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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:

Discuss these questions in class.
» Do you apply kaizen in your company or organization?
« If so, tell the class about your experience. If not, do you think it would be a good idea to try it out?

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:

BE AE
enquiry inquiry
to enquire to inquire
centre center

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. Can you think of other common gestures in different cultures?

N\
/ﬁ I i

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!
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Training

I, .l
What kind of training does your company offer its employees? How important is training for you?
L -4

Training courses

In groups, write down as many words as you can associated with training.

Examples: workshop, instructor, handout, sign-in sheet, etc.

Match the definitions on the right to the correct course names on the left.

1. seminar/intensive course a. a course in which a student learns alone
D 2. blended learning course b. a course which takes place in the company
D 3. self-study course c. a combination of self-study, Internet and classroom learning

o

C] 4. one-to-one course . a course where a student stays on-site or in a host family

D 5. residential course . a course in an online environment

]

—h

D 6. in-company course normally a full-day, weekend or week-long course

D 7. virtual training course g. a course with one student per teacher

Tell the group about a training course you have attended in the last three years.

» What type of training course was it? What was it about?
» What did you particularly like about the course? Where do you see room for improvement?



Training 1

D Work in small groups and discuss the following questionnaire on training.
1. What sort of training should a company offer its employees?
D specialized knowledge D business skills D language training D soft skills
Lol 00 0 T=T 2 =TSO

2. Who ought to decide what training an employee gets?

D the boss D the employee

(oo 01 0 T=T o 1O

3. When should the training take place?

D on company time D on the employee’s own time

COMMIMIEIIES: ..ottt e et e s e s s s e s s s es et e e es et s b s s es et s es s s s s s en s en e

2 Finding the best course

A Read the ads below. Then listen and match the speakers to the ads. @ 1

a. b. c.
Managing your time Spanish courses Managers from different
This weekend workshop will teach offered by qualified companies join us for
you how to manage your time teacher, native speaker, a week-long course on
effectively. We have reserved five years of experience. communication skills. The
twelve rooms in the Conference Only one-to-one classes, workshops and seminars
Hotel Elisa. The workshop begins flexible hours and take place from 8:00 a.m. to
Friday afternoon and ends with fair prices. For further 5:00 p.m. The evenings are
lunch on Sunday. Meals and a information, please free. For more information
social program are included. For contact: about this seminar in a
further details, please contact Miguel Gonzales quiet country hotel, please
Ms. Leila Dobbing in Personnel. at 902 565 3935. contact Louise Bradshaw.

Speaker ... Speaker ... Speaker ...

B Listen to the conversation and mark the sentences true (T) or false (F). O 2

C] 1. Nobody has seen the new training program yet.
C] 2. The weekend motivation course is in Holland.
D 3. You learn better when you're away from home.
D 4. The woman likes weekend courses.

C] 5. The SAP course was a two-week seminar.

C] 6. One of the men took a German course last year.

D 7. In-company courses take place in the evenings.

D 8. The company is offering blended learning courses next year.
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1 Training

C Listen again and discuss the questions below. You may want to take notes. © 2

* What courses do the speakers mention?
» According to the speakers, what are the advantages and disadvantages of these courses?
» Do you share any of their opinions? Give reasons and examples.

D Giving advice: Study the example. In what way are the three responses different?

“I'll be working in Latin America 1. “Well, you should learn Spanish then”.
a lot in the coming years”. 2. "Well, you ought to learn Spanish then”.
3. “Well, you'd better learn Spanish then”.

E Think of additional words and expressions you can use to give advice.

F With a partner, ask for and give advice. Use the ideas below or your own ideas.

1. | need to improve my Spanish conversation 3. | think a course in social media marketing
skills fast. What do you think | should do? would help me with my work, but the company
doesn’t want to pay for it. Any advice?

2. My boss asked me to take a six-day training
course that is spread over three weekends. 4. The training course | wanted to take is already
But | want to spend weekends with my kids! full. What should | do now?

G Do some research on the Internet and find a training course that suits you.

(00 1111 11 s
L0000 TN ] oY= OO

(000 TU T =T= o] o} =T o Y7o

H Tell the group about the course you have chosen and give reasons for your choice.

8 eight



Training 1

3 Getting course information

A Put the email in order.

C] a. Since I'll be working in China and Vietnam a lot in the coming years, | am
very interested in this course and would like further information:

C] b. I look forward to hearing from you. D c. Dear Ms Johnson

C] d. Could you please tell me where and C] e. Also, | would like to know the deadline to
when the course takes place and what register. | have heard that the course is
is included in the course fee? quite popular and spots fill up quickly.

D f. Sincerely D g. | just saw in an ad online that you are offering an intercultural training
Ethan Davis course that focuses on doing business in Asia (course number 1C003).

B Complete the response with the words below. BE AE
limited | covers | printable | enquiry | assist | suggest | enquiry inquiry
place | registration | allocated | payable to enquire to inquire

centre center

YYS
send

Subject: Re: Course IC003: Doing Business in Asia

Dear Mr Davis

Thank you for your ..o, (1) concerning the course “Doing Business in Asia”

This course will take ............cccoooovveeiine. (2) from 30 May to 3 June in our training centre in London.

The cost of the course is € 1,200 plus VAT, ..o (3) at registration. The fee

................................... (4) all course materials, lunches and refreshments. Accommodation is not included

but we are happy t0 ......ooooviiviiiii (5) you.
The groupis .....ocoooevveeeeeeece. (6) to ten participants, and places are ............ccoccooevvvevennn. (7) on a first-come,
first-served basis. If you would like to attend, | ..., (8) that you register as soon as possible.

You can register online simply by clicking the “Sign up” button on the top right of the screen. You can also

download the ........ccocovvviviii. (9) registration form and return it to us by email or post.
If you need help withthe ..., (10) process or have any further questions, please feel free to
contact me.

Yours sincerely
Sarah Johnson

nine 9



1 Training

C Use the examples in “A” and “B” to talk about writing emails in English.

e What are the most important components of an email?
« Discuss different ways of beginning and ending emails. Are they formal or informal?
* What do you know about the difference between British and American email-writing conventions?

D Write an email asking for more information about a professional training course.

« Write to Sarah Johnson, the course coordinator. Start your email with a proper greeting.

« Say which course you are interested in.

< Find out about the following: costs, maximum number of participants, registration, venue and times,
and payment methods.

e End your email with a proper closing.

E Swap with a partner and give each other constructive feedback.

4 The need for training

A Match the definitions on the right to the words on the left.

1. to ensure a. to change

D 2. retention b. the ability to keep good employees

D 3. to leverage c. to exceed, to be better than

(] 4. benefits package d. to use to get a result TRAINING &
C] 5. enticement e. ending the employment of a worker DO
D 6. to shift f. incentives (non-salary)

D 7. layoff g. to make sure

C] 8. to surpass h. to attract someone by offering

something pleasant

B Read this text about the need for training. Does this apply to your company, too?

The need for training

Many companies have tried over the past few years to
maintain their businesses with a reduced workforce. Having
fewer employees increases the pressure to ensure that
workers are capable of dealing with increased workload or
with fewer resources. The need for employee development
programmes is therefore just as important.

Technological advancements and employee retention
influence the way that companies leverage learning. A strong
economy with low unemployment rates means qualified employees can take their pick of the best
companies with the most appealing benefits packages and salary rates. A variety of enticements,
including training opportunities on company time, are necessary to attract good people. In a weaker
economy the basis for the need for training shifts. In an attempt to survive layoffs, employees are
concerned not only with keeping themselves up-to-date and employable, but also about staying
employed.

10 ten



Training 1

C Listen to a meeting about a training budget and answer the questions below. @ 3

1. What does Alan, the HR manager, say about the training budget?
2. How do Annette and Julie, the training managers, feel about the news?

D Here are a few sentences from the dialogue. Complete them with the words below.

run | sign | benchmarks | surpassed | suffers | belts | revenue

1. I'm afraid we're going to be tightening our

................................... for a while.
2. Sales are down and there’sno ... of
improvement.
3. Inthelong ..o, , it's going to cost more than
it saves.
4. We won't be able to generateany .................c.......... at all.
5. When times are tough, it's training that ...
6. We ., our objectives and now we're being punished for it.
7. How about the board ... other departments’ performance against ours for a change?

E Here are some useful phrases for meetings. Write them in the correct category.

| feel that ... | Let me put it another way. | Why don't we ... | What exactly do you mean? |

| couldn’t agree more. | Surely ... | Excuse me for interrupting, but ... | | see it differently.

Do GETEING ATEENEION: Lo
e GIVING @1 OPINION: e
e MAKING @ SUGEOSTION: .o oottt
e EXPrESSING @I OOIMIEINEL et
L EXPressing diSagrEMIENT: ... ..o oo
. Clarifying @ statement OF OPINION: ...

. ASKING TOr ClarifiCaTION: ..o e

o N o ui B~ W N

e EXPrESSING COITAINTY T oottt

F Come up with at least two additional phrases for each of the situations from “E".

G In groups, simulate a meeting following the guidelines below. 71

&
3

e Come up with a training program for your company or i
department.

e Consider the company’s needs as well as the employees’
skills and areas of interest.

e Do some research on the Internet and make a list of
courses that would be suitable.

« When you are finished, present your ideas to the class and

compare.
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2 HR Management

“It's not what you know, but who you know that gets you the job”. Do you agree with this statement?

1 Job postings

A Look at the job postings. Are they British or North American? How can you tell?

Engineering/Manufacturing Opportunities

The Corporation

We are an internationally renowned brand, synonymous
with quality and innovation. We are a global player with
a workforce of 20,000 spread across four continents.

The Vacancy

We are looking to recruit talented graduates who
want to develop a long-term career in engineering
or manufacturing. Join our eighteen-month program.
Candidates will benefit from a personal mentor.

Salary

We offer you a competitive salary and a company vehicle.
Degree

Engineering P
Apply online at DELI FOODS! DELI FOODS

12 twelve

CAD DESIGNER /
Premier Parts Ltd is a 7
dynamic company with ///

an international clientele.

We are looking for a CAD designer
to complete our team. Candidates
should be recent graduates in

engineering who are multi-skilled
and highly motivated.

We offer an excellent remuneration
package including a competitive
salary and flexible working hours.

Send your application to:
Ms Holly Whitehurst
h.whitehurst@ambleside-house.com

r-l
L -4



HR Management 2

Look for an online job posting in Britain or North America that fits your profile.

L g LT T=RN oY o 0 1 L= TSP
Where is the Workplace 10Cat@U? ... ... .. e

What responsibilities does the job entail? ...

WO iS5 the @MPIOVEIT? e

What skills and qualifications should the ideal candidate have? ...

With a partner, create a job posting for a position in your company.

Include the following:

» company information (e.g. history, location, market position, mission statement)

« job information (e.g. job title, responsibilities, pay or salary range, benefits)

« ideal candidate profile (e.g. education and qualifications, skills, personal qualities)
 information on how to apply

Discuss the questions below.

« Have you ever worked in another country? If so, tell the group
about your experience. If not, would you consider working abroad?
Where would you like to go?

» What work experience have you had with business partners or
colleagues from other countries?

e What are some cultural differences between your country and
other countries that your company does business with?

Job applications

Match the words on the right to the definitions on the left.

1. a job in a company a. interviewee BE

D 2. someone who applies for a job b. current CV/Curriculum Vitae
D 3. ajob or position that is available C. resume covering letter

C] 4. someone who is being interviewed d. former AE

C] 5. existing in the past e. concise Zf)flzl:qli/t ;((é;umé

D 6. a letter of application f. applicant

D 7. alist of the jobs you have done so far g. position

C] 8. short and to the point h. job history

C] 9. happening now i. cover letter

D 10. a document outlining your education, j. vacancy; job opening

qualifications and experience
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2 HR Management

B Read the text. In what way is the application process in your country different?

Applying for a job

There are several ways of applying for a job. A lot of
companies have application forms that the applicant
has to fill in. These forms can either be requested
from the person responsible for job openings or be
filled in online. The advantage is that all applications
have the same format. The applicants profit in that
all applications will be treated the same. For the
company it means they get the information most
relevant for them, and it also speeds up the process of
going through applications.

In some companies it is more common to ask for a CV or resume* (also spelled: résumé) and
often a letter of application. A letter of application should be concise and include the following
information:

+ 1st paragraph: Explain your purpose for writing. Say which position you are applying for
and how you found out about the vacancy.

- 2nd paragraph: Explain why you would like the job and why you are qualified. Try to match
your qualifications and experience with those requested.

+ 3rd paragraph: Highlight any personal qualities or skills you think may support your
application.

« 4th paragraph: Say when you would be available for an interview.

* The terms CV and resume are generally used synonymously. There is, however, a small difference in meaning. Resumes

are usually only one to two pages long. CVs, on the other hand, are more detailed and can be many pages long. In North
America, with the exception of academics, people by and large use resumes instead of CVs.

C Complete the following sentences from a letter of application.

attached | current | responsible | require | apply | have | available | hesitate | convenient |
knowledge | posted

T lamwriting to ... 4.1 am bilingual in English and Polish, but |
for the position of Sales Manager, also have aworking ...
currently ..o on your of German.
website.

2. As you cansee frommy ... Solam for an interview
CVo o an MBA with an atany timethatis ... for
emphasis in Marketing and over four years’ you and look forward to hearing from you soon.

experience in sales.

6.Please donot ... to
contactme if you ...

. any further information.

acquisition of new customers.

14 fourteen



HR Management

Write a short letter of application responding to the job posting you found in “1B”.

« Start the letter with an appropriate greeting or salutation;
e.g.Dear Ms ... / Dear Mr ... / Dear Sir or Madam BE AE

« Keep in mind that there are differences between British 12 June 2017 June 12, 2017
English and American English letter-writing styles. Choose Dear Mr Reed Dear Mr. Reed,
one and be consistent. Yours sincerely  Sincerely,

 Then, follow the four steps outlined in the text in “2B".

¢ End the letter with an appropriate closing.

Listen to Liv, the HR manager of an American company, talking about resumes. @ 4

1. According to Liv, what are some of the mistakes that applicants make?
2. How long should the resume be?

3. What does a resume function as?

4. What should be included in the resume?

Complete the text with the section headings below. BE AE

Skills and certificates | Personal details | Education and qualifications | referees references
Interests and hobbies | References | Professional experience

Your CV or resume is a brief account of your professional life.
It should be concise, well organized and easy to understand.

CVs or resumes are made up of several sections:

Lo s LIST yOUT N@ame, phone
number, email address and postal address. In some cases
(not in the US!) you may want to include your date of birth,
marital status and nationality.

20 e Briefly describe your work history, usually starting with your
most recent job. List the job title, name of the employer, location, dates and job duties.

3 e LiST your degrees, the names of the schools and years of
attendance in reverse chronological order.

Lo LIST @NY Special abilities you have (e.g. language or computer
skills) that may be relevant to the job. Include documentation of any job-related trainings or
courses here as well.

e et This section is optional. Do not include any information that is
not relevant to your employer.

6. oo 1IN MOSE CASES, YOU can simply state: “Available on request”.

Discuss the questions below.

 Are people in your country expected to attach a photo to their CV or resume?
How do you feel about that?

« How do you feel about including personal information (age, marital status, number of children,
hobbies) on your CV or resume?

Create your own CV or resume after searching for examples on the Internet.
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2 HR Management

3 Job interviews

A Tell the group about a job interview you had.

B A standard job interview has several phases. Put them in the correct order.

Phase1  Warm up: Breaking the ice. ... Information exchange

Phase 1A e Obtain information from the candidate
Phase 1B e Invite the candidate to ask questions
Phase 2 e Thank the candidate once more for coming
Phase 2A e Provide information to the candidate
Phase 2B ..o Warm-up:Breaking theice

Phase 3 e Kick-off: “Tell me a little about yourself”!
Phase BA e Conclusion

Phase 3B .. Greet and welcome the candidate

C Match the phrases to make interview questions.

1. Can you tell me a. strengths and weaknesses?

C] 2. What do you b. which one would you like to be?
D 3. What are your c. ideal working environment?

D 4. What did you like d. a little about yourself?

C] 5. Where do you see e. any questions for me?

C] 6. What would be your f. yourself in five years?

D 7. What is your greatest g. least about your last job?

D 8. If you were an animal, h. achievement outside of work?
C] 9. Do you have i. from your mistakes?

C] 10. What have you learned j- know about our company?

D Come up with additional interview questions that are frequently asked.
E Identify three particularly tricky questions and think of ways to answer them.

F Listen to the interview and mark the sentences true or false. 5

D 1. The woman is looking for a job because her former employer didn’t renew her contract.
D 2. The woman has spent some time working abroad.

C] 3. She mentions that her supervisors helped her develop professionally.

C] 4. Five years from now, she doesn’t want to be working in the insurance business anymore.
D 5. In the future, she would like a leadership position.

D 6. Currently, she is not doing anything to improve her language skills.

16 sixteen



HR Management 2

Come up with six tips to help candidates succeed in an interview at your company.

“In my opinion, a little white lie during an interview is perfectly acceptable. After all, a
job interview is a marketing tool. If you really want that job, you'll have to do what it
takes to sell yourself to the employer”.

“I think you should always be honest, especially when it comes to your career. Lying is
totally unprofessional. Besides, getting caught in a lie might damage your reputation.
It's just not worth it".

Which linking words or phrases does the speaker use? Listen and tick the boxes. © 6

C] therefore C] unfortunately D however C] although
C] besides C] so that C] before C] consequently

() in addition () in spite of (] finally () ideally

Complete the letter with words from “I”. Then compare and discuss in class.

Dear Ms Grimes

Thank you for your interest in working for our company. ..., (1),
we have decided to offer the position to another candidate.

....................................................... (2), we were very impressed by your application and your
performance in the interview. ... (3), we would like to offer you
an alternative position in our company. We believe the position of team leader in our
foreign business section would be ideal for someone with your qualifications.

Please contact Me ..., (4) we can discuss this matter further.

I look forward to hearing from you soon.

Best regards
Hector Ferror

seventeen 17
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3 Working Conditions

I, .l
What are some important factors affecting job satisfaction?
L [

1 Working nine to five

A Describe a typical day at your work. Compare with the other students in class.

B In pairs, write the words and phrases next to the definitions.

staff fluctuation | common business practice | absenteeism |_premises-| empowerment |
to be glued to your desk | in the driving seat | the name of the game | to take things a step further

-

. a company’s buildings and grounds CPUCMAISES e
L N0t Present At WOrK e
. an accepted way, method or procedure e
. to bein control of the situation e
. letting the employees make their own decisions ...
. employees joining and leaving @ COMPANY e
the fundamental Meaning Or reasSON e

L to be busy With Work e

O © N o U~ W N

. to move to a more advanced Stage iN @ PrOCESS ..o
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Working Conditions 3

C Read the text and answer the questions below.

Is your company getting it right?

Do you spend hours glued to your desk?
Are your eyes permanently fixed to your
computer? Is the only real exercise you get
the walk to and from the photocopier or
coffee machine? Does your day begin and
end in darkness?

After decades of these things being common
business practices, staff dissatisfaction,

absenteeism, staff fluctuation, poorly Others have taken things a step further.
produced products and bad service are the “Empowerment” is the name of the game
results. at AveX PLC. At this company, the staff are

truly in the driving seat. “We believe you
A lot of companies are finally getting can have both a private life and a career.
the message and are looking for ways to We let our staff decide when, where and
change this. Some companies actively try how they want to work. We don't believe in
to encourage their employees to leave the operating rigid working conditions”, explains
office at a reasonable time. Their methods Hilton Goring, the personnel officer. And
range from getting security to escort staff off does it work? “Since introducing the scheme
the premises to throwing the company into two years ago, we have managed to increase
darkness at 8:00 p.m. output by 20 per cent” he says.

* According to the text, what exactly does “empowerment” mean?
* How do you feel about the idea of empowerment? BE

in the driving seat
2 Ideal working conditions AE
in the driver’s seat

A What are good working conditions? Give examples and discuss.

Here are some ideas to help you get started:

« Working hours e Workload e Equipment
 Protective clothing * Noise level  Lighting and heating
« Stress level e Equal rights « Cleanliness

B Describe the working conditions in your company. Make notes first.

nineteen 19



3 Working Conditions

C In small groups, think of ways to improve the working conditions in your company.
Follow the three steps below:

1. Your company is looking into ways to improve working conditions and has appointed a committee.
In groups decide on three suggestions that you wish to present to the committee. Use the space
below to make notes. Select a spokesperson to present your ideas.

2. Each spokesperson has the chance to present the groups’ suggestions. Listen to the other groups’
presentations. Feel free to ask questions.

3. Now that you have listened to the suggestions, decide on the best ones. Why would or wouldn’t your
company introduce them?

D Read the text about feng shui and discuss the questions below.

Office Feng Shui

Feng shui (pronounced “fung shway”) literally means wind
and water. Feng shui originated in ancient China and is still
used by most businesses in the Far East, but not only there.
In the West, many successful companies have also discovered
the ancient art of feng shui. By applying feng shui principles,
they try to increase productivity, attract new customers or
improve the working conditions of their employees.

Feng shui creates and maintains harmony in your working environment. This reduces stress
and other negative influences and thus allows employees to work to their full potential.

Here are some general guidelines on how to create the perfect working environment:
« When you sit at your desk, make sure your back is not facing the door.

« Ensure that offices and desks are not cluttered or disorganized.

+ Place a fountain or an aquarium in your office to invite success into your life.

- If possible, have a chair opposite your desk. This encourages new business.

« Use (healthy) plants to reduce stress and attract positive energy.

- Placing a dragon or a turtle in the eastern sector of your office brings good luck.

+ Aromas such as lavender create a relaxing and calm environment.

e Should feng shui or other such practices play a role in the business world?
» Do such practices exist in your company? If not, could you imagine your company adopting them?
Why or why not?
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Comparing working conditions
Listen to the conversation and mark the sentences true or false. Q 7

D 1. Mark has been offered a better job at the headquarters of his company.
D 2. The job is a temporary one. It would last two years.
C] 3. The company’s name is RDLA.

C] 4. Mark’s new company is located in Cologne.

D 5. Mark would have a performance-linked salary.

D 6. Mark would not get a company car.

C] 7. His colleague Aaron has also been offered a job at RDLA. &

Listen again. Then match the definitions on the right to the words on the left. © 7

1. entitled a. the amount of money that you earn after taxes, etc.

C] 2. subsidiary b. the amount of money that you earn

C] 3. bonus c. to get a better position in a company

D 4. promotion d. a company that is owned by another company

D 5. position e. extra things (e.g. a company car) that an employee receives

—h

C] 6. take-home pay someone who has the same job as you, but in a different place

C] 7. counterpart
D 8. perks

D 9. earnings

. to have the right to do something

>

. ajob in a company

. extra money that is given to an employee

Read these extracts from the conversation and circle the correct word.
1. 1 would have ten staff / stuff in my group.
2. | thought it was company policy / police to post employees for a

maximum of two years at a time.

3. | have a meeting with him and someone from the BE AE
pay rise pay raise

Personal / Personnel Department tomorrow. flexitime  flextime

4. Well, obviously | would get a substantial rise / rice in my earnings.

5. And are you going to except / accept?

Make questions and discuss.

a flexitime system in your company or organization?
How many ... work overtime?
Is there ... get paid for overtime?
Do you often ... hours a week do you work on average?
How long ... a canteen or cafeteria where you can have lunch?
Doyou ... is your lunch break on average?

vacation days do you get per year?
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3 Working Conditions

E Listen to the conversation and mark the sentences true or false. 8

D 1. In Germany, Mark’s working week will be shorter.

D 2. There is no flexitime system in the Cologne company. \I/vi)rking week
C] 3. Mark will be expected to do unpaid overtime. canteen

C] 4. There is no performance-linked bonus. AE

D 5. The canteen food is cheaper in Germany. work week
D 6. Mark will get more holidays per year. cafeteria

C] 7. He will receive more training per year.

F Compare the working conditions between countries or groups of employees.

You can use these pictures for inspiration.

G Listen to an interview and answer the questions. ° 92

Michelle Martin set up her own company ten years ago. She is now the owner and CEO of a leading
public relations agency in London.

Why did Michelle decide to quit her job?

What does she say about her former company?

How does she feel about working conditions for women?
According to Michelle, how can working conditions improve?
Do you share Michelle’s opinions? Why or why not?

msEWwWN=

H Discuss the statements below. Do you agree or disagree? Give reasons.

Good working conditions don’t necessarily Working conditions are the responsibility
guarantee a satisfied workforce and high of the employers. The government and
productivity. unions should not get involved.
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4 Rules and regulations
A Which of the sentences below express obligation? Tick the boxes.

D 1. Construction workers must wear protective clothing.
D 2. All employees have to clock in and out.

C] 3. Laboratory workers should wear disposable gloves.
C] 4. You must store chemicals in an appropriate container.

D 5. All employees have to wear a company name badge.

D 6. Student workers can work up to 40 hours a week.

B Complete the text with must, have to, can or should. Then compare.

Working in Germany
BE

Germany is more than schnitzel, beer and sauerkraut - L
driving licence

especially if you're planning to live and work there. Here are
seven things you need to know before packing your bags:

AE
1. YOU oo carry an ID at all times. CIDTEFS e
2. All residents ..., be registered with the local authority.
3. Non-EU nationals ..o, have a residence permit.
4. On most forms of public transport you ... buy a ticket on the bus or tram.
5. UK nationals ..., have a work permit.
6. UK nationals ..o, have a German driving licence.
7. YOU oo familiarize yourself with the local traffic regulations and road signs.

C In groups, write down some important rules and regulations in your company.

D Present your results to the class and compare with the other groups.

E To what extent are the rules and regulations in your company reasonable? Discuss.
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4 Going Abroad

I, .l
What do you miss most when you are away from home?
L [

1 Up and away
A Make up a story about the photo above. Then compare and vote on the best one.

Where do you think the WOMaN 1S7 ... e
WAt S The SHUBTIONT? o oo
What do you think happened bDefOre? ... ... e

What is S0ING 10 NAPPEN NEXE? ... et
B Tell the class about a memorable travel experience you have had.

C Insmall groups, ask and answer questions about traveling.

What travel by plane, car, bus or ship? Why? BE
Which. ” are your travel plans for this year? traveller
Who type of vacations do you enjoy? Why? travelling
been in a dangerous situation while travelling?
Doyou ... . . -
is your favorite travel companion? Why? AE
Do you prefer to ... .
. usually travel with a lot of luggage? traveler
Do you like to ... - - L .
countries would you (not) like to visit? Why? traveling
Have you ever ...
always try to learn a few phrases of the local language?
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D What are your best travel tips? Make a list and compare. Consider the following:

packing | trip planning | air travel tips | money | travel health and safety | eating and sleeping

2 Working abroad

A In groups, talk about the pros and cons of working abroad. Follow the steps below.

Many large companies run international transfer programs which offer employees the chance to work at
a foreign subsidiary or a branch abroad for a limited time.

Group 1 Group 2
What are the advantages and disadvantages What are the advantages and disadvantages of
of such programs for the employers? such programs for the employees?

Discuss and make a list. Once you have finished discussing your ideas, compare them with the other
group’s results.

Advantages Disadvantages

Finally, tell the class about the transfer policy at your company. Have you ever participated in it?

B Listen to the conversation and mark the sentences true or false. © 10
Mike is telling his colleague about the offer he has just accepted: He will soon be moving from the USA
to Britain with his family.
D 1. Mike has signed a contract for a new position.
D 2. The new job will be better paid.
C] 3. This is the first time Mike’s wife has lived abroad.
C] 4. Mike wants to send his children to an American or International school.
D 5. It will take at least eight weeks for him to get a work permit.
D 6. Mike is starting a newly created job.
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4 Going Abroad

D renting a car

D passports
C] health insurance

D movers

C] nanny agency

D driver’s license

D entry clearance
D credit cards

D real estate agent I
D medication

C Now listen to Mike discuss his job with his wife. What issues do they mention? © 11

Discuss the following questions in class. The phrases below will help you.

I’'m certain that ... | I'm absolutely convinced that ... | In my opinion ... | It seems to me that ... |
I'd say that ... | | agree! | | don't quite agree with you. | No, actually ...

« Does your company offer its employees the opportunity to work abroad?
» What things would affect your decision before accepting a job offer in another country?
* How do you feel about living in another country for the rest of your life?

Working in the USA and UK

Annual vacation

Vacation time in the US often starts at one to two
weeks in the first year. After that, it gradually
increases until it reaches a maximum of three
weeks after about five years’ work. Workers in the
UK start with three weeks holiday. In time this
increases to six weeks or more.

Public holidays

US employers are not required by law to pay
employees for any days that they do not work,
including national holidays. However, paid
holidays are usually part of the benefits package
that most companies offer to their employees.
Among the most common paid holidays are
Thanksgiving Day, Christmas Day, New Year’s
Day, Easter, Independence Day (the 4" of July) and
Labor Day. In the UK all public holidays are given
as paid (although these vary between countries)
and can be between 8§13 days. They are often
called “bank holidays”.

Pension plans

Pension plans are generally referred to as
retirement plans in the US. Instead of providing
pension contributions, many American companies
now use what is called a 401(k) — a retirement
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E Read about some relevant facts regarding working life in the USA and the UK.

plan that is almost fully funded by the employee.
Those companies that do make a contribution

will contribute between 5 % and 15 % of the
amount that the employee contributes. In the UK,
companies normally contribute 100 % and more of
what the employee pays.

Salaries

In the US most workers (including management)
are paid every two weeks. In the UK most workers
are paid monthly, normally shortly before the end
of the month (such as on the 25™). Salary increases
in the US are called “getting a raise”, while in the
UK this is called “getting a rise”.

F Compare the situation in your country with the one in the USA or the UK.
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G Could you live and work in the UK or USA successfully? Take this quiz and find out!

1. What colour are the
traditional London taxis?

(] white
D yellow
(] black

2. What is “haggis"?

C] an Irish beer

D a Scottish dish

D an American dessert

3. Which cities do you see in
the pictures above?

D London & New York

D Chicago & New York

C] London & San Francisco

4. What is the British flag
also called?

() Bigwig
C] Jack O’Lantern
C] Union Jack

3 Booking holidays

1. Where are the two women thinking of going?

5. When is the American
Independence Day?

(] May 25
() julya

C] September 5

6. What does “Soho” stand for?
D South of Houston

D Social Hotspot

C] Southern Homes

7. How many countries are there
in the United Kingdom?

D three

D four

C] five

8. Who lived at
Southfork Ranch?

D the Ewing family

C] George Bush

C] Robert Redford

9. Where does Sherlock
Holmes live?

D 21A Oxford Street
D 121 Abbey Road
D 221B Baker Street

10. What is a 401(k)?
D a work visa for the UK
D a retirement plan in the US
D an academic degree
11. Which job does the Chancellor
of the Exchequer do in the UK?
D Minister of Finance
D Minister of Justice
D Minister of Foreign Affairs
12. What is the street address
of the White House?
D 110 Washington Avenue
D 1600 Pennsylvania Avenue
C] 1 Independence Avenue

Listen to the conversation between a travel agent and two women and answer the questions. © 12

o
ewd
e
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4 Going Abroad

B Match the words on the right to the definitions on the left.

1. large; having a lot of room a. resort

D 2. a beach made of small pieces of stone b. sunlounger BE

C] 3. a holiday village C. suite sunlounger
C] 4. a chair used when sunbathing d. rollaway shingle beach
D 5. large and fancy room(s) in a hotel e. spacious AE

D 6. a small extra bed f. parasol Ir(;::yg’;::::
C] 7. an umbrella used for protection against the sun g. shingle beach

C Complete the hotel description with some of the words from “B".

FILOXENIA HOTEL

Families and young people will love the easy-going
atmosphere and quiet location of this stylish and friendly

hotel with its brightand ... (1) rooms.

Location: 700 m to nearest sandy beach, 500 m to

Facilities: Swimming pool, sundeck with ... (4) and parasols, poolside bar
serving sandwiches and snacks, kids’ pool, money exchange, cozy restaurant overlooking the bay, a

la carte menu with Greek and international specialties.

Rooms: Double rooms and suites, air-conditioned, sea view or garden view. Big flat-screen TV and

free Wi-Fiin all rooms. ... (5) available on request.

Activities: Weekly barbecue with Greek entertainment.

D Write these descriptions in the correct category and add some ideas of your own.

kitchenette | playground | king-size bed |_historictoewn-—center- | lively neighbourhood | beach bar |
popular ski resort | hairdryer

Location Hotel facilities Room amenities

historic town center
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E Write a hotel description for a hotel you would love to stay at.




Going Abroad

Eating and drinking

Listen to the conversation and choose the correct option. © 13

D 1. The women have some questions about the menu. D 4. Neither of the women likes garlic.

D 2. “Spanakopita” is not on the menu. D 5. One of the women orders a side salad.

C] 3. “Kleftiko” is the house speciality.

Write the cooking methods next to the definitions.

poach | boil | bake | steam | fry | simmer | roast

1.

2
3
4.
5
6
7.

. to keep bubbling or boiling gently

. to cook in a small amount of liquid ..

. to cook in an oven (especially meat)

. tocookin hot oil e

C] 6. One of the women orders a glass of wine.

to heat or cook in a hot liquid

cooked above, not in boiling water

to cook in an oven (bread, pizza, etc.) ..

In class, talk about your favourite international dishes.

e What is the name of the dish? Which country is it from?
* What ingredients are in it? How do you prepare it?

Read the text. What else do you know about pubs and bars in the USA and the UK?

Pubs & bars

The British pub is more than just a place where drinks
are sold and consumed. For centuries, it has been a place
where friends meet, colleagues talk shop and business
people negotiate deals. It is a place where people gather
to celebrate, play games or to seek quiet relaxation. A lot
of pubs have a lounge area with very comfortable seats.

In the US, you go to a bar for a drink. However, bars only serve alcohol to people older than
21, so young people are often carded at the door. You won't find many beer gardens in the US,
as drinking alcohol in public is not allowed in most states.

In Britain, guests normally order their drinks at the bar and pay for them there and then.
It is common for people to take turns to buy rounds, i. e. everybody buys one round of drinks
for the group they are with. It is often considered impolite if you only buy your own drink.

In most British pubs you can also get good simple food (often referred to as pub grub). Food

is ordered at the bar: you place your order, give your table number and pay. The food will be
brought to your table. Last orders are called just before 11:00 p.m. (unless the pub has a licence
to serve drinks longer), but you are given plenty of time to finish your drinks.
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“It's not what you say but how you say it that matters”. Do you agree with this statement?

1 Presentations

A Match the words with the correct picture. Some words do not fit.

pie chart | script | screen | marker | projector | speaker | bar chart | extension cord |
loudspeaker | laser pointer | microphone
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Talking Facts 5

B What makes a good presentation? Brainstorm ideas. The words below will help you.

eye contact | equipment | audience | lights | handouts | visual aids | time | notes |
body language | intonation | slides | Q&A | voice | interruptions | humor

Do’s Don'ts
o MaKE [ KEEP CYE CONTACT e L1
o USCVISUALATAS e o Turnyour back onthe audience. ...

C Compare your ideas in class and discuss.

D Describe your experience in giving presentations.

* How important are presentation skills in your current job?

« Have you ever had to give a presentation in English? If so, what was the occasion?
What was your presentation about? How did it go?

 Are you nervous when speaking in public? Do you have any tips for calming your nerves before
an important presentation?

» Have you ever experienced any technical problems during a presentation? What happened?
How did you solve them?

2 Getting your message across

A Match the words on the right to the definitions on the left.

1. to help or assist a. briefly

D 2. given the task or job b. purpose

D 3. something you should or must do c. requirement

C] 4. a process or way of doing something d. to perform

C] 5. to do or carry out e. appointed

D 6. in a short and concise way f. procedure

D 7. reason g. to support

C] 8. a tip or suggestion h. recommendation

B Listen to the presentation and answer the questions. Q 14

1. What does Caroline Horan do?

2. What is an audit? BE AE

3. What does an auditor do? stock exchange  stock market
4. What are Caroline’s responsibilities? shareholder stockholder
5. Why are audits necessary?
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5 Talking Facts

C Read the presentation phrases. Choose the best heading for each set of examples.

Summing up a point Referring to visuals
Clarifying and giving examples Stating the purpose of the presentation
Analyzing a point Handling questions
Greeting the audience-and-introducing-yourself- Introducing the first topic
Ending the presentation Moving on to another point
Structuring the presentation Distributing handouts
1. Greeting the audience and. infroducing. ... /2
L3 < Does anyone have any questions before

| move on?

« I'd like to come back to that later if you
don’t mind.

| would appreciate it if you kept your
questions until the end.

 Ladies and gentlemen, welcome and thank
you all for coming.

e Good morning, everyone. As some of you
may already know, I'm ...

e I'm here today to talk about ...
| would like to take this opportunity to talk
to you about ...

« |'ve got copies of the ...
 Can you take one and pass them along,
please?

e My presentation is divided into three parts.
e There are three parts to my talk: Firstly ...,
Secondly ..., And lastly, ...

e To summarize the main points ...
» That was a brief outline of ...
* I'd now like to recap ...

"""""""""""""""""""""""""""""""""""""""""""""""""""""""" A0, e
e Let me start by giving you some background
information.
« |'ll start off by looking at ...

 The next topic I'd like to talk about is ...
e That leads me to the next point.
e Now, let's turnto ...

B T e
e As you can see from this chart ... * In other words ...

* Let’s take a look at this diagram. e So, what I'm saying is ...

 This graph illustrates ... e A good example of this is ...

e e D20 e
e Let's look at this in more detail. e That brings me to the end of my

« Now, what exactly does this mean for ... presentation.

e The significance of this is ... « I'd like to wrap up by saying ...

e Why is this important?  Thank you for listening.

D In groups, come up with additional presentation phrases for each category.
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E Listen to these extracts from Caroline’s presentation and fill in the gaps. © 15

1. I'd like to beqinby. ... introducing myself. My name is Caroline Horan.

The o my presentation is to tell you a little about auditing. e

. My presentation is ... three parts. &
. I would appreciate it if you kept your questions ... . /

started. What is an audit?

. Now let’s look at my job. As | ... , | work as a certified auditor.

L That was a .o of my job.

® N o U A W N
o
~
QU
<

. ITwould like t0 ..o that | believe auditing plays a crucial and
extremely important role.

9. Thank you ... Does anybody have any questions?

F Formal vs. informal: Match the phrases or sentences that are similar in meaning.

@ 1. Good morning, ladies and gentlemen. a. I'm sure a lot of you know ...

D 2. My talk is divided into three parts. b. Hello, everyone.

C] 3. As you may know ... c. Well, that's all for today.

C] 4. Now I'd like to draw your attention to ... d. Take a look at ...

D 5. To conclude, I'd like to summarize. e. I'm going to talk about three things today.
D 6. That brings me to the end of my presentation. f. Okay, let’s recap what we've looked at.

G Look at the phrases in “C”" and “D” again. Are they formal or informal?

H Imagine the situations below. Working with a partner, decide what you would do.

Situation 1 Situation 4

While you are giving a presentation, someone is One of the members of the audience keeps on
talking loudly and distracting the other members | | asking questions about items that have nothing
of the audience. to do with the subject of your presentation.
Situation 2 Situation 5

You realize that you have accidentally skipped a Someone asks you a question that you do not
very important part of your presentation. know the answer to.

Situation 3

You have completed only a third of your
presentation and realize that you are running
out of time. There is no way that you can
complete the presentation in the allocated time.
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I

Give a team presentation following the guidelines below.

Your company has decided to open its doors to the general public. The public relations department
believes this will reinforce your company’s good image and attract not only school leavers and graduates
but also potential customers.

 In teams, prepare and give a presentation on your company, your department, a typical process or
your company'’s products.

 The presentation should last about five minutes. Each member of the team should contribute.
Consider using visuals to support your message.

* Remember to pitch it at the right level as some of your audience may have no specialist knowledge

or vocabulary.
The other students will give you constructive feedback.

Evaluate your presentations. What went well? Where do you see room for improvement?

Building business relationships

Complete the dialogue with some of the words below. Then listen and check. © 16

mind | date | with | borrow | help- | seat | copy | appointment | by | lend | get

Receptionist

Caroline Horan

Receptionist

Caroline Horan
Receptionist
Caroline Horan
Receptionist
Caroline Horan

Receptionist

Caroline Horan

Receptionist

Caroline Horan

Receptionist

Caroline Horan
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you?

Hello, my name is Caroline Horan. | have

AN e (2) with Dominic Price.
I'll just call him and tell him that you are here ...
Hello. Caroline Horan is here at reception ...

Yes, I'll tell her.

He'llbe ..o (3) you in a moment.

Thanks.

Would You .........cooooioii (4) completing this form?

No, of course not. Can | ... (5) a pen, please?

Yes, of course. Sorry. Here you are.

Thanks.

You're welcome. This ... (6)

is for you. Here you are.

Thank you.

Before you leave, can You ..o @
it signed and hand it back in at reception, please?
Yes, of course.

Would you like totake a .............ccoooooooii (8
while you wait?

Thanks.




Talking Facts 5

Put the dialogue in the correct order. Then listen and check. © 17

D a. Dominic Price
D b. Caroline Horan

Ue

C] d. Dominic Price

Dominic Price
How was the journey?
D e. Caroline Horan
]+
g. Dominic Price

C] h. Caroline Horan

Yes, that's right.

Caroline Horan

Fine.

Discuss these questions in class.

« How do you feel about making small talk in business? Do you

find it easy or difficult?

* Why do you think small talk is considered important in some

business cultures?

« Is small talk common among business people in your country?

» What advice would you give someone who feels
uncomfortable making small talk?

Yes. If you wouldn’t mind following me, we'll take the lift.
Nice to meet you too, finally, after all our phone calls and emails.

Nice to meet you. I'm Dominic Price.

Don’t ask. There was so much traffic. | thought | wouldn’t make it in time.

Hello. You must be Caroline Horan?

Which topics are safe for small talk? Which topics should be avoided? Make a list.

Safe

Not safe

Compare notes in class and discuss.

Make small talk following the guidelines below.

No way!

Get together in groups of four (two pairs). The first pair decides on a topic.

The other pair has to talk about this topic for 90 seconds. Then take turns.

Oh my!

To keep the conversation going, try using these techniques:

Ummm ...

» Use some of the following expressions to show that you are listening:
Really? Uh-huh. Wow, that's incredible! You've got to be kidding! Sure. Mhm.

I see. Oh, | know the feeling. That's interesting!

* Combine these expressions with a follow-up question:
I love bungee jumping. — Oh really? What do you like about it?

You're
kidding!

Really?
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36

What are the duties and responsibilities of a purchaser in an organization?
L -
1 Purchasinglanguage BE
A Match the definitions on the right to the words on the left. quotation
. . . AE
@ 1. a bargain a. to use all of something; have nothing left
quote
D 2. to bargain b. something that costs much less than normal
D 3. in bulk c. a statement indicating the price of goods and services
C] 4. to run out (of) d. material used to make a product (e.g. steel, iron)
D 5. quotation, quote e. to prepare a written agreement or contract
D 6. raw material f. to negotiate; to persuade someone to give you a better price

D 7. procurement . to buy or sell something in large quantities

> @

C] 8. to draw up . process of obtaining supplies or equipment

B Read the sentences below and guess the meaning of the idioms.

1. I'm looking for several suppliers because | don't want to put all my eggs in one basket.
2. | wouldn’t buy that low-quality equipment. That’s just throwing money down the drain.

C Do you know any other idioms or expressions related to buying and selling?
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Read the text about purchasing and discuss the questions below.

Purchasing:

Since all companies need supplies and
services, purchasing is an essential part of
business. Depending on the type of business,
companies may buy finished products for
resale, equipment and raw materials needed
for production, or everyday necessities such
as pencils, printer paper, soap and toilet paper.

A purchasing department ensures that
supplies meet specifications, are delivered
on time, meet quality standards and are also
good value for money.

All major purchases follow a procedure:
v Determining a company’s needs in terms of

Five ways buyers can cut costs:

v Placing bulk orders (as long as these do
not tie up working capital and increase
storage costs)

v Grouping supplies; i.e. buying several
items from one supplier (although this

quantity, quality, deadlines, delivery, etc. carries the risk of becoming too dependent
Looking for suppliers on one supplier)

Inviting quotations from potential v Implementing JIT (just-in-time); i.e.
suppliers; comparing offers receiving deliveries just before supplies

v Shortlisting and visiting potential run out to lower storage costs

v
v

suppliers v Collective purchasing; i.e. joining up
v Negotiating with other businesses to purchase goods
v Drawing up contracts; making sure all together

details are correct before signing v Using e-procurement; i. e. purchasing

goods or services through the Internet.

« What type of goods or services does your company buy on a regular basis? Give examples.

 Does your company have a purchasing department? If so, what do you know about it (e.g. its
relationship with other departments, the purchasing process, purchasing strategies)? If your company
doesn’t have a purchasing department, who is responsible for buying supplies and services?

» To what extent are you involved in purchasing decisions or activities in your company?

Listen and fill in the gaps. © 18

1. A purchasing department has the task of ... that supplies meet specifications.

2. Purchasers start by determining a company’s ..., , in terms of quantity, quality, etc.
3. The next stepistoinvite ... from lists of potential suppliers.

b oo reduces the number of potential suppliers.

5. Buyers have to engage in many ... before everyone agrees on prices and

B e have to be agreed and signed by both parties.

7. Buyers can cut costs by making ... orders.

8. Just-in-time (JIT) leads to lower ... costs.

9. If you don’t want to throw money downthe ... , look for high-quality products.

10. It's never a good idea to put all your eggsinone ..............ccccouve.n
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6 Purchasing

2 Persuading

A What skills and characteristics should salespeople have? In pairs, make a list.

B Listen to a sales talk. Write down the product details of the 7500 photocopier. © 19

1. Type of copier: D analogue D digital

2. Copying speed: .. ppm

3. Duplex function: C] yes C] no

4. Colour copier: D yes D no

5. Energy efficient: D yes D no

6. Warm-up time: seconds
7. Paper capacity: sheets

C Complete the information about the company’s after-sales service.

qualified | manager | problems |_guarantee- | replacement | minimum | dissatisfied | supplies |
response | hotline

We believe that selling a photocopier is only a small part of our job; our main concern is service and
support. Our many years of experience have put us in an ideal position to meet your needs. Our unique
service package includes the following features:

1. Lifetime QUALANTES.........covvvcvcecirccrciee —
2. Immediate replacement if you are in any way m

3. RePAIN ..o time within three hours “i.
4. Highly oo, technicians CUSTOMER SERVICE
5.955% of @ll ..o resolved after first visit
e e support 24 hours a day, seven days a week
7. Full installation with ... downtime
8. Regular servicing: ... of all worn parts before they fail
9. AccoUNt ..o to oversee all aspects of sale and after-sale
10. Consumable ... (toner, paper, etc.) available: same-day delivery

D Discuss these questions in class.

» Are you good at persuading others?
* How do you persuade people to do the things that you want them to do? Give examples.
» Have you ever been persuaded to buy something you don’t need or want?
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Purchasing 6

E Listen and decide if the information is true (T), false (F) or not mentioned (-). D 20

Jon is trying to convince his colleague, Lorraine, of the benefits of leasing the copiers.

D 1. According to Lorraine, leasing copiers is a waste of money.

C] 2. Jon and Lorraine compare leasing a copier with renting a flat.

C] 3. Jon is expecting to change the photocopiers within five years.

D 4. The company has just invested in new servers. ::t

D 5. The company can deduct the full amount of the leasing rates from tax.

C] 6. The company can deduct 40 % of the purchase price for the first three years. AE
apartment

C] 7. In the end, Lorraine is convinced that leasing the copiers is a good idea.

F What is the difference between persuade and convince? Discuss in class.

 Jon is trying to convince Lorraine of the benefits of leasing the copiers.
 Jon is trying to persuade Lorraine to lease the copiers.

G Listen again. Which of these phrases does Jon use? Tick the boxes. © 20

D That's true, but ... D You've got to admit ...

(J 1 think you'll find ... () But you can't deny ... / -
~
(J 1 you just look at ... () ... don't you think so, too? ﬂﬂ;lwl_— ‘

-

C] | can assure you ... C] | can guarantee ...

D ... wouldn't you agree? D There’s no doubt about it.
H What else can you say or do to sound more persuasive? Brainstorm ideas in class.

I Think of a product you enjoy using and try to “sell” it to another person in class.

» Describe the product in as much detail as you can.
» Explain why you like it and why you are convinced that your partner will like it, too.
» Use some of the phrases from “G” to make your arguments more persuasive.

3 Meetings and negotiations

A Listen and put the six steps involved in selecting a supplier in order. © 21
Three purchasers are having a project meeting. The project is concerned
with finding a supplier of a new component part, the AP40.

D a. shortlist suppliers, i.e. make a first selection
C] b. visit suppliers

¢. make a list of all potential suppliers

D d. go into negotiations

D e. compare details of shortlisted suppliers

C] f. ask for quotes
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6 Purchasing

B Listen to the second part of the meeting. Which of these items are mentioned? 22

D faulty goods D credit note D payment terms
D late delivery penalty D one supplier or more D delivery on demand
C] bulk orders D returning goods D storage problems

C To what extent do you agree or disagree with the statements below? Discuss.

Good negotiators ...

 view their counterpart as an opponent. EVEGOTI&TICM

* try to undermine the arguments of their counterpart. @ / \ %
- create a relaxed atmosphere for the negotiations. DISCUSSION | SKILL

» show their emotions. N =

- repeatedly rephrase what they have heard. £ DEAL —

| ke concesions feceery conrose 5T
: y = A

- adopt the negotiating style of the other side. BUSINESS

» don’t accept new terms and conditions immediately. ! ‘
« research their counterpart’s strengths and weaknesses.
D Discuss these questions in class.

» Have you ever had to negotiate in English?
« Is it harder to negotiate with English native speakers or non-native English speakers? Why?
« How do you usually prepare for important negotiations?

E Use the ideas below (or your own ideas) to create a negotiations checklist.

my objectives?

am | willing to make?

is the deal?

my relationship to my counterpart?

if | fail?

my counterpart want?

from achieving my objectives?

the major areas of conflict?

my strengths and weaknesses as a negotiator?

What is/are ...

What issues may block me ...
What does ...

What compromises ...

How important ...

What happens ...

Negotiations checklist (to help you get what you want!)
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Purchasing
F Usually negotiations consist of six major stages. Put them in order and compare in class.
C] Rejecting or compromising D Bargaining D Stating your goals
D Reviewing and checking D Getting D Discussing and seeking new
the proposals acquainted terms and conditions

G Here are some key phrases for negotiations. Come up with additional examples.

Rejecting or compromising

Discussing and seeking new terms/conditions

I’'m afraid | really can’t agree to your proposal. » We might be able to get around this problem
Well, that’s not exactly what we had in mind. if ...

We are ready to meet you halfway.

Stating your goals

What we are looking for is ...

Bargaining

Okay, what would you charge us if ...?

Provided that ..., we could ...
I’'m afraid that's as far as we can go.

e How does ... sound to you?

Getting acquainted

..........  You said you were interested in ...

Reviewing and checking the proposals

* Would that be acceptable?
* Would that be more what you had in mind?

H Working with a partner, negotiate a contract following the guidelines below.

Student A - the buyer

You have three suppliers.
Unfortunately, two are often unreliable.

Your objectives are

to introduce penalties for incorrect
or late deliveries, as they hold up
production and ultimately cost your
company time and money.

to reduce the prices by about 10 %.

to introduce a system of quality
checks on the production techniques
and processes of the suppliers.
Naturally, the costs should be covered
by them.

Student B - the supplier

In the past few years, the buyer has dictated the terms
and conditions of the contract. As a result, the prices per
unit have fallen and the deadlines are becoming shorter
and shorter. If your business volume were to increase
accordingly, it would be no problem. But that is not the
case.

Your objectives are

« to renegotiate better conditions (e.g. higher prices,
more realistic deadlines).

« to increase the volume of your business - ideally to
become a single-source supplier. You know that there
have been some problems with the competitors.

* to try to establish a better working relationship with
the buyer’s company.

forty-one
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7 Logistics

“Forget manufacturing and retailing! The big money is made in logistics”. Do you agree or disagree? r
L -

1 About logistics

A Look at the photo above. Describe the situation in as much detail as you can.

» Where are they, what are they doing and what do their jobs entail?

B Discuss these definitions of logistics. Which one do you think is most appropriate? Why?

1. Getting things right is what 2. Logistics is the process 3. Logistics is a process which
logistics is about. Ensuring of planning, organizing involves planning, implementing
the right quantity of the right and managing the flow and controlling the movement
things are at the right location, and storage of goods or and storage of goods, services
at the right point of time with services and relevant, and information efficiently and
the right documentation. related data. effectively.

C Read the definitions again and find words that are similar in meaning.

1. making certain .CASULING ... 5. putting into action ...

2. Procedure ... 6. @MOUNT ...

3. MOVEMENT ..o 7. includes, iNCOrporates ...
4. place, destination ..., 8. PAPEIWOIK ..o
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Logistics

D Write down as many words as you can related to logistics. The photos will help you.

Examples: container ship, port/harbor, loading docks, distribution center, cargo

E Compare notes in class. Then develop your ideas into a mind map.
BE AE
harbour harbor

2 The role of logistics in business

A Read the text and answer the questions below.

Just-in-time (JIT)

There are many problems associated with keeping a large inventory. Holding stock increases
warehouse costs, demands and internal transport and ties up working capital. When there is

a large stock to work from, quality can seem less important and wastage viewed as less of a
problem. Most companies aim to minimize stock levels and turn the responsibility of delivery over
to suppliers.

Just-in-time (JIT) is a system of stockholding which has developed as part of the business
philosophy of total quality. It is based on the idea of keeping a minimum amount of stock and
ordering more just before stock runs out.

Stocktaking is an essential part of a JIT system. Bar-coding systems, often called kanbans, can
help keep an overview of the situation. Information is fed into a central computer system and
orders can be made when needed.

JIT systems only work properly when suppliers are committed to working in the same way and if
suppliers are located relatively near to avoid transport delays. Some suppliers are even located
within the premises of large manufacturing companies.

1. According to the text, what are the disadvantages of keeping a large inventory?
2. How does |JIT work? What are its benefits and limitations?
3. What are kanbans and how are they used?
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7 Logistics

B

E

Listen in on part of a presentation. Which expressions does the speaker use? © 23

In other words ... D Now Id like to talk about ... D Another reason is ...
D In addition ... D In fact ... D Let's move on to ...
C] This means ... C] As you all know ... D To conclude ...

Tell the class about the logistics of your company. You may want to take notes first.

Here are some questions to get you started:

e How are goods and supplies transported to and from your company (by rail, by air, etc.)?

* Where are the goods and supplies stored?

» Do you make decisions related to the logistics of your company? If not, who or what department does?

Read the text about ICP. Discuss and make suggestions following the guidelines.

Improvement and Change Programme -
ensure excellence!

Your company has decided that the best people

to improve the company are the employees
themselves. Therefore, it has adopted a new
programme called ICP - Improvement and
Change Programme. As part of the programme,
cross-functional teams go in and assess

other departments. Their aim is to make
improvement proposals. The observations and
recommendations are then presented to the board
member who is responsible for the programme.

You and the other class participants are members of one of these ICP teams. It is your task to look at
the responsibilities and processes of the Office Supplies Department. This department orders stationery,
office furniture and equipment for the employees. In groups, look at the case study.

Take notes during the discussion. Write your observations and suggestions on a separate sheet of paper.

Below is the current procedure used by the Office Supplies Department:
» Each employee completes a form to request office supplies. This form is sent to their boss, who then
gives his or her approval and sends all the forms to the Office Supplies Department once a month.

* This department collects all the forms from the various departments and then first checks whether
they can supply the goods from the stock they have in the storerooms. If this is not the case, they
order the requested material or equipment from their various suppliers. Obviously, in an attempt to cut
costs, the department orders in bulk or only if there is a real demand for certain items. Thus, some new
recruits have been left waiting a considerable time before receiving their computers, etc. Some of the
suppliers are abroad, which means that there are sometimes delays in deliveries.

e Once the suppliers have dispatched the goods and they have been delivered, the goods have to
be unloaded and checked. Then the Office Supplies Department sends the requested goods to the
department managers, who then in turn allocate them to the employees.

Do you think a system like ICP would work at your company? Why or why not?
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Talking numbers: Listen and write the numbers into the gaps. © 24

1. A fully loaded truck weighs about ... pounds.

2. Some of the world’s largest container ships are about ... feet long.

3. They sold the business for £ ... million.

4. Our warehouse has asize of ..., square feet.

5. This containeris ... meterslongand ... meters wide.
6. Wespent€ ... .. ... on equipment last year.

Logistics 7

BE
metre
litre

AE
meter
liter

Try to guess the answers to the questions first. Then do some research and find out the real answers.

1. How many containers fit on a large container ship?
2. How far do bananas travel before they get to our supermarkets? . .. ..

3. How much does a fully grown elephant weigh?

In groups, come up with similar questions. Then swap with another group.

Phone calls

Put the phone call in order. Then listen and check. © 25

Patrick Porter, a logistics service provider, is calling to speak to George Tyrrell, a potential customer.

D a. Jackie Baker Hello, Mr Porter. I'm putting you through now.
D b. Operator Certainly. Who should | say is calling?
c. Operator Tyrrell Paints. How can | help you?

C] d. Jackie Baker Good morning, Mr Porter. Would you mind holding? Mr Tyrrell is talking on the

other line at the moment. It shouldn’t take too long.
C] e. Patrick Porter Patrick Porter of Swift, Quick & Easy Logistics.

C] f. Operator Please hold the line, Mr Porter. And I'll put you through to his secretary,
Jacqueline Baker.

C] g. Patrick Porter Good morning. I'd like to speak to George Tyrrell, please.
C] h. Patrick Porter No, of course not.
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7 Logistics

B Listen to the second part of the phone call. Mark the sentences true or false. Q 26

D 1. This is a cold call by Patrick Porter.

D 2. George Tyrrell contacted the company two days ago.

C] 3. Swift, Quick & Easy Logistics are currently working with a manufacturer of white goods.
C] 4. A supplier recommended Swift, Quick & Easy Logistics to George Tyrrell.

D 5. Some companies outsource their logistics activities to Swift, Quick & Easy Logistics.

D 6. Tyrrell Paints have recently won a contract with a manufacturer of white goods.

C] 7. George Tyrrell is not satisfied with the service of his company’s current logistics service provider.

C Match the words and phrases that are similar in meaning.

feasible- | excess inventory | white goods | to cope | acold call | consultants

1. possible to do .feasible

. advisors

. too many goods in stock

moor WwN

. household appliances, e.g. washing machines

6. an unexpected phone call from someone trying to sell a

product or service

D Complete the telephone phrases with the words below.
BE

mobile phone

give somebody a ring

take | hear | spell | -ask | out | dialled | put | returning |
reached | called | back | on | catch

1. May | 48K who's calling? RE
2. I'msorry, Ididnt ... your name. cell phone
3. Could youU ....ooovoi that, please? e
4. Could you ........o.cooovvviiiiiiii, me through to Mr Tyrrell, please?
5. Youmusthave ... the wrong number.
6. Hold ..., , please
7. 'm sorry, MrTyrrellis ... for lunch.
8. Can |l ... a message?
9. At what number canyoube ... ?
10. Couldyou call ... later today?
M. I'msorry, | cannot ... you very well.
12. I'll tell Mr Tyrrell that you ...

b

=
w

. Thank you for ... my call.
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Logistics 7

In groups, write down additional telephone phrases.

In pairs, use the phrases from “D” and “E” to come up with mini dialogues.

Example: Could you put me through to Mr Porter, please? - I'm sorry, Mr Porter is in a meeting.
What is your experience talking on the phone in English?

Changes and developments

First, listen to the text. Then, complete the sentences. Some words do not fit. D 27

founded | was realized | was-fetinded | was established | believed | increased | established |
realized | became | was increased

1. The company .was founded ... .. in Birmingham.
2. Almost overnight, Swift, Quick & Easy’s buSiNeSS ... dramatically.
3. By the mid-eighties, Mr Porter ..., that his company could do more than just

pack, store and deliver goods.

Lo HE oo that the future lay in developing even better processes.
5. As a result the company’s IT department ..., in 1986.
6. His company ... one of the first logistics service providers to offer full services.

Listen again and answer the questions. Take notes while listening. © 27

1. Who founded the cOmpPany? ...

2. What was the company’s main business? ...

6. Who runs the company today? ...

In class, talk about important changes and developments in the world of logistics.

« How have modes of transport changed over the years?

« Do you think many products will be delivered by drones in the near future?

* How do you think e-commerce has changed the logistics industry?

« How has your company developed its logistics operations over the past ten years? What do you think
will change in the next ten years?
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8 Production

I, .l
Comment on this statement: “The same old story - created by the Japanese and copied in the West".
L -

1 Production and manufacturing

A What are the leading manufacturing companies in your country? List examples.

Company Products

B What role does manufacturing play in your company?

C Look at a world map and discuss these questions:

e Which countries will be the producers or
service providers of the future?

What will their products or services be?
What will their method of production or service levels be?
What will the other countries’ businesses be?

» What about your company?
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D Match the words and phrases that are similar in meaning.

TOM | plant | prototype | faulty | assembly line | maintenance | out of order

1. production line

. not made correctly, defective

. keeping something in good condition

~ wN

. short for “total quality management”

(%]

. not working correctly (e.g. a machine)

6. the first model of a new product

7. @factory ..o

E In groups, come up with at least ten additional words related to production.

2 Describing processes and concepts

A Before you read the texts, look at the terms below. What can you say about them?

e Kaizen
e Kanban
e Lean manufacturing

B Read the text and complete the checklist with the missing words.

The Practice of Kaizen

Kaizen means “continuous improvement”. It comes from
the Japanese word “kai” (school) and “zen” (wisdom). Kaizen
is a Japanese business philosophy of making continuous
improvements and enhancements in business processes.
Kaizen costs a relatively small amount and can achieve
cost-effective increases in productivity, quality and profit.
Improvements at all levels, however small, can lead to
better value being achieved in the following areas:

m People m Machines m Material m Methods B Measurement

discipline | tidiness | cleanliness | personal cleanliness

Kaizen in the workplace uses the following checklist, amongst other things:

e e (always keeping the workplace clean)

e e (adhering to methods and maintaining the checklist)
 JR OO (pride in the worker’s own appearance)
Lo (having no unnecessary materials or tools)
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C Discuss these questions in class.

How important are the four points listed in the checklist

on the previous page in your company? What does your

company do to enforce them?

Do you think kaizen can only be used to improve business KAIZEN
processes or could it also be applied to your personal life?

YW
Do you apply kaizen in your company or organization?
If so, tell the class about your experience. If not, do you
think it would be a good idea to try it out?

D Complete the sentences with the words and phrases below.

enhance | state of the art | brand new | dust-free zone | lean system

1.

A production area that must not have dirt particles in the airiscalleda ... .

2. Something you have just bought and that has never been used is ...,

3. Something that is very modern and uses the most recent ideas or methods is ... .

4. Acompanythatusesa ... . does not produce more than necessary.

5. To improve the quality, amount or strength of something isto ... it.

E Read the text. Try to remember as much information as you can.

Lean Manufacturing & Kanban

What is lean manufacturing?

Traditional manufacturing operated on a push
system. Manufacturers pushed the goods through
production and supplied customers from a stock,
regardless of customers’ requirements. Lean
manufacturing systems are based on customers’
requirements pulling the process.

Lean manufacturers know that they must provide products only when and where they are wanted.
They work JIT, i.e. they try not to tie up capital or waste resources. This also means that they do not
order more materials than needed, and stocks arrive just before they run out and are not stored for
long periods of time. A lean system depends on constant communication. This can be achieved by
using a kanban.

What is a kanban?
Kanban is a Japanese term for indicator. Kanbans tag the order through the system.

Kanban systems link customer wishes (demand) to internal operations (supply), sending signals
about what to produce when, and the exact quantities needed. Kanban systems are based on the
idea of using up and filling up. When a customer uses a set quantity of the product, they send a
kanban instructing that the time has come to make that product. The customer therefore pulls pro-
ducts from the manufacturer.

F Close your books. Explain lean manufacturing and kanban in your own words.
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G Listen and decide which option is correct. 28

Taikwoo is a manufacturer of automotive electronic equipment. Alan Wells, head of Taikwoo's UK
production facility, is taking two purchasers on a tour of the factory.

1. Alan is showing his visitors ...

D three lines where wiper D two lines where multi- D two lines where wiper
units are produced. function relays are made. units are produced.

2. Two wiper unit assembly machines were replaced ...

D three years ago. D last summer. D two years ago.

3. Kaizen is when companies try to improve their ...

D employees all the time. D processes all the time. D products all the time.

4. The production facility is in ...

C] London. D Bristol. D Oxford.

5. The company has ...

C] decreased the rate C] an increased rate of C] a very high rate of
of faulty parts. faulty parts. faulty parts.

H Give a short presentation following the guidelines below.

Think of a process or service that is relevant to your company or department. Imagine that you have to
explain it to visitors or new colleagues. Prepare a two-minute talk. Write down some key words first:

3 Meetings

A These are the opening stages of a meeting. Write the missing words into the gaps.

introduce | allocate | apologies | minutes | -open | agenda | purpose

1 OPC ... the meeting

2e e new participants

3. explainthe ... of the meeting
Lo for absence
T from the last meeting

6. presentan ...
/A roles and discuss ground rules
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B This is the beginning of a meeting. Put the text in order. Then listen and check. © 29

C] a. We'll break for coffee around C] b. I know you've all got a lot of work and the guys from
10:30 and lunch is at 12:00. Wales have had a long journey. I'm very pleased to
Right, so first of all we have welcome Mike Philips, head of production at Johnson’s,
the question of ... together with his assistant, Hilary Price.

C] c. So, there are three items on the agenda. First, a report on C] d. So, let’s get down to
Johnson's TQM and its results, second we're going to look business, shall we? First
at how we can maybe cut the failure rate even more, and of all, I'd like to thank
third, a presentation of our newest developments and everyone for coming
some production plans. here today.

D e. As you know, the reason we're here today is to hear how things are going over there and how
we can both continue to thrive in the future. By the way, I'm afraid Dave White can't be with us
today. He's at a board meeting and sends his apologies, Mike.

C Read the text from “B” again. Which of the stages listed in “A” does the speaker go through?

D Listen to ten phrases from a meeting. What is their function? Tick the boxes. 030

1. m a. stating the purpose 6. D a. opening the meeting
D b. moving on to another point D b. concluding
2. C] a. giving examples 7. C] a. summarizing and recording
D b. keeping the meeting on target D b. preventing questions
3. D a. allocating roles 8. D a. inviting questions
D b. asking for contributions D b. clarifying
4. C] a. thanks 9. C] a. handing over to the person responsible
D b. dealing with matters arising D b. summing up a point
5. D a. inviting another person to speak 10. D a. agreeing on ground rules
D b. giving apologies for absence D b. ending the meeting

E In pairs, ask and answer questions about meetings in your company.

Example: What types of meetings do you have in your company?

 Types of meetings (project meetings,
meetings with suppliers, etc.)? p
* Formal or informal? "
* How often (weekly, monthly, etc.)?
Q . ! ®

» Face-to-face or videoconferencing?
 Last meeting? Purpose? Your role
(chairperson, minute taker, participant)?
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4 Quality management

A Listen to a voicemail message from a quality manager to a purchasing manager. © 31

* Briefly summarize what you have heard.
» What does the man say about the quality of the supplier?

B Read the information about TQM and mark the sentences true or false.

Toll

’

AU *
The main hindrance to total quality is waste. There are different kinds of waste sources, for example,
unnecessary actions, such as lifting or bending, defects (failures), using wrong equipment or inefficient

machines, poor transporting, overproduction (spending time producing more than necessary or storing
extras), or simply waiting time.

Total Quality Management

One system of ensuring quality and continuously
improving all processes is Total Quality
Management. The main focus of TQM is customer
satisfaction, i.e. providing products and services
of the highest quality and eliminating non-value-
added costs. TQM is a structured system for
satisfying internal and external customers and
suppliers by combining continuous improvement,
new development, maintenance and changing
organizational culture.

(rcguuuunt

Although reducing waste may require some investment, it should be considered that in an average
company the cost of failures alone is about 20%-25% of turnover.

C] 1. The main focus of TQM is low cost.

D 2. Inefficiency is mainly caused by the staff of a company.
D 3. Producing more than necessary causes waste.

C] 4. Training is an important part of waste prevention.

C] 5. The cost of faulty products usually forms 10 % of a company’s turnover.

C What is 1ISO 9001? Do some research if necessary and write a short definition.

D What does your company do to ensure the quality of its products or services?
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9 Marketin

What are some ways that companies compete with each other? Give examples and discuss.

1 Logos and slogans

A In pairs, think of a successful logo and slogan you've seen. Take notes and compare in class.
1. What are the products or services that the company offers? ... ...
2. What does their logo look like? Why is it memorable? Consider the following: style, color,

ASSOCIATIONS, SIZE, TONY, ©UC. oo

B Tell the class about your company’s logo and slogan and discuss the questions.

» What does your company'’s logo look like? What is your company’s slogan?
» How effective do you think your company’s logo and slogan is?

e How important are company logos and slogans in general?

* Is it a problem if two companies have similar logos? Why or why not?

* Do companies in your country use English in their slogans? Why?
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A

In groups, come up with a new company logo and slogan.

Your board has decided that it is time to breathe some fresh air
into the company. The board members believe that by introducing
a new logo and slogan, business will pick up at home and
internationally. You are part of the working group which has been
asked to take on this task. Develop a new logo and punchy slogan.

Present your ideas to the class. Follow the guidelines below.

/-—f\j
7~

Marketing 9

\\l/_/_

é"\

Prepare a semiformal presentation. Your target audience will expect you to use appropriate terminology
and presentation language. Consider using visuals to support your points. You may wish to have more

than one presenter.

Marketing essentials

Match the marketing terms to the definitions.

-

. the percentage of total sales that a company has in a market
. the seller of a product or service with the most sales

. a company which is trying to get control of the market

. an area or part of a market

. a defined group of consumers or customers

. a combination of variables which affect customer behavior

. a segment of a market often involving specialized products

00000000

O 0 N O U1 B~ W N

. a company that follows the leader without challenging them

-

. collecting and analyzing data about a market

Come up with additional marketing terms that are relevant to your work.

. a product which can be clearly identified by its name, label, etc.

BE AE
behaviour behavior
advert ad

]

> a

. marketing mix

. target group

. market follower
. market share

. market challenger

market segment

. brand
. market leader

. market research

market niche

Listen to a presentation and write the words below in the correct category. © 32

design- | value | advertising | sales force |
environmentally friendly | cost-plus-profit |
distribution channels | packaging | retailer |
safety features | competitive | public relations

1 Product — ACSIANu e
2. PlaCE e
B PICE e

L. ProOMOTION oo
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9 Marketing

D Complete the presentation phrases. Some letters are already given.

1. So, | think we shouldget ___ _* _r .

2. Asmost of you already K. ________, my name is Stephanie Bishoff.

3.Thep 0 ofmytalktodayisto__ 2 __ _K_ atthe so-called marketing mix.

4. Inthefirst _____ _r __ of my presentation, | will briefly __ 4 [ _¢ each of the
elements.

5 Thenlwould w.__ [ wm __ anyquestions or comments you may have.

6. lwould liketoendby [ V. __the theoretical side of things and ...

7. So,let's £ ___¢____ _S on the first element.

8. Now I'd quickly liketo w1 T _ 0 _  the second element, place.

E Tell the class about the marketing activities of your company.

e What is your company'’s target market?

* What role do the marketing elements mentioned in “C” play in your company?
» Are you involved in any activities or decisions related to marketing?

* How important is social media marketing for your company?

* How does your company advertise its products or services?

3 Advertising

A Many companies use celebrities in advertising. In pairs, come up with examples.

Celebrity Product advertised

B Why do you think companies like using celebrities in their advertising campaigns?

C Listen to marketing experts Bob and Sonya. Mark the sentences true or false. © 33

D 1. Daniel Buller is a young rugby player.

C] 2. Sonya believes that he would be the best person for the
marketing campaign.

D 3. Daniel Buller is very popular all over Europe.
C] 4. The company'’s target group are rich upper-class young men.
C] 5. Bob is worried about focusing the whole campaign on Daniel.

D 6. They also want to use Daniel for the global marketing campaign.

]z
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D In groups, talk about advertising. Come up with a list of discussion questions first.

E Complete the text with the words below.

popular | legal | fun | suspect | general | impossible | manipulative

Watchdog

| work for a watchdog group for marketing
and advertising. It is my job to make sure that

manufacturers and service providers adhere to

the .(1)

regulations when marketing their products or

services. As it is ..., . (2) for my colleagues and me to check all advertisements,
commercials and marketing campaigns, we relyonthe ... .(3) public to voice

their complaints to us. Once we receive a complaint, we can act. More and more | see our role
as trying to protect different groups of society from the unfairand ... . (4)

marketing practices of many companies.

One example of a recent case we had was the use of a pop star for selling so-called
1L (5) drinks. These drinks are basically ready-made cocktails that you
can buy at supermarkets. All of the drinks contain alcohol. So that means the target group
the manufacturer should be trying to reach is adults. However, the pop star who is leading the
marketing campaign is ..., . (6) amongst teenagers, especially girls

between the ages of 11 and 18. That makes the company’s choice of celebrity very

You have to realise that children are a very easy target group to manipulate. Most companies try

it at one time or another. And it’s my job to make it harder for them to succeed.

F What regulations do you have in your country to protect consumers?
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G Read the text and discuss the questions below.

Cross-cultural issues in marketing

Cross-cultural issues play an important role
in international marketing campaigns. If
companies do not research the countries in
which they advertise thoroughly, then lots of
things can go wrong.

memorable. The slogan “Make it big in smalls”
is placed on billboards all over the United
States. The ad contains no pictures or graphics,
only words. It had worked successfully in the UK
a few years before. Why shouldn’t it work again?

Imagine the following scenario:

A British company is trying to break into the
American underwear market. To do this, they
have invested a lot of money in an impressive
campaign building on a slogan that is short and

Well, it was doomed to fail, because the
Americans are not familiar with the key

word in the slogan: “smalls” is British slang
for underpants. By the time the follow-up
advertisements and commercials were shown,
the public had lost interest. In addition, the
products themselves didn't fit the tastes of
American consumers who preferred natural
materials to synthetic ones at the time.

So, the moral of this story is: always research
your market! People might laugh at such a
statement as it seems to be common sense.

1. Why did the marketing campaign fail?
2. Can you think of other marketing campaigns that failed? What happened? Why weren’t they

successful?

Color psychology

However, there are a lot of examples where
not knowing the market was the reason for
the failure of a marketing campaign.

What do you associate with different colors? Write down key words and compare.

cherry red black bright yellow
CUGHIN 1 STOCHGT ..o | oot | oseesssesssssesssseessssessssses e
green navy blue white
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B Read the text below about the meaning of colors.

The color of success

Not only what you say and how you say it is important;
color also plays a major role in marketing.
. Colors have different meanings in different countries. For example, red is symbolic of
good fortune and prosperity in many Asian countries, but in South Africa it is associated
with mourning.
White is the color of sadness and death in some Asian countries. In Britain and the
United States, however, it represents purity and cleanliness. In Thailand white elephants
are a symbol of royal power.
The meaning of yellow can be contradictory in the UK and the US. It is the color of joy,
sunshine and happiness, but it is also associated with cowardice and betrayal. In Egypt,
yellow is the color of mourning, in China the color of royalty.
Not knowing about the meanings of colors can have serious consequences in marketing
campaigns. A marketing campaign for a type of alcohol flopped in Hong Kong because the
leading actor in the commercial was wearing green. In that area, the color green symbolizes
that the man’s wife is cheating on him!

C What other examples of color symbolism can you think of?

D Discuss these questions in class.

* How do different colors affect your mood?

* Why are most electronics black, silver or white?

e What is the most popular car color in your country?
Why do you think that is?

e What color clothing do you usually wear?
What does that say about you?

E Complete the idioms with the correct color.

blue- | green | blue | gray | red | golden | white | pink

Idiom Meaning
1. to feel bluc. ... to feel sad or depressed
20 @ e slip a termination notice from your employer
. . BE

2 T opportunity a very good opportunity colour
4. outofthe ..., completely unexpected colourful
LT collar office work, people working in offices srey
6 e with envy to be very envious or jealous AE

- . I
7. tobeinthe ... to be in debt coror

colorful

8. area not clearly defined gray
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I, .l
“Sales agents are the most important link in the distribution chain”. Do you agree with this statement?
L -4

1 Up for sale

A Complete the sentences with the expressions below. Then compare in class.

up for sale | shop around | a great buy | arip-off | onsale | hot cakes |

forsate | half price | come down BE

to buy sth.
in the sales

-

. I'm sorry, this carisnt £00SAl¢. ...

. Winter clothes usually 80 ... in January. AE
to buy sth.

. They've put the office building ... on sale

. These running shoes are very popular. They sell like ...

. lgotthesalesman to ... in price, so | bought it!
. The entrance fee is reasonable, but the parking fee is ...
. Before you buy a new phone, you should ... for the best deal.

. I'm surprised you didn’t pay more! For that price, the camerais ...

O 00 N o u »~ W N

. This leather bag was a real bargain. | boughtitat ... in the sales.

B Tell the class about a time when you have successfully sold something to someone.

sixty
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C In pairs, come up with useful questions and answers for bargaining.

That’s ...

Is that ...

How much ...
lcan/can't ...

Can / Would you ...
...

giveyou ...

a bit pricey / too expensive.

quite reasonable / very inexpensive.

the best you can do? ‘
the best price you can give me? “

do you want for this? \
my last offer. “‘“

lower the price?
afford it.

D 5. to test (or taste) a small amount of a product to see what it's like
D 6. a game of luck involving a draw

C] 7. a way to test the popularity of a product

C] 8. can be exchanged for money or goods

D 9. a piece of paper which allows you to buy something at a reduced price

D Now “sell” something to someone in your class. Follow the guidelines below.
On a card, write down three or more “things” you have always wanted to get rid of. This can be anything
from your old sofa to a used baseball cap or your neighbor’s dog. Swap cards with a partner. Choose one
of the items from your partner’s list and “sell” it to another person in class at a good price!
2 Sales promotions
A Read the text below. What is the best sales promotion your company has ever had?
SPECIAL OFFER Sales promotions are used to reduce stock, introduce new products,
keep customers loyal and encourage customers to switch brands - in
WI NTEH other words, to increase sales.
The easiest way to increase sales is to cut prices, but most companies
try to avoid this method. Firstly, the customer may perceive a
decrease in the value of the product and secondly, it is expensive for
the company. Sales promotions are a way of solving these problems.
AFTER CHRISTMAS SALE
THISIMONTH ONLY Promotions can be divided into two basic categories: on-the-spot
offers, where customers receive an immediate benefit and those
where the benefit to the customer is delayed.
B Match the words on the right to the definitions on the left.
1. an organization that raises money to help people in need a. donate
D 2. to give money, food, etc. to a charity or other organization b. refund
C] 3. a way of showing customers the uses and advantages of a product c. redeemable
C] 4. an amount of money that is paid back to you d. sweepstakes

. demonstration

(0]

—h

coupon

. charity

>

. sampling

trial
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C Read the text about different types of sales promotions and offers.

CTY XYY R R

Promotional tools

In-store demonstrations

and sampling

These create an immediate
awareness of products.

They are an effective way

of persuading customers to
switch brands and to purchase
something for the first time.
Sampling can also be offered
as a delayed mail-in reward to
increase database information.

Banded offers

This is when two or more
products are sold together at a
lower price than the separate
products. Such offers can be
used to reduce stock that is
not selling well. Multi-purchase
offers encourage consumers

to try other products for the
first time.

Coupon refunds and

premium offers

Coupon refunds require
customers to purchase a
product and send in a coupon
in order to receive the reward.

Refund offers require the
consumer to mail in a certain
proof of purchase in return
for a set amount of cash or
coupons redeemable against
further purchases. This
encourages purchase
continuity.

Premium offers reward

the customer with free or
discounted merchandise and
are also an incentive for the
customer to purchase more.

sixty-two

Money-off coupons

These can be distributed in
several different ways; for
example, in magazines or
door-to-door. They are short-
term and immediate price
incentives designed to make
consumers purchase a product.
They are effective ways of
introducing new products to
the public, retaining current
customers and reducing stock
in low selling periods.

Money-off coupons and money-
off-next-purchase give the
customer extra value, but only
when they buy the product or
make a repeat purchase.

Free product or extra product
Typically used, for example,
in children’s fast-food meals,
breakfast cereals, comics or
middle-end cosmetics, free
products offer something
free of charge at the time

of purchase and give an
immediate reward. Collectible
items such as toys or trading
cards are a particularly
powerful marketing tool
because they encourage repeat
purchases.

Free product is often used in
product trials as an incentive
for first-time buyers. Extra
product (offering more product
for the same price) has the
advantage for the company of
only costing the raw material
content but the consumer feels
the full benefit.

Sweepstakes and other
competitions

Sweepstakes involve a random
drawing of a winner in which
little or no skill is required.
Sweeps generate interest and
awareness in a product or
brand. Other competitions may
require some skill, and offer
more attractive prizes. Instant-
win competitions involve the
consumer opening the package
to see if they have won a prize.

In general, competitions allow
a company to offer larger
rewards to smaller groups of
customers and ensure that all
those taking part feel some
benefit.

Phone-ins or text-ins are
normally aimed at people
using mobile phones; these
competitions usually offer a
fashionable and fun prize and
can be helpful in building up a
database.

Charity promotions
Companies donate money to
a charity in return for proof
of purchase. Such promotions
provide a good means of
improving a company’s public
image.

QL
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Sales
Which promotional tool completes each sentence correctly?
Competitions | Premium offers | Refund offers | Money-off coupons | Extra product |
In-store demonstrations and sampling | Charity promotions | Banded offers
e e create an immediate awareness of products.
2 e can be used to reduce stock that is not selling well.
 JR OO require the consumer to mail in proof of purchase in return for cash.
Lo reward the customer with free or discounted merchandise.
D e can be distributed in several different ways.
B e costs the company only the raw material content.
7/ allow a company to offer larger rewards to smaller groups of customers.
B e provide a good means of improving a company'’s public image.

Decide whether the following sales promotions are on-the-spot or delayed.

free-mailin-samptes | money-off magazine coupons | instant win | cash refund | charity
promotion | store sampling | phone-ins | banded offers | in-store demonstration | sweepstakes

On the spot Delayed

What promotional tools does your company use to sell its products or services?

Advertising strategies

Read the information below. Then listen and put the steps in order. © 34

These steps are important in any advertising strategy:

D a. take into account corporate identity (CI)

b. select form of promotion that best suits objective

Ue

D d. have a realistic (advertising) budget

examine best time for promotional activity

D e. select medium (should match needs of company)

()¢

conduct market research

C] g. examine target group (who, how to reach them)

D h. evaluate advertising campaign

D i. clarify responsibilities from the beginning
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B Read the text about advertising.

Be SMART

In general, the objective of promotional You will find that SMART objectives can
activities will probably be to increase sales, be (and are) applied to a variety of business
either directly or indirectly. But before areas. SMART is an acronym: each letter
deciding what form of advertising or other stands for an individual word. At the same
form of promotion to use, a company should time, this is a play on words as the word
know exactly what it wants to achieve. It is smart means clever or intelligent.

useful to draw up a set of SMART objectives,

in other words, objectives which are specific, specific
. . S

measurable, achievable, relevant and timely.

Examples of objectives: One objective eSSl Ill

may be to create awareness or to provide
information. Another may be to prompt an /A achievable @
action of some sort; for example, a visit to a

website. Alternatively, a company may wish to R relevant .
convey a special message (e.g. to announce

special offers), to reassure existing customers T timely
or to acquire new ones.

C Write three statements about the text. They can be true or not true.

D Now swap with a partner. Read his or her statements and mark them true or false.

E In groups, discuss the questions below and brainstorm ideas.

» What makes an effective advertisement?
* Is there actually a formula for making a good advertisement?
« In your country, do advertisers have to follow any regulations concerning advertisements?

F Listen to an interview with an advertising expert. Complete the statements. 35

1. Advertisements should presenta clear ...
WIth @ SEtrONG ..o

2. There’s noreal Magic ..., , but there is a
bit Of behind it.

B should be eye-catching and clear;

should attract attention.

4. ASA stands for AdvertisSing ... Authority. —
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4 Sales strategies

A Which sales strategy is best and why? Read the statements and discuss.

Selling is simple. All it is about is the relationship a company or sales agent has with
the customers. It is crucial to listen to the customers and answer their questions. If
you take the time to do this, the next steps will follow automatically and the customer
will end up buying the products and services that they really want. It is important that
throughout the selling process no false claims are made. In sales, honesty really is the
best policy.

Selling is simple. It is a combination of different things. It is essential for a company
to have an aggressive sales force, one which is naturally better than the competitors’.
Having a good (if not the best) product on the market also helps. A thorough
understanding of the customer is also vital in order to develop the best sales strategy.
And, of course, do not take no for an answer! Make sure the signature is on the dotted
line and keep in touch with the customer. They are a potential buyer of other products.

B Listen to an interview with a sales manager and answer the questions below. 36
1. In order to sell a product, a company needs the right ...

D customer base. D sales manager. D product and sales team.

2. According to lan, good salespeople should ...

D be passionate. D have a touch of arrogance. D not use humor.

3. Commission varies according to ...

C] age. C] product. D gender.

4. The company offers seminars in ...

C] team building. C] market research. D report writing.

5. lan thinks an important motivating factoris ...

D the freedom to work alone. D setting realistic targets. D free-time occupations.

C In groups, develop a sales strategy. Follow the guidelines below.

Consider the following questions: )V
» Who are our customers? o :
» Which customers do we want to attract? ,

What is the best way to reach them?
« What do we expect to achieve?

» How can we achieve our sales expectations?

% i ef® -
m c\}‘é“oﬁx
o*

Develop a new sales strategy for one of your company'’s
existing products or services. At the end of the allotted
time, you should be able to present your strategy.
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I, .l
“The customer is always right”. Do you think this is true?
L -

1 Great customer service

A Discuss and prioritize the nine “commandments” and come up with a tenth one.

The Ten Commandments of Customer Service
Companies should ...

. accept no excuses for poor quality or service.

. treat their customers individually.

. never see the loss of a customer as justified or inevitable.
. regularly benchmark themselves against their most successful competitor.

. know their customers - their requirements and desires.

. ensure that all staff members are fully committed to customer satisfaction.

. perceive customer dissatisfaction as a valuable opportunity to improve their services.
. continuously measure, monitor and share feedback on customer service.

. have complaints procedures which are easy for the customer to use.

O 00 OV B WN A

B Are these “commandments” applicable to all fields of business? Discuss.
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C Rate your company'’s customer service on a scale from 1 (excellent) to 5 (very poor) and explain.

D In groups, develop a customer satisfaction survey. Follow the steps below.

e Write a short introduction in which you explain
what you want your customers to do and why.

« Come up with a maximum of eight questions
that you want to ask your customers.

» Decide on a rating scale.

e When you are finished, compare your results
with the other groups’ results.

TIP: If you need help, look for customer satisfaction
survey templates on the Internet.

E Have you ever experienced poor customer service? Tell the class about it.

2 Complaints and apologies

A Listen to a voicemail message and discuss the questions below. © 37

1. Why is the woman dissatisfied?

2. On a scale from 1 to 10, how angry do you think the woman is? Give reasons for your opinion.

3. How would you describe the language the woman uses (polite, aggressive, direct, indirect, etc.)?
Do you think it is appropriate for the situation? Why or why not?

4. Are you a complainer? Is your “complaining style” similar to the woman’s?
If not, what differences are there?

B Complete the complaints with the phrases below.

still waiting | may have forgotten | expected-a-bitmore | pretty unhappy | seems to have been |
have to say | get me wrong | like to say | just about

1. | must say, we cxpected abitmore ... for our money. o
2. 1thinK YOU oo to send the parcel. parcel
3. DON but your delivery was very slow. post
Lo UM e with the service | received. AE
5. l want to speak to the manager. I'Ve ..., E)naacilrage
had enough.
6. 1doNt . this, but your quality standards
have dropped.
7. TREI€ oo a misunderstanding about quantities.
8. 'M SOMTY O oo, this, but your salesman was very rude.
9. Actually, We'r€ ... for your service team to come out.

C Look at the complaints in “B” again. Are they polite or rude?

sixty-seven 67



1 1 Customer Service

D In groups, come up with additional phrases for making polite complaints.

E Listen to the conversation and answer the questions. © 38

. Why didn’t Jim call back sooner?

. Why does Jim offer to give the woman his mobile number?

. What does the woman say about the repairman?

. What solution does |Jim offer?

. How much will the woman have to pay for the repairs?

. Do you think the woman is still angry at the end of the
conversation? Give reasons for your opinion.

AUt d~WN~

F Listen again and circle the phrases Jim uses to apologize. © 38

1. Yes, | know, | do apologise / am awfully sorry.

. Please accept my apologies / I'm terribly sorry, but you see, there was no one at reception.

. This kind of thing doesn’t normally happen / has never happened before.

I'm very sorry indeed / very surprised to hear that.

. | can quite understand that it's very frustrating / annoying when something like this happens.

. Well, I'll certainly look into that / try to find out what happened.

N o ouwos~ wN

. That shouldn’t have happened - very unfortunate / regrettable.

G Put the dialogue below in the correct order. Then listen and check. © 39

D a. LTRB No, that’s not good enough at all. | expect your delivery by Friday, okay?

D b. VG  Yeah, it's not ready yet.

C] c. LTRB This is LTRB Magazine. Um, well, we're still waiting for some artwork from you.
C] d. VG That's right, yes, how can | help you?

e. LTRB Oh, hello, is that Vague Graphics?

D f. VG  Right, I'll tell the artist to hurry up then.

C] g. LTRB I'd appreciate that, thank you.

C] h. VG  But we haven't even started yet. Would it be okay if we got it to you next week?

D i. LTRB Right, there seems to have been a misunderstanding about the deadline. You see, we
wanted it by today.

H Discuss the dialogue with a partner. Then rewrite it and make it more polite.
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I Here are some idioms related to anger. Complete them with the words below.

flies | nerves | wall | hit | piece | fit

-_

Don't tell Sue about the budget cuts yet —she’ll ... the roof!
. Alan’s really difficult to work with - one bit of criticism and he

2
3. When Zoe got back, Gary was sitting with his feet on her desk. She nearly had a
4

. They've been renovating the office for weeks now - it’s driving us all up the

(%]

. The customer service agent was very rude, but | really gave hima ... of my mind.

[}

. Can you close the door, please? This noise is really getting on my

J In small groups, talk about the questions below.

« What is the most effective way of making a complaint?

» Have you ever made a complaint over the phone? If so, what did you complain about?

» Have you ever asked to speak to the manager? What was the situation? What happened?

* Do you have to deal with customer complaints at work? Tell the class about your experience.

3 Customer service elements

A Read the text below. Do you have service level agreements in your company?

Service level agreements

Many companies use an agreement to set out
and control the provision of services, whether
they are between two different companies or
as an in-house arrangement. These service
level agreements (SLAs) are particularly
used in today’s highly competitive technology
industry. Internet service providers are just
one example of those companies required to
offer guaranteed service levels to customers.

For the provider of the service, SLAs provide an opportunity to set its service apart from that of
its competitors. For customers, an SLA is a way of ensuring that they receive the level of service
they pay for.

Of course SLAs must also define what action must be taken if a provider is unable to deliver the
agreed levels. The SLA will contain a clause to compensate the customer in the form of credit or
a refund. An SLA will also include provisions for emergency events, such as a website crashing
through failure of electrical power. Naturally, availability of data is mostly more important to a
customer than any refund, so response and repair times are a key part of an SLA.

The SLA sets out the average time which the service provider will take to restore a service. This is
normally the MTTR (Mean Time To Restore/Repair). If it is not possible to solve a problem within
this MTTR, then a procedure of fault escalation, agreed upon by the provider and customer, will
take place: the problem is “escalated” from the lowest to the highest level in the service company,
depending on the urgency of the situation.
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B Listen to the conversation and mark the sentences true or false. Q 40

D 1. The first step in drawing up an SLA is to draft the agreement.

D 2. IT and business managers often have different ideas about levels of service.

C] 3. The man says that his company’s IT budget is cut if it fails to reach its SLA targets.
C] 4. The company’s IT department gets cash bonuses if it exceeds its SLA targets.

D 5. The company’s IT department rarely exceeds its SLA targets.

D 6. SLA are always reviewed at the end of each month.

C Read and discuss. Does your company make use of call centers and help desks?

Call centers and help desks

One way of providing services to customers is by using

call centers. A call center is a place in which a company
establishes a means of communication with customers or
supports a particular business function. Call center operations
are typically split into inbound (order taking, response
management, etc.) and outbound (cold calls, promotions, etc.).

Call centers and help desks both provide customer service and use similar technology. The
difference lies in the customer. Call centers normally focus on external customers; help desks
on the other hand provide technical support for machinery, hardware or software for internal
employees. However, due to the tendency towards outsourcing call centers and help desk
functions, it is becoming increasingly difficult to differentiate the two.

D What qualities or skills should someone who works in a call center have?

E Do you think people who work in call centers need to receive special training?

F Put the stages of the customer service cycle in the most logical order.

C] company delivers goods or service
customer makes enquiry

D company sends order confirmation
D customer phones helpline

C] customer places order

C] customer receives refund

D company registers customer’s problem and
takes steps to solve it
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Customer Service

Listen to the presentation and mark the sentences true or false. Q 41

D 1. The sale is the end of the supplier-customer relationship.

D 2. Customer service starts with the customer finding out about the product or service.

C] 3. The customer service cycle involves a good flow of information between the customer
and the supplier.

D 4. After-sales support involves giving notification of delivery.

C] 5. Call centers are a way to find out which problems customers are experiencing.

C] 6. It is important that companies give refunds rather than replacing goods.

Read what these four managers say about customer care. Add the missing phrases.

a. the key to customer care is good organization c. listen to your customers’ complaints
b. training your people to value your customers d. I always tell my team to follow up the sales

= b
'

v

-_—

NEE)

8

2
o

e e Criticism’s not nice to

hear, but it's the only way you're going to improve anything. Keep in mind that only
about one in ten customers even bothers to complain. And don’t be defensive when
you get complaints: listen and sympathize. Then do something about it.

2 e | mean, you put all that
energy into getting a new customer and then just let them go to the competition
next time round. What a waste! Send them information, even quite a while after the
sale; they often come back.

3 Well, TERINK e , doing as much
behind the scenes as possible: keeping enough in stock, keeping quality high so
you don't get returns, that sort of thing ...

4.1 guess good customer careis all about ...
....................................................... , and not just the ones in the shops - all of them. It's also
important to be a good example. If a manager doesn’t treat his staff with respect,
the staff won't treat the customers with respect.

Look at the opinions in “H” again. Which of them do you agree with the most?

Write a short text about customer service in your country.

Before you start, brainstorm ideas in groups. Consider the following:

» How would you describe the quality of customer service in your country compared with other
countries? Can you think of possible reasons for the differences?

e Which countries have the best (or worst) customer service?

» What businesses in your country have the best (or worst) customer service?

» Has the quality of customer service in your country changed over the past few years? If so, is it getting
better or worse?
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12 Company Structures

Has your company or department ever been restructured? What were the reasons?

A Read the information below. How would you describe your company’s culture?

Company culture

Most analysts generally agree that there are four main company cultures. However, in reality companies

may be a mixture of more than one.

The power culture

Decision-making and power are in the hands of
the leader of the company. To ensure ultimate
control and block challengers to the leader’s
position, information is simply not circulated
and employees are often kept in the dark.

The role culture

Roles and procedures are clearly defined

and exercised. Senior executives ensure that
everyone knows their place and do no more
than is expected of them. Employees are not
expected to comment on issues which are not
directly involved with their jobs.
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The task culture

Task groups are formed and quickly
disbanded as soon as the project is over. The
concentration of power regularly shifts from
one person to another. Empowerment is at the
centre of this model. However, conflicts and
power struggles can arise between so-called
experts and managers when it comes to who
has the final say.

The people culture

Power is spread equally among all personnel.
Decision-making can be a time-consuming
process and in-company struggles may occur.



Discuss these questions with a partner. Then compare in class.

Company Structures 12

» Which of the four models in “A” do you think is the best for a company? Why?
* Which combinations seem reasonable to you?
« What countries or branches of industry do you associate with the four models? Give examples.
* Which company culture suits you best? Why?

In groups, develop a plan for restructuring your company. Follow the steps below.

An investor has decided to invest € 1 million in your company. You are part
of a team of consultants who have been asked to put forward a detailed o

restructuring proposal. The new structure should make the company more

competitive and, ultimately, increase its market share and profit.

« In your team, discuss different options and decide on the best one.
» When you are finished, present your proposal in class. Explain how
the money will be spent and what the future benefits will be.

» Be prepared to answer questions.

Describing trends

Draw a simple line graph for each of the descriptions below.

1. The number of
units sold improved
dramatically in the
last quarter.

2. Due to higher
production costs,
profits fell slightly at
the end of last year.

3. There has been a
significant decrease
in the number of job
applications.

1000 005‘

y

4. Analysts believe
that outsourcing will
grow steadily in the
next few years.

The words below are used to describe trends. Write them in the correct category.

falt- | increase | climb | improve | cut | stagnate | drop | remain stable | level off | decline |
decrease | soar | recover | pickup | fluctuate | slump

Upward movement

Downward movement

No or hardly any movement

C What other words can you use to describe trends?
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D In each sentence, replace the word in bold with a word that is opposite in meaning.

dramatically | sharply | slowly | gradually | barely | moderately | suddenly | slightly

1. Mike’s salary has gone up steadily over the past four years.

2. Production costs dropped significantly for a number of reasons. A TRENDS

3. Unemployment rates fluctuated noticeably after the financial crisis.
4. Supplies decreased rapidly as the holiday season came to a close.

5. Sales picked up considerably in October and November.

6. Unfortunately, the number of visitors declined slightly last year.

E Listen and put the graphs in the order in which the speaker refers to them. (> J¥)

Oa o (e

F Draw a graph and swap with a partner. Explain the graph your partner has drawn.

H What are current trends or developments in your industry or company?
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3 Outsourcing

A Match the words on the right to the definitions on the left.

1. a section within a company (e.g. Personnel, IT, Marketing) a. guarantee

D 2. an association which represents the interests of workers b. reputation

C] 3. another word for aim or objective c. reduce

C] 4. another word for warranty d. union

D 5. the way a person or company is thought of by others e. deficit

D 6. to become less f. core competencies
C] 7. alack; not enough of something g. department

C] 8. something that a company does very well (better than others) h. target

B Read and discuss. Has your company outsourced any business activities recently?

Outsourcing

Outsourcing has become big business, especially for
countries such as India. As more and more corporations
adopt a strategy which focuses on their core competencies,
non-essential business activities are being transferred to
service providers. Non-essential business can range from
marketing to accounting and from logistics to call centers.
But why are global companies outsourcing? The answer

is simple: Outsourcing has many advantages.

- It frees capital for essential business.

= It reduces personnel costs.

— It allows companies to use specialist and expert support when necessary.
— It permits them to offer their products and services at competitive prices.

However, outsourcing can have a downside. Allowing external agents to make key decisions for a
company can be dangerous and can cost a company their reputation and customers. In addition,
service providers very often offer unrealistic prices in their contracts, which means the risk of them
going out of business is quite high.

C Listen and mark the sentences true or false. O 43

D 1. Headcount reductions is another way of saying to fire people.
C] 2. A pay-freeze means to stop paying employees for a few months.
C] 3. A company that goes bust has gone bankrupt.

D 4. To enter a low margin contract means to make less profit.

D 5. Light at the end of the tunnel means there is no hope left.

C] 6. Core competencies are a company’s weaknesses.

C] 7. To cut costs means to spend less.

D 8. Recovery means to remain stable.
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D Listen again and complete the phrases below. © 43

a contract | activities | costs | acrisis | bust | forjoy | prayers | terms and conditions

1. toanswer PYAYCrS e B O 8O0 oo
2. tO OUESOUICE ...\ 6. todictate ..o
3L 0 CUL e 7. R0 @NEEI o
L. 1O SUFF@I oo 8. TO JUMIP oo

E How do you feel about outsourcing? When does outsourcing make sense? Discuss.

4 Doing business in India

A What images come to mind when you think of India? Make a list and compare in class.

< :
................................................................................................................................................. el  INDiA
................................................................................................................................................. g

B In class, discuss the questions below.

« Have you ever been to India? If so, tell the class about your experience.
If not, would you like to go? Why or why not?

How do you like Indian food? Do you have a favorite dish?

» Does your company have any business partners in India?

What do you know about Indian business culture?

What do you know about Indian companies, products or services?

C Listen to a promotional announcement and mark the sentences true or false. Q 44
C] 1. You should consider outsourcing if you have answered “Yes” to at least
three of the questions.

D 2. In the past three years, fewer American companies have outsourced
their business activities to India.

D 3. The Indian government offers incentives to foreign companies.
D 4. Among others, IT tasks and billing can be easily outsourced.
C] 5. Indian Outsourcing Partnerships is the market leader.

C] 6. Indian Outsourcing Partnerships works with big companies only.

D 7. The agency’s partners are located in Mumbai.
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D Complete the sentences with some of the words below.

eyes | hand | chin | feet | hands | finger | knee | mouth | head | feet | leg | ears

1. The traditional greeting in India is “Namaste”. While saying it, you should place your hands

together underyour ... and [ower your ...

2. You should keep a distance of at least three ... between you and the other person
you are talking to.

3. Pointing your ... at another person is regarded as rude.

4, Holding your ..o is a sign of sincerity or repentance.

5. Men and women do not normally shake .......................... with each other.

B e are considered unclean in Indian culture.

7. You eat with yourright ...

E Listen to the conversation. What is the meaning of the expressions below? o 45

in a nutshell | to keep mum about something | to dig your own grave | bigwigs

1. not to tell anyone about something

F Listen again. Which of these phrases do the speakers mention? @ 45

D cost reductions D company'’s profits D shareholder value
D imported services D low productivity D high productivity
C] increase exports C] salaries and wages D job losses

G The following statements are from the conversation. Fill in the missing words.

for | in | on | under | on | about | for

1. And Accounts is alSo ... discussion.

2. That's it ..o a nutshell.

3. I 'saw a programme ... OUtSOUICING ... TV.
4. ltcouldbebad ... business.

5. We'll become dependent ... imported goods.

6. They should try thinking ... a change!
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13 Lead hi
I, .l
What is a “natural born leader”? Can you think of anyone you would consider a natural born leader?
L [

1 Good managers

A Write the adjectives next to the descriptions and compare in class.

bossy | submissive | assertive | persistent | committed | _consistent | systematic

1. People who are dependable and don’t change their mind all the time: .consistent.

People who are commanding and authoritative: ...

People who express their opinion in a confident and positive way:

W N

People who never give up and keep trying:

W

People who are dedicated and loyal to their aim: ...

6. People who are methodical and do everything inorder: ...

7. People who are willing to do what they’re told without arguing:

B In pairs, write down five qualities and skills managers should possess. Discuss in class.
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C Read the information below. In teams, decide which candidate should get the job.

m

A

Your American subsidiary is looking for a new manager. Two candidates, one external and the other
internal, have been shortlisted. Below are the personnel manager’s notes:

External - Amina Harrison
single, 32

Internal - Marek Roman
married, two children, 43

« highly qualified, speaks two foreign
languages
e excellent references from current employer

< what he lacks in professional qualifications,
he makes up for in experience
e seventeen years at the company

and professor

e a model candidate

experience and her age

 friendly, mature personality

me somewhat

« well-liked by both colleagues and bosses
« performed very well during the interview « reliable and responsible

e enthusiastic, motivated and professional < unfortunately, his answers to the leadership

« only drawbacks | feel could be her lack of questions during the interview concern

Compare in class and give reasons for your decision.

Listen to the conversation between Dan and Mike and discuss the questions. @ 46

1. What's the reason for Dan’s phone call?

2. What's Mike’s advice?

3. Do you have an additional piece of advice that might help Dan?

Communication

Listen and put the communication mistakes in the order they are mentioned. © 47

C] 1. First mistake

a
D 2. Second mistake b
D 3. Third mistake c
C] 4. Fourth mistake d
C] 5. Fifth mistake e

. carelessly formulated emails or memos from managers

. imprecise instructions from managers

. lack of information from the management

. lack of management interest in suggestions

. manager has no time to discuss problems

In pairs, come up with additional communication mistakes people frequently make.

These expressions are linked with common first names. Guess their meaning.

C] 1. a moaning Minnie

a
C] 2. the average Joe b
D 3. a nosy parker [d
D 4. Jack of all trades d
C] 5. asilly billy e

. someone who is behaving in a foolish way

. someone who complains a lot

. someone who is able to do many things

. someone who is annoying and wants to know everything

. someone who is just like everyone else
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1 3 Leadership

D Can you think of similar examples in your own language?

E Read the text and answer the questions below.

Assertiveness training

What does “assertive” mean and why do we need
assertiveness training?

There are three types of counterproductive behavior in
the workplace: aggressive behavior, which often harms a
large number of people who are affected by it; submissive
behavior which normally harms only the person him-

or herself; and aggressive-submissive behavior, which

is a mix of the above, resulting in extreme mood swings,
in which an employee may behave aggressively towards colleagues and then submissively
towards managers. All are disruptive to good working practice.

Assertive people, on the other hand, have a positive, confident style of communication, which
means they are neither submissive nor aggressive. People like this try to find a reasonable
solution which works for everybody. An assertive person is a positive influence on others and an
asset to any workplace.

The basic techniques for assertiveness can be trained. Participants are trained how to state
clearly and simply what they feel and what they want. They are told to make brief, concise
statements without detracting, hinting, using flattery or manipulating to get what they want.
They are also trained not to be apologetic or aggressive as this will hinder their complaint being
taken seriously.

Assertive people stand their ground in the face of opposition or criticism when they believe in
what they are saying or doing. One of the most important points of assertiveness training is that
participants are taught how to stay calm and not to give in to anger or frustration since this only
leads to a loss of control and is highly unproductive. Techniques may be as simple as counting to
ten before answering and expressing reasons.

Assertiveness training is based on the idea that individuals have rights and responsibilities
to themselves and their colleagues. If people feel these rights are respected, their confidence,
motivation and productivity will improve. In order to achieve this, these rights and
responsibilities must be communicated (and negotiated), which may create potential for
disagreement, complaint or conflict. Assertiveness training can show people how to deal with
this type of communication in a productive and reasonable way:.

1. According to the text, which types of behavior are counterproductive in the workplace?
Explain why they are counterproductive.

2. What is assertiveness training?

How do assertive people communicate? How do they deal with opposition or criticism?

4. Why is it important to discuss people’s rights and responsibilities in the workplace?

w

F Discuss these questions in class.

» Have you ever participated in an assertiveness training workshop or a communication skills course?
If so, tell the class about your experience.

» Do you think communication training is useful or a waste of time? Give reasons.

* Should all employees receive communication training or just managers?

80 eighty



Leadership 1 3

3 Time management

A Find words or phrases in the text that are similar in meaning to the words below.

Hours that executives work

Although maximum working hours for employees are legally
defined in many countries, there is no restriction on the number of
hours executives put in each week. Consequently, many managers
burn the candle at both ends: they are the first to arrive in the
office, and the last to leave in the evening.

Although many people might say that this is to be expected, there
are serious concerns that many managers are working unhealthily
long hours. In Europe managers spend, on average, five hours
longer in the office than other employees and this is rising.
Statistics across Europe show that around 80 % of executives work
over 40 hours a week, and around 30% more than 50 hours.

Managers admit that these long hours are not only affecting their
health but also their personal relationships, which is not surprising
perhaps when you consider that many managers take work home
in the evenings and at the weekends.

B Match the sentence halves to create idioms related to work. Discuss their meaning.

1. Many managers burn the a. the go all day.

D 2. Ed’s really swamped b. your plate at the moment, but could | ask you a favor?
C] 3. Unfortunately, I'm tied c. full with this project. | can’t take on another one.

C] 4. | have my hands d. yourself into the ground again.

D 5. Phew, home at last! I've been on e. up all day, but we could meet tomorrow morning.

D 6. You look exhausted. Don't work f. candle at both ends.

C] 7. | know you have a lot on g. with work. Can you help him out?

C In pairs, decide on five words that you would like to add to the word cloud.

GOALS
TOOLS & PRODUCTIVITY sCHEDULING

2 e SCOPE TIM E MANAGE o
B e MANAG E M E NT

- ACTIVITIES

ACCOMPLISHING

TASKS

FFICIENCY

ROJECT
EXERCISING

o
A
o
()
m
2
wn

TECHNIQUES

Ut
SYSTE
METHOD

CONTRO

D Compare in class and explain your choice.
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E In groups, come up with strategies for better time management.

« Discuss different strategies for effective time management that you are familiar with.
« Decide on four strategies that you find particularly useful.
« When you are finished, present your ideas in class and vote on the best strategy.

F Complete the phrases with the verbs below.

monitor | schedute | set | delegate | get | allocate

1 SCHEAUIC oo ameeting L. .. your use of time
2 e time to something 5. ... priorities
B e tasks to others 6. ... a task out of the way

G Listen and decide if the information is true (T), false (F) or not mentioned (-). D 48

D 1. Prioritizing is the first strategy the speaker mentions.

C] 2. The speaker advises against using time management apps.

C] 3. According to the speaker, to-do lists are no longer effective in today’s business world.
D 4. The speaker thinks companies should invest more money in time management software.
D 5. The speaker suggests delegating routine tasks.

C] 6. The speaker believes the Pareto Principle applies to all areas of business.
H Do you think people are too concerned with time and time management? Discuss.

4 Delegating
A Match the words on the right to the definitions on the left.

D 1. to frighten someone by a display of power a. to grasp

D 2. to understand b. to oversee
C] 3. to be angry or upset about something c. conducive
C] 4. to give someone more control or power d. to intimidate
D 5. to supervise e. to resent
D 6. helpful; causing something to happen f. to empower
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B First, answer the questions on your own. Then, listen and compare. © 49

1. Amanager’sjobis ...

D to handle all tasks. D to delegate work. D to control employees.

2. A demotivated or confused team is a sign of ...

C] bad management. D insufficient delegation. D recent changes in
management.

3. “Empowering” employees means ...
C] that all employees do D that employees make all D giving them a chance to

the manager’s job. important decisions. develop certain skills.

4. "Hands-on” experience is ...

D frustrating. D challenging. D motivating.

5. Delegation helps the manager to ...

C] spend time with his family. D focus on future goals. D get work done quicker
and better.

C Read Part 2 of the talk and underline the words or phrases that mean the following:

—to-help;make-easier- | at the beginning, first | longer lasting | large amount

The Art of Delegating: Part 2

It is important for managers to decide which jobs to delegate.
In order to facilitate this decision, it may be necessary for
them to make a list of all the activities and decisions they are
responsible for in a week. The tasks which are not priorities
and do not demand the manager’s individual skill can be
delegated. This may involve initial training but could save a
great deal of time over an extended period.

D Now listen to Part 3. Put the tasks in the order in which they are mentioned. @ 50

D a. welcome any suggestions

D b. give employee the authority necessary to carry out the task
C] c. give employee the space to carry out the task independently
C] d. explain the short-term purpose of the task

D e. identify a suitable person

D f. explain how task relates to long-term goals

C] g. explain task in a calm and detailed way

C] h. allow employee to ask questions

E Discuss the question below.

« Do you ever delegate tasks?
* How do you decide which tasks to delegate and to whom?
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How would you define “globalization”?

1 Non-verbal communication

A What messages do you send if you do the following?

* avoiding eye contact with someone .
e pretending to zip your mouth shut .
« fiddling with a pen (or your hair) while talking .

 shaking hands firmly .

B Complete the phrases below with the correct verb.

point | raise | stroke | stick | bite | cross

1 t0 FAISC your eyebrows 4.
2. 80 your arms 5.
3. t0 out your tongue 6.

C In groups, discuss the questions below.

* How does body language help communication?

putting your hands in your pockets
shrugging your shoulders

leaning forward when talking to someone
slumping in your chair during a meeting

2O e at someone
B0 your beard or chin
B0 your nails

« Do you pay attention to your own body language? Why or why not?

« Do you notice other people’s body language?
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D Read the text. Can you think of other common gestures in different cultures?

2

A

Hand gestures around the world

The ring

 In North America and many European
countries it means okay.

« In France, however, this gesture means zero.

 In Brazil and Russia it is an offence.

The eyelid pull

« In the UK, France and Greece it means you
can't fool me.

« In Italy it means be careful or pay attention.

Fingers crossed

 In North America and the UK it means
good luck. In Vietnam, however, this is an
offensive gesture.

The chin flick
« In France and northern ltaly it means
get lost.

Globalization

The nose tap

 In the UK it means that something is
confidential or shouldn't be spread around.

« In ltaly it is a friendly way to say watch out
or be careful.

The thumbs-up gesture

e In most countries it means everything is great.

» |n Australia, however, it is an offensive
gesture.

The palm back V sign

« In Australia and the UK this is a very offensive
and insulting sign. It is often confused with
V for victory.

The fingertip kiss
« In France, Italy, Spain and Latin America it
means that’s fantastic or beautiful.

In pairs, write down three advantages and three disadvantages of globalization.

Advantages Disadvantages

e e e e
2 e 2 e
B e B e

B Compare your results in class. Then discuss the questions below.

» Do you work for a multinational company?

* What impact has globalization had on you and your company?
e Should consumers make an effort to purchase products made BE AE

in their own country? Why or why not?

» Does globalization foster a better understanding between

different cultures and ethnic groups?

globalisation globalization
offence offense

14
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C Come up with ideas for opening a new branch or subsidiary. Follow the steps below.

Step 1:

Your company wants to set up a branch or subsidiary abroad, preferably in Asia, Africa or South America.
You are part of the project group responsible for making the decision where it should be. Which aspects
should a company consider before it ventures abroad? Brainstorm ideas with a partner. When you are
finished, compare your ideas in class.

Step 2:

As a group, decide on three countries that might be a good choice for your company. Discuss the
different options and decide where and under which circumstances you want to open your new branch
or subsidiary.

D Listen to a news program. Take notes and answer the questions. © 51

1. What are the two NeWS Ite€MS @DOUL? ... . e
2. Where is the conference centre 10CateA? ... .. . e
3. HOW Many people WEeIe INJUIEUT . ... ... .. et
4. Which company is the economic news item about? ...
5. Where are the company’s headQUArt@IS? .. ...

6. Where does the company produce its ProdUCES? ...

E Match the words that are similar in meaning.

injured | decrease | smash | venue | refuse | reute | labour

1. way route

BREAKING

2. place / location NEws

3. hurt

. reject

. decline

. workforce

N | o v &

break (e.g. a window)
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F Listen to the interview and mark the sentences true or false. © 52 BE AE

labour labor

D 1. Demonstrators and police officers were injured.
football soccer

D 2. Irmgard Gassner is the police spokesperson.
C] 3. The police didn't want the demonstrators to march in front of the conference hall.

C] 4. The World Economic Forum opened earlier today.

D 5. Football hooligans, families, youth groups and religious groups were in the demonstration.
D 6. Multinational companies use child labour.

C] 7. The economies of the so-called developed countries are improving.

G Complete the leaflet with the words below. Do you agree with the statements?

minority | safe | decreasing | cheap | majority | dangerous | large | poor | increasing

Five gOOd reasons to say N O to globalisation:

> African workers work on oil platforms which are ot ..., (1).

> |ndian workers are forced tO US€ ... (2) materials and production
methods.

> Children are used as ... (3) labour to manufacture exclusive and

expensive products.

> Unemployment in developed countries is ... (4). Only a select
_______________________________________________________ (5) is becoming rich.The ... (6)is
_______________________________________________________ (7) and their living standards are ... (8)

S THE oo (9) multinationals are modern-day bandits, robbing the

developing countries of their resources and destroying the environment, too.

H Which of these words do you not associate with protests or demonstrations?

D banner D megaphone D squirt gun
D teargas D mantra D chant
C] billboard C] water gun C] barricades

I Inclass, discuss the questions below.

« What protests are going on right now (either in your country
or other countries)?

 Are protests a good way to bring about change?
Why or why not?

» What other options do you have to voice your opinion?

* How should the police deal with protestors?
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3 AboutIndia

A In pairs, decide if the statements are true or false.

D 1. India is the largest English-speaking nation in the world.

D 2. Bengali and Urdu are languages spoken in India.

C] 3. Jaipur is the city with the largest population in India.

C] 4. The majority of the population is employed in agriculture.
D 5. India gained independence on 18 August 1966.

D 6. Yoga originated in India and has existed for over 5,000 years.

C] 7. India is the world’s biggest producer of mangoes.
B Do some research and come up with three additional interesting facts about India.

C Complete the interview with the reporters’ questions. Then listen and check. © 53

a. Butisn't it true that your company is saving millions, if not billions, by producing in India?
And didn’t you receive grants from the Indian government?

b. Mr Walker, do you feel that you and your company are exploiting the developing countries,
such as India?

c. What about your employees in Britain and other European countries? How safe are their jobs?

d. Above-average salaries? Don’t the employees earn less and aren't they expected to work more hours
than their British counterparts?

Reporter1 D

R. Walker Absolutely not. On the contrary, we are a major producer in India. We've created jobs.
Therefore, we have helped to improve the economy and raise the living standards of a
lot of Indian people. Our employees are paid above-average salaries and our plants are
modern and use the most up-to-date safety procedures. In addition to this, we believe
that the Indian market has great potential and will be extremely important for us in the
near future.

Reporter 2 D

R. Walker It is company policy to comply with the legal regulations of the countries in which we're
located. So by this | mean that the conditions of employment will depend on the country.
That means, yes, our British workforce have different salaries and working hours compared
with those of our German subsidiary or, in this case, our Indian subsidiary.

Reporter 3 D

R. Walker Concerning your first question, yes, we are saving money by producing in India. But these
savings benefit our customers. That’s why our products are so reasonably priced. Now,
with regard to your second question: yes, we did receive support and assistance from the
Indian government, but no, not financial aid. So in other words, the same assistance that
all foreign companies are entitled to.

Reporter 4 D

R. Walker If 1 understood you correctly, you are asking me whether or not there will be any job
losses?
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D Choose the correct option according to the interview in “C".
1. According to Richard, S.A.I.D. Communicationsisa ...

C] major producer in India. D minor producer in India. D major producer in Delhi only.

2. The Indian employees receive ...

C] below-average salaries. C] average salaries. C] above-average salaries.

3. S.A.1.D. Communications received ...
D financial assistance from D general assistance from D no assistance from

the Indian government. the Indian government. the Indian government.
4. The plants ...

C] are not very safe. C] are not very modern. C] use up-to-date safety
procedures.

5. The terms of employment are ...

C] the same worldwide. C] different in every country. C] different in every subsidiary.
E How do you feel about Richard’s arguments? Discuss in class.

F Read or listen again and form word partnerships. Then compare in class. ° 53

1. to create LOBS .o
2. tOIMPrOVEe e
3. T0raiSe e
480 PAY s

RO USE e

. tocomply with ..

5
6
7. T0SAVE
8

B0 FECRIVE e

H Discuss the future of globalization. What role do you think the English language will play?
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15 Performance

“Employees are a company'’s biggest asset”. Do you agree with this statement?

1 Your company’s performance

A Rate your company’s performance on a scale from 1 (very poor) to 10 (excellent).

Rating
1. All employees are aware of the company’s philosophy, strategy and targets.
2. The employees are able to identify with the company and its products or services.
3. All employees are made to feel valued.
4. The working environment allows employees to perform to the best of their abilities.
5. The managers or senior executives are well-qualified and experienced people.
6. The company encourages its employees to develop and realize their true potential.
7. Emphasis is placed on empowerment and teamwork.
8. The company is up to date on the latest business developments.
9. The company’s future looks good.

B Compare your ratings in class and discuss the following question:
» What works well in your company and where do you see room for improvement?
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C In pairs, complete the table. Add comments to describe the factors in more detail.

It is quite often said that “a company is only as good as its employees”. Which factors can help improve
employees’ performances?

Ratings: irrelevant (1), less important (2), important (3), very important (4), indispensable (5)

Factor Rating | Comments

job prospects

job security

remuneration

type of work

fringe benefits

other

other

2 Performance reviews
A Listen to the first half of a meeting and mark the sentences true or false. 54

1. Appraisal is another word for performance review.
. According to Nigel, performance reviews are used for development purposes.

. The company conducts performance reviews twice a year.

~ wN

. The first step is for the employee to evaluate the manager.

. The manager uses the job descriptions to evaluate the employee’s performance.
The woman is skeptical about performance reviews.

. Nigel thinks performance reviews can lead to greater job satisfaction.

. The employee meets with the manager after filling out a self-assessment form.

O ®©® Ny O W

. During the meeting, goals for the following year are set.

0000000000

10. The appraisal form is an informal document.

B Put these performance review steps in the correct order.

D a. The employee’s performance, development opportunities, etc. are discussed.
C] b. The assessment form is put into the employee’s personnel file.

C] ¢. The manager invites the employee to come to a meeting.

D d. Any additional information is noted on the manager’s form.

D e. The employee signs the assessment form.

C] f. The manager meets with the employee.

g. The manager assesses the employee’s performance using the job descriptions.

D h. The employee completes a self-assessment form.
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1 5 Performance

C Form word partnerships from the meeting in “A”. Listen again if necessary.
_performancereview | performance | employees | recommendations | information | form |
objectives | job

1. to conduct a gertormance review.

. tosigna

. to record

B0 @SSESS ..o

2
3
4
5. 10 PEerfOrM @ ..o
6
7.
8

D Now listen to the rest of the meeting. Take notes and answer the questions. D 55

1. Clara thinks a performance review system might strengthen the company’s hierarchy.
What are her arguments?

3. Clara thinks professionalism and productivity have declined in companies that use appraisal systems.
What are her arguments?

E How do you feel about performance reviews? Discuss the questions below.

» “Performance reviews are a necessary evil”. Do you agree with this statement?
e What are the benefits of performance review systems?

 Does your company operate such a system?

« lIs it effective? If so, why? If not, how could it be improved?

F Come up with alternative methods companies could use to develop their staff.
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Mentoring and giving advice

Read the text. Find words or phrases that are similar in meaning to the ones below.

1. a good thing you own or possess ...................

2. to extend or make bigger

Mentoring

............................ 3. advantages ..............

............................ 4. to come from ...

Performance 1 5

When listing possible problems, most companies would list them in

the following order: depressing end-of-year results, angry shareholders,
badly produced products, dissatisfied customers and frustrated
personnel. But some companies are rethinking things and recognizing
the fact that their personnel should come first, as they are, in fact, a
company'’s greatest asset. “Improve the personnel’s performance and

the rest will naturally fall into place”, or so the theory goes.

Mentoring (or coaching by its other name) is one way of doing this. The idea behind it is very
simple. An experienced business person, the mentor, guides, helps and supports a less experienced

person, the mentee. It’s that easy!

Research shows that in companies which have adopted mentoring, the benefits have been
impressive. For employees, careers have developed much faster due to helpful, professional
assistance and broadening of networks. For the companies, mentoring helps the transfer of

technical know-how and business skills.

Read the text again and answer the questions below.
1. What is another name for mentoring? 3. How can mentoring be beneficial to companies?
2. What exactly is a mentor? 4. How can mentoring help employees?

Have you ever had a mentor at work or at school? Talk about your experience.

When would you expect to hear these questions? What is their purpose?

Tell me about a problem that you were
confronted with at work.

Tell me about a difficult situation you
have recently faced in your job.

In pairs, practice giving advice. Follow the steps below.

» Choose one of the two questions from “D” and think of an answer.

 Give your partner a detailed description of the situation, while he or she takes notes.

» Then switch roles and take notes about your partner. Analyse the problem and come up with

suggestions on how to handle the situation. Discuss your results with your partner.
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1 5 Performance

F

In class, discuss the questions below.

« Is it easier to deal with problems if you are not directly involved? Why or why not?

« Are external people able to see problems from a different perspective?

* What role do consultants play in business today?

« Does your company have a set procedure or a recognized process on identifying and solving problems?

Stress management

Have you ever taken a stress management training course? Tell the class about it.

Put the conversation in order. Then Listen and check. © 56

D a. Steven Ah-ha, stress management! And ... was it any good?

C] b. Claire Well, | learned some very useful relaxation techniques.
For example ...

D c. Steven For example?
C] d. Claire Oh, hi Steven, no, not at all. Please sit down.

C] e. Steven Where have you been hiding? | didn't see you at the
staff meeting yesterday.

C] f. Claire Believe it or not, it was. | actually learned a lot.

g. Steven Hi Claire, mind if | join you?

D h. Claire | know. | was at a seminar for the last three days: stress management. It was one of the
seminars my boss recommended at my last performance review.

Listen to the telephone conversation and answer the questions below. @ 57

1. When is the next Stress Management SEMINAr? ...

2. Whereisitbeing held? ...

3. What will Steven receive together with the invitation? ...
4. Which form should Steven complete? ... ...

5. When should Steven submit the form? e

D What are common causes of work-related stress? In pairs, make a list.

E What situations do you find particularly stressful? How do you handle them?
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Performance 1 5

F Read the text. Find words or phrases that are similar in meaning to the ones below.

1.
2.
3.

[0CATION ... :
sign (of a problem orillness) ...

stimulate, iINSPIre ...

Stress Management

Overview

Everyone experiences stress and pressure
of some sort during their working day and
at home. Stress is part of everyday life.

“Good” stress can energize us and motivate
us to achieve what we want in life. “Bad”
stress, however, can be detrimental to our
physical and emotional health, especially

when experienced over long periods of time.

This course will help you identify common causes of stress in your life. You will learn
simple techniques to manage stress and become more effective in handling everyday

pressures in a healthy way.

Who is this course for?

v Managers, supervisors and team leaders working in high-pressure environments
v Employees who would like to reduce and manage work-related stress

Course content

v Common causes of stress
v Symptoms of stress

v Positive and negative stress

Duration
Run as a 3-day course or 4 half days

Venue
Post Hotel, 43 Glanville Rd., Oxford OX2 S8AL

G Discuss these questions in class.

Do you think there is such a thing as “good” stress?
Give reasons for your opinion.

What are some typical symptoms of stress?

How dangerous do you think stress is?

What are some positive and negative ways

people deal with stress? Give examples.

Do you know any relaxation techniques that you
can recommend?

v Identifying stress in your life
v Five techniques for coping with stress
v Learning to relax

Trainers

Laura Munroe, PhD, Phil Jenkins

__ More details
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What should companies be concerned about besides making money?

1 Companies and ethics

A Read the statements and discuss. How do you feel about these business practices?

1. Aleading international electronics group has asked all its employees to go without their holiday
bonuses next year to ensure that the company will have healthy end-of-year results and good
shareholder value.

2. A powerful drug company is condemning seriously ill people in the developing world to certain death
by refusing to lift the patent on the company’s products, thus stopping the necessary drugs from

being manufactured at prices that are affordable to these poorer countries.

3. A furniture company imports wood from tropical rainforests. They are well aware that some of the
trees are being harvested illegally and that ecosystems are being destroyed in the process.

4. A well-known global player has no qualms about trading with businesses in countries which are
headed by repressive and tyrannical regimes.

5. A newspaper survey revealed that Britain’s CEOs paid themselves an average of £1.7 million per year.
In contrast, the average pay of British workers is around £30,000.

B Can you think of similar examples of unfair business practices in your country or field of business?
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C Read the article and discuss the questions below.

BUSINESS NEWS

Responsibility 1 6

Laughing all the way to the bank

Yet again, the British public has
been left shaking their heads in
horror and disgust. Yesterday’s
revelation was the latest in a series
of extravagant compensation
packages to top business people.
This time the person in
question is the British-based
entrepreneur Harry Lumumba,
the chief executive officer and
owner of the retail clothing
chain “Stylish Wear”. Much to
the disbelief of many financial

for his efforts this year. Not bad,
considering that the group itself

is predicted to make a profit of
less than half of that. Lumumba’s
generosity has not just been
limited to himself. Huge bonuses
are also said to have been received
by his board members.

This is only the latest revelation
to be connected to the flamboyant,
34-year old businessman.
Lumumba, who made his fortune
through his chain of supermarkets

in January after he announced
plans to close numerous stores
and reduce staff. In his defence,
Lumumba argued that such steps
were necessary to ensure the
survival of the group. He also said
that past mismanagement and a
lack of financial common sense
were to blame for the company’s
current poor performance. He did,
however, add that he expected

a turnaround in the group’s
situation by the end of next year.

analysts, Lumumba has paid
himself a staggering £ 150 million

and who acquired the clothing
group last year, hit the headlines

Do you think such huge salaries are justified? Why or why not?

Should governments introduce measures to prevent such huge salaries?
In your opinion, how much should a top manager earn?

Are performance-linked salaries the best way to pay the management?

D Listen to an interview. Take notes while listening and answer the questions. @ 58

The interviewer is talking to Dr Thompson, a university lecturer in business administration. She is trying
to find out about the role of business ethics in large companies.

1. What challenge are multinational companies facing?
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16 Responsibility

2 Corruption

A Spend two minutes writing down all the words that you associate with corruption.

B Read the text. Find words or phrases that are similar in meaning to the ones below.

1. getting something by forceful Methods ...
2. getting money or advantages by deceiving PEOPIE ...
3. moving funds through business so that they appear 1egal ...

4. failure to act correctly or legally in YOUr JOD ...

Bribery and corruption
] Bribery can be
defined as paying
money to illegally
obtain a commercial
advantage, whereas
corruption
encompasses
various dishonest practices, such as extortion,
fraud and money laundering. Globalization has
increased the need for companies to take action
against corruption and bribery.

These days corruption and bribery are no longer
tolerated as a way of life, but are viewed as a
form of malpractice which is harmful to business.
Large companies have been leading the way in

establishing anti-corruption and anti-bribery
programs and there have also been considerable
efforts made by organizations such as the UN
and the OECD.

The OECD agreed upon the Convention on
Combating Bribery of Foreign Public Officials
which came into force in January 1999. The EU
Convention on Corruption, which deals with
corruption involving officials of the European
Communities or officials of member states of the
European Union, was signed in 1997. In the same
year, the Lima Declaration Against Corruption,
designed to persuade companies, governments
and international organizations of the need for
tough anti-bribery programs, was signed in Peru.

C What types of people might be corrupt? In groups, come up with five examples.

D Now think of examples of corruption for each of the people on your list.

Example: A driver who gets pulled over for going above the speed limit offers the police officer $50.
The police officer doesn’t give him a speeding ticket.

E Share your examples in class and discuss how serious each case of corruption is.

F Discuss the questions below. Add one or two questions of your own.

» Why do you think people are corrupt?
* How much corruption do you think there is in your country, compared with other countries?
« Can you think of a corruption scandal that was recently in the news?
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Responsibility 1 6

Corporate social responsibility

In what ways can companies be socially responsible? Write down six examples.

Provide ... eco-friendly products whenever possible.

Treat ... to local charity organizations.

Use ... with politically incorrect governments.

Work ... stress in the workplace.

Support ... a safe working environment. E QF 1T

Don’t do business ... with socially responsible suppliers. (o] (<

Donate ... energy in the workplace. (RESPONSIRILITY)
Investin ... local businesses. E Pﬁu X
Save ... with companies that behave unethically. iR =t 2
Reduce ... your employees respectfully. 'i ﬂm !ii m'ﬂk

Now rank the items on your list in order of importance. Compare in class.

In groups, discuss the questions below.

* Which companies are good examples of corporate social responsibility?

« What are the advantages of working in a company that is socially responsible?

* What can the employees, shareholders or customers do to make sure that companies

behave responsibly?

What is the role of the government? Should legislation ensure corporate social responsibility?
If so, how?

First, read the text below. Then, listen to a different version of the same text. o 59

ISO 14000 is ...

¢ a series of voluntary guidelines designed to create environmental standards ISﬂ
for companies and their products around the world. 14001
e an internationally accepted standard which sets out key components necessary
for the development of a good environmental management system (EMS).

If all elements of the standard are incorporated into a company’s EMS, it can obtain
registration from a third-party organization (not from ISO itself). ISO 14001 provides the
framework for companies to improve environmental performance and integrate environmental
considerations into all areas of business.

The ISO 14001 EMS standard requires commitment, policy documentation, planning,
implementation, measurement, evaluation, review and improvement. The first important
prerequisite is, of course, the commitment from the company management and employees
to establish and keep high environment standards. This commitment must then be documented
in a published environmental policy. The planning part, in other words, the creation of realistic
and achievable environmental objectives and procedures to review the environmental impact

of products and activities is the next step. As soon as this has been done, implementation
programs need to be established.

The EMS should include measuring and monitoring mechanisms to ensure that it functions
correctly, and management must conduct ongoing reviews and implement improvements
where necessary.
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1 6 Responsibility

E Listen again and match the expressions that are similar in meaning. © 59

responsibility | to record | to putinto action/introduce | consequences/effect | to start/begin |
to get | -main-elements-| requirements | to mix in/include

Written version Spoken version

1. key components main clements

. to incorporate

. to obtain

. prerequisite

. commitment

. to establish

. to document

. impact

O | 00| N oV~ W N

. to implement

F In what ways do many companies damage the environment? List five examples.

G Discuss these questions in class.

* What can be done to solve the problems that you have listed above?
e How eco-friendly is your company?

H Listen to an interview. Try to guess the meaning of the phrases in bold. © 60

A journalist is talking to the CEO of a large British plastics company. The interviewer wants to find out
about companies and the environment.

1. to have a knock-on effect (BE) 2. to be environmentally sound 3. to comply

I Listen again. Which of these word partnerships are mentioned? Q0

to break laws D to make millions

C] to be worth investing in D to produce results

C] to improve earnings C] to decrease profitability
D to win contracts D to reduce risks

D to cut costs D to lose your reputation
C] to reduce waste D to invest in policies

100 one hundred



Responsibility 1 6

4 Community investment

A Read the text below. Does your company have similar programs?

Community investment

All companies, whether large
or small, have an impact on
various aspects of society and
the environment. Unfortunately,
it is usually the negative
impacts (disturbance, pollution,
etc.) that get noticed by the
media and the general public.

Many companies, however,
are making a conscious effort
to take responsibility for the

Community investment is
the part of a company’s social
responsibility program which
is often most visible to the
public. It can take the form of
charitable donations of money,

partnerships with community
organizations in the towns and
cities where they operate can
meet both business objectives
and community needs, i.e.

that giving benefit to a local
community will, in turn, benefit
the business. It can help to
increase brand familiarity,
boost staff morale and create
positive media coverage. Apart
from this, corporate charitable
donations can be made tax free,
a considerable incentive for
many companies.

equipment, food, or staff time
and skills. The most popular
schemes tend to be educational
charities or youth projects,
but companies also support
local environment and arts
organizations.

Many companies are
realizing that long-term

Af =
consequences of their decisions

by implementing a variety of
social responsibility programs.

B In the text, the phrases in bold may be difficult to pronounce. Practice saying them.

C Listen in on a meeting between three managers. What are they discussing? © 61

D Now read the transcript on page 126 and look for relevant meeting phrases.

Underline all phrases that the speakers use to:

* make suggestions e explain a point  (dis-)agree

E In groups, decide on a community project for your company. Brainstorm ideas first.

F Present your idea in class. How would the community (and your company) benefit?
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Transcripts

Unit 1
O

1. I'd like to learn more about giving constructive
performance feedback to my team. The problem
is that I've got so many appointments every
week. The phone never stops ringing, and it's
hard to make time for regular, ongoing training
sessions. What | need is total immersion: no
interruptions and peace and quiet in the evening.

2. I'm new in the company. My main reason for
doing a course is to meet some people from
other departments. But | also want to learn more
about staying organized and avoiding stress.
That's something | need to get better at, both in
my personal and my professional life.

3. | have to admit that I'm a bit of a perfectionist.
Unfortunately, I've never been good at languages,
and the thought of giving presentations in a
language other than English really scares me.
What | need is someone to help me prepare and
rehearse my presentations. That would make me
feel a lot more confident, | think.

(> J)

Trish: So, have you all seen the new training
programme for next year?

Yeah, some of the residential
management seminars look really good.
I’'m thinking about doing the week-long
motivation course in Belgium. All | have to
do is motivate myself to register!
Seriously though, why go to Belgium?

It'd be better if they put those courses on
here. Then | could see my family in the
evenings, instead of being away so long.
Linda will kill me if | go away again next
year!

Isn’t that the point though? Look, if you're
away from home, away from the office,
then you automatically concentrate more
on what you’re learning. A whole week’s a
bit long for me though. | really like those
weekend courses. They're lots of fun!
You're kidding, aren’t you? A load of
people from the office stuck in a hotel
together - aaagh! Last year | was on an
SAP course - weekend seminar — work,
work, work all weekend. Not for me, folks!

Gary:

Andrew:

Trish:

Paul:
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Gary:

Paul:

Andrew:

Trish:

Gary:
Paul:
Andrew:

Paul:

O

Alan:
Annette:
Alan:

Julie:

Alan:

Annette:

Julie:

You have to admit, though, if you want

to learn a language, nothing beats an
intensive course in the actual country. It's
really motivating.

True, yeah, if you stay with a host family
that helps you and takes you out. |
should’ve done that German course last
year but didn't get round to it.

I really like the weekly in-company course
we have in the evenings. It’s not long, so
you've got time for your family afterwards
and the group’s really nice. | was a bit shy
to start with, but everyone’s really easy-
going. You ought to come along, Trish.
Oh, I don’t think so. I'm so lazy and
unmotivated, I'd probably never go. I'd
never do the homework either; I'm no
good at self-study.

Hey, maybe you should think about doing
one-to-one classes then.

Come off it! Just you and the teacher -
that must be so exhausting.

By the way, did you see they’re offering
blended learning courses next year?

Now that sounds like a good idea. Do you
know what kind of courses they offer as
blended learning? And when do they start?

So, I'm afraid we're going to be tightening
our belts for a while, folks.

I’'m not with you, Alan. Tighten the belt?
What | mean is, they're cutting our budget.
| don’t believe it. That’s out of the
question!

Julie, look, the CEO and the board are in
agreement - we're going to have to make
some cuts one way or the other. Sales are
down and there’s no sign of improvement.
Things just aren’t looking good.

I’'m afraid | can't agree with that at all.
The forecasts for next year were really
positive!

Doesn’t the board understand? Cutting
training - it might look like a good
solution in the short term, but in the long
run it's going to cost more than it saves.
Surely it would make more sense to wait a
bit longer.



Annette: Absolutely. We've already reduced
expenditure as far as possible. Alan, any
more and we won't be able to generate
any revenue at all.

| know you managed to make a profit last
year, what with offering IT training courses
to external firms. Certainly, the balance
sheets look good, but what I'm trying to
say is, when times are tough, it's training
that suffers and ...

Excuse me for interrupting, Alan, but we
achieved our objectives, no, we surpassed
them, and now we’re being punished for
it. How about the board benchmarks other
departments’ performance against ours
for a change?

It's unfair, | know, but you're both going to
have to meet these targets with a budget
far below the one you planned.

Alan:

Julie:

Alan:

Unit 2
O

Well, the mistake that most applicants make is that
their resumes go on and on and on. Ideally, a resume
should be no longer than two pages. And most of
the time they send a standard resume - that means
something that they wrote who knows when and
that's very general, not targeted to the position that
they are applying for.

What applicants forget or perhaps don't realize is
that most companies don’t have endless amounts of
time to read through applications. In fact, nowadays
a lot of companies use scanning machines or
software programs - if the applications are online -
to sort through the resumes. So, that means a
resume can be accepted or rejected in a matter of
minutes, if not seconds.

A resume’s purpose is to get the applicant the job.
It's a marketing tool. It should highlight education,
qualifications, experience, accomplishments and
skills which are relevant to the job on offer. Resumes
should be written concisely and be well organized,
so the most important and relevant information
should come first. And they should most definitely
be free of typing, spelling, grammar or punctuation
mistakes.

Os

Hector Ferror: Why do you wish to change your job?
Carrie Grimes: Well, as you can see from my CV,
I've worked for my current employer

Transcripts

for eight years. A long time, which |
believe is a reflection of how good
the company is. However, | feel that
I've achieved all that | can. | believe
in a global company, I'd be able to
develop further as it can offer more
opportunities.

| see. Connected to this, how do you
feel about your progress to date?
Carrie Grimes: If I'm perfectly honest, then I'd

say very happy. I've successfully
completed two courses of studies,
had the invaluable experience

of living and working in another
country, and | think I've been very
lucky to work in jobs that really
interest me. Also, I've had bosses
who've encouraged me to develop
professionally. | was the youngest
person to become a board member’s
PA, something I'm quite proud of.
What do you hope to be doing five
years from now?

Five years from now? Um, | hope |
will still be working in the insurance
business. Perhaps abroad, in France,
Germany or Spain. Ideally, I'd

like to have a position with more
responsibility, maybe even be leading
a team.

Ah-ha. And which of your skills would
you most like to improve?

My German. Unfortunately, it's a
language which is not very easy to
learn. I'm currently taking lessons at
evening school. And | intend to go on
holiday there later this year.

If | were to offer you the job, when
would you be able to start?

| can begin in about four weeks’ time,
but | could also start sooner ...

Hector Ferror:

Hector Ferror:

Carrie Grimes:

Hector Ferror:

Carrie Grimes:

Hector Ferror:

Carrie Grimes:

(> X3

An interviewer’s task is to find and select the

best candidate for the job on offer. Before the
interview takes place, the applications should have
been thoroughly screened, so that only suitable
candidates are invited. In order to do this, an
analysis of the position should have been carried
out. This acts as a basis for screening. Therefore, only
applicants with the desired qualifications, experience
and skills should make it through to the next round.
Time is generally limited, especially in the first
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Transcripts

interview. Ideally, it should last no longer than sixty
minutes. Therefore, you should try to concentrate
on obtaining job-relevant information - information
that will help you to decide if the candidate should
proceed further through the selection process.
However, remember it is important that you create
a good atmosphere. By doing this, the candidate’s
true potential will become evident. In addition,
interviewees are customers or potential consumers
of the company’s products or services. It is
important that even if the result is a rejection letter,
their impression of the company remains positive.

Unit 3

o7

Aaron: What was all that about? What are they
blaming you for now?

Mark: Nothing. But you won't believe it. I've
been offered a promotion.

Aaron: Hey, that’s great!

Mark: Yeah, | know. | still can't believe it.

Aaron: So what have they offered you?

Mark: The position of senior consultant in
corporate development at our German
subsidiary. I'd have ten staff in my group.

Aaron: At RDLA? It’s located in Cologne, isn't it?

Mark: Yes, that's right.

Aaron: So how long do they want you over there
for?

Mark: Indefinitely.

Aaron: No way! | thought it was company
policy to post employees abroad for a
maximum of two years at a time.

Mark: Yes, you're right. That is normally the
case. But for this position, they’re looking
for someone who is willing to commit
themselves long-term. It would be a
permanent move. That means taking on
an RDLA contract.

Aaron: Ah-ha! Was Frank able to talk figures
with you?

Mark: Yes and no. He could give me a rough
outline. But he wasn't able to provide
me with all the details. He should be
able to tell me more tomorrow. | have a
meeting with him and someone from the
Personnel Department.

Aaron: So what could he tell you?

Mark: Well, obviously | would get a substantial

rise in my earnings. My salary would be
in line with my German counterparts.
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Aaron:

Mark:

Aaron:
Mark:

Aaron:

Mark:

Aaron:
Mark:
Aaron:
Mark:

Os

Daniella:
Mark:
Daniella:

Mark:
Daniella:

Mark:
Daniella:

Mark:
Daniella:

Mark:

Can you believe those lucky devils get
thirteen salaries a year?

What? Do you think they’ve got
something for me, too?

Yeah, | know. Not bad, eh? In addition
to that, | would be entitled to a
performance-linked bonus at the end

of the year. And, | would get thirty days
holiday a year and that does not include
public and bank holidays.

Wow! And would you get a company car?
No, unfortunately that isn't one of the
perks on offer.

Well, it sounds great - almost too good
to be true.

Yeah, you guessed it, there is a catch.
Frank warned me that the income tax
and national insurance contributions are
quite high, so that would take a big bite
out of my take-home pay.

They have to pay more than here?
Apparently.

And are you going to accept?

I'm not sure. I'll wait and see what

they tell me tomorrow before | make a
decision.

Hello, Mark. Please come in and take a
seat.

Thanks.

First of all, congratulations.

Thank you.

| think before we look at your job
description and contract in detail, it
might be a good idea to quickly run
through the conditions of employment.
In many respects they are the same as
ours, but there are some differences. So
I'll just go through those.

Yes, okay.

RDLA employees have to work 38.5 hours
a week.

That’s fewer hours than here, isn't it?
Yes, that's right. The company also
operates a flexitime system. The earliest
employees can begin work is 7:30. The
core time is between nine and two.

And on Fridays, employees can leave at
1:00 p.m. Apparently, a lot of companies
do this.

Wow.



Daniella:

Mark:
Daniella:

Mark:
Daniella:

Mark:

Daniella:

Mark:
Daniella:

(> X

Journalist:

Michelle:

However, | have to warn you. In your
position you can expect to work
overtime. Unlike here, it is unpaid. But
instead you do get a performance-linked
bonus at the end of the year, which |
believe will definitely put a smile on your
face.

And how is the bonus calculated?

If that's okay, I'll explain that later, as
that kind of information is covered in
your contract.

Okay.

Right, so where was 1?7 Ah, yes. All
employees can have a half-hour lunch
break. And RDLA has a canteen on site.
It's subsidized by the company so it isn't
as expensive as it is here. And apparently
the food is really good.

Well, the food can’t be more expensive
or worse than here. That would be
impossible. But half an hour?! That’s
much shorter. | guess I'll have to learn to
eat more quickly.

| think Frank already mentioned to you
yesterday that you're entitled to 30 days
holiday a year. That does not include
public and bank holidays. And the best
bit is still to come. Because if I'm not
mistaken, they have more of them in
Germany than here.

Really? Not bad.

You are, of course, entitled to a German
course which will be paid by the company
and can be taken during working time.
Regarding training in general, RDLA

has the same rules as we do. So, as you
already know, everyone can have up to
ten days training a year. The courses or
seminars naturally have to be approved
and signed for by your boss. | think I've
covered the most important points. Is
there anything I've missed?

Well, my first question is why? Why did
you decide to quit your former job and
set up your own agency?

You won't believe how often | was asked
that question by my family and friends in
the past. Well, | guess the simple answer
is that | was frustrated and disillusioned.
| realized that at the age of thirty | had

Journalist:
Michelle:

Journalist:
Michelle:
Journalist:

Michelle:

Journalist:
Michelle:

Journalist:

Michelle:

Journalist:
Michelle:

Journalist:
Michelle:

Journalist:
Michelle:
Journalist:
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already achieved everything that | could.
Or should I say, | was allowed to achieve.
What do you mean?

I mean that | had the impression that no
matter what | did, | wouldn’t make it to
the top or get a position in management.
At the company at which | worked, all the
top jobs were filled by guys.

Do you believe this is still the case in
companies today?

Yes. | am absolutely sure that in most
companies this kind of thing is normal.
So you don’t think that working
conditions have improved for women?
In theory and on paper, yes, things have
got better. Laws concerning equal rights
have been around in this country for over
thirty years. But in practice, | am pretty
much certain that no, things have not got
better.

Why not?

That's a good question. As you know, the
financial and business world is not only
extremely conservative but also male-
dominated. People give jobs to people
they like and who don’t threaten them.
That's why the city is full of pale white
male faces dressed in dark suits. And

of course there is the other reason or
excuse: women will ultimately leave to
have babies.

Is that not a rather simplistic view of the
situation?

No. If | had stayed at my former
company, | would still probably be a
project manager.

How can working conditions improve?
Well, some international companies are
already trying. Positive discrimination or
quotas are one way.

What exactly does that mean?

That means making it company policy to
try to attract and recruit female staff. In
some companies they attempt to have
quotas. That means they want a certain
percentage of women working at their
company.

But is this the answer?

Yes!

But ...

one hundred and five
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Unit &4
(> K1)

Sandy: Alan says you've accepted the offer?
Mike: Yep, told the board Monday, signed the
dotted line Tuesday.

Sandy: They must have made you an offer you
couldn’t refuse, huh?
Mike: Something like that - pay raise,

promotion, performance-related bonus,
plus 20 days vacation a year. Need | say

more?

Sandy: Stop! You're making me ill! But seriously
though ... Britain? It’s a hell of a long
way away.

Mike: Yeah, but I'll be head of the Oxford plant!

It's just the challenge I've been waiting
for. There’s no way I'd get that sort of
thing here.

Sandy: Listen, I'm just wondering about what'll
happen when you want to come back. |
mean, have you thought about what this
means long term?

Mike: Hang on a moment, we only just made
the decision. But, yes, as a matter of
fact, | had a long talk with HR about it
and they were very positive. | know it
won't be a bed of roses, but hey, nothing
ventured, nothing gained!

Sandy: Well, | suppose it’s not the first time
you've lived abroad. You were in Asia,
right?

Mike: Yeah, Beth and | were there for two years
before the kids were born - bit different
now though. We won't be checking out
all the bars this time round!

Sandy: Do you get help with schooling?

Mike: Well, the UK is what they call state
education, they're for free, but we're
going to look into private education,
maybe an American school, or an
International school. They’re going
to help us look - plus there’s a whole
relocation package they offer.

Sandy: Right, sounds good. So, when are you
guys leaving?

Mike: Um, they say it takes a minimum of eight
weeks to get the work permit through.
Then Beth and the kids need entry
clearance, so, | guess we'll move earliest
in August. Anyway, the guy I'm replacing
only retires end of August.

106 one hundred and six

Oon

Beth:

Mike:

Beth:
Mike:

Beth:
Mike:

Beth:
Mike:

(> EV)

So, it shouldn’t be a problem for me and
the kids to get entry clearance, huh?

No, Andrew Lloyd over there doesn’t
seem to think so. He's looking into it
though. He'll also get in touch with an
education agency to find a decent school.
Shouldn’t be a problem either though -
Oxford’s got a load of good schools. I'll
find out where his kids go.

And banking?

It's all taken care of. We should keep

our checking account here though - for
vacations and so on. Oh, and he gave me
the number of a good nanny agency.

So, what's left?

Well, we should get in touch with the
movers and work out arrangements with
them. And, of course, we have to rent
this place. Would you call the real estate
agent?

Sure. What about the cars?

| guess we'd better sell them; the Brits
have left-hand drive.

Travel agent: Can | help you?

Megan:

Um, actually, we were wondering if
you had anything last-minute.

Travel agent: Could you tell me if you've got

Sophie:

anywhere in particular in mind?
We were thinking about Greece,
maybe one of the islands ...

Travel agent: | do have something, yes. Let me

Megan:

see ... A couple wanted this holiday,
but the woman just phoned to
cancel. The man she was travelling
with has broken his leg. Here it is,
Kos.

Oh, Kos is supposed to be really nice.

Travel agent: Yes, it is. | was there last year. Um,

Sophie:

Kardamena - that’s where all the
action is.

Sounds just up our street then!
Would you mind turning the screen
round so we can see the picture?

Travel agent: Oh, certainly. Here you are.

Megan:

“Filoxenia” it’s called: nice little hotel,
only 25 rooms, 3-star.

Looks lovely; could you tell us how
much it is? We're on a bit of a tight
budget.



Travel agent:

Megan:
Sophie:

Megan:

Travel agent:

(> EE!

Waiter:
Megan:

Waiter:
Sophie:
Waiter:

Megan:

Waiter:

Sophie:
Waiter:

Megan:
Sophie:

Waiter:

Sophie:

Waiter:
Megan:

Sophie:

Waiter:

Right, it's a two-for-one special offer
at the moment. Two weeks for the
price of one, that's £585 leaving on
Wednesday.

Now, that's not bad at all.

I know, but Wednesday? That's the
day after tomorrow!

Would it be all right if we had a chat
about it and get back to you?

No problem, but just don’t leave it
too long. That's the last room. Here’s
the printout of the details and my
card.

Are you ready to order, ladies?

Not quite. We were wondering if you
could explain some of the things on the
menu for us.

Well, I'll certainly try.

Could you tell us what spanakopita is?
Spanakopita? Sure. It's a mixture of
spinach and feta cheese, wrapped in filo
pasty.

Sounds delicious. And what about
kleftiko?

Kleftiko? Oh, that's baked chicken

with a lemony taste, served with fresh
vegetables. It's good, but | would actually
suggest trying the fish plaki - it’s the
house speciality.

Plaki?

Yes, a mixed plate of fish, um ..., with
onions and quite a lot of garlic.

Oh yes, I'll have that, if my friend doesn’t
mind me smelling of garlic?

No problem! By the way, what's keftedes
made of?

Keftedes are seasoned meatballs made
of minced beef and served with a
yoghurt sauce.

That sounds nice. Can | have a side salad
with the keftedes?

Certainly. Anything to drink?

A bottle of dry white wine, please. The
same one as last night.

... and a bottle of sparkling water,
please.

Right.

Transcripts

O u

Hello, good morning. I'd like to begin by introducing
myself. My name is Caroline Horan. | am a certified
auditor and work for one of the leading accounting
and auditing groups.

The purpose of my presentation is to tell you a little
about auditing. My presentation is divided into
three parts. Firstly, | shall briefly explain what an
audit is. Secondly, | will tell you a little about my job
and responsibilities. Finally, I'm going to conclude by
explaining why auditing companies are essential in
today’s business world. | would appreciate it if you
kept your questions until the end.

Okay, let’s get started. What is an audit? In my

line of business, an audit is a legal requirement
under the Companies Act 1985. It is an independent
examination of the financial statements of an
organization by an external body. The organizations
are normally public limited companies and very
often listed at the stock exchange. Although
auditors are appointed to perform the audits by
senior executives, their real customers are the
shareholders, as the auditor must ensure that the
company'’s financial statements give a “true and fair
view” or in other words an accurate representation
of the company’s performance for that year. So,
that’s all | wish to say concerning an audit.

Now let’s look at my job. As | already mentioned,

| work as a certified auditor. However, | do not
perform external audits. My job is to work closely
with our clients either to improve their internal
audit procedures or to set them up. Our clients
need internal audits to ensure that their business

is operating correctly, efficiently and effectively

at all times. Used correctly, they act as an early
warning system. In addition to establishing tools
and processes which ensure this, | also give other
support. | train, or should | say, coach the staff,
analyse possible risks and make recommendations.
At the moment, | am working with a research
company. Their internal audit procedure is being
reviewed by my team and I.

That was a brief outline of my job. | would like to
end by saying that | believe auditing plays a crucial
and extremely important role. Internal audits and
external audits protect not only the shareholders
but the employees, too. They make sure that
companies operate in a professional and legal way.
Thank you for listening. Does anybody have any
questions?
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1. 1'd like to begin by introducing myself. My name
is Caroline Horan.

2. The purpose of my presentation is to tell you a
little about auditing.

3. My presentation is divided into three parts.

4. | would appreciate it if you kept your questions

until the end.

Caroline Horan:
Dominic Price:
Caroline Horan:

Dominic Price:
Caroline Horan:

Nice to meet you too, finally, after
all our phone calls and emails.

Yes. If you wouldn’t mind following
me, we'll take the lift.

Fine.

How was the journey?

Don't ask. There was so much
traffic. | thought | wouldn’t make it
in time.

5. Okay, let's get started. What is an audit?

6. Now let’s look at my job. As | already mentioned,
| work as a certified auditor.

7. That was a brief outline of my job.

8. I would like to end by saying that | believe
auditing plays a crucial and extremely important

Unit 6
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role.

9. Thank you for listening. Does anybody have any

1. A purchasing department has the task of

ensuring that supplies meet specifications.

. 2. Purchasers start by determining a company'’s
questions? . . -
needs, in terms of quantity, quality, etc.
3. The next step is to invite quotations from lists of
(> K13 potential suppliers.
— . 4. Shortlisting reduces the number of potential
Receptionist:  Good morning. How can | help you? suppliers J P
Caroline Horan: Hello, my name is Caroline Horan. PP ) . -
. - 5. Buyers have to engage in many negotiations
| have an appointment with - L
N before everyone agrees on prices and conditions.
Dominic Price. 6. Contracts have to be agreed and signed by both
Receptionist:  I'll just call him and tell him that ’ - g g y
. parties.
you are here ... Hello. Caroline .
. . 7. Buyers can cut costs by making bulk orders.
Horan is here at reception. Yes, L
Il tell her. He'll be with vou in a 8. Just-in-time (JIT) leads to lower storage costs.
’ y 9. If you don't want to throw money down the drain,

Caroline Horan:
Receptionist:

Caroline Horan:

Receptionist:

moment.

Thanks.

Would you mind completing this
form?

No, of course not. Can | borrow a
pen, please?

Yes, of course. Sorry. Here you are.

look for high-quality products.

10.1t's never a good idea to put all your eggs in one

basket.

(> BT

Caroline Horan: Thanks David: So, Jon, you mentioned on the phone
L ) . . . that you were interested in digital
Receptionist:  You're welcome. This copy is for Cer
you. Here you are photocopiers!
Caroline Horan: Tha.nk you ' Jon: That's right, yes. We're still using analog
e H : . h finding it h
Receptionist:  Before you leave, can you get at the rpoment and m_dmg 't Iard to.
it signed and hand it back in at cope with all the copy jobs we’re having
to do.
i ?
Caroline Horan: ;Zzelg?zsarp;:ase' David: | can imagine. Well, all of these models
- ’ ! . . h igital, ingi
Receptionist:  Would you like to take a seat while you see here are digita rangm'g "
ou wait? performance and, of course, price from
Caroline Horan: ¥hanks ’ the 2500 model here to the 10500 model.
) ) Jon: What does the model number stand for?
David: For the ppm, the number of pages per
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Dominic Price:
Caroline Horan:
Dominic Price:

Hello. You must be Caroline Horan?
Yes, that's right.

Nice to meet you. I’'m Dominic Price.
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minute. The 2500 can handle 25 pages -
that’s quite a basic model actually,
suitable for smaller firms with occasional
copies. | think you'll be looking for
something a bit quicker, right?



Jon:
David:

Jon:

David:
Jon:

David:

Jon:

David:

Jon:
David:

Jon:

David:

Jon:
David:

Jon:
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Lorraine:

Jon:

Indeed, something more like 70 pages.
Well, you might want to look at the 7500
then. It's actually our best seller at the
moment. It can handle 75 pages per
minute. Plus, it's got a duplex, or double-
sided function, and it combines speed
and power with reliability and easy
handling. Very nice copier!

| take it that it only does black and
white?

No, it does color as well.

Okay, sounds good. What other features
does the 7500 have?

You have a wide choice of finishing and
sorting functions, and it’s very energy-
efficient. It's got a quick warm-up time,
just 45 seconds, and a paper capacity of
1,100 sheets.

Now, we're thinking of getting five of
them. What kind of discount would we be
looking at?

Well, we'd certainly be able to offer you
our 10 % first-time order discount and
you'd get our very comprehensive after-
sales service package.

Guarantee?

Life-time guarantee, no-fuss replacement
should you be in any way dissatisfied.
Excellent! And what about a part-
exchange deal?

We might well be able to take your old
machines off your hands provided, of
course, that they're still in good working
order. And the next thing, then: Are you
looking to purchase outright, or to lease?
We've always purchased our copiers in
the past, but I'm open to offers.

Well, I'd be happy to go through a couple
of leasing alternatives with you.

All right. Would you like some more
coffee before we continue?

Look, | just don’t see why we need

to lease the copiers. It’s like renting
property: money down the drain!

That's true of a flat maybe, but with
photocopiers you've got a hell of an
initial capital outlay for something you'll
only have for a few years, five at most.
We're looking at a five-digit sum at least.

Lorraine:

Jon:

Lorraine:

Jon:

Lorraine:

Jon:

Lorraine:
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Helen:

May:
Toby:

May:

Helen:

May:
Helen:
May:
Toby:
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So, we just have to budget it in, just like
all the other equipment costs.

But you've got to admit - we could be
putting that cash to much better use,
new servers for example?

Yeah, but work it out - over, say, five
years we'll have paid out a lot more in
leasing rates.

Well, if you just look at the costs, then,
yes, that'’s certainly true. But if you look
at the aspect of tax deduction, | think
you'll find it's quite a different story:
rentals are 100 % tax deductible.

And if we purchase?

A cash purchase will only allow tax
relief on the capital allowances on the
equipment. At the moment that’s 40 % of
the costs in the first year and only 25%
in the following years. So, compared to
the huge tax relief benefits, the actual
payment difference is minimal, wouldn’t
you agree?

When you say it like that, it certainly
sounds pretty good.

Right, | think we'll start. So, the reason |
asked you both to join me was to see how
you've been getting on with the AP40 project.
Um, Helen?

Yeah, er, well, what we've done so far is

to make a list of all the suppliers we had

in mind and write to each one for product
details, price lists, etc. We got the quotes
back pretty quick.

Have you shortlisted them?

Yeah, we picked out the ones who can offer
the kind of quality level we need. Now

we’re comparing suitability and reliability,
reputation, flexibility, location, speed of
delivery, and of course price range.

Don't forget to find out if they can really deal
with orders of this size. | bet some of them
have been a little over-optimistic.

Yeah, we've arranged a visit with two of

our guys and Ken from quality assurance

to assess that, and just to check out their
professionalism and general attitude.

And if they're financially stable.

Right, yeah.

So, we're down to how many at the moment?
Three.

one hundred and nine
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May: Good. Okay, after the visit we’ll get into
negotiations - prices, discounts, levels
of service and all that. We don’t want to
purchase on price alone.

022

Helen: | think a big point will be: what if goods
are faulty? Do we get a free replacement
or a credit note? Who's going to pay for
delivery of the replacements?
| think the key issue is still payment
terms. Can we get a discount for early
payment?
Yeah, but Toby, we've got to think about
how reliable their delivery is. We need
to agree on some late delivery penalties,
yeah, and what happens if we run out of
stock early?
May: You're both right. But look, we have to
decide if we're really going to go for
just one supplier or whether it would
make more sense to have more, in case
they have supply problems, financial
problems, etc. I'd tend to go with a
couple of suppliers.

Toby:

Helen:

Helen: Hmm, it would make us pretty vulnerable.
| think we’d be better off with two as
well.

Toby: And then we won't have the bulk orders,

and no bulk orders, no bulk discounts.
May: Let’s wait and see how the talks go.
| think we should have a meeting
beforehand though to set our objectives,
see what areas are negotiable, what
strengths and weaknesses are involved
and then we can see what kind of
leverage we've got ...

Unit 7
O

In other words it is our job to manage the flow and
storage of goods. So that was a brief definition of
logistics. Now I'd like to talk about why there has
been a growth in our business over the last two
decades. One reason for that are the changes that
have been taking place in industry, specifically
manufacturing. For example, “just-in-time”
production practices have meant that suppliers need
to have their goods at the customer, at the assembly
line at the right time. If a delivery is delayed, at

best production is halted, at worst costs could run
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into millions, if not billions - if you consider loss of
production, labour costs, etc. Another reason is the
current trend within many companies to concentrate
on their core competencies or business. This means
focusing on producing personal computers or selling
books. In fact, a quarter of all new contracts at our
company are a result of this. Partnerships and total
outsourcing of logistics are becoming more and
more common. Logistics service providers are the
experts. They are able not only to reduce company
costs with regard to transportation and storage -
some of our customers are saving up to 25%.

But they also know about trade agreements,
customs and the legal situation when crossing
borders and doing business globally. And of course
we can support them with the necessary IT software
and tools. And of course | have to mention the
impact that electronic commerce, e-commerce, has
had on logistics. The amount of business done over
the Internet is phenomenal. Not just business to
business but also electronic retailing or e-tailing by
private individuals has increased.

Just as ordering products in the Internet is quick and
easy, customers expect the delivery of them to be
too. And that’s where we come in. The final reason
for growth in our business that | would like to talk
about is ...

O 2

1. A fully loaded truck weighs about 80,000 pounds.

2. Some of the world’s largest container ships are
about 1,300 feet long.

3. They sold the business for £14.6 million.

Our warehouse has a size of 19,200 square feet.

5. This container is 6.1 meters long and 2.4 meters
wide.

6. We spent € 185,379 on equipment last year.

&

O

Operator: Tyrrell Paints. How can | help you?

Patrick Porter: Good morning. I'd like to speak to
George Tyrrell, please.

Operator: Certainly. Who should | say is calling?

Patrick Porter: Patrick Porter of Swift, Quick & Easy

Logistics.

Please hold the line, Mr Porter. And

I'll put you through to his secretary,

Jacqueline Baker.

Good morning, Mr Porter. Would you

mind holding? Mr Tyrrell is talking

on the other line at the moment. It

shouldn’t take too long.

Operator:

Jackie Baker:



Patrick Porter:

Jackie Baker:
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George Tyrrell:

Patrick Porter:
George Tyrrell:

Patrick Porter:

George Tyrrell:
Patrick Porter:

George Tyrrell:

Patrick Porter:

George Tyrrell:
Patrick Porter:

No, of course not.
Hello, Mr Porter. I'm putting you
through now.

Hello, Mr Porter. Sorry for keeping
you waiting. And thank you for
returning my call so quickly.

Not at all.

The reason | contacted you yesterday
is because we are interested in
hearing about your services. In fact,
you were recommended to us by one
of our suppliers.

That'’s always nice to hear. Well, as
you already know, we are a logistics
service provider. The service we
provide basically depends on what
the customer’s requirements are.
What exactly do you mean?

By that | mean that in some

cases we are requested by our
clients to improve their existing
logistics operations. We look at the
company'’s needs and resources in
detail and we try to offer feasible
solutions to ensure that incomplete
deliveries, excess inventory, delays
or confusion due to uncertainty
concerning trade agreements
between different countries are a
thing of the past. For example, one
of our major projects at the moment
is with a manufacturer of white
goods. We were requested by them
to develop software that would meet
their logistics needs. And now the
staff are currently being trained by
us to use it. Once this has happened
the project will come to an end.
Ah-ha. | didn’t realise that software
development and training were also
part of your business.

Yes. We also have a team of lawyers
and tax consultants who are able

to give advice on legal and customs
considerations to companies doing
business in different countries.
Sounds very interesting.

However, more and more of

our business over the last five

years has involved taking over

George Tyrrell:
Patrick Porter:

George Tyrrell:
Patrick Porter:

George Tyrrell:

Q2
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full responsibility for the client’s
logistics.

Does that mean outsourcing?

Yes, that's right. But in other cases
we work hand in hand together with
the client’s own logistics personnel.
Such partnerships may be project
based or an on-going business
activity.

| see.

What exactly are your company'’s
requirements?

Well, we have just won the contract
to be the full-service supplier of
paints for a leading manufacturer
of trucks. That means supplying our
paints to their plants. And they are
located in five European countries.
Not all of these are EU members. |
believe that the logistics company
we are currently working together
with is too small and will not be
able to cope with the increase in
business.

The company was founded by Paul Porter in 1966.

It was located in Birmingham, which is still the
company’s headquarters today. Its main business
was storage, packaging and transportation for

a local automobile manufacturer. In the middle

of the seventies, its major client, the automobile
manufacturer, was taken over by a German company.
The German parent company moved production of
some of its own cars to Birmingham. This meant the
factory in Britain was operating a three-shift system.
Almost overnight, Swift, Quick & Easy’s business
increased dramatically. Not just within the UK, but
also delivering the finished models to and from the
parent company in Germany.

To deal with this, Swift, Quick & Easy had to employ
more people. Their professional and reliable service
won them more and more contracts from suppliers
and other companies.

By the mid-eighties, Paul Porter realized that his
company could do more than just pack, store and
deliver goods. He believed that the future lay in
developing even better processes which could react
faster and deal with the changing demands of the
market. As a result, the company’s IT department
was established in 1986. Paul Porter was right. His
company became one of the first logistics service
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providers to offer a total and complete service for
the movement of goods and information.

Today the company is run by his son Patrick. Swift,
Quick & Easy Logistics has offices all over Europe
and can boast clients in most areas of industry.
Business has almost doubled since the end of the
nineties. Patrick believes that this is due not only

to the trend of large concerns outsourcing their
logistics and the rise of e-business, but also because
they give the customers what they want.

Unit 8
O

Alan Wells: So, gentlemen, we're now entering
the dust-free zone. That's why |
asked you to put on these overalls.
Right, if you'd like to follow me ...
Here you can see the two lines
where wiper units are assembled
and over there three lines where
our multifunction relays are made.
Um, how old are the wiper unit
assembly machines?

Well, these two are about two
years old. They’re going to be
replaced in the summer. But

the rest over there are brand

new. State of the art - all part

of our programme of continuous
upgrading to increase efficiency.
Karl Fedderson: Very impressive. | don't think I've
ever seen such a clean and tidy
production facility either.

Well, cleanliness and tidiness

are integral parts of what the
Japanese call kaizen, the process
of continuously improving and
enhancing business processes.
Karl Fedderson: Sounds good.

Andrew Black: Um, could you tell me a little about
your manufacturing system?
Certainly. Well, of course we run

a very lean system working just-
in-time. As | explained earlier,

we have had our own computer
software developed to link all
customers’ orders with assembly
and our suppliers. We have a
system of kanban to ticket the
whole process.

Andrew Black:

Alan Wells:

Alan Wells:

Alan Wells:
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Karl Fedderson: So you use bar-coding?

Alan Wells: Amongst other things, yes. We also
have designated zones, as you can
see on this plan, and a system of
colour-coded parts bins. We think
we have here in Bristol one of the
most technologically advanced
production facilities in the UK.

Of course, we conduct regular
benchmarking studies - not good
to get too complacent.

Andrew Black: Absolutely not, no.

Karl Fedderson: You mentioned before that you had

had some problems that had been

causing high failure rates?

Yes, indeed. It was all down to

our cutting machine, which was

supposed to have been replaced

last year. Well, we had problems
with the supplier we had and it
took a while to find another. That’s
all been sorted out now, though,

and as you can see we've got a

brand new cutting machine. Since

then the failure rate’s gone down

by 5%.

Well, we're certainly glad to hear

that ...

Alan Wells:

Andrew Black:

Q2

So, let’s get down to business, shall we? First of all,
I'd like to thank everyone for coming here today. |
know you've all got a lot of work and the guys from
Wales have had a long journey. I'm very pleased

to welcome Mike Philips, head of production at
Johnson's. Together with his assistant, Hilary Price.
As you know, the reason we're here today is to hear
how things are going over there and how we can
both continue to thrive in the future. By the way, I'm
afraid Dave White can’t be with us today. He's at a
board meeting and sends his apologies, Mike. So,
there are three items on the agenda. First, a report
on Johnson’s TQM and its results, second we're
going to look at how we can maybe cut the failure
rate even more, and third, a presentation of our
newest developments and some production plans.
We'll break for coffee around 10:30 and lunch is at
12:00. Right, so first of all we have the question of ...



30

| called this meeting in order to ...
We'll have to deal with that next time.
Neil, how is the benchmarking going?
I'd like to thank everyone for coming today.
Jen sends her apologies. She's in Paris today.
Right, if everyone’s here, | think we should get
started.

7. It was unanimously agreed that we should

outsource that department.

8. Can | just go over that?

9. Mark, would you like to start us off?
10. 1I'd like to keep each point to fifteen minutes, so
we get through everything.

cwnrwn - O
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Hi Ken. Just to report back quickly on our inspection
of Johnson Ltd in Leamington last week. Had a very
successful visit. They've really achieved a turnaround
over there. They've spent a lot of time developing
their quality systems: they’ve implemented 1SO
9001. Staff are more motivated and involved, failure
rates are down by 7% and they've got a good team
to monitor the results. The guys there even thanked
us for the advice and suggestions! I'll be making a
full report at the project meeting next week. Just
thought you'd like to hear the good news first!

Unit 9
(> EV)

So, | think | should get started. As most of you
already know, my name is Stephanie Bishoff and

I am your professor for the module on marketing
this term. The purpose of my talk today is to look at
the so-called marketing mix. I'm sure most of you
are already familiar with the term. The marketing
mix and the combination of its main elements or
variables, the 4Ps (product, place, price, promotion)

are what you need to market and thus, sell a product

or a service. In the first part of my presentation,
I will briefly outline each of the elements. Then |

would welcome any questions or comments you may

have. | would like to end by leaving the theoretical
side of things and discuss some case studies, which
show how the marketing mix is used in practice. So,
let’s focus on the first element or variable: product.
Let’s assume that a company’s product is as good

if not better than the competitors’. Therefore, to
make it stand out against the others, it has to have

something the rest don’t have. That something could
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be the design, the packaging, the safety features or
perhaps it's “green”. By that | mean environmentally
friendly. Okay, that was the first P. Now, 1'd quickly
like to mention the second element: place. Its name
can be a little misleading. Place doesn’t mean the
location of the company. It refers to distribution.

It means getting the product or service to the
customer. Nowadays there are a lot of different
channels that a company can use: these can vary
from a company’s own sales force, to a retailer, to
the Internet and direct selling. The third P is price.
There are three strategies available. Competitive
pricing means selling at the lowest price, i.e. lower
than that of the competitor. The second is cost-plus-
profit. As its name suggests, this strategy means
that a company sets a price by adding the profit

it needs to make to its costs. The third strategy is
value pricing. Value pricing is common with luxury
items. Very often a product or service sells better if
it is more exclusive, in other words, if it has a higher
price. In some customers’ eyes, “expensive” means
better and of course, there is the snob factor: not
everyone will have this product or service. That leads
us onto the final P: promotion. Advertising and
public relations are closely linked to sales and the
volume of units to be produced. Let’s take a closer
look at these ...

033

Bob: So Sonya, you don't share Gregor's
opinion. If we accepted and followed your
recommendations, then Daniel Buller
would be the best person to front our new
marketing campaign for our new line of
clothes.

Without a doubt. Daniel is young,
successful, good-looking and generally a
nice guy. He is the new hope of English
rugby. Since he started playing for the
national team, the general public’s interest
in rugby has grown dramatically. He alone
is responsible for transforming it from a
sport for the upper classes to something
that everyone wants to watch.

You don’t think you are over-estimating his
role and significance? After all, the World
Cup is currently being played and hosted
here in the UK. So the interest is naturally
much higher than usual.

Not in the least. Haven't you noticed the
amount of coverage he’s getting? There
are reports about him almost every day on

Sonya:

Bob:

Sonya:
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TV and in the press. People want to know
more about him. In addition, he is the
typical rags-to-riches story: ordinary kid
brought up by a single working mum, has
a talent and makes it big. He represents
exactly our target group. Young guys
from normal homes whose main love and
interest is sport. Haven't you noticed how
many young guys are walking around with
his hairstyle?

Bob: Yes, you are right there. In fact, my nephew

has the same haircut.

See, that's exactly what | mean. Just

imagine how quickly sales would increase if

he wore our clothes.

Bob: | understand your point. But isn't it

dangerous relying on just one person

to market our products? What would

happen if he had a serious injury? If his

career were over prematurely, he would

become yesterday’s news. Nobody would

be interested in him anymore. And if he

did something illegal, that could have a

very negative impact on us. People would

connect our clothes with him.

Those risks will always exist no matter who

you used in the campaign.

Bob: Another thing | think we should consider is
the fact that Daniel is only big here in the
UK. In the rest of Europe nobody knows
him. That would mean that we would have
to use different campaigns. And that is
usually more expensive than having a
global one, as you know ...

Sonya:

Sonya:

Unit 10
O3

A company must now decide whether advertising
or another form of promotion is the most suitable,
effective and efficient way to fulfill its objective.

In order to do this, a company should examine
who the target audience is and how to reach
them; that is, which media should be used. Market
research should be able to tell a company what

its customers read, see, hear and so on. A medium
should be chosen which matches the needs of the
company. For example, a local provider advertises
in the classified sections of the local newspaper.

A catalogue clothing company may find banner
advertising on a fashion website the most effective
means of advertising. Of course, budget plays

a large role in decision making. An advertising
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budget should be realistic and roughly match

the amount the competitors are also spending. A
good advertising strategy also examines the best
time at which advertising or other promotional
tools are used. For example, a TV advertisement
aimed at selling children’s toys is best aired on
weekend morning slots and not during prime
time. The Cl (corporate identity) should be borne
in mind, in other words, what the company stands
for. This should be presented through the use of
brand, color, words or slogans. It should be clear
from the beginning who is responsible for what in
the advertising campaign. Last, but certainly not
least, it's important for a company to evaluate an
advertising campaign afterwards. For example, if
the aim of the activity was to increase awareness,
a market research team should test for product
awareness before and after the campaign, pre- and
post-test analysis. In most cases, both short-term
and long-term effects should be examined.

O35

Interviewer: Kieran, what makes an effective
advertisement?
Well, an ad can be funny, serious,
shocking; it can establish an image or
status for a product or tell the public
about the features of the product.
But really, all advertisements should
present a clear message with a strong
image.
Interviewer: Is there actually a formula for making
a good advertisement?
Well, there’s no real magic formula, but
there is a bit of psychology behind it.
Take newspaper and magazine adverts,
for example. It's been proven that
when consumers scan adverts, they
start at the top looking at different
parts of the advertisement in order of
illustration, headline and copy (that
is, the text body of the advert). This
means graphics should be eye-catching
and clear, headlines should attract
attention but also mention benefits
and lastly, the copy should consist
of short sentences and paragraphs,
expanding on the benefits mentioned
in the headline.
Interviewer: Do advertisers have to follow
any regulations concerning
advertisements?

Kieran:

Kieran:



Kieran:

(> ET3

lan:

Interviewer:

lan:

Interviewer:

lan:

Interviewer:

lan:

That's different in different countries.
Mostly the rule is: advertisements
must be decent and honest, and the
company must be able to prove any
claims it makes. In Britain, standards
for non-broadcast media are laid down
by the Advertising Standards Authority
(ASA) and the CAP code. Television
advertisements are regulated by

the Broadcast Advertising Clearance
Centre (BACC) and the Independent
Television Commission (ITC). But it's
different in the US, for example ...

Well, obviously the product’s got

to be good. You can have the best
sales people in the world but if your
product’s lousy, they won't have any
reasons, any arguments to sell it. But
it works the other way, too. A product
rarely sells itself: you need the right
sales team.

And how do you know who's right for
the job?

Um, that really depends on your sales
strategy. If you are going for cold calls
for example, where the salesperson
doesn’t know the potential customer
or there is maybe no known need

for the product, you'll need someone
very good at tele-sales, or you bring in
someone who already has the contacts
in your business. Of course, they all
need to be good sales people.

But what makes a good sales person?
I mean, what kind of soft skills do they
need?

The best sales people are incredibly
motivated, enthusiastic, confident but
not arrogant; independent but capable
of working in a team as well, and they
have to have a good deal of humour.
That's important in this business, hard
mix really!

Wow, certainly is! Have you got any tips
about how to recruit people like this?
Well, you've got to make them an
attractive, competitive offer; that’s for
sure. But you've also got to strike the
right balance between basic salary
and commission. It's always different
depending on the product, on the

Interviewer:

lan:

Interviewer:
lan:

Unit 11
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people really. Commission could be
anywhere between 5 to 30 %. What
you also need to be able to offer
though are good working conditions,
nice incentives, um, smart car, gym
membership, that sort of thing, the
right equipment, on-going training and
so on.

You mention training? What would this
include?

Obviously, you've got your basic
induction: product knowledge,
company facts and figures, you know.
But customer contact skills always
need refreshing, as do selling
techniques. We do a lot of confidence
building seminars, team building,
motivation, that sort of thing.

What else is important for motivation?
Well, money certainly isn’t everything!
Um, | think communication’s very
important. Sales people often work
alone and lose touch with the rest of
their team. I'm responsible for passing
on news: successes and losses of
course. You have to remember that
selling is a stressful occupation - the
staff need encouragement, praise,

a word of advice. On the practical

side, we try to set realistic objectives,
individual targets, which we don’t
keep raising even if performance is
high. | think it's important that we set
key performance indicators together
with them, and that we always try

to monitor profitability rather than
looking at sheer volume. On the
organisational side, we have a good
CRM system to let sales people do
what they do best: sell ...

Holden Alarms: Holden Alarms Ltd. We're sorry, but

Secretary:

no one’s available at the moment
to take your call. Please leave your
name and message and we’ll call
you back as soon as possible.

Yes, hello, this is Asic Software
again. | tried calling you all day
yesterday but couldn’t get hold

of anyone. The thing is, our new

one hundred and fifteen
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Secretary:
Jim Holden:

Secretary:
Jim Holden:

Secretary:

Jim Holden:

Secretary:

Jim Holden:

Secretary:

alarm isn't working. Yesterday

it kept going off and today we
couldn’t get it to work at all. We've
had it fixed five times now and

it's still going wrong. We've just
about had enough. The engineer
last week just took one look at it
and virtually accused us of being
too incompetent to work it. He

got it working again but that only
lasted a few days. This really is not
good enough. We paid a lot for this
system and for your service and |
must say, we expect a bit more for
our money. Now, we want someone
to come out here straight away
and solve the problem once and for
all. Failing that, we'll expect a full
refund. Thank you. Good-bye.

Asic Software, how can | help you?

Um, yes, this is Jim Holden from Holden
Alarms. You phoned about your system?
Yes, but that was hours ago!

Yes, | know, | do apologise. We've got
some problems at the moment due to
staff shortages.

You do realise that I've been trying

to get hold of you since yesterday
afternoon? I've phoned five times! You
promise a 24-hour service!

I’'m terribly sorry, but you see, there was
no one at reception. This kind of thing
doesn’t normally happen. How about

| give you my mobile number though,
just in case there’s another emergency?
Yes, well, that would be the best thing,
| suppose. But it doesn’t solve the
problem we've got at the moment

with the alarm. It's not working at all!
Our MD is going spare. He expects a
replacement.

I’'m very sorry indeed to hear that. | can
quite understand that it's very annoying
when something like this happens. But
we did send one of our guys over last
week, isn’t that right?

Yeah, and that’s another thing: he was
incredibly rude to our security people,
and then he didn’t even hang around
long enough to check the system.
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Jim Holden:

Secretary:
Jim Holden:

Secretary:
Jim Holden:

Secretary:
Jim Holden:
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LTRB:

Vague Graphics:

LTRB:

Vague Graphics:

LTRB:

Vague Graphics:

LTRB:

Vague Graphics:

LTRB:

Q0

Daniel:

So,

Well, Ill certainly look into that. That
shouldn’t have happened - very
regrettable. What | can offer you
though is this: I'll come on over there
myself in the next hour and bring a
senior engineer with me. We'll check
the whole system and get to the
bottom of this once and for all. There’s
no point replacing the system though:
there’s probably just a wiring defect
somewhere that'’s a bit tricky to find.
And I'll organize some additional
training for your staff, free of charge of
course. How does that sound to you?
And the repairs will be free, too?
They'll be covered by the guarantee,
don’t worry.

Okay, well that certainly sounds fair
enough.

Right, see you in a bit then.

Okay, bye.

Bye.

Oh, hello, is that Vague Graphics?
That's right, yes, how can | help
you?

This is LTRB Magazine. Um,

well, we're still waiting for some
artwork from you.

Yeah, it’s not ready yet.

Right, there seems to have been

a misunderstanding about the
deadline. You see, we wanted it by
today.

But we haven't even started yet.
Would it be okay if we got it to you
next week?

No, that’s not good enough at all.
| expect your delivery by Friday,
okay?

Right, I'll tell the artist to hurry up
then.

I'd appreciate that, thank you.

Fiona, you wanted to know something

about the SLAs we have within the
company?

Fiona:

Right, yeah. | was wondering how you go

about creating an internal SLA.

Daniel:

Uh-huh. Well, the first step is to set up

meetings between IT and the department



managers. We ask them what they need
and expect, and then tell them what we
can do.

So | take it it's not always the same thing?
You bet! Business managers often don't
realise what we have to do and how many
resources it takes, for example. As you

can imagine, one-day response time for

all problems is just not realistic for our IT
department. But, then again, the heads of
departments won't accept two. We all have
to compromise some. Oh, but it’s all just a
question of negotiation. Yeah, and then we
draft the agreement for approval.

So, that's it?

No, no, that'’s just half the story. Um, once
the requirements are clear, we have to set
up a system of rewards and penalties. If we
don’t meet the targets here at Textco, we
have to pay back a part of the service fees.
Other companies cut the IT budget.

And if you do better than planned, you get
a reward?

That's it! We get cash bonuses, others do
things like extra vacation days, parties, that
kind of thing.

Sounds good!

Doesn't it? Problem is, it doesn’t happen
much.

Oh, okay. So, you all sign the SLA and that's
it.

Yeah, | guess. Well, of course, you have to
review your SLAs.

Ah-ha. How often?

Oh, minimum once a year, maybe more
often, even monthly. Things change pretty
quickly in this business!

Fiona:
Daniel:

Fiona:
Daniel:

Fiona:

Daniel:

Fiona:
Daniel:

Fiona:
Daniel:

Fiona:
Daniel:

O u

So, this brings us to the question of customer
service. The first thing to be said here is that many
companies still make the mistake of thinking

that the sale is the end of the supplier-customer
relationship. There’s a lot more to it than that.
Basically, customer service involves every business
activity which accompanies the customer’s purchase,
from the point at which a company informs the
potential customer of the product or service, right
through to when the customer has purchased and
is satisfied with his or her purchase. One of the
first key elements in the customer service cycle is
the initial contact: a good impression is vital here
if you want to keep that customer. In practice, this
means that a company’s staff be trained to handle
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all enquiries quickly, competently and in a friendly
manner. Another important point is that after
receiving an initial enquiry, the company should
keep the customer informed of the progress of the
order or purchase in the form of a confirmation,
etc. The delivery of the goods or service is another
very important part of customer service. Products
should arrive in a time and in a manner that meets
the customer’s expectations. After-sales support
(helplines, maintenance, repairs, returns policy, etc.)
should be effective and helpful. Finally, problems
should be registered, taken seriously and solved

so that they don't occur in the future. This may
sound simple but it's often the stage at which
customer service fails. Customer service is incredibly
important. In many cases it's the level of customer
care which decides whether a customer returns

to buy again. In general, customer service will

work best if companies keep these points in mind:
customers should be encouraged to tell you about
problems (e.g. through call centres or help desks);
customers should be clear about what to expect
from the service; customers should know what they
are entitled to if they are not satisfied (i.e. warranty
agreements, guarantees, service level agreements).
And finally, any follow-up action which is then taken,
be it a refund, replacement or repair, should be
prompt and uncomplicated.

Unit 12
(> XV

1. So, as you can see, profits have risen constantly
throughout the whole year and look to be holding
this course in the last quarter.

2. This next graph shows the growth in sales for
the first two quarters. We don't have the third
period figures yet, I'm afraid, but as you can see,
sales boomed in the second quarter - a fantastic
development!

3. Moving on. This graph shows our recruitment
statistics for the past nine months. As you
will notice, we have responded to cost-cutting
measures by dramatically decreasing the number
of new recruits in the past couple of months.

4. The fourth graph here shows the number of
trainees taken on over the year. As you can clearly
see, we take on most of our trainees in January.

5. Now, I'd like to show you our prediction for the
coming year. We expect sales to grow steadily for
the first three quarters and to level off or even
drop slightly towards the end of the year due to
reduced demand in the winter.
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6. And finally, let me end by showing you just how
well our company has done over the last four
years. Despite the economic situation we have
managed to continually increase our profits, and
if all goes well, we'll continue to do so.

O3

Information technology has been suffering its worst
crisis in years. Dramatic headcount reductions, pay-
freezes and companies going bust are just a few of
the symptoms. The companies which have managed
to survive have had to drop their prices significantly
and often enter into low-margin contracts, with

the client dictating most, if not all of the terms and
conditions. But it seems that light is at the end

of the tunnel. With more and more organisations
focusing on their core competencies in an attempt
to cut costs, outsourcing of IT activities has been
steadily increasing over the last few years. So,

it seems that outsourcing is the answer to IT
companies’ prayers, offering them a real chance of
future growth. However, economists and market
observers warn us not to jump for joy too soon as
the recovery will be slow rather than quick.

O us

Why do companies outsource? Are you losing

your market share? Are your costs increasing at

an alarming rate? Are you struggling to meet

the increasing demands of the market? Are your
personnel lacking the necessary specialist skills? Is
quality becoming a thing of the past? Are you failing
to keep to your project deadline? If you answered
“Yes” to even one of these questions, then it is time
you considered outsourcing. Here are some key
facts:

1. The number of American companies outsourcing
their business activities to India has doubled in
the last three years.

2. India is a country rich with highly qualified and
skilled professionals.

3. The Indian government offers attractive financial
packages to foreign companies.

Now, you might wonder: What business activities
can be outsourced? Our aim is to find the best
outsourcing solutions for you and your company.
Our partners help you with:

e IT tasks,

« Billing,

e Payroll,
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e Accounting,
e Customer Service Centers.

Who are we and who are our partners? We are

a company which specializes in finding the best
outsourcing partners for foreign companies. We

are the market leader. Our clients range from

huge multinationals to smaller business units. Our
partners are companies located in Bangalore, India.
They are all experts in their fields. Let us help you
and your company to prosper.

O s

Bob: Here you are.

Simon: Thanks. Cheers.

Bob: Cheers.

Simon: Have you heard the latest rumours?

Bob: No.

Simon: They're planning to outsource the customer
service centre to India.

Bob: What?!

Simon: And accounts is also under discussion.

Bob: | just can’t believe it. Why?

Simon: Cost reductions. Salaries and wages are

much lower in India. They speak English
and are just as qualified as us.

Bob: So they are basically outsourcing to
increase the company’s profits and
improve shareholder value?

Simon: That's it in a nutshell.

Bob: | saw a programme about outsourcing just
recently on TV. Did you know that most of
the big names have outsourced to India
and China? And in India they actually train
the personnel to sound exactly like us.
And they make them use English sounding
names.

Simon: You're joking!

Bob: I wish | was. Yeah, and apparently most

of the big companies outsource but they

like to keep mum about it. Because they

think it could be bad for business if their
customers knew that they had used
external companies to do the work.

Unbelievable! But do you know what

really worries me is where will it all end?

Outsourcing can't be the answer. If the

bigwigs tried thinking for a change, they’'d

see that they are in fact digging their

own graves. It means job losses and low

productivity. We'll become an economy

dependent on imported goods and
services.

Simon:



Bob: Yeah, and when we're all out of a job,
who'll be able to buy them?

Simon: Exactly. Do you want another drink?

Bob: Yes. But this time only a half, please.

Simon: Shall | get you a bag of crisps, too?

Bob: Mmbh, yeah - salt and vinegar, if they've
got them ...

Unit 13
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Dan: Hi Mike, Dan here.

Mike:  Hey, how’s it going?

Dan: Not so bad, not so bad. And yourself?

Mike:  Oh, nothing new. But hey, | heard you're a
team leader now. Congratulations!

Dan: Cheers. Well, you know, that’s really why
I’'m calling,

Mike:  Need some advice?

Dan: Kind of, yeah. Mike, you were a team
leader, right? Where do | start?

Mike:  Well, don't panic first of all.

Dan: I mean, basically, the team leader takes
the final responsibility for the success or
failure of the team. | don’t know if I'm
ready for so much responsibility. And it’s all
so much work. | don’t know if it was a good
idea.

Mike:  Sure it was. Listen, you don’t have to do all
the work yourself. That's why you delegate.
Break down the work you have to do into
smaller projects that individuals or small
groups can tackle. Ask your team what
they feel they're best at and give them the
chance to do it.

Dan: Yeah, but they all seem so lethargic.

Mike:  So motivate them, show them you're
positive about this team. Trust them with
challenging projects and targets and tell
them what a good job they're doing. Let
people know they’re going to be taken
seriously; they’'ll soon be brimming with
energy!

Dan: But everyone keeps saying, there’s no
point, the company’s doing so badly, what
can we do? | mean, they're right!

Mike:  Well, you've got to lead by example. If
you're all negative about this, they will be
too.

Dan: I've got the feeling they're talking about
me behind my back already.

Mike:  Well, they may be, but you're going to have

to take a few blows. You're not always

Dan:

Mike:

Dan:

Mike:
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going to be Mr. Popular. But try to get
communication out in the open. Listen
to them, even if they criticize you. But
whatever you do, don’t have favourites.
But until last week, they were just my
colleagues.

Yeah, and not much has changed, you've
still got to work together. Tell you what,
why don't you do some kind of social
event, you know, take some time to relax
together.

That's a good start. Kind of show them |
don’t think I'm God. We could go bowling
orso ...

See, that's the right idea ...

| guess what really bugs me is that we
never really know what'’s going on in this
place. | mean, which of us, apart from the
management, knew about the takeover
bid last year?

Yeah, our manager didn't tell us.

No, you know what | think is the worst,
when your manager tells you to do
something, but like, in a real vague way,
so you do it, and hey, guess what, it's
wrong!

Well, you know what you gotta do in

that kinda situation? Don’t be a moaning
Minnie. Go tell your boss, talk to the guy!
A moaning what?

Minnie! You know what | mean, don’t
complain all the time.

Right, okay.

Yeah, | tried that, but he just kinda
managed to make me feel like | was the
one to blame. Why didn’t | ask more?
That kinda thing.

Well, he's got a point.

But he never listens when | ask
something, and he’s always in a hurry. It's
like, okay, ask me, but I'm on my way out
the door.

He sounds like he could do with

some lessons in time management.

| mean, it’s obvious, first come the
misunderstandings; that leads to poor
performance and - voila - next stop: low
morale and demotivation.

You know what would be really great? If
we could get some assertiveness training
to teach us how to approach our bosses.
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Nick: Hey, good idea. Why don’t you put it in
the suggestion box?

Beth: You mean the paper bin, don’t you? Do
you honestly think anyone ever empties
that thing?

Rebecca: No, | prefer to talk to people face-to-face.
I'll suggest it at the next performance
appraisal.

Nick: Aaagh! Don't talk about it!

David: We have regular department meetings
for things like that. Our boss always asks
us for suggestions.

Beth: Lucky you! Our boss doesn’t ask, he just

tells. And that means he sends us all a
mail. You should see some of them - how
many spelling errors!

Qs

Barbara: Managing time is all about learning
to plan and prioritise, having
systems, and making the most of the
time management tools out there.
First of all, setting the priorities:
work out your goals and allocate
your time to those activities which
help you to achieve those goals.

Do urgent tasks first, less urgent
tasks later, or delegate them. This
sounds a simple thing to do, but

a large number of people spend a
disproportionate amount of time on
tasks which take a lot of time but
yield very little in the end. It may be
useful for you to monitor your use

of time over, say, a week. You will be
surprised how much time you spend
on unnecessary activities. Next
comes planning. Try to plan each day
in 30-minute blocks. Then fill in these
blocks with realistic tasks. Time

the tasks to when you know you're
best at them. If you're sleepy in the
morning, don’t schedule important
meetings but get small tasks out of
the way, like emails or desk clearing.
Work through the tasks, one at a
time, trying not to let work take
longer than the time you allocated.
How do you feel about time
management apps? Do you think
they're overrated?

Personally, | don't think so.
Technology has brought us a number

Member of
the audience:

Barbara:
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of wonderful tools, and there’s no
reason not to take advantage of
them. The problem is there are so
many options out there, and it can
be difficult to find the one that
suits you best. However, despite all
those apps and time management
software that are supposed to make
our lives easier, | do think that

one of the best methods of time
management is the good old to-do
list. If you make it realistic, you can
tick off the tasks each day and feel a
lot better about yourself. Also, don't
forget about the mundane tasks:
spend time organizing a good filing
system and make sure it stays that
way. Empty your in-tray daily. And
finally, try to delegate routine tasks
wherever possible. | know that’s
easier said than done, but it's the
only way to really work effectively.
Keep in mind that it's impossible

to do everything yourself. Delegate
routine jobs which demand no
special skills or are time-consuming.
Time management is critical for
success. It is worth investing time
in. Organize your time sensibly

and realistically. Don't try and

do everything, and don't try to

do everything perfectly. After all,
wouldn’t you rather have a good job,
completed on time, than a perfect
job, two weeks late? It's something
to bear in mind ...

(> I}

It is simply not possible for one person to handle all
the tasks in a department or company. Furthermore,
the task of a manager is to oversee the work

done by others and this involves delegation. A
demotivated or confused team is often a sign that a
manager is not delegating sufficiently. Empowering
employees with tasks that a manager would
normally do provides them with an opportunity

to develop and expand their own skills in decision
making and problem solving and demands initiative
and creativity. This hands-on experience is a very
motivating factor. For the manager, delegation is a
way of relieving time pressures and freeing up space
to allow the manager to focus on the future goals of
the company, and not only on everyday business.



O 5o

The next step is to identify a suitable person for the
task. A manager should then explain the task in a
calm and detailed way allowing the employee to ask
questions and without intimidating them.

The manager should explain the short-term

purpose of the task and also how it relates to
long-term goals. In this way an employee grasps
the significance of the work and becomes more
motivated.

Although it may be hard for a manager to admit
that an employee could do a task better, any
suggestions should be welcomed and not resented.
The employee to whom the task has been delegated
will now need the authority necessary to carry out
the task properly. This also means informing other
colleagues and partners of the development. As
well as authority, an employee needs the space to
carry out the task independently; having a manager
standing over their shoulder is not conducive to this
aim. Despite the fact that there may be errors in the
short-term delegation hopefully means long-term
benefits.

Unit 14
O

The demonstration against globalization started
quite peacefully. Protestors carried banners and
shouted “stop the exploitation”. However, shortly
before reaching the conference centre in London,
where the World Economic Forum is due to start
tomorrow, the violence started. The demonstrators
began throwing objects and fights broke out
between them and the police. Cars were overturned
and shop windows were smashed. At least ten
demonstrators and six police officers were injured
and had to be taken to hospital. The demonstration
organisers issued a statement in which they blame
the police for causing trouble. Now, let’s take a look
at the economic news. S.A.l.D. Communications, the
British based telecommunications company, has
announced plans to switch more of its operations to
India. This follows the decision last year to relocate
production there. A company spokesperson said that
this latest move is part of the company’s long-term
strategy to become a global player. The company
believes that they will be able to save millions.
Concerning job losses at the British headquarters
and the European subsidiaries, the spokesperson
refused to comment.

Oxs

Newsreader:

Irmgard:

Newsreader:

Irmgard:

Newsreader:
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Reporter 1:

Transcripts

That was the sports news. Now let’s
return to our main story - the violent
demonstrations before the opening of
the World Economic Forum tomorrow.
Joining us in our Swiss studio is one
of the demonstration’s organisers,
Irmgard Gassner. Good evening. Ten
demonstrators and six police officers
were injured, cars were overturned
and shop windows were smashed.
Who is to blame?

The police. | hold them totally
responsible for the violence. As you
know, things were very peaceful until
we came nearer to the Forum’s venue.
Then, at the last minute, the police
refused to allow us to march in front
of the conference hall, as planned,
and as was agreed by them. Then they
began to use force, to try to make us
change our route.

The police claim that they had no
alternative. They had reason to believe
that there were some dangerous
people in the crowd.

Complete lies. This was not a

crowd of football hooligans. There
were families, youth groups and
religious leaders. Caring people who
wished to voice their feelings about
globalization: the fact that third
world workers are made to work

in unsafe conditions; the fact that

big multinationals are using child
labour; the fact that the economies
of the so-called developed countries
are declining; the fact that in the
developing world unemployment is
out of control.

I’'m afraid | have to stop you there as
we have run out of time. Once again,
thank you for joining us.

Mr. Walker, do you feel that you
and your company are exploiting
the developing countries, such as
India?

Richard Walker: Absolutely not. On the contrary,

we are a major producer in India.
We've created jobs. Therefore,
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Reporter 2:

Richard Walker:

Reporter 1:

Richard Walker:

Reporter 2:

Richard Walker:

we have helped to improve the
economy and raise the living
standards of a lot of Indian people.
Our employees are paid above-
average salaries and our plants are
modern and use the most up-to-
date safety procedures. In addition
to this, we believe that the Indian
market has great potential and will
be extremely important for us in
the near future.

Above-average salaries? Don’t the
employees earn less and aren't
they expected to work more hours
than their British counterparts?

It is company policy to comply
with the legal regulations of the
countries in which we're located.
So by this | mean the conditions

of employment will depend on

the country. That means, yes, our
British workforce have different
salaries and working hours to
those of our German subsidiary or
in this case, our Indian subsidiary.
But isn't it true that your company
is saving millions, if not billions

by producing in India? And didn't
you receive grants from the Indian
government?

Concerning your first question, yes
we are saving money by producing
in India. But these savings benefit
our customers. That’s why our
products are so reasonably priced.
Now, with regard to your second
question: yes, we did receive
support and assistance from the
Indian government, but no, not
financial aid. So in other words, the
same assistance that all foreign
companies are entitled to.

What about your employees

in Britain and other European
countries? How safe are their jobs?
If | understood you correctly, you
are asking me whether or not there
will be any job losses?
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Chairman:

Nigel:

Chairman:

Nigel:

Chairman:
Nigel:

Clara:

Nigel:

Clara:
Nigel:
Clara:

Nigel:

Perhaps we should start with you, Nigel.
As most of you know, Nigel is the new
personnel manager and therefore can
best explain what a performance review
or an appraisal system is.

Yes, of course. A performance review
system is basically a method of reviewing
the performance of employees. The
primary purpose for doing this is to look
at ways of developing the personnel.
That means suggestions concerning
training or career development, etc.

How often does an appraisal, or should |
say performance review, take place?
Both terms are used. However, the parent
company tends to use “performance
review”. But in answer to your question:
We would conduct one annually - ideally,
towards the end of the year, so that the
recommendations can already be put
into practice at the start of the following
year.

Ah-ha. And how exactly does it work?
There are several steps involved. The
first step is for the manager or superior
to evaluate the performance of his or
her direct staff. This is done by using

the job descriptions as the basis of this
assessment.

Sorry to interrupt, but | don’t

understand what you mean by using

the job description as the basis of the
assessment.

By this | mean the manager looks at the
description and decides how well the
employee has managed to perform his or
her job, i.e. the responsibilities described.
The manager should make a note of

any other observations he or she feels
are relevant and should be discussed at
the meeting. All of this information is
recorded on a standard appraisal form.

It sounds like being back at school.
Sorry?

Yes, like getting your end-of-term school
report from the teachers. The only thing
that’s missing is that you don’t want to
speak to the employee’s parents.

I'm sorry if | gave you that impression. |
can only repeat again that the purpose of
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Nigel:
Chairman:

the performance review is to develop the
employee. That means the boss actively
encourages his or her development by
recommending training opportunities

or tries to help steer the career; this will
lead to greater job satisfaction. And that
means better performance in the job and
less staff fluctuation, which can only be
good for the company.

It all sounds too good to be true.

| think it might be a good idea if any
comments were put forward at the end,
once Nigel has finished explaining the
system.

So, as | was saying, once the manager
has prepared the assessment, the
employee is requested to attend a
meeting to discuss it. Ideally, notification
is given well in advance so that the
employee can prepare as well. To help
do this, each employee is given a self-
appraisal form. This form helps the
employee to evaluate their own job
performance. The form is almost identical
to the one that the manager has
completed.

Ah-ha.

The next step is the meeting. Both

sides then discuss the employee’s
performance. Recommendations or
proposals are made on how to improve
certain areas, for example certain

skills, etc. Also, the employee’s career
development is looked at. In addition,
during this meeting the working
objectives are set for the following year.
Any comments and recommendations
are added to the manager’s appraisal
form and the employee is requested to
sign it.

What happens to this form?

It is put into the employee’s personnel
file.

Right, | think I've covered everything.
Thank you. Does anyone have any
questions before we move on to the next
item on the agenda, the time frame for
implementing the performance review
system?

Clara:

Chairman:
Clara:

Nigel:

Clara:

Chairman:

Nigel:

Chairman:

Clara:
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Yes, indeed. | have quite a lot of
questions concerning the benefits

of a performance review system.

Firstly, doesn’t a performance review
system only strengthen the company’s
hierarchy?

I'm afraid | don't quite understand.

Well, the whole system depends on the
opinion of basically one person - the
employee’s boss. Therefore, the boss has
power over his or her direct report. He
or she can make or break that person’s
career. As far as | am concerned, this is
yet another tool or method to reinforce
the existing power structure in this
company.

If I may just come in here. As |
mentioned, all managers will receive
extensive training on how to conduct
performance reviews. In addition, the
employee is also requested to complete a
self-appraisal form. This allows everyone
to give their side of the story.

Sure, and the employee’s opinion will
carry the same weight as that of the
boss?

| think you have made a good point.
What would happen if the employee
feels that the boss’s assessment is totally
biased and unfair?

That's when we would step in. We

would speak to both parties concerned.
The next step would be to ask other
management for their opinions on the
employee.

| see. Clara, would you like to ask another
question?

Yes, | would. Isn’t it true that in
companies that operate such appraisal
systems, professionalism and
productivity have declined? Perhaps

I should explain that in more detail.
Employees no longer work as teams

but adopt an individual approach. That
means they see their colleagues as
competitors. It is important that the boss
thinks that they are the better person.
After all, promotions and the possible
merit they could receive depend on this.
Also, it has been proven that in setting
their objectives for the following year,
employees tend to select targets that are
more easily achievable by year end. Thus,
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Rita:

perhaps more important and necessary
objectives, which are perhaps not so
easy to get off the ground, are not even
attempted.

I’'m afraid | can’t agree with that at

all. And when you say that it has been
proven, by who?

There was an article on this in last
month’s issue of “Personnel Matters”.
Well, before | comment any further on
this, I'd be interested in looking at the
report.

Also, don’t the costs of implementing
such a system far outweigh the results
that they deliver? In most companies
only about 10 % of the personnel can be
termed as poor achievers. So why make
the whole workforce suffer based on this
statistic?

I think you are confusing two very
different issues. A performance review
system is not there with the purpose
of making the workforce suffer. It is, as
| explained, a well-recognized tool for
improving quality, promoting better
communication between management
and the staff and a way of developing
employees.

Hi Claire, mind if | join you?

Oh, hi Steven, no, not at all. Please sit
down.

Where have you been hiding? | didn't see
you at the staff meeting yesterday.

| know. | was at a seminar for the last three
days: stress management. It was one of
the seminars my boss recommended at my
last performance review.

Ah-ha, stress management! And ... was it
any good?

Believe it or not, it was. | actually learned a
lot.

For example?

Well, | learned some very useful relaxation
techniques. For example, if you're feeling
really ...

Extension 768. How can | help you?
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Good morning. This is Steven Green from
Marketing. I'm interested in participating
in the next stress management seminar.
One moment please. I'll just check when
it is. The next one begins on the 13th of
next month. And it goes on until the 15th.
And where does it take place?

At the Post Hotel in Oxford.

Is that near here?

About half an hour away. You will receive
directions on how to get there together
with your invitation. If you wish to
register for it, you must complete an
R342 form. You should have copies of
those in your department.

Sorry, I'm afraid | didn't catch that. Which
form should | complete?

An R342. Please don't forget to get the
signature of your boss. Oh, and could

you try to get it to me by the end of next
week? We only have a few places left.
Yes, of course. I'll send it over as quickly
as | can.

Great. I'll put you down as “interested”
and will confirm the registration as soon
as the form gets here.

Thanks.

You're welcome. Bye.

Interviewer:  Dr Thompson, has globalization
played a part in increasing
awareness of business ethics?

Dr Thompson: I'd say so, yes. Multinational

companies are facing the challenge
of communicating values and ethical
practices to sometimes thousands

of employees working in different
cultures with different legal systems.
Shared values and common ethical
practices are a basis for building a
global corporate culture. Apart from
that, the boom in communications
technologies has created new ethical
dilemmas for businesses: consumer
privacy, online marketing, access

to unsuitable material for children,
etc. But another point you have to
bear in mind is that the public is
now being allowed into the world of
corporate ethics and responsibility.
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What do you mean?

Stakeholders are now demanding
greater transparency and, as a result,
companies are putting their ethics
codes on the web for public access
to show just how committed they
are to ethical behavior.

But surely lots of companies are
simply scared of what could happen
to them if they don’t behave
“ethically”?

Certainly, companies can use ethics
programs to help them avoid
expensive lawsuits, to increase sales,
enhance their reputation and to
avoid activist pressure and boycotts.
Really?

Yes. Large companies which are
believed to behave unethically
toward shareholders, the community,
or their own employees are likely to
find themselves the target of activist
pressure, boycotts. For example,
companies that use cheap child
labour to produce their goods at rock
bottom prices.

Yes, | see ... um, what does a
company need to do to have a good
ethics policy?

Well, first of all, there needs to

be real commitment from senior
managers. That means participating
in training sessions and generally
making sure that their own

behavior corresponds with company
standards. The next essential thing
for a company to do is to identify its
values. After all, a company without
a clear set of values won't be able

to develop an ethics program.

And then, it has to develop an

ethics code or a code of business
conduct: the key way of expressing
values. The ethics code should be

a comprehensive document which
addresses all ethical dilemmas
employees are likely to face. It
should also outline where employees
can go for advice if they're not sure
about something and which ethical
issues are non-negotiable.

Can employees be involved in this
process?

Transcripts

Dr Thompson: Oh, it's absolutely essential that they
are, yes, as well as the management.
After all, they have to understand
and welcome the code. And there
are key departments which should
be involved, for example, Product
Development, Quality Assurance,
Purchasing, Sales, and Human
Resources.

O 5

The 1SO 14000 series is a series of voluntary
guidelines. These were designed to create
environmental standards for companies and

their products around the world. ISO 14001 is an
internationally accepted standard. It describes the
main elements that are necessary for developing

a good environmental management system, also
called EMS. If all elements of the standard are
included into a company’s EMS, then the company
can get registration from a third-party organization,
but not from IS0 itself. ISO 14001 provides the
framework for companies to help them to improve
their environmental performance and integrate
environmental considerations into all areas of
business. The 1SO 14001 EMS standard is made up of
several components. The first important requirement
is, of course, that the company management and
employees feel responsible for establishing and
keeping high environment standards. The company
must then record and publish these as their
environmental policy. The next step is the planning
part. In other words, they have to create realistic
and achievable environmental objectives and
procedures in order to review the environmental
consequences of products and activities. As soon as
they have done this, they have to start programs to
put these objectives and procedures into action. The
EMS should also include measuring and monitoring
mechanisms to make sure that it functions correctly.
In addition, management must conduct ongoing
reviews and introduce improvements where
necessary.

Qeo

Interviewer: Um, Mr. Brown, is the environment
an important factor for your
business?

Dave Brown: Oh, certainly. | think it's a major

factor in every business, actually. |
mean, breaking environmental laws
can be a costly affair, as well as
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being very bad PR, which can lose
you millions.

So, it's well worth investing in
environmental policies?

Absolutely. In fact, there have been
studies which showed that top
environmental performers in our
business also produce higher annual
returns than poor environmental
performers. | think it's safe to say
that developing environmentally-
friendly products and behaving in an
environmentally-conscious manner
can definitely improve company
earnings per share and increase
profitability.

So, environmentally sound
companies are more attractive?

| think a long-term EMS is becoming
more and more important in winning
contracts. Well, it's clear, by reducing
environmental risks, companies can
lower their insurance costs. Many
companies have also recognized the
fact that environmental policies can
give a business that necessary edge
over its competitors by improving
their reputation and brand image,
leading to increased sales and
investment. Nowadays, customers
prefer to buy from environmentally
responsible businesses, and that
means looking at the whole supply
chain. So, it’s a knock-on effect,

if you like. Larger companies are
now insisting that suppliers show
the same level of environmental
compliance, maybe implementing
ISO 14001, as they do. If they

don’t comply, well, there are other
suppliers who will.

Can being environmentally sound
also save you money?

Oh, yes, certainly there are cost
savings. For example, we have
reduced waste, which means less
spent on disposal, less energy and
less transport. In many cases, our
environmental policies have led to
more efficient practices.
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Well, my idea was to make donations

to schools or colleges so they can buy
computers or any other equipment they
need. The way | see it, those kids are
the future workforce. Plus, people like
anything to do with helping kids.

I'd be more inclined to go for something
involving employee time, say, helping in
a project for young people with problems
at home. | mean, it's cheaper, and we'd
still be helping the kids.

Actually, that'’s a really good idea, and it
might get us away from the stuffy old
suit-wearing image we've got.

What's wrong with my suit?

Nothing, but you've got to admit we're
seen as a predominantly white middle-
class traditional company.

That's true enough, but | think we
should be using our core competence
here. Our business is consulting, so, let’s
give business advice to local charities,
community projects for elderly people,
that sort of thing.

Whatever we do, it has to be done well,
plus, it has to be linked with our business
goals, and they are to build familiarity
with our name, increase confidence

in our service, boost staff morale, and
generate positive media coverage.

| think we need to ask the community in
more detail about what it needs. When
we've drawn up a list of possible projects
with the costs and time involved, we can
make a qualified decision.

And then, of course, we should ask the
staff what they’d like to do.

Yeah, | agree.

And then, we’ll need to look into how
we can publicize what we're doing, we'll
have to get the press involved. Could you
look into that one, Sam? Thanks.

What about putting something on the
website?

Good idea, yes. I'll make sure the MD
mentions it in the next AGM as well.

| know! We can include a little feature
on whatever it is we decide to do in our
corporate video.

Nice. Now we're really getting
somewhere.



Useful Phrases

Advice

Here are some phrases we use when we
are giving advice:

May I suggest ...

If | 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:
| think you're right. | agree with you.
You're absolutely right.

| couldn’t agree with you more.

Being polite

Try to use some key words to show politeness:
Excuse me ...

May/Canl ...?

We're sorry for ...

We apologise for ...

Would you please ...

Would you mind ...

Conditions

When we speak about something that is not true
but could be true, we use phrases like these:

Ifl had ..., | would ...

If | were you, I'd ...

In the event (that) ...

Provided that ...

Should you be ...

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 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 ...
| am writing in connection to /
to enquire about ...

Customer service

Thank you for your interest in ...

As you requested, please find ...
Enclosed / Attached 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 ...

| am disappointed because ...
I would be grateful if you could ...

Apologising

I apologise for ...

| am (very) sorry for / about / that ...
Please accept my apologies.
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Disagreeing

We use these phrases to express disagreement:

I'm not sure | agree with you.
I'm sorry, but I disagree.

I don't quite agree with you.
I don't share your opinion.

I see it differently.

I think that's debatable.

Education and training

Education
Here are some phrases to talk about your
educational background:
I have a degree in [subject].
| majored / minored in [subject].
I'm taking classes in ...
I'm taking a course on ...
| went to high school (AE) /
secondary school (BE) 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].

| have (got) training in ...

I have (got) five years’ experience 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 ...
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Expressing thanks

It's important to tell people that you are
thankful:

Thanks for ...

Thank you so much for ...

I really appreciate ...

I'd be grateful for ...

That's very kind of you. Thank you.

Introductions

The first time we meet someone, we want to
make a good impression. Here are ways to
introduce yourself:

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 you to ...

Have you met ...?

I'd like you to meet ...

If we didn’t hear someone’s name, we use:
Sorry, | didn't get / catch your name.

We can respond to an introduction with
these phrases:

Nice to meet you.

Pleased to meet you.

How are you doing?

If you've already met someone before, you
can use these phrases:

Nice to see you again.

| think we've met, but | can't remember your
name.

How have you been?



Useful Phrases

Meetings Negotiating
Getting attention Stating your goals
Excuse me for interrupting, but ... What we're looking for is ...
Sorry to interrupt, but ... Let’s try to reach (an) agreement (about ...).
Could | just say something here? Let's try to reach (a) consensus (about ...).
Giving an opinion Bargaining
In my opinion ... That's quite expensive!
My feeling is that ... Is that your best offer?
I'm sure / convinced / positive that ... What | had in mind is ...
It seems to me that ... What would you charge us if ...
| think it would be fair to say that ... In return for this, would you be willing to ...

If you look at it from our perspective ...
What we'd be able to offer youis ...
I'm afraid that's as far as we can go.
Those are the best terms we can offer.

Making suggestions
We could always ...
Why don't we ...?
How about ...?

We ought to ... Justifying the price

I suggest that we do (sth.) Our price is very low.

I suggest doing (sth.) These prices are very competitive.

Persuading Compromising

Surely it would make sense to ... Well, I'm prepared to make certain concessions.
Have you thought about ... How flexible are you?

You must admit thereis ... Would that be more what you had in mind?

Would you be willing to accept a compromise?

Asking for clarification or repetition

Sorry, I'm not with you. Could you explain Refusing a proposal

that again? I'm sorry, we can't accept that.
Could you go through that again, please? I'm afraid we can't agree to that.
Could you give an example? I'm afraid | have to say no.

What exactly do you mean by that?

Accepting a proposal

Clarifying That sounds reasonable.
What | mean is that ... | suppose | could live with that.
What I'm trying to say is that ... We have no objections to that.

Let me put it another way ...

Closing the deal

Giving reasons | think we've found a win-win situation.
because of ... Great! It's a deal then!

dueto ...

that's why ...

therefore ...

for that reason ...
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Useful Phrases

Presentations

Greeting the audience

Ladies and Gentlemen, welcome and thank you all
for coming.

Good morning, everyone. As some of you may
already know, I'm ...

Stating the purpose of the presentation

I'm here today to talk about ...

I would like to take this opportunity to talk to you
about ...

Introducing the first topic
I'd like to start by ...
First of all ...

Summing up a point

We've just looked at ...

That was a brief outline of ...
I'd now like to recap ...

Starting a new subject

Let’s now move on to ...

Let's turn to ...

That leads me to the next point.

Analysing 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 ...

Handling questions

I'll come back to that later.

| won't comment on that now.

Does anyone have any questions before | move on?

Ending

In conclusion, ...

I'd like to wrap up by saying ...
Thank you for listening.
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Questioning

We have many different ways to ask
questions:

I'd like to enquire about ...

May I just ask something?

| was wondering if ...

Do you happen to know if ...

Regret

When we wish we had or hadn’t done something,
we can say:

If only we hadn't ...

IfI'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 ...

| just wanted to ...

Do you mind if ...?

Would it be okay if ...?

Sequencing

When we give information, we want it to be
in the correct order:

First(ly) ... / First of all ...

Second(ly) ...

Third(ly) ...

Next ... /Then ... / After that ...

Last(ly) ... / Finally ...



Useful Phrases

Small talk
To make small talk before a meeting, you can use Connecting someone
these phrases: When we want to connect a caller to someone
How was your flight / your trip? else, we say:
Did you have any trouble finding us? I'll connect you (to ...).
Beautiful day, isn't it? I'll put you through.
Is this your first time in ...? Please hold the line.

Please hold on a minute.

To end the small talk politely, you can say: One second, please.

I'd love to chat more, but ...

Anyway, ... Taking a message

Sometimes we cannot connect a call and need to
find out what the caller wants:

May / Can | take a message?

Would you like to leave a message?

To speak about plans for the future, we can use: May | have your name, please?

I'm going to (begin / study ...). Would / Can you give me your number, please?
My goal / aim is to ...

I'm planning to ...

We intend to ...

Talking about the future

The workplace

Where you work

If we want to set a time limit on something, We can use in, for and at to say where we work

we can yse: Laura works in [name of department].
By the time ...
. Steve works for / at [name of company].
Until ...
By ...
What you do
When we want to say what we think will happen: We l"mv'e different ways to say what our jobs are:
o My jobis to ...
It looks like it'll ... .
, I am responsible for ...
I hope I'll ... It's mv iob to
She believes she'll ... . v
i I'm in charge of ...
I guess we'll ...
| suppose she'll ...
I presume he'll ...
| wouldn't be surprised if ... Travel arrangements
Airlines
Here are some key phrases for airline travel:
Telephoning I'd like to book a flight to ...

Are there any direct / nonstop flights to ...?
I'd like a seat in first / business / economy class.
I'd like a window / a middle / an aisle seat.

Answering the phone

We often use these phrases at work:

Good morning / afternoon [name of company], ...
[Name of company], my nameis ...

[Name of company], how may | help you? Hotels

Here are some key phrases for hotels:
I'm looking for a hotel in ...

Do you have anything last-minute?

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 | can check out?

Getting connected

When we are the caller, we have to say what we
want:

I'd like to speak to ...

May / Can | speak to ..., please?

Would / Could you put me through to ..., please?
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Useful Phrases

Trends

Positive changes

Here are some key phrases for describing

positive trends:

There's been a slight / slim / minor increase.

We've experienced a major /dramatic / significant /
impressive upswing.

There's been a gradual / steady / consistent climb.

We've experienced a fast / sudden / rapid gain.

Negative changes

Here is some key vocabulary for describing
negative trends:

Their sales dropped (from ... to ...).

Our profit plummeted.

We suffered a huge loss ...

The prices fell (from ... to ...).
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1A

1B

1C
1D
2A

2B

2C

1D
2F
2G
3A

Wordlist

You can find further resources online at: www.deltapublishing.co.uk

Unit1
company ['’kampani]
['ofa]

employee [1m'plori:]

to offer
to associate [d'soufiat]
workshop  ['w3:kfpp]
instructor [mn'strakto]
sign-in sheet ['sainin fi:t]
seminar ['semina:]
intensive course
[m,tenstv 'ko:s]
blended learning course
['blendid ,13:n1n) ko:s]
self-study course
[ self'stadi ko:s]
one-to-one course
[ wantawan 'ko:s]
on-site [pn 'sait]
host family ['houst feemli]
residential course
[rezrden/l 'ko:s]
online environment
[,onlain m'varrnmont|
in-company course
[inkampeni 'ko:s]
virtual training course
['va:tfual tremin ko:s]
to attend [o'tend]
questionnaire [ kwest[o'nea]
ad (advertisement)
[eed (od'v3:tismont)]
qualified ['kwolifaid]
native speaker
communication skills
[komju:nikerfn 'skilz]
immersion [1I'm3:/n]
residential management
[rezrdenfl meenidsment]
folks [fouks]
to admit [od'mit]
[Jar]

exhausting [1g'zo:stin]

shy

to mention ['men/n]

advantage [od'va:ntids]

disadvantage [disod'va:ntids]

to give advice [, giv ad'vais]
spread
objective [ovb'd&zektiv]
['ko:s fi:]

[spred]

course fee

[nertrv 'spizka]

4B

4E

intercultural [mto'kalt/tl]

to focus on [ foukas 'pn]
enquiry (BE)

['eelokertid]

[m'kwarari]
allocated
component
convention [kon'ven/n]
to ensure [mn'fo:]
retention [rr'ten/n]
to leverage ['li:vrids]
[1k'si:d]
benefits package
[\benifits 'paekids]

to exceed

enticement [in'taismont]
redundancy [ri'dandonsi]
to shift [[ift]

incentive [in'sentiv]
layoff ['lerof]
to surpass [so'pa:s]
to maintain [mein'tein]
to be capable of
[bi: kerpabl 'av]
advancement
employee retention
[tm'plori: riten/n]
to tighten one’s belt
[taitn wanz 'belt]
CEO
board

forecast

[si:iz'au]
[ba:d]
['forka:st]

expenditure [1k'spendrtfs]

to generate ['dsenrert]
revenue |[revnju:]
balance sheet
to surpass [so'pa:s]
to benchmark
target ['ta:git]

clarification

Unit 2

job posting ['dzpb paustin]

deli ['deli]
corporation [ko:prei/n]
renowned [rr'navnd]
synonymous  [sr'nonimas]
vacancy ['verknsi]
clientele [kli:an'tel]
to recruit  [rr'kru:t]

multi-skilled [ malti'skild]

[kom'pavnant]

[ed'va:nsmont]

['beelans fi:t]

['benfma:k]

| kleerifi'ker/n]
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Wordlist

remuneration package inspite of [In'spartov]

[rimjuinreyn 'paekids] e thoroughly ['Oarali] e

competitive salary suitable ['su:tobl]

[kompetitiv 'seelri] e toproceed [pra'si:d] e

company vehicle to become evident

[kampani vieKl] e [brkam'evidnt]
1B toentail [In'terl] e 3] foreign [forin]
1C market position

[makit pa'zizn]

mission statement Unit 3

[mifn stertmont] e working condition

responsibilities [wakm kon'dnz] e

[rsponsabilotiz] e toaffect [o'fekt] L
2A interviewee [ntovju'l:] L satisfaction [s@tis'fekn] .o

résumé, resume  [Tezjuimer] ..., 1B staff fluctuation

former [foma] ['sta:f fldsktfu'ern]

applicant [wplikont] absenteeism  [@bsn'tinzm] ...

concise [ken'sais] premises ['PremiSIZ] ..
2B application form rigid [TIABIA] e

[eplikerfn form] empowerment [IM'pavomont] .............cccocoovveierierierieeieerceereens

requested [rrkwestid] grounds [graondz] e

format [fomet] procedure [pro'siidso] e
2C attached [d'teetft] advanced [od'VAINSt] e

current  [karnt] 1C tobegluedto [bi:'glud to] ...

to hesitate [‘hezitert] e dissatisfaction

convenient [ken'vimniont] . [dis;seetis'fek/n]

acquisition  [eekwizifn] to encourage [n'karids)
2D salutation [sljo'ter/n] reasonable [ri:znabl]
2E toreject [rm'dsekt] personnel officer

purpose [P3:pas] L [pa:sn'el PIISO] e

marketing tool torange [remds] e

[makitm o] e toescort [I'Skoit] e

accomplishment scheme [skiim]

[Pkamplmant] e 2A workload ['w3:kloud] e
2 degree [drgri] equipment [I'KWIDMONt] ...

reverse [ri'Vais] L protective clothing
2G marital status [ maeritl 'Stertas]...........ocooooooiiiiiiiiii [proftektrv 'KIOUOI)] o
3B toobtain [ob'tein] equal rights  [:kwal 'Talts] ..o

to provide information 2C toimprove [IMDIUIV] i

[proyard mfo'merfn] toappoint [o'pomnt] e
3C achievement [o'tfivmont] L. spokesperson  ['Spauks,P3:SN] ..o
3D frequently [frizkwontli] L. 2D ancient [emnfnt] e
3F torenew [ri'nju] toapply [0'Plal] e

SUpervisor ['SW:pa'valzo] e cluttered  ['klatod]

insurance business disorganized [dr'so:gonaizd]

[foarns biznis] e fountain ['fauntin]

leadership [li:dofip] to activate ['zktivert]

invaluable [m'vaeljuobl] L turtle  [3:1] e

tointend [m'tend] L lavender [leevnda]
3G tosucceed [sok'si:d] L calm [Kam] e
3H whitelie [wart'lar] L toadopt [0'dDPt] e

reputation [repjo'ter/n] 3A headquarters [hed'KWoitoz] ....ocooooiieuivoiiiiieicieeeeeeeeeenan
3l unfortunately [An'fo:t/notli] ..o temporary [emPITi] oo
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3B

3C

3D

3E

3G

3H

4A

performance-linked
[pa'fo:mans limkt]
salary ['selri]
promotion [pro'maufn]|
senior consultant
[ siznio ken'saltnt]
corporate development
['ko:prat drvelopmont]
subsidiary [sab'sidiri]
indefinitely [mn'definatli]
[sob'sten(l]
rise (BE) / raise (AE)
[raiz/reiz]
['3:ninz]
counterpart ['kavntopa:t]
[p3:ks]
[keet/]

income tax ['mkam teks]

substantial

earnings

perks

catch

national insurance contribution

[\neefnl m'fvarns kontribju:fn]

take-home pay

['tetkhovm per]
entitled [m'tartld]
toearn [3:n]
taxes [‘taeksiz|
bonus ['baunas]
to receive [rr'si:v]
extract ['ekstreekt]
company policy

['’kampani polasi]
flexitime ['fleksitarm]
overtime [‘ouvatarm]|
on average [,pn '@vrids]
in many respects

[ maeni rr'spekts]
['sabsidarzd]
[kwt]

disillusioned

subsidized
to quit
[dist'lu:znd]
['kwauts]
['w3:kfo:s]

union [Yju:njon]

quota

workforce

rule [ru:l]
regulation [regjo'ler/n]
[pblr'garfn]

construction worker

obligation

[kon'strak/n ,w3:ka]
to clockin [kInk ]
to clock out [ klok 'aut]
laboratory worker
[1o'boratri w3a:ka]
disposable [d1'spauzabl]
badge [baeds]

4B

1B

1C

1D
2A

2B

2C

local authority
[ loukl o:'Oprati]
residence permit

[,rezidns 'p3:mit]

work permit  ['w3:k p3:mit]

to familiarize [fo'miliraiz]

Unit 4
memorable ['memrabl]
experience [ik'sprorions]

travel companion
[treevl kom'paenjon]

luggage [agics]

[kon'sida]

pros and cons

to consider

[\)pravz_en 'konz|
transfer program

['treensf3: provgrem]
[bra:nf]

['refju:s]

branch
to refuse

plant [pla:nt]

Wordlist

Nothing ventured, nothing gained.

[\nAB1n 'ventfod ,nabIn 'geind]

relocation [ ri:lo'ker/n]

entry clearance |[entri 'kliorns]...

issue ['fu:]
health insurance
['hel® 1n, foarns]
real estate agent
['r1al 1stert 'erdznt]
checking account
['tfekin o kaovnt]
certain ['s3:tn]
convinced [kon'vinst]
annual vacation
[\@enjual vo'ker/n]
public holidays
[\pablik 'holoderz]
required by law

[rr,kwarad bar '1o:]

pension plan ['penfn plen]

referred to as  [r1,f3: to 'oz]

retirement plan
[rr'taromont ,pleen]

to provide [pro'vaid]

pension contribution

['penn kontribju:fn]

Chancellor of the Exchequer (BE)

[tfa:nsle av 00 1ks'tfeks]
tight budget ['tait badsit]
resort [r1'zo:t]

sunlounger ['sanlavndso]
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Wordlist

rollaway ['rouvlower]
spacious ['sperfas]
parasol ['paraspl]

shingle beach [ [ingl 'bi:t[]

3D kitchenette [ kit[i'net]

4B to poach [paut/]
to steam [sti:m]
to simmer ['simo]

to bubble ['babl]
4C ingredient [in'gri:diont]
to prepare [prr'pes]
4D to talk shop [ to:k 'fop]
to get/be carded
[,get/ bi: 'ka:did]
to buy a round [bar o 'raund]
impolite [ mplait]

pub grub ['pab grab]

Unit 5
1A pie chart ['par tfa:t]

marker ['ma:ko]
bar chart [ba: tfa:t]
extension cord

[1k'stenfn ko:d]
loudspeaker [ lavd'spi:ks]
1B visual aid [vizual 'eid]
intonation [inta'nerfn]

slide [slard]

Q & A (Questions and Answers)

[ kju:_on ‘er]
interruption [ inta'rap/n]
to mumble ['mambl]

1D occasion [o'kerzn]
to solve [solv]
2A requirement [rr'’kwaromont]
recommendation
[,;rekomen'derfn]
2B audit ['o:dit]
auditor ['o:dito]
stock exchange (BE)
['stok 1ks tfernds]
stock market (AE)
['stok ma:krt]
shareholder (BE)

line of business
[lain_av 'biznis]
financial statement
[far,naen/l 'stertmont]
to ensure [mn'fo:]
['kru:1]

2C tosumup [sam Ap]

crucial

['fea,havlds]
stockholder (AE) ['stpkhovlds]
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2E
2F

2H

21

3A

3D

1A

1D

to clarify ['kleerrfar]
to distribute [dr'stribju:t]
opportunity [ppa'tju:nati]
torecap ['rikep]

[gra:f]

towrap up [rep Ap]

graph
significance [sig'nifikons]
to appreciate [o'pri:fiert]
to draw attention to
[dro: a'tenfn to]
to conclude [kon'klu:d]
[skip]
['zelokertid]
[rizin'fo:s]

[sku:l 'lizva]

to skip
allocated
to reinforce
school leaver
[p1tf]

to borrow ['borav]
[lend]

to avoid [o'void]

to pitch

to lend

Unit 6

purchasing ['p3:tfosin)]
duties ['dju:tiz]
purchaser ['p3:tfosa]
bargain ['ba:gin]

to bargain
in bulk [in 'balk]

to run out (of)

['ba:gin]

[;ran_'aot (av)]
[stiz1]

['aron]

steel
iron
quotation (BE) [kwa'ter/n]
quote (AE) [kwout]

agreement [o'gri:mont]
contract |['kontreekt]

raw material
to negotiate [nr'goulfiert]

to persuade [po'swerd]

procurement  [pra'’kjuomont]

quantity [’kwontati]
todraw up [ dro: 'ap]
supplies [sa'plaiz]
equipment [r'kwipmont]
idiom ['idiom]
supplier [sa'plaio]
to put all one’s eggs in one
basket [pout 0:l wanz

gz m wan 'ba:skit]

to throw money down the drain

[6rov mani daun 09 'drein|

[r'senfl]

essential

depending on [di'pendin pn]

[,ro: ma'trarial]




1E

2A
2B

resale ['ri:seil]

necessities [Na'sesotiz] i
purchasing department
[p3:tfosmy dr'paztmont] e
toensure [In'fo] e
specifications [ SpesIfike1nz] ..........c.ccocovviviiiiiiriiiicieicieeeeen
[dr'Tived]

quality standards

delivered

[kwolati stendadz] L
good value for money
[god veelju: fo 'mani]

procedure [pra'si:dso] e
to determine [dr't3:min]
to shortlist  ['[o:tlist]
bulk order ['balk 0:da]

totieup [tar'ap]

working capital
[ w3:kip 'keeprtl]

to increase ['inkri:s]

storage costs ['sto:rids kosts]

to group [gru:p]
dependent [dr'pendant]

to implement [pmpliment]
just-in-time  [dsastin 'tarm]
collective purchasing

[kalektv 'p3:tfasin] e
e-procurement

[izpra'kjoemont]
to what extent

[to ,wot 1K'stent]
[pa'tenfl]

to reduce [rr'dju:s]

potential

to engage in [mn'gerds in]

needs [ni:dz]

negotiation [nrgoufi'erfn]

to cut costs [ kat 'kosts]

salespeople ['serlzpi:pl]
analogue ['znalpg]

digital ['didsitl]
copying speed

[ kopimy 'spi:d]

duplex ['dju:pleks]
energy-efficient  [enodsi I'fynt].............ccocoooviiiiiiiicicccce
capacity [ko'pasati] e
occasional [o'kerznl]

double-sided [ dabl'sardid]

reliability [r1larobilati]

easy handling [i:zi 'haendlin] ..o
discount ['diskaont] L
comprehensive

[kompri'hensiv] e

no-fuss [ nov'fas]

[dis'seetisfard]

dissatisfied

Wordlist

part-exchange

[,pa:tiks'tfeinds]
provided

[pra'vardid]
outright [‘autrart]

to lease [li:s]

after-sales service

[,a:ftaserlz 's3:vis]

response hotline

[r1spons 'hotlain]

concern [kon's3:n]

support [sa'po:t]

immediate [rI'mi:diat]

resolved [rr'zolvd]

downtime ['davntaim] e
servicing  ['s3:visin)]
to fail [ferl]

consumable supplies

[kon,sju:mebl sa'plarz]

Unit 7

logistics [lo'dgistiks] L
manufacturing
[meaenja'feektforin] e

retailing  ['ri:terlip]
[mn'terl]

to entail

appropriate [o'provpriat]

implementing ['tmplimentip] ...
flow [flov]

relevant ['relovont]
[rr'lertid]

to put into action

related

[poutmta'ekin]

amount [o'mavnt]

toinclude [m'klu:d]

to incorporate [in'ko:preit]

[ destr'nern]

destination [destImer/n] ..

container ship  [kon'terna ,Jip] ......cccoovovveiiiiiieiceccecece

port [po:t]

harbour (BE) / harbor (AE)
['ha:ba/'ha:rbs]

loading docks [ loudin 'dpks] .......ccocoiiiiiii

distribution center

[distribju:/n 'sents]

cargo ['ka:gou]
associated [d'soufiertid]
inventory |['mvntri]
[dr'ma:nd]

internal transport

demand

[mn,t3:nl 'treenspo:t]
wastage ['Weistids] L
to minimize ['minimaiz]

stockholding ['stokhauldip]
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Wordlist

stocktaking ['stokiterkin] Unit 8

overview [QUvovjli] 1C producer [pro'djuisa] e
2B decade ['dekerd] e service provider

assembly line [o'sembli lamn] ..., [ s3:vis pro'vaida)]

defayed [drllerd] 1D TQM (Total Quality Management)

halted [holtid] o Li-Kjur'em]

billion  [bilion] prototype ['Provtotalp] oo

labour costs  [letba KDStS] ... faulty ['fo:lti]

core competencies maintenance ['MeItnons] ...

[Iko; 'kompltnsu] """""""""""""""""""""""""""""""""" out of order [|3-Utu9v 'Q;dg]

outsourcing ['autsoiSIN] L production line

tools [twlz] e [pro'dakfn lam]

e-commerce [linkomsis] defective [dIfeKtIV] oo

phenomenal [fi'npminl] condition [kon'difn] e

etailing [iteln] factory [TEkUi] oo
2C goods [gudz] s 2 process [Prouses] e

rail fred] e concept [kpnsept]

2D cross-functional [kros'fap/nl] ... 2A lean manufacturing

t0assess  ['SES] e

[li:n maenja'feekt/TIn] e
improvement proposal 2B discipline ['disaplin] e
[Impruzvment pro'pavzl] e tidiness [fa1dinds] e
observation [IDbZQVC[fn] ----------------------------------------- cleanliness ['k]en]lngs] .......................................................
suggestion [sadgestfn] ------------------------------------------------ continuous improvement
approval  [opruvl] [Kon,tinjuas IM'PrusVMant] ..o
storeroom  ['StOrOm] enhancement [IN'h@:nSmMant] ................ccccccooioioiieiieieeenns.
toallocate [%elokert] L toachieve [0'fiV] e
2F toweigh [we] cost-effective  [[kostr'fektiv] ...
pounds [an]’le] """""""""""""""""""""""""""""""""" proﬁt ['prnﬁt]
3B feasible [fi:zobl] L. to adhere to  [adh1o 'to]
excess inventory pride [praid]
[IIkSCS Il‘lVI‘ltl‘i] ------------------------------------------------- 2C previous ['pri:vigs]
white goods  ['wait ,gudz] e to enforce [in'fo:s]
tocope [koup] s 2D toenhance [I'hains]
coldcall  [kovld kol] o state-of-the-art [ SEItoVOI'@L] ...o.ooovieivieceicieceec
consultant [kgn's/\ltnt] """""""""""""""""""""""""""""""""" brand-new [Ibr&nd'nju:] .......................................................
household appliances 4A dust-free zone  ['dAstfri: ZoOn] ..o
[havsavld SPIAIANS] lean system  ['liin SIStOM] ..o
3C recommended dirt particles  [d3:t 'pa:tiKlz] ...
[reka'mendid] 2E toprovide [provaid] e

uncertainty [An's3:tnti] to waste resources

tax consultant

['Werst rzoiSIZ] e
[tkskonsaltnt] indicator ['mdikerto] L
logistics personnel TOUSE UP  [WZAD] oo
[lo'dgistiks paisn'el] e OAlUP  [L'AD] e

4A founded [faundid] 2G automotive electronic

automobile manufacturer equipment  [o:tomauty

['o:tomabi:l menjo'feektfra] ... eleKtronIK KWIDMON oo
parent company wiper unit  ['Waipa Juinit]
['pearnt kamponi] L relay [ricler]
toboast [boust] L assembly machine
4C drone [droon] e
toreplace [rIpleis] e
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3A

3D

3E

4A
4B

1A

1C

2A

production facility
[pra'dak/n fasilati]

['dizkri:s]

['mtigral]

['tikrt]

designated ['dezignertid]
['kals koudid]

[kom'plersnt]

to decrease
integral
to ticket

colour-coded
complacent

apology [9'pplodsi]
[o'dsends]

on target [pn 'ta:grt]

agenda
to arise [d'raiz]

absence ['ebsns]

to prevent [pri'vent]
unanimously [ju:'naenimasli]
face-to-face [ feisto'fers]
videoconferencing
[\vidiou'konfrnsin)]
chairperson ['tfesp3:sn]
minute taker ['minit terko]
participant [pa:'tisipnt]
turnaround ['t3:nr'avnd]
to eliminate [r'limnert]
non-value-added
[,;npn'veelju:edid]
['hindrans]
['bendin)]

failure ['ferljo]

hindrance

bending

inefficient [ nr'fiynt]

turnover ['t3:n,00va]
prevention [pri'ven/n]|
Unit 9

marketing ['ma:kitip]
to compete with
[kom'pi:t ,w1d]

logo ['lovgou]
slogan ['slovgon]
association [9;soufi'er/n]
font [font]

punchy ['panji]
[r'senfl]
percentage [po'sentid]

essential

marketing mix

['ma:kitiy ,miks]
['sela]
target group

seller
['ta:grt gru:p]
market follower

[ma:kit ‘folova]
market share [ ma:kit '[eq]
defined [di'faind]

consumer [kon'sju:ma]

4D

Wordlist

market challenger
[makit 'tfelindsa] e
market segment
[mackit'segmont] L
behavior (AE) [br'hervjs]
brand [breend]

market leader

[makit 'li:da]

market research
[ma:kit rr's3:t/]

market niche [ ma:kit 'ni:]

environmentally friendly
[myvarrnmentli'frendli]
cost-plus-profit
[KoStpIAS'PIDIIt] e
distribution channel
[ distrr'bju:fn tfeenl]

safety feature ['serfti fi:tfs]

competitor [kom'petita]

misleading [mi'sli:dip]

sales force ['serlz fo:s]

luxury items  ['lak[ri artomz]

involved [mn'volvd]
marketing campaign

['ma:kitiy keem,pern]

to overestimate [, 0UVI'eStIMAL]...........coovveiiieiieeieiiieece e

rags to riches [regz to 'ritfiz]

ordinary ['o:dnri]

torelyon [rr'lar pn]

prematurely ['premotfali]

popular ['popjalo]

suspect ['saspekt]

impossible [1m'posabl]
manipulative [ma'nipjalotrv]
[ka'ms:f1]

to voice [vors]

commercial

complaint [kom'pleint]
['kros kaltfrl]
['greefik]

[du:md ta 'ferl]...

synthetic  [sin'Oetik]

cross-cultural

graphic

doomed to fail

scenario [sr'na:riov]
[tferi 'red]
[,nervi 'blu:]

[.gud 'fo:tfuin]

cherry red

navy blue

good fortune

prosperity [pros'perati]

mourning  ['mo:niy)]

purity ['pjoerati]

royal power [ roral 'pavs)]

contradictory [ kontra'diktri]
joy [dso1]

cowardice ['’kavadis]
[br'treral]

[mu:d]

betrayal

mood
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4E

1C

2A

2B

2C

140

Wordlist

gray (AE) / grey (BE) [grei]
termination notice
[t3:mri'ney/n ;nautis]
unexpected [anik'spektid]
envious ['envias]

['dzelos]
to be in debt [bi: in 'det]

jealous

Unit 10

distribution chain
[ distribjuzfn 'tfein]
forsale [fo'serl]
to shop around [, fop o'ravnd]
buy [bai]
rip-off  ['ripof]
to sell like hot cakes
[sel latk ,hot 'kerks]
to come down [kam 'davn]
pricey |['praisi]
reasonable ['ri:znobl]
inexpensive [, nik'spensiv]
to afford [o'fo:d]
sales promotion
['serlz pro,moufn]
stock [stok]
[swit/]
[a'vord]

to perceive [pa'sizv]

to switch

to avoid

decrease ['di:kri:s]
value ['veelju:]
on-the-spot [,pnda'spot]
to raise [reiz]

to donate [do'nert]
charity ['tfertti]
refund ['ri:fand]
[rr'di:mabl]

sweepstake ['swi:psteik]

redeemable

demonstration

[, deman'strer/n]
game of luck [,germ av 'lak]
[dro:]

coupon [’ku:pon]

draw
popularity [ popjo'leerati]
sampling

[traral]

['sa:mplip]
trial
awareness [o'weonos]
reward [ri'wo:d]

banded offer ['beendid pfo]
to require [rr'kward]
proof [pru:f]

continuity [ kontr'nju:ati]

collectible [ka'lektabl]

one hundred and forty

competition [kompa'tin]
prize [praiz]
fashionable ['faefnobl]
means [mi:nz]
advertising strategy

['eedvatarzin streetodsi]
to take into account

[terk mts o'kavnt]
corporate identity

[ ko:prat ar'dentati]
to conduct ['kondakt]
to evaluate [r'vaeljuert]
banner advertising

[ baens 'edvataizin]
roughly ['rafli]

[ead]

[sIpt]

aired
slot
prime time ['praimtarm]
measurable ['me3rabl]
achievable [a'tfi:vabl]
to convey [kon'ver]
to prompt  [promt]
acronym [‘akronim]
formula ['fo:mjalo]
eye-catching ['arkeetfin]
to attract attention
[otraekt o'tenfn]
headline ['hedlain]
copy [*kopi]

decent ['di:snt]
honest ['pnist]

laid down [ lerd 'davn]
claim [klerm]
confident ['konfidnt]
['sensibl]
[ko'mifn]
['dsenda]

free-time occupation

sensible
commission

gender

[ friztarm pkjo'perfn]

lousy ['lavzi]

tele-sales ['teliserlz]

soft skills  ['soft skilz]

to strike [straik]
induction [in'dakfn]

to monitor ['mpnrto]
profitability [ profita'biliti]
sheer [[i0]

allotted [d'Intid]

Unit 11

customer service

[ kastoma 's3:vis]




1A

1B
1D

2A

2B

2E

21

3A

3B

3C

Wordlist

commandment outbound [avtbavnd] L
[ke'ma:nment] help desk [help desk] .
valuable ['vaeljuobl] to differentiate [ dif'renfiert] ...
loss [lbs] e 3F order confirmation

justified ['dsastifard] L [0:do konfa'merfn]

inevitable [r'mevitebl] L 3G to accompany [a'kampani]

desire [dizais] tooccur [o'k3:]
fully committed [ foli keo'mutrd]...........oooiiiiiiii. warranty ['Wornti] e
applicable [o'plikabl] L prompt [promt] e
survey  ['S3:VeI] e

rating scale ['rertiy skerl] ...

template [templert] L Unit 12

similarto  [Smilato] e 2A dramatically [dra'meetikli]

engineer [end3I'nIo] L dueto [dju:'ta]

virtually - ['vaitfuoli] slightly  ['SIarti] o
toaccuse [akjuiz] significant  [sig'nifikont] L
incompetent  [I'kompitnt] decrease ['ditKriis] e
parcel ['pa:sl]

steadily ['stedili]

delivery  [drivri] 2B toclimb [klaim]

rude [ru:d]

to stagnate [staegmert] L

repairman [rpedman] to remain stable

solution [solufn] [rmern 'Setbl] e

shortage [fortis] tolevel off [levl'Df] e

regrettable [rigretabl] ... to soar [so:]

wiring [walsrm] """"""""""""""""""""""""""""" to recover [I‘l'kAVQ] .......................................................

defect [difekt] to fluctuate [flaktfuert]

to hitthe roof [hit 8o 'ru:f] .. to slump  [slamp]

criticism  [kritiszm] 2C bold [bavld]

to fly off the handle gradually ['graedzucli]
[.ﬂaI pf 09 Ih&ndl] """""""""""""""""""""""""""""" bare|y ['beg]i] .......................................................

tohave afit [hevo'fit]

moderately ['mpdratli]

to drive sb. up the wall suddenly ['sadnli]

2D to boom [bu:m]

[drarv ... Aap 0o 'woil]

to give sh. a piece of one’s mind prediction [pr'drkfn]
[ig1v ... o piis.ov wanz 'mamd].............cooiii demand [A'MANA] oo

to get on sb.'s nerves 2E toswap [SWDD] e

- 3A core competency

service level agreement .
g [ ko: 'kompitnsi]

[;s3:v1s levl o'gri:mant]

lack [leek] e
provision [proVifl] e 3B downside ['davnsard] L
to compensate  ['KDMPANSeIt] ...........cccoooiiieiiiiiiiiiiiiieinne 3C headcount reduction
availability [overlo'biloti] ... ['hedkaunt r1,dakfin]
response time  [r1'sppns tam] ... to fire [.faw]l
repairtime [rI'peg |talm] ------------------------------------------------------- pay-freeze [lpeI fri:z] .......................................................
torestore [MSO] (0gobuSt [990DAS] o

fault escalation bankrupt ['benkrapt]

[forlt eskolefn] . low margin  [loo 'ma:dsin]
L — to answer prayers

todraft [dra:ft] [0SO 'PLEIOZ] e
to compromise  [KDMPIAMAIZ] ...oo..oocccvrvssniivvnnissssinnisssssinees. 4C announcement  ['NAVNSMONT] .........cooovevievioriieiieiiieeceeeeeeeeaene
Penalty [penltl] ------------------------------------------------------- payroll ['pelreul]

service fee ['s3tvis fi:] 4D chin [tfin]

inbound ['mbauvnd] L

sincerity [sm'serati]
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repentance [rr'pentons] L 2E assertiveness [9'S3:tIVNIOS] ...
4E inanutshell [mo'natfel] counterproductive
to keep mum  [Kizp 'mam] L [kaontopra'daktiv] e
to dig one’s own grave toharm [haim] e
[[dIg WANZ 90N 'gretv] e disruptive [dISTADLIV] e
bigwig [bigwig] asset ['@set]
rumour [TWIMA] technique [tek'nixk] e
4F salary ['slri] e todetract [dr'traekt]
wage [WeId3] e tohint [hit] e
shareholder value flattery ['fleetri]
[Jeahoulda 'vaelju:] to manipulate [ma'nipjolert] ...
apologetic [opolo'dsetik] ..o
disagreement [ di1sa'griimnt] ...
Unit 13 3A toinvest [IN'Vest] e
leadership [1:dofID] oo to burn the candle at both ends
A bossy [0S [b3:n 02 kend ot boud
submissive [SOD'MISIV] e endz] e
assertive [o53:IV] o 3B to be swamped with work
persistent [pa'SIStNt] e [bir swompt wid ‘ws:k]
consistent  [Kon'SISINt] .. to be tied up  [bi: ‘tard Ap]
systematic [SISt'M@EUK] oo to have one’s hands full
dependable [drpendabl] ... [heev wanz haendz'fol] oo
commanding [ka'ma:ndim] ..o to be on the go
authoritative [0:'ODITOLIV] ..o [biion 82'gou] e
dedicated ['dedikertid] to work oneself into the ground
loyal [lowal] [ w3k wanself mta 09 'graond]..............cooooiiiiiiiiiiiiiieeeee
methodical [mo'©pdikl] to have a lot on one’s plate
toargue [WaU] e [heev,a Ipt pn wanz 'plert] ...
1B t0pOSSess [DIZ6S] oo 3F toschedule [fediul]
1C candidate [K@ndidot] oo priorities  [prarorotiz]
drawback  ['drob@k] e 3G toprioritize [prarpritaiz]
reliable [rr'latobl] e toadvise [odvaiz]
toconcern [kon'ssin] L disproportionate
1E advice [od'Vais] e [disprapoifnat]
responsibility  [r1SppNSOBISL] ....o.ovvveieec toyield [jild]
success [OKSeS| o mundane [MANGEIN] o
todelegate ['deligert] . in-tray  ['mtrer]
totackle [teekl] e sensibly ['sensibli]
lethargic [100Q:dBIk] oo 4A tofrighten [frartn]
tobAM  [brim] e display [dr'splei]
Blow [BI36] tograsp [graisp] e,
2A Memo  [Memos] e tooversee [ouva'si:] L
imprecise  [IMPISAIS] oo conducive  [KON'IUSIV] oo
2C moaning Minnie tointimidate [m'timidert] ...
[;movniy 'mini] toresent [rr'zent] L
foolish  ['fu:lif] toempower [Im'pava]
the average Joe 4B hands-on experience
[00 @VIIE 'BOO] e [henzon ik'sprorions] L
to complain  [kom'plemn] .. toexpand [K'speend]
nosy parker (BE) [ [N00Zi'DA:KS].......ovoviviiiiiieiieieeeeeeeen torelieve [rrliv]
Jack of all trades time pressure  ['tarm prefo] ..
[BEkov ol tre1dz] e 4C tofaciliate [fo'silitert]
silly billy [ s1li 'bili] e
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1A

1D

2B

2D

2E

2F

2G

2H

3A

3C

1A

Unit 14

globalization [gloublarzeifn]
to zip the mouth shut
[,ztp 09 ;mavo '[at]
to fiddle ['fidl]
offence [o'fens]
[fu:l]
[.get 'lost]

to fool
to get lost
tap [tep]
confidential [konfi'denfl]
offensive [o'fensiv]
insulting  [in'saltip]
impact [tmpeekt]
to foster ['fosto]

to venture |['ventfs]

['ndzad]
peacefully ['pi:sfli]

injured
protestor [pro'testo]
exploitation [.eksplor'tei/n]
toissue ['fu:]

to relocate [ ri:lo'kert]
venue |['venju:|

['lerba]

to blame [bleim]

child labour [ tJarld 'letbs]

to decline [dr'klain]

labour

minority [mar'norati]
majority [mo'dggprati]
oil platform [,o1l 'pleetfo:m]
developed country

[dr,velopt 'kantri]
developing country

[drvelopin 'kantri]
resources [r1'zo:siz|
squirt gun  ['skwa:t gan]
teargas ['tiagees|
mantra ['meaentro]
chant [tfa:nt]
billboard ['bilbo:d]
water gun  ['wo:to gan]
barricade [berr'kerd]

agriculture ['zegrikalt/s]

independence [ indr'pendans]|

grant [gra:nt]
to comply [kem'plai]
aid [eid]

Unit 15

senior executive
[ si:nis 1g'zekjotv]

emphasis [‘emfosis]

1C

2A

2C
2D

2E
3A

3B

3F
4B

4
4F

1C

job prospects
['dspb prospekts]

fringe benefits

performance review
[pa'fo:mans r1lertid]
appraisal

to conduct ['kondakt]

[a'praizl]
to evaluate [r'valjuert]
self-assessment

[ selfa'sesmont]

annually [‘enjuali]
impression
[st19]

[1m'prefn]
to steer
to request [rr'kwest]
to assess [a'ses]
to reinforce [ ri:in'fo:s]
['barast]
[a'pravtf]
[o'temt]

biased
approach
to attempt
to outweigh [aovt'wer]
[a'tfizva]

necessary evil

achiever
[\nesasri 'i:vl]
mentor ['mento:]
mentee ['menti:]
[benr'fifl]
[kan'saltnt]

beneficial

consultant

relaxation [ ri:lek'ser/n]

stress management
['stres ;maenidsmont]

to submit [sab'mit]

to stimulate ['strmjolert]

to inspire [mn'spaio]

['ha:mfl]

pressure ['prefo]

harmful

detrimental [detrr'mentl]
Unit 16

to be concerned |bi: kon's3:nd]
ethics ['eOiks]

to condemn [kon'dem]
patent ['pertnt]

ecosystem ['i:kou,sistom]
qualm [kwa:m]

repressive [ri'presiv]
tyrannical [tr'reenikl]
disgust [dis'gast]
revelation [revl'ein]
entrepreneur | pntropra'ns:|
staggering ['steegorin]
generosity [, d&sen'rosati]

flamboyant [fleem'borent]

['frinds benrfit]

indispensable [ ndr'spensabl]

Wordlist
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fortune ['fo:tfu:n]
mismanagement
[, mis'meenidsment]
1D transparency [treen'spaernsi|
to behave [brherv]
lawsuit  ['lo:su:t]
boycott ['boiknt]
at rock-bottom prices
[ot rokbotom 'praisiz]
non-negotiable
[,;npnnr'gaufiebl]
[ka'rap/n]
2B to deceive [dr'si:v]
bribery ['braibri]
to encompass
[1k'sto:fn]
[fro:d]

money laundering

2A corruption

[in'kampas]
extortion

fraud

['mani lo:ndriy]
malpractice [ mael'preektrs]
2C corrupt [ko'rapt]
sports official ['spo:ts o fifl]
3 corporate social responsibility
['ko:prat ;saufl risponsa'bilati]
3B torank [rank]
3D voluntary ['vplontri]
key component
[ ki: kem'paunant]
incorporated [mn'ko:prertid]

commitment [ko'mitmant]

implementation

[ implimen'tei/n]

evaluation [1velju'el/n]

[rveelju'er/n]

prerequisite  [,pri:'TeKWIZIt] ...
framework ['frermws:k]
to implement
['deemids)]

knock-on effect ['nokon rfekt] ..........c.ocooviiiiiiiiiiiciceeee

['Tmplimant]

todamage ['demids] e
environmentally sound
[myvarrnmentli 'saond] L
earnings per share
[3:n1nz p3: fes]
edge [eds]
compliance

[kom'plarons] .
to be worth investing
[bi: w3:0 m'vestin)]
[dr'st3:bns]
conscious effort
[,konfas ‘efat]

brand familiarity

disturbance

['braend fomili‘aerati]
[bu:st]

staff morale

to boost

[sta:f ma'ra:l]
media coverage
[\mi:die 'kavrids]
charitable donation
['tfeeritabl do,nerfn]
[bi: m'klaind]

to be inclined
stuffy  ['stafi]
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