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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:

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?

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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BE
enquiry  
to enquire  
centre

AE
inquiry  
to inquire  
center
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Training1
What kind of training does your company offer its employees? How important is training for you?

six

	 1	 Training courses

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

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

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

	 1.	 seminar/intensive course

	 2.	 blended learning course

	 3.	 self-study course

	 4.	 one-to-one course

	 5.	 residential course

	 6.	 in-company course

	 7.	 virtual training course	

	 C 	 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?

a.	 a course in which a student learns alone

b.	 a course which takes place in the company

c.	 a combination of self-study, Internet and classroom learning

d.	 a course where a student stays on-site or in a host family

e.	 a course in an online environment

f.	 normally a full-day, weekend or week-long course

g.	 a course with one student per teacher

f
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 D Work in small groups and discuss the following questionnaire on training.

1. What sort of training should a company offer its employees?

 specialized knowledge  business skills  language training  soft skills

comments: 

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

 the boss      the employee

comments: 

3. When should the training take place?

 on company time    on the employee’s own time

comments: 

 2 Finding the best course

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

a.          b.      c. 
 

Speaker       Speaker   Speaker 

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

 1. Nobody has seen the new training program yet.

 2. The weekend motivation course is in Holland.

 3. You learn better when you’re away from home.

 4. The woman likes weekend courses.

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

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

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

 8. The company is offering blended learning courses next year.

Managing your time
This weekend workshop will teach 
you how to manage your time 
effectively. We have reserved 
twelve rooms in the Conference 
Hotel Elisa. The workshop begins 
Friday afternoon and ends with 
lunch on Sunday. Meals and a 
social program are included. For 
further details, please contact 
Ms. Leila Dobbing in Personnel.

Spanish	courses 
offered by qualified 
teacher, native speaker, 
five years of experience. 
Only one-to-one classes, 
flexible hours and 
fair prices. For further 
information, please 
contact: 
Miguel Gonzáles 
at 902 565 3935.

Managers from different 
companies join us for 
a week-long course on 
communication skills. The 
workshops and seminars 
take place from 8:00 a.m. to 
5:00 p.m. The evenings are 
free. For more information 
about this seminar in a 
quiet country hotel, please 
contact Louise Bradshaw.



1.	� I need to improve my Spanish conversation 
skills fast. What do you think I should do?

2.	� My boss asked me to take a six-day training 
course that is spread over three weekends. 
But I want to spend weekends with my kids!

3.	� I think a course in social media marketing 
would help me with my work, but the company 
doesn’t want to pay for it. Any advice?

4.	� The training course I wanted to take is already 
full. What should I do now?

Training1
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	 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 
a lot in the coming years”.

	 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.

 

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

Course title: 

Course type: 

Course objective:  

Location: 

Start date and time:

Price: 

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

	

If I were you, I’d …

You could …

1.	 “Well, you should learn Spanish then”.	
2.	 “Well, you ought to learn Spanish then”.
3.	 “Well, you’d better learn Spanish then”.

eight



 3 Getting course information

 A Put the email in order.

 B Complete the response with the words below.

limited | covers | printable | enquiry | assist | suggest | 
place | registration | allocated | payable 

Training 1
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 a.  Since I’ll be working in China and Vietnam a lot in the coming years, I am 
very interested in this course and would like further information:

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

 d.  Could you please tell me where and 
when the course takes place and what 
is included in the course fee?

 e.  Also, I would like to know the deadline to 
register. I have heard that the course is 
quite popular and spots fill up quickly.

 f.  Sincerely
Ethan Davis

 g.  I just saw in an ad online that you are offering an intercultural training 
course that focuses on doing business in Asia (course number IC003).

Subject: Re: Course IC003: Doing Business in Asia

Dear Mr Davis

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

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

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

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

but we are happy to  (5) you. 

The group is  (6) to ten participants, and places are  (7) on a first-come, 

first-served basis. If you would like to attend, I  (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  (9) registration form and return it to us by email or post.

If you need help with the  (10) process or have any further questions, please feel free to 

contact me.

Yours sincerely
Sarah Johnson

send

9

BE
enquiry 
to enquire 
centre

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

• 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.
• 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 

 2. retention

 3. to leverage 

 4. benefits package

 5. enticement 

 6. to shift

 7. layoff

 8. to surpass 

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

g

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.

a. to change

b. the ability to keep good employees

c. to exceed, to be better than

d. to use to get a result

e. ending the employment of a worker 

f. incentives (non-salary)

g. to make sure

h.  to attract someone by offering 
something pleasant
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	 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’s no  of  

improvement.

3.	� In the long , it’s going to cost more than  

it saves.

4.	 We won’t be able to generate any  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.

I feel that …  |  Let me put it another way.  |  Why don’t we …  |  What exactly do you mean?  |   
I couldn’t agree more.  |  Surely …  |  Excuse me for interrupting, but …  |  I see it differently.	

1.	 Getting attention:  

2.	 Giving an opinion:  

3.	 Making a suggestion:  

4. 	Expressing agreement:  

5. 	Expressing disagreement:  

6. 	Clarifying a statement or opinion:  

7. 	Asking for clarification:  

8.	 Expressing certainty: 

	 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. 

• � Come up with a training program for your company or  
department.

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

• � 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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	 1	 Job postings

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

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

DELI FOODS CORP.
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

Apply online at DELI FOODS! 

CAD DESIGNER

Premier Parts Ltd is a 
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
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	 B	 Look for an online job posting in Britain or North America that fits your profile.

What is the job title? 

Where is the workplace located? 

What responsibilities does the job entail?  

 

Who is the employer? 

What skills and qualifications should the ideal candidate have? 

 

 

	 C	 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

	 D 	 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?

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

	 2	 Job applications

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

	 1.	 a job in a company

	 2.	 someone who applies for a job

	 3.	 a job or position that is available

	 4.	 someone who is being interviewed

	 5.	 existing in the past

	 6.	 a letter of application

	 7.	 a list of the jobs you have done so far

	 8.	 short and to the point

	 9.	 happening now

	 10.	 �a document outlining your education,  
qualifications and experience	

g a.	 interviewee

b.	 current

c.	 resume

d.	 former

e.	 concise

f.	 applicant

g.	 position

h.	 job history

i.	 cover letter

j.	 vacancy; job opening

BE 	
CV/Curriculum Vitae
covering letter
 
AE  
resume/résumé
cover letter
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	 B	 Read	the	text.	In	what	way	is	the	application	process	in	your	country	different?

	 C	 Complete	the	following	sentences	from	a	letter	of	application.	

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

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.

5.  I am  for an interview 

at any time that is  for 

you and look forward to hearing from you soon.

6.  Please do not  to 

contact me if you  

any further information.

1.  I am writing to 

for the position of Sales Manager, 

currently  on your 

website.

2.  As you can see from my  

CV, I  an MBA with an 

emphasis in Marketing and over four years’ 

experience in sales.

3.  In my  position 

I am  for the 

acquisition of new customers.

4.  I am bilingual in English and Polish, but I 

also have a working  

of German.
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	 D	 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

• � Keep in mind that there are differences between British  
English and American English letter-writing styles. Choose  
one and be consistent.

•  Then, follow the four steps outlined in the text in “2B”.
•  End the letter with an appropriate closing.

	 E 	 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?

	 F 	 Complete the text with the section headings below.

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

  

	 G 	 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?

	 H 	 Create your own CV or resume after searching for examples on the Internet. 

BE 
12 June 2017
Dear Mr Reed
Yours sincerely

AE 
June 12, 2017
Dear Mr. Reed,
Sincerely,

BE 
referees

AE 
references

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:

1.	�  : List your name, 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.

2.	�  : 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.	�  : List your degrees, the names of the schools and years of 
attendance in reverse chronological order.

4.	�  : List any 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.

5.	�  : This section is optional. Do not include any information that is 
not relevant to your employer.

6.	�  : In most cases, you can simply state: “Available on request”.
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	 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.

Phase 1	 	 	 	 Information exchange

Phase 1A		 	 	 Obtain information from the candidate

Phase 1B		 	 	 Invite the candidate to ask questions

Phase 2	 	  	 	 Thank the candidate once more for coming

Phase 2A		  	 	 Provide information to the candidate

Phase 2B	  	 	 Warm up: Breaking the ice

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

Phase 3A		  	 	 Conclusion

Phase 3B	  	 	 Greet and welcome the candidate

	 C 	 Match the phrases to make interview questions.

	 1.	 Can you tell me

	 2.	 What do you

	 3.	 What are your

	 4.	 What did you like

	 5.	 Where do you see

	 6.	 What would be your

	 7.	 What is your greatest

	 8.	 If you were an animal,

	 9.	 Do you have	

	 10.	 What have you learned

	 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

	 1.	 The woman is looking for a job because her former employer didn’t renew her contract.

	 2.	 The woman has spent some time working abroad.

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

	 4.	 Five years from now, she doesn’t want to be working in the insurance business anymore.

	 5.	 In the future, she would like a leadership position.

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

Warm up: Breaking the ice

a.	 strengths and weaknesses?

b.	 which one would you like to be?

c.	 ideal working environment?

d.	 a little about yourself?

e.	 any questions for me?

f.	 yourself in five years?

g.	 least about your last job?

h.	 achievement outside of work?

i.	 from your mistakes?

j.	 know about our company?

d
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seventeen

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

1. 

2. 

3. 

4. 

5. 

6. 

	 H		 Do	you	think	it	is	okay	to	lie	in	a	job	interview?	Read	the	statements	and	discuss.

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

 therefore    unfortunately   however     although  

 besides    so that     before     consequently 

 in addition    in spite of    finally     ideally
  

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

“ 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”.

“ 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”.

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
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eighteen

What are some important factors affecting job satisfaction?

	 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

1.	 a company’s buildings and grounds	 	 	 	 	

2.	 not present at work	 	 	 	 	 	 	 	

3.	 an accepted way, method or procedure	 	 	 	

4.	 to be in control of the situation	 	 	 	 	 	

5.	 letting the employees make their own decisions	 	

6.	 employees joining and leaving a company	 	 	 	

7.	 the fundamental meaning or reason		 	 	 	

8.	 to be busy with work	 	 	 	 	 	 	 	

9.	 to move to a more advanced stage in a process	

premises
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nineteen

BE
in	the	driving	seat

AE
in	the	driver’s	seat

 C Read the text and answer the questions below.

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

 2  Ideal working conditions

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

Here	are	some	ideas	to	help	you	get	started:

•	 Working	hours
•	 Protective	clothing
•	 Stress	level	

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

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 
produced products and bad service are the 
results.

A lot of companies are finally getting 
the message and are looking for ways to 
change this. Some companies actively try 
to encourage their employees to leave the 
office at a reasonable time. Their methods 
range from getting security to escort staff off 
the premises to throwing the company into 
darkness at 8:00 p.m.

Others have taken things a step further. 
“Empowerment” is the name of the game 
at AveX PLC. At this company, the staff are 
truly in the driving seat. “We believe you 
can have both a private life and a career. 
We let our staff decide when, where and 
how they want to work. We don’t believe in 
operating rigid working conditions”, explains 
Hilton Goring, the personnel officer. And 
does it work? “Since introducing the scheme 
two years ago, we have managed to increase 
output by 20 per cent” he says.

•	 Workload
•	 Noise	level
•	 Equal	rights

•	 Equipment
•	 Lighting	and	heating
•	 Cleanliness
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	 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.

	 a.	�   

	

	 b.	  

		   

	 c.	  

		

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.

•  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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BE
pay rise
flexitime

AE
pay raise	
flextime

	 3 	 Comparing working conditions

	 A	 Listen to the conversation and mark the sentences true or false.   7

	 1.	 Mark has been offered a better job at the headquarters of his company. 

	 2.	 The job is a temporary one. It would last two years.

	 3.	 The company’s name is RDLA.

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

	 5.	 Mark would have a performance-linked salary.

	 6.	 Mark would not get a company car.

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

	 B	 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.

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

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

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

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

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

	 7.	 counterpart	 	 	 	 g.	 to have the right to do something

	 8.	 perks	 	 	 	 	 h.	 a job in a company

	 9.	 earnings	 	 	 	 	 i.	 extra money that is given to an employee

	 C 	 Read these extracts from the conversation and circle the correct word.

1.	 I would have ten staff / stuff in my group.

2.	 I thought it was company policy / police to post employees for a 	

	 maximum of two years at a time. 

3.	 �I have a meeting with him and someone from the 	

Personal / Personnel Department tomorrow.

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

5.	 And are you going to except / accept?

	 D 	 Make questions and discuss.

How many …
Is there …
Do you often …
How long …	
Do you …
…

a flexitime system in your company or organization?	
work overtime? 
get paid for overtime?
hours a week do you work on average?
a canteen or cafeteria where you can have lunch?
is your lunch break on average?
vacation days do you get per year?
…

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

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

	 2.	 There is no flexitime system in the Cologne company.

	 3.	 Mark will be expected to do unpaid overtime.

	 4.	 There is no performance-linked bonus.

	 5.	 The canteen food is cheaper in Germany.

	 6.	 Mark will get more holidays per year.

	 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.   9

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.

1.	 Why did Michelle decide to quit her job?
2.	 What does she say about her former company?
3.	 How does she feel about working conditions for women?
4.	 According to Michelle, how can working conditions improve?
5.	 Do you share Michelle’s opinions? Why or why not?

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

Good working conditions don’t necessarily 
guarantee a satisfied workforce and high 
productivity.

Working conditions are the responsibility 	
of the employers. The government and 	
unions should not get involved.

BE
working week
canteen

AE
work week
cafeteria
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 4 Rules and regulations

	 A Which of the sentences below express obligation? Tick the boxes.

	 1.	 Construction	workers	must	wear	protective	clothing.

	 2.	 All	employees	have	to	clock	in	and	out.

	 3.	 Laboratory	workers	should	wear	disposable	gloves.

	 4.	 You	must	store	chemicals	in	an	appropriate	container.

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

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

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

 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.

Working in Germany
Germany is more than schnitzel, beer and sauerkraut – 
especially if you’re planning to live and work there. Here are 
seven things you need to know before packing your bags: 

1. You  carry an ID at all times. 

2. All residents  be registered with the local authority. 

3. Non-EU nationals  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  have a German driving licence. 

7. You  familiarize yourself with the local traffic regulations and road signs. 

BE
driving	licence

AE
driver’s	license
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What do you miss most when you are away from home?

	 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 is?   	

What is the situation?   	

What do you think happened before?   	

What is going to happen next?   

	 B	 Tell the class about a memorable travel experience you have had.

	 C	 In small groups, ask and answer questions about traveling.

What …
Which …
Who …
Do you …
Do you prefer to …
Do you like to …
Have you ever …

travel by plane, car, bus or ship? Why?
are your travel plans for this year?
type of vacations do you enjoy? Why?
been in a dangerous situation while travelling?
is your favorite travel companion? Why?
usually travel with a lot of luggage?
countries would you (not) like to visit? Why?
always try to learn a few phrases of the local language?  

BE
traveller
travelling

AE
traveler
traveling
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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.

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.

	 1.	 Mike has signed a contract for a new position.

	 2.	 The new job will be better paid.

	 3.	 This is the first time Mike’s wife has lived abroad.

	 4.	 Mike wants to send his children to an American or International school.

	 5.	 It will take at least eight weeks for him to get a work permit.

	 6.	 Mike is starting a newly created job.

make photocopies of important documents

pack light

Group 1

What are the advantages and disadvantages  
of such programs for the employers?

Group 2

What are the advantages and disadvantages of 
such programs for the employees?
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 C Now listen to Mike discuss his job with his wife. What issues do they mention?  11

	 renting	a	car	 	 	 	 	 	 	 	 entry	clearance	 	

	 passports	 	 	 	 	 	 	 	 credit	cards	 	

	 health	insurance	 	 	 	 	 	 	 movers	 	

	 nanny	agency		 	 	 	 	 	 	 real	estate	agent

	 driver’s	license	 	 	 	 	 	 	 medication

 D 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	…	 |	 I	agree!	 |	 I	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?

 E Read about some relevant facts regarding working life in the USA and the UK. 

 

 F  Compare the situation in your country with the one in the USA or the UK.

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 4th 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

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 25th). Salary increases 
in the US are called “getting a raise”, while in the 
UK this is called “getting a rise”.
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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

  yellow

  black
	 	
2.	 What is “haggis”?

  an Irish beer	

  a Scottish dish	

  an American dessert	

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

  London & New York

  Chicago & New York

  London & San Francisco	

4.	 �What is the British flag 	
also called?

  Big Wig

  Jack O’Lantern

  Union Jack

	 3 	 Booking holidays

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

1.	 Where are the two women thinking of going? 

	

2.	 What does the travel agent say about Kardamena? 	 	 	

	

3.	 What does he say about the hotel? 

	

4.	 How much does a two-week trip cost? 

	

5.	 How many rooms are still available at the hotel?

	

5.	 �When is the American 
Independence Day?

  May 25

  July 4

  September 5

6.	 �What does “Soho” stand for?

  South of Houston

  Social Hotspot

  Southern Homes

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

  three

  four

  five

8.	 �Who lived at 	
Southfork Ranch?

  the Ewing family

  George Bush	

  Robert Redford	

	 9.	 �Where does Sherlock 	
Holmes live?

  21 A Oxford Street

  121 Abbey Road	

  221 B Baker Street

	10.	 What is a 401(k)?

  a work visa for the UK	

  a retirement plan in the US

  an academic degree

	11.	 �Which job does the Chancellor 	
of the Exchequer do in the UK?

  Minister of Finance

  Minister of Justice

  Minister of Foreign Affairs

	12.	 �What is the street address 	
of the White House?

  110 Washington Avenue

  1600 Pennsylvania Avenue 

  1 Independence Avenue
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	 B	 Match the words on the right to the definitions on the left.

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

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

	 3.	 a holiday village		 	 	 	 	 	 	 	 	 	 	 	 c.	 suite

	 4.	 a chair used when sunbathing	 	 	 	 	 	 	 d.	 rollaway

	 5.	 large and fancy room(s) in a hotel	  	 	 	 	 	 	 e.	 spacious

	 6.	 a small extra bed	 	 	 	 	 	 	 	 	 	 	 	 f.	 parasol

	 7.	 an umbrella used for protection against the sun		 	 	 g.	 shingle beach

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

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

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

Location Hotel facilities Room amenities

	

	

	

	

	

	

	

	

	

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

e

F I L O X E N I A  H O T E L

Families and young people will love the easy-going  

atmosphere and quiet location of this stylish and friendly  

hotel with its bright and  (1) rooms.

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

 (2) and 2.5 km to  (3) centre.

Facilities: Swimming pool, sundeck with  (4) and parasols, poolside bar 

serving sandwiches and snacks, kids’ pool, money exchange, cozy restaurant overlooking the bay, à 

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-Fi in all rooms.  (5) available on request.

Activities: Weekly barbecue with Greek entertainment.

historic town center

BE
sunlounger
shingle beach

AE
lounge chair
rocky beach
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	 4 	 Eating and drinking

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

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

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

	 3.	 “Kleftiko” is the house speciality.	 	 	 	 	 	 6.	 One of the women orders a glass of wine.

	 B	 Write the cooking methods next to the definitions.

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

1.	 to heat or cook in a hot liquid		 	 	 	

2.	 to keep bubbling or boiling gently		 	 	

3.	 to cook in a small amount of liquid	 	 	

4.	 cooked above, not in boiling water	 	 	

5.	 to cook in an oven (especially meat)		 	

6.	 to cook in hot oil	 	 	 	 	 	 	

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

	 C	 In class, talk about your favourite international dishes.

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

	 D	 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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	 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

•  	

•  	

•  	

•  	

•  	

•  	

•  	

•  	

•  	

•  	

•  	

•  	

	 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

	 2.	 given the task or job

	 3.	 something you should or must do

	 4.	 a process or way of doing something

	 5.	 to do or carry out

	 6.	 in a short and concise way

	 7.	 reason

	 8.	 a tip or suggestion	

	 B	 Listen to the presentation and answer the questions.   14

1.	 What does Caroline Horan do?	
2.	 What is an audit?	 	 	
3.	 What does an auditor do?
4.	 What are Caroline’s responsibilities?
5.	 Why are audits necessary?

g

make / keep eye contact

use visual aids

mumble

turn your back on the audience

a.	 briefly

b.	 purpose

c.	 requirement

d.	 to perform

e.	 appointed

f.	 procedure

g.	 to support

h.	 recommendation

BE
stock exchange
shareholder

AE
stock market
stockholder



32

5 Talking Facts

thirty-two

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

Summing up a point
Clarifying and giving examples
Analyzing a point
Greeting the audience and introducing yourself
Ending the presentation
Structuring the presentation

Referring to visuals
Stating the purpose of the presentation
Handling questions
Introducing the first topic
Moving on to another point
Distributing handouts

	 D	 In groups, come up with additional presentation phrases for each category.

	 1.	 	

	 	

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

	 •	 �Good morning, everyone. As some of you 	
	 may already know, I’m …	

Greeting the audience and introducing 

yourself

	 2.	

	 •	 I’m here today to talk about …
	 •	 �I would like to take this opportunity to talk 	

	 to you about …	

	 3.	

	 •	 My presentation is divided into three parts.
	 •	 �There are three parts to my talk: Firstly …, 

Secondly …, And lastly, …	

	 4.	

	 •	 Let me start by giving you some background 	
	 	 information.
	 •	 I’ll start off by looking at …	

	 5.	  

	 •	 As you can see from this chart …
	 •	 Let’s take a look at this diagram.
	 •	 This graph illustrates …	

	 6.	

	 •	 Let’s look at this in more detail.
	 •	 Now, what exactly does this mean for …
	 •	 The significance of this is …
	 •	 Why is this important?	

	 8.	

	 •	 I’ve got copies of the …
	 •	 �Can you take one and pass them along, 
	 	 please?

	 9.	

	 •	 To summarize the main points …
	 •	 That was a brief outline of …
	 •	 I’d now like to recap …

	10.	

	 •	 The next topic I’d like to talk about is …
	 •	 That leads me to the next point.
	 •	 Now, let’s turn to …	

	11.	
	 •	 In other words …
	 •	 So, what I’m saying is …
	 •	 A good example of this is …

	12.	

	 •	 �That brings me to the end of my 
presentation. 

	 •	 I’d like to wrap up by saying …
	 •	 Thank you for listening.

	 7.	

	 •	 �Does anyone have any questions before 
	 	 I move on?
	 •	 I’d like to come back to that later if you 	
	 	 don’t mind.
	 •	 I would appreciate it if you kept your 	 	
	 	 questions until the end.
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	 E	 Listen to these extracts from Caroline’s presentation and fill in the gaps.   15

1.	 �I’d like to  introducing myself. My name is Caroline Horan.

2.	 �The  my presentation is to tell you a little about auditing.

3.	 My presentation is  three parts.	

4.	 I would appreciate it if you kept your questions  .	

5.	 Okay,  started. What is an audit?	

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

7.	 That was a  of my job. 	

8.	 �I would like to  that I 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.

	 2.	 My talk is divided into three parts.

	 3.	 As you may know …

	 4.	 Now I’d like to draw your attention to … 

	 5.	 To conclude, I’d like to summarize.

	 6.	 That brings me to the end of my presentation.	

	 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.

begin by

b a.	 I’m sure a lot of you know …

b.	 Hello, everyone.

c.	 Well, that’s all for today.

d.	 Take a look at …

e.	 I’m going to talk about three things today.

f.	 Okay, let’s recap what we’ve looked at.

Situation 1

While you are giving a presentation, someone is 
talking loudly and distracting the other members 
of the audience.

Situation 4

One of the members of the audience keeps on 
asking questions about items that have nothing 
to do with the subject of your presentation.

Situation 2

You realize that you have accidentally skipped a 
very important part of your presentation.

Situation 5

Someone asks you a question that you do not 
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.	

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

	 3	 Building business relationships

	 A	 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	 	 �Good morning. How can I  (1) 	

you?

Caroline Horan	 Hello, my name is Caroline Horan. I have 	

	 	 	 	 	 an  (2) with Dominic Price.	

Receptionist	 	 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’ll be  (3) you in a moment.	

Caroline Horan	 Thanks.

Receptionist	 	 Would you  (4) completing this form?	

Caroline Horan	 No, of course not. Can I  (5) a pen, please?	

Receptionist	 	 Yes, of course. Sorry. Here you are.	

Caroline Horan	 Thanks.	

Receptionist	 	 You’re welcome. This  (6) 	

	 	 	 	 	 is for you. Here you are.	

Caroline Horan	 Thank you.	

Receptionist	 	 Before you leave, can you  (7) 	

	 	 	 	 	 it signed and hand it back in at reception, please?	

Caroline Horan	 Yes, of course.	

Receptionist	 	 Would you like to take a  (8) 	

	 	 	 	 	 while you wait?	

Caroline Horan	 Thanks.

 

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

	 a.	 Dominic Price	 Yes. If you wouldn’t mind following me, we’ll take the lift.

	 b.	 Caroline Horan	 Nice to meet you too, finally, after all our phone calls and emails.

	 c.	 Dominic Price	 Nice to meet you. I’m Dominic Price.

	 d.	 Dominic Price	 How was the journey?

	 e.	 Caroline Horan	 Yes, that’s right.

	 f.	 Caroline Horan	 Don’t ask. There was so much traffic. I thought I wouldn’t make it in time.

	 g.	 Dominic Price	 Hello. You must be Caroline Horan?

	 h.	 Caroline Horan	 Fine.

	 C	 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? 

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

Safe Not safe

	

	

	

	

	

	

	

	

	 E 	 Compare notes in class and discuss.

	 F	 Make small talk following the guidelines below.

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.

To keep the conversation going, try using these techniques:

• � 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, I 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?

1

your trip, traffic, serious health problems,

No way!

Oh my!

Ummm …

You’re 
kidding!

Really?
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	 1	 Purchasing language

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

	 1.	 a bargain

	 2.	 to bargain

	 3.	 in bulk

	 4.	 to run out (of)

	 5.	 quotation, quote

	 6.	 raw material

	 7.	 procurement

	 8.	 to draw up	

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

1.	 I’m looking for several suppliers because I don’t want to put all my eggs in one basket.
2.	 I 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?

b a.	 to use all of something; have nothing left

b.	 something that costs much less than normal

c.	 a statement indicating the price of goods and services

d.	 material used to make a product (e. g. steel, iron)

e.	 to prepare a written agreement or contract

f.	 to negotiate; to persuade someone to give you a better price

g.	 to buy or sell something in large quantities

h.	 process of obtaining supplies or equipment

BE
quotation

AE
quote
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	 D 	 Read the text about purchasing and discuss the questions below.

	 E 	 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 step is to invite  from lists of potential suppliers.

		 4.	   reduces the number of potential suppliers.

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

		 	  .

		 6.	  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 down the , look for high-quality products.

		10.	 It’s never a good idea to put all your eggs in one .

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:
 � Determining a company’s needs in terms of 

quantity, quality, deadlines, delivery, etc.
  Looking for suppliers
 � Inviting quotations from potential 

suppliers; comparing offers
 � Shortlisting and visiting potential 

suppliers
  Negotiating
 � Drawing up contracts; making sure all 

details are correct before signing

Five ways buyers can cut costs:
 � Placing bulk orders (as long as these do  

not tie up working capital and increase 
storage costs)

 � Grouping supplies; i. e. buying several  
items from one supplier (although this 
carries the risk of becoming too dependent 
on one supplier)

 � Implementing JIT (just-in-time); i. e. 
receiving deliveries just before supplies 
run out to lower storage costs

 � Collective purchasing; i. e. joining up 
with other businesses to purchase goods 
together

 � 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?
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 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:	 	 	 analogue		 	 digital

2.	 Copying	speed:		 	ppm	 	

3.	 Duplex	function:		 	 yes		 	 	 	 no	 	

4.	 Colour	copier:		 	 	 yes		 	 	 	 no

5.	 Energy	efficient:	 	 yes		 	 	 	 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	

		 2.	 Immediate	replacement	if	you	are	in	any	way	

		 3.	 Repair	 	time	within	three	hours

		 4.	 Highly	 	technicians

		 5.	 95.5	%	of	all	 	resolved	after	first	visit

		 6.	 	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	 	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?

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

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

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

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

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

	 4.	 The company has just invested in new servers.	 	 	 	

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

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

	 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

	 That’s true, but …	 	 	 	 You’ve got to admit …

	 I think you’ll find … 	 	 	 	 But you can’t deny …		

	 If you just look at …	 	 	 	 … don’t you think so, too?	 	 	

	 I can assure you …	 	 	 	 I can guarantee …	 	 	

	 … wouldn’t you agree?	 	 	 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. 

	 a.	 shortlist suppliers, i.e. make a first selection	

	 b.	 visit suppliers

	 c.	 make a list of all potential suppliers	

	 d.	 go into negotiations

	 e.	 compare details of shortlisted suppliers	

	 f.	 ask for quotes

1

BE
flat

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

	 faulty	goods	 	 	 	 	 	 credit	note	 	 	 	 	 	 	 payment	terms

	 late	delivery	penalty	 	 	 	 one	supplier	or	more	 	 	 	 delivery	on	demand

	 bulk	orders	 	 	 	 	 	 returning	goods		 	 	 	 	 storage	problems

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

Good negotiators …

•	 view	their	counterpart	as	an	opponent.
•	 try	to	undermine	the	arguments	of	their	counterpart.
•	 create	a	relaxed	atmosphere	for	the	negotiations.
•	 show	their	emotions.
•	 repeatedly	rephrase	what	they	have	heard.
•	 try	to	avoid	disagreement	at	all	costs.
•	 make	concessions	if	necessary.
•	 adopt	the	negotiating	style	of	the	other	side.
•	 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.

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!)	

 

 

 

 

 

 

 

 

What are my objectives?

my	objectives?
am	I	willing	to	make?
is	the	deal?
my	relationship	to	my	counterpart?
if	I	fail?
my	counterpart	want?
from	achieving	my	objectives?
the	major	areas	of	conflict?
my	strengths	and	weaknesses	as	a	negotiator?
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	 F 	 Usually negotiations consist of six major stages. Put them in order and compare in class.

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

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

Rejecting or compromising

• � I’m afraid I really can’t agree to your proposal.
•  Well, that’s not exactly what we had in mind.
•  We are ready to meet you halfway.

• 

Discussing and seeking new terms/conditions

• � We might be able to get around this problem 
if …

•  How does … sound to you?

• 

• 
Stating your goals 

•  What we are looking for is …

• 

• 

Getting acquainted

•  You said you were interested in …

• 

• 
Bargaining

•  Okay, what would you charge us if …?
•  Provided that  …, we could …
•  I’m afraid that’s as far as we can go.

•  	

• 

Reviewing and checking the proposals

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

• 

• 

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.

 � Rejecting or compromising   Bargaining   Stating your goals

 � �Reviewing and checking 
the proposals

 � Getting 
acquainted

 � Discussing and seeking new 
terms and conditions
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“Forget manufacturing and retailing! The big money is made in logistics”. Do you agree or disagree?

	 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?

	
 

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

1.	 making certain	 		  5.	 putting into action  

2.	 procedure 			   6.	 amount  

3.	 movement 	 		  7.	 includes, incorporates  

4.	 place, destination 	 8.	 paperwork 

ensuring

2.	� Logistics is the process  
of planning, organizing  
and managing the flow  
and storage of goods or  
services and relevant, 
related data.

1.	� Getting things right is what 
logistics is about. Ensuring 
the right quantity of the right 
things are at the right location, 
at the right point of time with 
the right documentation. 

3.	� Logistics is a process which 
involves planning, implementing 
and controlling the movement 
and storage of goods, services 
and information efficiently and 
effectively.
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	 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. 

	 2	 The role of logistics in business

	 A	 Read the text and answer the questions below.

BE
harbour

AE
harbor

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?



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

	 In other words …		  	 Now I’d like to talk about …	 	 Another reason is …

	 In addition …		  	 In fact …						      	 Let’s move on to …	

	 This means …		  	 As you all know …				   	 To conclude …

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

Here are some questions to get you started:
•  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?

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

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. 

•  �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. 

	 E 	 Do you think a system like ICP would work at your company? Why or why not?

X
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	 F 	 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 a size of  square feet.

5.	 This container is  meters long and  meters wide.

6.	 We spent €  on equipment last year.

	 G 	 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?	 	 	  	 	 	 	  

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

	

	

	 3 	 Phone calls

	 A 	 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.

	 a.	 Jackie Baker	 Hello, Mr Porter. I’m putting you through now.

	 b.	 Operator	 	 Certainly. Who should I say is calling?

	 c.	 Operator	 	 Tyrrell Paints. How can I help you?

	 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.

	 e.	 Patrick Porter	 Patrick Porter of Swift, Quick & Easy Logistics.

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

	 g.	 Patrick Porter	 Good morning. I’d like to speak to George Tyrrell, please.

	 h.	 Patrick Porter	 No, of course not.

1

BE
metre
litre

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

	 1.	 This is a cold call by Patrick Porter.

	 2.	 George Tyrrell contacted the company two days ago.

	 3.	 Swift, Quick & Easy Logistics are currently working with a manufacturer of white goods.

	 4.	 A supplier recommended Swift, Quick & Easy Logistics to George Tyrrell.

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

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

	 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  |  a cold call  |  consultants

1.	 possible to do  	

2.	 to deal with  

3.	 advisors 	

4.	 too many goods in stock 

5.	� 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.

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

		 1.	 May I  who’s calling?

		 2.	 I’m sorry, I didn’t  your name.

		 3.	 Could you  that, please?

		 4.	 Could you  me through to Mr Tyrrell, please?

		 5.	 You must have  the wrong number.

		 6.	 Hold , please.

		 7.	 I’m sorry, Mr Tyrrell is  for lunch.

		 8.	 Can I  a message?

		 9.	 At what number can you be ?

	10.	 Could you call  later today?

		11.	 I’m sorry, I cannot  you very well.

		12.	 I’ll tell Mr Tyrrell that you .

	13.	 Thank you for  my call.

feasible

ask

BE
mobile phone
give somebody a ring

AE
cell phone
give somebody a call



47

7Logistics

forty-seven

	 E 	 In groups, write down additional telephone phrases.

	 F	 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.

	 G 	 What is your experience talking on the phone in English?

	 4	 Changes and developments

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

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

1.	 The company  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.

4.	 He  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. 

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

1.	 Who founded the company?  

2.	 What was the company’s main business?  

	

3.	 What happened in the mid-seventies?  		

	

4.	 Why was the factory in Britain operating a three-shift system?

	

5.	 What happened in the mid-eighties?  

	

6.	 Who runs the company today?  

	 C 	 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?

was founded
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Comment on this statement: “The same old story – created by the Japanese and copied in the West”.

	 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:

•  �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?



49

8Production

forty-nine

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

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

1. production line 

2. not made correctly, defective 

3. keeping something in good condition 

4. short for “total quality management” 

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

6. the first model of a new product 

7. a factory 

 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?

• Kaizen 
• Kanban
• Lean manufacturing

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

discipline | tidiness | cleanliness | personal cleanliness

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

1.  (always keeping the workplace clean)

2.  (adhering to methods and maintaining the checklist) 

3.  (pride in the worker’s own appearance) 

4.  (having no unnecessary materials or tools)

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:

   People    Machines    Material    Methods    Measurement



50

Production8

fi � y

 C  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? 

•  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
processes or could it also be applied to your personal life?

 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 air is called a 

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. A company that uses a  does not produce more than necessary.

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

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

 F  Close your books. Explain lean manufacturing and kanban in your own words.

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 fi lling 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.
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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 …

 � three lines where wiper  
units are produced.				  

2.	 Two wiper unit assembly machines were replaced …

  three years ago.		    last summer.				      two years ago.

3.	 Kaizen is when companies try to improve their …

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

4.	 The production facility is in … 

  London.			     Bristol.				      Oxford.

5.	 The company has …

 � decreased the rate	   
of 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.	  the meeting	

2.	  new participants

3.	 explain the  of the meeting

4.	  for absence

5.	  from the last meeting

6.	 present an 

7.	  roles and discuss ground rules

open

 � two lines where wiper 
units are produced.

 � two lines where multi- 
function relays are made.

 � an increased rate of 
faulty parts.

 � a very high rate of 
faulty parts.
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	 B 	 This is the beginning of a meeting. Put the text in order. Then listen and check.   29

	 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.   30

1.	 	 a.	 stating the purpose	 	

	 	 b.	 moving on to another point

2.	 	 a.	 giving examples	 	

	 	 b.	 keeping the meeting on target

3.	 	 a.	 allocating roles	 	

	 	 b.	 asking for contributions

4.	 	 a.	 thanks	 	 	

	 	 b.	 dealing with matters arising

5.	 	 a.	 inviting another person to speak

	 	 b.	 giving apologies for absence

	 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.)?

•  Formal or informal?
•  How often (weekly, monthly, etc.)?
•  Face-to-face or videoconferencing?
• � Last meeting? Purpose? Your role 	

(chairperson, minute taker, participant)?
•  …

X

  a.	 �We’ll break for coffee around 
10:30 and lunch is at 12:00. 
Right, so first of all we have 
the question of …

  b.	 �I 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.

  c.	 �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.

  d.	 �So, let’s get down to 
business, shall we? First 
of all, I’d like to thank 
everyone for coming 
here today.

  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.

	6.	 	 a.	 opening the meeting	 	    

	 	 	 b.	 concluding

	 7.	 	 a.	 summarizing and recording	

	 	 	 b.	 preventing questions

	8.	 	 a.	 inviting questions	 	

	 	 	 b.	 clarifying

	 9.	 	 a.	 handing over to the person responsible

	 	 	 b.	 summing up a point

	10.	 	 a.	 agreeing on ground rules	

	 	 	 b.	 ending the meeting
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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.

  1.  The main focus of TQM is low cost.

  2.  Inefficiency is mainly caused by the staff of a company.

  3.  Producing more than necessary causes waste.

  4.  Training is an important part of waste prevention.

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

 C  What is ISO 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?

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.

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.

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.
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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, font, etc. 	

	 	

	

3.	 What is their slogan? What makes it work? 	

	

	 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?
•  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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	 C	 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.

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

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.

	 2 	 Marketing essentials

	 A 	 Match the marketing terms to the definitions.

	 1.	 the percentage of total sales that a company has in a market

	 2.	 the seller of a product or service with the most sales

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

	 4.	 an area or part of a market

	 5.	 a defined group of consumers or customers 

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

	 7.	 a combination of variables which affect customer behavior

	 8.	 a segment of a market often involving specialized products

	 9.	 a company that follows the leader without challenging them

	10.	 collecting and analyzing data about a market	

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

	 C	 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	

	 	 	

2.	 Place	 	 	

	 	 	

3.	 Price	 	

	 	 	

4.	 Promotion	 	

	 	 	

d

design,

BE
behaviour
advert

AE
behavior
ad

a.	 marketing mix

b.	 target group

c.	 market follower

d.	 market share

e.	 market challenger

f.	 market segment

g.	 brand

h.	 market leader

i.	 market research

j.	 market niche
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	 D	 Complete the presentation phrases. Some letters are already given. 

1.	 So, I think we should get        .  

2.	 As most of you already    , my name is Stephanie Bishoff.

3.	 The        of my talk today is to     at the so-called marketing mix.

4.	 �In the first     of my presentation, I will briefly        each of the 

elements.

5.	 Then I would        any questions or comments you may have.

6.	 I would like to end by        the theoretical side of things and …

7.	 So, let’s      on the first element.

8.	 Now I’d quickly like to        the second element, place.

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

•  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

	 1.	 Daniel Buller is a young rugby player.

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

	 3.	 Daniel Buller is very popular all over Europe.

	 4.	 The company’s target group are rich upper-class young men.

	 5.	 Bob is worried about focusing the whole campaign on Daniel.

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

	 7.	 Global campaigns are normally cheaper.

t r

k

p o k

u l e

l v n

f c s

m t o

o

r

w l m
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	 D	 In groups, talk about advertising. Come up with a list of discussion questions first.

1.	

2.	

3.	

4.	

5.	

6.	

7.	 	

8.	
	

	 E	 Complete the text with the words below. 

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

	 F 	 What regulations do you have in your country to protect consumers?

What have been some of the most successful ad campaigns of all time?

How do you feel about ads that target children?

Watchdog
I 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 rely on the  (3) public to voice 

their complaints to us. Once we receive a complaint, we can act. More and more I see our role 

as trying to protect different groups of society from the unfair and   (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 

 (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 

 (7).

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. 

fun
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 G Read the text and discuss the questions below.

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

successful?

 4  Color psychology

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

cherry red black bright yellow

green navy blue white

energy, strength,

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.

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 

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?

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. 
However, there are a lot of examples where 
not knowing the market was the reason for 
the failure of a marketing campaign.
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 B Read the text below about the meaning of colors. 

 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?
•	 	What	is	the	most	popular	car	color	in	your	country?	

Why	do	you	think	that	is?
•	 	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	

2.	 a	 	slip	

3.	 a	 	opportunity

4.	 out	of	the	

5.	 	collar

6.	 	with	envy

7.	 to	be	in	the	

8.	 	area	

to	feel	sad	or	depressed

a	termination	notice	from	your	employer

a	very	good	opportunity

completely	unexpected

offi	ce	work,	people	working	in	offi	ces

to	be	very	envious	or	jealous

to	be	in	debt

not	clearly	defi	ned	

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!

BE
colour
colourful
grey

AE
color
colorful
gray

blue
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“Sales agents are the most important link in the distribution chain”. Do you agree with this statement?

	 1	 Up for sale

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

up for sale  |  shop around  |  a great buy  |  a rip-off  |  on sale  |  hot cakes  | 
for sale  |  half price  |  come down

1.	 I’m sorry, this car isn’t . 

2.	 Winter clothes usually go  in January. 

3.	 They’ve put the office building . 

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

5.	 I got the salesman to  in price, so I bought it!  

6.	 The entrance fee is reasonable, but the parking fee is . 

7.	 Before you buy a new phone, you should  for the best deal. 

8.	 I’m surprised you didn’t pay more! For that price, the camera is . 

9.	 This leather bag was a real bargain. I bought it at  in the sales.

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

for sale

sixty

BE
to buy sth. 
in the sales

AE
to buy sth. 
on sale
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give you …
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.
…

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

That’s …
Is that …
How much …
I can / can’t …
Can / Would you …
I’ll …
…
	

	 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?

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

	 1.	 an organization that raises money to help people in need

	 2.	 to give money, food, etc. to a charity or other organization

	 3.	 a way of showing customers the uses and advantages of a product

	 4.	 an amount of money that is paid back to you

	 5.	 to test (or taste) a small amount of a product to see what it’s like

	 6.	 a game of luck involving a draw

	 7.	 a way to test the popularity of a product

	 8.	 can be exchanged for money or goods

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

g

S A L E S  P R O M O T I O N S
Sales promotions are used to reduce stock, introduce new products, 
keep customers loyal and encourage customers to switch brands – in 
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.

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.

a.	 donate

b.	 refund

c.	 redeemable

d.	 sweepstakes

e.	 demonstration

f.	 coupon

g.	 charity

h.	 sampling

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

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.

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.
 

Promotional tools
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	 D	 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

1.	  create an immediate awareness of products. 

2.	  can be used to reduce stock that is not selling well. 

3.	  require the consumer to mail in proof of purchase in return for cash. 

4.	  reward the customer with free or discounted merchandise. 

5.	  can be distributed in several different ways. 

6.	  costs the company only the raw material content. 

7.	  allow a company to offer larger rewards to smaller groups of customers. 

8.	  provide a good means of improving a company’s public image.

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

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

On the spot Delayed

 

 

 

 

 

 

 

 

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

	 3 	 Advertising strategies

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

These steps are important in any advertising strategy:

	 a.	 take into account corporate identity (CI)

	 b.	 select form of promotion that best suits objective

	 c.	 examine best time for promotional activity

	 d.	 have a realistic (advertising) budget

	 e.	 select medium (should match needs of company)

	 f.	 conduct market research

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

	 h.	 evaluate advertising campaign

	 i.	 clarify responsibilities from the beginning

1

free mail-in samples
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	 B	 Read the text about advertising.

	 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 present a clear   

with a strong .

2.	� There’s no real magic , but there is a  

bit of  behind it.

3.	�   should be eye-catching and clear;  

 should attract attention.

4.	 ASA stands for Advertising  Authority.

One objective of promotion is to create awareness.

Sales10

sixty-four

In general, the objective of promotional 
activities will probably be to increase sales, 
either directly or indirectly. But before 
deciding what form of advertising or other 
form of promotion to use, a company should 
know exactly what it wants to achieve. It is 
useful to draw up a set of SMART objectives, 
in other words, objectives which are specific, 
measurable, achievable, relevant and timely.

Examples of objectives: One objective 
may be to create awareness or to provide 
information. Another may be to prompt an 
action of some sort; for example, a visit to a 
website. Alternatively, a company may wish to 
convey a special message (e. g. to announce 
special offers), to reassure existing customers 
or to acquire new ones.

You will find that SMART objectives can  
be (and are) applied to a variety of business 
areas. SMART is an acronym: each letter 
stands for an individual word. At the same 
time, this is a play on words as the word  
smart means clever or intelligent.

Be S M A RT
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	 4	 Sales strategies

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

	 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 …

	 customer base.				  

2.	 According to Ian, good salespeople should …

	 be passionate.

3.	 Commission varies according to …

	 age.

4.	 The company offers seminars in …

	 team building. 

5.	 Ian thinks an important motivating factor is …

	 the freedom to work alone. 

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

Consider the following questions:

•  Who are our customers?			
•  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?

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.

	 sales manager. 	 product and sales team.

	 have a touch of arrogance. 	 not use humor.

	 product.	 	 gender.

	 market research.	 	 report writing.

	 setting realistic targets. 	 free-time occupations.

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.
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	 	 “The customer is always right”. Do you think this is true? 

	 1	 Great customer service

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

sixty-six

The Ten Commandments of Customer Service
Companies should …

	 1.	 accept no excuses for poor quality or service.	
	 2.	 treat their customers individually.	 	
	 3.	 never see the loss of a customer as justified or inevitable.	
	 4.	 regularly benchmark themselves against their most successful competitor.		
	 5.	 know their customers – their requirements and desires.	
	 6.	 ensure that all staff members are fully committed to customer satisfaction.	
	 7.	 perceive customer dissatisfaction as a valuable opportunity to improve their services.	 	
	 8.	 continuously measure, monitor and share feedback on customer service.	
	 9.	 have complaints procedures which are easy for the customer to use.	

	10.	 	

	 	

	 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.

•  �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.
•  �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 bit more  |  pretty unhappy  |  seems to have been  |   
have to say  |  get me wrong  |  like to say  |  just about

1.	 I must say, we  for our money. 

2.	 I think you  to send the parcel. 

3.	 Don’t  but your delivery was very slow. 

4.	 I’m  with the service I received. 

5.	 I want to speak to the manager. I’ve   

	 had enough. 

6.	 I don’t  this, but your quality standards 

	 have dropped. 

7.	 There  a misunderstanding about quantities. 

8.	 I’m sorry to  this, but your salesman was very rude. 

9.	 Actually, we’re  for your service team to come out.

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

expected a bit more
BE
parcel 
post

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

	

	

	

	

	 E 	 Listen to the conversation and answer the questions.   38

1.	 Why didn’t Jim call back sooner?
2.	 Why does Jim offer to give the woman his mobile number?
3.	 What does the woman say about the repairman?
4.	 What solution does Jim offer?
5.	 How much will the woman have to pay for the repairs?
6.	 �Do you think the woman is still angry at the end of the	

conversation? Give reasons for your opinion.

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

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

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

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

4.	 I’m very sorry indeed / very surprised to hear that. 	

5.	 I can quite understand that it’s very frustrating / annoying when something like this happens.	

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

7.	 That shouldn’t have happened – very unfortunate / regrettable.

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

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

	 b.	 VG	 Yeah, it’s not ready yet.

	 c.	 �LTRB	 This is LTRB Magazine. Um, well, we’re still waiting for some artwork from you.

	 d.	 VG	 That’s right, yes, how can I help you?

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

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

	 g.	 LTRB	 I’d appreciate that, thank you.

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

	 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.    

1
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	 I	 Here are some idioms related to anger. Complete them with the words below.

flies  |  nerves  |  wall  |  hit  |  piece  |  fit

1.	 Don’t tell Sue about the budget cuts yet – she’ll  the roof! 

2.	 Alan’s really difficult to work with – one bit of criticism and he  off the handle. 

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 . 

5.	 The customer service agent was very rude, but I really gave him a  of my mind. 

6.	 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.   40

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

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

	 3.	 The man says that his company’s IT budget is cut if it fails to reach its SLA targets.

	 4.	 The company’s IT department gets cash bonuses if it exceeds its SLA targets.

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

	 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? 

	 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.

	 company delivers goods or service

	 customer makes enquiry

	 company sends order confirmation

	 customer phones helpline

	 customer places order

	 customer receives refund

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

patience,

1

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

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

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

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

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

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

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

	 H	 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

	

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

	 J	 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?

•  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?

1. . 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. . I 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, I think , 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. I guess good customer care is 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.
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Has your company or department ever been restructured? What were the reasons?

	 1	 Company culture

	 A 	 Read the information below. How would you describe your company’s culture?

seventy-two

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.

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.
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	 B	 Discuss these questions with a partner. Then compare in class.

•  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?

	 C	 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 
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.

	 2 	 Describing trends

	 A	 Draw a simple line graph for each of the descriptions below. 

	 B 	 The words below are used to describe trends. Write them in the correct category.

fall  |  increase  |  climb  |  improve  |  cut  |  stagnate  |  drop  |  remain stable  |  level off  |  decline  | 
decrease  |  soar  |  recover  |  pick up  |  fluctuate  |  slump

Upward movement Downward movement No or hardly any movement

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

	 C	 What other words can you use to describe trends?

fall

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.

4.	� Analysts believe 
that outsourcing will 
grow steadily in the 
next few years.
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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.

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.   42

	 a.	

	 d.	

	 F	 Draw a graph and swap with a partner. Explain the graph your partner has drawn. 

	 G 	 What do you associate with the word “trend” in general? Brainstorm ideas.

 

 

	 H	 What are current trends or developments in your industry or company?

1

	 c.

	 f.

	 b.

	 e.
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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)

  2.  an association which represents the interests of workers

  3.  another word for aim or objective

  4.  another word for warranty

  5.  the way a person or company is thought of by others

  6.  to become less

  7.  a lack; not enough of something

  8.  something that a company does very well (better than others) 

	 B	 Read	and	discuss.	Has	your	company	outsourced	any	business	activities	recently?

	 C 	 Listen	and	mark	the	sentences	true	or	false.	 	43

  1.  Headcount reductions is another way of saying to fire people.

  2.  A pay-freeze means to stop paying employees for a few months.

  3.  A company that goes bust has gone bankrupt.

  4.  To enter a low margin contract means to make less profit.

  5.  Light at the end of the tunnel means there is no hope left.

  6.  Core competencies are a company’s weaknesses.

  7.  To cut costs means to spend less.

  8.  Recovery means to remain stable.

g a.  guarantee

b.  reputation

c.  reduce

d.  union

e.  deficit

f.  core competencies

g.  department

h.  target

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.
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	 D 	 Listen again and complete the phrases below.   43

a contract  |  activities  |  costs  |  a crisis  |  bust  |  for joy  |  prayers  |  terms and conditions

1.	 to answer 	 5.	 to go  

2.	 to outsource 	 6.	 to dictate  

3.	 to cut 	 7.	 to enter  

4.	 to suffer 	 8.	 to jump 

	 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.

 

 

 

 

 

 

	 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.   44

	 1.	� You should consider outsourcing if you have answered “Yes” to at least  
three of the questions.

	 2.	� In the past three years, fewer American companies have outsourced  
their business activities to India.

	 3.	 The Indian government offers incentives to foreign companies.

	 4.	 Among others, IT tasks and billing can be easily outsourced.

	 5.	 Indian Outsourcing Partnerships is the market leader.

	 6.	 Indian Outsourcing Partnerships works with big companies only.

	 7.	 The agency’s partners are located in Mumbai. 

prayers
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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 under your  and lower 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  is a sign of sincerity or repentance. 

5.	 Men and women do not normally shake  with each other. 

6.	  are considered unclean in Indian culture. 

7.	 You eat with your right .

	 E 	 Listen to the conversation. What is the meaning of the expressions below?   45

in a nutshell  |  to keep mum about something  |  to dig your own grave  |  bigwigs 

1.	� not to tell anyone about something	  

 

2.	� to do something that will cause problems for you	  

3.	� to say something in a few words	  

4.	� very important people in a company	  

 

	 F	 Listen again. Which of these phrases do the speakers mention?   45

	 cost reductions						      	 company’s profits				    	 shareholder value		

	 imported services						      	 low productivity					     	 high productivity

	 increase exports						      	 salaries and wages				   	 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  a nutshell. 

3.	 I saw a programme  outsourcing  TV. 

4.	 It could be bad  business. 

5.	 We’ll become dependent  imported goods. 

6.	 They should try thinking  a change!
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What is a “natural born leader”? Can you think of anyone you would consider a natural born leader?

	 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:  

2.	 People who are commanding and authoritative:  

3.	 People who express their opinion in a confident and positive way:  

4.	 People who never give up and keep trying:  

5.	 People who are dedicated and loyal to their aim:  

6.	 People who are methodical and do everything in order:  

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.

consistent
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	 C 	 Read the information below. In teams, decide which candidate should get the job.

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

•  �excellent references from current employer 
and professor

•  performed very well during the interview
•  a model candidate
•  enthusiastic, motivated and professional
•  �only drawbacks I feel could be her lack of 

experience and her age

•  �what he lacks in professional qualifications, 
he makes up for in experience

•  seventeen years at the company
•  well-liked by both colleagues and bosses
•  reliable and responsible 
•  friendly, mature personality
•  �unfortunately, his answers to the leadership 

questions during the interview concern 
me somewhat

	 D 	 Compare in class and give reasons for your decision.

	 E 	 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?

	 2	 Communication

	 A	 Listen and put the communication mistakes in the order they are mentioned.   47

	 1.	 First mistake

	 2.	 Second mistake

	 3.	 Third mistake

	 4.	 Fourth mistake

	 5.	 Fifth mistake	

	 B 	 In pairs, come up with additional communication mistakes people frequently make.

	 C	 These expressions are linked with common first names. Guess their meaning.

	 1.	 a moaning Minnie

	 2.	 the average Joe

	 3.	 a nosy parker

	 4.	 Jack of all trades

	 5.	 a silly billy	

a.	 carelessly formulated emails or memos from managers

b.	 imprecise instructions from managers

c.	 lack of information from the management

d.	 lack of management interest in suggestions

e.	 manager has no time to discuss problems

a.	 someone who is behaving in a foolish way

b.	 someone who complains a lot

c.	 someone who is able to do many things

d.	 someone who is annoying and wants to know everything

e.	 someone who is just like everyone else
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 D Can you think of similar examples in your own language?

 E  Read the text and answer the questions below. 

1.   According to the text, which types of behavior are counterproductive in the workplace? 
Explain why they are counterproductive.

2.  What is assertiveness training?
3.  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?

 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?

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. 
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	 3 	 Time management

	 A 	 Find words or phrases in the text that are similar in meaning to the words below.

1.	 limit 	 3.	 to invest  

2.	 worries   	 4.	 to work more than average 

	 B 	 Match the sentence halves to create idioms related to work. Discuss their meaning.

	 1.	 Many managers burn the

	 2.	 Ed’s really swamped 

	 3.	 Unfortunately, I’m tied

	 4.	 I have my hands	

	 5.	 Phew, home at last! I’ve been on 

	 6.	 You look exhausted. Don’t work

	 7.	 I know you have a lot on	

	 C	 In pairs, decide on five words that you would like to add to the word cloud. 

1.	  

2.	  

3.	  

4.	  

5.	

	 D 	 Compare in class and explain your choice.

a.	 the go all day.

b.	 your plate at the moment, but could I ask you a favor?

c.	 full with this project. I can’t take on another one. 

d.	 yourself into the ground again.	

e.	 up all day, but we could meet tomorrow morning.

f.	 candle at both ends.

g.	 with work. Can you help him out?

f

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.
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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.

1.	�   

2.	�   

3.	�   

4.	�   

 

	 F 	 Complete the phrases with the verbs below.

monitor  |  schedule  |  set  |  delegate  |  get  |  allocate

1.	  a meeting	 4.	  your use of time

2.	  time to something	 5.	  priorities

3.	  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 (–).   48

	 1.	 Prioritizing is the first strategy the speaker mentions.

	 2.	 The speaker advises against using time management apps.

	 3.	 According to the speaker, to-do lists are no longer effective in today’s business world.

	 4.	 The speaker thinks companies should invest more money in time management software.

	 5.	 The speaker suggests delegating routine tasks.

	 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.

	 1.	 to frighten someone by a display of power

	 2.	 to understand

	 3.	 to be angry or upset about something 

	 4.	 to give someone more control or power

	 5.	 to supervise

	 6.	 helpful; causing something to happen

schedule

a.	 to grasp

b.	 to oversee

c.	 conducive

d.	 to intimidate

e.	 to resent

f.	 to empower
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	 B 	 First, answer the questions on your own. Then, listen and compare.   49

1.	 A manager’s job is …

  to handle all tasks.			     to delegate work.		    to control employees.

2.	 A demotivated or confused team is a sign of …

  bad management.			     �insufficient delegation.		   �recent changes in 
management.

3.	 “Empowering” employees means …	

  �that all employees do			     that employees make all	   giving them a chance to  
the manager’s job.					      important decisions.				            develop certain skills.

4.	 “Hands-on” experience is …

  frustrating.				      challenging.				      motivating.

5.	 Delegation helps the manager to …

  spend time with his family.		    focus on future goals.		    �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

	 a.	 welcome any suggestions

	 b.	 give employee the authority necessary to carry out the task

	 c.	 give employee the space to carry out the task independently

	 d.	 explain the short-term purpose of the task

	 e.	 identify a suitable person

	 f.	 explain how task relates to long-term goals

	 g.	 explain task in a calm and detailed way

	 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
•  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.	 to  your eyebrows	 	 4.	 to  at someone

2.	 to  your arms	 	 	 5.	 to  your beard or chin

3.	 to  out your tongue		 6.	 to  your nails

	 C	 In groups, discuss the questions below.

•  How does body language help communication?
•  Do you pay attention to your own body language? Why or why not?
•  Do you notice other people’s body language?

•  putting your hands in your pockets
•  shrugging your shoulders
•  leaning forward when talking to someone
•  slumping in your chair during a meeting

raise



85

Global Business 14

eighty-five

	 D 	 Read the text. Can you think of other common gestures in different cultures?

Hand gestures around the world
 	  	  	  

	 2	 Globalization

	 A 	 In pairs, write down three advantages and three disadvantages of globalization. 

Advantages Disadvantages

1.	 � 	

2.	 � 	

3.	 � 	

1.	 � 	

2.	 � 	

3.	 � 	

	 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?
• � Should consumers make an effort to purchase products made 	

in their own country? Why or why not?
• � Does globalization foster a better understanding between 	

different cultures and ethnic groups? 

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 Italy it means 	

get lost.

The nose tap
• � In the UK it means that something is 

confidential or shouldn’t be spread around.
• � In Italy it is a friendly way to say watch out 	

or be careful.

The thumbs-up gesture
• � In most countries it means everything is great.
• � In 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.

BE
globalisation
offence	

AE
globalization	
offense
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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 items about? 

	

2.	 Where is the conference centre located? 

3.	 How many people were injured? 

4.	 Which company is the economic news item about? 

	

5.	 Where are the company’s headquarters? 

6.	 Where does the company produce its products? 

	 E 	 Match the words that are similar in meaning.

injured  |  decrease  |  smash  |  venue  |  refuse  |  route  |  labour

1.  way route

2.  place / location

3.  hurt

4.  reject

5.  decline

6.  workforce

7.  break (e. g. a window)

financial incentives, political stability in the region,
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 F Listen to the interview and mark the sentences true or false.  52

	 1.	 Demonstrators	and	police	officers	were	injured.

	 2.	 Irmgard	Gassner	is	the	police	spokesperson.

	 3.	 The	police	didn’t	want	the	demonstrators	to	march	in	front	of	the	conference	hall.

	 4.	 The	World	Economic	Forum	opened	earlier	today.

	 5.	 Football	hooligans,	families,	youth	groups	and	religious	groups	were	in	the	demonstration.

	 6.	 Multinational	companies	use	child	labour.

	 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

 H  Which of these words do you not associate with protests or demonstrations?

	 banner		 	 	 	 megaphone		 	 	 	 squirt	gun	

	 teargas		 	 	 	 mantra		 	 	 	 chant

	 billboard	 	 	 	 water	gun	 	 	 	 barricades	 	 	

 I  In class, 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?

BE
labour
football

Five good reasons to say NO to globalisation:

➥ African workers work on oil platforms which are not  (1).

➥  Indian workers are forced to use  (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).

➥  The  (9) multinationals are modern-day bandits, robbing the 

developing countries of their resources and destroying the environment, too.

AE
labor
soccer
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	 3 	 About India

	 A 	 In pairs, decide if the statements are true or false.

	 1.	 India is the largest English-speaking nation in the world.

	 2.	 Bengali and Urdu are languages spoken in India.

	 3.	 Jaipur is the city with the largest population in India.

	 4.	 The majority of the population is employed in agriculture.

	 5.	 India gained independence on 18 August 1966.

	 6.	 Yoga originated in India and has existed for over 5,000 years.

	 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.	 �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?

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?

Reporter 1	  

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	  

R. Walker	 �It is company policy to comply with the legal regulations of the countries in which we’re 
located. So by this I 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	  

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	  

R. Walker 	 �If I 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. Communications is a … 

  major producer in India.	 	   minor producer in India.	   major producer in Delhi only.

2.	 The Indian employees receive …

  below-average salaries.	 	   average salaries.	 	   above-average salaries.

3.	 S.A.I.D. Communications received …

  financial assistance from 	 	   general assistance from	   no assistance from
	    the Indian government.	 	        the Indian government. 	        the Indian government.

4.	 The plants …

  are not very safe.	 	 	   are not very modern.	 	   use up-to-date safety 	 	
	 	 	 	 	 	 	 	 	 	 	 	 	 	 	        procedures.

5.	 The terms of employment are …

  the same worldwide.	 	 	   different in every country.	   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 	 	

2.	 to improve	 	

3.	 to raise 	 	 	

4.	 to pay 	 	 	

5.	 to use 	 	 	

6.	 to comply with	

7.	 to save 	 	 	

8.	 to receive 	 	

	 G 	 You’re one of the reporters. Write down additional questions you want to ask Richard.

	

	 H 	 Discuss the future of globalization. What role do you think the English language will play?

jobs
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“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. 

	 2.	 According to Nigel, performance reviews are used for development purposes.

	 3. 	The company conducts performance reviews twice a year.

	 4.	 The first step is for the employee to evaluate the manager.

	 5.	 The manager uses the job descriptions to evaluate the employee’s performance.

	 6.	 The woman is skeptical about performance reviews.

	 7.	 Nigel thinks performance reviews can lead to greater job satisfaction.

	 8.	 The employee meets with the manager after filling out a self-assessment form.

	 9.	 During the meeting, goals for the following year are set.

	 10.	 The appraisal form is an informal document.

	 B 	 Put these performance review steps in the correct order. 

	 a.	 �The employee’s performance, development opportunities, etc. are discussed.

	 b.	 �The assessment form is put into the employee’s personnel file.

	 c.	 �The manager invites the employee to come to a meeting.

	 d.	 �Any additional information is noted on the manager’s form.

	 e.	 �The employee signs the assessment form.

	 f.	 �The manager meets with the employee.

	 g.	 �The manager assesses the employee’s performance using the job descriptions.

	 h.	 �The employee completes a self-assessment form.

1
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	 C	 Form word partnerships from the meeting in “A”. Listen again if necessary.

performance review  |  performance  |  employees  |  recommendations  |  information  |  form  | 
objectives  |  job

1.	 to conduct a 	

2.	 to set 	

3.	 to sign a 	

4.	 to record 	

5.	 to perform a 	

6.	 to assess 	

7.	 to make 	

8.	 to develop 

	 D	 Now listen to the rest of the meeting. Take notes and answer the questions.   55

1.	 �Clara thinks a performance review system might strengthen the company’s hierarchy. 	
What are her arguments?

	 	

	

2.	 How does Nigel respond to her arguments?

	 	

	

3.	 �Clara thinks professionalism and productivity have declined in companies that use appraisal systems. 
What are her arguments?

	 	

	

4.	 What is Nigel’s response to those 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?
•  What are the benefits of performance review systems?
•  Does your company operate such a system? 
•  Is 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.

	

	

performance review
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	 3	 Mentoring and giving advice

	 A 	 Read the text. Find words or phrases that are similar in meaning to the ones below.

1.	 a good thing you own or possess 	 3.	 advantages 	

2.	 to extend or make bigger 	 4.	 to come from 

	 B 	 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?

	 C 	 Have you ever had a mentor at work or at school? Talk about your experience.

	 D	 When would you expect to hear these questions? What is their purpose?

 

	 E 	 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.

Description of the problem: 

Possible approaches: 

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.

Mentoring
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.
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	 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?

	 4 	 Stress management

	 A 	 Have you ever taken a stress management training course? Tell the class about it.

	 B	 Put the conversation in order. Then Listen and check.   56

	 a. Steven	 Ah-ha, stress management! And … was it any good?

	 b. �Claire	� Well, I learned some very useful relaxation techniques.  
For example …

	 c. Steven	 For example?

	 d. Claire	 Oh, hi Steven, no, not at all. Please sit down.

	 e. �Steven	� Where have you been hiding? I didn’t see you at the  
staff meeting yesterday.

	 f. Claire	 Believe it or not, it was. I actually learned a lot.

	 g. Steven	 Hi Claire, mind if I join you?

	 h. �Claire	� I know. I 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.

	 C	 Listen to the telephone conversation and answer the questions below.   57

1.	 When is the next Stress Management seminar?  

2.	 Where is it being held?  

3.	 What will Steven receive together with the invitation?  

4.	 Which form should Steven complete?  

5.	 When should Steven submit the form? 

	 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?

1
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	 F	 Read the text. Find words or phrases that are similar in meaning to the ones below.

1.	 location 	 4.	 harmful 	

2.	 sign (of a problem or illness) 	 5.	 to deal with 	

3.	 stimulate, inspire 	 6.	 source (of stress) 

	 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?

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?
✔	 Managers, supervisors and team leaders working in high-pressure environments
✔	 Employees who would like to reduce and manage work-related stress

Course content
✔	 Common causes of stress
✔	 Symptoms of stress
✔	 Positive and negative stress	

Duration				    Trainers
Run as a 3-day course or 4 half days	 Laura Munroe, PhD, Phil Jenkins

Venue
Post Hotel, 43 Glanville Rd., Oxford OX2 8AL

✔	 Identifying stress in your life
✔	 Five techniques for coping with stress
✔	 Learning to relax
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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.	 �A leading 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?

ninety-six
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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 
analysts, Lumumba has paid 
himself a staggering £ 150 million 

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 
and who acquired the clothing 
group last year, hit the headlines 

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.

Responsibility

ninety-seven

	 C	 Read the article and discuss the questions below. 

 

•  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?	 	

	

2.	 �How are companies reacting to demands of greater transparency?

	

3.	 �Why do some companies use ethics programs?

	

4.	 �What does a company need to have a good ethics policy?

	

Laughing all the way to the bank

BUSINESS NEWS
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	 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 people 

3.	 moving funds through business so that they appear legal 

4.	 failure to act correctly or legally in your job 

	 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?

•  	

• 

police officers, sports officials,

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.

Bribery and corruption
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  3 Corporate social responsibility

	 A  In what ways can companies be socially responsible? Write down six examples.

Provide	…
Treat	…
Use	…
Work	…
Support	…
Don’t	do	business	…
Donate	…
Invest	in	…
Save	…
Reduce	…
…

 B Now rank the items on your list in order of importance. Compare in class.

 C 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?

 D  First, read the text below. Then, listen to a different version of the same text.  59

eco-friendly	products	whenever	possible.
to	local	charity	organizations.
with	politically	incorrect	governments.
stress	in	the	workplace.
a	safe	working	environment.
with	socially	responsible	suppliers.
energy	in	the	workplace.
local	businesses.
with	companies	that	behave	unethically.
your	employees	respectfully.
…

ISO 14000 is …
•  a series of voluntary guidelines designed to create environmental standards 

for companies and their products around the world. 
•  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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	 E 	 Listen again and match the expressions that are similar in meaning.   59

responsibility  |  to record  |  to put into action/introduce  |  consequences/effect  |  to start/begin  |  	
to get  |  main elements  |  requirements  |  to mix in/include	 	

Written version Spoken version

1.  key components main elements

2.  to incorporate

3.  to obtain

4.  prerequisite

5.  commitment

6.  to establish

7.  to document

8.  impact

9.  to implement

	 F 	 In what ways do many companies damage the environment? List five examples.

1.	 	

2.	 	

3.	 	

4.	 	

5.	

	 G	 Discuss these questions in class.

•  What can be done to solve the problems that you have listed above?
•  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?   60

	 to break laws		 	 	 	 		 		 	 	 to make millions		

	 to be worth investing in	 		 		 	 	 to produce results

	 to improve earnings	 	 	 		 		 	 	 to decrease profitability

	 to win contracts	 	 	 	 		 		 	 	 to reduce risks 

	 to cut costs	 	 	 	 	 		 		 	 	 to lose your reputation	

	 to reduce waste	 	 	 	 		 		 	 	 to invest in policies

X
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 4  Community investment

 A  Read the text below. Does your company have similar 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	 	 	 •	 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?

They are discussing

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 

consequences of their decisions 
by implementing a variety of 
social responsibility programs. 

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, 
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 

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.
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Unit 1
 1

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 I 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 I also want to learn more 
about staying organized and avoiding stress. 
That’s something I need to get better at, both in 
my personal and my professional life.

3.	 �I 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 I need is someone to help me prepare and 
rehearse my presentations. That would make me 
feel a lot more confident, I think.

 2

Trish: 	 �So, have you all seen the new training 
programme for next year?

Gary: 	 �Yeah, some of the residential 
management seminars look really good. 
I’m thinking about doing the week-long 
motivation course in Belgium. All I have to 
do is motivate myself to register!

Andrew: 	 �Seriously though, why go to Belgium? 
It’d be better if they put those courses on 
here. Then I could see my family in the 
evenings, instead of being away so long. 
Linda will kill me if I go away again next 
year!

Trish:	 �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. I really like those 
weekend courses. They’re lots of fun!

Paul:  	 �You’re kidding, aren’t you? A load of 
people from the office stuck in a hotel 
together – aaagh! Last year I was on an 
SAP course – weekend seminar – work, 
work, work all weekend. Not for me, folks!

Gary: 	 �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.

Paul: 	 �True, yeah, if you stay with a host family 
that helps you and takes you out. I 
should’ve done that German course last 
year but didn’t get round to it.

Andrew: 	 �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. I was a bit shy 
to start with, but everyone’s really easy-
going. You ought to come along, Trish.

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.

Gary: 	 �Hey, maybe you should think about doing 
one-to-one classes then.

Paul: 	 �Come off it! Just you and the teacher – 
that must be so exhausting.

Andrew: 	 �By the way, did you see they’re offering 
blended learning courses next year?

Paul:	 �Now that sounds like a good idea. Do you 	
know what kind of courses they offer as 	
blended learning? And when do they start?

 3

Alan: 	 �So, I’m afraid we’re going to be tightening 
our belts for a while, folks.

Annette:	 I’m not with you, Alan. Tighten the belt?
Alan: 	 �What I mean is, they’re cutting our budget.
Julie: 	 �I don’t believe it. That’s out of the 

question!
Alan: 	 �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.

Annette: 	�I’m afraid I can’t agree with that at all. 
The forecasts for next year were really 
positive!

Julie: 	 �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.
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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.

Alan: 	 �I 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 …

Julie:	 �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?

Alan:	 �It’s unfair, I know, but you’re both going to 
have to meet these targets with a budget 
far below the one you planned.

Unit 2
 4

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.

 5

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 

for eight years. A long time, which I 
believe is a reflection of how good 
the company is. However, I feel that 
I’ve achieved all that I can. I believe 
in a global company, I’d be able to 
develop further as it can offer more 
opportunities.

Hector Ferror:	 �I 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 I 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. I was the youngest 
person to become a board member’s 
PA, something I’m quite proud of.

Hector Ferror: 	 �What do you hope to be doing five 
years from now?

Carrie Grimes:	 �Five years from now? Um, I hope I 
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.

Hector Ferror: 	 �Ah-ha. And which of your skills would 
you most like to improve?

Carrie Grimes: 	�My German. Unfortunately, it’s a 
language which is not very easy to 
learn. I’m currently taking lessons at 
evening school. And I intend to go on 
holiday there later this year.

Hector Ferror: 	 �If I were to offer you the job, when 
would you be able to start?

Carrie Grimes: 	�I can begin in about four weeks’ time, 
but I could also start sooner …

 6

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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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
 7

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, I know. I 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! I 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. I have a 
meeting with him and someone from the 
Personnel Department.

Aaron: 	 So what could he tell you?
Mark: 	 �Well, obviously I would get a substantial 

rise in my earnings. My salary would be 
in line with my German counterparts. 

	 	 �Can you believe those lucky devils get 
thirteen salaries a year?

Aaron: 	 �What? Do you think they’ve got 
something for me, too?

Mark: 	 �Yeah, I know. Not bad, eh? In addition 
to that, I would be entitled to a 
performance-linked bonus at the end 
of the year. And, I would get thirty days 
holiday a year and that does not include 
public and bank holidays.

Aaron: 	 Wow! And would you get a company car?
Mark: 	 �No, unfortunately that isn’t one of the 

perks on offer.
Aaron:	 �Well, it sounds great – almost too good 

to be true.
Mark: 	 �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.

Aaron: 	 They have to pay more than here?
Mark: 	 Apparently.
Aaron: 	 And are you going to accept?
Mark: 	 �I’m not sure. I’ll wait and see what 

they tell me tomorrow before I make a 
decision.

 8

Daniella: 	 �Hello, Mark. Please come in and take a 
seat.

Mark: 	 Thanks.
Daniella: 	 First of all, congratulations.
Mark: 	 Thank you.
Daniella:	 �I 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.

Mark: 	 Yes, okay.
Daniella:	 �RDLA employees have to work 38.5 hours 

a week.
Mark: 	 That’s fewer hours than here, isn’t it?
Daniella: 	 �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.

Mark:	 Wow.
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Daniella: 	 �However, I 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 I 
believe will definitely put a smile on your 
face.

Mark: 	 And how is the bonus calculated?
Daniella: 	 �If that’s okay, I’ll explain that later, as 

that kind of information is covered in 
your contract.

Mark: 	 Okay.
Daniella: 	 �Right, so where was I? 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.

Mark: 	 �Well, the food can’t be more expensive 
or worse than here. That would be 
impossible. But half an hour?! That’s 
much shorter. I guess I’ll have to learn to 
eat more quickly.

Daniella:	 �I 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.

Mark: 	 Really? Not bad.
Daniella: 	 �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. I think I’ve 
covered the most important points. Is 
there anything I’ve missed?

 9

Journalist: 	�Well, my first question is why? Why did 
you decide to quit your former job and 
set up your own agency?

Michelle: 	 �You won’t believe how often I was asked 
that question by my family and friends in 
the past. Well, I guess the simple answer 
is that I was frustrated and disillusioned. 
I realized that at the age of thirty I had 

already achieved everything that I could. 
Or should I say, I was allowed to achieve.

Journalist: 	What do you mean?
Michelle: 	 �I mean that I had the impression that no 

matter what I did, I wouldn’t make it to 
the top or get a position in management. 
At the company at which I worked, all the 
top jobs were filled by guys.

Journalist: 	�Do you believe this is still the case in 
companies today?

Michelle: 	 �Yes. I am absolutely sure that in most 
companies this kind of thing is normal.

Journalist: 	�So you don’t think that working 
conditions have improved for women?

Michelle: 	 �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, I am pretty 
much certain that no, things have not got 
better.

Journalist:	 Why not?
Michelle: 	 �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.

Journalist:	 �Is that not a rather simplistic view of the 
situation?

Michelle: 	 �No. If I had stayed at my former 
company, I would still probably be a 
project manager.

Journalist: 	How can working conditions improve?
Michelle: 	 �Well, some international companies are 

already trying. Positive discrimination or 
quotas are one way.

Journalist: 	What exactly does that mean?
Michelle: 	 �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.

Journalist: 	But is this the answer?
Michelle: 	 Yes!
Journalist:	 But …
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Unit 4
 10

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 I 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. I 
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, I had a long talk with HR about it 
and they were very positive. I know it 
won’t be a bed of roses, but hey, nothing 
ventured, nothing gained!

Sandy: 	 �Well, I suppose it’s not the first time 
you’ve lived abroad. You were in Asia, 
right?

Mike: 	 �Yeah, Beth and I 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, I guess we’ll move earliest 
in August. Anyway, the guy I’m replacing 
only retires end of August.

 11

Beth: 	 �So, it shouldn’t be a problem for me and 
the kids to get entry clearance, huh?

Mike: 	 �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.

Beth:	 And banking?
Mike: 	 �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.

Beth: 	 So, what’s left?
Mike: 	 �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?

Beth: 	 Sure. What about the cars?
Mike: 	 �I guess we’d better sell them; the Brits 

have left-hand drive.

 12

Travel agent: 	 Can I help you?
Megan: 	 	 �Um, actually, we were wondering if 

you had anything last-minute.
Travel agent: 	 �Could you tell me if you’ve got 

anywhere in particular in mind?
Sophie: 	 	 �We were thinking about Greece, 

maybe one of the islands …
Travel agent: 	 �I do have something, yes. Let me 	

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.

Megan: 	 	 �Oh, Kos is supposed to be really nice.
Travel agent: 	 �Yes, it is. I was there last year. Um, 

Kardamena – that’s where all the 
action is.

Sophie: 	 	 �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. 
“Filoxenia” it’s called: nice little hotel, 
only 25 rooms, 3-star.

Megan: 	 	 �Looks lovely; could you tell us how 
much it is? We’re on a bit of a tight 
budget.
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Travel agent: 	 �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.

Megan: 	 	 Now, that’s not bad at all.
Sophie: 	 	 �I know, but Wednesday? That’s the 

day after tomorrow!
Megan: 	 	 �Would it be all right if we had a chat 

about it and get back to you?
Travel agent: 	 �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.

 13

Waiter: 	 Are you ready to order, ladies?
Megan: 	 �Not quite. We were wondering if you 

could explain some of the things on the 
menu for us.

Waiter: 	 Well, I’ll certainly try.
Sophie: 	 Could you tell us what spanakopita is?
Waiter: 	 �Spanakopita? Sure. It’s a mixture of 

spinach and feta cheese, wrapped in filo 
pasty.

Megan: 	 �Sounds delicious. And what about 
kleftiko?

Waiter: 	 �Kleftiko? Oh, that’s baked chicken 
with a lemony taste, served with fresh 
vegetables. It’s good, but I would actually 
suggest trying the fish plaki – it’s the 
house speciality.

Sophie: 	 Plaki?
Waiter: 	 �Yes, a mixed plate of fish, um …, with 

onions and quite a lot of garlic.
Megan: 	 �Oh yes, I’ll have that, if my friend doesn’t 

mind me smelling of garlic?
Sophie: 	 �No problem! By the way, what’s keftedes 

made of?
Waiter: 	 �Keftedes are seasoned meatballs made 

of minced beef and served with a 
yoghurt sauce.

Sophie: 	 �That sounds nice. Can I have a side salad 
with the keftedes?

Waiter: 	 Certainly. Anything to drink?
Megan: 	 �A bottle of dry white wine, please. The 

same one as last night.
Sophie: 	 �… and a bottle of sparkling water, 

please.
Waiter: 	 Right.

 14

Hello, good morning. I’d like to begin by introducing 
myself. My name is Caroline Horan. I 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, I shall briefly explain what an 
audit is. Secondly, I 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. I 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 I wish to say concerning an audit. 	
Now let’s look at my job. As I already mentioned, 
I work as a certified auditor. However, I 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, I also give other 
support. I train, or should I say, coach the staff, 
analyse possible risks and make recommendations. 
At the moment, I 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. I would like to 
end by saying that I 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.	 �I’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.	 �I would appreciate it if you kept your questions 

until the end.
5.	 Okay, let’s get started. What is an audit?
6.	 �Now let’s look at my job. As I already mentioned, 	

I work as a certified auditor.
7.	 That was a brief outline of my job.
8.	 �I would like to end by saying that I believe 

auditing plays a crucial and extremely important 
role.

9.	 �Thank you for listening. Does anybody have any 
questions?
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Receptionist:	 	 Good morning. How can I help you?
Caroline Horan: 	 �Hello, my name is Caroline Horan. 	

I have an appointment with 
Dominic Price.

Receptionist: 	 	 �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’ll be with you in a 
moment.

Caroline Horan: 	 Thanks.
Receptionist: 	 	 �Would you mind completing this 

form?
Caroline Horan: 	 �No, of course not. Can I borrow a 

pen, please?
Receptionist: 	 	 Yes, of course. Sorry. Here you are.
Caroline Horan: 	 Thanks.
Receptionist: 	 	 �You’re welcome. This copy is for 

you. Here you are.
Caroline Horan: 	 Thank you.
Receptionist: 	 	 �Before you leave, can you get 

it signed and hand it back in at 
reception, please?

Caroline Horan: 	 Yes, of course.
Receptionist: 	 	 �Would you like to take a seat while 

you wait?
Caroline Horan: 	 Thanks.

 17

Dominic Price: 		 Hello. You must be Caroline Horan?
Caroline Horan: 	 Yes, that’s right.
Dominic Price: 		 Nice to meet you. I’m Dominic Price.
 

Caroline Horan:	 �Nice to meet you too, finally, after 
all our phone calls and emails.

Dominic Price: 		 �Yes. If you wouldn’t mind following 
me, we’ll take the lift.

Caroline Horan: 	 Fine.
Dominic Price: 		 How was the journey?
Caroline Horan: 	 �Don’t ask. There was so much 

traffic. I thought I wouldn’t make it 
in time.

Unit 6
 18

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

2.	 �Purchasers start by determining a company’s 
needs, in terms of quantity, quality, etc.

3.	 �The next step is to invite quotations from lists of 
potential suppliers.

4.	 �Shortlisting reduces the number of potential 
suppliers.

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

6.	 �Contracts have to be agreed and signed by both 
parties.

7.	 Buyers can cut costs by making bulk orders.
8.	 Just-in-time (JIT) leads to lower storage costs.
9.	 �If you don’t want to throw money down the drain, 

look for high-quality products.
10.	�It’s never a good idea to put all your eggs in one 

basket.

 19

David:	 	 �So, Jon, you mentioned on the phone 
that you were interested in digital 
photocopiers?

Jon: 	 	 �That’s right, yes. We’re still using analog 
at the moment and finding it hard to 
cope with all the copy jobs we’re having 
to do.

David:	  	 �I can imagine. Well, all of these models 
you see here are digital, ranging in 
performance and, of course, price from 
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 

minute. The 2500 can handle 25 pages – 
that’s quite a basic model actually, 
suitable for smaller firms with occasional 
copies. I think you’ll be looking for 
something a bit quicker, right?
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Jon: 	 	 Indeed, something more like 70 pages.
David: 		 �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!

Jon: 	 	 �I take it that it only does black and 
white?

David: 		 No, it does color as well.
Jon: 	 	 �Okay, sounds good. What other features 

does the 7500 have?
David: 		 �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.

Jon: 	 	 �Now, we’re thinking of getting five of 
them. What kind of discount would we be 
looking at?

David:	  	 �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.

Jon: 	 	 Guarantee?
David:	  	 �Life-time guarantee, no-fuss replacement 

should you be in any way dissatisfied.
Jon: 	 	 �Excellent! And what about a part-

exchange deal?
David:	  	 �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?

Jon: 	 	 �We’ve always purchased our copiers in 
the past, but I’m open to offers.

David:	  	 �Well, I’d be happy to go through a couple 
of leasing alternatives with you.

Jon: 	 	 �All right. Would you like some more 
coffee before we continue?

 20

Lorraine: 	 �Look, I just don’t see why we need 
to lease the copiers. It’s like renting 
property: money down the drain!

Jon: 	 �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: 	 �So, we just have to budget it in, just like 
all the other equipment costs.

Jon: 	 �But you’ve got to admit – we could be 
putting that cash to much better use, 
new servers for example?

Lorraine: 	 �Yeah, but work it out – over, say, five 
years we’ll have paid out a lot more in 
leasing rates.

Jon: 	 �Well, if you just look at the costs, then, 
yes, that’s certainly true. But if you look 
at the aspect of tax deduction, I think 
you’ll find it’s quite a different story: 
rentals are 100 % tax deductible.

Lorraine: 	 And if we purchase?
Jon: 	 �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?

Lorraine: 	 �When you say it like that, it certainly 
sounds pretty good.

 21

May: 	 �Right, I think we’ll start. So, the reason I 
asked you both to join me was to see how 
you’ve been getting on with the AP40 project. 
Um, Helen?

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.

May: 	 Have you shortlisted them?
Toby: 	 �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.

May:	 �Don’t forget to find out if they can really deal 
with orders of this size. I bet some of them 
have been a little over-optimistic.

Helen: 	�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.

May: 	 And if they’re financially stable.
Helen: 	Right, yeah.
May: 	 �So, we’re down to how many at the moment?
Toby: 	 Three.
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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.

 22

Helen: 	 �I 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?

Toby: 	 �I think the key issue is still payment 
terms. Can we get a discount for early 
payment?

Helen: 	 �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.

Helen: 	 �Hmm, it would make us pretty vulnerable. 
I 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. 
I 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
 23

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 

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 I 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 I would like to talk 
about is …

 24

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.
4.	 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.

 25

Operator: 	 	 Tyrrell Paints. How can I help you?
Patrick Porter: 	�Good morning. I’d like to speak to 

George Tyrrell, please.
Operator: 	 	 Certainly. Who should I say is calling?
Patrick Porter: 	�Patrick Porter of Swift, Quick & Easy 

Logistics.
Operator: 	 	 �Please hold the line, Mr Porter. And 

I’ll put you through to his secretary, 
Jacqueline Baker.

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.
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Patrick Porter: 	No, of course not.
Jackie Baker: 	 �Hello, Mr Porter. I’m putting you 

through now.

 26

George Tyrrell: 	�Hello, Mr Porter. Sorry for keeping 
you waiting. And thank you for 
returning my call so quickly.

Patrick Porter: 	Not at all.
George Tyrrell: 	�The reason I 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.

Patrick Porter: 	�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.

George Tyrrell: 	What exactly do you mean?
Patrick Porter: 	�By that I 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.

George Tyrrell: 	�Ah-ha. I didn’t realise that software 
development and training were also 
part of your business.

Patrick Porter: 	�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.

George Tyrrell: 	Sounds very interesting.
Patrick Porter: 	�However, more and more of 

our business over the last five 
years has involved taking over 

full responsibility for the client’s 
logistics.

George Tyrrell: 	Does that mean outsourcing?
Patrick Porter: 	�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.

George Tyrrell: 	I see.
Patrick Porter: 	�What exactly are your company’s 

requirements?
George Tyrrell: 	�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. I 
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.

 27

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
 28

Alan Wells:		 	 �So, gentlemen, we’re now entering 
the dust-free zone. That’s why I 
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.

Andrew Black: 		 �Um, how old are the wiper unit 
assembly machines?

Alan Wells: 	 	 �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. I don’t think I’ve 
ever seen such a clean and tidy 
production facility either.

Alan Wells: 	 	 �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?
Alan Wells: 	 	 �Certainly. Well, of course we run 

a very lean system working just-
in-time. As I 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.	

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?

Alan Wells: 	 	 �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 %.

Andrew Black: 		 �Well, we’re certainly glad to hear 
that …

 29

So, let’s get down to business, shall we? First of all, 
I’d like to thank everyone for coming here today. I 
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 …



113

Transcripts

one hundred and thirteen

 30

	 1.	 I called this meeting in order to …
	 2.	 We’ll have to deal with that next time.
	 3.	 Neil, how is the benchmarking going?
	 4.	 I’d like to thank everyone for coming today.
	 5.	 Jen sends her apologies. She’s in Paris today.
	 6.	 �Right, if everyone’s here, I think we should get 

started.
	 7.	 �It was unanimously agreed that we should 

outsource that department.
	 8.	 Can I just go over that?
	 9.	 Mark, would you like to start us off?
	10.	 �I’d like to keep each point to fifteen minutes, so 	

	 we get through everything.

 31

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 ISO 
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
 32

So, I think I 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 I 
would welcome any questions or comments you may 
have. I 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 

be the design, the packaging, the safety features or 
perhaps it’s “green”. By that I mean environmentally 
friendly. Okay, that was the first P. Now, I’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 …

 33

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.

Sonya: 	 �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.

Bob: 	 �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.

Sonya: 	 �Not in the least. Haven’t you noticed the 
amount of coverage he’s getting? There 
are reports about him almost every day on 
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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.

Sonya: 	 �See, that’s exactly what I mean. Just 
imagine how quickly sales would increase if 
he wore our clothes.

Bob: 	 �I 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.

Sonya: 	 �Those risks will always exist no matter who 
you used in the campaign.

Bob: 	 �Another thing I 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 …

Unit 10
 34

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 

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 CI (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.

 35

Interviewer: 	�Kieran, what makes an effective 
advertisement?

Kieran: 	 	 �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?

Kieran: 	 	 �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?
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Kieran: 	 	 �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 …
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Ian: 	 	 �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.

Interviewer: 	�And how do you know who’s right for 
the job?

Ian: 	 	 �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.

Interviewer: 	�But what makes a good sales person? 
I mean, what kind of soft skills do they 
need?

Ian: 	 	 �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!

Interviewer: 	�Wow, certainly is! Have you got any tips 
about how to recruit people like this?

Ian: 	 	 �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 

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.

Interviewer: 	�You mention training? What would this 
include?

Ian: 	 	 �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.

Interviewer:	 �What else is important for motivation?
Ian: 	 	 �Well, money certainly isn’t everything! 

Um, I 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. I 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 …

Unit 11
 37

Holden Alarms:		 �Holden Alarms Ltd. We’re sorry, but 
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.

Secretary: 		 	 �Yes, hello, this is Asic Software 
again. I tried calling you all day 
yesterday but couldn’t get hold 
of anyone. The thing is, our new 
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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 I 
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.

 38

Secretary: 		 Asic Software, how can I help you?
Jim Holden: 	�Um, yes, this is Jim Holden from Holden 

Alarms. You phoned about your system?
Secretary: 		 Yes, but that was hours ago!
Jim Holden: 	�Yes, I know, I do apologise. We’ve got 

some problems at the moment due to 
staff shortages.

Secretary: 		 �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!

Jim Holden:	 �I’m terribly sorry, but you see, there was 
no one at reception. This kind of thing 
doesn’t normally happen. How about 
I give you my mobile number though, 
just in case there’s another emergency?

Secretary: 		 �Yes, well, that would be the best thing, 
I 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.

Jim Holden:	 �I’m very sorry indeed to hear that. I 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?

Secretary: 		 �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.

Jim Holden: 	�Well, I’ll certainly look into that. That 
shouldn’t have happened – very 
regrettable. What I 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?

Secretary: 		 And the repairs will be free, too?
Jim Holden: 	�They’ll be covered by the guarantee, 

don’t worry.
Secretary: 		 �Okay, well that certainly sounds fair 

enough.
Jim Holden: 	Right, see you in a bit then.
Secretary: 		 Okay, bye.
Jim Holden: 	Bye.

 39

LTRB: 	 	 	 Oh, hello, is that Vague Graphics?
Vague Graphics: 	�That’s right, yes, how can I help 

you?
LTRB:	 	 	 �This is LTRB Magazine. Um, 

well, we’re still waiting for some 
artwork from you.

Vague Graphics: 	Yeah, it’s not ready yet.
LTRB: 	 	 	 �Right, there seems to have been 

a misunderstanding about the 
deadline. You see, we wanted it by 
today.

Vague Graphics: 	�But we haven’t even started yet. 
Would it be okay if we got it to you 
next week?

LTRB: 	 	 	 �No, that’s not good enough at all. 
I expect your delivery by Friday, 
okay?

Vague Graphics:	 �Right, I’ll tell the artist to hurry up 
then.

LTRB:	  	 	 I’d appreciate that, thank you.

 40

Daniel: 	 �So, Fiona, you wanted to know something 
about the SLAs we have within the 
company?

Fiona: 	 �Right, yeah. I 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 
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managers. We ask them what they need 
and expect, and then tell them what we 
can do.

Fiona: 	 �So I take it it’s not always the same thing?
Daniel: 	 �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.

Fiona: 	 So, that’s it?
Daniel: 	 �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.

Fiona: 	 �And if you do better than planned, you get 
a reward?

Daniel: 	 �That’s it! We get cash bonuses, others do 
things like extra vacation days, parties, that 
kind of thing.

Fiona:	 Sounds good!
Daniel: 	 �Doesn’t it? Problem is, it doesn’t happen 

much.
Fiona: 	 �Oh, okay. So, you all sign the SLA and that’s 

it.
Daniel: 	 �Yeah, I guess. Well, of course, you have to 

review your SLAs.
Fiona: 	 Ah-ha. How often?
Daniel: 	 �Oh, minimum once a year, maybe more 

often, even monthly. Things change pretty 
quickly in this business!

 41

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 

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
 42

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.

 43

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.

 44

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:
•  IT tasks,
•  Billing,
•  Payroll,	

•  Accounting,
•  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.

 45

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:	 I 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: 	 �I 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 I 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.

Simon: 	 �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.



119

Transcripts

one hundred and nineteen

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 I get you a bag of crisps, too?
Bob: 	 �Mmh, yeah – salt and vinegar, if they’ve 	

got them …

Unit 13
 46

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, I 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 I 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. I don’t know if I’m 
ready for so much responsibility. And it’s all 
so much work. I 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? I 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 

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.

Dan:	 �But until last week, they were just my 
colleagues.

Mike: 	 �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.

Dan: 	 �That’s a good start. Kind of show them I 
don’t think I’m God. We could go bowling 
or so …

Mike: 	 See, that’s the right idea …

 47

Beth:	 �I guess what really bugs me is that we 
never really know what’s going on in this 
place. I mean, which of us, apart from the 
management, knew about the takeover 
bid last year?

Rebecca: 	 Yeah, our manager didn’t tell us. 
Nick:	 �No, you know what I 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!

David: 	 �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!

Beth:	 A moaning what?
David: 	 �Minnie! You know what I mean, don’t 

complain all the time.
Beth:	 Right, okay.
Nick: 	 �Yeah, I tried that, but he just kinda 

managed to make me feel like I was the 
one to blame. Why didn’t I ask more? 
That kinda thing.

Rebecca: 	 Well, he’s got a point.
Nick: 	 �But he never listens when I ask 

something, and he’s always in a hurry. It’s 
like, okay, ask me, but I’m on my way out 
the door. 

David: 	 �He sounds like he could do with 
some lessons in time management. 
I mean, it’s obvious, first come the 
misunderstandings; that leads to poor 
performance and – voilà – next stop: low 
morale and demotivation.

Rebecca: 	 �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, I 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!

 48

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.

Member of  	 �How do you feel about time 
the audience: 	 �management apps? Do you think 

they’re overrated?
Barbara: 	 	 �Personally, I don’t think so. 

Technology has brought us a number 

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, I 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. I 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 …

 49

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.
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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
 51

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.I.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.
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Newsreader: 	 �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?

Irmgard: 	 	 �The police. I 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.

Newsreader: 	 �The police claim that they had no 
alternative. They had reason to believe 
that there were some dangerous 
people in the crowd.

Irmgard: 	 	 �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.

Newsreader: 	 �I’m afraid I have to stop you there as 
we have run out of time. Once again, 
thank you for joining us.
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Reporter 1: 	 �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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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: 	 �Above-average salaries? Don’t the 
employees earn less and aren’t 
they expected to work more hours 
than their British counterparts?

Richard Walker:	 �It is company policy to comply 
with the legal regulations of the 
countries in which we’re located. 
So by this I 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.

Reporter 1: 	 �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?

Richard 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 2: 	 �What about your employees 
in Britain and other European 
countries? How safe are their jobs?

Richard Walker: 	 �If I understood you correctly, you 
are asking me whether or not there 
will be any job losses?

Unit 15
 54

Chairman: 	�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.

Nigel: 	 �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.

Chairman: 	�How often does an appraisal, or should I 
say performance review, take place?

Nigel: 	 �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.

Chairman: 	Ah-ha. And how exactly does it work?
Nigel: 	 �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.

Clara: 	 �Sorry to interrupt, but I don’t 
understand what you mean by using 
the job description as the basis of the 
assessment.

Nigel: 	 �By this I 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.

Clara: 	 It sounds like being back at school.
Nigel: 	 Sorry?
Clara: 	 �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.

Nigel:	 �I’m sorry if I gave you that impression. I 
can only repeat again that the purpose of 
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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.

Clara: 	 It all sounds too good to be true.
Chairman: 	�I think it might be a good idea if any 

comments were put forward at the end, 
once Nigel has finished explaining the 
system.

Nigel: 	 �So, as I 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.

Chairman: 	Ah-ha.
Nigel: 	 �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.

Chairman: 	What happens to this form?
Nigel: 	 �It is put into the employee’s personnel 

file.
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Nigel: 	 �Right, I think I’ve covered everything.
Chairman: 	�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: 	 �Yes, indeed. I 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?

Chairman: 	I’m afraid I don’t quite understand.
Clara: 	 �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 I am concerned, this is 
yet another tool or method to reinforce 
the existing power structure in this 
company.

Nigel: 	 �If I may just come in here. As I 
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.

Clara: 	 �Sure, and the employee’s opinion will 
carry the same weight as that of the 
boss?

Chairman: 	�I think you have made a good point. 
What would happen if the employee 
feels that the boss’s assessment is totally 
biased and unfair?

Nigel: 	 �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.

Chairman: 	�I see. Clara, would you like to ask another 
question?

Clara: 	 �Yes, I 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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perhaps more important and necessary 
objectives, which are perhaps not so 
easy to get off the ground, are not even 
attempted.

Nigel: 	 �I’m afraid I can’t agree with that at 
all. And when you say that it has been 
proven, by who?

Clara: 	 �There was an article on this in last 
month’s issue of “Personnel Matters”.

Nigel: 	 �Well, before I comment any further on 
this, I’d be interested in looking at the 
report.

Clara: 	 �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?

Nigel:	 �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 
I explained, a well-recognized tool for 
improving quality, promoting better 
communication between management 
and the staff and a way of developing 
employees.

 56

Steven:	 Hi Claire, mind if I join you?
Claire:	 �Oh, hi Steven, no, not at all. Please sit 

down.
Steven:	 �Where have you been hiding? I didn’t see 

you at the staff meeting yesterday.
Claire:	 �I know. I 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.

Steven:	 �Ah-ha, stress management! And … was it 
any good?

Claire:	 �Believe it or not, it was. I actually learned a 
lot.

Steven:	 For example?
Claire:	 �Well, I learned some very useful relaxation 

techniques. For example, if you’re feeling 
really …
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Rita: 	 �Extension 768. How can I help you?

Steven:	 �Good morning. This is Steven Green from 
Marketing. I’m interested in participating 
in the next stress management seminar.

Rita: 	 �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.

Steven: 	 �And where does it take place?
Rita: 	 �At the Post Hotel in Oxford.
Steven: 	 Is that near here?
Rita: 	 �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.

Steven: 	 �Sorry, I’m afraid I didn’t catch that. Which 
form should I complete?

Rita: 	 �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.

Steven: 	 �Yes, of course. I’ll send it over as quickly 
as I can.

Rita: 	 �Great. I’ll put you down as “interested” 
and will confirm the registration as soon 
as the form gets here.

Steven: 	 Thanks.
Rita: 	 You’re welcome. Bye.

Unit 16
 58

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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Interviewer: 	 What do you mean?
Dr Thompson: 	 �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.

Interviewer:	 �But surely lots of companies are 
simply scared of what could happen 
to them if they don’t behave 
“ethically”?

Dr Thompson: 	 �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.

Interviewer: 	 Really?
Dr Thompson: 	 �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.

Interviewer: 	 �Yes, I see … um, what does a 
company need to do to have a good 
ethics policy?

Dr Thompson: 	 �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.

Interviewer: 	 �Can employees be involved in this 
process?

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.
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The ISO 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 ISO 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 ISO 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.

 60

Interviewer: 	 �Um, Mr. Brown, is the environment 
an important factor for your 
business?

Dave Brown:	 �Oh, certainly. I think it’s a major 
factor in every business, actually. I 
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.

Interviewer: 	 �So, it’s well worth investing in 
environmental policies?

Dave Brown: 	 �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. I 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.

Interviewer: 	 �So, environmentally sound 
companies are more attractive?

Dave Brown:	 �I 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.

Interviewer:	 �Can being environmentally sound 
also save you money?

Dave Brown: 	 �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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Sam: 	 �Well, my idea was to make donations 
to schools or colleges so they can buy 
computers or any other equipment they 
need. The way I see it, those kids are 
the future workforce. Plus, people like 
anything to do with helping kids. 

Ruth: 	 �I’d be more inclined to go for something 
involving employee time, say, helping in 
a project for young people with problems 
at home. I mean, it’s cheaper, and we’d 
still be helping the kids.

Gemma: 	 �Actually, that’s a really good idea, and it 
might get us away from the stuffy old 
suit-wearing image we’ve got.

Sam: 	 What’s wrong with my suit?
Ruth: 	 �Nothing, but you’ve got to admit we’re 

seen as a predominantly white middle-
class traditional company.

Gemma: 	 �That’s true enough, but I 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.

Ruth: 	 �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.

Gemma:	 �I 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.

Sam: 	 �And then, of course, we should ask the 
staff what they’d like to do.

Gemma: 	 Yeah, I agree.
Ruth: 	 �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.

Gemma: 	 �What about putting something on the 
website?

Sam: 	 �Good idea, yes. I’ll make sure the MD 
mentions it in the next AGM as well.

Ruth: 	 �I know! We can include a little feature 
on whatever it is we decide to do in our 
corporate video.

Sam: 	 �Nice. Now we’re really getting 
somewhere.



127one hundred and twenty-seven

Useful Phrases 
Advice

Here are some phrases we use when we
are giving advice:
May I suggest …
If I were you, I’d …
Why don’t you …?
It would be good if …

And we use these phrases when we are asking 
for advice:
Could you recommend …?
What would you suggest …?
What would / do you recommend …?
Can / Could you help me, please?

Agreeing

To agree with something, we can say:
I think you’re right. I agree with you.
You’re absolutely right. 
I couldn’t agree with you more.

Being polite

Try to use some key words to show politeness:
Excuse me …
May / Can I …?
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:
If I had …, I would …
If I 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 …
I 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 …
I am disappointed because …
I would be grateful if you could …

Apologising
I apologise for …
I am (very) sorry for / about / that …
Please accept my apologies.
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Disagreeing

We use these phrases to express disagreement:
I’m not sure I 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].
I majored / minored in [subject].
I’m taking classes in …
I’m taking a course on …
I 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].
I 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 …

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, I 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.
I think we’ve met, but I can’t remember your
name. 
How have you been?
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Meetings

Getting attention
Excuse me for interrupting, but …
Sorry to interrupt, but …
Could I just say something here?

Giving an opinion
In my opinion …
My feeling is that …
I’m sure / convinced / positive that …
It seems to me that …
I think it would be fair to say that …

Making suggestions
We could always …
Why don’t we …?
How about …?
We ought to …
I suggest that we do (sth.)
I suggest doing (sth.)

Persuading
Surely it would make sense to …
Have you thought about …
You must admit there is …

Asking for clarification or repetition
Sorry, I’m not with you. Could you explain  
  that again?
Could you go through that again, please?
Could you give an example?
What exactly do you mean by that?

Clarifying
What I mean is that …
What I’m trying to say is that …
Let me put it another way …

Giving reasons
because of …
due to …
that’s why …
therefore …
for that reason …

Negotiating

Stating your goals
What we’re looking for is …
Let’s try to reach (an) agreement (about …).
Let’s try to reach (a) consensus (about …).

Bargaining
That’s quite expensive!
Is that your best offer?
What I had in mind is …
What would you charge us if …
In return for this, would you be willing to …
If you look at it from our perspective …
What we’d be able to offer you is …
I’m afraid that’s as far as we can go.
Those are the best terms we can offer.

Justifying the price
Our price is very low.
These prices are very competitive.

Compromising
Well, I’m prepared to make certain concessions.
How flexible are you?
Would that be more what you had in mind?
Would you be willing to accept a compromise?

Refusing a proposal
I’m sorry, we can’t accept that.
I’m afraid we can’t agree to that.
I’m afraid I have to say no.

Accepting a proposal
That sounds reasonable.
I suppose I could live with that.
We have no objections to that.

Closing the deal
I think we’ve found a win-win situation.
Great! It’s a deal then!

Useful Phrases 
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one hundred and thirty

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.
I won’t comment on that now.
Does anyone have any questions before I move on?

Ending
In conclusion, …
I’d like to wrap up by saying …
Thank you for listening.

Questioning

We have many different ways to ask
questions:
I’d like to enquire about …
May I just ask something?
I 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 …
If I’d just …
If we’d only …

Requests

Direct requests
When we want something to be done, we can say:
Would / Could / Can you …, please?
I’d like you to …
… must / has to be done.

Indirect requests
We can use these phrases to be a bit more
indirect:
I was (just) wondering if / whether …
I just wanted to …
Do you mind if …?
Would it be 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 …
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Small talk

To make small talk before a meeting, you can use 
these phrases:
How was your flight / your trip?
Did you have any trouble finding us?
Beautiful day, isn’t it?
Is this your first time in …?

To end the small talk politely, you can say:
I’d love to chat more, but …
Anyway, …

Talking about the future

To speak about plans for the future, we can use:
I’m going to (begin / study …).
My goal / aim is to …
I’m planning to …
We intend to …

If we want to set a time limit on something,  
we can use:
By the time …
Until …
By …

When we want to say what we think will happen:
It looks like it’ll …
I hope I’ll …
She believes she’ll …
I guess we’ll …
I suppose she’ll …
I presume he’ll …
I wouldn’t be surprised if …

Telephoning

Answering the phone
We often use these phrases at work:
Good morning / afternoon [name of company], …
[Name of company], my name is …
[Name of company], how may I help you?

Getting connected
When we are the caller, we have to say what we 
want:
I’d like to speak to …
May / Can I speak to …, please?
Would / Could you put me through to …, please?

Connecting someone
When we want to connect a caller to someone 
else, we say:
I’ll connect you (to …).
I’ll put you through.
Please hold the line.
Please hold on a minute.
One second, please.

Taking a message
Sometimes we cannot connect a call and need to 
find out what the caller wants:
May / Can I take a message?
Would you like to leave a message?
May I have your name, please?
Would / Can you give me your number, please?

The workplace

Where you work
We can use in, for and at to say where we work.
Laura works in [name of department].
Steve works for / at [name of company].

What you do
We have different ways to say what our jobs are:
My job is to …
I am responsible for …
It’s my job to …
I’m in charge of …

Travel arrangements

Airlines
Here are some key phrases for airline travel:
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.

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 I can check out?

one hundred and thirty-one
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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 …).

one hundred and thirty-two
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Unit 1

company  !*k0mpEni?			

to offer  !*OfE?			 

employee  !Im*plCIi:?			

to associate  !E*sEUSiEt?	

workshop  !*w3:kSOp?			

instructor  !In*str0ktE?		

sign-in sheet  !*saInIn + Si:t?	

seminar  !*semInA:?			 

intensive course

  !In+tensIv *kC:s?			 

blended learning course 

  !*blendId +l3:nIN kC:s?		

self-study course 

  !+self*st0di kC:s?			 

one-to-one course 

  !+w0ntEw0n *kC:s?			 

on-site  !On *saIt?			 

host family  !*hEUst +fxmli?	

residential course 

  !rezI+denSl *kC:s?	 		

online environment 

  !+OnlaIn In*vaIrnmEnt?	

in-company course 

  !In+k0mpeni *kC:s?			 

virtual training course 

  !*v3:tSuEl treInIN +kC:s?	

to attend  !E*tend?			 

questionnaire  !+kwestSE*neE?	

ad (advertisement)

  !xd (Ed*v3:tIsmEnt)?			

qualified  !*kwOlIfaId?			

native speaker  !+neItIv *spi:kE?	

communication skills

  !kEmju:nI+keISn *skIlz?		

immersion  !I*m3:Sn?			 

residential management

  !rezI+denSl +mxnIßmEnt?	

folks  !fEUks?			 

to admit  !Ed*mIt?			 

shy  !SaI?			 

exhausting  !IG*zC:stIN?	

to mention  !*menSn?			

advantage  !Ed*vA:ntIß?	

disadvantage  !+dIsEd*vA:ntIß?	

to give advice  !+GIv Ed*vaIs?	

spread  !spred?			 

objective  !Evb*ßektIv?		

course fee  !*kC:s +fi:?			 

intercultural  !+IntE*k0ltSrl?	

to focus on  !+fEUkEs-*On?	

enquiry (BE)  !In*kwaIEri?	

allocated  !*xlEkeItId?		

component  !kEm*pEUnEnt?	

convention  !kEn*venSn?	

to ensure  !In*SC:?			 

retention  !rI*tenSn?			 

to leverage  !*li:vrIß?			

to exceed  !Ik*si:d?			 

benefits package

  !+benIfIts *pxkIß?			 

enticement  !In*taIsmEnt?	

redundancy  !rI*d0ndEnsi?	

to shift  !SIft?			 

incentive  !In*sentIv?			 

layoff  !*leIOf?			 

to surpass  !sE*pA:s?			 

to maintain  !meIn*teIn?	

to be capable of

  !bi: +keIpEbl-*Ev?			 

advancement  !Ed*vA:nsmEnt?	

employee retention

  !Im*plCIi: rI+tenSn?			 

to tighten one’s belt

  !+taItn w0nz *belt?			 

CEO  !+si:i:*EU?			 

board  !bC:d?			 

forecast  !*fC:kA:st?			 

expenditure  !Ik*spendItSE?	

to generate  !*ßenreIt?	

revenue  !*revnju:?			 

balance sheet  !*bxlEns + Si:t?	

to surpass  !sE*pA:s?			 

to benchmark  !*benSmA:k?	

target  !*tA:GIt?			 

clarification  !+klxrIfI*keISn?	

Unit 2				  

job posting  !*ßOb +pEUstIN?	

deli  !*deli?			 

corporation  !+kC:pr*eISn?	

renowned  !rI*naUnd?			

synonymous  !sI*nOnImEs?	

vacancy  !*veIknsi?			 

clientele  !+kli:En*tel?			 

to recruit  !rI*kru:t?			 

multi-skilled  !+m0lti*skIld?	
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remuneration package

  !rImju:nr+eISn *pxkIß?	

competitive salary

  !kEm+petItIv *sxlri?			 

company vehicle

  !*k0mpEni +vIekl?			 

to entail  !In*teIl?			   	

market position

  !+mA:kIt pE*zIZn?			 

mission statement

  !*mISn +steItmEnt?			 

responsibilities

  !rI+spOnsE*bIlEtiz?			 

interviewee  !+IntEvju*i:?	

résumé, resume  !*rezju:meI?	

former  !*fC:mE?			 

applicant  !*xplIkEnt?			

concise  !ken*saIs?		  	

application form

  !xplI*keISn +fC:m?			 

requested  !rI*kwestId?		

format  !*fC:mxt?			 

attached  !E*txtSt?			 

current  !*k0rnt?			 

to hesitate  !*hezIteIt?		

convenient  !ken*vi:niEnt?	

acquisition  !+xkwI*zISn?	

salutation  !+sxljE*teISn?	

to reject  !rI*ßekt?			 

purpose  !*p3:pEs?			 

marketing tool

  !*mA:kItIN +tu:l?			 

accomplishment

  !E*k0mplISmEnt?			 

degree  !dI*Gri:?			 

reverse  !rI*v3:s?	 	 	

marital status  !+mxrItl *steItEs?	 	

to obtain  !Eb*teIn?			 

to provide information

  !prE+vaId InfE*meISn?			

achievement  !E*tSi:vmEnt?	

frequently  !*fri:kwEntli?	

to renew  !rI*nju:?			 

supervisor  !*su:pE*vaIzE?	

insurance business

  !In*SUErns +bIznIs?			 

leadership  !*li:dESIp?			

invaluable  !In*vxljuEbl?	

to intend  !In*tend?			 

to succeed  !sEk*si:d?			   	

white lie  !+waIt *laI?			 

reputation  !+repjE*teISn?	

unfortunately  !0n*fC:tSnEtli?	

in spite of  !In *spaIt-Ev?	

thoroughly  !*T0rEli?			 

suitable  !*su:tEbl?			 

to proceed  !prE*si:d?			 

to become evident

  !bI+k0m *evIdnt?			 

foreign  !*fOrIn?			 

Unit 3

working condition

  !+w3:kIN kEn*dISnz?			 

to affect  !E*fekt?			 

satisfaction  !+sxtIs*fxkSn?	

staff fluctuation

  !*stA:f flßktSu*eISn?			 

absenteeism  !+xbsn*ti:Izm?	

premises  !*premIsIz?			

rigid  !*rIßId?			 

empowerment  !Im*paUEmEnt?	

grounds  !GraUndz?			 

procedure  !prE*si:ßE?		

advanced  !Ed*vA:nst?			

to be glued to  !+bi: *Glu:d tE?	

dissatisfaction 

  !dIs+sxtIs*fxkSn?			 

to encourage  !In*k0rIß?	

reasonable  !*ri:znEbl?		

personnel officer

  !p3:sn*el +OfIsE?			 

to range  !reInß?			 

to escort  !I*skC:t?			 

scheme  !ski:m?			 

workload  !*w3:klEUd?		

equipment  !I*kwIpmEnt?	

protective clothing

  !prE+tektIv *klEUDIN?			 

equal rights  !+i:kwEl *raIts?	

to improve  !Im*pru:v?		

to appoint  !E*pCInt?			 

spokesperson  !*spEUks+p3:sn?	

ancient  !*eInSnt?			 

to apply  !E*plaI?			 

cluttered  !*kl0tEd?			 

disorganized  !dI*sC:GEnaIzd?	

fountain  !*faUntIn?			 

to activate  !*xktIveIt?		

turtle  !*t3:tl?			 

lavender  !*lxvndE?			 

calm  !kA:m?			 

to adopt  !E*dOpt?			 

headquarters  !+hed*kwC:tEz?	

temporary  !*temprri?			
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performance-linked

  !pE*fC:mEns+lINkt?			 

salary  !*sxlri?			 

promotion  !prE*mEUSn?	

senior consultant

  !+si:niE kEn*s0ltnt?			 

corporate development

  !*kC:prEt dI+velEpmEnt?	

subsidiary  !sEb*sIdiri?		

indefinitely  !In*defInEtli?	

substantial  !sEb*stxnSl?	

rise (BE) / raise (AE)

  !raIz/reIz?			 

earnings  !*3:nINz?			 

counterpart  !*kaUntEpA:t?	

perks  !p3:ks?			 

catch  !kxtS?			 

income tax  !*INk0m +txks?	

national insurance contribution

  !+nxSnl In*SUErns +kOntrIbju:Sn?	

take-home pay

  !*teIkhEUm +peI?			 

entitled  !In*taItld?			 

to earn  !3:n?			 

taxes  !*txksIz?			 

bonus  !*bEUnEs?			 

to receive  !rI*si:v?			 

extract  !*ekstrxkt?			 

company policy

  !*k0mpEni +pOlEsi?			 

flexitime  !*fleksitaIm?		

overtime  !*EUvEtaIm?			

on average  !+On *xvrIß?	

in many respects

  !In +mxni rI*spekts?			 

subsidized  !*s0bsIdaIzd?	

to quit  !kwIt?			 

disillusioned  !+dIsI*lu:Znd?	

quota  !*kwEUtE?			 

workforce  !*w3:kfC:s?			

union  !*ju:njEn?			 

rule  !ru:l?			 

regulation  !+reGjE*leISn?	

obligation  !+OblI*GEISn?	

construction worker

  !kEn*str0kSn +w3:kE?			 

to clock in  !+klOk-*In?			

to clock out  !+klOk-*aUt?	

laboratory worker

  !lE*bOrEtri +w3:kE?			 

disposable  !dI*spEUzEbl?	

badge  !bxß?			 

local authority

  !+lEUkl C:*TOrEti?			 

residence permit

  !+rezIdns *p3:mIt?			 

work permit  !*w3:k +p3:mIt?	

to familiarize  !fE*mIliraIz?	

Unit 4

memorable  !*memrEbl?	

experience  !Ik*spIEriEns?	

travel companion

  !+trxvl kEm*pxnjEn?			

luggage  !*l0GIß?			 

to consider  !kEn*sIdE?		

pros and cons

  !+prEUz-En *kOnz?			 

transfer program

  !*trxnsf3: +prEUGrxm?		

branch  !brA:nS?			 

to refuse  !*refju:s?			 

plant  !plA:nt?			 

Nothing ventured, nothing gained.

  !+n0TIN *ventSEd +n0TIN *GeInd?	

relocation  !+ri:lE*keISn?	

entry clearance  !+entri *klIErns?	

issue  !*ISu:?			 

health insurance

  !*helT In+ SUErns?			 

real estate agent

  !*rIEl I+steIt *eIßnt?			 

checking account

  !*tSekIN E+kaUnt?			 

certain  !*s3:tn?			 

convinced  !kEn*vInst?		

annual vacation

  !+xnjuEl vE*keISn?			 

public holidays

  !+p0blIk *hOlEdeIz?			 

required by law

  !rI+kwaIEd baI *lC:?			 

pension plan  !*penSn +plxn?	

referred to as  !rI+f3:-tE *Ez?	

retirement plan

  !rI*taIEmEnt +plxn?			 

to provide  !prE*vaId?			

pension contribution

  !*penSn kOntrI+bju:Sn?		

Chancellor of the Exchequer (BE) 

!+tSA:nslE Ev DE Iks*tSekE?	

tight budget  !*taIt +b0ßIt?	

resort  !rI*zC:t?			 

sunlounger  !*s0n+laUnßE?	
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rollaway  !*roUlE+weI?			

spacious  !*speISEs?			 

parasol  !*pxrEsOl?			 

shingle beach  !+ SINGl *bi:tS?	

kitchenette  !+kItSI*net?		

to poach  !pEUtS?			 

to steam  !sti:m?			 

to simmer  !*sImE?			 

to bubble  !*b0bl?			 

ingredient  !In*Gri:diEnt?	

to prepare  !prI*peE?			 

to talk shop  !+tC:k *SOp?	

to get/be carded

  !+Get/+bi: *kA:dId?			 

to buy a round  !+baI E *raund?	

impolite  !+Impl*aIt?			 

pub grub  !*p0b +Gr0b?			

Unit 5				  

pie chart  !*paI +tSA:t?			 

marker  !*mA:kE?			 

bar chart  !*bA: +tSA:t?			 

extension cord

  !Ik*stenSn +kC:d?			 

loudspeaker  !+laUd*spi:kE?	

visual aid  !+vIZuEl *eId?	

intonation  !+IntE*neISn?	

slide  !slaId?			 

Q & A (Questions and Answers) 

  !+kju:-En *eI?			 

interruption  !+IntE*r0pSn?	

to mumble  !*m0mbl?			

occasion  !E*keIZn?			 

to solve  !sOlv?			 

requirement  !rI*kwaIEmEnt?	

recommendation

  !+rekEmen*deISn?			 

audit  !*C:dIt?			 

auditor  !*C:dItE?			 

stock exchange (BE)

  !*stOk Iks+tSeInß?			 

stock market (AE)

  !*stOk +mA:kIt?			 

shareholder (BE)  !*SeE+hEUldE?	

stockholder (AE)  !*stOk+hEUldE?	

line of business

  !+laIn-Ev *bIznIs?			 

financial statement

  !faI+nxnSl *steItmEnt?		

to ensure  !In*SC:?			 

crucial  !*kru:Sl?			 

to sum up  !+s0m-*0p?			 

to clarify  !*klxrIfaI?			 

to distribute  !dI*strIbju:t?	

opportunity  !+OpE*tju:nEti?	

to recap  !*ri:kxp?			 

graph  !GrA:f?			 

to wrap up  !+rxp-*0p?			

significance  !sIG*nIfIkEns?	

to appreciate  !E*pri:SieIt?	

to draw attention to

  !+drC: E*tenSn tE?			 

to conclude  !kEn*klu:d?	

to skip  !skIp?			 

allocated  !*xlEkeItId?		

to reinforce  !+ri:In*fC:s?	

school leaver  !+sku:l *li:vE?	

to pitch  !pItS?			 

to borrow  !*bOrEU?			 

to lend  !lend?			 

to avoid  !E*vCId?			 

Unit 6

purchasing  !*p3:tSEsIN?	

duties  !*dju:tiz?			 

purchaser  !*p3:tSEsE?			 

bargain  !*bA:GIn?			 

to bargain  !*bA:GIn?			 

in bulk  !In *b0lk?			 

to run out (of)

  !+r0n-*aUt (Ev)?			 

steel  !sti:l?			 

iron  !*aIEn?			 

quotation (BE)  !kwE*teISn?	

quote (AE)  !kwEUt?			 

agreement  !E*Gri:mEnt?	

contract  !*kOntrxkt?			 

raw material  !+rC: mE*tIEriEl?	

to negotiate  !nI*GEUSieIt?	

to persuade  !pE*sweId?	

procurement  !prE*kjUEmEnt?	

quantity  !*kwOntEti?			 

to draw up  !+drC:-*0p?			

supplies  !sE*plaIz?			 

equipment  !I*kwIpmEnt?	

idiom  !*IdiEm?			 

supplier  !sE*plaIE?			 

to put all one’s eggs in one 

basket  !pUt +C:l w0nz 

  +eGz In w0n *bA:skIt?			 

to throw money down the drain

  !TrEU +m0ni daUn DE *dreIn?	

essential  !I*senSl?			 

depending on  !dI*pendIN-On?	

3D
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resale  !*ri:seIl?			 

necessities  !nE*sesEtiz?	

purchasing department

  !+p3:tSEsIN dI*pA:tmEnt?	

to ensure  !In*SC:?			 

specifications  !+spesIfI*keISnz?	

delivered  !dI*lIvEd?			 

quality standards

  !*kwOlEti +stxndEdz?			

good value for money

  !GUd +vxlju: fE *m0ni?		

procedure  !prE*si:ßE?		

to determine  !dI*t3:mIn?	

to shortlist  !*SC:tlIst?			 

bulk order  !*b0lk +C:dE?	

to tie up  !+taI *0p?			 

working capital

  !+w3:kIN *kxpItl?			 

to increase  !*Inkri:s?			 

storage costs  !*stC:rIß +kOsts?	

to group  !Gru:p?			 

dependent  !dI*pendEnt?	

to implement  !*OmplImEnt?	

just-in-time  !+ß0st-In *taIm?	

collective purchasing

  !kE+lektIv *p3:tSEsIN?			 

e-procurement

  !+i:prE*kjUEmEnt?			 

to what extent

  !tE +wOt Ik*stent?			 

potential  !pE*tenSl?			 

to reduce  !rI*dju:s?			 

to engage in  !In*GeIß-In?	

needs  !ni:dz?			 

negotiation  !nI+GEUSi*eISn?	

to cut costs  !+k0t *kosts?	

salespeople  !*seIlz+pi:pl?	 	

analogue  !*xnElOG?			 

digital  !*dIßItl?			 

copying speed  !+kOpiIN *spi:d?	

duplex  !*dju:pleks?			 

energy-efficient  !+enEßi I*fISnt?	

capacity  !kE*pxsEti?			 

occasional  !E*keIZnl?			 

double-sided  !+d0bl*saIdId?	

reliability  !rI+laIEbIlEti?	

easy handling  !+i:zi *hxndlIN?	

discount  !*dIskaUnt?			 

comprehensive

  !+kOmprI*hensIv?			 

no-fuss  !+nEU*f0s?			 

dissatisfied  !dIs*sxtIsfaId?	

part-exchange

  !+pA:tIks*tSeInß?			 

provided  !prE*vaIdId?			

outright  !*aUtraIt?			 

to lease  !li:s?			 

after-sales service	

  !+A:ftEseIlz *s3:vIs?			 

response hotline

  !rI+spOns *hOtlaIn?			 

concern  !kEn*s3:n?			 

support  !sE*pC:t?			 

immediate  !I*mi:diEt?		

resolved  !rI*zOlvd?			 

downtime  !*daUntaIm?	

servicing  !*s3:vIsIN?			 

to fail  !feIl?			 

consumable supplies	

  !kEn+sju:mebl sE*plaIz?	

Unit 7

logistics  !lE*ßIstIks?			 

manufacturing	

  !+mxnjE*fxktSErIN?			 

retailing  !*ri:teIlIN?			 

to entail  !In*teIl?			 

appropriate  !E*prEUpriEt?	

implementing  !*ImplImentIN?	

flow  !flEU?			 

relevant  !*relEvEnt?			 

related  !rI*leItId?			 

to put into action

  !+pUt-IntE *xkSn?			 

amount  !E*maUnt?			 

to include  !In*klu:d?			 

to incorporate  !In*kC:preIt?	

destination  !+destI*neISn?	

container ship  !kEn*teInE + SIp?	

port  !pC:t?			 

harbour (BE) / harbor (AE)

  !*hA:bE/*hA:rbE?			 

loading docks  !+lEUdIN *dOks?	

distribution center

  !dIstrI+bju:Sn *sentE?			 

cargo  !*kA:GEU?			 

associated  !E*sEUSieItId?	

inventory  !*Invntri?			 

demand  !dI*mA:nd?			 

internal transport

  !In+t3:nl *trxnspC:t?			 

wastage  !*weIstIß?			 

to minimize  !*mInImaIz?	

stockholding  !*stOk+hEUldIN?	

Wordlist
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stocktaking  !*stOk+teIkIN?	

overview  !*EUvEvju:?			 

decade  !*dekeId?			 

assembly line  !E*sembli +laIn?	

delayed  !dI*leId?			 

halted  !*hOltId?			 

billion  !*bIliEn?			 

labour costs  !*leIbE +kOsts?	

core competencies	

  !+kC: *kOmpItnsiz?			 

outsourcing  !*aUtsC:sIN?	

tools  !tu:lz?			 

e-commerce  !*i:+kOm3:s?	

phenomenal  !fI*nOmInl?	

e-tailing  !+i:*teIlIN?			 

goods  !GUdz?			 

rail  !reIl?			 

cross-functional  !+krOs*f0NSnl?	

to assess  !E*ses?			 

improvement proposal

  !Im+pru:vmEnt prE*pEUzl?	

observation  !+ObzE*veISn?	

suggestion  !sE*ßestSn?	

approval  !E*pru:vl?			 

storeroom  !*stC:rUm?			

to allocate  !*xlEkeIt?			

to weigh  !weI?			 

pounds  !paUndz?			 

feasible  !*fi:zEbl?			 

excess inventory

  !+Ikses *Invntri?			 

white goods  !*waIt +GUdz?	

to cope  !kEUp?			 

cold call  !*kEUld +kC:l?		

consultant  !kEn*s0ltnt?	

household appliances

  !+haUsEUld E*plaIEns?			

recommended	

  !+rekE*mendId?			 

uncertainty  !0n*s3:tnti?	

tax consultant 

  !*txks kEn+s0ltnt?			 

logistics personnel

  !lE*ßIstIks +p3:sn*el?			 

founded  !*faUndId?			 

automobile manufacturer	

  !*C:tEmEbi:l +mxnjE*fxktSrE?	

parent company

  !*peErnt +k0mpEni?			 

to boast  !bEUst?			 

drone  !drEUn?			 

Unit 8				  

producer  !prE*dju:sE?			

service provider

  !+s3:vIs prE*vaIdE?			 

TQM (Total Quality Management) 

!+ti:kju:*em?			 

prototype  !*prEUtEtaIp?	

faulty  !*fC:lti?			 

maintenance  !*meIntnEns?	

out of order  !+aUt-Ev *C:dE?	

production line

  !prE*d0kSn +laIn?			 

defective  !dI*fektIv?			 

condition  !kEn*dISn?			 

factory  !*fxktri?			 

process  !*prEUses?			 

concept  !*kOnsept?			 

lean manufacturing

  !*li:n +mxnjE*fxktSrIN?	

discipline  !*dIsEplIn?			 

tidiness  !*taIdinEs?			 

cleanliness  !*klenlInEs?	

continuous improvement	

  !kEn+tInjuEs Im*pru:vmEnt?	

enhancement  !In*hA:nsmEnt?	

to achieve  !E*tSi:v?			 

cost-effective  !+kOstI*fektIv?	

profit  !*prOfIt?			 

to adhere to  !Ed+hIE *tE?	

pride  !praId?			 

previous  !*pri:viEs?			 

to enforce  !In*fC:s?			 

to enhance  !In*hA:ns?		

state-of-the-art  !+steItEvDI*A:t?	

brand-new  !+brxnd*nju:?	

dust-free zone  !*d0stfri: +zEUn?	

lean system  !*li:n +sIstEm?	

dirt particles  !+d3:t *pA:tIklz?	

to provide  !prE*vaId?			

to waste resources

  !*weIst rI+zC:sIz?			 

indicator  !*IndIkeItE?			

to use up  !ju:z-*0p?			 

to fill up  !fIl-*0p?			 

automotive electronic 

equipment  !C:tE+mEUtIv 

  elek*trOnIk I+kwIpmEnt?	

wiper unit  !*waIpE +ju:nIt?	

relay  !*ri:leI?			 

assembly machine

  !E*sembli mE+ Si:n?			 

to replace  !rI*pleIs?			 
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production facility	

  !prE*d0kSn fE+sIlEti?			 

to decrease  !*di:kri:s?		

integral  !*IntIGrEl?			 

to ticket  !*tIkIt?			 

designated  !*dezIGneItId?	

colour-coded  !*k0lE+kEUdId?	

complacent  !kEm*pleIsnt?	

apology  !E*pOlEßi?			 

agenda  !E*ßendE?			 

on target  !+On *tA:GIt?			

to arise  !E*raIz?			 

absence  !*xbsns?			 

to prevent  !prI*vent?			 

unanimously  !ju:*nxnImEsli?	

face-to-face  !+feIstE*feIs?	

videoconferencing	

  !+vIdiEU*kOnfrnsIN?			 

chairperson  !*tSeE+p3:sn?	

minute taker  !*mInIt +teIkE?	

participant  !pA:*tIsIpnt?	

turnaround  !*t3:nr*aUnd?	

to eliminate  !I*lImIneIt?	

non-value-added	

  !+nOn*vxlju:xdId?			 

hindrance  !*hIndrEns?		

bending  !*bendIN?			 

failure  !*feIljE?			 

inefficient  !+InI*fISnt?			

turnover  !*t3:n+EUvE?			 

prevention  !prI*venSn?		

Unit 9

marketing  !*mA:kItIN?		

to compete with

  !kEm*pi:t +wID?			 

logo  !*lEUGEU?			 

slogan  !*slEUGEn?			 

association  !E+sEUSi*eISn?	

font  !fOnt?			 

punchy  !*p0nSi?			 

essential  !I*senSl?			 

percentage  !pE*sentIß?	

marketing mix

  !*mA:kItIN +mIks?			 

seller  !*selE?			 

target group  !*tA:GIt +Gru:p?	

market follower

  !+mA:kIt *fOlEUE?			 

market share  !+mA:kIt *SeE?	

defined  !dI*faInd?			 

consumer  !kEn*sju:mE?	

market challenger

  !+mA:kIt *tSxlINßE?			 

market segment

  !+mA:kIt *seGmEnt?			 

behavior (AE)  !bI*heIvjE?	

brand  !brxnd?			 

market leader  !+mA:kIt *li:dE?	

market research

  !+mA:kIt rI*s3:tS?			 

market niche  !+mA:kIt *ni:S?	

environmentally friendly	

  !In+vaIrn+mentli*frendli?	

cost-plus-profit	

  !+kOstpl0s*prOfIt?			 

distribution channel	

  !+dIstrI*bju:Sn +tSxnl?			 

safety feature  !*seIfti +fi:tSE?	

competitor  !kEm*petItE?	

misleading  !mI*sli:dIN?	

sales force  !*seIlz +fC:s?	

luxury items  !*l0kSri +aItEmz?	

involved  !In*vOlvd?			 

marketing campaign	

  !*mA:kItIN kxm+peIn?		

to overestimate  !+EUvr*estImEt?	

rags to riches  !+rxGz tE *rItSIz?	

ordinary  !*C:dnri?			 

to rely on  !rI*laI +On?			 

prematurely  !*premEtSEli?	

popular  !*pOpjElE?			 

suspect  !*s0spekt?			 

impossible  !Im*pOsEbl?	

manipulative  !mE*nIpjElEtIv?	

commercial  !kE*m3:Sl?		

to voice  !vCIs?			 

complaint  !kEm*pleInt?	

cross-cultural  !*krOs +k0ltSrl?	

graphic  !*GrxfIk?			 

doomed to fail  !+du:md tE *feIl?	

synthetic  !sIn*TetIk?			 

scenario  !sI*nA:riEU?			 

cherry red  !+tSeri *red?		

navy blue  !+neIvi *blu:?	

good fortune  !+GUd *fC:tSu:n?	

prosperity  !prOs*perEti?	

mourning  !*mC:nIN?			 

purity  !*pjUErEti?			 

royal power  !+rCIEl *paUE?	

contradictory  !+kOntrE*dIktri?	

joy  !ßCI?			 

cowardice  !*kaUEdIs?			

betrayal  !bI*treIEl?			 

mood  !mu:d?			 
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gray (AE) / grey (BE)  !GreI?	

termination notice	

  !+t3:mI*neISn +nEUtIs?			

unexpected  !+0nIk*spektId?	

envious  !*enviEs?			 

jealous  !*ßelEs?			 

to be in debt  !+bi: In *det?	

Unit 10

distribution chain

  !+dIstrIbju:Sn *tSeIn?			 

for sale  !+fE *seIl?			 

to shop around  !+ SOp E*raUnd?	

buy  !baI?			 

rip-off  !*rIpOf?			 

to sell like hot cakes

  !sel laIk +hOt *keIks?			 

to come down  !+k0m *daUn?	

pricey  !*praIsi?			 

reasonable  !*ri:znEbl?		

inexpensive  !+InIk*spensIv?	

to afford  !E*fC:d?			 

sales promotion

  !*seIlz prE+mEUSn?			 

stock  !stOk?			 

to switch  !swItS?			 

to avoid  !E*vCId?			 

to perceive  !pE*si:v?			 

decrease  !*di:kri:s?			 

value  !*vxlju:?			 

on-the-spot  !+OnDE*spOt?	

to raise  !reIz?			 

to donate  !dE*neIt?			 

charity  !*tSxrIti?			 

refund  !*ri:f0nd?			 

redeemable  !rI*di:mEbl?	

sweepstake  !*swi:psteIk?	

demonstration

  !+demEn*streISn?			 

game of luck  !+GeIm-Ev *l0k?	

draw  !drC:?			 

coupon  !*ku:pOn?			 

popularity  !+pOpjE*lxrEti?	

sampling  !*sA:mplIN?			

trial  !traIEl?			 

awareness  !E*weEnEs?		

reward  !rI*wC:d?			 

banded offer  !*bxndId +OfE?	

to require  !rI*kwaIE?			 

proof  !pru:f?			 

continuity  !+kOntI*nju:Eti?	

collectible  !kE*lektEbl?		

competition  !+kOmpE*tISn?	

prize  !praIz?			 

fashionable  !*fxSnEbl?		

means  !mi:nz?			 

advertising strategy

  !*xdvEtaIzIN +strxtEßi?	

to take into account

  !+teIk-IntE E*kaUnt?			 

corporate identity

  !+kC:prEt aI*dentEti?			 

to conduct  !*kOnd0kt?		

to evaluate  !I*vxljueIt?	

banner advertising

  !+bxnE *xdvEtaIzIN?			 

roughly  !*r0fli?			 

aired  !eEd?			 

slot  !slOt?			 

prime time  !*praIm+taIm?	

measurable  !*meZrEbl?	

achievable  !E*tSi:vEbl?		

to convey  !kEn*veI?			 

to prompt  !prOmt?			 

acronym  !*xkrEnIm?			 

formula  !*fC:mjElE?			 

eye-catching  !*aI+kxtSIN?	

to attract attention

  !E+trxkt E*tenSn?			 

headline  !*hedlaIn?			 

copy  !*kOpi?			 

decent  !*di:snt?			 

honest  !*OnIst?			 

laid down  !+leId *daUn?	

claim  !kleIm?			 

confident  !*kOnfIdnt?			

sensible  !*sensIbl?			 

commission  !kE*mISn?		

gender  !*ßendE?			 

free-time occupation

  !+fri:taIm OkjE*peISn?			

lousy  !*laUzi?			 

tele-sales  !*telIseIlz?			 

soft skills  !*sOft +skIlz?		

to strike  !straIk?			 

induction  !In*d0kSn?			 

to monitor  !*mOnItE?			

profitability  !+prOfItE*bIlIti?	

sheer  !SIE?			 

allotted  !E*lOtId?			 

Unit 11				  

customer service	

  !+k0stEmE *s3:vIs?			 
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commandment

  !kE*mA:nmEnt?			 

valuable  !*vxljuEbl?			 

loss  !lOs?			 

justified  !*ß0stIfaId?			 

inevitable  !I*nevItEbl?		

desire  !dI*zaIE?			 

fully committed  !+fUli kE*mItId?	

applicable  !E*plIkEbl?			

survey  !*s3:veI?			 

rating scale  !*reItIN +skeIl?	

template  !*templeIt?			 

similar to  !*sImIlE tE?			

engineer  !+enßI*nIE?			 

virtually  !*v3:tSuEli?			 

to accuse  !E*kju:z?			 

incompetent  !In*kOmpItnt?	

parcel  !*pA:sl?			 

delivery  !dI*lIvri?			 

rude  !ru:d?			 

repairman  !rI+peE*mxn?	

solution  !sE*lu:Sn?			 

shortage  !*SC:tIß?			 

regrettable  !rI*GretEbl?	

wiring  !*waIErIN?			 

defect  !*di:fekt?			 

to hit the roof  !+hIt DE *ru:f?	

criticism  !*krItIsIzm?			 

to fly off the handle	

  !+flaI Of DE *hxndl?			 

to have a fit  !+hxv-E *fIt?	

to drive sb. up the wall	

  !+draIv … 0p DE *wC:l?		

to give sb. a piece of one’s mind	

  !+GIv … E-pi:s-Ev w0nz *maInd?	

to get on sb.‘s nerves

  !+Get-On … *n3:vz?			 

service level agreement	

  !+s3:vIs levl E*Gri:mEnt?	

provision  !prE*vISn?			 

to compensate  !*kOmpEnseIt?	

availability  !E+veIlE*bIlEti?	

response time  !rI*spOns +taIm?	

repair time  !rI*peE +taIm?	

to restore  !rI*stC:?			 

fault escalation

  !*fC:lt +eskE*leISn?			 

urgency  !*3:ßnsi?			 

to draft  !drA:ft?			 

to compromise  !*kOmprEmaIz?	

penalty  !*penlti?			 

service fee  !*s3:vIs +fi:?		

inbound  !*InbaUnd?			 

outbound  !*aUtbaUnd?	

help desk  !*help +desk?	

to differentiate  !+dIf*renSieIt?	

order confirmation

  !+C:dE kOnfE*meISn?			 

to accompany  !E*k0mpEni?	

to occur  !E*k3:?			 

warranty  !*wOrnti?			 

prompt  !prOmt?			 

Unit 12				  

dramatically  !drE*mxtIkli?	

due to  !+dju: *tE?			 

slightly  !*slaItli?			 

significant  !sIG*nIfIkEnt?	

decrease  !*di:kri:s?			 

steadily  !*stedIli?			 

to climb  !klaIm?			 

to stagnate  !stxG*neIt?	

to remain stable	

  !rI+meIn *steIbl?			 

to level off  !+levl-*Of?			 

to soar  !sC:?			 

to recover  !rI*k0vE?			 

to fluctuate  !*fl0ktSueIt?	

to slump  !sl0mp?			 

bold  !bEUld?			 

gradually  !*GrxdZuEli?		

barely  !*beEli?			 

moderately  !*mOdrEtli?	

suddenly  !*s0dnli?			 

to boom  !bu:m?			 

prediction  !prI*dIkSn?			

demand  !dI*mA:nd?			 

to swap  !swOp?			 

core competency	

  !+kC: *kOmpItnsi?			 

lack  !lxk?			 

downside  !*daUnsaId?		

headcount reduction	

  !*hedkaUnt rI+d0kSn?			 

to fire  !*faIE?			 

pay-freeze  !*peI +fri:z?		

to go bust  !+GEU *b0st?		

bankrupt  !*bxNkr0pt?		

low margin  !+lEU *mA:ßIn?	

to answer prayers

  !+A:nsE *preIEz?			 

announcement  !E*naUnsmEnt?	

payroll  !*peIrEUl?			 

chin  !tSIn?			 

sincerity  !sIn*serEti?			 
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repentance  !rI*pentEns?	

in a nutshell  !+In-E *n0tSel?	

to keep mum  !+ki:p *m0m?	

to dig one’s own grave	

  !+dIG w0nz EUn *GreIv?		

bigwig  !*bIGwIG?			 

rumour  !*ru:mE?			 

salary  !*sxlri?			 

wage  !weIß?			 

shareholder value	

  !SeE+hEUldE *vxlju:?			 

Unit 13

leadership  !*li:dESIp?			

bossy  !*bOsi?			 

submissive  !sEb*mIsIv?	

assertive  !E*s3:tIv?			 

persistent  !pE*sIstnt?			

consistent  !kEn*sIstnt?	

systematic  !+sIstE*mxtIk?	

dependable  !dI*pendEbl?	

commanding  !kE*mA:ndIN?	

authoritative  !C:*TOrItEtIv?	

dedicated  !*dedIkeItId?	

loyal  !lCIEl?			 

methodical  !mE*TOdIkl?	

to argue  !*A:Gju:?			 

to possess  !pE*zes?			 

candidate  !*kxndIdEt?	

drawback  !*drC:bxk?			

reliable  !rI*laIEbl?			 

to concern  !kEn*s3:n?			

advice  !Ed*vaIs?			 

responsibility  !rI+spOnsE*bIlEti?	

success  !sEk*ses?			 

to delegate  !*delIGeIt?		

to tackle  !*txkl?			 

lethargic  !lE*TA:ßIk?			

to brim  !brIm?			 

blow  !blEU?			 

memo  !*memEU?			 

imprecise  !+ImprI*saIs?		

moaning Minnie

  !+mEUnIN *mIni?			 

foolish  !*fu:lIS?			 

the average Joe		

  !DE +xvrIß *ßEU?			 

to complain  !kEm*pleIn?	

nosy parker (BE)  !+nEUzi*pA:kE?	

Jack of all trades

  !+ßxk-Ev C:l *treIdz?			 

silly billy  !+sIli *bIli?			 

assertiveness  !E*s3:tIvnEs?	

counterproductive

  !+kaUntEprE*d0ktIv?			 

to harm  !hA:m?			 

disruptive  !dIs*r0ptIv?		

asset  !*xset?			 

technique  !tek*ni:k?			 

to detract  !dI*trxkt?			 

to hint  !hInt?			 

flattery  !*flxtri?			 

to manipulate  !mE*nIpjEleIt?	

apologetic  !E+polE*ßetIk?	

disagreement  !+dIsE*Gri:mnt?	

to invest  !In*vest?			 

to burn the candle at both ends	 

!+b3:n DE +kxndl Et +bEUT 

*endz?			 

to be swamped with work	

  !+bi: +swOmpt wID *w3:k?	

to be tied up  !+bi: *taId-0p?	

to have one‘s hands full	

  !+hxv w0nz +hxndz *fUl?	

to be on the go

  !+bi: On DE *GEU?			 

to work oneself into the ground  				  

!+w3:k w0n+self IntE DE *GraUnd?	

to have a lot on one’s plate	

  !+hxv-E-lOt-On +w0nz *pleIt?	

to schedule  !*Sedju:l?			

priorities  !praI*OrEtiz?		

to prioritize  !praI*OrItaIz?	

to advise  !Ed*vaIz?			 

disproportionate	

  !+dIsprE*pC:SnEt?			 

to yield  !ji:ld?			 

mundane  !m0n*deIn?		

in-tray  !*IntreI?			 

sensibly  !*sensIbli?			 

to frighten  !*fraItn?			 

display  !dI*spleI?			 

to grasp  !GrA:sp?			 

to oversee  !+EUvE*si:?			

conducive  !kEn*dju:sIv?	

to intimidate  !In*tImIdeIt?	

to resent  !rI*zent?			 

to empower  !Im*paUE?	

hands-on experience	

  !+hxnzOn Ik*spIEriEns?	

to expand  !Ik*spxnd?		

to relieve  !rI*li:v?			 

time pressure  !*taIm +preSE?	

to faciliate  !fE*sIlIteIt?		

4E

4F

1A

1B

1C

1E

2A

2C

2E

3A

3B

3F

3G

4A

4B

4C
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Unit 14

globalization  !+GlEUblaI*zeISn?	

to zip the mouth shut	

  !+zIp DE +maUT *S0t?			 

to fiddle  !*fIdl?			 

offence  !E*fens?			 

to fool  !fu:l?			 

to get lost  !+Get *lOst?			

tap  !txp?			 

confidential  !+kOnfI*denSl?	

offensive  !E*fensIv?			 

insulting  !In*s0ltIN?			 

impact  !*Impxkt?			 

to foster  !*fOstE?			 

to venture  !*ventSE?			 

injured  !*InßEd?			 

peacefully  !*pi:sfli?			 

protestor  !prE*testE?			 

exploitation  !+eksplCI*teISn?	

to issue  !*ISu:?			 

to relocate  !+ri:lE*keIt?		

venue  !*venju:?			 

labour  !*leIbE?			 

to blame  !bleIm?			 

child labour  !+tSaIld *leIbE?	

to decline  !dI*klaIn?			 

minority  !maI*nOrEti?			

majority  !mE*ßOrEti?			

oil platform  !+CIl *plxtfC:m?	

developed country

  !dI+velEpt *k0ntri?			 

developing country

  !dI+velEpIN *k0ntri?			 

resources  !rI*zC:sIz?			 

squirt gun  !*skw3:t +G0n?	

teargas  !*tIEGxs?			 

mantra  !*mxntrE?			 

chant  !tSA:nt?			 

billboard  !*bIlbC:d?			 

water gun  !*wC:tE +G0n?	

barricade  !+bxrI*keId?		

agriculture  !*xGrIk0ltSE?	

independence  !+IndI*pendEns?	

grant  !GrA:nt?			 

to comply  !kEm*plaI?			

aid  !eId?			 

Unit 15

senior executive	

  !+si:niE IG*zekjEtIv?			 

emphasis  !*emfEsIs?			 

job prospects

  !*ßOb +prOspekts?			 

fringe benefits  !*frInß +benIfIt?	

indispensable  !+IndI*spensEbl?	

performance review	

  !pE*fC:mEns rI+leItId?			

appraisal  !E*prEIzl?			 

to conduct  !*kOnd0kt?		

to evaluate  !I*vxljueIt?	

self-assessment	

  !+selfE*sesmEnt?			 

annually  !*xnjuEli?			 

impression  !Im*preSn?		

to steer  !stIE?			 

to request  !rI*kwest?			 

to assess  !E*ses?			 

to reinforce  !+ri:In*fC:s?	

biased  !*baIEst?			 

approach  !E*prEUtS?			 

to attempt  !E*temt?			 

to outweigh  !+aUt*weI?		

achiever  !E*tSi:vE?			 

necessary evil  !+nesEsri *i:vl?	

mentor  !*mentC:?			 

mentee  !*menti:?			 

beneficial  !+benI*fISl?			 

consultant  !kEn*s0ltnt?	

relaxation  !+ri:lxk*seISn?	

stress management	

  !*stres +mxnIßmEnt?			

to submit  !sEb*mIt?			 

to stimulate  !*stImjEleIt?	

to inspire  !In*spaIE?			 

harmful  !*hA:mfl?			 

pressure  !*preSE?			 

detrimental  !+detrI*mentl?	

Unit 16		  		

to be concerned  !bi: kEn*s3:nd?	

ethics  !*eTIks?			 

to condemn  !kEn*dem?	

patent  !*peItnt?			 

ecosystem  !*i:kEU+sIstEm?	

qualm  !kwA:m?			 

repressive  !rI*presIv?			

tyrannical  !tI*rxnIkl?			

disgust  !dIs*G0st?			 

revelation  !+revl*eISn?			

entrepreneur  !+OntrEprE*n3:?	

staggering  !*stxGErIN?	

generosity  !+ßen*rOsEti?	

flamboyant  !flxm*bCIEnt?	

1A
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2B
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4B

4C

4F
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1A

1C

one hundred and forty-three
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fortune  !*fC:tSu:n?			 

mismanagement 

  !+mIs*mxnIßment?			 

transparency  !trxn*spxrnsi?	

to behave  !bI*heIv?			 

lawsuit  !*lC:su:t?			 

boycott  !*bCIkOt?			 

at rock-bottom prices

  !Et +rOkbOtEm *praIsIz?	

non-negotiable

  !+nOnnI*GEUSiEbl?			 

corruption  !kE*r0pSn?			

to deceive  !dI*si:v?			 

bribery  !*braIbri?			 

to encompass  !In*k0mpEs?	

extortion  !Ik*stC:Sn?			 

fraud  !frC:d?			 

money laundering

  !*m0ni +lC:ndrIN?			 

malpractice  !+mxl*prxktIs?	

corrupt  !kE*r0pt?			 

sports official  !*spC:ts E+fISl?	

corporate social responsibility

  !*kC:prEt +sEUSl rIspOnsE*bIlEti?	

to rank  !rxNk?			 

voluntary  !*vOlEntri?			 

key component

  !+ki: kEm*pEUnEnt?			 

incorporated  !In*kC:preItId?	

commitment  !kE*mItmEnt?	

implementation

  !+ImplImen*teISn?			 

evaluation  !I+vxlju*eISn?	

prerequisite  !+pri:*rekwIzIt?	

framework  !*freImw3:k?	

to implement  !*ImplImEnt?	

to damage  !*dxmIß?		

knock-on effect  !*nOkOn I+fekt?	

environmentally sound

  !In+vaIrnmentli *saUnd?	

earnings per share

  !+3:nINz p3: *SeE?			 

edge  !eß?			 

compliance  !kEm*plaIEns?	

to be worth investing

  !bi: w3:T In*vestIN?			 

disturbance  !dI*st3:bns?	

conscious effort

  !+kOnSEs *efEt?			 

brand familiarity

  !*brxnd fEmIli*xrEti?			

to boost  !bu:st?			 

staff morale  !+stA:f mE*rA:l?	

media coverage

  !+mi:diE *k0vrIß?			 

charitable donation

  !*tSxrItEbl dE+neISn?			 

to be inclined  !bi: In*klaInd?	

stuffy  !*st0fi?			 

1D

2A

2B

2C

3

3B

3D

3E
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3I
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one hundred and forty-four
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