?	

contract  !*kOntrxkt?	

to represent  !+reprI*zent?	

to be responsible for

  !bi: rI*spOnsEbl fE?	

network  !*netw3:k?	

software  !*sOfweE?	

intranet  !*IntrEnet?	

survey  !*s3:veI?	

to handle  !*hxndl?	

billing  !*bIlIN?	

responsibility  !rI+spOnsE*bIlEti?	

employee  !Im*plCIi:?	

training days  !*treInIN +deIz?	

tax  !txks?	

job-related  !*ßObrI+leItId?	

holiday (BE)  !*hOlEdeI?	

benefits  !*benIfIts?	

internship   !*Int3:nSIp?	

want ad  !*wOnt +xd?	

job opening  !*ßOb +EUpnIN?	

job fair  !*ßOb +feE?	

intern  !*Int3:n?	

to deal with  !*di:l +wID?	

staff  !stA:f?	

telephone sales staff	

  !*telIfeUn +seIlz *stA:f?	

external  !Ik*st3:nl?	

salespeople  !*seIlz+pi:pl?	

department head

  !dI+pA:tmEnt *hed?	

temporarily  !*temprrli?	

to design  !dI*zaIn?	

commission  !kE*mISn?	

temping agency

  !*tempIN +eIßnsi?	

current  !*k0rnt?	

schedule  !*Sedju:l?	

law  !lC:?	

to negotiate  !nI*GEUSieIt?	

network administrator 	

  !*netw3:k Ed+mInIstreItE?	

workplace  !*w3:kpleIs?	

workstation  !*w3:k +steISn?	

to hook up  !*hUk-0p?	

to register  !*reßIstE?	

corporate law  !*kC:prEt +lC:?	

laboratory  !lE*bOrEtri?	

efficient  !I*fISnt?	

annual report  !+xnjuEl rI*pC:t?	

figures  !*fIGEz?	

to add up  !*xd-0p?	

costs  !kOsts?	

quality  !*kwOlEti?	

waste  !weIst?	

to throw money  

  out the window

    !+TrEU *m0ni 	

      +aUt-Ev DE *wIndEU?	

to implement  !*ImplImEnt?	

cost savings  !+kOst *seIvINz?	

effect  !I*fekt?	

to purchase  !*p3:tSEs?	

to cut costs  !+k0t *kOsts?	

major  !*meIßE?	

advertising campaign 	  

  !xd*vEtaIzINkxm+peIn?	

to increase  !In*kri:s?	

1

1

1A

1B

1C

2

2A

2B

2D

2E

2F

Wordlist

one hundred and thirty-four

You can find a bilingual glossary at: www.klett-sprachen.de/real-business-english



135

Wordlist

logistics  !lE*ßIstIks?	

pay structure  !*peI +str0ktSE?	

to reduce  !rI*dju:s?	

garbage  !*GA:bIß? 	

to streamline production	  

  !*stri:mlaIn prE+d0kSn?	

press release  !*pres rI+li:s?	

job title  !*ßOb +taItl?	

company set-up

  !*k0mpEni +set0p?	

established  !I*stxblISt?	

Chief Executive Officer (CEO)	  

  !+tSi:f IG*zekjEtIv +OfIsE (+si:i:*EU)?	

Board of Directors

  !+bC:d-Ev dI*rektEz?	

Vice President  !+vaIs*prezIdnt?	

to report to so  !rI*pC:t tE?	

group leader  !+Gru:p *li:dE?	

to be in charge of

  !bi: +In *tSA:ß-Ev?	

section  !*sekSn?	

various  !*veEriEs?	

duty  !*dju:ti?	

conglomerate  !kEn*GlOmrEt?	

flat management structure	

  !+flxt*mxnIßmEnt+str0ktSE?	

progressive  !prE*GresIv?	

field  !fi:ld?	

to exchange  !Iks*tSeInß?	

after-sales service

  !+A:ftE*seIlz +s3:vIs?	

quality assurance

  !*kwOlEti E+ SC:rns?	

employment  !Im*plCImEnt?	

freelance  !*fri:lA:ns?	

full-time  !+fUl*taIm?	

part-time  !+pA:t*taIm?	

temporary / temp

  !*temprri/temp?	

to depend on  !dI*pend-On?	

to vary from  !*vxri +frOm?	

colleague  !*kOli:G?	

flexitime  !*fleksitaIm?	

time account  !+taIm E*kaUnt?	

core time  !*kC: +taIm?	

overtime  !*EUvEtaIm?	

to equal out  !*i:kwEl-+aUt?	

morning shift  !*mC:nIN + SIft?	

evening shift  !*I:vnIN + SIft?	

night shift  !*naIt + SIft?	

graveyard shift

  !*GreIvjA:d + SIft?	

average  !*xvrIß?	

canteen (BE)  !kxn*ti:n?	

cafeteria (AE)  !+kxfE*tIrIE?	

Unit 2	 	

to communicate

  !kE*mju:nIkeIt?	

advantage  !Ed*vA:ntIß?	

disadvantage  !+dIsEd*vA:ntIß?	

line  !laIn?	

busy  !*bIzi?	

similar  !*sImIlE?	

to connect  !*kEnekt?	

engaged  !In*GeIßd?	

to hold the line

  !+hEUld DE *laIn?	

to put through  !+pUt *Tru:?	

available  !E*veIlEbl?	

Ltd. (Limited)  !*lImItId?	

to squeeze in  !*skwi:z-In?	

to order  !*C:dE?	

price  !praIs?	

invoice  !*InvCIs?	

to receive  !rI*si:v?	

enquiry (BE)  !In*kwaIEri?	

regarding  !rI*GA:dIN?	

to appear  !E*pIE?	

quoted  !*kwEUtId?	

to prefer  !prI*f3:?	

to brainstorm  !*breInstC:m?	

appointment  !E*pCIntmEnt?	

to suggest  !sE*ßest?	

politely  !pE*laItli?	

trade fair  !*treId +feE?	

to be tied up  !bi: *taId-0p?	

appropriate  !E*prEUpriEt?	

salutation  !+sxljE*teISn?	

recipient  !rI*sIpiEnt?	

gender  !*ßendE?	

to avoid  !E*vCId?	

impersonal  !Im*p3:snl?	

colon  !*kEUlOn?	

punctuation  !+p0NktSu*eISn?	

sincerely yours  !sIn*sIEli +jC:z?	

cordially  !*kC:diEli?	

yours faithfully  !+jC:z *feITfli?	

to reference  !*refrns?	

attachment  !E*txtSmEnt?	

reference line  !*refrns +laIn?	

subject line  !*s0bßIkt +laIn?	

enclosed  !In*klEUzd?	

attached  !E*txtSt?	

inquiry (AE)  !In*kwaIri?	

to complain  !kEm*pleIn?	

concerning  !kEn*s3:nIN?	

to regret  !rI*Gret?	

response  !rI*spOns?	

to provide  !prE*vaId?	

brochure  !*brEUSE?	

2H
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requested  !rI*kwestId?	

apology  !E*pOlEßi?	

complaint  !kEm*pleInt?	

to deliver  !dI*lIvE?	

shipment  !*SIpmEnt?	

inconvenience  !+InkEn*vi:niEns?	

to agree to  !E*Gri:-tu:?	

to cancel  !*kxnsl?	

frequently  !*fri:kwEntli?	

Unit 3	 	

docking station  !+dOkIN *steISn?	

drive  !draIv?	

central processing unit (CPU)	

  !+sentrl *prEUsesIN + 

    ju:nIt (+si:pi:*ju:)? 	

to navigate  !*nxvIGeIt?	

to indicate  !*IndIkeIt?	

experience  !Ik*spIEriEns?	

keyword  !*ki:w3:d?	

hit  !hIt?	

legwork  !*leGw3:k?	

to narrow down    !*nxrEU +daUn?	

result  !rI*z0lt?	

to expand  !Ik*spxnd?	

signal word  !*sIGnl +w3:d?	

database  !*deItEbeIs?	

progress  !*prEUGres?	

search engine  !*s3:tS +enßIn?	

to locate  !lE*keIt?	

time-consuming

  !*taIm kEn+sju:mIN?	

to limit  !*lImIt?	

familiar with  !fE*mIliE +wID?	

to put together  !+pUt tE*GeDE?	

questionnaire  !+kwestSE*neE?	

user-friendly  !+ju:zE*frendli?	

cluttered  !*kl0tEd?	

content  !*kOntent?	

compatibility

  !kEm+pxtE*bIlEti?	

resolution  !+rezl*u:Sn?	

confusing  !kEn*fju:zIN?	

social networking site		

  !+sEUSl *netw3:kIN +saIt?	

backslash  !*bxkslxS?	

underscore  !+0ndE*skC:?	

dot  !dOt?	

dash  !dxS?	

hyphen  !*haIfn?	

slash  !slxS?	

to recommend  !+rekE*mend?	

annoying  !E*nCIIN?	

habit  !*hxbIt?	

headline  !*hedlaIn?	

abbreviation  !E+bri:vi*eISn?	

effective  !I*fektIv?	

purpose  !*p3:pEs?	

formal  !*fC:ml?	

FYI (for your information) 	

  !+efwaI*eI (+fC: jC:r-InfE*meISn?	

ASAP (as soon as possible)	

  !+eIeseI*pi: (+Ez su:n Ez *pOsEbl)?	

informal  !In*fC:ml?	

to reflect  !rI*flekt?	

to waste time  !*weIst +taIm?	

unnecessary  !0n*nesEsri?	

Unit 4	 	

career  !kE*rIE?	

qualification  !+kwOlIfI*keISn?	

memorable  !*memrEbl?	

milestone  !*maIlstEUn?	

education  !+eßU*keISn?	

academic  !+xkE*demIk?	

subject  !*s0bßIkt?	

political science

  !pE+lItIkl *saIEns?	

journalism  !*ß3:nlIzm?	

engineering  !+enßI*nIErIN?	

accepted  !Ek*septId?	

reputation  !+repjE*teISn?	

bachelor’s degree

  !*bxtSlE dI*Gri:?	

graduate program

  !*GrxßuEt +prEUGrxm?	

Master of Business 

  !+mA:stEr-Ev *bIznIs	

Admistration (MBA)

  Ed+mInI*streISn?	

educational background

  !eßU+keISnl *bxkGraUnd?	

elementary school (AE)

  !elI*mentri +sku:l?	

high school (AE)  !*haI +sku:l?	

to apply to  !E*plaI tE?	

to attend university

  !E*tend +ju:nI*v3:sEti?	

to be eager  !bi: *i:GE?	

business school  !*bIznIs +sku:l?	

to earn  !3:n?	

Bachelor of Science (BS)

  !+bxtSlEr-Ev *saIEns?	

business psychology

  !+bIznIs saI*kOlEßi?	

competitive  !kEm*petItIv?	

graduate studies

  !+GrxßuEt *st0diz?	
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doctorate (PhD)  !*dOktrEt?	

schooling  !*sku:lIN?	

goal  !GEUl?	

practical experience

  !+prxktIkl Ik*spIEriEns?	

compulsory  !kEm*p0sri?	

approximately  !E*prOksImEtli?	

age range  !*eIß +reInß?	

public school (BE)

  !+p0blIk *sku:l?	

public school (AE)

  !+p0blIk *sku:l?	

private school (AE)

  !+praIvIt *sku:l?	

state school (BE)  !*steIt +sku:l?	

middle school  !*mIdl +sku:l?	

junior high school (AE)	

  !+prxktIkl Ik*spIEriEns?	

instruction  !In*str0kSn?	

math (AE) / maths (BE)

  !mxT / mxTs?	

science  !*saIEns?	

social studies  !+sEUSl *st0diz?	

physical education

  !+fIzIkl eßU*keISn?	

foreign languages

  !+fOrIn *lxNGwIßIz?	

extracurricular activities

  !+ekstrEkE+rIkjElE

  xk*tIvEtiz?	

diploma  !dI*plEUmE?	

to graduate  !*GrxßuEt?	

master’s degree

  !+mA:stE dI*Gri:?	

Bachelor of Arts (BA)

  !+bxtSlEr-Ev *A:ts?	

basic  !*beIsIk?	

fundamental  !+f0ndE*mentl?	

abroad  !E*brC:d?	

apprenticeship  !E*prentISIp?	

nursery school (BE)

  !*n3:sri +sku:l?	

preschool (AE)  !*pri:sku:l?	

optional  !*OpSnl?	

primary school (BE)

  !*praImri +sku:l?	

secondary school (BE)

  !*sekndri +sku:l?	

GCSE (General Certificate of 

Secondary Education)

  !+ßi:si:es*I: (*ßenrlsE+tIfIkEt-Ev 

    *sekndri +eßU*keISn)?	

A-levels (Advanced levels)

  !*eIlevlz?	

free of charge  !+fri: Ev *tSA:ß?	

independent  !+IndI*pendEnt?	

objective  !Eb*ßektIv?	

debt  !det?	

instructor  !In*str0ktE?	

favor (AE)  !*feIvE?	

permanent  !*p3:mnEnt?	

to appreciate  !E*pri:SieIt?	

steady job  !*stedi +ßOb?	

to hire  !haIE?	

to prioritize  !praI*OrItaIz?	

ambition  !xm*bISn?	

aim  !eIm?	

target  !*tA:GIt?	

market share  !+mA:kIt *SeE?	

to reach  !ri:tS?	

to intend  !In*tend?	

to set one’s sights too high 	

  !+set *w0nz +saIts tu: *haI?	

to affect  !E*fekt?	

to restructure  !+ri:*str0ktSE?	

intention  !In*tenSn?	

		

Unit 5

skill  !skIl?	

particularly  !pE*tIkjElEli?	

atmosphere  !*xtmEsfIE?	

to describe  !dI*skraIb?	

scale  !skeIl?	

salary  !*sxlri?	

to create  !kri*eIt?	

to coordinate  !kEU*C:dInEt?	

strategy  !*strxtEßi?	

to assign  !E*saIn?	

to delegate  !*delIGeIt?	

job posting  !*ßOb +pEUstIN?	

software engineer

  !*sOfweE +enßI*nIE?	

medical insurance

  !*medIkl In+ SUErns?	

based in  !*beIst-In?	

to analyse  !*xnlaIz?	

customer needs

  !+k0stEmE *ni:dz?	

improvement  !Im*pru:vmEnt?	

manual  !*mxnjuEl?	

to train  !treIn?	

equivalent  !I*kwIvlEnt?	

ability  !E*bIlEti?	

leading  !*li:dIN?	

telecommunications provider	

  !+telIkEümju:nI*keISnz 

     +prE*vaIdE?	

sector  !*sektE?	

preferred  !prI*f3:d?	

required  !rI*kwaIEd?	

Wordlist
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recruitment  !rI*kru:tmEnt?	

fluent  !*flu:Ent?	

application  !+xplI*keISn?	

résumé (AE)  !*rezUmeI?	

cover letter  !*k0vE +letE?	

CV (Curriculum Vitae)   	

  !+si:*vi: (kE+rIkjElEm*vi:taI)?	

interchangeably

  !+IntE*tSeInßEbli?	

to accompany  !E*k0mpEni?	

to mention  !*menSn?	

to minor  !*maInE?	

to major  !*meIßE?	

excerpt  !*eks3:pt?	

bilingual  !baI*lINGwl?	

to arrange  !E*reInß?	

impressed  !Im*prest?	

to review  !rI*vju:?	

do’s and don’ts

  !+du:z-En *dEUnts?	

to achieve  !E*tSi:v?	

head of production

  !+hed-Ev prE*d0kSn?	

to remain  !rI*meIn?	

trade  !treId?	

scholarship  !*skOlESIp?	

staffing  !*stA:fIN?	

budgeting  !*b0ßItIN?	

electrician  !+elIk*trISn?	

plumber  !*pl0mE?	

mechanic  !mI*kxnIk?	

electrical appliances		

  !I+lektrIkl E*plaIEnsIz?	

vocational school

  !vE+keISnl *sku:l?	

state agency  !+steIt *eIßnsi?	

certificate  !sE*tIfIkEt?	

certified  !*s3:tIfaId?	

qualified  !*kwOlIfaId?	

lawyer  !*lCIE?	

passion  !*pxSn?	

certification  !+s3:tIfI*keISn?	

to combine  !*kOmbaIn?	

commercial pilot

  !kE*m3:Sl +paIlEt?	

to publish  !*p0blIS?	  

		

Unit 6	 	

stapler  !*steIplE?	

eraser (AE)  !I*reIzE?	

wastebasket  !*weIs+bA:skIt?	

file cabinet (AE)  !+faIl *kxbInEt?		

cubicle  !*kju:bIkl?	

index card  !*Indeks +kA:d?	

sticky note  !*stIki +nEUt?	

calculator  !*kxlkjEleItE?	

projector  !prE*ßektE?	

ink cartridge  !*INk +kA:trIß?	

paper cutter  !*peIpE +k0tE?	

clipboard  !*klIpbC:d?	

shredder  !*SredE?	

folder  !*fEUldE?	

briefcase  !*bri:fkeIs?	

notepad  !*nEUtpxd?	

paper clip  !*peIpE +klIp?	

thumbtack  !*T0mtxk?	

tape dispenser  !*teIp dI+spensE?		

hole punch  !*hEUl +p0nS?	

additional  !E*dISnl?	

to solve  !sOlv?		

rubber (BE)  !*r0bE?	

filing cabinet (BE)

  !*faIlIN +kxbInEt?	

square  !skweE?	

portable  !*pC:tEbl?	

pocket-sized  !*pOkItsaIzd?	

cardboard  !*kA:dbC:d?	

rectangular  !rek*txNGjElE?	

photocopier  !*fEUtE+kOpiE?	

attached  !E*txtSt?	

potential  !pE*tenSl?	

to import  !*ImpC:t?	

to ship  !SIp?	

to assemble  !E*sembl?	

to recruit  !rI*kru:t?	

to schedule  !*Sedju:l?	

deadline  !*dedlaIn?	

to replace  !rI*pleIs?	

business card  !*bIznIs +kA:d?		

to improve  !Im*pru:v?	

sound barrier  !*saUnd +bxriE?		

furniture  !*f3:nItSE?	

electronic device

  !+elektrOnIk dI*vaIs?	

to remove  !rI*mu:v?	

on-screen instruction		

  !+Onskri:n In*str0kSnz?	

protective foil  !prE*tektIv +fCIl?	

seal  !si:l?	

to insert  !*Ins3:t?	

replacement cartridge		  	

  !rI*pleIsmEnt +kA:trIß?	

key  !ki:?	

desired  !dI*zaIEd?	

receiver  !rI*si:vE?	

obstruction  !Eb*str0kSn?	

slot  !slOt?	

amount  !E*maUnt?	

to confirm  !kEn*f3:m?	

2

2A

2B

2C

2E

3A

3B

3C

3D

3E

1A

1B

1C

1D

1E

1G

2A

2B

2C

2H

2I

3B

3C

one hundred and thirty-eight



139

Wordlist

currency  !*k0rnsi?	

cough medicine  !*kOf +medsn?	

coat hanger  !*kEUt +hxNE?	

plug  !pl0G?	

packaging  !*pxkIßIN?	

power outlet  !*paUE +aUtlet?	

USB-port  !+ju:esbi:*pC:t?	

installation wizard

  !+InstE*leISn +wIzEd?	

Unit 7	

to persuade  !pE*sweId?	

to repeat  !rI*pi:t?	

to be of any assistance	

  !+bi: Ev eni E*sIstEns?	

account  !E*kaUnt?	

to lend a hand  !+lend-E *hxnd?	

marketing concept

  !*mA:kItIN +kOnsept?	

input  !*InpUt?	

Shoot!  !Su:t?	

to gather  !*GxDE?	

to highlight  !*haIlaIt?	

precise  !prI*saIs?	

sales figures  !*seIlz +fIGEz?	

to cut it close  !+k0t-It *klEUs?	

terrific  !tE*rIfIk?	

to bother sb.  !*bODE?	

trouble  !*tr0bl?	

comparison  !kEm*pxrIsn?	

client  !*klaIEnt?	

politeness  !pE*laItnEs?	

to request  !rI*kwest?	

Do you mind if…?

  !+du: ju: *maInd-If?	

to return  !rI*t3:n?	

to borrow  !*bOrEU?	

It’s my pleasure.

  !+Ist meI *pleZE?	

to explain  !Ik*spleIn?	

in conclusion  !+In kEn*klu:Zn?	

to sum up  !+s0m-*0p?	

to summarise  !*s0mraIz?	

divided  !dI*vaIdId?	

to refer to  !rI*f3: tE?	

visuals  !*vIZuElz?	

to guess  !Ges?	

at short notice  !Et + SC:t *nEUtIs?	

success  !sEk*ses?	

to market  !*mA:kIt?	

increase  !*Inkri:s?	

mailings  !*mA:lINz?	

sample  !*sA:mpl?	

overwhelming  !+EUvE*welmIN?	

eye-catching  !*aI+kxtSIN?	

chart  !tSA:t?	

offer  !*OfE?	

check (AE)  !tSek?	

discount  !*dIskaUnt?	

buyer  !*baIE?	

promotional products		

  !prE*mEUSnl +prOd0kts?	

leaflet  !*li:flEt?	

delivery  !dI*lIvri?	

convenient  !kEn*vi:niEnt?	

to advise  !Ed*vaIz?	

to invest  !In*vest?	

banker  !*bxNkE?	

customer base  !*k0stEmE +beIs?		

participant  !pA:*tIsIpnt?	

agenda  !E*ßendE?	

advice  !Ed*vaIs?	

work-life balance

  !+w3:klaIf *bxlens?	

negotiation  !nI+GEUSi*eISn?	

expectation  !+ekspek*teISn?	

suggestion  !sE*ßestSn?	

to compromise  !*kOmprEmaIz?	

to reschedule  !+ri:*Sedju:l?	

to argue  !*A:Gju:?	

to prove  !pru:v?	

solution  !sE*lu:Sn?	

to disagree  !+dIsE*Gri:?	

to agree  !E*Gri:?	

reward  !rI*wC:d?	

training opportunities		

  !*treInIN +OpE*tju:nEtiz?	

to relocate  !+ri:lE*keIt?	

means of payment

  !+mi:nz-Ev *peImEnt?	

guarantee  !+Gxrn*ti:?	

Unit 8

supplier  !sE*plaIE?	

equipment  !I*kwIpmEnt?	

old-fashioned  !+EUlfxSnd?	

freebie  !*fri:bi?	

visitor  !*vIzItE?	

multifunctional  !+m0lti*f0NSnl?	

laser pointer  !*leIzE +pCIntE?	

LED light  !+eli:*di: +laIt?	

appearance  !E*pIErns?	

to contain  !kEn*teIn?	

unique  !ju:*ni:k?	

tech geek  !+tek *Gi:k?	

unusual  !0n*ju:Zl?	

gift  !GIft?	

custom label  !*k0stEm +leIbl?	

3D

3E

1B

1C

1D

1E

2B

2C

3

3B

3C

3D

4A

4C

4D

4F

4G

1A

1B

1D

one hundred and thirty-nine
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contractor  !kEn*trxktE?	

demand  !dI*mA:nd?	

binding  !*baIndIN?	

satisfied  !*sxtIsfaId?	

feedback  !*fi:dbxk?	

experienced  !Ik*spIEriEnst?	

cancellation policy

  !+kxnsl*eISn +pOlEsi?	

replacement  !rI*pleIsmEnt?	

extract  !*ekstrxkt?	

to reject  !ri:ßekt?	

variety  !vE*raIEti?	

accessories  !Ek*sesriz?	

despite  !dI*spaIt?	

delay  !dI*leI?	

to terminate  !*t3:mIneIt?	

office space  !*OfIs +speIs?	

quote  !kwEUt?	

fast-growing  !*fA:st+GreUIN?	

briefly  !*bri:fli?	

condition  !kEn*dISn?	

term  !t3:m?	

bill  !bIl?	

policy  !*pOlEsi?	

in stock  !+In *stOk?	

item  !*aItEm?	

first-time customer

  !+f3:staIm *k0stEmE?	

upfront  !0p*fr0nt?	

vexception  !Ik*sepSn?	

shipping agent  !*SIpIN +eIßnt?	

goods  !GUdz?	

processed  !*prEUsest?	

order form  !*C:dE +fC:m?	

to require  !rI*kwaIE?	

insurance  !In*SUErns?	

to confer  !kEn*f3:?	

headquarters  !+hed*kwC:tEz?	

worth  !w3:T?	

bargaining  !*bA:GInIN?	

bargain hunter

  !*bA:GIn +h0ntE?	

Money makes the world 

  go round.  		

    !+m0ni meIks DE*w3:ld 

      GEU +raUnd?	

prior to  !*praIE +tE?	

to withdraw  !wID*drC:?	

to debit  !*debIt?	

to clear  !klIE?	

bank account  !*bxNk E*kaUnt?	

sum  !s0m?	

direct debit  !+dIrekt *debIt?	

cheque (BE)  !tSek?	

cash on delivery (C.O.D.)

  !*kxS-On +dIlIvri?	

pros and cons

  !+prEUz-En *kOnz?	

bank transfer

  !*bxNk +trxnsf3:?	

travel mug  !*trxvl +m0G?	

Unit 9

market performance

  !+mA:kIt pE*fC:mEns?	

percent  !pE*sent?	

multiplied by  !*m0ltIplaId +baI?	

equals  !*i:kwElz?	

divided by  !dI*vaIdId +baI?	

equation  !I*kweIZn?v	

trend  !trend?	

to come to mind

  !+k0m tE *maInd?	

to express  !Ik*spres?	

to rise  !raIz?	

to climb  !klaIm?	

to grow  !GrEU?	

to go up  !+GEU *0p?	

to take off  !+teIk *Of?	

to skyrocket  !*skaI+rOkIt?	

opposite  !*OpEzIt?	

to decrease  !*di:kri:s?	

to drop  !drOp?	

to go down  !+GEU *daUn?	

to decline  !dI*klaIn?	

upswing  !*0pswIN?	

expansion  !Ik*spxnSn?	

downswing  !*daUnswIN?	

downturn  !*daUnt3:n?	

loss  !lOs?	

slight  !slaIt?	

minor  !*maInE?	

significant  !sIG*nIfIkEnt?	

gradual  !*GrxßuEl?	

steady  !*stedi?	

sudden  !*s0dn?	

rapid  !*rxpId?	

profit  !*prOfIt?	

income  !*INk0m?	

to enjoy  !In*ßCI?	

turnover  !*t3:n+EUvE?	

growth  !GrEUT?	

figures  !*fIGEz?	

previous  !*pri:viEs?	

forecast  !*fC:kA:st?	

guideline  !*GaIdlaIn?	

memo  !*memEU?	

to predict  !prI*dIkt?	

to permit  !pE*mIt?	

in the red  !+In DE *red?	

to expect  !Ik*spekt?	

2A

2B

2C

2D

3A

3B

3D

3E

3F
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to suppose  !sE*pEUz?	

to suspect  !sE*spekt?	

to doubt  !daUt?	

applicant  !*xplIkEnt?	

entire  !In*taIE?	

bonus  !*bEUnEs?	

Caribbean  !+kxrI*bi:En?	

	

Unit 10	

absent  !*xbsnt?	

to postpone  !pEUs*pEUn?	

to attend  !E*tend?	

minutes  !*mInIts?	

to vote  !vEUt?	

chairperson  !*tSeE+p3:sn?	

to propose  !prE*pEUz?	

to wrap up  !*rxp-0p?	

videoconferencing

  !+vIdiEU*kOnfrnsIN?	

face-to-face meeting

  !+feIstEfeIs *mi:tIN?	

to doodle  !*du:dl?	

bored  !bC:d?v

minute taker  !*mInIt +teIkE?	

follow-up  !*fOlEU0p?	

to tape record  !*teIp rI+kC:d?	

to complete  !kEm*pli:t?	

to proofread  !*pru:fri:d?	

market survey  !+ma:kIt rI*s3:tS?	

translation agency

  !trxnz*leISn +eIßnsi?	

suitable  !*su:tEbl?	

participation  !pA:+tIsI*peISn?	

expenses  !Ik*spensIz?	

graphic designer

  !+GrxfIk dI*zaInE?	

serviced  !*s3:vIst?	

tire  !taIE?	

to keep track  !+ki:p *trxk?	

to conduct  !*kOnd0kt?	

financial ground

  !faI*nxnSl +GraUnd?	

spending  !*spendIN?	

venue  !*venju:?	

caterer  !*keItrE?	

fiancé  !fi*OnseI?	

to state  !steIt?	

clarification  !+klxrIfI*keISn?	

Unit 11

to catch  !kxtS?	

to greet  !Gri:t?	

to bow  !baU?	

swipe card  !*swaIp +kA:d?	

to record  !rI*kC:d?	

to dislike  !dI*slaIk?	

restroom (AE)  !*restrUm?	

to be on a first-name basis 

  !+bi: On-E *f3:stneIm +beIsIs?	

time clock  !+taIm *klOk?	

entrance  !*entrEns?	

registered  !*reßIstEd?	

inappropriate  !+InE*prEUpriEt?	

affair  !E*feE?	

snorkelling  !*snC:klIN?	

scuba diving  !*sku:bE +daIvIN?	

buffet  !*bUfeI?	

elevator (AE)  !*elIveItE?	

to exit  !*eksIt?	

silence  !*saIlEns?	

queue (BE)  !kju:?	

lift (BE)  !lIft?	

line (AE)  !laIn?	

to socialize  !*sEUSlaIz?	

virtual reality  !+v3:tSuEl ri*xlEti?	

interests  !*IntrEsts?	

soccer (AE)  !*sOkE?	

crossword puzzle

  !*krOsw3:d +p0zl?	

volunteer work

  !+vOlEntIE *w3:k?	

board game  !*bC:d +GeIm?	

entertaining  !+entE*teInIN?	

favorite  !*feIvrIt?	

to freshen up  !+freSn*0p?	

redesigned  !+ri:dI*zaInd?	

to occur  !E*k3:?	

furnishing  !*f3:nISIN?	

successful  !sEk*sesfl?	

expensive  !Ik*spensIv?	

mentoring  !*mentC:rIN?	

immigrant  !*ImIGrEnt?	

to double  !*d0bl?	

traffic light  !*trxfIk +laIt?	

business lunch  !*bIznIs +l0nS?	

logical  !*lOßIkl?	

menu  !*menju:?	

likes  !laIks?	

eating habit  !+i:tIN *hxbIt?	

surprised  !sE*praIzd?	

stereotype  !*steriEtaIp?	

cuisine  !kwIz*i:n?	

due to  !+dju: *tE?	

self-seating  !+self*si:tIN?	

to be served  !+bi: *s3:vd?	

waiter  !*weItE?	

waitress  !*weItrEs?	

server  !*s3:vE?	
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appetizer  !*xpItaIzE?	

calamari  !+kxlE*mA:ri?	

entrée  !*OntreI?	

tip  !tIp?	

oyster  !*CIstE?	

lobster  !*lObstE?	

jumbo shrimp

  !*ß0mbEU + SrImp?	

french fries (AE)  !+frenS *fraIz?	

baked potatoes

  !+beIkt *pEteItEUz?	

mashed potatoes

  !+mxSt *pEteItEUz?	

rye  !raI?	

veal  !vi:l?	

sautéed  !*sEUteId?	

tap water  !*txp +wC:tE?	

Unit 12	

connecting flight

  !kE*nektIN +flaIt?	

shuttle bus  !*S0tl +b0s?	

wake-up call  !+weIk-0p *kC:l?	

according to  !E*kC:dIN +tE?	

departure time

  !dI*pA:tSE +taIm?	

wristwatch  !*rIswItS?	

area code  !*eEriE +kEUd?	

to dial  !*daIEl?	

digit  !*dIßIt?	

toll-free  !+tEUl*fri:?	

country code  !*k0ntri +kEUd?	

to pause  !pC:z?	

zero  !*zIErEU?	

individually  !+IndI*vIßuEli?	

triple  !*trIpl?	

freephone number

  !*fri:fEUn +n0mbE?	

preparation  !+prepr*eISn?	

to reserve  !rI*z3:v?	

travel insurance

  !*trxvl +InSUErns?	

weather forecast

  !*weDE +fC:kA:st?	

to rent  !rent?	

included  !In*klu:dId?	

aisle  !aIl?	

mileage  !*maIlIß?	

valid  !*vxlId?	

driver’s license (AE)

  !*draIvEz +laIsns?	

driving licence (BE)

  !*draIvIN +laIsns?	

features  !*fi:tSEz?	

housekeeper  !*haUs+ki:pE?	

valet  !*vxleI?	

eco-friendliness

  !*i:kEU+frendlinEs?	

dissatisfied  !dIs*sxtIsfaId?	

downtown  !+daUn*taUn?	

rooftop  !*ru:ftOp?	

steam room  !*sti:m +ru:m?	

tennis court  !*tenIs +kC:t?	

expiration date

  !+ekspIreISn *deIt?	

travel agent  !*trxvl +eIßnt?	

overbooked  !+EUvE*bUkt?	

domestic  !dE*mestIk?	

take off  !*teIkOf?	

layover  !*leI+EUvE?	

passenger  !*pxsnßE?	

round-trip  !+raUnd *trIp?	

booked up  !*bUkt-0p?	

one-way ticket  !+w0nweI *tIkIt?	

laundry service  !*lC:ndri +s3:vIs?	

charged  !*tSA:ßd?	

pleasant  !*pleznt?	

to adapt  !E*dxpt?	

work ethic  !+w3:k *eTIk?	

punctuality  !+p0nktSu*xlEti?	

etiquette  !*etIket?	

misunderstanding

  !+mIs0ndE*stxndIN?	

	

Unit 13

to finalize  !*faInlaIz?	

business agreement

  !*bIznIs E+Gri:mEnt?	

to display  !dI*spleI?	

quantity  !*kwOntEti?	

wholesale  !*hEUlseIl?	

booth  !bu:D?	

retail  !*ri:teIl?	

to close a deal  !+klEUz-E *di:l?	

to exhibit  !IG*zIbIt?	

exhibitor  !IG*zIbItE?	

convention  !kEn*venSn?	

expo  !*ekspEU?	

fair trade  !+feE *treId?	

to attract  !E*trxkt?	

agent  !*eIßnt?	

distributor  !dI*strIbjEtE?	

to get a feel for something	

  !+Get-E *fi:l fE +s0mTIN?	

foreign market

  !+fOrIn *mA:kIt?	

to originate  !E*rIßneIt?	

century  !*senSri?	

4E
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one hundred and forty-two
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trade route  !*treId +ru:t?	

to cross  !krOs?	

precious metals

  !+preSEs *metlz?	

spices  !*spaIsIz?	

fabrics  !*fxbrIks?	

product range

  !*prOd0kt +reInß?	

business sector

  !*bIznIs +sektE?	

stand  !stxnd?	

occupied  !*OkjEpaId?	

manufacturing firm		

  !+mxnjEfxktSrIN *f3:m?	 	

wholesaler  !*hEUl+seIlE?	

retailer  !*ri:teIlE?	

occasionally  !E*keIZnli?	

unfortunately  !0n*fC:tSnEtli?	

hardly ever  !+hA:dli *evE?	

recently  !*ri:sntli?	

rarely  !*reEli?	

seldom  !*seldEm?	

exhibit  !IG*zIbIt?	

fairgrounds  !+feE *GraUndz?	

to know the ins and outs	

  !+nEU DE *Inz-En-*aUts?	

fees  !fi:z?	

associated costs

  !+EsEUSiEItId *kOsts?	

to minimise  !*mInImaIz?	

messy  !*mesi?	

display  !dI*spleI?	

chain  !tSeIn?	

overseas  !+EUvE*si:z?	

pricing  !*praIsIN?	

bulk order  !*b0lk +C:dE?	

lead  !li:d?	

to treat  !tri:t?	

revolutionized  !+revl*u:SnaIzd?	

associate  !E*sEUSiEt?	

cozy (AE)  !*kEUzi?	

to stop by  !+stOp *baI?	

comfortable  !*k0mftEbl?	

Unit 14

to criticize (AE)  !*krItIsaIz?	

to admit  !Ed*mIt?	

rumour (BE)  !*ru:mE?	

attitude  !*xtItju:d?	

reliable  !rI*laIEbl?	

leadership qualities  !*li:dESIp?	

flexibility  !+fleksI*bIlEti?	

confidence  !*kOnfIdns?	

sense of humour

  !+sens-Ev *hju:mE?	

honesty  !*OnIsti?	

charisma  !kE*rIzmE?	

commitment  !kE*mItmEnt?	

tolerance  !*tOlrns?	

patience  !*peISns?	

enthusiasm  !In*Tju:zixzm?	

enthusiastic  !In+Tju:zi*xstIk?	

committed  !kE*mItId?	

confident  !*kOnfIdnt?	

cooperative  !kEU*OprEtIv?	

honest  !*OnIst?	

limitation  !+lImI*teISn?	

people skills  !+pi:pl *skIlz?	

to consider  !kEn*sIdE?	

addition  !E*dISn?	

dedicated  !*dedIkeItId?	

to gossip  !*GOsIp?	

to spread  !spred?	

idiom  !*IdiEm?	

to get the ball rolling

  !+Get DE bC:l *rEUlIN?	

to step on  somebody’s toes	 	

  !+step-On s0mbEdiz *tEUz?	

to think outside the box	 	

  !TINk +aUt*ail DE +bOks?	

to keep a cool head

  !+ki:p-E ku:l *hed?		

to roll up your sleeves

  !+rEUl-0p jE *sli:vz?	

to go the extra mile

  !+GEU En ekstrE *ail?	

to upset so.  !*0pset?	

opportunity  !+OpE*tju:nEti?	

to encourage  !In*k0rIß?	

to resolve  !rI*zOlv?	

to fool  !fu:l?	

minefield  !*maInfi:ld?	

to outline  !*aUtlaIn?	

Unit 15

to commute  !kE*mju:t?	

stressful  !*stresfUl?	

teleworking (BE)  !*telI+w3:kIN?		

equipped  !I*kwIpt?	

air-conditioning  !*e n+dISnIN?	

to tend  !tend?	

interruption  !+IntE*r0pSn?	

to accomplish  !E*k0mplIS?	

demand  !dI*mA:nd?	

traffic jam  !*trxfIk +ßxm?	

air pollution  !*eE pE+lu:Sn?	

2A

2B

2C

2D

3B

3F
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1B
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one hundred and forty-three
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fuel consumption

  !*fju:El kEn+s0mSn?	

telecommuting (AE)

  !+telIkE*mju:tIN?	

pilot project  !*paIlEt +prOßekt?	

supporter  !sE*pC:tE?	

workload  !*w3:klEUd?	

necessity  !nE*sesEti?	

smoke detector

  !*smeUk dI+tektE?	

fire extinguisher

  !*faIE Ik+stINGwISE?	

to trip over  !*trIp-EUvE?	

thunderstorm  !*T0ndEstC:m?	

cable clutter  !*keIbl +kl0tE?	

tangled  !*txNGld?	

priority  !praI*OrEti?	

adequate  !*xdIkwEt?	

expenditure  !Ik*spendItSE?	

asset  !*xset?	

loan  !lEUn?v	

bankrupt  !*bxNkr0pt?	

fixed costs  !*fIkst +kOsts?	

to allocate  !*xlEkeIt?	

interest  !*IntrEst?	

balance sheet  !*bxlEns + Si:t?	

to owe  !EU?	

to designate  !*dezIGneIt?	

value  !*vxlju:?	

working capital

  !+w3:kIN *kxpItl?	

allotment  !E*lOtmEnt?	

maintenance  !*meIntnEns?	

interest rate  !*IntrEst +reIt?	

outsourced  !*aUtsC:st?	

Unit 16

expression  !Ik*spreSn?	

to make up one’s mind	

  !*meIk-0p w0nz +maInd?	

to change one’s mind		

  !*tSeInß w0nz +maInd?	

to sleep on something

  !*sli:p-On +s0mTIN?	

to have second thoughts

  !hxv *seknd +TC:ts?	

gut feeling  !*G0t +fi:lIN?	

to fail  !feIl?	

intuition  !+Intju*ISn?	

doubts  !daUts?	

life-changing  !*laIf+tSeInßIN?	

to transfer  !*trxnsf3:?	

to survive  !sE*vaIv?	

to reintroduce  !+ri:IntrE*dju:s?	

challenge  !*tSxlInß?	

merger  !*m3:ßE?	

fired  !*faIEd?	

uncomfortable  !+0n*k0mftEbl?	

branch office  !*brA:nS +OfIs?	

division  !dI*vIZn?	

to merge  !m3:ß?	

radical  !*rxdIkl?	

stocks  !stOks?vfunds  !f0ndz?	

to retire  !rI*taIE?	

substandard  !s0b*stxndEd?	

unproductive  !+0nprE*d0ktIv?	

faulty  !*fC:lti?	

incompetent  !+In*kOmpItnt?	

unreliable  !+0nrI*laIEbl?	

unskilled  !+0n*skIld?	

unsuccessful  !+0nsEk*sesfl?	

insufficient  !+InsE*fISnt?	

defective  !+dI*fektIv?	

ineffective  !+InI*fektIv?	

inaccurate  !+In*xkjErEt?	

promise  !*prOmIs?	

consultant  !kEn*s0ltnt?	
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