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global business leaders, thinkers and specialists, and uses
content taken from a corpus of business language as well as
vocabulary from real meetings in real companies. This ensures
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reflect the reality of working in business.
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Topic: Business
environment

Unit 1:

Culture and its
impact

Unit 2:
Technology and
business

Map of the course

Language Input: Output:
Reading/Listening Speaking/Writing

1.1 Theory

1.2 Practice / Case
study

1.3 Skills

2.1 Theory

2.2 Practice / Case
study

2.3 Skills

Making first contact

Dimensions of culture

Relocation and
repatriation

Beginning a business
relationship

Disruptive
technologies

Creating a product
through an online
community

Telephone
communication

First contact through
business emails

Present tenses

Vocabulary of
intercultural
communication

Introductions; small
talk; keeping a
conversation going

Technology
terminology

Passives

Making arrangements;
checking information

Language in business
emails; building a
business relationship

Ask questions about
culture of work

Hofstede's Five Dimensions

Boston Scientific interview
with Bob Neidermire, General
Manager

Solve repatriation
problems

Make successful small
talk

Recordings of small talk in
three organisations

Harvard Business Review
extract; interview with Dr
Kamal Munir, Cambridge
Judge Business School,
University of Cambridge

Create a joint venture
to deal with a disruptive
technology

Local Motors article from the
Sunday Times

Draw up plans to
introduce new
technology

Telephone for
information and make
changes to a plan

Recordings of formal
and informal telephone
conversations

Make first contact via
email

Emails between a
Scandinavian buyer and a
seller in Asia

I« Watch Sequence 1 on the DVD to find out more about Business environment.

Language Input: Output:
Reading/Listening Speaking/Writing

Topic: Managing

people

Unit 3:
Motivation

Unit 4: Human
resources

Writing 2

D« Watch Sequence 2 on the DVD to find out more about Managing people.

3.1 Theory

3.2 Practice / Case
study

3.3 Skills

4.1 Theory

4.7 Practice / Case
study

4.3 Skills

Covering letter for a
job application

4 MAP OF THE COURSE

Herzberg's Motivation-
Hygiene Theory

Building a positive

work environment

Conducting a
performance review

HR planning

Recruiting and
keeping staff

Job interviews

Writing a covering
letter

Quantifiers

Articles; vocabulary
for pay and working
conditions

Vocabulary and
language for a
performance review

Future tenses

Vocabulary of skills,
motivation and
training

Collocations for job
interviews; asking
questions

Vocabulary to highlight
skills and achievements

Deal with demotivation
in a company

An article from NetMBA

Creativ Interview with Pia
Orskov, Human Resources
Manager

Presentation on your
ideal job or workplace

Recording from &
performance review in a
business support consultancy

Participate in a
performance review

Interview with Dr Ursula Plan HR resources

Knorr, St. Gallen University

Emirates Bank International
Extract from an article
published by INSEAD

Design a training
programme

An advertisement for a hotel
job and a recording of a job
interview

Take partin a job
interview

Write a covering letter
for a job application

Advertisement for a position
at Procter & Gamble in China
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Topic: Managing Language Input: Output:
cultures Reading/Listening Speaking/Writing

Unit 5:
Organisations
and their
structures

5.1 Theory

5.2 Practice / Case
study

5.3 Skills

Unit 6:
Managing
organisations

6.1 Theory

6.2 Practice / Case
study

6.3 Skills

Everyday business
emails

Organisational
structures

Reorganising a

company to increase

performance

Briefing

Lifecycle of an
organisation

Company
development

Starting a meeting

External emails

Word partnerships to
talk about organisation

Modals for possibility

and probability

Explaining, checking

and clarifying

Adverbs of degree

Past tenses (past
simple and present
perfect)

Going over the agenda

of a meeting

Formal and informal

style

[nterview with Professor
Achim Weiand, Neu-Ulm
University of Applied
Sciences, Germany

Cisco Systems, Inc. Extract
from Organizational Change
and Advanced Services for
Operational Success

Recording of a meeting
between a division manager
and a new employee

Online article about Larry
Greiner's Organisational
Growth Cycles by Accel-Team

Bryanston Organic & Natural
Market Interview with Konrad
Hauptfleisch, COO

Recording of a meeting
between a manufacturing
company and a consultant

Business emails between
organisations or companies

D« Watch Sequence 3 on the DVD to find out more about Managing cultures.

Topic: Managing Language Input: Output:
operations Reading/Listening Speaking/Writing

Unit 7: 7.1 Theory
Supply chain
management
(5cm) 7.2 Practice / Case
study
7.3 Skills
Unit 8: 8.1 Theory

Quality

management

8.2 Practice / Case
study

8.3 Skills

Writing gruup
emails

SCM and logistics

The role of the
customer in SCM

Negotiating skills

Kaizen

Kaizen in practice

Managing and
participating in
meetings

Emails to a group of

people

Vocabulary to describe

people in the SC

Using conditionals

Language for
negotiating

Present perfect and
present perfect
continuous

Linking words

Language for chairing

and participating in
meetings

Dos and don'ts;

structuring information

Interview with Professor Oleg
Zaikin of Warsaw School of
Computer Science, Poland

Extracts on IKEA from The
Times 100

Negotiation between a
British pharmaceutical
company and their German
supplier

What is Kaizen?, an article
by Steve Hudgik, Internet
Marketing Manager for
Graphic Products, Inc.

[suzu Interview with Daiichiro
Sakamoto, Vehicle Plant
Operations Manager

An internal sales meeting in a
manufacturing company

Internal emails

X« Watch Sequence 4 on the DVD to find out more about Managing operations.

Find solutions for a
matrix problem

Allocate budgets across
departments

Taking part in a briefing
session

Apply Greiner's theory
to company situations

Describe the history of
an organisation

Prepare an agenda and
open a meeting

Write external emails in
an appropriate style

Make decisions about a
supply-chain strategy

Change a supply chain

Take part and negotiate
in a logistics meeting

Apply Kaizen to
everyday work situations

Solve problems in a
kaizen system

Take part in and chair
a meeting about
controversial topics

Write an email to staff in
a department

MAP OF THE COURSE 5
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Topic: Marketing Language Input: OQOutput:
Reading/Listening Speaking/Writing

Unit 9:

9.1 Theory The 4Ps of marketing ~ Marketing terminology ~ Marketing Mix, an article from  Plan a market strategy

Marketing
strategy

9.2 Practice / Case
study

9.3 Skills

Unit 10:
Customer
relationship
management
(CRM)

10.1 Theory

10.2 Practice / Case
study

10.3 Skills

Responding to
written complaints

Marketing strategy in

the paper industry

Organising and
creating interesting
presentations

CRM as a part
of business
management

A value-centred
approach to CRM

Building a business
relationship

Dealing with
complaints

Speculating about the

past and hypothetical
situations

Language to signpost a
presentation, persuade

and raise interest

Compounds

Past simple, past
continuous and past
perfect

Positive and supportive

language

Structuring the
response and using
polite language

IO« Watch Sequence 5 on the DVD to find out more about Marketing.

Topic: Accounting PF=EELY Language
and finance

Unit 11:
Accounting

11.1 Theory

11.2 Practice / Case
study

11.3 Skills

Unit 12:
Finance

12.1 Theory

12.2 Practice / Case
study

12.3 Skills

Writing 6

Describing charts,
graphs and statistics

Reading financial
statements

Cash-flow problems

Presenting facts and
figures

Investing

Looking for
investment

Making and refusing
requests

Writing about
changes and trends

Terminology of profit
and loss accounts and
balance sheets

Modals for obligation
and advice

Verbs for changes and
trends

Comparisons

Verbs taking gerunds
and/or infinitives

Language for polite
requests and refusals

Adverbs and adjectives
for changes and trends

the Learn Marketing website

Lucart Group Interview with
Massimo Gai, Commercial
Director of the Consumer
Products Division

Introductions of
presentations: Kevin Beeston
of Serco and J.H. Crawford,
American-Dutch author on
sustainability

Customer relationship
management, a guide

by Ellen Bothwick on
Businessballs, a learning and
development website

Ramblers Way Farm Interview
with Tom Chappell, founder
of Tom’s of Maine founder and
CEO of Ramblers Way Farm

An internal meeting

A letter of complaint and the
response

Input:
Reading/Listening

Interview with Andriy
Tatarchuk, Enmark Leasing

Article from the advice
website of the New South
Wales Trade & Investment,
Australia

A sales director’s presentation
to his department

Article from Bloomberg
Business

Talpa Products Interview with
Sharon Wright, founder of
Talpa Products and inventor
of MagnaMole

An internal meeting in a sales
department

Newspaper article about the
property market, graphs

I« Watch Sequence 6 on the DVD to find out more about Accounting and finance.
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Analyse a strategic
marketing mistake

Give the introduction
to a presentation on
marketing strategy

Present proposals to
deal with CRM problems

Deal with customers'
questions and
complaints

Use language for
relationship-building
with co-workers and
customers

Write a letter
responding to a
complaint

Output:
Speaking/Writing

Advise on a balance
sheet

Solve a cash-flow
problem

Make a presentation
based on a graph

Make decisions
about investment
opportunities

Develop a business plan

Set up a new company

Write a summary based
on information in
graphs



Topic: Strategies Language

and decision-

making

Unit 13: 13.1 Theory SWOT analysis SWOT terminology

Decision
making

13.2 Practice / Case
study

Strategic planning

Reported speech

13.3 Skills Dealing with Proposing solutions;
problems idioms for problems
and solutions
Unit 14: 14.1 Theory The five disciplines of ~ Delexicalised verbs
The learning learning organisations
organisation
14.2 Practice /Case  Managing learning Collocations
study for knowledge-
management
programmes
14.3 Skills Taking an active part  Giving an opinion,
in negotiations agreeing and
disagreeing

Writing 7

Business proposals

Respondingto a
request for a proposal

Language for offers
and proposals

Input:
Reading/Listening

SWOT analysis, a factsheet on
the website of the Chartered
Institute of Personnel and
Development

International Center for
Conciliation Interview with
Anuradha Desai, Executive
Director

An internal meeting to
discuss customer complaints

Interview with Tom
Cummings, co-founder and
Chairman, Executive Learning
Partnership

Unilever Article by the team
of knowledge management
experts

An external meeting
between a vehicle
manufacturer and their
supplier

Email requesting a proposal

www.frenglish.ru

Output:
Speaking/Writing

Create a SWOT analysis

Solve problems
experienced by a
restaurant

Create a strategy for an
NPO

Apply theory of learning
organisations to
workplace problems

Organise an e-learning
platform

Negotiate a deal '

Write a proposal for a
training course

D« Watch Sequence 7 on the DVD to find out more about Strategies and decision-making.
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Introduction

What is Business Advantage and how can it help you?

Welcome to Business Advantage Intermediate. Business Advantage gives you the theory, practice and skills
that will lead you to success in international business.

Business Advantage Intermediate is the first book in the Business Advantage series. It is aimed at students
who wish to progress through the B1 level.

How is the course organised?

There are 14 units in each book. The unit topics have been carefully researched and chosen to provide
you with a comprehensive foundation in the main areas of business you would expect to find on a
general management training course or on an academic Business Studies course. Each unit is divided
into three lessons - Theory, Practice and Skils — and there is a Writing lesson after every two units.

Theory
Presented by professors and lecturers from business schools and universities — you will gain new
understanding of key business principles and ideas.

® Practice

Skills

Based on real rec

| understand how business people

nunications N companies

n successfully at v

)

® Writing

What is included in each lesson?

Introduction
You are introduced to the main content in a user-friendly format. We use your persanal experiences,
visual images and quizzes to prepare you carefully.

Language focus

To improve and broaden your vocabulary and grammatical range. The language syllabus covers the

main tenses and grammatical structures appropriate to your level plus key vocabulary and phrases. The
language presented is drawn extensively from research and actual examples of English used in business
taken from the Cambridge English Corpus €& - one of the world's largest databases of authentic
written and spoken language. You can be confident that the language presented is real language used in
business today.

Reading or Listening

Introduces and develops theories, topics and ideas about business that are useful in both English and
your own language. You also have the chance to improve your speaking skills through discussion
guestions at the end of each section.

8 INTRODUCTION
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Output
Each lesson builds to a final Output section. This is usually a group task where you have to use the
language and ideas presented to solve a problem or deal with a business dilemma or issue.

Critical analysis and Intercultural analysis

Every unit also includes at least one Critical analysis or Intercultural analysis section. Critical analysis will
help you develop questioning skills that are necessary in the academic and business world. Intercultural
analysis will help you develop an understanding of your own cufture and other cultures - a vital skill in
today's business world.

Transferable skill
You will also find a Transferable skill section in each unit which will provide you with some very useful
tools, such as using a decision-making tool, that will improve the way you learn and the way you work.

What is on the DVD?

The DVD in the Student’s Book contains video case studies of real organisations to watch after every

two units, and the reactions of MBA students from the Cambridge Judge Business School, University of
Cambridge. You can use the DVD for extra listening practice and to find out mare about the business
topics in Business Advantage. When you see Il in your Student’s Book, ask your teacher about watching
the DVD sequence in class, or watch it at home on your computer or TV,

The video case studies are accompanied by worksheets available in the Teacher’s Bock and on the
Business Advantage website: Www.cambridge.org/elt/businessadvantage

What is in the Personal Study Book?

The Personal Study Book gives you extra practice of the grammar, vocabulary and skills you have covered
in the Student’s Book. There are also additional reading activities focusing on inspirational business
leaders and thinkers, together with further case studies on a variety of organisations.

Where can | find more activities?

Ask your teacher about the Professional English Online website for extra activities to do in class:
www.cambridge.org/elt/pro

We hope you enjoy learning with Business Advantage and wish you every success,

bt Up WO

Almut Koester Angela Pitt

University of Birmingham, UK Neu-Ulm University of Applied Sciences, Germany
Michael Handford Martin Lisboa

University of Tokyo, Japan Foundation Campus, Lucca / University of Pisa, ltaly

INTRODUCTION 9



1 Culture and its impact

1.1 Theory: Dimensions of culture

Learning outcomes

m Learn to use key vocabulary to describe culture.

m Use questions in the present simple and present
continuous appropriately.

= Find out about and understand different
cultures of work and study.

Introduction

1 Discuss the following questions.

= How independent are you? Do you like to make your own
decisions? Which groups of people do you ask for help and advice?

® How much time do you spend on planning a holiday or a
business trip? Do you like to have all the details or do you just go
and hope for the best?

= Would you prefer to have a manager who is a strong leader
and makes all the decisions or one who likes to get everybody's
opinicn before they make a decision?

A Company cultures are
like country cultures. Never
try to change one. Try,
instead, to work with what
you've got., ,

Peter F. Drucker, management expert
and author

2 Now discuss the following questions.

m Were your answers similar to or different from the answers of the 6 6 Managers cannot manage

diverse cultures successfully
until they understand what
culture is and know their
own culture. ”29

people you spoke to?

® Do you think that your answers would be similar for most people
in your country, or does it depend on other factors, e.g. age,
gender, education?

3 The word ‘culture’is often seen as related to the customs and
traditions of a particular country. But we all belong to a number ~ Romie Littrell, author and associate
of different cultures. Think about the different cultures which professor at Auckland University of
you are part of. In pairs, discuss which of the cultures below Technology, New Zealand

have the most influence on you.

Critical analysis

The culture of ...
How important do you think it is to understand your own

.. the area you come from culture before trying to understand someone else’s?

- your job and qualifications give to people coming to your country or organisation to do

.. your interests business for the first time? Use the quotes above to help you.

|

« YOukage graup ‘ Think about your country or organisation. What tips could you
\
\

.. the organisation you work for 1

10 1 CULTURE AND ITS IMPACT
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Reading: Professor Hofstede's dimensions of culture

Professor Geert Hofstede, who worked at Maastricht University in the Netherlands and for IBM is a giant in the field

of intercultural communication. According to Hofstede, each culture can be analysed according to five different
dimensions. The theory has been criticised for being too static. However, business people working internationally

still use it today.

e0O0n

The Five Dimensions

Individualism/Collectivism: If people are from an
individualistic society they will see themselves as single
independent actors, not as a group member at a deep level
as people in collective societies do. Hofstede emphasises
that the groups are ‘natural’ ones, such as family, not just
any group. It is also important to realise that this dimension
does not show that some people like to be in groups; they
are in groups because it is a matter of identity.

Uncertainty avoidance: In some cultures, people prefer

to have everything presented in detail so there will be few,
if any surprises. In cultures where uncertainty avoidance

is low, people are more relaxed about the unknown and
are not worried when they don’t have all the details.

Power distance: Hierarchy is a feature of most human
life, but in some cultures, the gap between those with a lot
of power and those with little power is wider. This leads to
a society where power is concentrated on a small number
of people at the top who make most of the decisions, and
there is less expectation of movement between classes
or levels. In cultures where power distance is low, people
tend to expect that those in power have earned it. They
also expect power relations to be more democratic than
those in a high power distance society.

1 Read the article. Are these statements true or false?

1 People in individualistic societies see themselves as independent.

2 People in cultures with a low uncertainty avoidance like to have as
much information as possible when they make plans.

3 People in places where there is high power distance expect to be
able to move to a position of power more easily.

4 Men share the same values as women in low masculinity cultures.

5 People in places with long-term orientation are likely to spend all
the money they earn.

6 These dimensions are rules and you should always follow them
when dealing with people from different countries.

2 Match tips 1-10 with the society a-j that they describe.

1 The management values teamwork and wants everybody to be
involved in the decision-making process.

Hard work is important in these countries.

People want to express their own opinion.

You might employ a management team of men in this society.
You should give detailed plans of every project.

wm B WKN

Masculinity: In this dimension, there is a gender gap.
Women'’s values are said to be more similar across all
cultures. Women are said to value kindness, building
relationships and reaching agreements through
communication. In cultures with a low masculinity
dimension, men also share the values connected with
women and there is more equality between men and
women. However, cultures with a high masculinity
dimension have more values connected with men:
competition, assertiveness and ‘looking out for Number
One’. In such cultures, the values of women also move
towards the masculinity end of the spectrum.

Long-term/Short-term orientation: Long-term planning,
saving and hard work are valued in cultures with long-
term orientation, whereas living for the moment is more
important in those with short-term orientation.

These five dimensions, taken together, can give important
insights for someone wishing to enter a new culture for
business, study or other purposes. These dimensions are
tendencies, not rules. They can help to predict actions
of groups, societies or nations, but there will always be

, different individuals.

1

TQ 0o on T o

o

Source: Website of Professor Geert Hofstede

6 You need to communicate with the top managers to get

answers and to get things done.

Respect the traditions of the society.

8 You don't worry about the details in this society.

9 Men and women should be treated equally. Finding agreement
is more important than ‘winning'a discussion.

0 People in this society probably do not expect a job for life.

~

Individualistic

Collectivist

High uncertainty avoidance
Low uncertainty avoidance
High power distance

Low power distance

Low masculinity dimension
High masculinity dimension
Long-term orientation
Short-term orientation

1 CULTURE AND ITS IMPACT 11



Language focus 1: Using key vocabulary

1 Look at the table below. It shows a useful way of recording
and learning new vocabulary. Complete the table with words
from the article used to describe culture.

verb Adjective Noun
communicate communicative 1
P == . | snalytical analysis

(un)certain 3
avoid avoidable A
5 | valued/valuable value
compete competitive [ S

competitor

2 Now complete these sentences with words from exercise 1.

1 Itisimportant fora company to showthatit_____ the
work of its employees.

2 There are a lot of other companies which offer similar products so
the market is quite ;

3 We use Intranet, email and telephone conferences to

with each other.

4 If we want to this problem in the future, we need
to change the situation now.

5 The future of the company is very
if they will go bankrupt or not.

6 Our shows that employees want to have more
decision-making power.

al
Language focus 2: Present tenses Q

1 Look at these pairs of sentences and say:
a which tense is used - present simple or present continuous
b what the difference in the meaning of the underlined verbs is.

; we don't know

1 a | workfull-time in a communications company.
b Iam working on a project with a group of trainers.
2 a He lives in Spain. He went there when he retired.
b He's living in Manhattan. He will corne back to London next vear.

Think about your own language. Do you use different present
tenses to show whether the action is permanent or temporary?
If not, how do you show this?

2 Put these guestions in the correct order.

mean / ‘absurd’/ does / what ?

working / he / where / the / at / is / moment ?
departments / taking part / project / in / which / the / are ?
you / for / company / do / work / which ?

Now complete these rules.
To form a guestion with the present continuous, use the auxiliary
and the -ing form of the main verb. Put the

verb
auxiliary verb before the subject (he / they, etc.).
2 To form a question with the present simple, use the auxiliary verb
and the infinitive without to.

12 1 CULTURE AND ITS IMPACT
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4 Write questions using the prompts. Add the question words
below where necessary. More than one question may be possible.

when how what why how much

Example: you / work on any projects / at the moment?
Are you working on any projects at the moment?

1 you/ usually / have department meetings?

2 you / always / discuss / decisions with your boss?
3 deal with / this problem?

4 you / work on / this week?

5 she / never arrive / on time for meetings?

Output: Finding out about the culture

Work in small groups. The pictures illustrate different cultures
of work. Choose one of the groups in the pictures or think
about a culture of work which you are familiar with. Discuss the
following features in the culture of work you have chosen.

teamwork planning dress code punctuality
formality (in how people speak to each other)
socialising outside of the organisation  using mobile phones

Stage 1

You want to find out about someone’s work or study culture.
Look back at the article on page 11 and at the points you
discussed above. In your group write a questionnaire of about
eight questions to ask about someone’s place of work or study.
Try to use some of the new vocabulary you learnt in this unit.

Stage 2
Now find someone who discussed another culture of work or
study and ask them your questions. Note down the answers.

Stage 3
What do the results tell you about the work culture of those
places of work or study? Would you like to work there?

Would you change any of the questions you asked to get more
or different information?



Case study

1.2 Practice: Relocation and repatriation

Learning outcomes
= Think about and discuss cultural issues in a multinational organisation.
= Use stative verbs in the present tense.
= Think of ways of resolving problems when returning to your
country after working abroad.

r .
Profile: Boston Scientific ' -~

Boston Scientific, based in Massachusetts, USA, produces
high-tech medical devices which are used in surgery and
it supports global and local plans to improve health and
education. It employs more than 25,000 people and has
17 manufacturing facilities worldwide. This means that
the company works globally and sometimes needs to
move employees to work in other countries.

- )

Introduction

1 How do you react in a different cultural environment?
Imagine that you began work in another country a few weeks
ago and complete the quiz. Look at page 136 to see your scores.

@ During a break at a meeting, a colleague that you see from @) You are in a meeting with representatives from another
time to time comes to talk to you. You shake hands but they company. One of them - the more senior member of the Ir
don't let go of your hand so that you both stand holding group - says little. His junior employee knows much more i
hands and talking for some minutes. What do you do? about the situation you are talking about. What do you do? .
a Pull your hand away so that you are not holding hands any a |feel uncomfortable. I'm here to meet the boss, not his |
more. assistants.
b Continue to hold hands and do what your colleague does. b |diplomatically bring the meeting to a close so that i
¢ Speak to a third person so that you can let go and shake afterwards | can speak to the junior employee alone
hands with someone else. about the matter.
¢ |speak to the junior employee and let the senior partner '
@ After you have been in a new job for a week, a colleague speak if they want to. '
invites you to come to their home for a meal. You accept but
how do you feel about this? © You request some statistical information from a colleague
a That's fine. | would do the same with a new colleague from by email and the colleague replies, 'Have | understood
another country. correctly that you need this information?'You find this
b That’s strange. In my job we don’t mix personal life and answer rather strange. What do you do? E
work life. a Youreply, 'Yes, that's correct. | need this information. It
¢ That’s different to my culture but | accept. would be good if | could have it by the end of the week!
b You write back, ‘Thank you for your reply. Yes, that’s
€) You notice that meetings do not start punctually and that a correct! But you decide to try and get the information
lot of time is taken up with standing around, chatting and from someone else.
drinking tea beforehand. How do you react? ¢ You reply, ‘Thank you for your quick response. Yes, | need
a Where | come from, we are very punctual but | try to follow this information from you. is there anything [ can do to
my colleagues and take part in the tea-drinking and small help you with this?’
talk.

b |arrive late so that | don’t waste time standing around
talking to people.

i
!
i
¢ | use the opportunity to get to know my colleagues better. ;
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2 What questions would you ask if you had to go and work
in another country? Put the words in order to make typical
questions.

Example: new / what / involve /job / does/the?
What does the new job involve?

1 the/like / are / what / people?

2 learn / have to / language / |/ do / another?
3 like / schools / are / the / what?

4 a/is/ health / there / goad / system?

5 it/is/there / expensive?

3 You know somebody who is coming to work in your country.
Answer the questions in exercise 2.

Listening 1: Reviewing the relationship between

corporate and national culture

You are going to listen to Bob Neidermire,
General manager for Boston Scientific.

1 In this part of the interview, Bob
Neidermire talks about corporate and
national culture. Which do you think is
more important for employees who are
working in a multinational company?

2 Listen and complete the text.
My personal view is that when you work for a 1
company, you also have a company culture that overrides

2 cultural differences that exist in different parts of
the world. And if that is strong enough, then it overshadows any
3— - barriersthatexist.

| think it is very important that as the company develops and grows
in4d_____________countries it needs to find a way to import the
5 cultureinto those countries. To me, that is the key
to make it work.

3 Are you surprised by what he said? Can you foresee any
conflict between corporate and individual cultures for people
working abroad?

Listening 2: Preparing to work abroad

1 When Boston Scientific sends staff abroad for a longer
assignment, the company prepares them for their relocation.
How do they do this? Listen and tick (v/) the things that Bob
Neidermire mentions.

1 on-the-job training
2 cultural training
3 basic language training

14 1 CULTURE AND ITS IMPACT
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4 3z health insurance package
5 an expatriate financial package

2 If you were going to work in another country for two years,
what support would you want from your employer?

Listening 3: The decision to relocate

1 In pairs, discuss what you think are the two biggest
challenges employees face when they move abroad.

2 Now listen to see whether Bob Neidermire mentions the
same things. What does he say is the key to success?

3 Listen again. Are these statements true, false or not
mentioned?

1 Itis necessary to think about the employment of the employee’s
partner.

2 |t's easy for children to move.

3 Employees may not be able to move because they or someone in
the family has a health problem.

4 Expatriates should remember that they are a guest in their host
country.

Listening 4: Coming back
People who have worked abroad often say that coming back
to their own country was difficult. Statistics show that about
60 percent of repatriated people left their company within one
year of returning home. This is usually a problem for companies
because they lose the experience of the employee and they have
to look for a replacement. Many organisations have repatriation
programmes to help employees when they come home.

1 What do you think is the most difficult challenge for
repatriated employees? How do you think companies can help
their employees when they return home?

2 Listen to Bob Neidermire talking about his experience
with another company bhefore he started working for Boston
Scientific. Make notes to answer these questions.

1 Was it more difficult for Bob to move from the USA to Asia or from
Asia back to the USA?

2 What were his responsibilities when he was in Asia?

3 Why was he unhappy in his work when he returned to the USA?

Now check your answers with the audio script on page 146.

3 Would you like to go and work or study in another country?
Why/Why not?



Language focus 1: Talking about cultures

There are a number of terms often used when we talk about
intercultural communication.

Circle the words a-c which can go with each underlined word to
make collocations. Sometimes all the words are possible.

Example: corporate culture

1 corporate a culture b identity € overseas
2 multinational a team b culture € company
3 cultural a differences b similarities ¢ policy

4 business a people b expatriate ¢ cards

5 a local b individual ¢ abroad culture

6 a host b foreign ¢ company country

7 a parent b international ¢ global company
8 a relocation b expatriate ¢ repatriation package

Transferable skill: Using gender-neutral language

Many organisations ask their staff to use gender-neutral
language, so that neither men nor women feel excluded. What
is the situation where you work or study?

1 Which groups might feel excluded by the following

statements? Why?

a A manager should always treat his staff with respect; he should
make sure that employees can come to him with problems.

b Single mothers often find it difficult to combine a job with family life.

2 Now look at this sentence. How is this language more
inclusive than that in the sentences above?

Every person carries with him- or herself a number of different cultural
identities.

We often use they to mean he or she. Look at these examples:

When the project leader is planning a telephone conference, they should
think about what time zones people are in.

Do you think that the CEQ should invite their staff to company events?

3 How could you change the examples in exercise 1 above so
that they are gender neutral?

4 Some languages make it difficult to be gender neutral. What
about your language? Is it possible to be gender neutral? If it is,
are the alternatives used? If not, why do you think this is?

Language focus 2: Using stative verbs in the present @
tense

1 Look at the verbs in these sentences. Can you change them
into the present continuous? Why/Why not?

1 We believe that the management team should come from
different backgrounds.

2 Pricesrise.

3 What do you mean?

4 She works for Global Highland.
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2 Some verbs in English are stative verbs - they describe states
which are usually permanent. They are not usually used in the
present continuous. Look at these examples:

1 She loves her job and new life in Australia.

2 The American company now owns 58 percent of their Indian
suppliers.

3 lwish | could have more responsibility at work.

4 What do you know about European governments?

5 The contract contains all the details.

Many stative verbs relate to emotions, how we think or to
possession. Add the verbs from the sentences above to the
table.

I simponsom I
| Emotions | How we think Possession

like, detest, desire | decide, understand | have, belong to
1 : |

3 Write sentences about what it would be like to work in
another country that you know well. Use some of these stative
verbs.

like know owe prefer intend want doubt possess consist of

Output: Solving repatriation problems

You work for a multinational company with subsidiaries on
different continents.

Work in two groups, A and B.

Group A: look at the information on page 144 (the repatriated
manager).

Group B: look at the information on page 145 (the HR manager).

Stage 1

in your groups, discuss the information on your card. What are
the problems and why do you think they happened? What do
you think the solutions might be?

Stage 2

Work with a member of the other group. Role play the
discussion between the HR manager and the repatriated
colleague.

Stage 3
Share the solutions you found with the class. Which do you
think are the best?
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Learning outcomes 4 . -r E
® Recognise the importance of relationship building in business. s 3
= Introduce yourself and other people and make successful small talk.
® Show interest and keep a conversation going.

-~ |

Introduction

Discuss the following questions.

m How do you feel about meeting people for the first time?

= What topics do you talk about when you meet people for the
first time? How do you try and create a good first impression?

= Which topics of conversation can you speak to your colleagues
about at work?

Listening 1: Meeting people and making small talk Q

Listen to three different extracts from business conversations.

What is happening in each conversation? Write the correct
conversation number.

a Some of the people are meeting for the first time.
b Business partners who have met before are making small talk

before a meeting. Listening 2: Small talk topics
¢ Two colleagues are meeting up. m
Language focus 1: Introducing yourself and other Listen to the three conversations from Listening 1 again. What
people topics do the people discuss in each conversation?

1 Turn to page 146, read conversation 2 and complete the Conversation 1:

. . H P
table with suitable phrases. Conversation 2:
Conversation 3:

1 Introducing yourself 2 Introducing someone else
Intercultural analysis
Discuss the following questions in pairs or small groups.
3 Responding to an 4 Greeting someone 1 Which of the topics in the conversations would you use to

make small talk?
2 Are the topics discussed in Conversation 3 appropriate in all
business conversations?
3 Think about small talk for business in your country. Are the
5 Responding to a greeting ' following topics appropriate in your culture? Which of them
would you feel comfortable talking about?

introduction

the weather sports your salary  your family
yourage jokes religion your hobbies
embarrassing experiences you have had  politics food

4 Are the topics always appropriate or never appropriate? What
2 Can you add any other words or phrases to the table? do you think it depends on?
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Listening 3: Making successful small talk 2 What other expressions can you use to show interest? Make a

1 Listen to the beginning of a business meeting. Alan is
welcoming Belinda to his company. Answer these questions.

1 Is this successful small talk? Why/Why not?
2 If you were Belinda, what would you think of Alan? If you were
Alan, what would you think of Belinda?

2 Look at Conversation 1 from Listening 1.

listin the table below.

Expressions to show interest

Audio script

Dave: If you'd like to hang your coat up, Jean-Luc, there's a
rack in the corner.
Jean-Luc: Here?
Dave: Yeah.
Dave: We'll just wait for Paul. He's making a cup of tea.
Francine: So, norain here today, then?
' Dave: Not at the moment. The weather forecast is for nice
}- warm weather for the next couple of days anyway.
| Francine: Oh,that's good.
Dave: 5o, it makes a change from rain, doesn't it?
Francine: Yes.

What is different about the way the speakers make small talk
compared to the conversation you have just listened to? The

situation is similar: Jean-Luc and Francine are visiting Dave’s

company, and they are making small talk before a meeting.

Language focus 2: Showing interest and keeping
the conversation going

There are different strategies that people can use to keep a
conversation going:

® yse an expression that shows interest
® add some information after answering a question
= make a further comment on the same topic.

1 Look at the two extracts from Conversation 1 and 2 in

Listening 1 and 2. Which of the strategies above do the speakers

use? What language do they use to do this?

Extract 1

Francine: So, no rain here today, then?
Dave: Not at the moment. The weather forecast is for nice warm
weather for the next couple of days anyway.

Francine: Oh, that's good.

Extract 2

Maria: A lane had been closed off and no one was doing anything.
Luke: Really?

Maria: We must have been waiting for half an hour.

Oh, really?
Thats great!

3 In pairs, change the conversation in Listening 3 so that it is
more successful. Think about:

® Using expressions that show interest
® adding some information after answering a question
= making a further comment on the same topic.

4 Practise the conversation and then listen to a good example.

Output: Making successful small talk

Stage 1
1 Choose three of the topics from Intercultural analysis on
page 16. You are meeting a business partner for the first time.
2 How would you introduce these topics if you were making
small talk?
3 What further comments would you make about them?
4 Write down a phrase for each topic.

Stage 2

Work as a whole class.

You are at an evening reception of a business conference. You
are interested in making some new business contacts. Try to
speak to as many people at the reception as possible.

Remember to:

® introduce yourself
m talk about one of the small-talk topics you have prepared
= show interest in what other people say.
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z Technology

and business

2.1 Theory: Disruptive technologies

Learning outcomes S
= Consider the theory of disruptive technology and how it affects business.

® Use vocabulary for talking about technological development.

® Discuss how to deal with a disruptive technology and propose a joint venture.

1 Discuss the following questions. ,

| | |
Introduction ‘ l

= How do you feel about new technology?
How has it helped you organise your time?
® How has it made you waste more of your time?

Business view

Professor Clayton Christensen from
Harvard Business School, an expert on how
organisations deal with innovations, says
that companies ...

2 Look at the pictures. How have changes to this technology
influenced your life?

‘ 6 ... pour resources into
their core business. They listen
to their best customers. , ,

However, because they do this, it means they ignore new
technologies which may seem small and unprofitable at first, but can
often grow to take over the marketplace.

4 Read some examples of what Professor Clayton Christensen
is talking about.

Apple led the world of personal
computing and established

the standard for user-friendly
computing but was five years
behind the leaders in bringing
portable computers to the market.

The large photocopying centres that
represented Xerox’s customer base
at first had no use for small, slow
tabletop copiers and Canon was the
company which developed these.

3 Now discuss the following questions.

® What effect do you think these changes have had on traditional

companies and how do you think they reacted?
® Have you witnessed any of these changes?

18 2 TECHNOLOGY AND BUSINESS

Can you think of any other examples? Do you think companies
should only do what their best customers say?



Language focus 1: Technological vocabulary

1 Do you know the difference in meaning between these words?

discover innovate invent design develop

2 Match the words in exercise 1 with their definitions below.

1 to make or draw plans for something:

2 to find information, a place or an object, especially for the first
time:

3 to bring something into existence, to start to happen; to grow
or change into a more advanced, larger or stronger form:

4 1o create something which has never been made before:

5 to introduce changes and new ideas:

3 Complete the table with the noun forms of the verbs above.

Verb Noun

discover

innovate

invent

design

develop

4 Disruptive technologies are innovations that improve a
product or service in a way that the market does not expect,
e.g. the ways in which digital cameras have replaced cameras
that use a film. Discuss these questions.

1 How important are digital cameras, MP3 technology and maobile
phones in your everyday life? How important is the design of
these products to you?

2 What do you think is the most important discovery of the last 50
years?

3 Which recent invention has had the biggest impact on your life?

Reading: How companies can exploit disruptive
technologies

1 You are going to read an extract from an article by Professor

Clayton Christensen and a colleague, Joseph Bower, about

disruptive technologies.

The following four steps have been removed from the text.

Quickly skim through the text and put them in the correct

place.

a Set up an independent organisation to build a disruptive
technology business

b Define the strategic significance of the disruptive technology

¢ Locate the initial market for the disruptive technology

d Determine whether the technology is disruptive or sustaining
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1
The first step is to decide which of the many technologies on
the horizon are disruptive and, of those, which are real threats.

2
s In this step it is important to ask the right people the right
questions about the strategic importance of the disruptive
technology. Strategic reports tend to ignore disruptive
technologies early on because managers either ask the
wrong questions or ask the wrong people the right questions.
10 Established companies have regular procedures for asking
mainstream customers to assess the value of innovative
products. These customers are inaccurate when asked about
disruptive technologies. They are the wrong people to ask.

This graph demonstrates how to assess disruptive
technologies and show product performance.

w

Performance improvement
required by mainstream market

Expected trajectory of
performance improvement

Performance

Current performance of potentially
disruptive technology

Time
If knowledgeable technologists believe the new technology
might progress faster than the market’s demand for
performance improvement, then that technology, which does

not meet customers’ needs today, may very well address them
20 tomorrow. The new technology is therefore critical.

3
Once managers have determined that a new technology is
disruptive and strategically critical, the next step is to find the
initial markets for that technology.

5 4 and keep it independent.
Creating a separate organisation is necessary only when the
disruptive technology has a lower profit margin than the
mainstream business and must serve the unique needs of a
new set of customers.

Source: Harvard Business Review

2 Read the article again and decide if these statements are true

or false. Try to give reasons for your answers.

1 The first step is to look at the technologies that will develop in the
distant future.

2 Strategic reports fail because of the way managers do their research.

3 Established companies have ways of asking regular customers
about innovative products.

4 Even if a new technology isn't in demand at the moment it might

be in demand in the future.
5 Companies should set up a separate organisation if the disruptive
technology is going to be very profitable.

3 What new technologies do you think are ‘on the horizon?
How could they affect your place of work or study?
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Listening 1: The Internet as a disruptive technology

= 1.09

Dr Kamal Munir lectures at Judge
Business School, University of
Cambridge. His research focus is
on strategy, as well as innovation
and international business.

Business view

1 You are going to listen to an extract about the effect of the
Internet on the newspaper industry. Before you listen, discuss
how the Internet may have been a disruptive technology for
the newspaper industry. Then listen and see if Dr Kamal Munir
mentions any of your ideas.

2 Listen again and answer these questions.

1 What parts of a newspaper does Dr Kamal Munir mention?

2 What does he say we do now when we want to find information?

3 What do you think he means when he says that the value chain
has become ‘fragmented”?

3 Dr Kamal Munir mentions the value chain. Read this definition:

Businesses take inputs and add value to them by turning them into
something of worth to other people.

Can you think of any examples of a value chain?

Critical analysis

Dr Kamal Munir says that users need to visit several websites to
get the same information that they would get from ane edition
of a paper. Do you think it's true that people go to different
sites to get the information they would get from a printed
newspaper?

Listening 2: The effect of the Internet on retailing

< 110

1 In pairs, discuss what effect you think the Internet has had on
the retail industry.

2 Listen to the next part of the interview and answer these
questions.

1 Why does Dr Kamal Munir mention eBay?
2 How have companies like easyJet and Ryanair benefited from the
Internet?

20 2 TECHNOLOGY AND BUSINESS

www.frenglish.ru

Output: Dealing with a disruptive technology

You are going to read a short news item about a disruptive
technology. Work in two groups of four. Group A represents
the management team of an airline based in Europe with
several long-distance routes between Europe and Asia. Group
B represents the management team of a high-speed, long-
distance passenger train operating company based in Asia.

A London to Beijing 200 mph rail link

could be built within next 10 years
Kiran Randhawa

The Chinese Academy of Engineering plans would see 200 mph
(320 km/h) trains go from King's Cross St Pancras station in
London, via the Channel Tunnel to Beijing and then Singapore.
The 5,070 miles (8,160 km) to Beijing would take two days.
There are plans for a line from China through Russia to Germany,

and one to link Vietnam, Thailand, Burma and Malaysia.
Source: London Evening Standard

Stage 1
Read the article and then discuss the following questions.

Group A

What impact would this proposed rail link have on your
company and the long-distance airline industry in general?
How can your company deal with it? How can your company
deal with this better than your competitor airlines?

Group B

What impact would this proposed rail link have on your
company? Do you think your company should become involved
in this project? Could your company offer a competing product?
What impact will this have on the long-distance airline industry,
and how do you expect them to deal with it?

Stage 2

You might have considered a joint venture between the
European airline and the Asian train operating company. Think
about how each company could benefit from this arrangement.
Work in small groups, with representatives from Group A and
Group B, and discuss ways of working together on a joint venture.

Tell the rest of the class what your joint-venture proposals are.




2.2 Practice: Creating

Learning outcomes
® Talk about how companies can use technology in product design.
m Use passive forms.

m Develop ‘active listening’skills by discussing new technology in
the workplace.

Case study

a product through an online community

d N

Profile: Local Motors

LOCAL MOTORS

Local Motors is a car company in the USA which was
founded in 2007. It claims to be the first disruptive
entrant in the US automotive industry in decades and to
be the first of its kind. Designers upload ideas, and those
interested can choose and develop the design of a car,
also taking part in the decision about where the car will
be built. Local Motors claims that it chooses designs with
the locality and its needs in mind. The public can also
participate in the building process and - if they want to -
buy the car they helped to design and build.

\ i

Introduction

Discuss the following questions.

s How do people today communicate with friends and family who
are more than 20 kilometres away?

= How did people communicate with their family in different towns
40 years ago?

= How has the frequency of communication changed?

= How did people in business communicate with colleagues and with
their business partners 20 years ago? What's the situation today?

» What examples of social networking sites can you think of which
are used in business today?

m Have you ever helped a company with its market research? How
did you do this?

Reading: Using customers to design a product

You are going to read an article about how Local Motors asked the
public to design a car called the Rally Fighter. People sent in their
ideas and Local Motors produced the car. They claim that it is the
first example of open-source development in the car industry.

1 Before you read the article, think about the following:

Your requirements of a car, e.g.

how convenient in city traffic, etc.

how fast how economical

What you want to do with it, e.g.

transport small children/your skis  travel short or long distances

Make some notes, then compare them in groups of three, What
might be the result if all three of you tried to design the car you
all wanted?
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The concept behind the Rally Fighter is simple enough. As
with Wikipedia, the online encyclopedia that uses ‘the wisdom
of crowds’ to help compile its content, Local Motors invited
suggestions from thousands of car fans via its website. Members
- could send in their ideas on every aspect of the future car; each
major part of the vehicle, from the exterior to the interior, and
even its name, was developed in this way. Those who came up
with the best and most significant ideas won cash prizes. The
whole process took 14 months and about €1.6m to transform
1o from a sketch to a finished product — a fraction of the normal
design costs.
The caris powered by BMW's three-litre, six-cylinder, turbocharged
diesel engine, which was voted by the community as offering
the best blend of performance and economy (an estimated 7.4
15 litres per 100 km). Although few official performance figures are
available, Local Motors claims that its vehicle will hit about 100
kph in about six seconds and has an electronically limited top
speed of 210 kph.

Source: The Sunday Times, article by Joseph Dunn
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The Rally Fighter will cost about €40,000 - relatively cheap for

20 a vehicle of its size — and will be aimed at the huge American
community of off-road racers, with an eye on competing in rallies
such as the Baja 1000 in Mexico and other endurance races.
However, the company aims eventually to broaden the concept
and enter the mainstream.

»s The Rally Fighter will be the first in a long line of cars dreamt up
and designed in cyberspace. The names have already been voted
on: the Boston Bullet, Green Apple and Miami Roadster — all they
need is consensus ‘approval’ from the online community on the
design and mechanics of the cars.

30 ‘It has been a huge success already, says Ariel Ferreira, the public
relations manager for Local Motors. ‘It’s an incredible experience
for car enthusiasts, and the result is a community of potential
customers who are intimately connected with their Local Motors
cars. Since our development process is open, the end result is

s inevitably a car our community loves and craves. They keep us on
track with their desires — we keep them on track with safety and
feasibility.

()

2 Read the article and underline the phrase that best completes 5 What advantages do you think this approach to car design
each sentence according to the information in the article. and construction offers to automotive companies and to their

1 The fundamental idea of the Rally Fighter is straightforward / quite ~ target consumers?

complicated / fairly usual.

2 Members of the Local Motors community were able to send in their
ideas on how to design the chassis / the interior / the entire car.

3 This way of designing a car has proved to be much cheaper than /
more expensive than / as costly as designing a car in the usual way.

4 The target users of this car are those who want to transport sports
equipment / with small children / wanting to take part in car races.

3 In the second paragraph of the article, the writer talks about
the ‘performance figures’ of the car. What performance figures
are mentioned?

4 Think about a piece of equipment that you use in your work
or studies, e.g. a memory stick, a mobile phone or a computer
and answer these questions.

1 What features and ‘performance figures' do you look at when you
buy one of these?
Example: When | buy a memory stick | always check it has
alarge memory capacity as | need to keep big files on it.
2 If you were designing one of the products mentioned above,
what extra features would you like to have?
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Intercultural analysis

The Local Motors approach to designing vehicles relies on

customers sharing their ideas.

1 When might it not be appropriate to ask members of the
public for their ideas?

2 Would this approach to design be popular in your culture?

3 What problems might a company have if they rely too much
on this form of preduct development?



Transferable skill: Listening actively in a conversation @

When you are listening to someone, it is important to show that
you understand what they are trying to say and to be an‘active’
listener. Here are some phrases to show that you understand or
agree.

right wow exactly absolutely definitely
sure fine

hmm  yes
excellent

1 Here is a transcript of someone talking about how their life
would be without the silicon chip. In pairs, read the transcript
aloud. One of you reads the transcript with emotion, and

the other uses some of the phrases above to show that they
understand or agree.

Well, without the silicon chip, I'd be lost ... | mean, it's everywhere,
isn't it? In mobile phones, in computers — and without them |
couldn't survive. Not the way | am anyway ... | mean, | use the
computer to communicate at work with colleagues and business
partners ... and to find information and calculate costs ... and make
plans and ... oh all sorts of things. And well, the mobile phone -
without that I'd be back in the Stone Age!

2 Now listen to an example.
- 1.11

3 In pairs, think about a piece of equipment you often use. One
of you talks about how your life would be different without it;
the other shows understanding by using some of the phrases
above. When you have finished, change roles.

Language focus: Using the passive form @;

In the article on page 22, there were some verbs in the passive
form. In this section you are going to think about the passive
and how it is used.

1 Underline the verbs in the passive form in these sentences.

1 The Chrysler Building was designed by William Van Alen.

2 My credit card has been stolen and | need to cancel it.

3 The president’s speech about the economic crisis will be given at
2 p.m,

4 The payment has already been made to Mr Verdi.

5 | am confident that my report will be finished on time.

6 The card has to be shown when entering the college.

7 The office printer is checked every day, but | am not sure who
checks it.

2 Match sentences 1, 2, 3 and 5 in exercise 1 with the reasons
for using the passive.

a We don't know who did it or it doesn't matter who did it.

b The speaker is making an announcement.

¢ The action is more important than who did it.

d Itis obvious who did it.
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3 Look at the sentences in exercise 1 and complete the rule.

The passive is formed by using the correct tense of the verb
and the , €.9. used or known.

4 Complete these sentences with the correct form of one of
these verbs. Then check your answers in the article on page 22.

power voteon aim develop

1 Each major part of the vehicle in this way.
2 The car by BMW's three-litre, six-cylinder,
turbocharged diesel engine.
3 The Rally Fighter
community of off-road racers.
4 The names already
Bullet, Green Apple and Miami Roadster.

at the huge American

— the Boston

5 Work in pairs. Without looking back at the article, tell your
partner about the car-design process at Local Motors. While you
are listening to your partner, note how they use the passive and
active forms of the verb.

Output: Incorporating new technology

Stage 1
Work in three groups. You all work for a small company that is
interested in introducing new innovations into the workplace.

Stage 2

Group A: look at page 136.

Group B: look at page 143.

Group C: look at page 145.

Discuss the idea and how you think it could be used.

Stage 3

Prepare to tell other people about your new piece of
technology, saying how you think it could be used in your work
/ study situation and what advantages it would bring to the
organisation. Think about where you can use the passive form.

Stage 4

Work with people from the other groups and tell them about
your innovation. While you are listening, try to be an‘active
listener.

Stage 5
Once everyone has presented their ideas, decide as a class
which idea would be most useful to the organisation.
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2.3 Skills: Telephone communication

Learning outcomes
= Start and finish telephone conversations effectively.

= Make arrangements on the telephone and check information.
= Use appropriate and polite language on the telephone.

Introduction

Discuss the following questions.

How is speaking on the telephone different from speaking face-
to-face?

How does this affect the language people use on the telephone?
What are the advantages of speaking on the telephone and
speaking face-to-face?

Is it easier in a foreign language to communicate face-to-face or
on the telephone? What are the biggest differences?

Language focus 1: A successful phone call

1 Read the dialogue below. Do you think it is a successful
phone call? Why/Why not?

: Hello.

Is Mr Wong there?
A: Who?

B: MrWong.
A: No.
B
2

@® >

: OK, bye.

Now listen to a recording of the dialogue above, How does it
sound to you? How would you feel if somebody made a phone
call to you like this?

3 How could you improve this dialogue? Rewrite it and practise
it with a partner.

4 Listen to an improved version of the dialogue. How is the
language and pronunciation different?

Listening 1: Formal and informal phone calls

~

(0)

S 114

1 You are going to hear parts of three telephone calls. Decide
if each part is from the beginning or the end of the telephone
call.

2 Which one is the most informal? How do you know?
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Language focus 2: Beginning and ending phone

O

calls

1 Complete the text with appropriate phrases to begin a
telephone call. Use the conversations from Listening 1 to help
you.

1 Caller says why they are calling:

2 Person answers the telephone:
3 Speakers greet each other or respond to a greeting:

4 Speakers introduce themselves or ask the other person to identify
themselves:

2 Put the functions above in the order that they usually happen.

3 Listen to the end of the third phone call again. What do the
speakers do to end the conversation before they say goodbye?

4 Listen again and complete the gaps below.

A: I'll send some new details on, and if you've got any questions do
give us a ring.

B:

A: Thanks for your time.

B:

A: OK. Bye bye.

B: .

5 Look at the telephone calls from Listening 1 on page 148.
Underline language that tells you how formal or informal the
phone call is. Then decide if each phone call is formal, semi-
formal or informal. Why do you think the formality in the three
phone calls is different?



Listening 2: Arranging to meet @;

1 Listen to Sharon and John, arranging to meet, and make
notes in their diaries. For each day, write B if they are busy, F if
they are free and ? if they don't say. It is Monday morning.

Sharon’s diary

15:Mon 16 Thy
5
. _—
14 Tue = 17 Fri
15 Wed
5
L -

John's diary

13 Mon

14 Tue

15 Wed

16 Thu

17 Fri

2 When do they arrange to meet?

Language focus 3: Making arrangements, checking 0)
and clarifying language
1 Listen to the conversation from Listening 2 again and
complete the table with appropriate phrases. Then look at the
audio script on page 148 to check your answers.

Asking about / Suggesting a
day / time to meet

Saying you are free / not free

Checking information Showing understanding

Correcting information
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2 What mistake does Sharon make towards the end of the
phone call, and how does John correct her?

Notice how John uses intonation to correct the time of the
meeting, by stressing the item (four) that he is correcting.
Sharon: OK, so that's three fifteen this afternoon.

John: No, we said four fifteen, actually.

3 Look at the diaries in Listening 2 again and think of five
appointments. In pairs, try and organise a time and place to meet.
Remember to check and clarify any information that is given.

Output: Telephoning for information and making
changes to a plan

Stage 1
Look at the schedule for the conference on IT innovations below.

Work in pairs. Student A is the Marketing manager of the
company holding the conference and Student B is the Events
manager organising the conference for the Marketing manager.

IT Innovations Conference. Friday 14 May

9.00-9.30:  Registration and coffee
Hotel lobby
9.30-10.30: Opening plenary
Lecture room seating 150 people
10.30 — 12.30: Symposium on ‘Disruptive Technologies’
Lecture room seating 150 people
12.30 — 14.00: Lunch
14.00 — 15.30: Individual presentations
6 seminar rooms seating 20 people each
15.30 - 16.00: Coffee
16.00 — 17.00: Keynote speech: ‘Technology and
Communication’
Lecture room seating 150 people
19.00: Conference dinner at “The Golden Egg’

Student A: look at the information on page 136.
Student B: look at the information on page 143.

Make notes on the conference schedule about the changes you
would like to make.

Stage 2

Student A phones Student B. Discuss the changes you would
like to make to the conference schedule and make a note of any
changes that you agree on. Remember to ask for clarification of
any numbers or words that are difficult to spell.

Make sure you go over all the points, and summarise the
changes at the end of the call.

[
' IB< Watch Sequence 1 on the DVD to find out more

; about Business environment.
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Writing 1: Making {

Learning outcomes

® Recognise key features of
business emails.

= Make first contact in business
writing.

= Build a business relationship

through an exchange of emails.

Introduction

@ @ You never get a second chance
to make a first impression. 9 @

Oscar Wilde, writer, poet and playwright

1 What do you think the quote means?

2 How important is it to create a good impression the first time
you write a business letter to someone?

3 How important are the following points when you write to
someone for the first time?

1 The email or letter should be friendly.

2 You should always be formal and use the person'’s title (e.g. Mr).

3 There should be no spelling or grammar mistakes.

4 You should ask the person you are writing to lots of questions to
show them that you are interested in them.

5 You should have a clear subject line in the email so that the
person knows what it is about before they open it.

4 Have you ever received an email or letter that gave you a bad
impression? How did you feel?

5 What are the advantages and disadvantages of developing
a business relationship through email rather than through
face-to-face communication? Which do you prefer? Why?

Language focus 1: Making first contact @

1 Look at the email sent by a buyer of LCD monitors for the
Scandinavian market and a seller in Asia. Complete the email
with the following sentences and phrases.

1 We met at the Taipei Computer Applications Show

2 Bestregards

3 Dear Mr Zhang

4 Please send us your price list and a draft of your Distributor
Agreement

5 We manufacture and distribute Matron DVR

6 | look forward to hearing from you.
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Delete  Reply Reply All Forward Print

From: Nordstrom, Ole
To: Zhang Xiaopeng
Sent: 29 October 16:20

a
b and discussed our interest in
importing your Pro CCTV LCD monitors for the Danish and
Scandinavian market.

€ , as well as distributing
Security Products in Denmark, Norway, Sweden, Finland, the
Baltic Countries and the south of England (we have an office
in London). See our homepage at www.matron.dk.

I found your products of very high quality and I understood
that you could supply the CCTV LCD monitors from 1
November.

I would like to place our first order as soon as possible.

d , and let me know which

of the countries mentioned above you would like us to
distribute your products in.

e
f

Ole Nordstrom

2 When you make first contact with someone, there are
different ways you can begin your email or letter. In the email
above, Ole Nordstrom refers to meeting Mr Zhang in person at a
trade show.

If you haven’t met somebody before, you can also begin by:

1 introducing yourself

2 referring to someone you both know

3 saying who recommended you contact the person you are
writing to.




Look at the beginning of the three emails. Choose an

appropriate opening sentence (a—c) for each one.

a |d like to introduce myself as the head of the project management
team appointed by QT Consultants to handle restructuring of the
department.

b My husband attended one of your courses at the Management
College fast week and has told me how informative it was.

C | got your contact details from Marcus Berger in Singapore, who
suggested | should get in touch with you.

.66

Dear Alan,

1 We at Nova Tech have been looking for a public-
speaking course for some of our staff to attend. Can
you let me know if you are running any courses in the
Cambridgeshire area?

Dear Ms Alvarez,
2 My name is Ramesh, and I will act as your main point

of contact for the next few months to work through the
process with you and your department.

Dear Mrs Singh,

3 He said you might be able to recommend an agent to
handle our exports to South East Asia.

Language focus 2: Building a business relationship @;

1 Look at the response from the seller in Asia to the
Scandinavian buyer after speaking to him on the phone. How
should Mr Zhang improve this email?

CEa NG

From: Zhang Xiaopeng
To: Nordstrom, Ole
Sent: 3 November 10:43

Dear Mr Nordstrom,
1
2
Since we already have distributors in Finland, Norway and the
Baltic countries for our LCD monitor, the areas we can grant
you are Denmark, Sweden and the south of Engiand only.
Concerning the delivery, as per my explanation on the phone,
most of our CCTV LCD monitors are selling under the OEM
brand with exclusivity. We can take the order now and deliver
it in January.

If you want to test our samples, we can send our OEM
models to you.

The draft agreement and relevant documents will be
forwarded to you by my European Sales Representative Ms
Sylvia Yeh. | will ask her to contact you for relevant business.
3
4

Best regards
Zhang Xiaopeng
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2 The sentences below were used to make the email in exercise 1

sound more friendly. Choose a sentence (a-d) to complete the

gaps.

a lam interested in doing business with you and would like to invite
you to be our distributor in your area.

b | hope to visit Denmark again soon, and look forward to seeing
you there.

¢ Please feel free to contact me if you need my service or assistance,

d Thanks for your call - it was nice to talk to you.

Critical analysis

| 1 How are Mr Nordstrom’s and Mr Zhang's emails different from
emails you write to your friends?

2 How easy is it to use friendly language like this when writing
in a foreign language?

Output: Making first contact via email

Stage 1

Work in two groups: A and B. You have found out from a trade
fair or the Internet about a company whose products you would
like to distribute in your country.

Group A: Look at the information about Creativ Company on
page 137.

Group B: Look at the information about Rambler’s Way Farm on
page 142,

Stage 2

Work in pairs to write an email to the sales manager of the

company. In your email:

m explain that you have experience selling to the relevant retail
sector or consumer group

m ask for more information about particular product ranges

m ask for a price list

® suggest that you would like to be sole distributor for your country.

Before you begin, decide on a name for your own company.

Make sure you do the following in your email:

& include a subject line and introduce yourself

= include a friendly comment in order to build a business relationship
m use Mr Nordstrom and Mr Zhang's emails to help you.

Stage 3

When you have finished, exchange your email with somebody
who wrote to the other company. Look for any mistakes in

the other student’s email and tell them. Listen to the other
student’s feedback on your email and make any changes to it.
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3 Motivation

3.1 Theory: Herzberg’s Motivation-Hygiene Theory

Learning outcomes
= Understand and apply a theory of motivation.

= Use a variety of quantifiers to describe quantities.
m Discuss ideas for motivating a employees.

Introduction

1 Why are these people doing these things? Choose
possible reasons from the list below. Are there any
other possible reasons?

a

2 What motivates you to work? Look at the reasons in the list in
exercise 1 and put them in order of importance for you.

3 People do things for different reasons, sometimes because they
like doing them (intrinsic motivation) and sometimes because
they want to get something as a result (extrinsic motivation).

Are the reasons in exercise 1 extrinsic or intrinsic motivation or
both?

Business view

%7 @G Thereis joy in work.

P N There is no happiness except
in the realisation that we have
accomplished something. 9 ©

Henry Ford, founder of the Ford

Motor Company

P Y
s

=Y

Look at this quotation and discuss the questions.

m |s work always enjoyable? Should employees expect to be bored

1 to earn money sometimes?
2 to help other people = Do you feel happy when you can see the results of your work? Tell
3 to get more qualifications your partner about the last time you had this experience.

4 1o be praised by other people
5 to be part of a team
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Reading 1: Herzberg’s Motivation-Hygiene Theory

Professor Frederick Herzberg was a clinical psychologist and
later Professor of Management at the University of Utah. There
has been little serious challenge to his ideas since they were
published in 1959, and this theory is still useful for managers
who want to motivate their employees.

1 Read the text quickly and match the answers below with the
questions.

1 What did Herzberg ask the accountants and employees about?
2 What did he call the things that caused satisfaction?
3 What did he call the things that prevented dissatisfaction?
a hygiene factors
b motivators
¢ specific moments when they felt satisfied or dissatisfied about
their job

Herzberg carried out a motivation study on 200

accountants and engineers who worked in companies

in the USA. These subjects of the study were asked two

questions:

s (1) When did you feel particularly good about your job?
(2) When did you feel exceptionally bad about your
job?

The responses that Herzberg obtained were interesting

and fairly consistent. Reported good feelings were

10 usually associated with job experiences and job content.
One example of these was the head of an accounting
department; he was given the job of installing new
computer equipment. He took pride in his work and
was pleased to know that the new equipment made a big

15 difference in how his department functioned. Reported
bad feelings, on the other hand, were usually associated
with the surrounding or peripheral aspects of the job -
the job context. An example of these feelings was given by
an engineer; his first job was routine record keeping and

20 managing the office when the boss was gone. His boss was
always too busy to train him and became annoyed when
he tried to ask questions. The engineer said that he was
frustrated in this job context and that he felt that he was
just an unimportant assistant in a dead-end job.

s Herzberg concluded that job satisfiers are related to
job content and that job dissatisfiers are related to job
context. Herzberg labeled the satisfiers ‘motivators, and
he called the dissatisfiers ‘hygiene factors The term
‘hygiene’ refers (as it does in the health field) to factors

30 that are preventative; in Herzberg’s theory the hygiene
factors are those that prevent dissatisfaction. Together, the
motivators and the hygiene factors have become known as
Herzberg's two-factor theory of motivation.

Herzberg's two-factor theory provided a new view of

35 work motivation. Until his theory became known, most

managers had focused on the hygiene factors. When faced
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with a motivation problem, the typical solution was higher
pay, more fringe benefits, and better working conditions.
However, this simplistic solution did not really work.

40 Management are often puzzled because they are paying
high wages and salaries, have an excellent fringe-benefit
package, and provide excellent working conditions, but
their employees are still not motivated. Herzberg's theory
offered an explanation for this problem. By concentrating

45 only on the hygiene factors, management were not really
motivating their personnel.

Source: Organizational Behavior by Fred Luthans

2 Read the statements below and check again with the text to

decide whether they are true or false.

1 The subjects of Herzberg's study who felt good about their work
talked about what they did in their job.

2 Those people who were unhappy about their work focused on

the job content.

3 Hygiene factors help to avoid dissatisfaction.

4 Managers need to focus on job content as well as job context to
motivate their staff.

Language focus 1: Vocabulary of motivation and
demotivation

The following lists show the top six factors that can cause
satisfaction and dissatisfaction.

Hygiene: Motivation:
Company policy Achievement
Supervision Recognition
Relationship with the boss Work itself

Work conditions Responsibility

Salary Advancement

Relationship with peers Growth

In pairs, decide which of the above factors the following
examples belong to. Then decide if they are hygiene factors or
motivation factors.

1 alot of bureaucracy 7 the chance to learn new skills
Company policy - Hygiene 8 only afew days of annual leave

2 rude colleagues 9 not enough support in the job

3 praise 10 an aggressive manager

4 promotion 11 getting good results

5 low pay 12 the chance to manage a team

6 ajob you enjoy

Different cultures have different views about the best way to
get employees to work well. Think about the cultures which you

are familiar with.
Which is the most common in these cultures: hygiene factors or
motivation factors? Why do you think this is?
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Language focus 2: Quantifiers 5 In pairs, write sentences about motivation using quantifiers

1 Decide which order these quantifiers should go in.

several alotof alittle afew many much all
plenty of most some

| [ —

2 Complete the letter with these quantifiers.

littte few many agreatdealof some enough

25 January

Dear Mr Sanchez,

| am writing on behalf of the employees. 1
of them feel that the new pay dealisnot2 ___ as
it does not cover the rise in the cost of living.

| am aware that you and the management have invested
3. time and effort in securing this pay deal.
However, 4 union members believe that

the outcome of the recent pay negotiations has had
5___ effect on improving the economic position
of our factory workers.

We suggest that we hold a meeting of management and
the union representatives in the next 6 days to
resolve this matter.

Yours sincerely,

Rosa Gutiérrez

3 Write the quantifiers below in the correct category: countable
or uncountable. One can be used with both categories.

many afew much agreatdealof alarge numberof
ahugeamountof alotof several alittle

Countable, e.g. people, departments, motivators

Uncountable, e.g. motivation, time, growth

r v 1

4 Alittle / a few and little / few have different meanings. Look
at these pairs of sentences. Which of these sentences have a
negative sense? Then complete the rule below.

a A little time was spent on this aspect of the project.
b Little time was spent on this aspect of the project.
¢ Afew employees were satisfied with their working conditions.

d Few employees were satisfied with their working conditions.
When we use and , the meaning is usually

negative.

30 3 MOTIVATION

and the words below.

employees time managers relationships with colleagues
money personal development

Example: Few employees are motivated only by money.

Output: Motivating a demotivated company

Stage 1

Your consultancy firm is going to advise a company that
produces plastics on how to motivate their staff. The company
has problems with staff motivation. Look at the quotes from the
managers:

"Too many people are calling in sick on Monday morning!

‘A lot of workers don't think we listen to them, but we do!

‘We increased the pay and still the staff are not motivated!

'Staff seem to have time to do their jobs. Why are they complaining?’
‘A few of the factory workers have complained that they can't get
promoted, but some of them get paid more than management!

In pairs or small groups, discuss how you would feel if you
were a manager or employee in this situation. Do you think the
problems are related to motivation or to hygiene factors?

Stage 2

Join another pair or group and look at the plans that the

company have thought will help motivation:

= Reduce working hours - staff are working too many hours.

m |ncreased wages haven't worked - if paying people more hasn't
worked, perhaps the threat of less money will motivate them.

= Workers need to feel that they are part of the company. We should
have workshops to show how valuable their work is.

m |ncrease communication between workers and managers.

= Employee counselling will help to cut down on people missing
work.

Discuss whether the plans the company have made will help
motivation or not. Look at the Reading text again and also use
your own opinion.
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1 Using background knowledge

When we listen, we use our background knowledge about

the topic or situation to help us understand. Think about the

answers to these questions.

1 What do you already know about the way Creativ treats its
staff?

2 Would you expect the management to have very strict rules?

3 How might the importance that Creativ puts on face-to-face
discussions affect the number of rules the company has?

2 Listening for gist
Listen to the next part of the interview. Which is the best
summary of what Pia Orskov says?

a Employees often abuse the system and therefore the company
needs a lot of rules.

b Employees don't often abuse the system because it is based on
trust; therefore there are only a few rules.

¢ Employees usually follow the rules because there are severe
punishments if they don't.

3 Listening for specific information

Listen again and see if you can understand some more

specific information. Answer these questions.

1 Pia Orskov says that the company has three important rules.
What are they?

2 What does she say employees like best about working for the
company?
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Language focus 1: Articles Q:

1 Here are some things the interviewer and Pia Orskov said in
the interview.
a And so do you think that this information sharing is the most.
important way of making a company successful?
b ...it's something that people here attach very high importance
to when they talk about their workplace.
¢ So at staff meetings we celebrate and applaud a good effort or

good results of a group or a team ...

Look at the table with uses of a/an, the and no article. Which
rule explains each of the ways in which the speakers used/

didn't use articles in the underlined phrases in sentences a—c

above?

Use of a/an Use of the Use of no article

4 the speaker and
listener knows
what is being
spoken about |

9 with possessive
pronouns

1 we don't know
which one or it
doesn't matter
which one

| 10 with proper
- names (usually)

5 we say which
one we mean

2 any member
of a group (e.g.
a doctor, a
businessman)

11 thingsin
general

3 the first time 6 it was mentioned
we hear of the before
object in a story

7 the only one(s)

Critical analysis

Discuss the following guestions.

1 What do you think about the idea of employees meeting for a
face-to-face meeting for a few minutes every day? Do you think
that this is a good idea? Why might some people not like it?

2 Inthe interview the interviewer says that a lot of companies
‘pay lip service'to team building? What does he mean?

3 Inthe interview, Pia Orskov says, 'We think it's important to
have a we spirit instead of a me spirit! Do you agree? Would
you like to work in a company where the team, rather than

8 with superlatives

2 Complete the sentences with the, a, an or no article (-) using

the table above.

1 If it happens, it will be biggest takeover in history.

2__ oil prices are going to continue to increase over
the next 2 years.

3 We need to hire
French contract.

translator to help with the

the individual, is rewarded?
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4 Oh no! I've left the documents at

5 Can you go and pick them upin

cupboard next to the photocopier.
pen, please?

6 Itsin

7 Could you lend me

8 We can't start our meeting without
9 Would you like to come in and see

office.
my car?

CEOQ.
Mr Brown?

10 He saw man enter the office late last night.

man had short blond hair.

Look at the sentences in exercise 1 again. Write the correct ‘use’
number from the table above next to sentences 1-10.



Language focus 2: Vocabulary to discuss pay and
working conditions

salary career opportunities glass ceiling  fringe benefits
work-life balance  open-plan office  effort-reward balance
commission appraisal system  tip  bonus  severance package
mentoring system  flexitime

1 Match the words and phrases above with these definitions.

1 Asystem of working where people work a set amount of hours
in a period of time, but choose when they start and finish.
2 Afixed amount of money that an employee receives.
3 A working space where everybody has a desk, but nobody has
their own individual office.
4 A barrier that stops certain groups of people getting promoted
to the next level.
5 A number of chances to improve your position in the company.
6 An extra amount of money you may pay to a waiter or taxi
driver to say thank you.
7 Payment to somebody who sells goods. The more they sell, the
more of this they receive,
8 A system where a new employee learns from a more
experienced employee at work.
9 This tries to make sure that people spend the right amount of
time at work and don't work too much.
10 Pay and benefits that somebody receives when they leave a job.
11 Extra money somebody receives for a good performance.
12 A way of measuring how successful an employee has been.
13 Extras to the money that an employee receives, e.g. a company
car, free health care.
14 Where the company tries to make sure that employees receive
the correct amount of money for the amount of work they do.
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2 Do the words and phrases refer to pay and rewards or
conditions? Complete the table.

1 Pay and rewards

i Working conditions

3 Discuss the following questions.

1 What is most important for you, a high salary or career
opportunities for the future?

2 What examples of a ‘glass ceiling’can you think of?

3 What are the most common fringe benefits in your country or the
organisation you work for?

4 What do you think makes a good work-life balance?

5 Would you prefer to work in an open-plan office or would you
prefer it if managers had their own personal office? Why?

6 What do you think about appraisal systems? What are the
positives and negatives in your opinion?

7 Which people in society benefit from being able to work
flexitime? Can you think of any jobs where people couldn't work
flexitime?

Output: Presentation

Stage 1

What would your ideal job or workplace look like? Think about

things like:

= flexible working hours and the possibility of working at home

® Career prospects

» opportunities for training and taking time out of work for further
education

= rewards and fringe benefits (Are bonuses or things like having a
company car important for you?)

» working in a team versus working independently

m social events at work

Stage 2

Now imagine you are at an ‘Away Day’ with your department.
One of the tasks you have been asked to do is prepare a
presentation on an ideal workplace.

Work in groups and prepare the presentation. When you have
finished, present your ideal workplace to your colleagues and
managers.
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3.3 Skills: Conducting a performance review

Learning outcomes
® Use key vocabulary for performance reviews.

® Give constructive feedback.
® Hold a performance review meeting.

Introduction

Discuss the following questions.

= What is a performance review?
® Have you ever had a performance review? What was it fike?
= | ook at the advice below. Do you think it is useful?

Advice for managers in a performance review
1 Always remember why you are having the meeting: to review
the employee’s performance and to give constructive feedback.

2 Don't speak too much, let the employee respond and ask
questions and speak about their achievements and why things
happened. If they aren't clear, ask them to explain.

3 Remember to set goals and objectives for the future.

4 Ifyour assessment of the candidate is that they have performed
badly, then look at how they can learn from their mistakes and

perform well in the future.

Advice for employees in a performance review

1 Be serious. This is your chance to tell your boss how important
you are to the team.

2 Ifthe feedback that your manager gives you isn't clear, then say
so. You can't know if he/she has realistic expectations of you if
you don't understand.

3 Tell the truth. Don't say that you were excellent at something if
you weren't; your manager isn't stupid.

4 Don't blame others. You should find ways to solve problems.
If you supervise someone, then think about how you can help
them. Take responsibility for your actions.

34 3 MOTIVATION

Language focus 1: Vocabulary for performance reviews

Look at the words from the advice for managers and employees
in the Introduction. Match the words and phrases 1-8 with their
definitions a-h.

T
1 constructive feedback | a judgement or evaluation
|

b be the person whose job itis |
to do samething

| 2 set goals and objectives

I ¢ useful advice that is
sometimes critical

3 achievements

4 to review | d things a person has done

well

| 5 assessment e decide a future plan

——t

6 realistic expectations f go over or look at something |

i and analyse it
B
7 supervise

| 8 take responsibility (for)

| g check another person’s work |

h things you hope for and
which are possible in the

| future [
\ i ]

Listening 1: Beginning a performance review

You are going to listen to the beginning of a performance
review meeting in a business support consultancy. The business
development manager, Jenny, is having a performance
appraisal with her boss, the marketing director, David.

(0)

How does David begin the performance review? Are these
statements true or false?

1 He asks Jenny if she wants to raise any points.

2 He tells her whether or not she has fulfilled her objectives.

3 Heinvites her to talk about her achievements.
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4 Human Resources

4.1 Theory: HR planning

Learning outcomes

s Consider how organisations plan their human resources.

» Talk about the future using will, going to and the present continuous.
m Present ideas for recruiting and retaining staff.

Introduction
| !
| 1 Which of the following companies would you prefer to work Language focus 1: Talking about HR tasks

for? Why? 1 Look at the list of Human Resources activities and add the

® 3 company that manufactures a well-known luxury brand individual tasks to the correct activity area on page 37.
® 3 small company that has a good reputation as an employer, but

makes boring products Vi
m 2 large multinational that makes a wide range of products Individual tasks:

| 2 Would you prefer to have a very well-paid but boring job or recruiting new staff

an interesting job with a good salary? Why? salaries

3 In times of economic crisis which of the following ideas do
you think is the most effective?

pensions

m fire some peopie and keep some on full-time contracts. working with departments to help bring about change

; m Ask everybody to work part-time. advertising for new staff

4 How important do you think it is for the Human Resources developing staff abilities
department to think about the above questions? What tasks do

Human Resources departments usually do? informing employees about developments

Business view supporting heads of department in getting the best
Susan Heathfield, founder of Heathfield work out of their staff

Consulting Associates, which specialises

in the human side of implementir

planned change, says Human Resource

Management (HRM) is:

@ 6 the function within an organisation that focuses on recruitment of,
management of, and providing direction for the people who work in the
organisation. It deals with issues related to people such as compensation, hiring,
performance management, organisation development, safety, wellness, benefits,
employee motivation, communication, administration, and training. 9 9
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|

Human Resources activities

Compensation for employees

benefits packages

Hiri e

maintaining contacts with universities

Performance management
organising training
setting up a system of employee reports

Qrganisation development

organising inter-team / interdepartmental meetings
safety

2 In your view, are these activities only the responsibility
of the HR department or do other departments share these
responsibilities?

Listening 1: Retaining staff

Business view

www.frenglish.ru

Critical analysis

1 What problems might there be with talent alliances? Would
you like to work in this way?

2 What examples of different needs of different age groups at
work can you think of?

Listening 2: Short-term planning

- 1.24

1 In the second part of the interview Ursula Knorr talks about
short-term and long-term planning. What period of time do
these cover? Why is it hard to put an exact number on short-
term and long-term planning?

2 In a financial crisis why do some companies prefer to keep
people rather than let them leave the company?

3 Now listen and complete the following.

... Short-term planning is something like 1 time,

2 time; long-term planning is three to five years, It
depends on how you define your planning cycle.

... Companies need to have short-term regulations: reduced

3 . sabbaticals and options for taking

.. Companies cannot forsee how the crisis is gaing to

Dr Ursula Knorr is the head of

the Institute for Leadership and
Human Resource Management at
St. Gallen University in Switzerland.

1 You are going to listen to an interview with Ursula Knorr.

Before you listen discuss the following questions.

1 How do you think companies can retain staff?

2 Do you think companies should share talented employees or try
and keep the best employees for themselves?

2 Listen and answer the following questions.

1 What is the first way of retaining staff that Ursula Knorr mentions?

2 What is a talent alliance?
3 What example does she give regarding life-cycle oriented HR

management’

5 and they are reluctant to let people go

4 Discuss the following questions.
How do you think companies can keep staff motivated at times of
crisis?

2 Have you heard of anybody being asked to work fewer hours (for
less salary)? How would you feel in this situation?

3 What problems might companies have with retaining staff when
the economy is healthy?

Listening 3: Employer branding

1 Before you listen, discuss the following questions.

1 Whart is employer branding?

2 Why is it easier for companies [ike Porsche and Rolls-Royce to
attract employees than some other companies?

3 Why shouldn't companies lie about how great their company is to
work for?

4 What problems do small companies have with attracting
employees? What can they do about this problem?

2 Now listen and answer the questions.
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Language focus 2: Talking about the future using
will, (be) going to and the present continuous

1 Underline the correct future form to complete these sentences.

oet the head of HR this afternocon to discuss

the recruitment strategy.

4 The econcmic situation means we are going to have / will have

problems meeting the sales targets.

alot of money when he finishes his

5 lhope hei
Cours

Aleira f il Pl
2hing Lol inake

4

2 Complete the rules about using future forms.

1 Use talk about decisions at the time of speaking

o talk abaut intentions.

1o talk about arrangaements.

to talk about predictions with present evidence,

to talk about other predictions.

3 Discuss the following questions in pairs.

What are you going te do this evening?

= What meetings do you have in the next f
7

; weeks that you can't

= What changes do you hope you will see in your country in the

lo you think we will ses in employment

38 4 HUMEAN RESOURCES
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Output: HR Planning

Stage 1

What trends do you think there will be in the following areas? In
small groups, discuss and give reasons for your answers,

® Dirth rate

w flexibility at work

® salaries

® people’s attitudes to the environment

= people going ta work in other countries

ucation

-
i+

[

What other changes to society do you predict?

Stage 2

You work in the Human Resources department of a smafi
company that produces clothes for young adults. The brand is
well-known and liked by 18-25 year olds, but not really
well-known by older people.

What effect will the predictions you discussed in Stage 1 have on:
® your business as a whole?

® the way your HR department recruits and retains staff?

Stage 3

Use your ideas from Stages 1 and 2 to plan employer branding
of your company and how you will recruit and retain staff as a
whoale. Present your findings to another group



4.2 Practice: Re

Learning outcomes
® Discuss ways of keeping staff.
m | eamn and use vocabulary connected with skills and motivation.
m Design a training programme.

Case study

d keeping staff

Profile;: Emirates NBD

Emirates NBD, based in the UAE, is the biggest banking
group in the Middle East in terms of assets. It was formed
by the merger of Emirates Bank International (EBI) and the
National Bank of Dubai (NBD). The group has operations
in the UAE, Saudi Arabia, Qatar, the UK and Jersey

(Channel Islands), and offices in India, Iran and Singapore.
\ A

‘ Introduction

1 Think about your English course. Why are you doing it? Look
at the statements below and add other possible answers.

[ want to communicate better with business partners.

My boss sent me.

My chances of getting a better job are higher if my English is good.
| need to pass an English exam.

|
2 Is this course part of your training or part of your education?
In pairs, discuss the difference between the two words.

3 Should organisations provide (and pay for) training for their
| staff? Who benefits from this? What experience have you had of
in-company training?

Transferable skill: Using prediction to help understand
atext

There are things you can do before you read a difficult text
which will help you to understand it more easily.

Before you read, think for a moment about the possible reasons
for reading a particular article. What general questions could
you ask yourself?

What...? Why...?

Emirates Bank International (EBI) faced a number of HR
challenges during a time of growth. The bank went through

a wide-ranging process of reorganisation; its two main
business areas — Corporate and Retail — were segmented

and a number of new departments were created.

This meant that the HR department had to work hard to

tulfil the need for recruitment created by this growth. This
challenge was made more difficult by the fact that there

was an increasing need for more qualified and experienced
personnel throughout the state and many organisations

found that they needed to develop an attractive EVP |
(Employee Value Proposition) ~ the balance between the {4
employee’s work and the salary and benefits. &

: Reading 1: Characteristics of ‘good’ employers

You are going to read three extracts about the company EBI.
In the first extract, EBI is described by one of its employees
as a‘good’ employer. Write down three characteristics of the
company that you expect will be mentioned. Then read the
extract and check your answers.

EBI proved relatively successful at attracting young UAE nationals, largely due
toits long-standing reputation as a ‘good employer that developed its peaple.
Ahmed Marzougi, who joined EBI in 1988, commented, ‘In terms of salary and
package, it was not that great ... most people of my age joined the army but
s because my family was educated, they told me to join somewhere where you
can learn and benefit in terms of experience and future career/ Mahdi Khazim, a
senior manager in corporate banking, said that when he joined he appreciated
the fact that EBI offered stability and security as it was 77% owned by the Dubai
government,
Many of the people who are now corporate heads at the bank were also
attracted to EBI by the opportunities offered to ambitious young nationals to
progress, as apposed to the situation in foreign banks where expatriates held the |
senior positions.

o
AT S P Ao S T
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Reading 2: Training staff to retain staff Reading 3: Managing a talent pool

1 Before you read, use your own ideas to answer these

1 What do you think the third extract will say about the
questions. Then read the extract and check your answers.

following points?
1 What problems might a company have with traimirTg sessions? x Hiow efployees were picked for the talent pool
2 How can training staff encourage people to stay with a company? » how theion-theJob training modules worked
m what the effect of the on-the-job training modules was
HR was keen to encourage a learing culture within the organisation through
training and a talent management programme. HR wanted EBI staff to join

training programmes because they saw them as a way of increasing their St
value, rather than being ‘pushed’ into them as reluctant learners. Before this, Talent management was also important. Nelson D"Souza, a talent and

2 Read the extract and make notes about the points in exercise 1.

5 HR had put people on training courses but half of them failed to turn up f organisation development manager, recalled, 'We had a talent pool of
because they saw no value in the training on offer. people selected on the basis of performance . .. We picked some people
HR hoped that by putting the trainee at the centre as the main stakeholder, | from this and prepared them for certain areas where there were vacancies.
the result would be a culture in which people took responsibility for their -5 Forthese we developed 0JTs — on-the-job training modules. So, if we i
own learning and development while at the same time increasing their ' identified a talented person in the organisation and there was a vacancy '
10 career prospects within the bank and strengthening their loyalty to it. This two years in the future for a branch manager, | would take this person
was also seen as a way of growing in-house talent and leadership and a way through a progressive module for a branch manager. This would give them
of convincing the bank's line managers that they should develop their own i a vision of what the job was and the competencies needed. Later, the
staff rather than pay a lot of money to recruit staff from other banks. | 10 business areas of the company realised that people trained like this were
A Group Training Centre (GTC) was set up with a staff of 17. Its continuing better than market replacements. Noted D'Souza, ‘They are home-grown,
15 education programme, offered on the Internet, was a one-stop shop for all reliable and perform better ... they understand the business betterthan
employees, who could log on to find what courses were available, where / someone taken from the market &

whoto contact in order to appm and soon. : e i T ———
Batches of new trainees, who were school leavers, joined the Centre. They
followed a structured modular programme in which an orientation period | Critical analysis
in GTC was followed by a three-month spell of work experience, then a :
return to GTC until they completed their programme and were certified ¢
as proficient in a specific job. A quality check got rid of those who were E |

unsuitable. This scheme ensured that all trainees were transformed from f | 1.0 et B syt s e Blocesd s tamed o
school leavers into bankers | openly' What do you think about this? Would it work in the

. { organisation where you work or study?

20

Look at this model which illustrates how EBI systemised its
talent management and then read the description on page

2 Read the extract again. Are these statements true or false?

1 EBl wanted employees to athend training because they saw it as Identifying Talent i
useful to themselves as individuals.

2 The training courses have always been well-attended.

3 HR thought that if employees had training, they would be able to
find jobs in other banks.

4 |t was thought that the in-company managers would think that it

Leaders and HR classified the employees into the following
groups. They came up with the following percentages. 3

Managers who deliver consistently high performance and
demonstrate high potential to take on significant leadership

: . Stars roles in the organisation. They clearly demonstrate Emirates
was better to recruit staff from outside the company. (10%)  Bank Group’s (EBG) leadership capacities - strategic thinking, |
5 The school-leaver modular programme at the GTC allowed business acumen, interpersonal sensitivity, team leadership, i
nobody to fail. and self management, g
| Managers with high levels of expertise in business or suppart ;
Intercultural analysis | areas (that are not easily replaceable) and who deploy :
: ' | Experts  that expertise consistently to deliver strategic value to the £
Sometimes employees choose to stay with a company even | (15%)  organisation. They definitely demonstrate a high degree of ¢
though the warking conditions become very hard. This may be | innavation, initiative and passion. g
because there is a culture of loyalty to the company. i Managers who deliver the required performance and wha ﬁ
il i Performers i isati i f
How loyal are people to the organisation that you work for or flii ) ae essgntlai i the_ Organisaion maving, bu.t who ¥

i 2 iy | (70%)  are unlikely to make a difference to the organisation at a

study at? Do you think that this is part of the organisational ' strategic level
. AL | i i
? i o
culture or a national characteristic? ' Dead wood  Managers who deliver inadequate performance and who
--------- et o (5%) have become a liability to the organisation.
The talent identified may be put through a ‘Development Centre’ using
360-degree feedback and other psychometric tools to verify the talent
| and use the outcomes as  basis for development planning.
i | Source: Emirates Bank: The Search for Talent
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In this model, the business heads, together with HR classified
their managers into four categories. The process was carried
out openly. Those classed as ‘dead wood’ were not expected to
remain in that category for long. This category was designed
to make managers aware of the need to ensure that they did
not keep such people in their units but either move them up
through training or move them out,

Language focus: Vocabulary of skills, motivation and

training
1 Find the words 1-10 in the text. Are they nouns, adjectives,
verbs or phrases7

T __[ ittt Lol

Laa S'['Ong mterest and wish to i
| : do Sornethmg

2 prospects (Reading 2}
| ! future success at work |

PP b i

3 onentatlon (Readmg 2

4 proficient (Readmg 2)

-ERECE AR

‘ 4 notoood enough

I d trammg or preparation fora |
new job |

B s s ian il LR it

| 5 groom somebod)x f e skJJJ in m&kmg the correct [
(Reading 3) deos1ons |
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2 Match the words with the correct meaning.

Qutput; Design a training programme to help retain staff

Stage 1

Imagine that you work for a large multinational which is
currently expanding its business. As a class, decide what area of
business you are in and where the company is based.

In the past, the company has had a number of problems

in recruiting and retaining suitable employees. Read the
comments which were made on a recent survey of the company
employees.
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| don't feel as if | have any prospects with this
company. I'm looking for a job elsewhere.

| just don't have time to go to any of the training
courses the company offers.

| don't feel as though I'm working for & very
interesting company.

When { joined the company the only orientation |
received was about health and safety.

The company runs some good. training courses but
| am rot sure why these subjects are offered. |
don't think that they will make me more proficient
&t my job.

None of the people in my department seems to be
very loyal to the company.

| don't think | can realise my potential within the
company - | want more challenges!

Work in small groups. Think about how you are going to
address the comments above. You should also address:

orientation for new employees

identifying competencies you need to develop amongst staff
identifying future leaders

improving the passion amongst the team as a whole
improving the business acumen of top managers.

Stage 2
Work in pairs. Design a programme for staff training at your
company.

Stage 3
Report back to the rest of the class.
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4.0 Okills: Jolo intcrvicwsos

Learning outcomes
= Ask and answer gquestions effectively at job interviews as a
candidate and as an interviewer.
“ = Use some common colfocations for job interviews.
= Ask difficult questions diplomatically by using indirect questions.

1 What sort of information should there be in a job Some collocations, like future career are frequently used in job
advertisement? interviews. Find other common collocations for job interviews

2 Look at the advertisement below for a job in a Singapore bymatching the words 17 with theowarls a-g.

hotel and discuss the questions in pairs. 1 career a responsibility
[ 1 Do you agree that the qualities required of the candidate are 2 etrected o b pqnts
: : : 3 make c ajob
important for this type of job? 87 | d a decisi
2 What other qualities do you think are important? 5 m:‘nrpemna ak-foaon
o ; : on
3 Would the gualifications required be the same in your country? fgee & flns
6 strong f aproblem
7 handle g prospects

RIue
Company name: Blue Ocean Consultancy 1%ﬁ,a,:gu.,m Listening 1: Job interview at a hotel (0)

Employer type: Hotel / Resort jobs ‘

Position type: Front desk (> 1.26 |

Job title / function: Front Office Officers (Hotel)

Location: Singapore, Singapore You are going to listen to some extracts from job interviews.
Salary: SGD 1,500 monthly You will hear graduates of a Hotel and Catering Management
Job description: You must be eloquent, have excellent English course being interviewed for a job in a hotel in Hong Kong. The

communication skills and experience of customer service in the
hospitality industry.
You must possess relevant experience in Front Office operations 1 Listen and note down the questions asked by the interviewer.
in a reputable hotel.
You are expected to provide professional customer services for
our clients.
Job requirements: Must possess the following:

1 a bachelors degree in HRM

2 three or more years of relevant working

experience with employer’s testimonials

Benefits and other information: Annual leave, uniforms,
medical leave, hospitalisation and health insurance coverage,
training and development, etc.

job is for trainees who want to work in front office in a hotel.

1 Does she ask any of the questions you had in exercise 3 in the
Introduction?
Does she ask any different questions?

2
2 Listen again and answer these questions.

—

What answers does the interviewee give?

Are any of the answers the same as ones you talked about in
exercise 3 of the introduction?

3 Do you think she answered them well?

N

3 Work in two groups. Group A: You are responsible for
recruiting the right person for the job in the advertisement.
Group B: You are applying for the job in the advertisement.

1 In each group, make a list of questions that you would ask.

2 Swap papers with the other group and make notes about what
answers you would give.

3 Share your questions and answers with the rest of the class.
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Listening 2: Talking about your weaknesses

One of the most difficult questions candidates are often asked
at an interview is to talk about their weaknesses.

Listen to two candidates talking about their weaknesses.

Which one do you think gives a better answer? Why?

Listening 3: Questions for the interviewer

o 1.28

1 Imagine you are one of the candidates at the interview in
Hong Kong and answer these questions.

1 What questions would you ask the interviewer?
2 What questions would you NOT ask? Write down three questions.

2 Listen and see if the candidates’ questions are the same as
yours.

3 Listen again and answer the following questions.

1 What mistake does Candidate 1 make regarding where she wants
to work?

2 What is Candidate 1's second question? Do you think this is a
good question?

3 What answer does the interviewer give her?

4 What question does Candidate 2 ask?

5 What does the interviewer say she will do?

6 Why does the interviewer have to do this?

Language focus 2: Asking questions diplomatically

There are ways of asking difficult questions in an interview
which make them more acceptable.

1 Look at the following two ways of asking the same question,
then answer the questions below.

a What are your strengths and weaknesses?
b What do you think your strengths and weaknesses are?

1 Which one is better to use in an interview? Why?

2 Which one is an indirect question?

3 What happens to the verb when you make a question indirect?

If you are an interviewer, you can begin a diplomatic question
with What would you say ...?, or What/Why do you think ...?, as
in the examples above.

If you are a candidate, you can begin a diplomatic question with
| would like to know or ask about /if ... Could you tell me about ...?
For example, instead of saying How can | get promotion quickly?,
you could say:

I would like to know about the opportunities for promotion.
Could you tell me about the opportunities for promotion?

But be careful! Don't ask questions that would not be
acceptable to ask at an interview.
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2 Look at these questions and decide whether the interviewer
or the candidate asks them. Write | (interviewer) and C
(candidate) next to each one.

1 How much money do you want to earn?

2 Are there any opportunities for training?

3 What will | have to do in the first three months if | get the job?
4 What was the most difficult situation you have ever handled?

5 Why should we hire you?

6 How is the department organised?

7 Will | be able to work at the front desk?

3

Now make the questions in exercise 2 more diplomatic by
changing them into indirect questions. Sometimes you need
to change some other words in the question too, e.g. get
promotion quickly =¥ opportunities for promotion.

Discuss the following questions about job interviews in pairs.

1 What should you wear for a job interview?

2 Should you try to have small talk?

3 When the interviewer asks about your achievements, should
you be modest or should you ‘sell yourself'and perhaps
exaggerate your experience and achievements a little?

4 What topics should you avoid asking the interviewer about?

Do you think the answers to these questions might depend on

which country you are in or on the culture of the organisation?

What differences might there be depending on the country or

culture?

Output: A job interview

Stage 1

Look at the advertisement in the Introduction for a job in
front office of a hotel in Singapore. Work in two groups, A
(candidates) and B (interviewers).

Group A
1 Think about the questions you expect to be asked and
prepare your answers.

2 Prepare some questions you would like to ask.

Group B
1 Prepare the questions you want to ask the candidate, and
decide who will ask what.

2 Think about the questions you expect the candidate to ask,
and decide how you will answer them.

You can use questions that you prepared in the introduction
exercise 3. Look back at the work on collocations in Language
focus 1. Could you use these in your questions?

Stage 2
Work with a partner from the other group and conduct the

interview.

I3« Watch Sequence 2 on the DVD to find out more about Managing people.
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Writing 2: Covering letter for a job application

Learning outcomes

= Use vacabulary to highlight skills and achievements.
= Be aware of the target reader when writing.
= Write an effective covering letter for a job application.

—
Introduction J

1 Think of any experiences you have had of applying for a job.
Which of the following documents did you have to send in?

® a curriculum vitae (or CV) / a résumé
® an application form

= your certificates or diplomas

a covering letter

Did you apply for the job by post, via email or online?

2

3 Put the following in the order they usually occur in the main
body of a covering letter.

a [] your address and contact details

b [ ] your name

¢ [_] when you are available for an interview
d [ ] what your qualifications are

e [] your employment history

f [] your personality

g [_] the position you are applying for

h [ where you saw the advertisement

i [] whyyou are interested in the job

4 Which of the above should you give more detail of in the CV
or application form?

5 What information about your personality should you include
when you apply for a job?

e e e T

e L

Language focus 1: A strong opening

1 Look at the advertisement below for an associate manager in
Human Resources at Procter & Gamble in China. What kind of a
person do you think they are looking for? Consider these areas:

qualifications, work experience and personality.

2 Now look at the opening paragraph of a covering letter
for the job. Why is this not a strong opening? How would you
change it?

Dear Sir,

As I was browsing the Internet this morning, as I usually do,
1 came across your advertisement for an associate manager
in Human Resources, which grabbed my attention. I have
always been interested in China, and would love to have the
opportunity to live there. But let me begin by introducing
myself: my name is Marvin Saunders and I am 28 years old.

- e

T — I—

Job Description
Associate manager in Human Resources Department in
China

Description

Responsible for:

» supporting one or more specific core HR systems and
processes at the corporate level or on a site.

helping line management in preparing their organisation
to deal with change, which is the main constant in a very
competitive global marketplace.

working with line management to increase the
employees’ capability and commitment to the company.

44 WRITING 2: COVERING LETTER FOR A JOB APPLICATION

e ensuring that the programs designed to attract and
retain our employees are executed in a high-quality and
‘zero defect’ manner.

Primary work location: Beijing/Guangzhou/Tianjin

Qualifications:

« Bachelor degree or above

» shows strong leadership, direction setting, and guiding
others

« excellent critical thinking / problem-solving abilities

¢ strong skills in creativity, innovation, initiative, follow-
through, communication, and priority setting

« solid interpersonal skills and team-building abilities

* strong English communication skills

ol
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2 Rewrite the opening paragraph so that it is a strong opening.
Use the following guidelines to help you.

1 In your opening sentence, you should say what position you are
applying for and where/when you saw the advertisement.

I would like to /1 am writing to apply for the position of ... advertised in
(name of newspaper) / on the website of ... on (date).

2 Next, say in one or two sentences why you are the right person
for the job. Look at these examples from two different application
letters, one from a less experienced and one from a more
experienced applicant.

I have recently graduated with honours from the Harvard
Business School, and have just completed an internship with
- Prudential. My qualifications and recent experience, as well as
my organisational and communication skills, make me an ideal
candidate for the international trainee programme.

#

With a proven track record of success in finance and
accounting, | believe my experience would contribute greatly
to the continued success of Citizens Bank. | have enclosed
my résumé to provide an overview of my achievements and
qualifications.

. e, = s
RIS g e — e

Language focus 2: Highlighting skills and
achievements

In the body of a covering letter highlight your key skills and
achievements and tell the employers how you will contribute
to the organisation. Use positive action verbs, such as: achieve,
build, develop, contribute to, acquire, lead, manage, gain,
implement.

1 Underline the correct verb to complete these sentences.

1 In my current position, | have achieved / gained / led good
computer skills.

2 During my studies, | acquired / managed /implemented a wide-
ranging knowledge of HR management.

3 In my previous position as team leader, | contributed to / managed
/implemented a team of five administrative assistants who
reported to me.

4 As assistant manager, | was responsible for acquiring / leading /
implementing the strategies developed by the management team.

5 Graduating at the top of my class, | achieved / built / contributed to
one of the highest marks on my final project.

6 Asastudent | regularly built/ managed / contributed to the
university magazine.

7 My work in this area has allowed me to contribute to / build / lead
the skills needed to do the job.
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2 It can be useful to summarise some of your key contributions
as bullet points, especially if you have a lot of relevant previous
experience:

As outlined. in my CV, my key contributions in my previous
positions include:

* Training and monitoring trainees in the department

* Preparing and presenting monthly reports

Imagine you are applying for the job in the advertisement.
What three key points would you list? Think of your own
previous work experience, or use your imagination.

Intercultural analysis

Look at the following extracts from covering letters. Would you
write this in a covering letter? Why/Why not? Does it depend in

| which country you are applying for a job?

| have wanted to be a successful business person
since | was a child.

2
In my previous job, | learned the virtue of discipline
and the importance of a strong work ethic.

g | performed as a self-starter and became
indispensable to my department.

4

I am confident that | will be able to make an immediate
and positive impact on your company after | join.

- - .

Output: Applying for a job

Stage 1

You are applying for the job as associate manager in Human
Resources at Procter & Gamble in China. Write a covering letter
for your application.

——

Your letter should have the following parts:

1 A strong opening: state what job you are applying for, where
you saw the advertisement and why you are interested in/ a
suitable candidate for the job.

2 A main body: highlight your skills, experience, achievements
and relevant personal characteristics.

3 A conclusion: state when and where you will be available for
an interview, how you can be contacted and end politely (for
example by saying that you look forward to the interview or
meeting).

Stage 2

Exchange letters with another student and give each other
feedback. What are the strong points of each letter? What
improvements can you suggest?
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5 Organisations and
their structures

5.1 Theory: Organisational structures

Learning outcomes

= Describe the three basic types of organisational structure.

® Use collocations related to organisational structure.

® Discuss problems and solutions related to reporting to two managers.

Introduction

(A Every company has two organisational
structures: the formal one is written on the charts;
the other is the everyday relationship of the men
and women in the organisation. ® @

Harold S. Geneen (former President and

Professor Achim Weiand, lecturer in Human
Resources and Organisation at Neu-Ulm
University of Applied Sciences, Germany.

CED of International Telephtne ana
Telegraph Corp.)

\  [™ME

T T ]

[Vé-RYB o by x (Cr ‘(t,( You are going to listen to an interview about organisational

T structure. The speaker uses the example of a one-person
fé SE N pizza restaurant to show why companies need organisational
e structures.
,@g/jﬁ. 1 Imagine that you want to start your own pizza restaurant as

o i i ?
“| like to keep things simple.” a one-person business. What jobs would you have to do? Talk to

your partner and make a list.

Discuss the following questions. Example: cook

= What does the cartoon tell you about the structure in this 2 Listen to the first part of the interview with Professor Achim
organisation? Weiand. Write down the jobs he mentions that are needed for

= Would you prefer to work in a job where there is not much variety,  a pizza restaurant. Then compare your list of jobs with the ones
but you can be a specialist in your work, or to work in a place that he mentions.

where you can work on a lot of different projects? .
> proEeE 3 Atthe end of this part of the interview, Professor Achim

Weiand explains why company structures are necessary. If
necessary, listen again and complete the following sentence.

m Would you prefer to work for just one manager, or have different
managers who are responsible for different parts of your work?

®» How can you tell if a person is organised in their work or studies?

® How can companies help employees to organise their work? You have to
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Listening 2: How can organisations structure themselves?

1 In the next part of the interview, Professor Achim Weiand
describes three different types of organisational structure. Before
you listen, match the diagrams (1-3) with their types (a-c).

1 Headquarters
Division A Division B Division C Division D
2 General
Manager
r T : T 1
Manager of Manufacturing Sales
I"...]“.: liii‘“‘: ; :B
3 Chief Executive
icer
I - T : 1
Financial Biomer Operation Business
Service
Controller E e Manager Manager
Planni Purchase | Marketi
Ve Mg Mamow  Mampe  USE e
Regional s
e

a Functional or line structure
b Divisional structure
¢ Matrix structure

2 Listen to Professor Achim Weiand describing functional or
line structure, divisional structure and matrix structure and
answer the following questions.

Functional or line structure

1 What types of companies tend to use functional or line structure?
2 Why would such an organisation not appeal to someone who
wants to experience different types of work?

Divisional structure

3 What are the advantages for a large company of using the
divisional structure?

4 What disadvantage could there be?

Matrix structure

5 What structures does the matrix structure combine?

6 What problems can arise from reporting to two different
departments in an organisation?

Now discuss the answers to the questions about each type of

structure.

3 Look at the diagrams in exercise 1 again. Which type of
structure would you prefer to work in? Why?
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Language focus: Collocations used in organisational

structures

1 A number of terms are used to talk about organisational
structure. Match the following words and phrases to make
collocations. There may be more than one possibility.

1 chain of a labour

2 conflict of b divisions

3 delegation of ¢ responsibility

4 division of d command

5 line e for decision-making

6 organise f interest

7 regional g manager

8 responsibility h the company

2 Complete the text with collocations from exercise 1.

All organisations need a structure to show how the management is
linked and who takes 1 .The functional or line structure
is the most common form of structure for start-ups and traditional
companies. It has a very clear structure with everybody knowing
who they should report to and who their 2 is. The levels
of hierarchy are very clearly defined in this structure: for example,
the HR Officer reports to the HR Manager who in turn reports to the
member of the board who is responsible for HR. Authority passes
down from the top through executives to managers and their
subordinates in a clear 3

The divisional structure is more suitable for international companies,
as it enables them to 4 around products, customers or
geographical areas. For example, there are different regulations in
different parts of the world, so it's more logical to have 5

who have expertise in these markets. The divisional structure is
more flexible because there is a 6 from the head office to
individual regions and this allows decisions to be made locally.

The matrix structure tries to combine the benefits of the functional
structure and divisional structure. On the one hand, there is the
traditional hierarchy of the line structure and on the other, there is a
more fluid management structure. One of the results of the matrix
structure is that there isn't such an obvious 7 as people
have responsibilities in different areas. A problem of the matrix
structure is that there is oftena 8 when a manager may

have to react to demands and requests from several superiors.

Do you agree with Harold Geneen’s quote in the Introduction?
Can the everyday relationships in a company be very different
from the official structure? In your culture, do people prefer

to have a close relationship with their manager and feel just
as important or should the manager be a strong leader who
doesn't socialise with staff? What do you prefer?
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Transferable skill: Organising new vocabulary Output: Discussing a matrix problem

1 Itisimportant to have a strategy for learning new
vocabulary. In pairs, briefly discuss how you record and learn
new words and phrases.

2 Look at these three suggestions for recording vocabulary.
Have you used any of them?

1
Business
Sarvice
Controller Ma ; M.nllgm M-nlagar
r 1 T 1 T 1
Planning Works s Regional  Marketing

hierarchy
I'ha.raki/

In some organisations, the lines of hierarchy are very

efined with the CEO at the top, the management

claginge der them and so

below that, the heads of department un
on down the line.

Tell the class about any more methods of recording vocabulary
that you know. Then discuss together the advantages and
disadvantages of these ideas.

3 Look back at the vocabulary which was new to you in this
lesson. Do you want to record all of it? How do you decide what
you want to learn? Mark in colour what you want or need to
learn. Then in pairs, discuss how you are going to record this.

4 Look at the following ways that can help you learn
vocabulary. Which ones could / do you do?

» explaining a diagram to a partner

® saying the new words and phrases in your head (especially before
a situation when you know you will need them)

® creating your own sentences with the new vocabulary

= rephrasing new vocabu\ary to a partner

Now look at the new vocabulary in this lesson that you have
marked. Practise one of the ideas above with a partner.
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In Listening 2 Professor
Achim Weiand referred to
the conflicting demands
made on employees
working within the matrix
structure:

6 6 ... So there are
different conflicting
interests and this
person has to report
to two people and
balance conflicting
demands. That's a
huge disadvantage of
the matrix structure. ® 9

L

=

Stage 1

Read about the problem of an employee who works in a matrix-
structured company and is in a very difficult situation with two
line managers.

Miranda works for a large multinational that produces clothes. She is
currently working on a project to produce women's clothes for sale

in S.E. Asia. Her project manager has told her that the line of clothes
should be ‘sporty’and‘'young'since he has done a lot of market research
on this and the results show that this is what will sell well. However,
Miranda’s functional manager has told her that she should aim for
elegant'and ‘smart’ clothing since this is the style which the brand is
famous for. The functional manager is worried that if the company
produces ‘sperty’ clothing, this may damage the brand's image.
Miranda may also need to remember:

= her functional manager decides on future pay rises and
promotion in the company,

m her project manager has done the market research and this is a
key project for the company,

m the company has to think about its global image.

Stage 2

In pairs, make a list of the problems that may arise from
this situation. Try to use some of the collocations from the
Language focus.

Stage 3
Now make suggestions for how this employee could solve the
problem.

| think she should ...

It would be a good idea if she ...
She could ...

Work with another pair and compare your suggestions. Are
they realistic?




Learning outcomes

= Talk about changing company structures.

® (Use modal verbs to talk about future possibilities.

® Present and discuss ideas for team-building within a company.

Profile: Cisco Systems, Inc.

Reading 1: Background to Cisco’s problem

1 Look at the following diagrams that show how Cisco changed
part of its organisational structure. What differences do you
notice?

Cisco was founded in 1984 by a small group of scientists
from Stanford University in the USA. Since then it has
grown into a major enterprise with 300 locations in 90 Old Structure EX L

countr. le.s. Cisco has 46 data centres and server rooms Intelligent Network Services Data Center Services and Support
supporting the 70,000-plus employees; 14 of the data

centres/server rooms are production or customer-facing Financial
. and 32 are used for product development. Cisco is a A Support
k worldwide leader in systems for the Internet.

_) : - Engineering
Introduction

Discuss the following questions. DAL Srgptieadag
and Operations

Operating
System
Validation

Financial
Support

Data Center
Infrastructure
and Technology

Tool
Development

Unix/Linux Storage
Engineering Engineering
and Operations §} and Operations

» How well do you deal with change? How would you feel if you
had to change your job, your home or the country you live in?

= What was the last change that you had to deal with in your working
or study life? Were you happy about it? Wihelesis

= When companies change their organisational structure the Engineering
following can happen: and Operations
— Staff may find themselves working in different teams.
- Staff might have a different manager.
— Staff might have to follow different rules.
— Staff could have more or less work.
How would you deal with these changes at work?

New Structure

Implement:

s ; Proaram Office implementations
La“guage focus 1:V0cabu|ary for descﬂbmg changmg roaram ce mplementations
structures

i ; = 2 Now read the text about why Cisco made these changes and
Match the words 1-7 with their definitions a-g.

answer the questions.
b todmipierient & 15 e GrandRE B f(_)r 3 1 What type of structure did Cisco’s Network and Data Center
2 duplication b to put a plan or system in operation Services (NDCS) have in the past?
ff toaccommadate ¢ the dRok B SRS anc-i e 2 What were the regional network teams and regional voice teams
4 deployment d an exact Fopy of something responsible for?
i héndie b 3 What was one of the main problems with the structure?
< d‘.Sperse o e B 4 What did the NAIS report say might happen if Cisco’s NDCS hadn't
7 efficiency g the movement of people to other places

) changed?
or departments, usually for a short time
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1

Like most IT organisations of large enterprises
Cisca’s Network and Data Center Services
(NDCS) used a traditional divisional structure.
The original organisational model included

= regional network teams and regional voice

teams that were responsible for all aspects of
implementing and cperating their environments
and services. This led to a lot of duplication
across the organisation, which most employees

o were unaware of.

Cisco IT's NDCS organisation needed focus.

It asked Cisco Advanced Services’ Network
Availability Improvement Services organisation
(NAIS) to identify the areas that needed to

be changed and how they could make these
changes. The result of the report that was
prepared showed John Manville, Vice President
of IT NDCS that ‘The Network and Data Center
organisation could not accommodate the kind
of growth and technology evolution that Cisco
and Cisco IT were expecting. The existing
resources were not structured to support this,
and there was significant duplication of work
and processes. These would likely be strained,

s possibly to the breaking point, with even a

minimal amount of growth.’ /

Reading 2: The reorganisation of NDCS

Read the second part of the text and decide if the following
statements are true or false,

The whole of the Engineering team and the Operations team
are now in the new Implementations team:.

The new Operations team doesn't have to worry about people
being moved to other departments.

NDCS members in the new system use their expertise more now.

The storage team still all work in the same department.

Jim Scaduto thinks that before the changes the NDCS team had
a very difficult job.

Design engineers now work more than their normal hours.

Itis now easier to know which individual has the necessary
expertise,

Experienced engineers don't need to train newer staff members.

The NDCS will be able to find problems before they have an
effect on the customer,
The staff have less time to talk to customers than before,

Manville's solution was to restructure the NDCS
to Cisco’s lifecycle business model, which was
usually used by Cisco for customer network
implementation. The mode! looked like this:
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Prepare

— ~—
i
%mlmmn D

f Cisco Lifestyle *

Methodology

L

- @ Ve
The resulting organisational structure from the
lifecycle methodology was made up of the six
key phases: Prepare, Plan, Design, Implement,
Operate and Optimise. Organisationally, the
change involved moving some resources from
the former Engineering and Operations teams to
the new Implementations team. This was a key
component of the restructuring and presented
the opportunity for the new Operations team
to focus on operations without worrying about
deployments, which happened a lot in the old
system. Also, other NDCS team members were
able to concentrate on their specific areas of
expertise. For example, before there was a single
Storage Engineering and Operations team,
which handled the implementation, operation
and design of storage. In the new organisation,
this storage team was dispersed into the
Implementation, Operations and Design teams.

Jim Scaduto, service delivery executive, has

;s experienced a dramatic difference: ‘Previously,

4

45

most NDCS personnel had to balance design,
operational and architectural issues, which is
practically impossible. Now the design engineers
are less likely to be pulled out of meetings or

be on call after their regular work hours for
emergencies. Likewise, the Operations teams
can concentrate on providing priority services

to the clients. Now we know exactly who has the
focus and expertise in a specific area. | used

s to have to invite several people to meetings

because no one IT staff member had the
specific expertise that was needed.’

The new organisational structure enables Cisco
NDCS to look for new ways to improve efficiency
in managing service support. Experienced
engineers are called to train newer staff
members to handle incidents more quickly,
which in turn reduces the impact time. Tools
are being created to identify problems before
they cause client impact. And the new structure
has meant that staff have more time to talk to
clients and help them with Cisco's processes.

Overall, this change has increased awareness,
communication and improved customer
satisfaction.
Source: Organizational Change and Advanced Services for

Operarronaf Success, by Cisco Systems




l Critical analysis

Why do you think many employees are often worried about
company restructuring?

Language focus 2: Modal verbs for possibility and

probability

1 Look at the things that can happen when a company
restructures. Do you think they are likely?

Some people could lose their jobs.

Staff may need training, in order to improve coordination between
departments.

Managers might have problems with the changes in their roles.
Staff will have a better relationship with customers.

The underlined verbs are all modal verbs that say that
something is possible or probable. The modal verbs will and
could are more frequent than may and might in English.

2 dood v dhest exarmby iforre dusiinasy conversadinn e’
- answer the questions.

Which of the sentences say or ask if something is possible?
Which of them say that something is probable?

Which of them say that something is certain?

8 W N

S0, you might not be able to stop them.

Could the price be reduced if we buy more?

¢ We could just scan in the brochures we've got.

They will deliver it free of charge.

e They may go out of stock.

f How might advertisers change the campaign?

g That might be difficult to change.

h Rachel’s not very busy; she could do that.

The new system will probably be very different from the old one.

o

a

3 Which of these rules about modal verbs are correct?

a Modal verbs always need a main verb or an auxiliary verb.

b Modal verbs are followed by an infinitive with to.

¢ Modal verbs take an's'in the third person singular (he/she/it).

d To ask a question, you reverse the order of the subject and the
modal verb.

e Use do not to make a modal verb negative.

4 Correct the incorrect rules from exercise 3.

5 Which modal verb expresses the most certainty? Which
expresses the least certainty? Add will, could, may and might to
the diagram below.

most certain least certain

- -
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6 Look back at the article about Cisco. What do you think will or
will not happen after the reorganisation? Write one prediction
for each of the prompts below with could, will, might and may
(not). Put each of your predictions in one of the three categories
below depending on how certain you are about your opinion.

Example:

a I'm quite certain: The reorganisation will probably lead. to
redundancies .

b I think it's possible: It may lead. to redundancies.

¢ I'm not very certain: The reorganisation might lead to
redundancies .

1 Some middle managers / lose their jobs

2 The company / become more efficient

3 Customer services / be improved

4 The company / become more profitable

5 Communication between departments / be difficult

7 Work in pairs or small groups and discuss the sentences you
have written down. What other predictions can you make?

Output: Team-building

Stage 1
You all work for a big company which has reorganised its
departments.

Work in two groups. Group A is responsible for team-building.
Group B are employees in the company.

Group A: turn to page 136.
Group B: turn to page 141.

Stage 2
Group A: give your presentation on the ideas you have
discussed.

Group B: listen and ask questions after the presentation.

Stage 3

Discuss how you feel about the team-building exercises and
what other worries you have. Discuss the possibilities for the
future and try and make a plan for future training and team-
building activities.
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5.3 Skills: Briefing

Learning outcomes
m Explain, check and dlarily information.

= Use language describing a range of job activities.
® Brief somebody and actively respond to a briefing.

Introduction

1 Look at the dictionary definition of the verb to brief from the
Cambridge Advanced Learner’s Dictionary, then discuss the
questions below.

brief (GIVE INSTRUCTIONS) /bri:f/ verb [T] FORMAL to give
someone instructions or information about what they should do

or say: We had already been briefed about/on what the job would
entail.

-y

What information does the dictionary give you about how to
pronounce and use the word?

2 What do you think debrief means?

3 Can you think of situations which involve briefing (e.g. telling a
new employee what the main duties of the job are)?

2 In a briefing situation, there are two roles:

» the role of the person who does the briefing
m the role of the person being briefed.
How are these roles different? What things are important for

each person to do for the briefing to be successful? Discuss and
write your ideas in the table.

!.i The person who does the | The person being briefed

; briefing

Give clear instructions ... Listen carefully ...
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Listening: Informing a colleague @:

1 You are going to hear a conversation from the Sales
Department of an Internet Service Provider. Paul is the division
manager and Daniel’s boss. Daniel is the new senior accounts
manager. Paul is briefing Daniel about the department and his
new job.

1 How long do you think Daniel has worked for the company?
How do you know?
2 What kind of work will his job involve?

2 Listen again and answer these questions.

1 Has Daniel met everybody in the department?

2 What three things is Daniel doing this week?

3 Is Daniel worried that the work will be too difficult? How do you
know?

4 How many companies should Daniel contact?
a 300 b 150 ¢ 307
What reasons does Paul give?

5 How many action points should he get from his calls?

Language focus 1: Briefing and being briefed @;

When you are briefing someone or are being briefed, you often

need to:

® explain things

m check or clarify information

® show enthusiasm

m be an active listener to show you understand, for example by
saying yeah, OK

® use vague language when you are unsure of information or
because you want to be polite.

1 Look at the following phrases for doing each of the things
above. Which of the expressions do Paul or Daniel use? Listen
again and tick (v') the ones that you hear.



1 Explaining organisational structure and procedures

Youneedto ... [] | Youhaveto ...
So what you're doing this

week is finding out ... D
[

You should gointo ...

So what you're doing this
week is you're going to ...
You cangointo...

| I'will go through that [ will run through that

with you ...

[

with you ...

1 2 Checking and clarifying

!’— Have you had atour ...? Have you seen ...7
| y b
What I'm unsure about

at the moment s ...

‘ What I'm not sure about
! at the momentis ...

Od O 0 gg o

O O

|§ Do youwant meto...7 Should ] ...?
\i Showing enthusiasm
rd like to get going as I'm keen to get going
soon as possible. D as soon as possible.
4 Active listening
Sure. (] |ox
Yeah. D Absolutely.
Great. D Wonderful.

5 Vague language

oog) \ogg) &

a bit of [:I a fair amount of
kind of D sort of
and so forth D etc.

2 Notice that Paul uses all the language for explaining, but that
both speakers check and clarify things. Why do you think this is?

3 What about the other language: showing enthusiasm, active
listening, vague language?

1 Which are used by just one speaker? Why?

2 Which are used by both? Why?

When answering the questions, think again about the roles
each of the speakers plays in this situation.

Critical analysis
| 1 How does Daniel take an active role in this situation?
2 Why?
3 When somebody briefs you, in your culture is it important to
react in a similar way?
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Language focus 2: Job activities

Match the verbs and nouns to create collocations describing
job activities. Some of these verbs can be matched with more
than one noun to form different collocations.

1 attend a accommodation
2 workin b training sessions
3 book ¢ abudget

4 enter d business partners
5 reportto e amanager

6 arrange f revenue

7 maximise g data

8 liaise with h meetings

9 manage i ateam

Output: Taking part in a briefing session

Stage 1

Work in pairs.

Student A

Think about the company you work for or an organisation
that you know well. Decide what job you do in the company.
Spend five minutes making notes on what information you
would give to a new employee at your organisation. Think
about the company structure, rules, your job description and
training opportunities. Make notes and try to use some of the
vocabulary from the lesson.

Student B

Spend five minutes thinking of questions to ask about Student
A’s organisation. Think about the company structure, rules, your
job description and training opportunities. Make notes and try
to use some of the vocabulary from the lesson.

Stage 2
Have the briefing session with Student A briefing Student B
about his or her organisation.
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6 Managing organisations

6.1 Theory: Life cycle of an organisa

Learning outcomes
m Discuss the stages of the life cyde of an organisation

® Recognise and use adverbs of degree.

= Disguss an organisation’s problems at different stages of the life cycle,

Discuss the following questions.
B wWNICH
One that has just started up with a lot of

needed by a small group of people

9 [ i [ "
creative thinking

One where you know exactly what you have to do with a lot of
contral from seniar management.

One where there 15 a lot of teamwork and everybody has a
chance to make decisions.

| Verb . Moun

1 creatividy

E —"3

— = i
—

- =
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W

2 Match the words and phrases 1-4 with words with a similar
meaning a-d. Use a dictionary to help you if you are not sure,

e bl P =
a N o W

3 Complete the sentences using vocabulary from exercises 1
and 2.

Reading: Stages of Greiner’s growth model

Larry Greiner, Professor of Management and Organisation,
Marshall School of Business, developed a theory of
arganisational growth.

He said that growing organisations move through five stages of
evolution sach followed by a crisis and a change.




www.frenglish.ru

1 Read the article quickly and complete the four crisis names an the graph.

Stage | Ereativity | Leadership
The first stage of organisational growth is called
crearivicy. This stage is dominated by the founders of
the organisation, and the emphasis is on creacing both a
produce and a marker.
The founders are often good entreprenenrs, who do nos
especially like management activirics. Their energy is
concentrated on making and selling a new product.
Bue as the organisacion grows, munagerment problems

't oceur that cannot just be handled informally. The
founders have unwanted management responsibilities
and there are conflices hberween them.,

Stage 1 Direction | Autonomy
It is ar this poinr thar the crisis of leadership occurs and
'> Stage 2 begins. Who is going to lead the organisation and
solve the management problems? The solution is to et
@ Very strong manager who is acceprabile oo the founders

Size of Drganisation

ShALL

Stage 1
i |! Growttbnrough 1 Cfowth through | 3 Groweh through 4. Groweh thisugh 5. Geowth through
=| casamry DARECTION

Stages of Organisational Growth

Stage 2 Stage 3 Stage 4 Stage 5

DELEGATION  COORDINATION COLLABCRATION

5 A | |
L.Crsisof 2.Crsisof |3 Crsisof 4.Crisisafl |5, Crisis of
;)

and who can pull the organisation closely rogether. This
leads to growth through direcrian,

i During this phase the new manager and key statt take most ot the
responsibility for direcrion. However, over time lower managers will
increasingly want more autonomy, This can lead o what is called
the crisis of autonomy, The crisis can be solved by significantdy
increasing the amount of delegation from the top managers.

:» Stage 3 Delegation [ Control
It is difficult for rop managers who were previously successful at
being directive to give up responsibility and lower-level managers
haven't had the chance betore to make decisions for themselves,
They have worked as specialists, bur not decision makers. Asa
resule, many organisations struggle during this phase, while lower-
level employees become dissarisfied.
When an organisation gets to the growth stage of delegarion, it
uspally begins to develop a decentralised organisation structure,
which increases motivation at the lower levels. On the other hand,
s5 the next crisis begins as the top managers think that they are
increasingly lasing coneral and da not have enough power.
This crisis of conerol often resules in a return to cengralisation,
which is now inappropriace and parriculacly disliked by lower-level
mianagers who had autonomy,

2 Read the article again and decide which stage (1-5) the

following sentences refer to.

1 This phase ¢an lead 1o there being too Much bureaucracy.

2 Lower-lavel workers ane [ikely 1o want to Guit their jaip,

3 Anew manager comes in and has a lot of contral in the company.

4 Thie management focuses on developing s new product and
miarker

E Thare is mosr lkely 10 be a lot of tearmweork during this phase

YOUNG

v MATURE

Age of Organisation
+ Stage 4 Coerdination | Red tape

The solution tends o stare the next phase - the coordinarion

stage. This period sces the use of formal systems for achieving

greater coordination, with top management as the supervisor, A |

decentralised model motivares workers ar lower levels.
4 Yet most coordinarion systems eventually go too far and result in
the next revolutionary period - the crisis of red tape. This crisis
most often occurs when the organisation has become oo large and
complex 1o be managed through Formal systems.

Stage 5 <Collaboration
-0 To overcome the crisis of red tape, the organisation must move to
the next evolutionary period — the phase of collaboration. While
the coordination phase was managed chrough formal syseems
and procedures, the collaboration phase leads co more freedom
tor management chrough reams and solving personal differences.
== Social conrrol and sclf-discipline take over fram formal control.
Gireiner is not corcatn whae che next revalution will be, bue
he thinks that emplovees will become exhausted by too much
reamwork and heavy pressure for innovarive solutions,
Source: (rpnzational Growth Cyoles, ardele hr,ﬂl:ncl—ft:_l

3 Discuss the following questions.

1 ‘What skills do you think a manager neads? What about an

Entrepronelr?

2 Why doyou think lower-ievel managers fee! dissatisfed in the

delegation pericd?
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Larry Greiner's theary suggests that people like to make their

| ‘own decisions at work. s this always the case? Why might some
paople not want to make their awr decisions about work?

Language focus 2: Adverbs o f degree

1 Look at these sentences. What is the difference in meaning?

a The crisis can be salved by increasing the amount of delegation
from Lo fman agers

b The crisis canbe salved by significantly increasing the amount of

v e
1

gelegancn top ma

Anagers
Adverbs of degree grade an action, an adjective or an adverb,
This means that they tell us how much or how little.

2 Look at the article and find the adverb forms of these
adjectives. Then complete the rule below.

T ClO5E mm—

2. increasing

3 particular

Adverbs of degree are usually formed by adding 8 to

ans

3 There are a number of exceptions to the rule above,

Underline the adverbs of degree in the following sentences,

1 We've been quite successful in setting up incentive schames
employees are very enthusiastic about them

2 It has been g bit problematic for our company 1o develop
partrerships with other arganisations

3 The persdn whao started the company found that delegatng
responsibility was rathar difficuit.

4 Communication s ouk department is 100 disorganisec We hoed

1o have a much clearer system.

4 Try to add the missing adverb to these sentences without
looking back at the article.

1 The founders are often good entrepreneurs, who da not like
managdement activities.
Managemeant problerms accuwr that canngt be handled informaily
3 However over time lower managers will want more autonomy
4 This crisis most often occurs whier the organisation has became

arge and ¢

T | lax

Output: Discussing organisational growth and decisions

stage 1
Read situations 1-4 and answer the questions in small groups.

i i ] L R P oy
there 3 Frablam? if rthera o wha ?
1 5 INEre @ brab = 3, Wyl 15

2 ‘What can you say about the difterent Stuanons using Larry
Greiners theory?

3 What do vou think shauld Rappen in each of the situationsy

jrese with Larny G

einer's thegry
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new market. You think your competitors will if you do not react fast.
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Situation 1
A small start-up company chooses to have a strict bureaucratic structure
50 that everybody knows their role in the company.

Situation 2
The senior managers of a company decide to keep the same structure.

They have power in this structure but think that it is fair as the company is
performing well. Several talented and lower-level managers are planning
on leaving the company.

Situation 3
A manager tries to expand the company into new markets. She is told she
| does not have the power to make this decision by the board of directors.

Situation 4
Workers complain that they have to attend too many meetings and come
up with too many ideas.

Stage 2

Work in pairs. Choose one of the situations above and role play
the following. You can invent any details that you need to.

Situation 1

| Student A: You are the manager of the company who thinks that the

bureaucratic structure is a good idea.
Student B: You are an employee who would like more freedom,

Situation 2 |
Student A: You are a senior manager who wants to keep the same |
structure.

Student B: You are a middle manager who will leave the company if the
structure does not change.

Situation 3

Student A: You are a senior manager who is angry that the manager has
made plans to expand into new markets without consulting the board of
directors.

Student B: You are the manager who took the decision to expand into a

Situation 4

Student A: You are a manager who wants workers to feel part of the
company team and decision-making process.

Student B: You are a worker who just wants to do the job and be told what
fo do. |




Case study

6.2 Practice: Company development *

B

Learning outcomes

# Talk about changes in an organisation

B Linderstanc and use the past simpie and present perect 1o talk
about developments over time

= Present the history of an organisation.

l"lr‘

Y

Profile: Bryanston Organic

& Natural Market

Bryvanston Organic and Natural Market

+
]

SRAMSamaTiniL | 3 Do you prefer to buy fresh food at a supermarketorata
market? Why? Would you expect different customers in these

places?

is an outdoor organic market located in
lohannesburg, South Africa. It is not a typical business

- it is operated by a trust which is one of the main
fundraisers for the local community. Tt is a place for local

traders to sell their goods; each trader has a stall at the [ Listening 1: How Bryanston Organic Market developed

market and currently there are about 150 traders selling a - 1.32
- - . . v - ¥ k el
range of goods including food, drinks, jewellery, clothing, -
toys, homeware and health products Business view

tflelsch, Chief

Operations Officer of Bryanstor

' Market, South Africa
e T e

1 Bafo fisten to the firse
There are a number of reasons why organisations develop BOIURE U b

he interview with Konrad
in the way that they do. Some of these reasons are external, PAOEY ,E ikt b
. ; Hauptfleisch, look at these events
others internal to the organisation.

in the company’s history and
1 Think about what political and economic changes have taken  predict what order they may

place in your country recently. How do you think that these have happened in.
changes have affected some of the main organisations in your a Market research was camied out and t
country? .

restructurec:

2 In many countries there have been a lot of changes recently b Peaple brought their products 1o sell at the school,

in how people think about the environment; one example of ' ers began to employ people to operate and run the
this is that more people prefer to buy organic goods.

: realised that they needed a management team

Tick (') the statements below which you agree with, and then
in pairs discuss the results.

e The school raised money DY using the skills That it had in the
- Communily
® Putting organic’on products Is Just a way of raising prices.[] f ACOO was appointed
better.[ ]
e eatton made in an 2 Mow listen and match two events above with each year.

wer[ ] 1 33yearsage—

® How do you know it's organic? Anyone can put that label on their 2 20 years ago

& Organic food and drink tast

e |f | buy aT-shirt made o

environmentally friendly way,

products 3 seven or eight years ago




Listening 2: External reasons for change

S 1.33
1 Listen and note down the three external factors that meant
the market had to change.

2 Listen again and answer the following questions.

1 What type of people were Bryanston's cusiomers in the past?

2 How long does he say there has been an awareness of organics in
Europe? \What about in South Africa?

3 Does he think that Bryanston only had 1o change because of
external factors?

4 How much experience of business did the founders have?

5 ‘What did the founders have to do after a while?
Critical analysis

What challenges do you think there are when yvou have to

profit ke

rmanage peopke who are working for theilr
the stalihplders a1 Bryanston Organic Markat and not 1o the
company’s profit?

Do you think that they are more motivated to make changes of
ess!

How important do yvou think it was for the stallbolders at Bryanston

Organic Market 1o feel they could affect management decisions?

Listening 3: Crisis and growth

- T2

Ll

Listen to the next part of the interview and answer the questions.

1 Read these statements about the crisis and growth stages of
Bryanston Organic Market. Do you think they are true? Listen to
the extract and correct the statements if necessary.

1 Everybody in the market was working towards a comman vision

2 When he started at Bryanston Organic Market, Konrad

Hauptfleisch's main task was business management

3 Before he arrived, the traders at Bryanstan Organic Market were

confident in the management

Im grganic products

2 One of the COO's first tasks was to rebuild the trust between
the traders and the management. What was the situation when
he first started his job? Listen again and complete the following
extract.

The traders had the feeling that they weren’t being heard, that there

wasal on decisions. There was the feeling that

upper management was just looking at J and not
really looking at addressing the cancerns of the people who were
ma |.:|r~g the money. The stallholders fekt that T!'-F'y werant L‘:Ei“.:__‘_:
listened to and that if they were just given a chance, they could

3 tothe business

How did he rebuild trust?
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Language focus: Talking abowut the past (present perfect

and past simple)

1 Look at these extracts from the interview with Konrad

Hauptfleisch. Decide whether the sentences refer to the

finished past (a), the unfinished past (b) or a past action with a

present result (c).

1 The market started naarly 33 years ago

2 When they started nobody had real knowledge and expe
running a business

3 Many big retailers have been succeisful in 5ol
will continue 10 be 50

4 The importance of arganics hias alsg increassd

5 There has been

2 Which tenses are used in sentences 1-5 above?

3 Look at the sentences in exercise 1 and complete the rule.
To form the present perfect use thie subyect + 1 ar

has and the 2 _

— participle of the verb,
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4 Which of the following can you use with the present perfect Output: Describing the history of an arganisation
and with the past simple? Stage 1
1 five years ago 6 already Work in two groups. You are going to present the history of a
2 recently 7 lots of times company.
3 since e Group A: look at page 137.
4 vyesterday afternoon 9 |ast week
5 just 10 in 1997 Group B: look at page 142.
Use the time phrases below to help you prepare the
5 Underline the correct form. . S anbaelo i YOUY EOmpR:
1 How has the market changed / did the market change since it has
opened / opened] atthe beginning  during (the first year / the first five years)
2 'What role did traders play / have traders played 33 years ago? after (the first phase / a year / the crisis)  then  since then
3 How has /did the structure of the target market cltered / alter recently  inthe last few years cumently now &t the moment
recently?
4 ‘We had/ have had a lot of problems last year, Stage 2
5 Since he armived / has arrived at the company, they made/ have When you listen to the presentations of the other group, look at
made a ot of changes. the time expressions above and tick () the ones that are used.
Transferable skill: Making timelines .:L::E:t-lie Beasentations, discuss the chunges thattliess
Timelines show what order events happened in. They can be organisations went through / are going through. How do you

used to help plan a project, to prepare for writing a report or in think these were experienced by the staff?
a meeting to help show how events have occurred.

’ Construction Timetable
1 Think about your experience of learning English. When did

you start? What form did your learning take? Why? How did this Description Year 1 Year 2 Year 3 Year 4
develop? What events occurred to help er hinder your leaming? _ T i EEET v '
MNow draw a timeline to show your progress in English and write Parking Garage West |

in the key words for the events. Verticle Expansion & :
2 Work in pairs and talk through your timeline. Try to use both Chilldenn’s Hospits :
the past simple and present perfect. Childcare center :

Biotechnology Center

Project schedule

Advisory Panel Meetings Draft Reports
Dec 2-3 Feb 15

Second Symposium
March 18 ﬁ".l

May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May
Year 1 Year 2

- Project Start J— First Symposium Advisory Panel Meetings ; Final Reports
! Jun Sept 22 Feb 3-5 i ! Apr 30

| Perform Research 5 |

i Input From Industry i
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6.3 Skills: Starting a meeting

Learning outcomes
m Exchange information informally and formatly.
® Use verbs and linking words to intraduce a meeting.
» Prepare and go over the agenda of a meeting.

Introduction

oy AN

1 Think about the last meeting you attended, for example a
meeting at work, at university or at a club. Answer the following
questions.

® \What was the topic of the meeting?

® Did the meeting start as soon as everyone arrived?
® Did someone chair it?

a Was there an agenda?

2 How important do you think it is for there to be an agenda
for a meeting?

3 How soon before a meeting do you think the agenda should
be sent round?

You are going to listen to the beginning of a meeting in a
British manufacturing company which is going through a major
change. The meeting is between company employees John (IT
manager) and Andy (analyst programmer) and a consultant,
Sarah, who is helping them.

1 Listen to John and Sarah talking before the meeting and
answer these questions.

1 What has changed since the consultants’last visit?
2 What kind of products does the company currently manufacture?
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2 Listen again and answer the questions.

1 What does John mean when he says ‘all that side of it is actually
signed and sealed’?

2 How many people will lose their jobs?

3 Who will lose their jobs?

4 How many people will not lose their jobs?

Listening 2: The agenda

Meeting with IDA Consulting
4 May

Agenda

1 Apologies

2 Minutes of the last meeting
3

o ~N oy U

AOB

John is chairing the meeting and at the beginning of the
meeting he goes over the agenda.

1 Look at the agenda for the meeting. What do the first and last
agenda items Apofogies and AOB refer to?

2 Listen to John going over the agenda, and complete the
missing points on the agenda above, Use the key phrases below
to help you:

review outstanding work  agree on objectives

go over progress to date  define programme specifications
get specifications converted into an extract programme
confirm that document is correct  confirm methodology




Language focus: Linking words and vocabulary for

the agenda

1 When John goes over the agenda he frequently uses two
kinds of language:

a Words and expressions which link the different points on the
agenda, e.g.

Now, | think what | want to do today is firstly ...

Andthenalsoto ...

And then we'll see where we go. OK?

b Verbs and phrases with verbs for going over the agenda, e.g.
... to agree on the objectives,

| want to take you through the progress to date.

And then to review with you the outstanding work that we need to
do.

Can you think of other linking words or phrases?

2 Match the verbs and phrases 1-7 with the ones that have a
similar meaning a-g.

1 let you know a remind you
2 discuss b go over again
3 review c tell you

4 confirm d gethelp

5 take you through e agree on

6 get assistance f talk about

7 refresh your memory | g describe to you in detail
{

3 Here is another example of a chair going over the agenda for
a meeting. Complete what he says using these verbs.

agree letyou know discuss review report

OK, here are the topics | wanted to 1 today. Firstly, I'd
like to 2 the latest developments with the new sales
rep position, and we're going to have to make a decision about that
today, so we should 3 on who we want. Secondly,
John is going to 4 on sales in the last month. And
finally we need to 5 our plans for the trade show in
March, which we don't necessarily have to do right now, but we do
have to decide by next week at the latest.

4 Underline the linkers in the text above.
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1 The meeting in Listening 1 and 2 is quite informal.
The participants exchange information informally before the
chair officially starts the meeting. How do people behave at
the beginning of meetings in the cultures that you know?

| 2 The participants give feedback (e.g. Yes, Right, OK) while the

E chair goes over the agenda. How would the beginning of a
more formal meeting be different?

3 What factors make some meetings formal or others more
informal? Think of two or three more factors.
Example: the company culture

Output: A company in crisis

You are the management board of a company that makes tools
for heavy industry. You employ 75,000 people in Germany,
France and the UK. You must solve the following problems.

® You need to lower the cost of producing your tools. Your
competitors use cheaper labour in other countries.

B You need to lose some employees: 4,000 jobs worldwide may
have to go after you lost a big contract.

® Some products have been recalled as they were faulty.

® You could perhaps merge with another company or sell the
company.

Stage 1
Prepare the agenda for the meeting in small groups.

Stage 2
Work in pairs and take turns to go over the agenda.

Stage 3

Elect a chair. The other students should be managers in the
company or consultants. The chair should welcome the visitors,
open the meeting and go over the agenda. Once he or she has
done this, role play the first five minutes of the meeting.

\E“ ‘Watch Sequence 3 on the DVD to find out more about Managing Cultures.
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Writing 3:

|
Learning outcomes
j- = Recognise what makes an email formal or informal.
E E m Understand how relationships influence the level of formality.
i ® \Write a business email in an appropriate style.

N e

FPLES < rof RS ERA MR FETY I i L

Urgent & From Subject Date Received
| [ Max Hi Mon 15 October  10:01
| I 2 i & Amy Tang Sales Team Meeting on 23/10 Mon 15 October  09:36
L ‘f 3 SPAM: PRM Earn money weekly Mon 15 October  09:21
s. ‘f 4 Urzula Pacek Re: Our phone call yesterday Mon 15 October  09:04
Hi 5 ! Pedro Fernandez Re: ILP Conference Registration Mon 15 October  08:59
|6 fx135@htp.com Mon 15 Qctober  08:30

I 1 Look at the following ways of communicating with people in

letters and emails

| writing and discuss the questions. 1 Look at the following pairs of sentences or phrases from
| u |otters letters and emails. Write F (formal) or | (informal) next to each
‘ B cmails sentence.
‘ m {ext messages 1 a We would appreciate your letting us know which models of
J'r ® onling instant messaging used copiers you can make available, as also the guantities and
| " ® social networking sites unit prices thereof. D

b Pls e-mail us your inventory and price lists. ||

-

Which do you use in your study, work or everyday life?
| 2 Which do you use most / least frequently? 2 a Many thanks! []
| 3 Do you write in the same way in all these situations? What b Thank you very much for agreeing to work on this project. [:’
’. differences are there? 3 a Should you have any queries at all about the review or what to
_ ‘ 2 Look at the email inbox above. Imagine you have received include in your report, please do not hesitate to contact me. ]:
| (l these emails in your inbox. b Please don't hesitate to contact me if you have any
! ‘ 1 Put the emails in the order you would read them. questions. [_]
; r 2 How will you deal with each of them? 2 Look again at the sentences in exercise 1. Which of the
. ;!! m respond immediately following features are more common in formal letters and
| [ m respond later emails? Which are more common in informal ones?
‘ ® delete

I 1 simple sentences

‘ 2 long, complex sentences

l 3 no contractions and abbreviations
| | 4 contractions and abbreviations
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- . ) -
Language focus 2: Formality in emails Q Email 2

All the formal sentences in Language focus 1 are from letters,
and all the informal ones are from emails. Emails generally have
a less formal style than letters, but there can also be differences

in style between emails.
1 Look at the two email messages below. They both involve

communication between two companies or organisations.
How is the writing style different in each one? Think about the
following points.

1 the greeting and the ending

2 the topics

3 the amount of information provided
4 the formality of the language used

2 Which email is more informal?

3 What examples of informal language discussed in Language
focus 1 can you find in the more informal email?

4 Is there anything else that makes it more informal?

Email 1

A6 6 ()
Delete  Reply Reply Al Forward Print
Dear Mike

Thank you for your email. You may use one
of our logos. Please visit our brand guidelines
website where you can download the version
you would like: www.msbrandguide.org.uk
and click on downloads.

As you are running an event to help us, please
can In aid of or In support of appear to the
left of our logo. Because you are featuring our
logo, please can you send us an image of how
it is being used so we can ensure it is being

reproduced correctly?

Please do get your friends to get in touch with
our events team if they need any support (tel
0870 417 0192 or events@ms.org.uk).

Please let me know if you have any questions.
Many thanks

Indra

Indra Patel
Brand Manager

e8eo ; b cfifc il i £

Delete  Reply Reply All Forward Prnt

e

Hi Jeff
Got all your bills in the post this morning.
Many thanks.

And very sorry about that one from January
that didn’t get paid. You're quite right - in
the confusion about the invoice numbers, we
forgot to pass the new version on to accounts,
but just filed it away ... a brilliant way to save
money. ;-))

Anyway, accounts have it now, so it will be
paid with the other ones at the start of next
week.

How were your nerves last night? I didn’t
watch the game, but saw the penalty shoot-
out. Very tense.

Cheers
Hugo

5 Now rewrite the informal email in a formal style.

Output: Writing external emails in an appropriate style

Stage 1
Work in groups of three.

Student A: look at the information on page 137,
Student B: look at the information on page 142.
Student C: look at the information on page 144.

Stage 2
Before you write the email, think about what style (informal or

more formal) will be appropriate.

Stage 3
Write the email.

Stage 4
Reply to the email you receive.

Tell the class how you decided what style to use in your email,
and if you think the response you got used an appropriate style.
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Supply-chain management

(SCM)

1. 1 Theory: SCM and logistics

Learning outcomes
® |earn about the theory of supply-chain management.

m Use coliocations connected with supply-chain management.
= Design a supply chain.

Introduction

The supply chain describes the suppliers, storage facilities,
retailers and modes of transport which are all involved in
getting the product from its original source to the end user.

1 Look at the photos showing part of the supply chain of coffee.

1 Who are the peope involved in the supply chain?

2 What stages does 3 coffee bean go through to get to the
customer?

3 The supply chain is also connected with the flow of information.
What information do you think that the different people in the
supply chain need?

Language focus: People involved in the supply chain

1 Match the people who can be involved in the supply chain
with the correct definition.

a shops which sell the finished
product

1 manufacturers

2 wholesalers b the producers of the finished

product
3 suppliers ¢ people who buy the finished
| product
: i - .
4 retailers i d organisations who sell the finished
| productvia the Internet
5 e-tailers | e companies which sell the finished

farent shops

|

! |

| 6 end users/ consumers | f companies offering the raw
| material or partl

y finished goods 10

| other companie

2 Use the vocabulary above to describe peaple you identified
in the supply chain for coffee.

Example: The farmer is a supplier to the coffee companies.
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Listening 1: The supply chain and its functions

Business view

Professor Oleg Zaikin works at the Warsaw
School of Computer Science, Poland. He
has written extensively on Computer

Science and Supply Chain Management.

1 What do you think the functions of a supply chain are? Look
at the slide on page 65 from Professor Oleg Zaikin’s lecture.
What do you think he will say?




Functions of a supply chain

e Receivingand1 ________ customer requests

o New product 2

e Marketing

¢ Production 3

¢ Distribution

¢ Finance

¢ Customer 4

Each stage in the supply chain is connected through the
5_____ of materials, the products, information and
funds. These flows often occurinG _ directions.

2 Listen and complete the first part of Professor Oleg Zaikin's
lecture.

3 What do you think Professor Oleg Zaikin means when he says
that information in the supply chain flows in both directions? Can
you think of some examples of this in the supply chain for coffee?

Transferable skill: Noticing and learning collocations

Any language contains many collocations (words which are
often used together).

When you learn new vocabulary, it is a good idea to learn
the whole collocation, e.g. make a decision not to make and
a decision separately. This helps you to communicate more
fluently.

When you talk about the supply chain, there are a number of
collocations which are useful because they are often used in
this context.

Complete the verb-noun collocations using these verbs. The
meaning of the verbs is given in brackets.

confgure rise incur allocate set handle maximise
generate

the overall value (make the most of)

the supply chain surplus (increase)

revenue (create)

costs (cause)

resources (assign)

orders (deal with)

a date / the mode and schedule of delivery (fix)
the supply chain (coordinate)

Listening 2: Goals of the supply chain

Before you listen, try to answer the following questions. Then
listen and check.

0O <N bW -

1 What is the main purpose of the supply chain?

2 Why do decisions about the supply chain have such a big
impact on how successful companies are?
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Listening 3: Decision-making phases of SCM

1 Professor Oleg Zaikin talks about the three key decision-
making phases of supply-chain management. Listen and
complete the slides below.

1 Supply-chain strategy / design decision
— long term and very expensive

Decisions about:

e howto1 ___ the supply chain

* how to configure the supply chain

e how2___ will be allocated

e what3____ each stage will involve

2 Supply-chain planning
-1__ 3 monthstoayear
Goal of planning:to2 ____________ the supply-chain surplus
As a result of the plan, companies define a set of
3 that 4
operations follow.

3 Supply-chain operations
—timeframeis1____ ordaily
— during this phase decisions are made about an individual
2
Goals of supply-chain operations:
e todealwithd —_________ orders
« to allocate production resources to meet 4
orders
e t0b5 when
an order is to be filled
¢ decidethemodeand6 ___ of delivery

2 Work in pairs. Close your book and tell your partner what

you can remember about supply-chain strategy, supply-chain
planning and operations. While you listen to your partner, listen
for some of the key vocabulary from the slides in exercise 1 and
give your partner feedback.
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3 Think about the goals and functions of a supply chain. Here is
a simple diagram of a supply chain for clothing export in Hong
Kong. In pairs, discuss the following questions, using some of
the vocabulary you heard Professor Oleg Zaikin use.

Government
agencies

Hong Kong Clothing Export Overseas markets

"\
_Buying offices
Sourcing ” Retailers ™

agents o

N4

Forwarders and
carriers

Fabric and i Clothmg i

:
e S manufacturers
suppliers

Consumers

[4-e Flow of information |
— Flow of merchandise

1 What resources need to be
2 What are some of the processes at each

allocated at the start of the project?

stage of the supply chain
for the Hong Kong manufacturer?

3 How could the company try to maximise its suppiy-chain surnlus?

Intercultural aualysis

One of the criteria for a successful supply chain is time

management; all

the participants agree on when a particular
process should be complete. [tis important to keep to this
deadline or there will be delays in other parts of the supply
chain.

In some cultures, peaple see time / appointments / deadlines as
flexible; in other cultures, it is important to always be punctual.
This can be an intercultural problem. Have you had any

experience of this? How can this problem be managed?

Output: Making decisions about a supply-chain strategy

Stage 1

Work in small groups. You are responsible for the supply chain

of a new soft drink that will be sold in the country you are

in now and in its neighbouring countries. Think about the

following points:

1 What ingredients will you need for the soft drink?

2 Where will you buy them and how
production facility?

will you get them to your

3 Where will the production facility be?
4 What packaging will you need? Where will you get it from and

how will you get it to the production facility?

5 Where will you have your warehouses sa that the product can
easily be distributed?

6 How

will you get the product to the customers?
7 What sort of retail outlet (shops /

you target?

tness studios) wi
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Are there any other important decisions to make that are
particular to your country or the neighbouring countries?
Remember that your goal is to maximise the supply-chain
surplus. What issues will you need to think about to make sure
this happens?

Stage 2

Draw a diagram to illustrate your supply chain. Show it to
another group and talk them through the supply chain that
you have designed. Before you talk about it, look again at the
collocations you learnt in Transferable skill and prepare to use
some of them in your description.




Case study

A

1.2 Practice: The role of the customer in SCM

Learning outcomes

= | earn about a company’s innovative approach to SCM.

m Use zero, first and second conditionals.

= Discuss the internal and external issues influencing SCM.

Profile: IKEA Reading 1: Introduction to IKEAs supply chain

T You are going to read a text about IKEA's supply chain. What

IKEA sells more furniture and products for the home
do you know about IKEA? Have you ever bought anything there?

such as lamps and photo frames than any other company
of this type in the world. It operates in more than 38
different countries. Tt was the first company to sell flat-

2 IKEA tries to operate in a sustainable way. What do you think

pack furniture on a wide scale. Flat-pack furniture is
packed in smaller, flat packs that take up less space and

it can be taken hame by the customer without a delivery
van. The customer must then put the furniture together
themselves. This means that IKEA can keep prices lower
as there are lower costs for storage space and distribution.

As you can see from the company profile of IKEA, the customer
is much more part of the supply chain than in the past - the
customer is not just the end user; they play a role in the chain
by assembling, collecting and delivering the product.

1 What are the advantages of this for the customer?

2 What are the advantages for the company?

3 Would you prefer to pay more for a product, e.g. a bed, which
is delivered to your house and put together by the company, or
pay less and transport and assembie the bed yourself?

sustainable means? Read the first part of the article and check.

Ln

Businesses have to think about the long-term effects of
providing the goods and services that consumers want,
Organisations try to operate in a sustainabie way. This
means that they supply goods in a way that is of benefit

to both customers and the environment. Customers do not
always know where goods have come from or the stages
through which they pass before they are ready for sale,
One of the ways in which IKEA tries to include the
customer in its supply chain is by being open about how it
operates; the company makes information about its supply
chain available on its website.

In the information about its supply chain, IKEA has
divided it into three stages:

« raw materials (the primary sector)

« manufacturing (the secondary sector).

» distribution and retailing services (the tertiary sector).

3 Now discuss the following questions.

1 How important do you think it is for companies to be open about
their supply chain?
2 What information do you expect the company to give about the

different sectors?
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Reading 2: IKEA and the primary sector

1 Read this text about IKEA and the primary sector of the
economy. Note down the key words or phrases.

Primary sector
IKEA works closely with its primary sector suppliers to
make sure that it receives raw materials from sustainable
sources, IKEA tries to minimise the impact of production
= on the environment. For this, it uses a tool to measure the
environmental impact of products. This looks at resources, |
production, use and recycling for each product. ’
Around half of IKEA’s products are made of wood
which is a good source of material as it is recyclable and
1 renewsble.
Other production processes which help to support
sustainability include:
« making tables from recycled plastic, i
« making rugs from off-cuts,
15« designing products which take up less space when they
are transported.
IKEA works with suppliers to reduce waste or use waste
products in further manufacture. To help, it has a Code
of Conduct called the IKEA Way of Purchasing Home
a0 Furnishing Products (TWAY).

Source: The Times 100, Building a sustainable supply chain |

S

2 Work in pairs. Using your notes, tell your partner about IKEA
and the primary sector. Your partner can look at the text and
tell you anything you have missed.

Reading 3: IKEA and the secondary and tertiary sectors

1 Work in pairs. Student A: read about the secondary sector
on page 137, Student B: read about the tertiary sector on page
142.

2 Complete the table below with notes about the sector you
have read about.

ii Distribution and retailing in ]
| the tertiary sector

;( Manufacturing in the
| secondary sector

L. S LB i

3 Tell your partner about the sector of the economy that you
read about. Use your partner’s information to make notes on
the sector you have not read about.
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| Critical analysis

How important is it for you to buy products from companies
that follow a code of conduct like IKEA? Which of the following
| would change your decision to buy a product even if it was r
much cheaper? |
= if the company used child labour |
= i the manufacturer used woad resources which were not |
sustainable ‘
m if the company was polluting the environment |
| Do you think that some comparnies claim to be green even r

when they are not?

|
| IO e R =

Language focus 1: Verbs to describe the supply chain

1 Some verbs are useful when talking about supply chains.
Complete the sentences using the correct form of these verbs.

reduce collect supply assemble deliver

1 With more online purchases fewer customers go to the shop to
the goods themselves.

2 Some companies try to gocds in a way that
benefits both the consumer and the environment.

3 | saved some money when | bought flat-pack furniture, but it
didn't save me time. It took me all day to TN 4

4 QOne of the objectives of the supply chainisto ________the
amount of waste.

5 We should be able to
the next 24 hours.

the goods to your office in

2 Use some of the verbs above to describe the supply chain for
something you wear or use.

Language focus 2: Using conditionals @;

1 Match the sentences about IKEA with the correct meaning.

1 Ifan employee wants to cycle to work, we provide them with a
bicycle.

2 if one of our suppliers used child fabour, we would not work with
them again.

3 We will deliver a piece of furniture for you (for an extra charge) if
you cannot coflect it yourself.

a This sentence talks about an event which is probable.

b This sentence talks about something which is generally true.
¢ This sentence taiks about a situation which is not probable,

Note that the if clause can come first or second in a conditional
sentence.




2 Look at the sentences in exercise 1 again and complete the
rules about the form of each type of conditional.

sub-clause main clause
zero conditional if + tense tense
(general truths)
first conditional if+ tense tense
(probable events)
second conditional  if+ tense  conditional

(unlikely events) form (would + infinitive)

3 Look at the form of the second conditional. We use the past
simple in the sub-clause to show that this event is not likely
to happen. How do you talk about unlikely events in your
language? Do you use a past tense or the conditional form?

4 Look at the following sentences, The underlined words can all
be used with conditional sentences. Then answer the question.
When we go into production, we'll make a bit of money out of it.

You can transfer the money yourself provided that you have access
to the Internet.

We will continue using the same supplier unless something goes
wrong and they don't deliver on time.

It's important to insure your warehouses in case something goes
wrong.

We will be happy to use their products provided that they don't use
child labour.

If large employers put mare pressure on their supply chains, we
would see a number of improvements,

1 What is the difference between when and if

1 Use to show that you know something will
happen, e.g. the meeting starts ...

2 Use to show you are not certain that something
will happen, eg. the meeting starts on time ...

5 Match conjunctions 1-3 with the correct meaning.

a has the same meaning as except if

b has the same meaning as only if

¢ means that you do something so that you
are ready for a situation in the future

1 incase
2 unless
3 provided that

6 Complete the sentences with in case, unless, or provided that.

1 We will give you the contract you follow our
Health and Safety rules.
2 The meeting with the suppliers will be in London
you want to invite them to come here.
3 We will only order 20 now

very well.

the product doesn't sell
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7 Now complete these sentences with your own ideas.

1 Il organise the next meeting with the supplier provided that ...
2 Unless we get this order to the customer on time, ...

3 If we used this supplier with their warehouses 500 km away, ...
4 We will get insurance for the warehouse in case ...

et o

‘ Intercultural analysis

Recycling is now an important part of the supply chain. In
| some countries consumers are paid to recycle, e.g. in some |
supermarkets, if they use the same plastic bags again, they
get a small reduction in the price of their goods; but in other
countries they must pay if they do not recycle, eg. they pay for |
household rubbish disposal by the kilo. What is the situation in |
| your country? What do you think is the best solution to make
people recycle? What would you do if you were in charge |
in your country? Why do you think different countries have ‘
different recycling policies? |
|

Output: Making changes to the supply chain

Work in pairs. You work for a furniture company and need to
make several decisions at each stage of the supply chain.

Stage 1

Student A: look at the information on page 144.

Student B: look at the information on page 139.

When you are ready, discuss what decisions you will make at
each stage. You should try and come to a decision.

Stage 2

Now work with another pair and tell them what decisions you
have made and why. In your group try and reach an agreement
on what the best decisions are.
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1.3 Skills: Negotiating skills

Learning outcomes

= Use key language for negotiations.

m Learn skills to participate effectively in negc
m Negotiate a logistics problem.

Introduction

Business view I

6 6 Negotiation is a basic means of getting
what you want from others. It is back-and-forth
communication designed to reach an agreement
when you and the other side have some interests
that are shared and others that are opposed. 9

Roger Fisher and William Ury, Getting to Yes

1 According to Fisher and Ury, everyone negotiates. When was
the last time you negotiated? What was it about, and what was
the result?

2 Below is a list of the different stages that a negotiation
usually goes through. Number the stages in the order you think
they happen from 1 to 6. Do any of them take place before the
negotiation?
Exchange information

Make proposals and bargain
Decide how much you are prepared to compromise

Establish a relationship

DDDDD

Come to an agreement

|:| Decide what you want to achieve
4 y 3 . - )
Listening 1: Exchanging information Q

1 Before you listen, discuss why the issues below can lead to

problems for companies in their supply chain. The first one has

been done for you.

Example: Having a lot of inventory If you have a lot of inventory,

you wul waste money on storage.

1 Alot of customers returning goods

2 Receiving three small orders instead of one large one for the same
delivery address

3 Selling products made using child labour

4 Delays in receiving an order
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2 Listen to a negotiation between a representative from a
British pharmaceutical company, Nick, and a representative
from their new German supplier, Stefan, and answer the
following questions.

1 Which of the situations listed in exercise 1 (1-4) are they
discussing?

2 What does Nick propose to do about the situation?

3 Why does Stefan not like this idea?

4 Tick (v) the questions Nick asks to find out the informaticn he
needs.

a [_] You mean they're all on different time lines?

b D You mean at the moment you've probably got three packing

orders?
c D It's probably all from the same bulk, yeah?

| Isitall from the same bulk?

%]
Listening 2: Persuading (0)

1 Listen to the arguments Nick uses to persuade Stefan that his
proposal is a good idea and answer the questions.
1 How does he say that both companies would benefit?
a Nick's company would have fewer orders to deal with, and
Stefan’s company would save maoney.
b Nick’s company would get a better unit price and Stefan’s
company would have fewer orders to process.
¢ Both companies would save time.
2 Why doesn’t Stefan want to change the way in which the orders
are processed?




2 Look again at the six stages of a negotiation listed in the
Introduction. At which stage(s) is the negotiation between Nick
and Stefan?

Language focus: The language of negotiations

1 Nick asks a lot of questions to find out the information he
needs to know about Stefan’s situation. Look at two of the
questions from the negotiation.

1 'The guestion is, assuming it's the same delivery address, can we
combine any of those orders?’

2 "You mean at the moment you've probably got three packing
orders?’
Which of the questions does Nick use to check information?
Which question does he use to find out new information?

2 Imagine you are Nick, and rewrite the questions below. First

decide if you are checking information or finding out new

information. Use: You mean ... or The questionis...?

Example: Are all the orders from the same bulk? You mean all the

orders are from the same bulk?

1 Do you have to cancel an order if you want to combine two?

2 Are the orders on different time lines?

3 Have the orders all got different numbers?

4 |s there a standard procedure for handling the orders?

5 Can you increase the first order to two thousand and cancel the
next two?

3 In order to explain why he is not happy with the idea of
combining orders, Stefan says:

'So, if we have to combine them, that means we have to cancel one
order. This makes a lot of work in terms of the scheduling process!

He uses a conditional form using if, and then explains the effect
this will have for his company by saying that means.....

Imagine you are Stefan. Clarify your position in a simifar way on
each of the following points.

Example: Extra work =» we won't get our orders out on time Well,
if we have extra work, that means we won't get our orders out
on time.

1 Extra work =» employ more temporary staff

2 An additional twelve thousand packs =¥ an extra day’s work

3 Increase the workload of the team = extra costs for us

4 Cancel an order =» cancel the whole scheduling plan

4 Nick tries to persuade Stefan to agree to his proposal by
showing he understands that it will create more work, but then
pointing out that both sides will benefit from his proposal:

Nick: In terms of what that means, yes, it means extra work up front,
Stefan: Yes.

Nick: But we will benefit from a better unit price. You would benefit
from not having three different order numbers going through the
system.
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Imagine you are Nick. Try to persuade Stefan by showing you
understand each of his points from exercise 3, and then show
how both of you will benefit. Use the ideas below to help you.

Example:

Stefan: Well, if we have extra work, that means we won't get
our orders out on time.

Nick: Yes, it may mean some delays at first with orders. But
we will have more flexibility in managing our orders, and you
will keep an important customer happy. '

| Benefit to customer (Nick) Benefit to supplier (Stefan)

1 simplify our orders reduce delivery costs

2 deal with fewer deliveries process fewer orders

3 save money long term in
purchasing

save money long term in
production

reduce the amount of
paperwork

4 reduce the amount of
paperwork

Output: Logistics meeting

Agenda for Monthy Meeting between AAA and Ginna

1 Review previous month's logistics actions
a Distribution b Exportpacks ¢ Nextsupply
i China and New Zealand OK
ii Chile and Turkey to be discussed

2 Review performance from previous month
a Perfect orders: 7 outof 14 b Customer complaints: 0
¢ Recalls: 0

3 Any other business

4 Next month's meeting
a Venue? Time?

Stage 1
Work in two groups.

Group A: you work for Ginna Pharma Corp. Look at the agenda
above and turn to page 137.

Group B: you work for AAA Corp. Look at the agenda above
and turn to page 140 and look at the list of points you want to
discuss at a logistics meeting.

Stage 2

You are going to prepare for a logistics meeting. Look at the

Language focus and the audio script on page 155, and think

about how you will:

= find out and check information,

= explain and clarify your position,

® {1y to persuade your negotiation partners by conceding a point
and showing how both sides will benefit.

Stage 3

Work in smaller groups with one or two students from Group A
and one or two students from Group B. AAA Corp will chair the
meeting. Have the negotiation and try to come to agreement
on the main points.
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Quality management

8.1 Theory: Kaizen

Learning outcomes

= Understand the concept of kaizen.

® Use key vocabulary connected with
quality management.

® Analyse problems in a kalzen system.

Introduction

Discuss the following questions.

» Think about a task you have to do in your studies or in your job,

e.g. making a presentation. How do you prepare for it?

Kaizen is a system of continuous improvement in quality,

® Have you ever had a problem with a product or service? What technology, processes, company culture, productivity,
happened? Did you decide not to use the company again? safety and leadership.

m Have you ever been especially happy about a product or service? Kaizen is a system that involves every employee — from
Did you tell anyone about your experience? s upper management to the cleaning crew. 1 ______ This

® ‘Satisfied customers tell three friends, angry customers tell 3,000/ is not a once-a-month or once-a-year activity — it is
Pete Blackshaw, co-founder of the Word :;)f Mouth marketing continuous. In Japanese companies, such as Toyota and

Canon, a total of 60 to 70 suggestions per employee per
year are written down, shared and implemented. It’s not
unusual for these companies to implement 90% of these
suggestions.

Kaizen is based on making little changes on a regular

. " . ’ basis: 2______ . These small improvements result in
Reading: Understanding the basics of kaizen improved productivity, higher quality, better safety,

savings for the company and faster delivery.

association.
Do you agree? What does this tell you about the way people

feel towards quality? What impact can this attitude

=

eon
pusinesses?

o

1 Read the following extracts which Kai Zen Kaizen focuses on making changes anywhere that
summarise the main points about \ improvements can be made. Western philosophy may be
kaizen. Then look quickly at the ’p summarised as, ‘if it isn’t broken, don’t fix it". 3 ____|
article and decide where they go. * because if we don’t, we can’t compete with those who do’.
\1 20 Kaizen in Japan is a system of improvement that includes
Efiange Good both home and business life. Kaizen even includes social
activities. 4
a The kaizen philosophy is to do it better, make it better, improve it To support the higher standards, kaizen also involves
even if itisn't broken, providing the training, materials and supervision that are
b always improving productivity, safety and effectiveness while 25 needed for employees. Employees in kaizen companies
reducing waste often feel happier and find their work easier: 5
¢ Itisaconcept that is applied in every aspect of a person’s life. Source: Whar is Kaizen? article by Steve Hudgik,

d this leads to fewer workers quitting their jobs Internet Marketing Manager, Graphic Products

e Everyone is encouraged to come up with small suggestions for
improverment on a regular basis.
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2 Read the article again and decide if these statements are true Language focus 1: Key vocabulary for quality
or false. Correct the ones which are false. management
1 Ideas for improvement in kaizen companies only come from top 1 Underline the correct meaning of the verbs from the article.
management. 1 involve a complicate b incluage
2 Afew of the ideas from employees are put into practice. S — a aplie b thinkof
3 Small improvements can have big results, 3 implement a putinto practice b equip
4 Kaizen companies try to improve even if the company is doing B szl & lesdis b R
WEY, 5 provide a make available b hav
5 Kaizen can change the way people behave outside of work as well
as in work. 2 Complete the text with the correct form of four of the verbs
6 Employees in kaizen companies can expect to have a lot of from exercise 1.
training. We had a problem in our office because people didn't clear up
7 Employees in kaizen companies prebably have little contact with meeting areas at the end of meetings. This meant that the people
their managers. at the next meeting had to clean it first before their meeting. So one
3 Look at these ideas about kaizen from the article and match emolqee e ___eve'ycljne? i
them with the examples below. meeting - even the Fop ma‘ﬁager.‘ient - removing tha.r dirty cups anc
_ . o paper after the meeting. This3_________ clean meeting areas and
1 vaaRianheEe Dgleviy sincetheidead __ there has been less conflict in the office.
2 Kaizen can save money. _
3 Small improvements should result in a long-term change. [a“‘yﬂ’ SRR,
4 Kaizen can have an impact on an employee’s social life.
5 Kaizen involves a lot of trainina. Lock at some statements about kaizen below.
6 Kaizen can improve safety. m |n kaizen companies, everybody is expected to attend social
events.
a If your desk is messy, you shouldn't just tidy it. You should think = Everybody is expected to follow the ideas of kaizen. However,
of a filing system so you don't make it messy again. there has to be a lot of control from top management.
® Human Resources is often seen as the most important
b Anemployee at Canon in Tokyo put wheels on a bucket so department in kaizen companies.
that parts could be passed around the factory without workers Can you think of any problems that the above examples might
leaving their work station. lead to in your company or the work culture in your country?
Do you think that some people might find these ideas difficult
¢ Employees at kaizen companies are expected to join in at to follow? Why?

company picnics.

Language focus 2: Using the present perfect
and present perfect continuous

d At British Rail, employees were given a new uniform with a
leather belt every year. One employee suggested they had a

new belt every other year. This saved the company £10,000. 1 Which sentences below talk about activities that are complete?

e £

a We've been talking about how to improve the process for three
years and we still don't have a solution.

b She has been looking for office space to rent for a week.

¢ |have had three calls already today about the new product.

d My computer’s been having problems with the new software,

& Employees at British Rail Maintenance found that some of their
safety masks were not protecting their eyes enough, so they
invented a lightweight mask that protected their eyes better.

f Canon's employees take part in a life-long education programme,
2 Which sentences above use the present perfect simple and
which use the present perfect continuous?

3 Complete the rules about the present perfect simple and
present perfect continuous.

When we talk about completed actions, when the result is important
or when we are interested in the amount (how many / how much),
weusethel ____ tense

When we talk about an action which is still in progress, when we
are interested in the process (not the result) or when we want to
emphasise how long something took, we usethe2 ____ tense.
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4 Complete these sentences with the present perfect simpie or
cantinuous form of the verbs in brackets.

1 How many orders (go ot} so far this month?
2 Howlong

3 He

(we / work) with this supplier?

(talk about) this problem all week but he still
(not find) a solution.
4 Qur organisation (produce) software trouble-shooting
solutions since 2003 and so far we (complete) nearly

80 projects successfully.
5 (you/see)this email complaining about our call

centre? That's the fifteenth one we (had) this week!
6 | (lock)at the report about quality management
{use)

(have) a

systerns at our subsidiary. It seems that they
this system since last Jaruary and they
considerable reduction in customer complaints.

.
I’“l‘“ ”"f"“"‘«:&u.

'-' -

74 8 QUALITY MANAGEMENT

www.frenglish.ru

Output: Applying kaizen

Stage 1

Work in small groups. You work for the same organisation and
are members of the team with responsibility for quality in office
/ administration procedures. The following pictures show the
situations which employees and management are unhappy
about, Think about why the problem has been happening,

how the problem has come about and what sofution you could
suggest. Give reasons and extra information where it is needed,
Remember that the philosophy of kaizen is to find long-term
solutions and the solution is a process.

Stage 2

Talk about your solutions to another group. Which ones do you
think are the best? Are there any which you could use in your
place of work or studies?




Case siudy

8.2 Practice: Kaizen in practice

Learning outcomes
= Talk about the practical implications of using kaizen.

= |dentify and use linking words in spoken and written text.
= Solve a problem using kaizen.

Profile: Isuzu

Isuzu is a global
manufacturer of
commercial vehicles
and diesel engines.
It has 47 plants in
21 countries. The plant at Fujisawa near Tokyo employs
6,353 people and builds small, medium and large trucks
as well as diesel engine components. Isuzu started using
kaizen in 1953. The company philosophy is job + kaizen
= independent operator’. Recent kaizen developments
include streamlining the complex process of the supply of
parts to the production line.

A

Introduction

1 Atlsuzu, one major aspect of kaizen is that all workers at all
levels are expected to make suggestions for improvement. How
would you feel about working for a company that expected you
to come up with ideas?

2 Teamwork is a fundamental idea of kaizen. Would you like to

work in an organisation where teamwork is important? What 1 Before you listen, tick (v') the words you would expect to

are the advantages and disadvantages of teamwork to the hear in a definition of kaizen.
organisation and to you, the employee?

[J changing [] continuous [] quality [ ] efficiency
[] operation [_] motivation

You are going to listen

2 Listen and complete the text with words from the list above,

Kaizen is often understood as a procedure in improvement and

to an interview with 1 . Kaizenisabout2___ things for the better -
Daiichiro Sakamoto, shortening operation time, improving quality, improving the
from the Fujisawa plant 3 environment, they are all kaizen. The idea behind it

of Isuzu. is that the current state is not satisfactory, and it is necessary to
improve cost and man-hour efficiency, taking *ergonomics and
safety into account. Consequently, this leads to an increase in
4____ . ltis beneficial for both operators and management.

*ergonomics noun [U] the scientific study of people and their working

conditions, especially done in order to improve effectiveness.
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Listening 2: How does Isuzu use the kaizen concept? 4 Read this short text, Find synonyms in the text for the words

1 In the next extract Daiichiro Sakamoto describes how his
company exploits the idea of kaizen. Choose the best ending
(a—c) for each of the sentences and then listen and see which
one he mentions.

1 The main reason Isuzu does not have a framework for its kaizen
activities is that
a there is plenty of motivation to improve,
b there is plenty of competition amongst the workers to improve.
¢ successful kaizen comes from its voluntary nature — people
want to improve.
2 Isuzu supports and encourages Kaizen activities by
a giving everybody who has an idea a day off.
b allowing the judges and management to make the
improvements.
¢ having judges and management visit and observe the sites for
improvement.
3 The problems that need to be solved are chosen by
a Daiichiro Sakamoto.
b the teams on the production line.
¢ the management team.

2 What do you think of the idea of having a competition for the
best kaizen idea? Would this work in the organisations that you
know? What do you think would be a good prize?

3 Who do you think should choose the problems to look at, the
factory workers or the management? Why?

Transferable skill: Paraphrasing
Itis a useful skill to be able to rephrase ideas using different
vocabulary.

1 You have just listened to Daiichiro Sakamoto, talking about
how kaizen suggestions are spread throughout the company.
What can you remember about this? Work in pairs. Use the
following words to paraphrase what you heard.

team competition prize managers

Now listen to the extract and see if you forgot anything.

2 Look at the audio script on page 156. Loak at how the
interviewer paraphrases what Daiichiro Sakamoto said about
how the competition system works. Why do you think he does
this?

3 When do you need to paraphrase what someone says in a
work / study context?
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and phrase below.

On top of these benefits to the company, employees working
in kaizen-based companies generally find work to be easier
and more enjoyable — resulting in higher empfoyee morale
and job satisfaction, and lower turnover of personnel.

1 advantages _benefits
2 organisations

3 staff

4 on the whole

5 a happier workforce

5 Rewrite the text, changing as much as you can but keeping
the original meaning.

Listening 3: How a kaizen project has helped lsuzu to
improve quality

In the next part of the interview, Daiichiro Sakamoto describes
a way in which kaizen has led to an improvement on the
production line. He talks about the use of kits (specific sets of
parts) and the effect of using these.

1 While you listen, look at the diagram below.

Kit Delivery System

¢ Reduction in errors made in selecting parts
4 Reduction in amount of time spent walking
¢ Fewer parts = easier to check

¢ Easy to see where further improvements in the
process can be made




2 Listen again and make notes in the table.

Past

Present

' Critical analysis

| The improvements made at Isuzu with the kit system were

measurable, Think about your area of work or studies; how
could improvements there be measured? Is it always possible

to measure improvement? Is it always necessary? Why/Why not?
|

Language focus: Using linking words

1 Look at this extract from Listening 2 and underline the words
that are used to link ideas.

... we don't have to because there is a lot of motivation, but mainly
the reason is that there is a lot of mutual competition ...

2 Underline the linking words in the following sentences and

note their position in the sentence.

1 In addition to that, we also run competitions.

2 It was quite expensive and so the management didn't like the idea
much.

3 It was a major achievement not only for Mr Sanchez, but also for
the whole of his department.

4 Anderson says he won't be paying his bill and furthermore he
won't be doing business with us again.

5 The whole report is badly written and moreover it is inaccurate in
every detail,

3 Look at the words you underlined in exercise 2. Match them
with the following uses.

- adding information or arguments

- conseguence

- focusing

Note: Both furthermore and moreover are formal and mostly
used in written language.
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4 Rewrite this paragraph using words from exercise 2 to link
the ideas together.

All new employees receive detailed training. Each trainee has a
qualified instructor from the department in which the new employee
will work. The employee and instructor evaluate all training.

5 Look at these sentences and complete the rules below.
Use therefore, because and consequently to complete the gaps.

1 We were unable to get enough funding and therefore nad to
abandon the project.

2 We are going to introduce a new system because it is going to
save us a lot of time.

3 We invested too much money at the start of the project and
consequently didn't have enough funds at the end.

and are used to show a logical consequence
- why something has happened

is used to give a reason for doing something

Note: therefore and consequently are mostly used in written,
formal English.

Qutput: Solving problems in a kaizen system

Work in groups of four. You work for an electronics company.

Two of you represent the employees in the company and two of
you represent the Human Resources department. You are going
to hold a meeting to discuss the situation at your company
since kaizen was introduced,

Stage 1

Employees: look at page 137.

Human Resource representatives: look at page 140 to help you
prepare for the meeting.

Stage 2
Hold the meeting.
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8.3 Skills: Managing and participating in meetings

= Chair a meeting effectively. .
. = Useappropriate language for formal and informal meetings.
' = Participate in & meeting by interrupting and making contributions.

Introduction

' ‘ ‘ I was sitting in one of the committee
meetings and listening to the discussion.
Suddenly I thought that the meeting was missing
an essential point and I started to plan an

| intervention. It took a few minutes to prepare

f myself, especially to find the right English words,

' etc., and suddenly T realised that the discussion

had mo\red onto another Subjed_( , , Language focus 1: lntroducing, summarising and
sequencing

A participant in an international meeting of a European professional
organisation 1 In Listening 1 you heard Chris, the chair. He is the one who
; | controls the meeting. What language does he use to do the

r Look at the quote above and discuss these questions in pairs. following? Listen again and make notes.

1 Have you had an experience like this in a meeting?
‘ 2 What other problems might you have in a meeting in a foreign —
‘ language? What about a meeting in your own language?
‘ 3 What could you do to take a more active part?

4 How could the person chairing the meeting help?

Introduce the agenda item by beginning with a positive summary
Give a time frame

Invite Julie to report about her division

Listen actively and give Julie feedback during her report
Summarise her report and invite the next speaker to cantribute

m bW N -

il Listening 1: Managing participation

J 2 Look at the audio script for Listening 1 on page 157 and

Vouaregoingto hearthebeginingolameding o theSaies f.mderllr?e the exact language Chris uses to complete the points
Department of Pan Foam, a British manufacturing company Inesercise 1.
which makes and sells foam rubber for different products. 3 Look at the audio script again and answer the questions.

: In the first part Chris, the managing director and chair of the 1 When Julie talks about the new contacts, what language does she

1l meeting, and Julie, a sales executive, are discussing new orders use to order the main points?

1 and new contacts, 2 How does she show that she has finished speaking and wants to
Listen to the first part of the meeting. Are the following summarise what she has said?

1l SRt aE O falsel 4 What other language can you think of to sequence what you

'. 1 Play Time have placed a new order with Pan Foam. want to say? What other language can you use to summarise a
2 Finley are paying for the seat foam they have ordered, contribution?

3 The contact at Promise Furniture had heard of Pan Foam before.
4 Henry Treeside manufacture children’s products.

Listening 2: Interrupting and making a contribution
| 5 First Schooling prefer more expensive products than Pan Foam ;

{ manufacture,

: Later in the meeting, Julie talks about a new German contact,
who manufactures laptop cases. They are interested in ordering
foam from Pan Foam for padded laptop cases. In this part, you
will also hear Eddie, a sales administrator.
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1 Listen and answer the questions.

1 What material does the German company use to manufacture its
laptop cases?

2 What is Julie worried about?

3 What does she think should be done about it?

4 \What does Eddie say happens currently regarding brochures in
other languages?

5 How do they decide to make the brochures available in different
languages?

2 Both Chris and Eddie interrupt Julie to say something. Why
do they interrupt, and what do they say so they can‘get a turn’
to speak? Listen again and make notes below.

Chris
Reason for interruption:
Getting a turn:

Eddie
Reason for interruption:
Getting a turn:

3 Do you know of any other ways you can interrupt in order to
get a turn during a meeting?

4 What action point does Chris put forward at the end of the
discussion? Who is the action point for, and what does Chris say?

SRR

In the Pan Foam meeting, the speakers interrupt each other
frequently, because they want to make a contribution to the
discussion.

How do you feel about interrupting somebody in a meeting?
How do you feel when you are interrupted?

Can you think of any situations when you should not interrupt
the speaker? In the culture in which you work or study, how do
people feel about interrupting somebody in a meeting?

Language focus 2: Using explicit language

1 In the meeting you listened to, the speakers do the following
things to help them manage the participation and turn-taking.
They usually do these things in a very informal and direct way,
using few words. Here are some examples of language you can
use to do this in a direct way. Which ones are only used by the
chair?

1 Introduce an agenda item: OK, let’s start with ...
2 Invite someone to speak: You're next.

3 Introduce (and sequence) a contribution: Next ...
4 Summarise a contribution: OK, great!

5 Interrupt: [ - think ...

What else could you say? Add to the list above.

www.frenglish.ru

2 Match the informal/direct meeting strategies with longer
(explicit) strategies.

Direct strategies Longer (explicit) strategies

1 OK let'sstartwith ... a Thanks very much, Sonya, for that
report. We've got some promising
developments there.

2 You're next. b Could I just say something?

3 Next ... ¢ Thanks, everybody, for taking the time
for the meeting today. First of all ...

4 OK, great! d So, Mario, could you go through last
month's sales figures, please?

5 |-lthink... e The second thing | wanted to
mention ...

3 When do you think it is better to use longer (explicit)
strategies rather than direct strategies in a meeting?

Output: Managing and participating in a meeting

Stage 1
Look at the statements below and mark the point that is closest
to your opinion.
1 The retirement age in my country should be lower.
Agree strongly - » Disagree strongly

2 Offices should try to work without paper.
Agdree strongly -

» Disagree strongly
3 Smoking should be banned in the workplace.
Agree strongly -

» Disagree strongly
4 Companies should give training and support to people they make
unemployed.

Adree strongly -

» Disagree strongly

Stage 2
Discuss your views on these topics with other people in the
class. Can you change anybody’s opinion?

Stage 3

Work in groups of three. Decide together which organisation
you work in. Together you are going to discuss the statements
in Stage 1. Take turns playing the role of chair and the role of
participants.

The chair: think how you will introduce each topic and how you
will ask other students to give their opinions.

The participants: think about how to order your opinions. What
are you going to say and how will you interrupt each other on
points you disagree with?

Stage 4

Have a meeting to discuss the statements in Stage 1 using
your role and ideas from Stage 3. Which ideas will you put into
practice?

i ¢ Watch Sequence 4 on the DVD to find out more about Managing operations.
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Writing 4: Writi

Learning outcomes
= Discuss how to write appropriate emails to groups of people.
= | eamn how to organise information in emails.

= \Write an email to a group of people.

Discuss the following questions.

Do you ever write emails to a group of people? Do you ever receive
emails that have been written to a whole group of people?

How do you feel when you receive an email from a friend, who
has sent the email to a whole group of friends? 2 Read the email below. Use the list of dos and don‘ts to decide
If you receive official emails that have been sent to a group of how you could improve it.

people, how do you decide if you will read it or not?

What do you think are the main differences in sending an email to
an individual and to a group of people?

606 s

O 8 B & =

Delete  Reply Reply Alf  Forward Print

Language focus 1: The dos and don'ts of writing group Subject: Yesterday’s meeting
emails
We had a very useful meeting yesterday, in which

1 Look at this list of tips for writing group emails and decide if we brainstormed ideas for new products for Alpine
they are dos or don'ts. Vistas. As we discussed, we are looking specifically

for ideas that would generate (significant) money.
Erika has very kindly collated a list of the topics we
----- o discussed, and as you can see the list contains very
short summaries of each of the ideas that came up
yesterday. I've asked the people who proposed them
to provide a more detailed (max one page of A4)
concept for their ideas. Could you please include
what the product is (content), what form it is in (print,
audio, online, etc.), who it is aimed at, how often it
will appear (if relevant), what the payment/business
model is. Can | ask you to please look at the ideas
and feel free to add to them, adapt them, expand
them or come up with completely different ones, and

1 use acronyms and abbreviations to send your ideas to me as soon as possible.

2 give the details before the main point JEitieE

3 include a clear subject line o

4 be polite even if the message is firm or strict PS: The list is attached

5 write all the information in one paragraph

6 give key infarmation at the beginning 3 Rewrite the email using the list of dos and don’ts.
i ¢ URmRIE pomtls 4 Look at an example answer on page 138. What are the
' 8. use langizampligated sentence% similarities and differences with the email that you wrote?

9 include more detailed information in a separate

attachment
10 if you have included an attachment, mention

| it at the end
|
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Language focus 2: Structuring information

When you write a letter or email, it is important to structure
information to make it easy for people to read and understand
the message. You should ask yourself the following questions.
= Who is it for?

= What is the message?

m» Why are you writing (What Is the purpose)?

Read the email sent by the new head of a department.

1 Answer the questions: Who ...7/ What ...2/ Why ...7
2 The email is organised into paragraphs. What key information
does each paragraph contain?

Delete  Reply Reply All Forward Primt

Dear Colleagues,

This is to let you know that on 1 September
I started officially as Head of the Human
Resources Department. I look forward to
working with you in what promises to be an
exciting yet also a challenging time.

I hope to familiarise myself with all staff as
soon as possible ~ I will try to achieve this
through a series of small group meetings in
the next few months. These meetings will be
informal and will give me an oppartunity to
understand your concerns and aspirations for
the company better.

My office is located on the ground floor until
further notice. Sally Owen, who acts as my
PA, is located in Room G2. I can be contacted
through her. Her telephone extension is 2358,
and her email is s.owen@group.co.uk.

Thank you for making me feel welcome! (Pity
about the weather and the coffee - but I am
working on the coffeel!)

Margaret Anderson
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Output: Writing an email to the department

Stage 1
You work in the Logistics Department of a multinational
company. Work in two groups.

Group A: look at the information on page 141. Group B: look at
the information on page 144. Follow the instructions.

As you write your email, remember to consider the questions
Who...?/What...? /Why ...?

Stage 2

Give your email to someone from the other group and read the
email that they give you. You will notice that there is a problem
with the dates and times in the two emails. Unfortunately,

the head of the department is out of the office on holiday for
four days and has asked not to be contacted during that time.
Discuss how you will deal with this problem.

Stage 3

Look again at the email that you got from the other group. Did
it follow the advice in the dos and don'ts list? What did you like
about the way this email was written? What do you think they
could improve on? Give the email back to the other person
and give them some feedback. Listen to what they have to say
about your email.

Stage 4
If you have time, write an email explaining what you will do
about the problem you found in stage 2.
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9 Marketing strategy

9.1 Theory: The 4Ps of marketing

Learning outcomes

m Be familiar with the 4Ps marketing framework.

m | earn and apply marketing terminology.

= Plan parts of a 4Ps marketing strategy for a company.

| Image of the product or service

Introduction

Busmess wew

6 6 The aim of marketing is to know and
understand the customer so well, the product or
service fits him and sells itself. & &

Peter Drucker, business expert and founding father of modern

management studies

1 What do you think are the problems with each of the

following marketing decisions?

1 Advertising extreme sports holidays (such as skydiving) on
daytime television.

2 Exporting electrical goods with 2-pin plugs tc

3 Putting a"10% Discount Sa Ie s'g in a Ferrari showroom.

4 Selling health insurance forthe o

countries.

ver-70s exclusively online.

2 Consumer buying behaviour changes from person to person
and depends on the products or services. Some people buy a
product because they like the price, while others might focus
on the design or brand. What is important for you?

What is most important for you when you buy these four
products (1 = most important, 4 = least important)?

3 Compare your answers with other students. What do your
answers tell you about how companies should plan their
marketing strategy for these four products and services?
Discuss the following questions.

® [sita good idea to offer price discounts?

m Should companies spend more on promotion or finding good

locations to sell the product or service?
® Should companies invest more time and money in finding out
what customers mean by ‘a quality produc _? m;, Why not?

Reading 1: Introduction to the marketing mix (4Ps)

Read the introduction and the product section of the article on
page 83 and decide if these statements are true or false.

1 The 4Ps are used by companies to think about their marketing

strategy.

2 The company changes its marketing mix to satisfy the needs of its
target market,

3 If you have high prices, you need to provide a high-gquality
product.

4 Alogo doesn't add any value to a product.

Buying criteria | Clothes

Fresh fruit Mobile phone Petrol/Diesel

network package

How much it costs (price)

Convenient location to find and buy product

or service (place)

Quality of product or service
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40

The Marketlng Mix

The marketing mix (also known as
the 4Ps) is used by business to help
them to reach their objectives and
to plan and visualise their strategy.
These 4Ps are controllable variables,
which have to be carefully managed
and must meet the needs of the
defined target group of customers.

Target
Market

M

Place Promotion

Product

When placing a product within a market many factors and decisions
have to be taken into consideration. These include:

Product design: Will the design be a USP (Unique Selling Paint) for the
organisation as we saw with the Apple iMac or iPhone?

Product quality: Quality has to be consistent with other elements of the
marketing mix. A premium pricing strategy has to reflect the quality a
product offers.

Product features: What features will you add that may increase the
benefit offered to your target market?

Branding: A brand is a tool which is used by an organisation to
differentiate itself from competitors. Think about the Nike logo and how
this influences people’s ideas on the product.

Price

Pricing is one of the most important elements of the marketing mix,

as it is the only one of the 4Ps which generates a turnover for the

organisation. The remaining 3Ps are casts for the organisation. Pricing

should take into account the folfowing factors: costs of producing the
product, prices competitars charge, company objectives, target group and
willingness to pay.

There are three main pricing strategies an organisation can adopt:

1 Penetration pricing — the organisation sets a low price fo increase
sales and market share.

2 Skimming pricing — the organisation sets an initial high price and
then slowly lowers the price to make the product available to a wider
market. The objective is to skim profits off the market layer by layer.

3 Competition pricing — setting a price in comparison with competitors.

Place
This refers to how an organisation will

Manufacturer  Manufacturer

distribute the product or service they are  iWiolesater

offering to the end user. The organisation |

must distribute the product to the user at ficalics

the right place at the right time. l

There are two channels of distribution Consumer  Consumer

they can use:

1 Indirect distribution invalves distributing your product by the use of
a 'middleman’, for example a manufacturer can sell to a wholesaler
and then the wholesaler sells to the retailer.

2 Direct distribution involves distributing direct from a manufacturer
to the consumer — for example, Dell Computers selling directly to its
target customers. The advantage of direct distribution is that it gives
a manufacturer camplete control over the product,

Promotion
A successful product or service means nothing unless the benefits are
communicated in an effective message delivered on a channel that
is seen or heard by the target market. Examples of channels include
advertising, public relations (developing positive relationships with the
media), personal selling (selling a product or service one-to-one), direct
mail, sports sponsorships, in-store promotions, etc. Companies with
effective message strategies include: Nike Just do it and Toyota: The car
in front is a Toyota.

Source: Article on the Learn Marketing website

www.frenglish.ru

Language focus: Marketing terminology

1 Find these phrases in the introduction and Product section of
the article and match them with the correct definition, a or b.

1 controllable variables
a factors which are under the company's control
b factors which control the company
2 a USP (Unigue Selling Point)
a an exclusive place where the product is sold
b an exclusive feature of the product that no other competitor
preduct has
3 premium pricing strategy
a astrategy of high prices
b a strategy of competitive prices
4 target market
a aims and objectives of the company in a specific market
b group of customers that the company is aiming its products at
5 differentiate itself from the competition
a show clear differences from competitor products
b avoid differences with competitor products

2 In groups, discuss these terms for some premium-priced

products that you know well such as computers, mobile

phones, cars, cosmetics or a clothing brand.

1 What are their USPs?

2 Who is their target market?

3 Are the buyers and end users the same people?

4 How do these products differentiate themselves from the
competition?

5 What are some of the variables the company can control when
they decide the marketing strategy for these products?

Reading 2: Group reading on the 4Ps

Work in groups of three. Student A reads the paragraph about
Price, Student B reads about Place and Student C reads about
Promotion. Answer the questions below on your paragraph and
make notes,

Price

1 How s Price different from the other 3Ps?

2 What are the differences between penetration pricing, skimming
pricing and competition pricing?

Place
1 What does Place mean to the organisation?
2 What is indirect distribution? What is direct distribution?

Promotion
1 Why is Promotion important to the company?
2 \What examples of promotion channels are given?
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Transferable skill: Applying business theory Stage 2

| ; dol ¢ te traini d MBA Select one of the target customer groups and plan the
raining an :

The ea’f""g meth‘o' o.ogyo SOTREIRIE ; .g : marketing strategy (product, place, price and promotion) to

courses in universities is based on the application of theoretical

: ; attract these customers in a market that you know well. In
models and principles, such as the 4Ps, to particular business A SO SN Mo e T —
scenarios or case studies. The rationale is that by using the groups,

theory, you are better able to learn the theory.

Work in pairs and answer the following questions about these
products.

your discussion.

Product - What size bottles would sell best in this market? Would
you change the bottle design and/or the information on the bottle?
Would you add new ingredients to create a range of shampoos?

- a mass-market supermarket own-brand rice
— an ultra-slim, high-tech TV with integrated Internet
- a Business English textbook

Price — What pricing strategy would you use? What research might

you want to do before deciding the price? What are your first

thoughts on how much you could charge?

1 What pricing strategy, listed in the article, would you recommend
using for these products (penetration, skimming or competition)?

2 Aconsumer target market is defined by criteria such as: age
group, gender, income level, social class, educational background,

Promotion — With a very limited budget, what channels would you
use to communicate to your target customers? How would you
develop a message (text/visual, etc) that best communicates the
benefits of this product?

geographical region, lifestyle preferences, etc. Define the target Place — Where will these target customers want to be able to buy
market far one of the above products in a country or regicnal your product? Is it best to sell direct or via intermediaries?
market you know well,

. 3 What promaticnal channels would you use to reach your target

t' market far this product and what would be the main message
you would want to communicate?

4 As a producer/publisher/manufacturer, what would be the main

fistribution channel (selling direct or indirect via intermediaries)

Stage 3

Make your presentation of your 4Ps marketing strategy to
another group and be prepared to answer any questions they
might have.

you would use for these products? Why?

Output: Planning a marketing strategy

In small groups, you are going to plan the 4Ps marketing

' strategy for No Rinse Shampoo, a shampoo that cleans your hair
' without the need for water. It is used by the North American
Space Agency, NASA.

Stage ] ) o, Clean, Manageabfﬂ#
In small groups take two or three minutes to decide what target Without Water

; customer groups you could market this product to. You can
fl choose from the following or a group of your own. M@ “
campers travellers long-distance lorry drivers  cyclists

climbers fishermen the military patients in hospitals Sha m poo

_ &
Ready To Use .ﬂb’dm
I v’ate: Necessary

amsanwend

‘ sther and Towel X

fl oz (59.1ml)
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9.2 Practice: _ ' & paper industry

Learning outcomes
= Understand how the 4Ps marketing framework works in practice.
® |earn the language of speculation for past and hypothetical attH i

situations. i
= Analyse strategic marketing errors. i

iz

Profile: Lucart Group

The Lucart Group is a medium-sized Italian paper company employing
over 1,000 people. It is based in Lucca, Italy. It also has production
facilities in France and commercial offices in Barcelona, Spain. Its
products sell throughout Europe. The company produces paper
products for a variety of business-to-business (B2B) customers as well
as end-user consumers buying from shops and supermarkets. The two
main products sold by the consumer products division are toilet paper
and kitchen paper made from recycled paper. The branding of these
products emphasises that they are environmentally friendly.

. b

Introduction 3 In small groups, discuss your answers to the questionnaire.

il . : o
} Head the company profile for the Lizesit Group, Whataia the How could this information be useful for a company like Lucart?
main products they sell? Who are their target markets?

' Language focus 1: Marketing terminology

2 Answer the following mini-marketing questionnaire about

what is important for you regarding kitchen paper or toilet 1 The following terms in italics appear in the interview.
paper. Underline the correct words to complete the definitions of
these terms.

1 aniche — refers to specialist / mass markets or products which
cater for a small / large number of customers. It is often a segment
of a larger market.

2 acommodity product - refers to a product that is very different /
very similar to other competitor products

3 alifestyle product - refers to a product that is the opposite of a
commadity product. Consumers are mainly influenced by its 'feel
good factor'/ competitive price,

2 Look at the colour/pattern chart at the top of the page and 4 turnover - refers to the total value of a company's sales. This is
indicate your preference. calculated by multiplying the number of units sold / produced by

the price / cost of each unit.

price sensitive — usually refers to customers or products who are

¢ highly sensitive to price changes, so if there is a small increase in

very important D important D not important D | price, there will be a small / large drop in demand

! 6 profit margin ~ refers to the difference between the cost of
producing a unit and the cost / price of selling that unit. It is
expressed as a percentage, e.g. a 10% margin.

1 Order the following criteria in terms of importance for
vou (1 = most important, 8 = least important).
strength [ | softness [ ] numberof ply*[ ]

price [ ] colour/pattern| | sizeofroll [ ]
number of rolls in pack [ ] absorbency** [ |

* ply = layer, e.g. 3-ply paper ** absorbency = ability to absorb liquid,
e.g. high/low absorbency

3 How important is it for you to buy this product in its 1 5
recycled paper version?

4 Are there any other factors that influence your buying
decision for this product?
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2 Cigarettes are generally seen as being a product that is not Listening 2: | and promotion

very price sensitive - why do you think this is?

3 What niche markets can you think of within the following 1 Before you listen to the second part of the interview, decide
R whether you think these statements are true or false. Then
Example: Luxury sports cars are a niche market within the car listen and check.

market.

1 Cutting the price of commadity products can have fast results.
cars tourism coffee shoes 2 Selling at a low price is a good way of keeping customers loyal.
3 Customers of Lucart’s products are very price sensitive.

4 How could you transform a commodity product like bottled 4 Low prices can sometimes give the message that the product is

mineral water into a lifestyle product? low quality.
5 The packaging of kitchen roll and toilet paper is not important for

5 Complete the descriptions of turnover and margin in niche
customers.

and mass markets. Use the words high or low.
2 Listen again. Tick (v) the promotion channels that you

hear mentioned as a means to communicate with potential
customers.

Listening 1: Target markets and product 1 radio / TV advertising D 6 online advertising []

Business view 2 in-store promotions |:| 7 magazine advertising |:|

niche market e = TRV oTidgin
mass market ISR 17 (0o SRR s o7, (5 o)

Massimo Gai, Commercial Director, e _ . 3 leaflets [] 8 publicrelations ]
Consumer Products Division, py ' 4 companywebsite [ ] 9 packaging ]
Lucart Group 5 anewsletter D 10 product demonstrations D

[
| intercultural analysis

I
| How effective do you think the promotion channels that .
Massimo Gai talks about in Listening 2 would be in your country? |

Would any of them be inappropriate for certain products? _
| E

Listening 3: Place and international marketing

Listen and answer these questions.

Listen to the first part of the interview with Massimo Gai and

. i I ?
choose the correct answer to the questions. 1 What is the mass market channel in Italy?

2 What is the traditional distribution channel in Italy?

3 What are the differences in planning a distribution strategy for the
mass market channel and for the traditional market channel?

4 What percentage of the distribution channel is the mass market in
France? What about in Italy?

5 What colour preferences for paper are there in Italy and France?

1 Lucart is aiming its recycled toilet and kitchen paper at:
a aniche market
b a mass market and a niche market
2 Lucart needs to communicate that
a recycled paper is better than pure pulp paper in terms of price
and quality.
b there is no quality or price difference between recycled and
pure pulp paper.
3 Consumers want the following from their toilet paper:
a strength and softness
b strength, softness and the right size of roll

| Critical analysis

i How important is it for recycled products to have the same

| quality as non-recycled products? How willing would you be to
| pay the same for a recycled product even if its quality was not

i as high as a non-recycled one?
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Language focus 2: Speculating in past and @ Output: Analysing a strategic marketing mistake

hypothetical situations
g Stage 1

1 Look at each example of conditional sentences below and Work in small groups and read the case study below.
answer the question about it.

1 Ifl were at work, | wouldn't worry.
Is the speaker at waork now?

2 If she wasn't so successful, she wouldn't have enough money for
the car.
Does she have enough money for the car?

3 If he had realised the problems with the company a little earlier,
he might have saved himself some money.
Did he save himself some money? Why/Why not?

4 If he had stayed in Toulouse, he could have made a lot more money.
Did he make a lot of money?

A medium-sized company producing bottled mineral

water had the following problems last year:

* Transport costs rose by 12%.

¢ The cost of manufacturing plastic bottles rose by 25%.

* The company decided to increase prices by 15% to
cover these extra costs and protect their profit margins.

¢ They did not change their product, promotion and
place (distribution) strategies.

® They also continued to sell to the same markets -
markets that are very price sensitive.

2 Which of the sentences in exercise 1 use second conditionals o At the end of the year their turnover had dropped by
and which use third conditionals? : 33% and they are now operating at a loss for the
Second conditionals usually refer to the present and are fist i

unreal or unlikely, whereas third conditionals refer to the past

and are unreal. r"\' !
3 Do these rules describe second or third conditionals? | l !‘g' i \

1 clause 1:if+ past tense, clause 2: would / could / might + infinitive
2 clause 1:if + had + past participle, clause 2: would have / could
have / might have + past participle

do we use would?

1 ... he might have saved himself some money.

:
£
4 Look at the clauses below. When do we use might and when : : iﬁ,ﬁ
&
L]
2 ... he would have saved himself some money. L

5 In pairs, ask each other questions and discuss what you
might / would do in the following work or study situations.

Example: What would. you do if you were made redundant at
the end of the month?

Study

You come top in your end-of-

Your teachers go on strike for

two months. Stage 2

In your groups, discuss the following questions and make
notes.

What might / would you have done if you had found yourself in

these work or study situations last year?
= What could the company have done in this situation?

Work _ Study » What would you have done if you had been in this situation?
Wurs;@mmawmwmsq ' You studied another subject.  Venvwed i youdadion!?

‘another part of the count untry. Stage 3

R RE Present your conclusions to another group.

idn't give you You went into full-time work.
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9.3 Skills: Organising and creating interesting presentations

Learning outcomes

= iearn how to signpost presentations.
o = Persuade and create interest in the opening of a presentation.
' = Give an introduction to a marketing strategy presentation.

| Introduction

| @ & There are always three speeches for every one
you actually gave. The one you practised, the one
you gave, and the one you wish you gave. 9 @

Dale Carnegie, author of How to Win Friends and Influence People
1 Discuss the following questions.

1 To what extent do you agree with the quote above?

2 What do you find maost difficult about giving presentations?

3 Canyou think of a presentation that you have seen that did not Language focus 1: Clarity and signposting

o well? Why didn't it go well? = ; .
E : Y rjt JOWE o o 1 Look at the tips for writing a presentation. Do you think they
4 \What are some of the problems of giving a presentation in a : . i
¥ are dos or don’ts of making presentations?

foreign language?

2 What are some of the things presenters should do in order to Tip - GoaiE

give a good presentation? Add to the list below. 1 Avoid passives. Active sentences are easier [] T
to understand and have a lot of impact.

2 Use a lot of technical language to show how

[]

[]

speak clear .

_ P y much you know about the subject.

; - 5 3 Use complicated language when you give a [l ]
= presentation in English to show how fluent

| you are.

| £ t

| 4 Use mainly the present simple, present [] []

. . il - rfect and past simple.
Listening 1: The classic introduction perfectand past simple
m 5 You should let your audience know when D

you want them to ask questions.

[ ]

i . . . Co
| 1 Listen to part of the introduction of a presentation given 6 Use the right level of formal language for ]

" by Kevin Beeston, the executive chairman of Serco, a business
services company based in the UK, and answer these questions.

.

your audience.

1 What is the reasan for the presentation? 2 What is the problem with each of these sentences?

2 What does Kevin Beeston ask members of the audience to do? 1 The order was received by our distributors early, so well done,

3 How long will the presentation be? everybody!

4 What will happen after the presentation? 2 The CBG has reported on the RDQ at the RMT on Friday.

5 What will Andrew talk about? 3 Hiall you board members, what's up? /'l tell you what's up, our
' 6 What will Chris talk about? sales. Cool or what?

2 Discuss the following questions. 4 |f we manage to obtain the acquiescence of the board, it will

certainly ameliorate the situation.

1 How important do you think it is to tell the audience what they =
5 He told me he hadn't known about cur company.

should do and what you are going to do in the presentation?
2 This presenter is a native speaker of English. Was he easy to 3 Can you change any of the sentences so that they are more
| understand? suitable for a presentation?
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4 Itis useful to tell your audience how your speech is going to
be structured. This helps them follow what you are going to say
and also helps you to organise your speech. In Listening 1 you
heard the presenter divide this into speakers who were covering
each topic, but you can also do this if you are the only presenter.

Add the phrases a-h to the functions.

1 Introducing a subject 2 Finishing a subject

4 Talking about the

3 Starting a new subject
conclusion

e let'sstartwith ...

f Nextis...

g |'ve told you about ...
h The conclusionis ...

a We've lookea at ...
b Let's now lookat ...
c lllbeginby...

d I'll sumupwith ...

5 Which of the above phrases could you use in the
introduction? Which would come later in the presentation?

6 You have been asked to give a presentation on a new electric
car that your company is marketing. Look at the notes below
and prepare your introduction to the presentation.

Marketing the new electric car

Price: € 16,000 (why it costs this)
Promotion: Internet, TV, billboard
Production: batteries made in Japan,
car made in Portugal

Place: existing dealers and the
Internet

Conclusion: how we are going to
reach predicted sales figures

7 Look at the suggested answer on page 138. Why do you think
that not all of the information is covered?

Listening 2: A persuasive introduction

1 What kinds of problems are caused by cars in cities? List all
the problems you can think of.

2 Listen to the introduction of a presentation given by J.H.
Crawford, an American-Dutch author on sustainability, talking
about the need to have car-free cities. Which problems caused
by cars does he mention? Then answer the questions.

1 Which people are most likely to be killed in a car crash according
to the speaker?

What does he say is a huge cost for the economy?

What does he say about cities a century ago?

Why might it be surprising that Venice is so peaceful?

W B wWwwN

Do you agree with J.H. Crawford’s arguments? How does he
try to persuade his audience to agree with him?

www.frenglish.ru

Language focus 2: Persuading and raising interest

1 Look at the tips 1-8 for raising interest and match them with
the example phrases.

Tips
5 Make a challenging statement.
6 Call for action.
7 Aska rhetorical question.
8 Use figures that have meaning to
1ne audience.

1 Use a personal story.

2 Use ashort quotation.

3 Make a surprising generalisation,
4 Use a surprising fact.

a Most of our clients never think about customer service.

b When | first came to this company there were only 16 employees.

¢ lt’s time to tackle the problem.

d It was Robert G. Allen who said 'the future you see is the future
you get.

e Have you ever thought about how much electricity this company
wastes?

f Fastfood leads to so many social and health problems it should
be banned.

g Only 12% of employees think that they use their time at work
effectively.

h Forty million Americans have bought this product. That's more
than the population of our country.

2 Look at the audio script on page 158. Which of the strategies
does J.H. Crawford use?

3 Make the following sentences more interesting for the

audience.

1 | think it would be a good idea to try and solve the problem with
how to market this product.

2 We have sold 20 million units.

3 | think a lot of people don't like our advertising campaign.

Output: Introduction to a marketing strategy presentation

Stage 1

Work in pairs. Student A: look at the plan for your presentation
and extra notes on page 141. Student B: look at your
information on page 143.

Stage 2

Prepare the introduction to
your presentation. Think about
what information you need to
give when signposting. Use the
strategies in Language focus 2
to add your extra notes to the
introduction in a way that will
interest your listeners.

Stage 3
Listen to your partner’s presentation and give feedback.
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0 Customer relationship

management (CRM)

10.1 Theory: CRM as a part of business management

Learning outcomes
m Discuss reasons for buying products and services.
® | earn business-related compound expressions.

= Be familiar with and apply the theory of CRM.

Introduction

1 Think about a product or service you have bought or used
recently, for example:

® an electronic device

® zmealinarestaurant

® 3 business newspaper, magazine or subscription to a website

m anitem in your weekly shopping.

Why did you choose this product or service rather than one sold
by a competitor?

2 How important are the following when you buy a product or

service?

guality custormerservice convenience advertising

recommendations from your friends

Are there any other factors which help you to choose?

3 Think again about the products and services you discussed
in exercise 1. Were you a new customer? If not, what does the
company do to keep its customers?

Reading: CRM as an essential part of business

management

1 The following headings have been removed from the article.
Read the article and put each heading in the correct place.

a What do customers want?

b The focus of CRM

¢ Whatis CRM?

d Why does the organisation need CRM?

e CRM and building customer relationships

f Why manage customers?

90 10 CUSTOMER RELATIONSHIP MANAGEMENT (CRM)

CRM concerns the relationship between the organisation
and its customers. Customers are the most important
factor for any organisation, whether it is a global
corporation with thousands of employees or a sole trader
with a handful of regular customers. CRM is the same in
principle for these two examples — it is the scope of CRM
which can vary drastically.

2

Successful organisations use three steps to build

customer relationships:

1 make sure that the customer’s goals and the
organisation’s goals are met

2 establish and keep a good relationship with customers

3 produce positive feelings in the organisation and the
customers.

Organisations need to make a profit to survive and grow:

customers want good service, a quality product and an

acceptable price.

Good CRM can influence both sets of conditions.

3
The main purpose of CRM is to increase profit. This can
be achieved by providing a better customer service to your
customers than your competitors. However, good CRM
will also reduce costs, wastage and complaints. Effective
CRM reduces staff stress as services and relationships
improve, It can also lead to instant market research as the
organisation communicates regularly with its customers.

T
Customers want cost-effective products or services that
deliver the benefits they want or need. Any single product
or service can deliver different benefits to different
customers. It's important to look at things from the
customer’s perspective. Companies must remember that
customers want to have their needs satisfied. Customers'’
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i 3 Underline the correct information to complete the sentences.
needs usually go beyond what the supplier offers. It

often includes the buying—selling process, the way that
communications are handled and the customer—supplier

1 Customers are a vital factor / guite an important factor for every
organisation.
2 CRM is the same for every organisation / more important for small

relationship.
+ Modern CRM theory refers to the idea of ‘integrating the organisations.
customer'. This involves integrating the customer (the 3 CRM should focus on the customer’s needs only / meet the customers
customer's relevant people and processes) into all aspects goals and the organisation’s goals.
of the supplier’s business, and vice versa. This implies a 4 The main purpose of CRM Is to keep customers happy / to increase
relationship that is deeper and wider than the traditional proft.
= customer—supplier relationship. 5 Good CRM saves spending money on advertising / reduces costs.
5 6 The organisation must get information from customers / give
Customers are the source of income for an organisation. customers information to give them what they want.
Customers are also a source of information. The 7 Customers should be treated like a manager / like a partner.
organisation must get information from their customers to 8 Providing service / Cutting back on service should be seen as adding
== be able to give them what they want. value to the company.
Managing customers means knowing what customers want 9 Good organisations manage CRM / let CRM take care of itself.

and need — which enables organisations to focus production
and service efforts. It is important to know which customers
and products will lead to the most growth.

s 6
The essential CRM focus of any organisation should
be developing its business goals and building customer

relationships. In this way, all efforts in the organisation -
can be aligned to: Language focus 1: Compounds ),

0 * cxc(;:cdmg ggstomgr CXPCC{?“O“h : i 1 Look at these compound words from the article and answer
« understanding and managing the impact on the culture the questions below.

of the organisation

Hhi

Research shows that companies who retain their staff are usually
successful at retaining their customers. Why do you think this is?

« customers being recognised and treated as partners customer service cost-effective  relationship-building
« relationship-building being valued value-adding

55 = service being seen as a value-adding activity
« reward and recognition being based on customer focus 1 Which are used as adjectives and which as nouns in the article?
« evidence of corporate support for service activity. 2 Which of them are formed with a noun + noun?
Forward-thinking organisations understand the need to 3 Which of them are formed with a noun + adjective?

maintain a strategic focus on CRM and to resource and
manage it well.

2 Make compound words which can be used as adjectives.
More than one answer may be possible from these words.

~
3

Source: Customer relationship management, a guide by Ellen Bothwick

from the Businessballs website 1 profit- breaking sharing making
2 record- pricing solving breaking
5 . : 3 loss- making pricing sharing
2 Find words or phrases in the article that have the same or . ) .
- i ) : 4 problem- sharing making breaking
similar meaning to the following. The section of the text that i ey 5
s ) 5 product- making sharing pricing
they appear in is given in brackets.
. 3 Complete the sentences with compound words from
1 abusiness run by one person (1) ]
: : exercises 1 and 2.
2 the range or amount of something covered (1) .
< : . -~ 1T We'v lea— S56milli isy /e've ne
3 the amount thatis used in an unproductive way (3) eve macfe . 236 tilllon this year el Tiever
4 afeeling of worry and tension (3) hf such high profits . ;
5 happening straight away (3) 2 When you meet new clients you should spend some time on
o ; ; . ! ingto w ther
6 economical in terms of the goods or services received for the By SR o R _
money spent (4) schemes are a type of bonus companies can use
. - " agers to work harder.
7 point of view (4) Eo get managers to work ha
: ; ; 5 Free IT supportisa — ivity clients r
8 means or communicates without directly saying (4) 3 i T_SL‘QFJ It actvityour clieritsteally
9 going further than (6) ARRIREIRNE,
50ur_—_ strategy means that our products cost more

10 to give a department or organisation the help or maney it needs
(6)

than cur competitors.
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Language focus 2: Different types of customers Output: Dealing with CRM problems

Stage 1

Work in small groups. You work for a company which produces
and installs coffee machines and dishwashers for office coffee-
break areas. It has received this feedback on its helpline service.

When | get someone on the line they just don’t
seem interested.

They give you lots of technical advice and
T dow't wnderstand mast of i.

We're thinking of buying another brand..
Perhaps their support service 15 better.

The helpline people talk to me as if | was an idiot.

Stage 2

You are a team which has been asked to look at this problem
and come up with some solutions. Discuss together how the
company can deal with these situations.

Look back again at the article for more ideas.

Stage 3

Now prepare a short presentation to be made to the employees
in the helpline team telling them what your proposals are and
why.

Stage 4

Make your presentation to the class. While you are listening

to the presentations of other groups, note down three
suggestions which you find especially interesting.

not always the case. There are several types of interaction with
different types of customer that organisations have to keep in
mind. What do the following abbreviations stand for? Use the
pictures above to help you.

; 1 We often think about the customer as an individual but this is
|

B2B. B2€ B2G - C2C

2 Match the interactions above with the following examples.

1 A wholesaler sells electronic components to companies who then
use them to make consumer goods.

2 The Ministry of Education signs a deal with a company to use their
computers in all state schools.

3 Somebody goes into a shop and buys a new mobile phone.

4 A customer writes an independent review of something they
bought on a website advertising the product.

92 10 CUSTOMER RELATIONSHIP MANAGEMENT (CRM)

BB RETIIEEEEESSSE




Case study

10.2 Practice: A value-centred approach to CRIVI

Learning outcomes
. ® Understand and discuss how core values are applied to CRM.
® Use past tenses (simple, perfect and continuous) appropriately.
= Deal with customers'questions and complaints in a
value-centred business.

Profile: Ramblers Way Farm

In 1970, Tom and Kate Chappell founded Tom's of
Maine as one of the first makers of natural and eco- 2 Look at the company profile for Ramblers Way Farm. What

friendly personal care products like toothpaste. In 2006 values do you think are important to the owners, Tom and Kate

they sold the company to Colgate for $100 million. Chappell, in running their company?
In October 2009, they started Ramblers Way Farm:
a family business producing soft, comfortable wool
clathing, based on the principles of ecological and social

responsibility. The sheep are raised on farms in the

USA which use farming practices that do not harm the
environment. The clothing is also manufactured in the
USA, which means that, unlike most clothing sold in the
USA, it does not need to be imported. This reduces the
carbon footprint of the business and contributes to the
domestic economy.

Business view

Tom Chappell, founder of Tom's of
Maine and Ramblers Way Farm

@ & 1 want to work for a company that
contributes to and is part of the community.
I want something not just to invest in. [ want
something to believe in. § ®

1 Listen to the beginning of an interview with Tom Chappell
and answer the questions.

What does a value-centred business mean?

What values of the company does Tom Chappell mention?
What choice for customers does he mention?

How does Tom Chappell make sure that Ramblers Way Farm is
part of the local community?

Anita Roddick, founder of the Body Shop Company.

oW N =

| 1 Discuss the following questions.

® |n what ways can a company contribute to the community or do
something that it can ‘believe in?

= When you buy something, are the things you believe in (your 2 In pairs, discuss the following questions.
values) important in making your decision? For example, is it 1 What do you think non-profits means?
important to you whether it was produced without damaging the 2 What type of non-profit organisations do you think Tom Chappell
environment, or if the workers who made it were paid fairly? gives money to?

® How much more would you be willing to pay for products that 3 Do the values he mentions make you more or less interested in
are produced in your own region or country? finding out about the company's products? Why?
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Listening 2! Communijcating values to the customer

1 How do you think Ramblers Way Farm can communicate its
values to its customers? Write down some ideas.

2 Now listen and see if you were right.

Read exercises 3 and 4. Predict the answers then listent and
check.

2 What is the CRM policy of the company in relation to the
following?

1 customers returning items
2 correspondence (letters and email) from customers

4 How did Tom Chappell make sure his values were
implemented in the manufacturing process?

Listening 3: Engaging with the customer

1 In the final part of the interview, Tom Chappell gives an
example of an interaction with a customer. Choose the best
option to complete these sentences.

1 The customer wrote a very critical letter about
a the price of a product.
b the quality of a product.
2 He had
a bought a T-shirt online.
b (ooked at a T-shirt onfine.
3 Tom Chappell reacted by
a writing back to the customer.
b immediately offering the customer a free shirt.
4 The customer wrote back and said
a he hadn realised how much went into making the product,
and that now he could understand why it cost what it did.
b he still thought the product was over-priced.
5 What happened next?
a Tom Chappell sent him a free shirt.
b The customer ordered a shirt.

2 What happened in the end? What point is Tom Chappell
trying to make by telling this story?

Critical analysis

1 How do companies in your country communicate with

i customers? Do you think that they communicate effectively?

| 2 Can too much communication from companies be a
problem? Can you think of any examples?

3 Would you be willing to pay more for a Ramblers Way T-shirt
than a simifar T-shirt from a big manufacturer that probably
isn't produced as responsibly? Why/Why not?

4 Other than communicating positive values about the
environrent and worker’s conditions, how can companies

: produce positive feelings amongst their customers?

| T

94 10 CUSTOMER RELATIONSHIP MANAGEMENT (CRM)

www.frenglish.ru

Language focus: Past simple, past continuous and
past perfect

(O)

1 Look at the sentences below taken from the interview with

Tom Chappell.

1 | was locking for responsible manufacturing practices, so it took
some time,

2 He had gone online, looked, was interested, saw the price and
wrote a very harsh letter.

Which sentence uses the past continuous? Which sentence uses
the past perfect?

2 Complete the rule for the use and formation of the past
perfect and the past continuous.

1 Use the to talk about events that happened before
another action in the past (the past of the past).

2 Usethe to talk about actions or situations
happening over a period of time in the past.

3 The past continuous is formed withthe pastof —___+
the -ing form of the main verb.

4 The past perfect is formed with

form of the verb.

+the

3 The past continuous is often used to talk about a situation

in progress at a particular time in the past, e.g. In September we
were making a profit.

The past continuous can also be used to describe a situation or
action in the past that is interrupted by another one (in the past
simple), e.g. ! met David as | was coming in yesterday.

| was coming in. I met David.

Present

Past 7

Which of the two actions in the example above started first?

4 Write sentences from the prompts. Put one verb in the past
simple and one in the past continuous.

1 1/ find/ the supplier / when / look / on the Internet

2 When /you/ phone /me /1 / have lunch / with a client

3 She/doasecond job / but/ give itup / when / start / her new job

4 They / find out about / the product / while / they / attend / a
trade falr / in Mascow

5 As/1/leave building /| / see / the visitors from Dubai

6 We / have / a meeting / when / the director's phone / ring




5 Time expressions, such as when, before, after, as soon as and
by the time, are often used with the past perfect, e.g. By the time
he'd finished the job, he was exhausted. Remember that the past
perfect shows that an event happened before another event in
the past.

Complete the sentences with the correct form (past simple or
past perfect) of these verbs.

find send speak change

1 They had already made the decision, beforewe ___to
them.
2 The order arrived just after we them a reminder.
3 By the time we'd solved the production line problem;, our client
another supplier.
4 As soon as we the faulty part, everything worked

fine.

6 The past perfect is often used to give a reason for a past
event, e.g. The registration for the April workshop dropped down
to seven, because people had transferred to the one in May.

Match the past actions 1-4 with a reason a-d, then put the verb
in brackets in the past perfect.

a because | from her
since last week. (not hear)

1 The machine wasn't
working again,

b because we all the
information we needed. (not

receive)

| 2 | called her today,

¢ because that's what they
us to da. (ask)

| 3 We didn't make a decision
today,

| 4 We invoiced them

i | d because someane
| separately for that,
L

it. (unplug)

Transferable skill: Expanding notes to give a mini-

presentation

It is often important in business to be able to expand on short
notes to give a presentation and this skill is often used in the
speaking part of exams.
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1 Work in pairs. Plan what you are going to say for two minutes
using the prompts on your card and any other information.

2 Give your mini-presentation to your partner. Plan to speak
for three minutes on your topic. Remember to be careful which
tenses you use.

Student A Student B
Think about the last time you Think about the last time
bought an article of clothing you bought a ticket for

something, for example a
concert or a journey, and
were not satisfied with the

which you were later unhappy
about.

8 What was it?

® Where did you buy it? experience.
m Was it expensive? Did you = YWhere did you go?
save up for it? = YWhat did you do?

Was it expensive? Did you
save up for it?
Were there any problems?

Output: Dealing with questions and complaints fram
customers

You are going to role play some situations between the call
centre of a company that runs a value-centred business and
customers who call up with a question or complaint.

= What exactly were the
problems?

Stage 1
Work in pairs, A and B.

A (the call-centre employee): look at page 138.
B (the customer): look at page 141.

Stage 2
When you have finished the first two situations, exchange roles.

Stage 3
Discuss how you felt in both roles with your partner.

= |n the role as a customer, did you feel satisfied with the way your
problem was dealt with?
= How did you feel in your role as the call-centre employee?
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10.3 Skills: Building a business relationship

Learning outcomes
= Lse positive language for relationship-building.

= Use supportive language.

= Conduct and close & meeting in an effective and friendly way.

Introduction

Discuss the following questions.

® How important do you think it is to be positive in mestings with
colleagues?

= How would you feel about a colleague making negative
comments about yaur work in a meeting, or if you had to make
negative comments about a colleague in a meeting?

® Why is itimportant to have a good relationship with colleagues
and customers?

» How can companies help their employses have good
relationships with each other?

® How can companies build good relationships with their clients?

Listening 1: Using positive language with colleagues @

You are going to listen to part of a meeting where the speakers
review an event they held recently for local people. Martha,
who starts the meeting, is the Operations Manager. Also
present at the meeting are Tanya, who is the Office Assistant,
and Rashid, who is a Junior Manager.

-l

Listen and answer the questions.

-

Was the event a success? How do you know?
What two pieces of feedback do they mention?

[ %]

N

Listen again and complete the extracts.
1 |thought it was actually.
2 All the feedback was very

3 | think that was a maove ...
4 all round.

5

enjoyed it.

| think it was
| think they
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3 The participants use a lot of strong adjectives, e.g. excellent,
amazing, and adverbs like really and very. Do you think they
would use this type of language if the event was not a success?
Why/Why not?

4 What could Martha have said if the event had not gone so
well?

Language focus 1: Expressing positive opinions

using adjectives and adverbs

1 In the meeting, the participants often use ‘strong’ adjectives,
In this extract, excellent has a similar meaning to very good, but
itis stronger.

Tanya: It was very good, | think,

Martha: | thought it was excellent actually.

Look at the audio script on page 159. What other ‘strong’
adjectives can you find?

2 You can also use degree adverbs, such as very, really,
absolutely, extremely, to make an adjective stronger, e.g. The
outdoor event was very good, | think.

Look at these sentences. Which adverbs can only be used with
base adjectives (e.g. good)? Which adverb can only be used with
strong adjectives (e.g. brilliant)? Which adverb can be used with
both base and strong adjectives?

1 These suppliers are extremely good value for money compared
with the others.

We're using very big print for this brochure.

We had 38 people the first day, which was very good.

Some of the videos were really good, very funny.

We did a demanstration for the Water Board which was brilliant,
absolutely brilliant.

The product demonstration was absolutely amazing.

7 Pierre's presentation was really good, really brilliant.

i okowN

[+



Language focus 2: Using encouraging and suppartive
language

1 In the meeting in Listening 1, the speakers used positive
language to evaluate an event that had gone well. If something
has not gone well, you can also be positive and encouraging,
e.g. Don't worry about it.

Match statements 1-8 with an appropriate response a-h.

e = |

(1 0o you think the visitors | a [t was absolutely rilliant!

had a good time? i
i

2 | don't think that meeting
went too well,

| b That's great! Well donel

¢ That's too bad! Better luck naxt
time.

3 What did you think of my
presentation?

4 | sold ten of those d Yes, | think they really enjoyed

packages today. it.

e Well, I'm sure it wasn't that
bad. Anyway, never mind, it's a
learning experience.

5 |just lost that sale!

f Never mind, | will call them
with the numbers and smooth
things over with them.

6 I'm really disappointed
with our sales figures.

g Don't worry, things are sure to
pick up in the spring.

7 Dave's presentation was
awful, It was the worst ['ve

| ever seen.

h Well, he's just learning the
job so we need to be more
supportive,

] 8 They were a bit

| disappointed by the fact
‘ we couldn't give them an
‘ exact figure.

2 How could you respond to the following statements?

1 | think that the event went really well.

2 They really enjoyed our presentation.

3 That meeting was a complete waste of time.

4 They have refused to sign a new contract with us.
5 The new design is amazing.

Listening 2: Ending on a positive note @;

One way in which people build relationships with colleagues
and business partners is by using positive language at the end
of a meeting.

1 You are going to hear the end of a meeting between a
customer (Sven) and a supplier (Lucia). Listen and number
these things in the order that they are said.

1 thanking the other person D

2 proposing follow up action to the meeting D

3 using positive language D
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2 Listen again and complete the missing words at the end of
the meeting.

Sven: Sorry, no. It'll be Friday actually because he's away tomorrow,
Lucia: That's all right.

Sven: Then we'll see what happens.

Lucia: 1
Sven: ?
Lucia: 3
Sven: 4

3 Work in pairs. Here are the ‘ends’ of two meetings. Improve
them by using positive language and thanking the other
person for the meeting.

1

A: So, [l put together a proposal based on our discussion, and
send it to you.

B: OK.

2

A: OK, as soon as |'ve spoken to my team about it tomorrow, I'll
give you a call, and we can discuss it further.

B: Yes, that's fine.

Output: Relationship-building using the right

language

Stage 1
Work in pairs. Student A: look at page 138. Student B: look at
page 142,

Stage 2
Plan what you are going to say and try to use some of the
language from this lesson.

Stage 3
Work with your partner and have the two conversations.

3« Watch Sequence 5 on the DVD to find out more about Marketing.
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Writing 5: |

to written comp

Learning outcomes

» Know how to structure and what to include in a response to a

complaint.

= Use language that shows concem for the customer and (re)builds

customer relationiships.

® Respand appropriately to a written customer complaint.

Introduction

Discuss the following questions.

1 Have you ever returned a product you bought or complained

about it? What was the problem?

2 What happened? Did you get what you wanted, for example

a refund or a replacement? Did the company respond to your
complaint?

Language focus 1: What to include in a response to a
complaint

1 Look at this letter of complaint to a chocolate company. What
is the customer’s complaint? What does she want the company

to do?

Dear Sir or Madam,

I recently purchased a bar of Green World Organic Dark
Chocolate with Whole Cherries from my local supermarket
in Stratford-upon-Avon. However, when I tasted the
chocolate, I bit into a very hard object which nearly

broke my tooth! It seems that your chocolate contained

not only whole cherries, but also a cherry stone, which 1
am enclosing in this letter along with the wrapper of the
chocolate bar.

Luckily my tooth wasn’t broken, but if it had been. I
might have needed some major dental work. Hard objects
like this left inside your products are a real health risk to
customers, therefore I thought you should know about this
problem, and check your quality control procedures.

I also hope that you can offer me some kind of
compensation. As you can imagine, this was not 4
very pleasant experience for me, and rather spoiled my
enjoyment of the chocolate.

Yours faithfully,
J Gladwin
Jenny Gladwin (Ms)
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2 How would you respond to this complaint? What kind of
compensation, if any, would you give?

“I've got your letter in front of me now
sir.”

3 What should a good response to a complaint include? Make a
list of things to include.

Example: apologise for the problem/fault

4 Read the response from the chocolate company. Put the
paragraph A-F in the correct order.

Dear Ms Gladwin

A D All of our raw materials are sourced from reputable
suppliers. The organic whole cherries are purchased from
a supplier who controls their quality on the production
line. Any cherries that contain stones are removed from
the production line. At Green World we aim to ensure
that all stanes are removed from these cherries, but
the processing invofved does not allow an absolute
guarantee of this. Hence it is possible that, on this
occasion, a piece of cherry stone was not detected and
passed through to our chocolate.

B[] Thank you for taking the time and care to bring this
matter to our attention. We are sorry that you were
disappointed with one of our products on this occasion
and we understand the inconvenience that this may have
caused you.

¢ [_] we hope that you will continue to enjoy Green World
Organic Dark Chocolate. We have enclosed vouchers to
the value of £15.00 towards your next purchase.

D [1] Thank you for your recent letter to us concerning a bar of
our Organic Dark Chocolate with Whole Cherries that you
purchased in Stratford-upon-Avon.

£ || We are really somy to leam that you found a piece of
foreign material in one of our cherry bars and that
you were disappointed with our product. From our
assessiment, the foreign material was a piece of cherry
stone. This is an extremely unfortunate incident. We are
grateful that you returned to us the piece of cherry stone
and chocofate bar wrapper, so that we coufd complete a
more extensive investigation.



F [ ] At Green World we take any feedback of this nature
seriously. Following your complaint we have made our
Quality Teams aware of this incident. Please be assured
that we are continuing to investigate this matter further.

Yours sincerely

7. ._.We:(};:{/{;c‘(/

Rita McCarthy
Quality Control Manager

5 Does the letter include everything you mentioned in
exercise 3? Match these functions with the paragraphs.

1 apologise for the problem/fault

2 thank the customer for pointing out the problem

3 provide compensation

4 reassure customer of high standards of purchasing, production
and quality checks

acknowledge receipt of the complaint

6 say what improvement will be made as a result of complaint

v

Intercultural analysis

Haw da cansumers complain in your country? Waould they ;
normally complain through a letter of complaint or some other |
action? Are letters of complaint usually from customers to the
company or from company to company?

Language focus 2: Using the right language

When responding to complaints, it is important to use language
that shows concern for the customer and tries to rebuild the
relationship. Check that you understand the useful phrases for
responding to a letter of complaint below. Some of them are
used in the letter from Rita McCarthy above.

Use one of the phrases to complete each of the gaps in the
response to a complaint about a delayed delivery. You do not
need to use all of the phrases.

following your complaint  are currently investigating

all our products are checked for  thank you for

look forward to receiving inconvenience

| am pleased to enclose a €20 voucher  apologise

we are grateful to you for  would like to assure you

we regret that we are unable to  we are very sorry about
we value your business
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Dear Mr Saldanha

1 your email informing us that your
order of ten hobby sets despatched to you on 24 May was

delayed by 24 hours. 2 this delay
and the 3 this caused you and your

business.

We have been using this delivery service for a number of
years now, and have found them to be very reliable.

4 , we contacted the firm and they

5 what caused this delay.

6 bringing this to our attention, and
we 7 that we will make every effort to

further improve our delivery services. As

8 , we would like to offer you a 10%
discount on your next order. We 9
again for the unacceptable delay you experienced in this
instance, and 10 your next order.

Yours sincerely
Hass Deters
Hana Peters
Customer Relations Manager

Output: Responding to a complaint

Stage 1

Work in groups. You work for a catering (party service)
company, and you have received a complaint from a new
customer. The customer hosted a welcome event for a group

of foreign visitors, and you provided the food and service. The
catering was for 30 people, and you provided your standard hot
buffet with a choice of three main courses. These are the main
points of the complaint:

® the customer did not think the food was very good quality (the
visitors did not seem to like it), and there was not enough variety

= the food was not clearly labelled - some of the visitors were
vegetarians, but it was not clear which dishes contained meat

m there was not enough food

® there were not enough waiters, and they were unhelpful or even
rude

® the customer has demanded a refund of 50% of the cost of the
catering

Stage 2

In your group, decide how you will respond to the complaint.
Will you refund 50% of the cost? If not, what, if anything, will
you offer the customer in compensation? Write a response to
the complaint. Each person in the group should write one part
of the response (see Language focus 1 and 2).

Stage 3

When you have finished, check the letter, then pass it to
another group. Read the letter you receive. How would you
feel if you were the customer? Would you be happy with this
response to your complaint?
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1 Accounting

11.1 Theory: Reading financial statements

Learning outcomes

® Understand the importance of different parts of corporate financial

statements.
® Use key finance vocabulary.
= Give advice about drawing up a balance sheet.

Introduction

1 Discuss the following questions.

m How important do you think it is to keep a record of your personal
accounts?
= What expenditures do you have every month?

® What financial statements do companies keep?

2 Think about these items of company finances. Are they
examples of income or expenditure? Complete the table.

sales of products or services  payment of salaries

purchase of raw materials rent on property

interest received on investments  interest paid on bank loans
buying machinery

| Expenditure

| Income

Listening 1: Who uses financial statements?

Business view

Andriy Tatarchuk, Financial Adviser
and Sales Manager at Enmark Leasing,
Kiev, Ukraine

100 11 ACCOUNTING

1 Before you listen to the first part of the interview, discuss the
following questions.

1 Wh
2 Which groups of people inside and

financial statements for?

/ do companies draw up financial statements?

outside the company are the

2 Listen to the first part of the interview with Andriy Tatarchuk.

-
i

oes he answer questions 1 and 2 that you discussed above?

 are these groups of people Interested in the financia

statements of a company?

3 Do you think the employees of a company would be
interested in the financial statements? Why/Why not? What
about the company’s business partners, e.g. the suppliers?
What other stakeholders would be interested in the corporate
financial statements?

Critical analysis

Some companies try to make their financial figures look better
than they are. Others try to make them lock worse. Why do you

think this is?

Language focus: The profit and loss account and the
balance sheet

Two of the most important company financial statements are
the profit and loss account (also known as the income statement)
and the balance sheet (also known as the statement of financial
position).

The profit and loss account shows the financial developments
over a period of time, e.g. a quarter, a year, whereas the balance
sheet is a picture of what the company owns and what it owes
at any one moment.




1 Match the terms with their definitions.

1 turnover a maney owed to the bank

b the gross profit minus the expenses and
taxes

2 cost of sales

3 gross profit ¢ the value of sales made

4 expenses d companies which owe money

e the overhead costs of running a business,
e.g. heating, electricity

5 net profit

f the direct costs of manufacturing or
buying items to sell them later

6 creditors

7 debtors g money kept until it is needed in the future

B reserves h turnover minus the cost of sales

| c . ; ; ; ;
r 9 overdraft 1 Companies to which money IS OWIing

2 Read the extract below and complete the statement with the
following terms.

gross profit  net profit  turnover cost of sales

Last year, the bookshop chain Better Books sold 100,000 books at an
average price of €10.00. It bought in the books at an average price of
€5.00.

€000s
1 1000
2 500
3 500
Less expenses:
Heating and lighting 50
Insurance 25
Administrative expenses 50
Salaries 50
Total expenses 175
4 325

3 A balance sheet shows the company’s assets (what the
company owns) and the liabilities (what the company owes).
Look at the following terms. Do they belong to the assets or the
liabilities section of the balance sheet? Complete the table.

creditors reserves overdraft debtors stock (or inventory)

Assets Liabilities
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4 What do you think are the financial assets and liabilities for
an employee in your organisation or a student in your class?

5 Do you think it is important for employers to know about the
financial situation of their employees? Why/Why not?

Listening 2: Reading financial statements

1 Look at these extracts from an income statement and a
statement of financial position for a Chinese medical company.
Are the following increasing or decreasing?

sales  costof sales  administrative expenses
trademarks, patents and development costs

Income statement
This year US $000 Last year US $000
Sales 56,658 45,885
Cost of sales (22,940) (19,486)
Gross profit 33,718 26,399
Selling expenses (19,541) (15,393)
Administrative expenses (13,993) (16,028)
Other net operating income 366 1,262
Operating profit/(loss) 550 (3,760)
Finance costs (233) (240
Profit/(Loss) before taxation 317 (4,000)
Taxation charge (1,513) (1,085)
Loss for the period (1,196) (5,085)
Statement of financial position
This year US $000 Last year US $000

ASSETS (non-current)
Property, plant and equipment 25,662 25,946
Leasehold land 6,014 6,082
Goodwill 7,458 7,052
Trademarks, patents and 3,145 475
development costs
ASSETS (current)
Inventories 14,102 14,714
Trade receivables 26,978 22,432
Other receivables and repayments 2,765 2,572
Cash and bank balances 39,576 38,206
EQUITY
Share capital 51,229 51,229
Reserves 21,715 23,914

72,944 75,143
LIABILITIES
Trade payables 6,937 5,290
Current tax liabilities 724 536
Short-term bank loans 7,151 7,606
Deferred tax liabilities 667 289
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2 Do you think the company at the time of these statements
was performing well or performing badly? Why?

3 Listen to Andriy Tatarchuk and answer the following questions.

1 Did he agree with your opinion on how the company was
performing? What did he think?

2 According to Andriy, what does the rise in cost of sales and
trademarks, patents and development costs mean?

3 Why does he think the administrative expenses are decreasing
when normally a growing company would spend mare on these?

4 Listen again and complete the extracts with these phrases.

the previous period  fewer bonuses s guite dependent on
less money  cut their expenses is selling  growth

The increasing cost of sales would tell me that the company
1 Marketing and Advertising and Sales. Also, if you
look at the balance sheet, there is a significant increase in trade
marks, patents and development costs, so that probably shaws that

the company 2 a unigue kind of product.

Normally in this case | wouldn't expect administrative expenses to
decrease because the company seems to be growing. Its losses are
lower than 3 .The sales have increased and we ses

4__  inthiscompany. In such cases, the administrative
expenses would be expected to rise and here they have decreasad.
The only thing that can justify that is probably the company is trying
to5__ . allkinds of expenses, especially administrative,
and this is probably connected with the wider economic situation
rather than how the company is performing. You know, the
company starts paying 6 to the employees. It spends
7 oncorporate events and so on. It can only be
Justified by that.

Transferable skill: Managing personal finances

Many people have problems with managing their own finances.
What is the situation in your culture? Is it only a problem for
young people who are inexperienced with managing money?

1 Look at these tips and decide whether they refer to the
long term or the short term.

1 Keep a record of day-to-day spending.

e

I __ 2 Save some money each month.
3 Avoidusing credit e '-
- cards; use cash instead,

4 Make a list before you go :sho?ping
and buy only what is on the list. :

5 Setup a pension scheme,

e

ﬁ; List your financial priorities.

T —

7 Draw up a monthly budget.
A Y MRS 4

y
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2 In pairs, discuss what you think of these tips. What other tips
would you add to the list?

3 Personal debt is an increasing problem. Why do you think
this is?

Output: Discussing the balance sheet

Agnes Adamuska has been in business as a beauty therapist
for a year and has drawn up her balance sheet herself. Here is
her first attempt, As you can see, she has put some assets and
liabilities in the wrong place. Can you see any other errors?

€000
Property 50
Stock of materials 4
Original cost of equipment 8
62
Creditors 5
Cash 2
Reserves 6
13

Less
Debtors 5
Net current assets 8
Net assets employed 70
Overdraft 12
Share capital 30
Long-term loan 14
56

Stage 1

Work in pairs and draw up the balance sheet correctly and
make sure it balances. When you have finished, you can check
your answer with the balance sheet on page 139.

Stage 2

If you know that you have to draw up a balance sheet at
regular intervals, you need to make sure that you set goals and
deadlines. What advice would you give Agnes about this?

Stage 3

One of you will take the role of Agnes and the other the role of
the accountant who has drawn up the correct balance sheet.
Work out the dialogue between them.

Stage 4

Sit together with two other pairs and act out your dialogue for
them. Give each other feedback on the prepared dialogues - on
the financial advice and on the language.




11.2 Practice: Cash-|

Learning outcomes
m Use key vocabulary connected with cash flow,

®» Recognise and use modals of adwvice, obligation and necessity.
Discuss a cash-flow problem and possible solutions,

Cage study

Profile: New South Wales Trade and
Investment

[

|

‘ JAi%); | Trade & Investment,

' NSw | Regional Infrastructure
o | & SerVices

In Mew South Wales, Australia, the government

deparument responsible for the development of

industry and investment has set up an advisory service

io help small businesses, Their website offers advice

and information as well as case studies about small

husinesses. The case study in this lesson is one of these

1 How do people usually pay bills? Match the people’s
comments below with the method of payment they refer to.

cash creditcard debitcard  bank transfer  direct debit

1 1always pay with this card if possible because the money | pay

ism't taken from my bank account until the end of the month,

2 'Our electricity ball is paid autamatically. The company takes
the amaount from our bank account each month. We signed an
agreement with the electricity company and the bank which lets
them do this

3 ‘I paid their last bill by typing in the name of the company and
entering the amount using Internet banking. My bank took the
money fram my account and put it into their account!

4 'l don't like using plastic so that leaves me only cne option,

5 Where | live, paying with this card is easy and cheap. You just
risert your card in the machine, enter your PIN and the payment is

made from your bank account more or less immadiately

2 Which of the methods of payment above do you use? What
do you use them for? What methods of payment do most

people use in your country?
3 When you buy a large item like a washing machine, do you

prefer to pay for it at once or pay part each month? What are
the problems with buying something on credit?

Reading 1: Recog

ing the cash-flow problem

1 Young and small companies often have cash-flow problems.
Although they may have large sums of money invested in
equipment and property, they do not have the cash to deal
with payments. Read the first part of the article and note down
three things which are causing the cash-flow problem.

L als)

LaloRoRek)

» i

J&" Southwest Construction |

Southwest Construction is a thriving construction business
in Western Sydney. The business s owned by Tony, a
gualified builder who specialises in bricklaying, floor and
wall tiling., and installation of air-conditioning systems.
Besides Tony, the owner, the business employs two full-
time people and also has two sub-contractors,

Tony's business has grown steadily in recent years, allowing
him to take on larger-scale projects. However, Tony has
expenenced some cash-flow problems, One problem is ||
that there Is a lag between the cash going out and the cash '
coming in from jobs. He has to pay wages, which are paid
fortmightly, and to pay suppliers who are generally paid on
delivery of the goods or within =saven days; the invoices
which he sends out are usually for a 30% deposit to be paid
mmediately, and then the balance for full payment is billed
30 days after complation of the work.

Tony also waits until the end of the month to invoice all the
fimshed jobs s0 he can do all the paperwork at one time. He
also does not like hassling people for money and he tends
to et outstanding debts go on too long before following
them up as he does not want to upset customers that could
give him more work in the future

Te manage this problam, Tony uses credit cards to
supplement his cash when needed, and then pays the
credit card off once payments come . This system is
expensive in interest costs and also difficult to manage
because sometimas the amount of money accessed on
credit cards adds up to a2 high figure and even exceads his
avallable credit limit,

Tony finds it increasingly difficult to manage cash flow.
The larger-scale projects mean that his cash requirements
and problems are made worse because there are larger
amounts of cash going out and there are longer delays for
cash coming in.
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2

Are these statements about Southwest Construction true or

false?

1

¥, [ VTR S

3

Tony's business has not been successful up till now,

The company is having problems paying its biils

The awner sends aut involces for work as soon as it is completed,
Tony asks people to pay thelr bills promptly

The payments Tony makes with his credit card are sometimes
more than the amount he is allowed to spend with It

Find words in the article to replace the words underlined in

the sentences below.

1

W B W M

If there is g delgy between money coming into the company and
money going out, you have a cash-flow problem,

| pay my canteen bills at work every two weeks.

We've already paid 20% of this, when do we have to pay the rest?
We must remember to send them the bill next week

They keep calling up and pothering us about an invoice we have
never received

The money which people owe ys from last month is more than
30,0001

You could agdd 1o vour cash income by sending out the bills on time.

Reading 2: Analysing the problem

Read the rest of the article and answer the questions.

1

Why Is there 3 {ja*-g%r that rhe supoliers may not want 1o work

with the company any mone?

2 What could happen if Tomy allows the situation to continue?

3
4

Why is there a gap between cash Inflows and outflows?
Why might Southwest Construction not be able to finish two of

their curtent projects?

The problem is that Tony is paying his creditors late all tha
nme and thera 15 a risk of some suppliers refusing to sell
to him. The larger projects also require him to purchase
gxpensive pieces of equipment and this places an additional
strain on his finances. Clearly Tony is now in & ‘cash crisis’
and the current state cannot continue or Tony will be at
savere risk of losing his business.

Firstly, Southwest Construction 15 expenancing a cash
shortage because there is a gap between cash inflows
and outflows, This is due to the fact that the company
doas not have a prompt billing system. For example, when
Tony completes a few projects in the first two weeks of the
maonth. instead of biling customers instantly, he waits till
the end of the month to get all completed projects invoiced
at one time.

Secondly, large projects take an average of six weeks to
complete, creating additional delay in billing and getting
paid.

Finally, twa of their cument projects reguire special
gquipment, and this means a large amount of cash
outlay. Unfortunately, Southwest Construction has no cash
to pay thes.,

——— =
—_———— ————

e

===

Sowrce: Case study from the website of tha i
MNew South Walas Government, Australia v
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Language focus 1: Terms to describe cash flow

Underline the odd word or expression out in each line and
explain why.

cash shortage cash outlay cash payment

people who owe YOU money

1 an additional strain extra money  more pressure

2 cash cow cash crisis cash problem

3 ingreat danger at severe risk  enormous chance
4 income expenditure  outflow

5 ontime accurate prompt

6

7

your dabrors your creditors

Language focus 2: Talking about obligation and

giving advice

1 Look at these examples from business conversations where
people use the modal verbs must, have to, need to, should and
ought to.

1 Which ones are used to talk about obligation or necessity?
Which ones are used for advice or to make suggestions?

8]

Your invoice Ras to match the number of orders

Will 5amantha da that for me or dg | have to do that myself?
| don't think you should give them a discount.

Should | just photocopy these so that you've got the details?
forgot to ring about that. | muyst ring on Monday about it.
t's no good saying, well it might do that or it might not

We need to kngw,

g What time do you need to leave today then?

h We probably gught to rake a photocopy of this

= 8 QM OoOw

Avoid saying 'you must’ to tell someone to do something;
should, have to and need to are more polite and are also used
much more in business situations.




1 Now look at these examples of people using the negative

form of the modals.

1 Which anes are used to say that something is not allowed or not a
good idea?

2 Which ones are used 10 say that something is not necessary or not
an obligation?

a Insurance companies say you mustn't test the equipment.
because if you test it, you might overload it.

b You don't have to take the documents 1o the mesting, | sent them
to the secretary vesterday,

¢ ['ve got some additional financial and personnel stuff that gught
net to be on the central filing system

d Well no, you don't need 1o update the database, because it
updates automatically.

e Most of this 1S in the handbook, so you peedn’t bother to copy this
gown

f Users shouldn't be storing personal files on the C drive,

3 Some of the above verbs follow different grammar rules from
other modal verbs. Which ones use do in forming guestions and
negatives? Find examples in exercises 1 and 2 to complete the
tables. Which verb has two possible negative forms?

Question: verb + subject Negative: verb + not/n't

| you mustnt ...

| must!...?

| Question: do + subject + verb | Negative: donotidon’t + verb |

4 Complete the sentences with mustn't, shouldn't or don't/
doesn't have to.

1 Putitonthe listtobedonenextmonth. it be
done today.

21 betoolong, Bob, because I've got to go at five
aclock,

3 You help him too much. He can do the accounts
himsalf

4 We'l take care of the delivery. You worry about it
any more

51— forgetto thank them for the invitation.

& We should start inveicing in December, wel

5 Must is often used for something the speaker thinks is
necessary, important or urgent to do.

Example: | forgot to ring aboub that. | must ring on Monday
about i,

Example: We musé set ourselves o cost-reduction target,
You can also use need to or should for this, but they are not as
strong as must.

Example: Right, well, we need to sort that out immediately.

www.frenglish.ru

Have to is often used for an obligation or necessity outside the
speaker's control, such as a procedure or regulation.

Example: But anything that has to be installed on the desktop,
somebody has to check to make sure ik works on XP.

Think about your own daily life and work. What are some things
that you are obliged to do because of certain regulations or

procedures?

Example: | Aave to pay my bills on the first of the month,
Are there things that you are not obliged to do?

Example: | don't have & start work at o parbicular time. |
don't weed fo wrike down my hours of work .

Now think of things that are important or urgent for you to do.

Example: | must funish & report that | am working on. | really
should get some more exercise,

Output: Solving a cash-flow problem

Even very small businesses should always focus on cash-flow
management because poor cash management can lead to a
cash crisis and place the business at risk.

Stage 1

Look at these tips on good cash-flow management:

s Good cash-flow management is about reducing or eliminating
the lag between cash inflow and cash outflow.

= The solution to & cash-flow problem is usually simple, e.g. prompt
billing, improving creditor terms, chasing late payments, and
getting progressive payments,

s Companies should use a systemn to record their cash flows (3 cash-
flow tracking sheet) and to predict their cash flows {a cash-flow
projection shaet) so that they have a clear overview of their cash flow

s |f debtors do not pay promptly, they need to be reminded.

Work in pairs. Look again at the problems you found in Tony's

cash-flow management in Reading 1. What specific solutions

could you suggest? Look at the tips above to help you.

Complete the table to demaonstrate your ideas and then use it

to present your ideas to another pair.

Problems

Stage 2
Prepare to present your ideas. Check any vocabulary that you
need from Reading 1 and 2. What modals will you need to use?

Stage 3

Work with another pair. One pair plays the role of Tony and
listens to the ideas of the other pair, asking the questions that
they think Tony would ask. The other pair presents the ideas.
Then change roles. After both pairs have presented their ideas,
compare your advice to Tony and choose the most effective tips.




s and figure

® Present facts and figures,
= Describe changes and trends.
n Use graphs in a presentation,

o
b

1 Look at the charts and graphs and answer the questions.

1 Which aonels) showes prop
hich anels) sho 1 Bk L | 5
L AL : i ;
Tie o T T i MOriZont AX15 | 1T d WEr ax
«is), What infarmation does each axis show in these graphs

Waorld Internet Users Distribution by World Regions

A

W Asla 42.4%

Il Europe 23.6%

B North America 14.4%

W Latin America / Caribbean 10.4%

_ Africa 4 8%

W Middle East 3.2%

B Oceania / Australia 1_2%

¥rY Yrd YrS Yrd Y7 'I:."l"r"l

¥r8 Yo% ¥r

B Eank interest rate

13,148
7,967

45 ll']'/

i3

Vaolume of sales (millions)

¥r5

106 11 ACCOUNTING

2 Explain one of the graphs to a partner.

3 What are some reasons for using diagrams or other visual
support when you are giving a presentation?

Listening 1: Talking about facts and hgures

= 220

You are going to hear the Area Sales Director of a company
giving part of a presentation about the company’s sales to
her department. Choose the correct option a-d to answer the
queastions.

1 As r nths, the percentage of e
e M CUstomer |
C 1y Sl [
1523 O d decreased vy
2 The sales targat of the Sales Departrren Ml yEar 15
a lion exa C A
b approx gy 11 1s]] d 107
3 al [ T ne
a c
b d 555
 istening 2:Setting goals and argets—___(0)
- 22

1 Listen to the next part of the presentation and answer the
questions.
1 What does the Sales Director think

e most

nportant step for

L)

2 Listen again. Why does the Area Sales Director say ‘that is a
real key' more slowly in this part of the presentation?




(0)

Language focus: D

At the beginning of the presentation, the 5ales Director
talks about the amount of time (as a percentage) the sales
representatives spend with customers.

1 Based on the listening, which of the graphs below is correct?
Complete the sentences describing each graph,

15 15
14 14
13 1aj
= -+
1 _'_____————-___-_‘ 1 _-___————-_____
!"-,.j f‘gj
£ £
€ 7+ [ |
¢ 54 C oA
54 5
: a4 & 4+
3 14
11 2
1 i
O an TFeb T War T Ape May | Jun ' U7 Lin | Fen | War | Apr | May Jun |
Graph 1 Graph 2
1 The amount of time spent with custamers from
18]
2 The amount of time spent with customers fromy
(ta]

2 The following werbs can be used to describe changes and
trends. Which verb describes each graph?

rise plummet fuctuate fall decrease
peak plunge recover increase soar

level off jump

Graph 1 Graph 2
0]
Graph 3 Graph 4

3 Complete the table with the rest of the verbs from exercise 2.

. ﬁu up go down |

4 Look at all the verbs in the list and answer the questions.

1 Which verbs are synanyms?

2 ‘Which ones describe a sudden change?

3. ‘Which ones.can also be nouns?

4 ‘Which ones are irregular? Write the past simple and past participle

forms next o these verbs inthe 1able in exercise 3

www.frenglish.ru

5 Complete the sentences with the correct form of a verb or
noun from exercises 1-3.

1 Thedollar — from 111,10 ven ta 111.57 yen last Friday.

2 The average lapanese worker had a wage of 4.2%
n the 12 months to December, a real pay rise of 3.0%

3 Unemployment by an average of 11,200 aver the

past three months compared with an average fall of 23,900 in the
three manths to March.

4 The company’s share price fell back, but has now

5 By June, the index 23% 1o 51, 028, and Anally

peaked at 51,109 in Deceamber
6 Look at the way prepositions are used to talk about changes
in the sentences above,
1 Which prepositians are used after verbs describ ng increase or

decrease? What s the difference berween them?

Bl

Which preposition is used after nouns?
3 Which preposition is usad after the verb to peak? Which other verb
from the list abowve takes the same prepasition?

=4

Complete the sentences with the correct preposition.

1 Impaorts are progected to'decrease 5% in value

2 Mantell predicted that last yvears 38% unemployment rate will rise

4_3% this year and level off 4 %90 next year

3 The cost af the project has risen S£24m an
unaffordable £32m
4 Thiefe have boan Wage ncreasses | 1% for each of the

d51 [0 yEars

Output: Presenting figures and trends

Stage 1
Work in pairs. Look at the graph and work together to deseribe
the information you see on the graph.

140
120
100

sabes in thousands of sports shoes

0 T T T T T ] | ] T 1
Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec

Stage 2
Discuss what major trends you can see in the graph and why
you think these trends may have happened.

Stage 3

Work together to make a presentation highlighting the key
information and how you will try and sclve the problem. Then
give your presentation to another group.
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Z Finance

12.1 Theory: Investing

Learning outcomes
a Understand critena for business investment,

8 |se investment vorabulary. -\
m Make more exact comparisons 1o evaluate an investment, - ' -

Introduction 4 ‘ G Wide diversification

1 Imagine that you had €20,000 to invest for the next five is only required when
. years. What would you do with it to get the maximum RO investors do not
i {return on investment}? 1]r1der:;t,3ﬂd what [he'};
: ® deposit it in a savings account are doing. 9 ®
| & nvestin property 1a house / Flat / land) P i
B inves SLArT-UE .
| a [

2 What does your choice say about you and your attitude to risk?
‘ ‘ One way to end up with $1 million

3 People make investments for a variety of reasons. In pairs, ; . R T .
is to start with $2 million and use technical

look at the investment possibilities in exercise 1 and say what :
the attraction is of each. Which of these adjectives do you think d ”‘1['."-“”‘- , ’
goes with which type of investment? Zainh Sagar Finar

exciting solid comforting safe risky  flexible
predictable unpredictable

Business view i
2 = b ! lit
Match the quotes about money with the correct meaning.
i oy

1 ;
‘ ‘ Linderstanding
how to be a good
investor makes you a

better business manager
and vice versa. ’ ,
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2 Read the article about how to find a new company to invest

in. Match the paragraph headings (a-g) with the paragraphs

-7

a A number of people prefer to spread the risk, imvesting in a
portiolio of companies

b A greatidea doesn't mean great peohts,

¢ Find out which products will De popular by Iooking at what
people who use the praduct like about it

d if a company slows down, get fid of your shares,

netine

e Put yaurself (i the place af customers in the futuns,
CUSIOMErs Now
f Companies need 0 keep being innovative

g Make sure the compary Ras samme fich investons

I
The frst task, investment experts say, is predicting which new
products will be successful. Get out and talk to people who are using
the product and see what they like abour it. For products aimed at

+ businesses, you'll need more technical expertise; the opinion of the

man on the street won't matter for enterprise software, for example.
F
Wall Street has a long history of companies and products that looked
promising but then failed. It's very difficult to predict. Investors need

. to put themselves in the shoes of future customers. If everyone already

agrees that a product is groundbreaking and innovative, it's too late for
investors. You don't want to own something which looks good now,

3
Even the most innovative product doesn't guarantee profits for

- investors, especially because creative, visionary executives are rarely

able to handle the problems that rapid growth can cause. Coming up
with a hit product is one thing. Profirably manufacturing, marketing
and distributing it is another.

4 _
One obstacle companies must be careful about is the competition.
And, if your product becomes popular, it will almost certainly artract
rivals. For example, Research In Motion must continually introduce
new versions of its BlackBerry™ to fight off rival smartphones. The
only option for most companies is to keep innovating, trving to stay
one step ahead of competitors. Companies that can achieve that goal
AT rare.

3 —

Investors should look for inmovative companies with strong finances
or ones that are supportad by rich investors, that gives you the staying
power and helps you continue to innovate, one example is BYD Co.,.a
Chinese battery maker partly owned by Berkshire Hathaway which is
led by billionaire investor Warren Buffett,

L]
Big companies are ofien much better at making many small

* improvements than coming up with one big blockbuster innovation.

In theory, stock prices reflect & company’s long-term prospects. And
when innovation is happening rapidly, the future is often very difficult
toy predict. Its important to keep a close eve on the planned products
of a company, If 2 company shows any signs of slowing down its pace
of innovation, it's a good idea to sell.

7 .
Many find new products far too risky and uncertain 1o bet on specific
companies. One alternative strategy is to invest in a broad range of
companies. Burt it’s hard for investors to ignore innovatlon when choosing

: stocks, Wo company — even in relatively stable, boring industries - will

survive without coming up with new products and services.

Source: [rvesting, Fimding the Next tPod, Bloombergy Businessweek
e ———
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3 Read the article again and decide if these statements are true

or false.

1 Itis important o talk 1o the target customers before you invest in
a product or compary,

2 Lots of preducts and comparnies looked like good investment

opportunities at first but then were unsuccesaful

Imvesting in popular products is a-good.idea,

Companies need 1o be constantly innovative

Before you investin a company, check that it kas wealthy backers

Big companies are more likely toinvent innovative products

=~ oA o B W

Companies in stable sectors do not have 1o worry about having
new ideas

4 Are you surprised by any of the ideas in the article? Which
advice do you think is the most useful?

5 Can you think of any innovative companies at the moment
that would be interesting to investin?

Language focus 1: Using voc:

1 Match the terms 1-5 with their definitions a-e.

1 carry outan a recewe a sum for kending money

Mvestmsen L appraisa

2 buy shares b put money into a variety of investrments

3 receive a dividend € asaess investment choice

4 earn interest d pay for financial parts of 3 company

I 5 invest in a partolio

@ be pad a sum of money for a share

2 Complete the text about investing with the terms from
exercise 1,

Before you decide what to do with your maney, it is important to

I twihat ss the levelof rsk invalved? Areyou happy
about this level? Mary experts suggest That when you
2 thedegres of diversification of investments is
mportant o thal the sk = spread
VoL 3 n A company and the company is successful,

WO Can expect to 4 arrdally,

People who are worned about speculationand wha are risk-averse
can think about putting their money in a savings account whera

=

they can still 5

| ;
Why do vou think people invest monsy in certain companies

wing reasans doyou think

bt notin orhers? Which of the f 1Y
are realistic! Which anes do you agree with? Why?
m Because they want 1o make a proht.

® Because they like the way the company treats its employees

want companies ta behave in an
| ervviranmentally friendly way,
® Because they donl want to encourage the production of

cartain goods
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1 Look at these sentences and complete the rules below.

1 Buying shares is riskier tharn putting money in a savings account

2 5t safer to put your money under the mattress than 1o deposit it
3 bank account?

3 The most imporiant thing to remember when inve
spread the risk

& if you wanl 1o get rich, the worst thing you Can dowith your

maney is ta spend it; the best thing you c
5 Their

6 The biggest problem is getting the product inta high-street shops

product 151855 DopLHar than Qurs

The comparative form of adjectives with one or two syll

frnmad iy 2
1

e.q cheag, 1s 1

supetative, add J

twi syllables which endin -y are formed by

andaddingd 1o

o form the superlative

i syllables and all adjectives

I Oy using more far The comparative and

6 torthesuperlative For the nagative, Lse

¥ the comparative and-legst far the superiative,

Thiz superlative form s used with the, eq It was the shartest meeting

I o SR ORI [ g O | S iy gy | R
ar fne weeek, Yoo Nave-fhe p1ost aifficul fask af gilt gf s
There are some exceptions: good, §

4 - :
k] and 10 warse, |

2 Why do we change big to bigger and biggest and not biger
and bigest?

3 In the following sentences more exact phrases are used with
the comparative. Underline the phrases that make them more
exact.

1 Thar was the best offer we gor by far

2 Theycan probabhy De a it more forcetul with the customer

3 Highly educared skilled people have got much more porential

4 Fwe move our investments 1o AMP we will make much bigger
orofits than we dao at the moment

5 There's aq

this time

eat deal more interest in the preduct than there was

I AQYE

6 The new madelis a little mare proftable thar

7 The profit we made on the investment
expected

B The new product is more or

the [ast one

was SO RTIY DaTIar Than we
Ess the same as the old one

4 Do the phrases you underlined above show a big difference
or a small difference?

5 Choose one of these topics and give three different
examples.

Example; foothall teams: Bauern hunich, Manchester lnted
Barcelona

football teams  moblle phores  regions of your country  PCs

110 12z FINANCE
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& Work alone and prepare to tell someone about your topic,
making exact comparisons. Use some of these adjectives in
YOur Comparison.

popular successful userfriendly  long-lasting

efficiert  effective

7 Work in pairs and discuss the comparisons that you have made.

Output: Making decisions about inwve

Stage 1

Work in small groups. You are going to decide what to invest
in. Read the information about three products and talk about
which you think offers the best chance of ROI. Before you talk,
look again at the vocabulary you have learned in this lesson
and at the work on making comparisons. You can invest in only
one product.

‘Batter Blaster’ 1s an

orgaric pancake and waffle |
mix in @ pressursed metal |
container with a point-and-
shoot nozzle. The product
sells for $4.99 per can.

k9cuisine.com is a website
which offers high-quality
dog food locally, It is
located about 200 miles
south of Chicago.

Le Labo offers perfume sold and mixed in
the shop; ingredients are blended together
in front of the customer, poured Into

plain glass bottles, wrapped ina brown
Daper p-ackage and custom=labeiled like a
science project, with the date, scent and
name of the buyer,

Stage 2

Talk to another group about your decision and explain why you
made this decision. Then look at page 187 to see how successful
the products were. If you had really invested money in your
chosen product, how much ROl would you have had over what
time period? Which group in the class were the best investors'?




Case study

12.2 Practice: Looking for investment

Learning outcomes

s Talk about and understand numbers.

» Know the difference between gerund and infinitive forms
and when to use them

» Create a business plan and make a pitch for raising finance,

&~

Profile: Talpa Products

Talpa Products was founded
by Sharon Wright in 2006

2 Which of the suggestions in exercise 1 could be used if an
individual wants to buy a house or a flat, finance part-time or

She invented MagnaMole, a full-time studies or buy a car? What is the least risky way for
tool which makes it a lot easier 10 install wires and people to raise personal finance in your country?

| cables through walls. The company became {amous

; when Sharon appeared on Dragon’s Den, a TV programme Transferable skill: Desling with numbers

| where business people try to get investment from venture :
In business, people often have to talk about numbers, e.g.

when explaining an invoice on the telephone to a customer,
discussing a budget and presenting account figures. This is also
a skill which is often tested in language exams. Many learners
find that saying the numbers is not a problem:; it is more
difficult to understand them when someone else says them.

capitalists.

1 Work in pairs. How do you say these numbers? Student A: say
a number. Student B: point to the number.

—

2 Listen to two conversations and complete the following
1 How can people who want to start a business find the money

to do this? Look at the following ideas to help you and talk to a pilsizisinie

partner about this question. - 2.22

® apply for a grant Conversation 1

® take out a mortgage :

® getabank loan Re: Call from Pietro Del Vecchio

= bormow meney from family and friends Message:

B use personal wealth Could you call him backon1 ___ ?

s apply for government funding He wants to talk to you about the meeting on

. ;

grant noun [C] a sum of money given especially by the If you can't call today, then he'll be available
government to a person of organisation for a special purpose on his mobile = 3 from

4 _______ this evening.

mortgage rowur [C] an agreement which allows vou to borrow
money from & bank or similar organisation, especially in order to
buy a house or apartment

Dehnitions fram Cambridge Advanced Learners Dictionary
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Conversation 2

Whitneys Co.

Qty Item Description Unit price Total
1  BCM2Z-37A  Fabric racing seat €92.40 PR
70 ; I Reclining racing seat  €75.04 4_
Total: 5

Listening 1: Starting a company

Business view

Sharon Wright is the founder of Talpa Products Ltd and

the imventor of MagnaMole.

1 You are going to listen to Sharon Wright talking about
starting a company. In the first extract she talks about having
a‘Eureka moment’ while she was watching a technician fit
her house with telephone cables. What do you think ‘having
a Eureka moment’' means? What did Sharon's Eureka moment
involve? Listen and see if you were right.

2 Listen again and put the events in the order they happened.
a |':|' researching about patents

b calculating the time and money wasted by not having the
right tool

€ I:' walting for the techinician

d D'.r.-u."m-_.] n health and safety

e [ ]having a Eureka moment

3 How do you think Sharon's experience and the sort of person
she is helped her to have this Eureka moment?

112 12 FINANCE
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Listening 2: Looking for funding

= 2.24

1 Here are five ways for a new or small company to raise
finance.

® barrow from the 3 Fs (family, friends and foals)

# lake Ut a low-intersst iogn frorn the bank

L] -.-'-I:."FJl'r' '.L"f aovemment ‘-':_.F!d-"';

® o frade-offs
L]

trade part of the gwnership of the company

Look at the underlined words in the list above and match them
to the definitions below:

Il

um of money given on a temporary basis
quity

financial support

i)

exchanges In expertise

Bode W R =

money Daid for barrowing a sum

2 Listen to Sharon Wright talking about raising finance. Which
of the five ways for a new company to raise finance does she
mention?

3 What sort of trade-offs can small businesses offer with
potential investors / other companies in order to expand their
business?

Listening 3: Making a pitch

o D
Once Sharon had successfully launched her product onto the
British market, she needed finance to do this in other countries,
She went on a TV programme where *business angels were
looking for an investment opportunity. She made a pitch
(presentation about her product and company) and she was
successful in winning investment.

Listen to Sharon talking about how she prepared to make this
pitch and complete the list below.

- Thirk about what you want to say.

. Write down your business plan and. pu:k ot the
1 you know they will want t0
ask more questions about.

: Know your business plan, know the answers
__ they are going to ask.

R S

. Deliver it with confidence, and. confidence comes
fom3d 000 .

. Don't leave anything t0 4 —— ——

. And. never take criticism 3

*peoplé who aré prepared to invest money in a start-up company
Are you surprised by any of these tips?




When the maragement of new companies make a pitch
1o potential investors, their enthusiasm and experience are
important. However, other factors may also be important, [

depending on the company or national culture,

How important do you think appearance and age are in this
situation in your work or study culture? What role do good
presentation skills play in secunng financial support? What
advice would you give 1o someone making a pitch inyour work
of study culture?

Language focus: Verbs which take gerunds and/or

infinitives

An infinitive is the basic form of the verb, e.g. to do (He wants to
do well). A gerund is the -ing form of the verb, e.g. managing (He
enjoys managing the business).

Some verbs take the infinitive form of the verb; others take the
gerund. Some take both. There is no rule for this. It is a good
idea to learn these as you meet them.

Verbs which take both the infinitive and the gerund form

1 Sentence 1is from the interview with Sharon Wright. In
sentence 2 the form has been changed. Which one is concerned
with how much she likes something and which one refers to a
habit?

1 Im a person who likes solving problems.

2 |like 10 solve problems rather than ket others deal with them.

There are a number of verbs in English which can be used with
the gerund (-ing form) or the infinitive (to...). They are often
about likes and dislikes, e.q. like, love, prefer, hate, can’t bear.

2 Complete the following rules.
1 Toemphasise how much something is liked, use the verb + the

2 To show that something is a habit, use the verb + the

3 Look at these pairs of sentences. Match each one with the
meaning (a or b) of the underlined verb.
1 We stopped to talk about the report
2 We stopped talking about the report
a finish an activity
b pause in an activity for a shor time (to do something else)
3 Do you remember sending the email?
4 Bemember to send the email,
a not forget
b have a memory of something
5 He tried calling the helpline ..
6 He tried to call the helpline ..,
& __. but the line was engaged
b ... but they were unable 1o help.

www.frenglish.ru

There are no rules for these verb patterns, you just have to learn
the meaning of the verb + infinitive and verb + gerund.

Note that try to is often replaced by try and in spoken English,
e.q. We need to try to / try and make a decision very quickly.

Verbs which take only the infinitive or the gerund

4 Look at the examples and make a list of verbs that take the
infinitive and a list of verbs that take the gerund.

We decided to put the prices up.

They have ggreed to make a concession for us

| don't understand how we've managed to lose all that money
There seems to be a lot of money in that area.

| bope to see him before | come back an Thursday:

Somebody suggesied using this.

At a sales pitch avoid appearing too confident.

Do you mind speaking a bit louder? We cant hear you

The new system involves making the documents available earlier,

5 Now complete the following text with either the infinitive or
gerund form of the verb in brackets.

Starting a new business involves 1 (spend) a lot of imein
preparation for the launch, Start-ups have totry 2 (firscd)
potential sources of funding. f vou are wealthy, you may decide
3 [finance) the start-up from your own pocket, Or perhaps
you have friends and family who agree 4 (invest) in your
business idea, And don't forget the banks - many seem

5 (be) happy to offer loans to interesting and well-
researched business ideas. If vou don't mind 6 (give away)
part of the ownership of your new companty, you can apply 1o business
angels who are looking for opportunities for investment. (This Is known
as eQuIty Investment,)

It is important 1o rememiber 7 (research) the market - the
potential customers and the competition, Many experts suggest
B (iakto)successful entrepreneurs who have experience
of launching a business. But they are all in agreement that the
rmanagement team, their experdence and passion for the new idea is
the most persuasive factor in presenting the business plan,

Output: Developing a business plan

Stage 1

You are going to prepare a pitch to a group of people who are
looking for an investment opportunity. Work in three groups.
Group A: look at the information on page 139. Group B: look at
the information on page 143. Group C: look at the information
on page 145,

Stage 2

Use your information to make a pitch to potential investors.
Decide which information is the most important and think
about what questions the investors might want to ask.

Stage 3
Give your pitch to the whole class. The class should decide
which of the pitches offers the best investment opportunity.
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12.3 Skills: |

m Make polite and routine reguests, "
s Refuse requests politely, 0
» Ungerstand the role of politenessin business relationships

F 'f. i
Introduction

Discuss the fellowing questions in pairs or small groups. '
LN 31 the s:dug L 1 i |

o
[ B " The 1 3 g m B

these
m Th 1B | U a 1 I Does it

= -1 I 2 _':,- 1 r f 1 1 e L ] i

Listening 1: Making polite requests
1 Listen to these people at work asking colleagues to do

things, then answer the questions below.
You are going to listen to part of an internal meeting in the
1 WH e molite reaue sales department of a company. Anna, the chair, makes
2 Nur e : i east polite) to requests to follow up on action points that have been decided

ol in the meeting. The participants in the meeting are:
3 IL,I .I frarerice does intonation make? F " T —— Anna: sales manager, chair

sound mare polite ar impalite by o differant : Kevin: marketing manager
a4 ‘W think some of the reques e - Fran:area sales manager
a Can you work out what the minimum fumber is 1 Listen and tick (') the phrases that Anna uses. Are they all
b Doit by the next meeting requests?
€ You coular & the docurnentatior fwoi? — i
d You have to change the d enta 1 ca
& LOUlS you gl ane a 1 wWiRer Yo Ve t me — .
O |usT hee al e T Liid YO
2 Which of the extracts above would you use in the following i
situations? You can use each extract more than once. ="
1 Wher a routine proced - &
2 Wi ara s fa L ou think you could
3 Whe ow Impaortant something is 2 Listen again and answer the questions about each action point.
il skl dictdui b L The export manual

b 1 Why do they nead a new expot manua

S When you asicsan 1 erning 1hat il r 2 What does Anna ask Key

Price increase for products
3 How mu [ will the ornce incre 158 e

& How will people | Wormed about the price increase?
5 When does this need 1o be done |
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Language focus 2: Re

Kevin agrees to most of Anna's requests even if he sometimes
seems reluctant. When he refuses the request to photocopy the
export manual he uses politeness (I'm afraid ...) .

Anna: [an we have one electronic cne and photocopy it?
Kevin: '™ afraid it's about five thousand pages, so probably not.

1 As you can see in Listening 1, it is not easy to refuse a
request, especially if it is from your boss, Other polite ways of
refusing requests politely are:

I'rrvatraed ' really pusy, 50 | dont know it | can do it today

| dor't know if that's going to be possible, as I'm really busy at the
meorrent

I'rr really sorry, | can't becausa

Id ke to help, But

2 Imagine your boss asks you to do the following things. How
would you refuse politely? What reason would you give?

1 Finish the report by tomorrow

2 Work overtime today.

3 Phone another six clients today

4 .Tij"!!' LA R =k} Lomarrosy Morming

5 Havea meeting with hirn/her from 200 - 4.00 on Friday afternoon

& Entertain a foreign visitar next week

3 Work in pairs. Take turns to play the role of the boss, who
makes the requests above, and the employee who refuses.

In business, managers often use more polite language when
they talk to their employees than when they talk to other
managers. Why do you think this is?

How iImpartant is it for bosses ta use polite |-1'1-_,_:. lage wnen they
ask their employvees to do something?

Howdo managers and staff talk 1o each ather in the culture of

the arganisation where you waork or stady?

Listening 2: Polite and routine requests

You are going to listen to two short work conversations where
people make requests.

Conversation 1: Jen, the office manager, is working in the

main office, and Ron, a partner in the business, comes in to get
something.

Conversation 2: Simon, the technical manager, and Gina, IT
support, are having a weekly meeting in which they discuss
and make decisions about things that need to be done in their
department.

| —

' % Watch Sequence 6 on the DVD to find out more about Accounting and finance.
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1 Listen and answer the questions.

1 What request(s) da the speakers make in each conversation?

2 Inwhich conversation do the speakers make routing reguests?

3 In which one do they make polite requests?

4 Why?

2 Think of a situation which requires a very polite request, and
write it down.

Example: You wart to ledve work early today because you have
g dentist's appointment, but yow still have o lob of work to
finish. Ask your colleague if hefshe can finish & for you.
Hand your instructions to sameone i the class, who has to
make the request.

ctin "" U F‘- 4 new coimpany

Work in small groups. You are going 1o set up a new company.

Stage 1
Decide what type of business you would like to open.

Stage 2

Discuss which jobs you will need on the management team (e.qg.
head of sales, accountant, etc.) and make a list of jobs that need
to be done urgently, e.g.

m Gera loan from the bank

m Find office space

B Hind empioyeas

Stage 3
On your own write down which role you think is most suitable
for each member of the team,

Stage 4

Take turns to ask sach member of the team to do the job you
think is best for them, e.9.'Mina, could you be the accountant
as you are very good with numbers? ‘Manuel needs to be
responsible for marketing as he is the only one who has studied
marketing. Come to a decision about who will have which role
in the management team.

Stage 5

Decide who will de which of the urgent jobs on your list. Ask
ather peaple ta do as many fobs as possible, and try to avaid
taking on too many jobs yourself,

Remember to use more polite requests if you are asking team
members to take on a difficult job or to do a lot of jobs. You
should have a good reason for not accepting a job, or you could
make an alternative suggestion to avoid agreeing to a request.
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statistics

m [escribe changes and trends.

= Use appropriate adverbs and adjectives to talk about changes
and trends.

= Write a summary of the information in graphs.

Look at the graphs on these pages. Discuss the following
guestions in pairs or small groups.

= ‘Where might you find these graphs?
= ‘What information does each one show?

= What trends or changes does each one show?

» ‘What information in graphs do you look at for your wark or study?

® How easy is it for you 1o describe graphs in speaking and in writing?

Language focus 1: Using adverbs and adjectives to

describe changes and trends

1 Look at the newspaper article about the property market and
the number of houses being sold. What general trend in the
property market does the article describe?

2 Look at the underlined adjectives and adverbs and do the
following tasks.

1 What kind of a change do the adjectives and adverbs describe?

Write them In the carrect column in the table

2 Are the words adverbs or adjectives?

3 Change the adjectives to adverbs and the adverbs 10 adjectives
then add the words 10 the table.

& \What is the adverb form of these adjectives = rapid, slow, steady?

Add bath forms to the table below.

no change

. a big change a small change

116 WRITING §: DESCRIBING CHARTS, GRAPHS AND STATISTICS

Static prices and bad
weather depress market

Property sales in the UK were down 19 percent in November.
The Roval Institution of Chartered Survevors believes that
people are reluctant to sell because of the static market and
thinks that the recent bad weather and flooding has stopped
people from wanting to invest in property.
Some regions have seen an especially sharp slowdown in sales
and the number of properties coming on to the market has
dramatically decreased too.
The Royal Institution believes that property prices will only
rise gradually by six percent each year over the next two years.
This represents a significant slowdown after last year's 12
percent mcrease.

Source: Article by Patrick Collinson, the Guardian

3 The article uses the following types of collocation.

verb - adverb adjective - noun

decrease dramatically a signihcant siowdown

Here are some other verbs and nouns you can use to describe
changes and trends.

nouns: recovery, fuctuation

verbs; recover, Auctuate

noun or verk: increase, rise, fall decline

Make a list of collocations using the verbs and nouns above and
add them to the correct column in exercise 2. Use the adjectives
and adverbs from the table in exercise 2 to help you.

Example: vert - adverb: recover dramakically; adjective -
noun: & qradual mcredse

4 Some of these collocations have synonyms that are single
words, e.g. rocket means the same as rise dramatically. Match the
collocations on the left with one-word synonyms on the right.

1 fall dramatically A soar

2 rise sharply b aplunge
3 asubstantial decrease € ajump
4 a signincant increase d plummet



E-Illr'lli'.';':; .':l":l summarising g Aphs

Language focus 2: De

1 Think about your answers from the Introduction. When you
write about graphs, charts and other statistical information, you
should not use the same language as when you talk about them
in a presentation. Match each of the ways of talking about a
chart or graph (1-4) with how you ww‘ld write about one ta—d‘.l

-

a ‘-'u-::lure 2 shows the
pﬁrfe tage of

—————

1 ‘As you can see in this

2 'S0, here'san e;arnr'IF |::-f

3 ‘Up here ycu can see hw
many ...

| b The graph indicates t‘*dt |

—_—

¢ The harizontal axis shows ;
the trends in .. |

d Figure 1 is an example of ..

= i
| 4 This ling here shows the
changein ..

SRS |

2 What differences are there between the ways of referring to a
graph when you are speaking and when you are writing?

3 Look at the two graphs. Underline the most appropriate
words to complete the text,

Unemployment Rate Consumer Confidence
9% | “
P i
| sl o8 )

Y1 vrz Y3 ThisYr Yrl Y2 ¥r3  ThisYr

There are now signs of recovery in the economy, Trends in both the
uremployment figures and consumer confidence confirm this.

Unemployment Rate

In year 1 unemployrmient started to increase 1 gradually / steady/
significantly throughout the year. After a steady 2 decline / increase /
recover at the start of year 2, unemployment then increased

3 significont / dromaoticolly J slowly, stanng oo Pl oy the
middle of last year 1o reach a peak of 108 in Novemnber. Since then,
unemployment has 4 decline / plummeted / fallen slightly and then
levelled off in the first part of this year,

Consumer Confidence

During the same period, consumer confidence fell 5 sharply /
dramatic / stowly throughout most of the period, It had a 8 significant
¢ slowdy / slight recovery in the second year of the period, but then

7 fallen / plummeted / récovered again to reach a low point at the
beginning of last year. Then, as unemployment slowed down in the
second quarter of last year, consumer confidence B fell / fuctuwated
#jumped by about 30% and has since remained 9 staric / fluctuate /
steadily with some minor 10 decline / Auctuation / sliowdown.

As the graphs indicate, the decrease in consumer confidence in

the last years corresponded to a 11 decredse/risefuctuation in
unemployment. Consumer confidence also recovered last vear, This
shows that the economy isrecovering; however, it is too early 1o 53y
how rapid the 12 deging./ recover / recovery will be
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Output: [

economic trends

Your company is considering investing in Brazil. You are doing
some preliminary research on the Brazilian economy before
writing a brief summary of recent trends, You have found the
following graphs with information on the Brazilian economy,

Graph 1: Brazilian unempioyment has been decreasing.

1 00
E 12,009
- E 10,00% 7
E
H
3% 6,00%
E g 0%+
8 2.00%:

0,00% T

Graph 2: Inflation is decreasing and is now under control.
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Graph 3: The Brazilian economy is growing.
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Stage
Work in groups of three. Discuss what information about the
Brazilian economy the three graphs show.

Stage 2

Each person in the group should write a text describing and
summarising the information in one of the graphs. Use the text
in Language focus 2 to help you.

Stage 3

When you have finished, read the texts your ather group
members have written. From the information you have do you
think Brazil is a good country to invest in? Why/Why not?

Stage 4

Now combine the three texts into a summary on the Brazilian
economy for your boss.

Include in your summary:

= a brief introduction

» adescription of the trends shown in the graphs, including
the outlook for the future

= asummary of what the graphs show about the economy and
whether conditions are favourable for investment.
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3 Decision-making

13.1 Theory: SWOT analysis

Learning outcomes

8 Read shout, discuss and use key vocabulary connected
to the SWOT method

» Make decisions using Farce Field Analysis

8 Conduct a SWOT analysis

)

Introduction

1 Think about your work or studies. Make notes to answer the
fellowing guestions:

By

e What chances d

2 Work in pairs. Interview each other to find out the information
you need to complete this overview for your partner.

Good at: @ Less successful at: @

Chances G Risks &

3 What advice would you give your partner to increase their
chances of success?

4 Do you enjoy making decisions? How important do you think
that decision-making is for successful management? Have you
ever worked for someone who didn't like making decisians? Tell
YOur partner.

118 13 DECISION-MAKING

Reading 1: SWOT analysis

1 You are going to read a text about SWOT analysis. SWOT
stands for strengths, weaknesses, opportunities and threats. With
a partner think about an organisation you both know. What
factors contribute to the success of the organisation? Which of
these are external to the organisation and which are internal?
People in business often talk about tangibles (what we can
touch, e.q. property, profit) and intongibles {s.g. the good name
of the company. the skills and experience of the employees).
What tangibles and intangibles have helped the organisation?

2 Here are some comments by the staff of a small printing
company. Arrange them as factors in the SWOT diagram below.

Strengths [internal) Weaknesses (internal)

Opportunities (external) Threats (external)




3 Read about a SWOT analysis and then decide if the sentences
below are true or false,

SWOT analysis

A SWOT analysis is often used as a tool in strategic planning,
but it is also useful in understanding an organisation or
situation and decision-making for all sors of situations. Many
academics and consultants believe a SWOT analysis works
best when it is part of an overall strateqgy. This stralegy may
be as simple as: goal or objective =» SWOT = evaluation or
maasures of success = action,

Any organisation undertaking strategic planning will at some
point assess its own strengths and weaknesses. When
combined with an inventory of opportunities and threats in

the organisation's external environment. the organisation is
effectively conducting a SWOT analysis to establish its current
positian,

The SWOT analysis may look simple but it takes time and
significant resources to do one that is both effective and
meaningful. It requires a team effort and cannot be done
effectively by only one parson. SWOT analysis has the
advantage of being flexible. It can be used to do something
guickly or as a comprehansive management ool

A SWOT analysis generates information that is helpful in
matching an organisation's goals, programmes and capacities
to the zocial environment in which it operates. The SWOT
diagram is only Used to collect data; the analysis follows later,
It is important to note that the strengths and weaknesses

are skills or assets which the company has (or doesn't have)
compared to its competitors. Opportunities and threats are
external factors which are not created by the organisation; they
emerge as a result of the future gaps In the market.

1 ASWOT anmalysis can help companies decide what they should do

2 The SWOT analysis is about the situation the organisatian IS in at
IHe morment

34 I analysis should be corducted by an individual persaos

4 Opportunities and threats come from inside the organisatiar

1 Complete the table with words from the text.

Adjective Moun

stratedg ]

madel e =
methadica '

aralytical

SIronic

2 Match the adjectives and houns in the list above with their
stress patterns below.
0 ©Oo ocloo o0oo oDo

www.frenglish.ru

Reading 2: The SWOT proces

1 Put the stages of the SWOT process in the correct order.
Then read the next part of the text to check.

1 Decidewhich ponts waill help the orgamsation reach its strategi
Collect the information

Alermation

dentify appropriate sources o

Wiob W e
% o
V
C

=3 h
-

Write a report

Daing a SWOT analysis can be very straightforward. Firstly,
the arganisation neads to identify what data they need-and
who is responsible for collecting it. The data should then be
gatherad and recorded in a diagram so that it will be easy to
discuss the information. The next step is to determine what
the most important points are and what planning choices the
organisation has to choose, After that, the team should create
a report on their findings and, finally, make sure that the repart
is available to everyone concernad in the process,

Source: Factshee! from the Chartared Institube of Parsannel and
Development website

2 Underline the words in the text which tell you the order in
which things happen. Then compare with a partner,

3 Work in pairs. Tell each other abaut the SWOT process using
your own words and the order words you underlined. Include
some words from Language focus 1,

Language focus 2: Verbs t

Look at the highlighted verbs in the following list of advantages
and disadvantages of SWOT. Choose the best definition for each
verb (a or b).

1 Simple four-box framework
Some users oversimplify the data used for decisions.

3 Facilitates an understanding of the strengths and
weaknesses of the organisation,

4 Encourages the development of strategic thinking,

5 To be effective the organisation needs to undertake the
process on & regular basis.

6 The best reviews require different people being involved.
each having a different point of view.

7 Enables a management team to focus on strengths and
build opportunities.

8 Access to good data sources can be lime-consuming and
difficult.

9 The pace of change makes it increasingly difficult to
anticipate developments that may affect an organisation in
the future.

10 Can help an organisation to anticipate future business
threats and take action 1o avoid or minimise their impact,

11 Can help an organisation to spot business opportunities
and exploit them fully,

12 There is a risk of having too much data.

13 It lacks detailed structure so it is easy lo miss key elemants.
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1 oversimplify

g Birig

a todescribe or explain sormething in 3 way that i 5o simp
na longer [rug
b tomake something easy to understand
2 facilitate

a 1oinvent orproduce false information

b 10 make somethin le ar easier
3 encourage

& o make sameone fee! batter about something

b 1o make something more |ikely ta happer
4 undertake
a 1o hede
b 1odo
5 anticipate
a 1oexpect that samethimg | rapg nad De able to plarn ri

b towant something to happen
6 spot
a T Gag

b 10 nesd

a to have too much of somerthing

Force Field Analysis is based on the work of the psychologist
Dr Kurt Lewin. It can be used to find factors which support

a decision and ones which do not. This tool can help decide
whether to go ahead with a decision.

Here are the steps for creating a Force Field Analysis

Draw a template like this

Current situation Desired situation

| Restra ning forces
— | £

Driving forces

Eram 7
:..I-IJ"—;I-
In-a team, brainstorm what lorces ther

T eEmmE o + i = ~Ariiim  ——
current situation (Ine anving rorces.

“hanging 1he situ;

Sk

Disguss what steps could be taken to minimise the restraining forces
and to maximise the driving forces

Here isan example

An employee has been offerad the chance to work in amar
p

POsItIon 45 the . In order 1o help her make a

QTS S e nagram of the forces.
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Current situation Desired situation

Working as clerk in department Head of departmant
Driving forces Restraining forces
> | e _—

Forces in favour of leaving the | Forces for staying In the

current. jop

rent ok

- purrent boss s aifficult - SEcUre position because of
specialist knowledas

- recognition of work by heads

no changce of a highe- salary
unchallenaing

ne persoral development of comparry
wmartunties

Forces againat taking this new

Forces in favour of taking the ok
new ok =

- the challenge

= wiarries about longer work

| hours

The Force Field Analysis shows that there are reasons for

13k THis DarfiCular stion a2y 1

1 Ingroups, create a Force Field Analysis for the following
situation:

The orgamsation that vou work 101 i3 considering setting the same

holiday Time far e d lead 10 a redud

aryone. This wo

2 When you have finished your diagram, discuss how effective
you find this method. Where else couid it be used?

nducting a SWOT analysis

Output:

Stage 1

Work in groups. You are going to conduct a SWOT analysis for a
business that you are familiar with. Decide which company you
would like to analyse.

Stage 2

Decide how you are going to do this. Do you want to use ‘Force
Field Analysis'? Do you want to work in pairs to discuss the four
areas and then meet in a bigger group? Or is it better to startin
a bigger group?

Stage 3
Make a SWOT diagram. Then analyse it.

Stage 4
Work with another group and present your SWOT diagrams and
analyses to each other. While you listen, make notes.

Stage 5

As a group discuss what steps the management of these
companies could take as a result of the SWOT analysis you have
completed.




13.2 Practice: S

Learning outcomes

® |earn about strategy and decision-making in a non-pront
organisation

m Report what people have said in speech and writing.

» Develop and present a strategic plan for an organisation.

Case sludy

Profile: The International Center for
Conciliation

[he International Center for
Concihiation (1CAC) is a non
profit organisation (NPO)

| W hich works 1o resclve

conflict situations and create

lasting peace around the

world. ICHC has developed a methodology that addresses
the problems of conflict through training, mediation
and participating with the community. It has worked 1o
l implement change in Asia, Europe and North America

1 What non-profit organisations or charities do you know?
What do they do?

2 Two groups of people who are important in the work of
charities are donors and beneficiaries. Match the people with
these definitions.

1 peopie whioget help from the work of Charities

2 peop

e who give money 1o support the work of charities

3 These are some of the things that non-profit organisations
working internationally in the charity sector need to take into
account in their strategic planning. Decide if each one desecribes
a strength, a weakness, an opportunity or a threat,

good database of regular donors who give money

1
2 aw T at home

3 the ability of donors 1o make 1ax deductions
4 projectscan take a long time to complete

4 Look at the profile for the International Center for
Conciliation (ICfC). Can you think of any conflicts between
different groups of people around the world where the ICFC
might try to end the disagreement?

Listening 1: For-profit and non-profit organisations

Business view

1 In the first part of the interview Anuradha Desai compares
a non-profit organisation like ICfC to a business or ‘for-profit’
organisation. What differences and what similarities do you
think there are? Listen and complete the table.

For-profit

1 product Iraning, see

3 investors and shareholders

4 spocks and shares

|
! 3 maney is the Dottom line

2 What do you think about what Anuradha Desai says? Do you
agree with her comparison of a business and ICfC?
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Listening 2: Planning strategically

1 When a non-profit organisation, such as ICfC, goes into a
country which has recently experienced war, what questions
do you think they need to ask themselves in order to plan
strategically? With a partner write down at least five questions,

Example: What kind of work de we want to do here?

1
2
3
4
5
2

Listen to Anuradha Desai to check your answers.

Listening 3: Strategic goals

Listen to the final part of the interview and answer the

guestions,

1 What example of an butput’ does Anugradha Desal mention?

2 What example of an ourcome’ does shie mention?

3 Why is it difficult to measure outcomes for the king of work her
organisation does?

4 What examples does she give of other types of non-profit work
where OuTcomes are sasier 1o measura]

| Criticat analysis

This organisation is a non-profit organisation and is sponsored
[ byits danars. o you think that it is important that there are
such organisations which are supparted by donors and which
do not focus on profit? Glve reasens for your opinion.

Language focus: Reported speach

1 In the interview, Anuradha Desai says:
ini tfie for-profi secio g have g prodiier .

If you want to tell someone else what she said, you can use
direct speech or indirect speech.

Direct speech:

She said, 'In the for-profit sector you have a product ..."
Indirect speech:

She said (that) in the for-profit sector you had a product ...

What happens to the verb in the reported statement (after said)
in indirect speech?
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2 Complete the table to show changes between direct and
indirect speach.

Direct speech | Indirect speech

| | said, 'Well, that's not my fault, | 1| sad that i wasnt my faulk,

| present (i) | =¥ past (was; |
2 | He said he just couldn'’t find .
present {can) anybody. |

= past (could)

LT el . 5 150
| Jenny said,1think it's a good 3
idea; =p past simple (thought)
present simple (think)

—
|
1
|

I said, ‘Sormetimes 've had 4 _— |
( peoblems in the past! =} past perfact (ko had I'
| present perfect (have had) |
| 5 Therese told me shetd fhanqed—!
| past simple (changed) it herself.

| = past perfect (had changed) |
6 -
| will / won'T

| think | said we would make
the change
=» would / wouldnt

Eispdl VEASET LS

They said, ‘Well, wed nommally | 7
call the customer back: | = would 7/ wouldm't |
would S wouldn't

3 Are these rules true or false?

1 InIndirect speech the verb in the reported statement usually ‘goes
back’ane tense.

2 inindirect speech, there is a change in the form of most modal
verbs after a past reporting vert,

3 Inindirect speech, it is necessary 1o use the word that in the
reported siatement.

4 You use an object pronoun (me/him/herfus, exc ) after told, but not
after said

4 Can you remember some of the things that Anuradha Desai
said about strategic planning in ICFC? Tell a partner what you
can remember, without looking back at your notes. Now check
the Audio script on page 163 and see if you were right.

5 Work in pairs. Ask each other the following questions and
nate down your partners answers.

® What do you think about charities in your country?

» What big decisions will you need to make in the next year?

® 'What are you going to do after this class?

» What policies would you introduce if you were in government?

& Wark with a new partner and report what your previous
partner said.

Example: Favel said we dought thod chidridies in our country
needed more funding.




Output: Creating a strategy for an NPO

Work in small groups.

Your group is considering setting up a non-profit organisation
in order to support your local community. Look at the pictures
below for some ideas of the kinds of community organisation
you could set up.

Stage 1
What questions would you ask in order to find out what goals
you want to achieve? What strategic goals would you set?

Stage 2

Think about the outputs and outcomes.

Outputs: What projects exactly do you plan to carry out, and
what will you need to do to achieve them?

Outcomes: In what way does your plan contribute to the goals
and mission of the NPO?

Prepare a presentation of about four minutes about your
strategic plan for your NPO. You should include concrete
outputs and outcomes,

stage 3
Give your presentation. Every member of the team should
speak. Invite questions at the end of your presentation.

Stage 4

While you are listening to a presentation, make notes of any
questions you can ask. Remember to use indirect speech,
where appropriate, e.q. 'You mentioned that you wanted to
work with volunteers. | wonder If you have thought about
how you would recruit volunteers?

P

.



13.3 Skills: |

with pre

Learning outcomes
= Analyse probiems.

® Learn language to distuss problems.
® Solve business problerms

1 Loak at the list of business prablems below. What would you
try to do in each situation? Which situations do you think are
the most difficult to solve?

® You don't have enoudh free time as vou have too much work
8 A colleague needs your help to understana )
B Yourshe el
O | DRI O] L ide y
olieag | for & busing 1
O Bms with the o
ol T ThinK yaur 5a

2 Listen to the three recordings from this lesson. Note down
the problem and the solution in each recording.

[ .thlem - Suluti-nn_

;

Listening 1
- e

- 232 I
ENING

Listening 2
-l..: -5

=
Listering
- F,
- 234

Listening 1: Meeting at a gym equipment company @

- 232

Listen again to the meeting at a company that sells gym mats
to schools and health clubs. At the meeting are Eddie (the first
speaker) and Chris who have been researching the problem.
They are presenting their findings to their manager, Julie.

1 What complaint about a gym mat do you think a schoal or
health club might have?

2 Now listen and make notes under the following headings:

1 _I custamans {sch c ar health clubs ave complained and
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Listening 2: Meeting at a company marketing
beauty salons

Listen again to a meeting at a company that markets beauty
salons, Sean, who starts the meeting, is speaking to two of his
subordinates, Barbara and Steve.

Listen and decide if the following statements are true or false.

b Ll b =i
!
[
5
2]

Listen again to two managers, Lucy and Paul, discussing their
subordinate, Claire’s course.

Listen and answer the questions.
mentoring with Claire yety

{ to come to

r: : -
Language focus 1: Proposing solutions ),

The speakers in the meetings you listened to often used may,
can and could to propose a solution to the problem:

i

You will also notice that the participants use we a lot. This
is because they want to show that everybody is part of the
decision-making process.



Work in small groups.
What is the problem in
sach af the pictures?
Discuss possible solutions
to the problems. Use
some of the language
from the meetings you
have listened to.

DESTIN ATION ATE
SATER  sTATuR

Language focus 2: Using idioms to talk about

problems and solutions

1 When people talk about problems, they often use idioms.
Idioms are expressions of two or more words with a meaning
that is often different from the meaning of the individual words.
‘What is the meaning of these idioms from the meetings you
listened to?

1 Its Decause all tNese mats are Deing used day In day Out Oy a0ulls

2 Geing upstairs to somewhere where there isa closed-door
Elele[nElRy

3 .. [ thinkw ictually switch quite a fe people off

2 Look at the following examples of people using idioms in
different business situations. Do they talk about problems or
solutions?

www.frenglish.ru

3 Which word or phrase a-fis closest in meaning to each of the
idioms 1-67 There may be more than one possibility.

1 mess U a difficul
[ dat k bm mist
3 b ¢ finc
4 g Q d take et Y i
B o & finda |
6 sil ff
Intercultural analysis
ene ak Th
] I | 2dar yiuch
1 [ I o ocearched
of . ng 2 sigg il angd Dropos
N} nhe i 3§ 1
| Foir Y ¥ 1] - I II
I T T ut the f
n [opeaple feel f 0 I .
[ i he m pers &
L argue a I ch other?
iyl 30 with the
Output: Problems and solutions
Stage 1

Work in small groups. Your restaurant is having the following
problems.

Brainstorm reasons for these problems.

Stage 2
Hold a meeting. Present each problem and then work together
to come to a solution.

To help you prepare, go through the unit and note down any
useful language you can use.
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1 4 The learning organisation

Learning outcomes

m Understand the theory of the five disciplines behind a learning organisation,

m |earn how to use verbs with several different meanings,

® [iscuss how a problem can be solved by using learning organisation principles

1 Do you enjoy working in a team or do you prefer to work
alone? What are the benefits and problems of working in a team?

2 What role do you think senior managers should play in a
team? Should they be equal team members or make all the
important decisions?

3 Imagine that you have just started working at a new
company. Which of the following would you find the most
useful and the least useful?

L ]

L]

4 How do you think that organisations can learn from their
employees? Why is it important for an organisation to learn?

186 i4 THE LEARNING ORGANISATION

Shared

Mastery Vision
Organisation

Mental Team

Models Learning
F Systems h

Thinking

Listening 1: What are the characteristics of a learning

arganisation?

Business view

1 Before you listen, check that you understand some of the
vocabulary you will hear. Match the words and phrases 1-6 with
the meanings a-f.

1 measure a talk

. b |
3 i

i d

5 g [a

6 f

2 Work in pairs. Choose the option (a—¢) that you think best
describes the ideas and attitudes of a learning organisation.

P




3

4

5

Are you surprised by any of the answers?

Listen te Tom Cummings talking about the five disciplines
learning organisations. Match the disciplines to the ideas
behind them.

of

www.frenglish.

Dialogue and discussions
a are s8en as important
b hawve strict time limits:

€ areseen as an obstruction to the learning process,

avpanparaReABAABRRAEERE SRR T

The use of social meadia ...
a Is a way in which employees waste their time
b s used strictly for adver

¢ |senoouraged by t crmpany for communication

SiNg procucts
.'.fll'ftl open about what 15 Qoing an 2 ml:l'lﬂlm "."“i’;“"““"“
S WEry imporiant 1o o 1@ Carmpany ) ’ na class: com?

s for the campany,

7 Lamatrnes I. & dan

15 notimportant

A leaming craganisation should

a have astrict hierarchy

gasppanitaandddBess ity

b run a kot of training sessions

€ D Cemocratii

Now listen to Tom Cummings and check your answers.

Discipline Idea behind the discipline
1 Systemsihinking | @ shows the img ce of 2 Work in pairs. Read the description of your learning style
| understanding that different people according to the quiz. Do you agree with it? Why/Why not?

||4I |'_1 l-l-

2 Personal mastery | B leads 1o mare hanesty in business

3 Mentelmodels | © away of understanding the whale
systern and how we come to certan
conclusions

1 What sort of
learner are you?
Do the quiz and
check your score

on

see what learning
style you have.

& Sharedyislon d why alot of teams don't work and how
W Can make them work
— .
5 Team learming & anunderstanding.of what leadsus o |
! think oracr ina cermain way

page 140 to

FpsEnEERRREE

3 In pairs, discuss how knowing what learning style you have
could help you learn a forelgn language better,
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Language focus: Using delexicalised verbs

Delexicalised verbs are often called ‘empty’ verbs as they seem
to have little meaning. However, delexicalised verbs have a

lat of different meanings and they occur very often in English.
Research shows that mistakes with these verbs cause more
misunderstandings than mistakes with verb tenses. Common
delexicalised verbs include do, have and get.

1 Match the meaning of do in sentences 1-5 with these verbs.

provide  complete  perform  travelat  study

1

2

31 Hewanisiodo aco
4T .

5

2 Match the meaning of the phrases with have in sentences 1-5
with these verbs.

isill  tallk receive enjoyyourself eat

1 'We'll break to have lunchat 1 oiclock

2 We need to have a chat about tr

4 Marlz wont he w taday - she has 3 oold

5 You can have 3 Qo il time in Krakow at this time f yEar

3 What is the meaning of get in these sentences?

theoffice t %

1 It takes me an hour and a half to get o
2 |f you getan emall from them; you shauld ignore it

i E I - - - 1 Fermrm " & b
3 We should get some niew office chairs from thar new sh |

4 e can gelatrain to King

5 |'ve never neard hur
Delexicalised verbs can be difficult for learners of English. This
is becavse there are no fixed rules for when to use each of
them. However, you may see a similarity or pattern in how they
are used.

You could make a table of these verb phrases (especially the
ones which are different in your own language) to help you
learn them, for example:
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have... | do... ' get ... —l
d fte | b ants embarfassed
acold badly an ema
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& Complete the sentences with the correct form of the verk,
get, do or have.

1 It was hard work at 1he rtment's trainin 3 session last Friclany
bt we

2 Wheny

a guide 1o all the different rooms

ou register for the course, you

5 »photocopying for the meeting?

6 n Ehat we are ell despite

J Ishoula_ — 10 vaur bulling at about 9 GCicCk

B Tusualby jyst 3 coffee far breakfast

9 What gid yvou think YO Were — when you Told T-)"j
e el sTup

DI.IIPL“: ::.'-|.|1_':j:|-!'-|'11I'..|_| learning in the « I

You work for a company which produces customised saftware
tools for other organisations, In the last few months the
following problems have arisen:

m Customers complain that the product they gert | t the one they
aral meetings k vou the produycer

=

they Neeqd

Sraft ar oo and m
L] Car at-1ap ang

ddle management level are allowed o work

when they want whereas other stafi have lit

Stage 1
Think about how one or both of these problems could be usad
as an opportunity for organisational learning.

Stage 2

Look again at the information about the five disciplines

and think about what Tom Cummings talked about. Which
discipline(s} might helg to solve the prabilem and make sure it
doesn’'t happen again?

Stage 3

Work in greups and share your ideas.

Stage 4

Meet up with another group and talk them through your ideas,

While you are listening, make a note of any ‘empty’ verbs that
are used.




14.2 Practice:

Learning outcomes
& Understand how a company can use its leamning potential
m Lse key vocabulary to discuss learning programmes,

m Discuss setting up an e-learning programime.

— e

Profile: Unilever

Linilever produces and markets a wide range
of home, personal care and foods products in
over 180 countries. s brands include Lipton,
Ragu, Flora, Brevers, Omo, Calvin Klein
Cosmetics, Elisabeth Arden and Dove. The
company employs 167,000 people. Tt is well
known for investing in research and development

and in community projects all over the world.
! S A

Intreduction

1 Look at these comments from people about what they could
offer in a team situation. What special knowledge and skills
could you bring to a team in your place of study or work?

Tve got a very good relationship with three of our suppliers,
‘Before | came here, | spent three years working in another country.
I've had experience in setting up databases

I've been daing yoga for years!

2 Which of your knowledge and skills would you like to teach
someone?

2 How could these special skills and knowledge add to the
success of your team and the organisation?

4 How can organisations find out more about the specialist
skills and knowledge of their employees? How can they exploit
these?

Reading 1: From knowledyge workshops to CoPs

Business view
The writers of this article, Anita Pos, Klazien Linse and Manfred
Aben, are all knowledge management COns iltants waorking in the

Knowledge Management Group at Unilever

Case study

1 Read the article quickly to find out what CoP stands for.

Unilever started by looking at the ideas behind the concept
of “the learning organisation’ so that it could develop its
own knowledge-management initiatives, The first step

was 1o organise workshops to identify what knowledge
emplovees already had and where their knowledge could be
improvved. The overall aim was o find out what knowledge,
strengths and weaknesses the company had as a whole. The
company was able 1o use the workshops to identify and
spread the good practices that already existed within the
company to the eéntire community and at the same time 1o
put in place innovation and R&D programmes, This led to
Communities of Practice (CoPs) growing up. These CoPs
were groups of experts with knowledge 1n different fields,
The members were frim inside and outside the community
and came from different backgrounds.

1 Read the article again and decide if these statements are true

or false.

1 Atthe beginning, Unilever's main cbjective was to discover
in what areas of knowledge management and learning the
company was strong and weak

2 The organisation wanted to find out what its staff knew,

3 The company used the workshops 1o identify good learning and
ko led:

1e-management benaviour and 1o 12l other people

outside the workshop group about this
4 The CoP members were all experts in RED

8 The members of the CoPs are all part of the Unllever community,
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| Critical analysis

Do you think that companies can learn more from their own
employees than they can from consulting companies? What are
the benefits and disadvantages of using consulting firms?

|

Reading 2: The Unilever CoP framework

1 In the next extract, the authors describe the four areas which
form the basis of the CoPs. They describe these as ‘pillars’ Write

down the name of each pillar.
Pillar 1
Pillar 2
Pillar 3
Pillar 4

Communities of Practice are core to Unilever's
strategy and contribute to the company's business
results. These results are known as knowledge
deliverables (e.g. training programmes and good

s practices) and business deliverables (e.g. projects
that can improve the business, innovations and safety
improvements). The deliverables pillar is the first
pillar in the communities’ framework.

Within the framework are also the people pillar and
the operation pillar. The people pillar deals with

the roles and responsibilities of CoP members. The
operation pillar is about how the community functions
as a whole. Those in the CoP discuss and agree on
ground rules so that they feel safe and free to share
their ideas. Each group also identifies what ICT
support they need in order to make sure they have

the right tools for communication and knowledge-
sharing.

=]

w

The fourth pillar is the leverage pillar. It is important
20 that the different CoPs don’t become isolated and
that information is communicated from and to the
different groups in the company and stakeholders as a
whole. The leverage pillar is concerned with effective
two-way communication between the CoPs and the
25 stakeholders.
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2 Put these sentences summarising the extract in the correct
order.

1 There is one pillar which focuses on how the CoP relates to the
whole organisation.

2 CoPs are central to the company's planning and play a role in its
SUCCESS.

3 Abasic set of regulations is constructed so that CoP members feel
happy about how they communicate with each other.

4 The people pillar is concerned with what the CoP members do
and what they are responsible for.

5 The deliverables pillar — knowledge and business — is the initial pillar.

2 Look at the underlined words and phrases in exercise 2. Find
words in the extract with a similar meaning.

Reading 3: Setting up a CoP

In the next section, the authors describe the procedure for
setting up a CoP.

First read the questions which need to be asked in this
procedure and put them into a logical order. Check your
answers by reading the rest of the article.

1 Is the CoP running well?

2 Is establishing a CoP a good way of solving our problems?

3 When and where can we have the CoP kick-off meeting?

4 |s there a lack of knowledge or communication in this area of the

organisation?

How can we adapt the four pillars to suit our CoP?

6 What aims should we have to solve the problems of knowledge or
communication in this area?

7 What should be the objective of this specific CoP? Who shall we
ask to be a member?

w

First, the need for networking and knowledge development
in a specific part of the business is identified. The next step
is to identify broadly what the objectives are and whether
setting up a CoP is the most effective way of realising

5 these objectives.

A brief is then put together with more detailed input from
the different stakeholders as to what the objectives of the
community will be; then members are invited and chosen
to join the group.

o A kick-off meeting is arranged. The meeting lasts between
two and five days and is based on the guidelines from the
brief. The CoP members discuss the deliverables and how
they can work together within the CoP.

The different pillars are tailored to the needs of each CoP
15 and sessions are organised to define the role of the CoP as
well as team-building sessions.




Once the CoP has been running for a while, the
company performs a health check. After the health
check the CoP may have a change of focus or have

>0 new members introduced to it. If the CoP is no longer
adding value to the business, it will be disbanded.

Unilever has found the use of CoPs to be very useful
and the CoPs have led to improved efficiency, better
risk management and more innovation. The results
from the communities have been worth the time and
money invested in setting them up.

n

Source: Unilever: Leveraging community value,
a feature in Inside Knowledge

| Intercultural analysis J

In some organisations people do not like programmes like the

one you have just read about. Why do you think this is the case? |
| What would be the reaction of people in your organisation or I
| an organisation that you know well? |

 Language focus: Key collocations for knowledge-

management programmes

T Match the words and phrases to form collocations from the
whole article. Then match the collocations with the correct
meaning below.

1 develop a worth the time and money

2 spread b initiatives

3 put € good practices

4 realise d objectives

5 perform e a health check

6 he f inplace

Meanings

a establish innovations d have a successful outcome

b setup e imitate good processes

€ meet aims f ensure something is running well

2 Complete the overview of Unilever’s knowledge-
management programme with the collocations from exercise 1.
You may need to change the form of the verb,

Itis important for an organisation to 1 with
regard to knowledge management. It needs to find out what learning
behaviour the company has and to 2 that
already exist to everyone within the company. It is also vital to

3 R&D and innovation programmes s0 that new
ideas from all parts of the company can be encouraged and developed.

Once a team has been set up to deal with a specific set of knowledge-
management cbjectives, the organisation should

4 on it to make sure that it is functioning well
and that it 5 its fitisn't,
the team may need to refocus or its work may be brought to a close.

Unilever is convinced that its efforts to improve its knowledge
management 6 that it invested.
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Stage 1

You work for a large company which makes and sells health and
beauty products such as soap, shampoo, toothpaste, perfume
and make-up. You have decided to set up an e-platform to
develop initiatives and spread good practices across your
company. You have decided on the following features:

m 3 forum for exchanging ideas

B training programmes

= results that you can measure

® 3 large amount of data people can use to help improve business
Remember that all of the changes should lead to improvements
across the organisation.

Stage 2

Work in small groups. Look at the information in Stage 1 and

answer these questions.

1 Who will the e-learning platform be available to? (All employees?
Suppliers? Distribution partners? Anyone else?)

2 Who should be responsible for the platform?

3 What types of learning programme could be offered on the
platform? (Short-term or long-term? Solving a specific problem?
organising an event? Warking process?)

4 How do peaple take part? (In forums? As participants in blogs? As a
social networking site?)

5 What characteristics should the platform have? Think about the
people using it, the security aspect, its user-friendliness.

6 What incentives could be offered so that people take part in the
courses? Think about awards/qualifications, atc.

7 Think about learning programmes that you are familiar with. What
other components could you add?

Stage 3
Come to a decision in your group and present your findings to the
rest of the class.
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14.3 Skills: Taking an active part in negotiations

Learning outcomes

= Discuss proposals in meetings and negotiations.

® Use appropriate language for expressing an opinion, agreeing
and disagreeing,

= Negotiate a deal and come to an agreement,

Introduction

1 What would you do in the following situations? What would

you say? How would you try and come to an agreement with

the other person?

® Your partner wants to go on an expensive holiday, but you would
prefer to save some money and go on a cheaper holiday.

® You think your teenage daughter should come home at 10
oclock. She wants to come home at midnight.

= Your boss wants you to work at the weekend, but you have some
important family business.

® Your colleague isn't doing his/her fair share of the work, which
means you always have to stay late at the office.

2 How does your relationship with the person and the situation

affect the language that you use? How does it affect how open
you are to negotiation?

‘ 6 The aim of argument, or
of discussion, should not be
victory but progress. ) €

loseph Joubert - French philosopher.

Look at the quote above and discuss the following questions.

= Do you agree that arguments should always help both sides
progress? Why/Why not?

= \What about in business negotiations? Should cooperation always
be the key or are there times when you need 1o 'beat’your
opponents?

. % |
Listening 1: The agenda for the meeting @

You are going to hear the beginning of a meeting between

a vehicle manufacturer of cars and trucks and one of their
suppliers. The supplier is manufacturing a crane for the vehicle
manufacturer to put on top of their fire engines. The people at
the meeting are:
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Tom:

Managing Director, supplier
Roberta: Sales Manager, supplier

Jack:
David:

Engineering Manager, vehicle manufacturer
Purchasing Manager, vehicle manufacturer.

1 Listen and complete the agenda below.

Agenda
1 To get a good picture of the f p
2 Confirm the ¢ (e.g.l )

3 Checks____

2 Do the suppliers agree or disagree with the proposed
agenda?

3 Look at the Audio Script for Listening 1 on page 165 and
underline the phrases that show that the participants agree to
the agenda.

Language focus 1: Giving an opinion, agreeing and

disagreeing

1 Write the ways of giving an opinion, agreeing and
disagreeing under the correct heading.

That'sright. |would say that ... Asfaras|'m concerned, ...
That's true. Yes, but we don'tneedto ... That’sa good point.
Yes, absolutely. Youcan't ... though, you know. Yes, exactly.

Giving an opinion | Agreeing Disagreeing

That's right.

2 Can you think of other expressions you could use?




Listening 2: Raising a problem @

In this part of the meeting you will hear David and Tom

speaking. Listen and answer the questions.

1 Whatis the cost of each crane?

2 What is the minimum number of cranes the customer can order
(the ‘minimum batch order’)?

3 What problem does David raise?

4 \What kind of changes does Tom think they can make?

Listening 3: Discussing a proposal Oj

Listen to the third part of the meeting. In this part you will hear
David, Jack and Tom. Listen and answer the questions.

1 What does David think that they need to do by February?

2 What net profit does David think Tom is happy with?

3 Why does Jack think Tom will find their proposal useful?

4 Why is Tom worried about making too much effort?

5 How does Jack react to Tom's worries?

Language focus 2: Strategies for disagreeing

1 Look at the examples of people agreeing and disagreeing in
the meeting. Which one (agreeing or disagreeing) is ...?

1 short and direct

2 long and indirect

Agreeing

David: My view of this meeting is that from a project point of view
we've got a pretty good picture now of what the final product is. Is
that fair to say?

Roberta: \We're getting there, yeah.

Disagreeing

Jack: To give you a feeling about these things, most people are
worried about it to start with, but the general consensus of the
people | know in the trade who've used it is that they find it's to their
benefit. At the end of the day it guarantees you profitability,

Tom: We've no problems with it. But we don't want to make too
much of an effort until we know what we're making. ‘Cause if we're
spending hours costing up a part that is going to be put in the bin, it
will be a waste of time.

2 Why do you think people in business often take longer and
use more indirect language to disagree than to agree?
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3 In business conversations people don't often directly say /
disagree. Match the ways of disagreeing with the examples.

| Ways of disagreeing | Example from the meeting
[ 1 usevague, indirect | a Itotally agree, but you know the way
language or fillers we work Is we track our costs ...
2 agreefirstand then | b We don't want to make too much of
disagres an effort until we know what we're
making. ‘Cause if we're spending
hours costing up a part ...
3 give a reason for ¢ Yeah, well, | was thinking, though,
disagreeing that it was only meant for external
ones.

4 Work with a partner. Take turns to agree or disagree with the

following opinions.

1 Ithink the best way to learn English is to learn vocabulary and
phrases by heart.

2 | don't think employees should be able to make personal phone
calls at work.

regular meetings.

4 |n my opinion, people are most productive when they are allowed
to work independently.

5 | think you have to be aggressive in a negotiation if you want to
get a good deal.

Do you think it is better to be indirect in business or not? i
What problems can occur if people are too direct or indirect?

In the culture where you work or study are people direct or
indirect?

Output: Negotiating a deal

Stage 1
Work in groups: A and B.

Group A: Your office is updating its phones and you want to get
a good deal for your company. Look at page 140.

Group B: You supply office phones. Look at page 144.

Stage 2

In your group, prepare for the negotiation. What concessions
will you be prepared to make? Note down any useful language
for expressing your opinion, agreeing and disagreeing.

Stage 3
Work with a student from the other group and role play the
negotiation. Try to come to an agreement.

. K3« Watch Sequence 7 on the DVD to find out more about Strategies and decision-making.
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Writing 7: Business proposals

Learning outcomes
m Respond to requests in writing.
= Make an attractive offer.

= \Write a business proposal.

A business proposal is a written offer from somebody who has
a product or service to sell. Sometimes a‘buyer’ sends a request
for a proposal to‘sellers; so that they can decide which product
or service is best for them.

What does somebody who is writing a proposal need to think
about before they write it? Add to the list below.

What will you charge?

How much will it cost you?

Language focus 1: Responding to a request for a proposal

1 Look at the following request for a proposal. What does the
writer want?

Yala)

Dear Alan,

My husband attended one of your courses at
Management College last week and has told me
how interesting and informative it was.

We at Nova Tech have been looking for a public-
speaking course for about five to eight of our
staff to attend. Can you let me know if you are
running any courses in the Midlands, or if you
would be willing to come to our offices to run a
course?

I would also appreciate if you could send me
a brief proposal for a one- or two-day training
- course including any costings.

I look forward to hearing from you shortly.
Kind regards
Jocinda Achebe

- Marketing Manager

2 What information needs to be included in the reply to the
above request? Add to the list.

1 If you are able to offer the course.

2

3

4
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2 Look at the headings for the proposal that Alan sent to Nova
Tech. Put them in the order (a-d) you think he put them in. Why
do you think this is the best order?

1 Venue

2 How the training is structured

3 Terms & conditions

4 Key benefits Nova Tech participants will receive from the course

4 Alan sent his proposal as an email attachment together with
a covering email.

Look at the extracts from his email. Which do you think are from
the proposal? Which are from the covering email? Write
P (proposal) or E (email) next to each extract. Why do you think
the proposal is written in a different way?
1 -

Invoices: to be settled within 30 days

5
We can discuss alternatives at any time, though.
. an immediate positive impact on confidence levels
when talking to groups of any size
4
Package 1:
— materials preparation
—1.5-day workshop
s Thank you for your enquiry about a
public-speaking course.
6 There are two different packages suggested:
1.5 days or 2 days
7 .
Cancellations:
- W!thin one month: 50% of agreed fee plus VAT
— Within two weeks: 100% of agreed fee plus VAT
8

| would be very pleased to offer you a course ...

T e —— e —



5 Look at the extracts from the proposal in exercise 4. Which
part of the proposal is each extract from?

Key benefits:
How the training is structured:
Terms & conditions:

6 Complete Alan’s covering email with the email extracts from
exercise 4.

AMA

Delere  Reply Reply All Forward  Print

Dear Jocinda,
1 .
2 to be run on your
premises, and am attaching my proposal for a public ...
speaking workshop for up to eight people for Nova Tech.
3 . The 2-day option
can be either two consecutive days, the best option

of all in terms of active practice of key presentations
and maintaining momentum, or one day followed by a
second day within six weeks.

| have not included a 1-day option, because of the
limited actual practice time then available to the eight
participants. 4
Possible dates for me would be:

July 26-27

July 30-Aug 1

Sept 17-18

Sept 24-25

| really look forward to hearing from you.
Best regards,

Alan Rappaport

Language focus 2: Making an attractive offer

In order to make your proposal more attractive than your
competitors; you should demonstrate that:

1 you are the right business to do the job,
because of your experience and good
track record,

2 your service/work will benefit the
CUSTOMer.

3 vyou are flexible and can adapt your
proposal to the customers' needs,
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Here are some things you can say to convince the customer
they should choose you:

a We offer a complete service in ...

b | would be happy to discuss other alternatives ...

¢ ... we have many satisfied customers all over the world
d The training will prepare participants to ...

e Over 2,000 active clients currently use ...

f ... will bring immediate change to their performance ...
g We can offer a range of aptions

h We have been in business for ten years

1 Match each of the expressions (a-h) with one of the ways
(1-3) they make your proposal more attractive.

2 Complete the sentences with an appropriate expression (a-h).

, serving seven different market segments.
2 our direct-response programmes each year

to generate new business.
3 Asyou can see from the testimonials on our website,

4 design using qualified and innavative
designers.

5 Many techniques participants learn
and some will be part of a process of continued practice and
development.

6 give effective presentations at the AGM
meeting and the regional conference,

7 , as detailed in the proposal, depending on
your specific needs and budget.

8 with you at any time.

Output: Writing a proposal for a training course

Stage 1
Read the email, which you have received from a company.

g 3 ==

Dear Trainer,

Your company has been recommended to us by our HR manager,
Sally Kim, who recently attended one of your workshops. We
are looking for a training course on basic business skills of
approximately ten hours, aimed at our new employees.

Could you send us a proposal detailing the content and method
of delivery of such a course? Would you also please let us know
your terms and conditions?

I look forward to hearing from you.

Best wishes,

Vadim Romanov

Stage 2

Use the information in the unit to help structure your proposal
and letter, and for useful language to make your proposal
attractive.

Work in groups and write a proposal and a covering letter /
email for the training course.

When you have finished, give your proposal and letter/email
to two other groups. Look at the proposals you have received.
Which one will you choose? Why?
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Additional materials

1.2 Practice:

Introduction
1
Quiz
Add up the paint

1Ta-3b-1c¢c-2 ?b-3¢-1 3a-3b-1c¢c-2
4a-1b-2c¢c-3 3b-2c¢c-1
Results

5-8: Your reaction to these situations would create a lot of problems
for you in a different culture.
9-12:You are aware of the differences in other cultures an

1o follow the rules!

dyoutry

13-15: You are extremely sensitive to the differences between your

culture and other cultures and you look for useful ways of dealing

with these.

2.2 Practice:

| Output: Incorpora

Group A

The Conference Bike

m pedalled by seven riders, one
steers the bike

s more than 250 conference
bikes now being
maore than 14 ¢ tries

m used for touring, corperate team-building, fund-raising events ..

1in

m brings people together!

2.3 Skills:

Output: Telephoning for information and making
changes to a plan

Student A: Marketing Manager

Before you call the Events Manager you look at these changes which

you would like to make to the conference schedi Jle

There are a lot of people coming to the conference so you nee

tart registarion earlier—at 8

[\
)
’_'I)

a.m.
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s \ore people have signed up for the conference, so you will need

a bigger lecture room - one that seats 200 people.

= You will also need larger seminar rooms: 6 rooms seating 30
people each.
® Your keynote speaker has contacted you to change the title of his

Ta||<tO Technology and Communication in the 21st Century!

3.3 Skills:

Output: Participating in a performance review

Jenny, Business Development Manager
You are annoyed that Bob is not keeping the
t causes problems for your team, and it makes you and

base up-to-date,
your team

ook bad.

erformance review meeting with

is problem, You want 1o

inyour p

v you can resolve th

do rka following in your meeting:

m Ask Bob to talk about his achievements, and whether he thinks he
hias met his chjectives,

® Point out the problems with the database and find out why this

has happened.

® ‘Work out a plan wit

h Bob for how to keep the database up-tc

date in future.

® Set objectives for the next performance rey

Try to follow the advice for managers in a performance review!

5.2 Practice:

| Output: Team-building

Group A
You are responsible for team-building within the company. What
activities tulu you set up to encourage good team-building and to
help people and teams to work better together? Think about socia
activities as well as work-based and Internet / Intranet-based ones.
Together, brainstorm a list of ideas and prepare to present your ideas
to a group of employess at the company. Remember to explain how
rking together easier. You are
y team-building activities as possible.

relationships within their teams.

these ideas will / may / m gﬂr_ make w
at there are as ma
You want people to have go

very keen tha

When you are ready, give your presentation to the other group.




6.2 Practice:

Output: Describing the history of an organisation

Group A

Name of the company:

TMA Solutians (English) Turéng Minh (Vietnamese)

Area of business:

offshore software development services

Founder:

Mrs Ngoc Anh Bui (now the CEO and president)

Background:

Vietnam one of the most stable and secure countries / young and
well-educated population / Vietnam emerging as a high-technology
centre / strong government support for the software industry

Start:

1997 (starts with 6 engineers) / 1999 has 100+ employees /
2002/2003 launches CCMi Initiative (CCMi is an international process
improvement appreach) / 2004 has 300+ employees / 2005/2006
gets 1S09000 certification (1IS09000 certification for guality
management) / 600+ employees/launches training centre apen to
external [T community/opens professional services centre

Now:

second-largest software outsourcing company in Vietnam / Software
Services (development, testing, maintenance, re-engineering,
customisation, localisation) / Professional Services (technical support,
staff augmentation, telecom/network deployment, network security)
/ Education & Training

Writing 3:

Output: Writing external emails in an appropriate style

Student A: Freelance business trainer

You are a freelance business trainer. You are going to write an emai

to Student B in the Human Resources Department of Alpha Inc.

= You did some training at Alpha Inc. for managers three months
ago. You usually do a series of training sessions for them all year
round, but you have not heard from the HR department recently,

® You usually have good feedback and want to know what their
plans are,

® You know the person in the HR department gquite well, Both of
you like films and you regularly talk about this topic.

Writing 1:

Output: Making first contact via email

Information about Creativ Company

Creativ is a Danish company which creates and designs products
for arts and crafts, such as hobby jewellery makers, painters and
textile artists. Its product ranges include: paper and card, jewellery,
ceramics, textiles and wooden articles
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1.2 Practice:

Reading 3: IKEA and the secondary and tertiary sectors

Student A
Secondar

The secondary sector of the economy includes the manufacturing
process. Swedwood produces furniture for IKEA and it has to follow
IKEAS way af conduct, IWAY. The IWAY code helps producers by
making sure that they follow rules which lead to sustainability. These
are IKEA's internal policies covering everything from environmental
issues, worker safety, following local laws and regulations to social
welfare. Manufacturers who have contracts to do business with IKEA
must follow these rules. The code also says that they must follow
health and safety requirements, and that they do not employ child
labour, The code states that marterials from non-sustainable sources
should not be used.

7.3 Skills:

Output: Logistics meeting

Group A

Ginna Pharma Corporation

You are meeting supply managers from AAA Corporation, who are
an impaortant supplier for you,

Here are the points you want to discuss:

1 AAA need to confirm how long it will take them to distribute an
order to a destination. You want to do it in four days but up to six
is OK. This is the main discussion point for today (peint Ta on the
agenda).

2 During the last meeting, you explained why export packs need
o be prepared four weeks in advance. This is because sometimes
very large orders happen suddenly, and if AAA don't have encugh
stock, then you could lose a customer. Make sure AAA agree to
four weeks, and that they agree to confirm it in writing (point 1b
on the agenda).

3 Chile and Turkey: Recently, there have been issues with distributing
packs to these two locations. You think AAA need to develop a
system for prioritising urgent orders (point 1¢ on the agenda),

8.2 Practice:

Output: Solving problems in & kaizen system

Employees of the company

You represent the employees at a company that makes electronic
goods. Last year kaizen was intreduced in your company. You think
that it has been a waste of time. Think about how you will tell the
Human Resources department about the problems you have had.

® You made a lot of suggestions at the start of the programme, but
you think that management haven't listened to you (try 1o think of
some examples).,
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» You don't like the staff social activities, A lot of the employees
nhave young families and have told you that they haven't got time
to take part in these on top of all of their work.

® You think that some of the changes have meant that you have
needed to do your work more quickly and this has led to accidents.

® You think that management has been getting too involved in your
daily work when they don't need to. Everything was fine before, so
why do they ask so many questions now?

m Your workload has increased and managers have been complaining
that you are producing less. You don't have enough time to do your
job because you have had a training session every week,

During the meeting, try to make the Human Resources team go

back to the old system. It wasn't broken before, so why did they

choose to fix it?

Writing 4:

Language focus 1: The dos and don'ts of writing group

emails

From: “"McCullen, James” j.mccullen@alpinevistas.de
To: Marketing Team
Subject: Brainstorming for new Alpine Vistas products

Hi all

Attached is a list of ideas generated at yesterday's meeting for
new Alpine Vistas products. (Thanks to Erika for collating.)

Specifically, we are looking for ideas that would generate
(significant) money.

The list contains very short summaries of each of the ideas that
came up yesterday. I've asked the people who proposed them
to provide a more detailed (max one page of A4) concept for
their ideas: This should include:

¢ What is the product? (content)

What form does it have (print, audio, online, etc.)?

Who is it aimed at?

How often will it appear? (if relevant)

What is the payment/business model?

Please look at the ideas and feel free to add to them, adapt
them, expand them or come up with completely different ones.
Please send your ideas to me as soon as possible.

Many thanks
James

9.3 Skills:

Language focus 1: Clarity and signposting, exercise 7

Good afternoon, ladies and gentlemen. Today I'd like to tell you
about our marketing plans for the new electric car. Before we start,
could | remind you to turn off your mobile phones? The presentation
will last for about one hour and there will be time for guestions at
the end. Firstly, I'll be talking about how we came to price the car
and then I'll move on to talk about how we are going to promote

it and how this will differ from how we promote traditional cars. In
the following part Il move on to speak 2 little about our production
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facilities and then where and how we are going to sell this

wonderful car. Then finally, to sum up I'm going to tell you how we
plan to reach our predicted sales figures.

10.2 Practice:

Output: Dealing with questions and complaints from
customers

Student A

You work in the call centre of a company that runs a value-centred
business manufacturing and selling clothing made from sustainably
produced fabrics. The cotton used in the production of the clothing
is grown organically, and the wool comes from sheep raised on
sustainably managed farms. The producers and workers are paid a
fair price, and the clothing is manufactured with minimal impact on

the environment.

Your CRM policy includes the following:

B free returns, no questions asked, up to two weeks after purchase

m replacement for damaged items any time after purchase

You will receive a call from a custormer with a question or a complaint.

Befare you begin, think about how you can explain the values of

the business to the customer. Use your imagination to deal with the

question or complaint.

Now change roles. You are the customer: Role play the following two

situations

m You have been looking at the website of a company that sells
clothing online. You like their products, but you think they are
100 expensive, You really don't understand why these clothes are
so expensive, when competitors sell similar items of clothing fo
much lower prices. Phone the company. Complain about the high
prices, and see if you can get a discount,

» You ordered a T-shirt from a company that uses natural and
organic fabrics. The T-shirt was quite expensive, so you expected
it to be of a very good quality. However, yau were disappointed.
You have had it for about a month and have worn it a few times,
and already it looks old: the colour has faded and the fabric has
deteriarated. Phone the company and complain.

10.3 Skills:

Output: Relationship-building using the right language

Student A

Scenario 1

You are the manager of a company that organises outdoor activities
for corporate clients. You are going to have a meeting with a new
activity organiser about the last event they organised. Find out

how it went. You know from the team leader that he/she has been
performing very well, and that the feedback from participants has
Deen very positive, As this person is new, make sure you give him/
her a lot of praise for the good work.




Before you begin, prepare some positive language to use, and think
about how you can use intonation for emphasis. Also think about
what encouraging things you can say if something didn't go so well,
e.g. Don't worry about it, or Well, that happens to us all sometimes.
Scenario 2

You are going to have a mesting with the representative of a
software company whao is proposing to develop some software for
you. You are quite interested, but you want to see a written proposal
before you make a decision, Conduct the end of the meeting.

Ending the meeting:

Let the representative end the meeting, but make sure that you wil
get a proposal as a follow-up. When the meeting has finished, make
positive comments and thank the representative for their visit.

1.2 Practice:

Output: Making changes to the supply chain

Student B

Primary

® You have always bought your raw materials from a non-
sustainable supplier. You want to change to a sustainable supplier.
Unless you make this change, your customers will change
to another supplier who gets the raw materials from a maore
environmeantally friendly source,

® You don't have any means far recycling at your plant. You think that
the machinery is expensive and takes up toc much space. If you
introduced recycling, it would be bad for profits in the short term,

Secondary

» You have some warehouses in another country. They do not have
the same level of safety as those in your country, You think that
safety standards should be the same in all countries. You should
make these safety changes in case somebody has an accident.

Tertiary

= At the moment you deliver all the goods to the customer’s door
and put the furniture together for them. You want to change this
policy so that customers can collect the goods and put them
together themselves. If you do this, you will be able to lower costs
and make products cheaper for the customer,

® You think that you should subsidise public transport for
your employees. If you do this, it will help them protect the
environment and be good for the image of your company.
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11.1 Theory:

Output: Discussing the balance sheet

Fossible layout of the balance sheet for Agnes Adamuska's business;

€000
Fixed assets
Property 50
Equipment
(75% of €8000) 6
56
Current assets
Stock of materials 4
Debtors S
Cash 2
11
Current liabilities
Creditors 5
Overdraft 12
(17)
Net current assets (6)
Total assets less current liabilities 50
Long-term liabilities 14
36

Financed by: Share capital 30

Reserves 6

36

12.2 Practice:

Output: Developing a business plan

Group A

You want to take over a business from the owner who will be retiring

at the end of the year. You need €160,000 to do this. You are going to
presant your ideas to a group of bankers who you hope will lend you
the maney. Look at the information below and add your own ideas to 1t.
University Cycle Works

University Cycle Works is an established bicycle stare, offering

retail sales of new bicycles, parts and accessories, clothing, and a
maintenance and repair service. It is located in a heavily trafficked,
university-focused area,

The primary market for University Cycle Works is the university student
population, which normally has a turnover/growth of approximately
25% each year. The secondary market is the university faculty and staff,
and the tertiary market is the greater Metroburg community.
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management 1eam: Who are they? What is their experience ir 7.3 Skills:

BsIness

Output: Logistics meeting

apout selling ticycles (new / second-hand), Dicycle parts, oycling Group B
; : TR e could vou offer AAA Corporation

Einance nu-are meeting the peo
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Output: Solving problems in a kaizen system

Human Resources department
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Writing 4:

rtment

Group A

You work in the Logistics Department of a multinatianal company
Your department has 26 s1aff. The head of the department has asked
¥Cou to organise the summer barbecue for the staff and thejr pariners
10 be held on Friday 23 June. You have made al
and nicw need 1o wiite an email 1o senc ouTTa everyane in the

department. The email should include the fellowing infarmation:

the arrangements

4 pmoand v

The barbecus will Begin at sraff 1o
partners and families with them, You have arranged for food 1o go

O Warn T ":C, her

onthe barbecue; but it would be a-goed idea f everyone brought

their favaurite saiad or dessert, There will be some games and

some entertainment for the children, Meet | pacs r'-=|' nd the

i the'
company gym

Write your email clearly 5o that you can give it to a person from the

other group

9.3 Skills:

Output: I

Student A
Presentation on moving maore of your cormpany s advertising toithe
nrernet

B current situation y of waour Biug

only 3%
® competitors advertising - 10%
B oeslis
= conclusion = how we are going to increase the budger for

af surveys — Cusiomers want more

nterriet advertising
Extra notes
® Internet advertising (1 29) is now bigger than print (10.6%)
rs per menth cnling

m [nternet users an average spend 21 hou
® Socidl media advertising s cheaper than T
wable opportunities

® You think your company is wasting val

10.2 Practice:

Qutput: Deali

customers

Student B

i

are a CLstoms

B Yol are interested in buying a wioallen jumper friom 3 ompary

that claims to use sustainably produced fabrics, You would like

to know exactly what they mean by this. Phigne the cormpanty.

Yol want 1o make sure that the wool cormes from sheep that ae

PR R |

treated humanely, and that the wool 15 net treated chemically

www.frenglish.ru

® You have seen a pair of [gans in the anline catalogue afa

compary that claime to uie sustainably produced fabrics, You

would ke toknow exactly what they mean by this You know

that many clothes are produced cheaply in countries where the
are paid pedr wages. Phone the company. You v

traded and what the ca

WOrkers NANE 10

kncw wihether the jeans areatso tairly irkbon

and [ransportaticey s,

rvalved inproduction
Mow change foles,
You work in the call centre of 3 compary that runs 3 value-centred
business manufacturing and selling clothing made fram sustainab
prociuced fabrics. The cotton wused in the praduction of the cothing
sgrown organically, and the wool comes from sheep raised on
Cers and workers amne paid a
oith I'!'J S ManufacTufes with rmefimal impact on

=
wa

sustainably managed farms, The prod
fair price, and thea ¢

the environment

Yaur CRM palicy includes the following:

fter purchase

® free returns, no-questions asked, up to two weeks a
L damaged items any 1ime after purchase

replacement for
You will receive calls frorm twa customers with a guestion or a
complaint
Befora you begin, think about how vou can éxplain the values of the
business to the customer
Yiou can also use your imagiration 1o deal with the question of
complaint

3.3 Skills:

Qutput:

Bob, Database Manager

You are feaing vary overwarked, and vou den't think yaur

1chievements are lenmy. Ir fr'\:"-“

gnised by your boss, |

performance review me rolcawing:

= Talk ahout your achisvements: yau have trought five new clients

Qe Company SInce Your 1350 TEyEw i have b=er VEry b Jay

WwWork ng -GN TNoSe CoNTial s
W You are also respansi e for keeping e a-date, but

dalalb

you figve been 30 Dusy with other things that s

d52 up-T
vou havent had
time 1o do-this
= You are unhappy that people ask you 1o da things that are mot really

vour iob. Forexample, recenthy Kerstin, the accounta

oot of F

nt, asked you 19

1les B ALSE yoUr printer & be

ter than hers

e acdvice for employessin a |--='r-|'l1'-"| e review!

5.2 Practice:

Output: Team-building

Group B

Yadu are empioyeas at the company. You are worried about the

i their effect on peoplel Here are a few of the problerms;
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® You don't understand the new structure and who i responsiia

qi

® You have heard that there wll be team-building activities but you

=] 1Yy

colieagues

® Mora training s needed for emplovess 1o cover ther new tasks

Brainstorm what additional prablieéms em

have with changes 1o the arganisational

'_-"‘. bl Lo

activines are a good idea

6.2 Practice:

i

ar whal This might lead 1o misunderstandings

LHOYEDS Wi

tra activities should include traiming. You dantinins 123

ucture. you In

Lisien to the gther group’s presentation and ask them questio

Output: Describing the history of an organisation

Group B
Name of the company:

Freelance Stahng Ing

Area of business:
MarpeEwer easing
Founder:

Sharran Claser

Start:

1980 (Sharron Clasen opens cormpary wher

et

starts school, first 3d cost 5200 —gets 3040 applican

team Minnesata Twirs can:

and threatens 1o leave Minnesota, Fresignce Stafiing

and they seil 1,500 tickets

2quipmant

1998 son Christopher joins the company f

Ll B

are Qolng to wrile an-mall 10 51udent L WREowo

a.company 1
B You are looking for 3 new company 1o

thraughout the year

8 Untlrecently you have usec a frreaiang

managers, The feedback was :_:.::Jl'.: Bt wou b

0 [/ established rep

from referrals /onling recruitrmies

Clasen - ner nusbana - jains the company

Christopher works for Freelance Staffing Inc

UlaTion &0 That sounceor

ok
20w

cormpany which provides individyal training

it &
B ntheemal you need to-explain wna

about prices and details of the courses
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1.2 Practice:

Student B

[Rrlig ey sectar

B ey
ana Transpor] 5«

urs products themselves,

s in 36 countrigs. Shops are arge'and

customers collect and put together their awn purchases

irther services are pravided through the [KEA catalogue and hame

GEHVErY. IRTA M up initiatives to supoort sustainability
within the company by
w 3iming o recyele g o G0 5 Washe

B rEMOovInG Catrier bags from s shops

= helping emplcyees pay for public

cycling fwith a new bike given 1o each emp

®_giving iow-energy light bulbs 1o employees,
w_yusing only hwbrid vehicles as company cars

Writing 1:

Output: Making first contact via emal

Information about Rambler's Way Farm

Hamblers Way Farm 15 a family business which designs, manutactures

gl sels

i ciothing. The wool s from sheep raised on the farm

U5INg " methads F"'-:.'CL.:lf.'II":jJ':'*- nclude
Mmaris

Qe Rlay The Toliowying Tw sIituatigns

y started working for & caompany that organises

A et

es for corporate clients You are going fo have a

QUIDDCT aCT

meeting with the managero organisation abour the last event
Yo organ sed. Report how the event went

Befare wou begin, think of three activities that you organised as part

obthe event, B, asports activity or a Team-building actnvity. You

shai L G T Ly L el =giE 5 [ =
nink scme of them went well, but athers nor so well, What was

Yo are & represantative ol a software

el e e Fr s e rlaey
velop s sftwvare for
¥ou are meeting for the first time
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| el DdCk IC | I al ol riter {inner Suaoi ~ 3t aetaurant tha 1 1A
i reg 103 Close AKE A 5l = 0 I":-- A e f icalli

on the meeting {e.0. put together a proposal and then coniact the

clent agai), and end themeeting on 3 postve noteby makng 2,2 Practice:

woaitive Comments .':""'.-'_':"-""-.'." e client for their time

12.2 Practice: Output: Incorporating new technology
Output: Developing a business plan Group B

Poken

Group B
T g

it the end of the year You need €160 000 to da this. ¥ou are ooina t

The Burly Skate Shop

Hurly Skate Shoo i4 4 new skateboarding shop offering

- } Wil
LI 11 5N the v 'Tlr.'..'..l'.- COMMLI NIty 15 T L5155 =
5 I 3 er-5ogje 1 T
akd L
& T v R -
I d [ 1L
erraburg and & city area where
et S :
ne &Il | EET = -
IME
aris1ar = £ i
L] ST O - ta
RO CES 3 sl gl vWnal Jetails Ca 1 Ea0oul " re rhir F ncial - y z]
S5 } skateoaanding eq Wl ACCe55 re 31 5e = ;
Iy
cuig = B = e N CikE

€50,000
€45,0004
E40,000 5
£35,000
€30,000+
€25,000-
€20,000+
€15,000-
€10,000 ~‘
€5,000+
€0

Expenses AsEBls Investrment Loans “resentation an marketing the luxury and farmily Cars your company

2.3 Skﬂ]s_ " . __-:_: Jou #dvertise in men's magazines and of

Output: Telephoning for information and making ® what men want (value for s Byl what mien want frafery
changes to a plan B how 1o market cars 10 womer

Student B: Events manager

o i
LS, 1 L}
[ d [ I 1 | ¥ I -'
tions . 4 — . i I @
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14.3 Skills:

Group B

m Youi offer free installation for orders aver 60 phonss

n T

m You prefer customers 1o pay for your products within Two weeks
of delivery.

& You offer an eight percent discount to returm Customers

m Your staff.do not waork at weeakends. They can install ail the phaones
N ane working day

1.2 Practice:

Group A; The repatriated manager
Six weeks ago you returned tooyour home country after working for

thrae years in‘another branch of your company inanather Contnent
You had a holiday for three weeks and have now been back working
in the head office for three weeks: You are having same problems
and yau want 1o ask the Human Resources managet for help

® You ame still living in ahotel which the company is paying for Your

permanent accommadation will not be ready for another three

manths and yaur furniture and househald goods have rot arnved

from the ather country yer You are fed up with living in a hotel,

® Your colleagues at work are mot interesied in the country where
you have spent the |ast thres yedrs, You are surpnsed oy this
because you think it isinteresting and itis very important for
the success of the compary that there s more understanding
berwean the differentglobal branches

® I your job abroad you had a lot of respansibility and you could
make decisions guickly. This job at the head office af the company
feels very slow and unexciting by comparison. Afready, vou feel
bored by the work and by how slow everything segms,

Writing 3:

ernal emails in an aj

sropriate sty

Student C: Business training company manager

You work for AB Coaching, a company that pravides busingss

training courses for individual managers: You are going 1a wrile o

Student & whio is a freefance business trainer.

® YOur Company wants to employ more business trainers as il is
expanding

& You oo rot know Student A, but 3 colleague worked with him/her
at ancther campany.

® |0 the email that you write 10 furmdher. 3sk about the type of

caurses they run, theiravailability and the prices that they charge
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1.2 Practice:

Qutput: Ma

Student A

® You prefer 1 buy the raw matesials from 3 non-sustairable
siupplier, You have always dorie 1his and believe that if you
changed, costs would go up and quality would fall

u think

that if you introduce more recyeling, it will save you monay in the

ong term,

& You have some warehooses in another countey. They do not
have the sarme level of safety as thase in your country, Provided
that you are following local safety rules, you don't expect any
problems. You think if you mtroduced the safety rules from you

country, the workers would gnore them

Tertiary

& ALthe moment yeu think that you have a very good customer
service, You deliver all goods to the customer's door and put the
furniture together for them. You think that if you changed ths
policy, peaple would not be satisfiad with your service

® You are against subsidising public transport for your staff. You
think that people should be free to decide how they travel 1o
work, If you subisidise public transpart costs, it won't be fair on
ermnpioyees who don't live near public transpart

Writing 4:

ng an email to the

Group B

You work in the Logistics Department of a multinational comparny
Yaur department has 26 staff The hiead of the department has asked
you toorganise an important department meeting on Friday 23
lune. You have made all the arrangerents 1o neld the. meeting from
2 proountil 2 prmin the afternoon, and now need 1o write an emadl 1o
everyons in the departrment. The emiail should include the following
infarmaticn:

The reason far the meeting is to update everyone on the latest

L

project developments of the four cifferent teamisin the department.
All four project teams shauld prepare a five-minute presentation
fmaximum!) 10 update the rest of the department and make if

clear what progress has been made and where the team thinks the
project is gomng. Afterwards there will be time for guestions and
a.giscussion; The meeting will be in Conference Boom B on the
secand flocr and coffee tea and cake will be provided. Write yaur
email claarly S0 that you ¢

an give it 1o a person from the other GroLe.
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12.2 Practice: 2.2 Practice:

Output: Developing a business plan

Group C Output: Incorporating new technology

You want 1o take aver a business from the owner whio will De retinng

Group C
Owl Wireless Energy Monitor

at the end of the year You 10 1o do this, You are going 1o

hope will lend you

I OM 10Eas

Your T-Shirt!
o T E"I'": S new '-'\.5'.-:‘:' 255 1t S! Ow'S PEQRE TQ CLIS
a shirt {specifically the design on the front or back} any way That hey
would like, By using cutting edge technology, Your T-5hirt! will be
able to custorm-print shirts in production runs as small a5 cne un
r T-5hirtt will be lgcated near the Matroburg city centre-and It wil

have a comprehensive website for online orders

The marnagernens team: Who are they? What is their expenence i

bBlzingss?

€50,000 -
€45,000 4
€40,0001
€35,000
€30,0004
€25,000
£20,0001
€15,000 4
€10,000
€5,0004
€0-

1.2 Practice:

Output: Solving repatriation problems

Group B: The HR manager

Expenses Assats Investment Loans ¥ou ara the Human Resource manager of the head office’of the

3.3 Skills:

ng 1o tatk to vou has just

Output: Participating in a performance review

David, Marketing Director

rERIem s With The Qatalase

] ana plan ot acian o ] Use This persgns experie
with the database and set realistic 1argets for the next review sthef colleaques about differantcultures. The
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Audio scripts

1 Culture and its impact
1.2 Practice:

Listening 1: Reviewing the relationship between

corporate and national culture

Bob Meidermire: Iy personal view (s that

Listening 2: Preparing to work abroad

Interviewer: H

Bob MNeidermire:

Listening 3: The decision to relocate

Bob Meidermire: | |

146 AUDIO SCRIPTS

Listening 4: Coming back

Bob Neidermire: /e wed back tothe USA afte ra

1.3 Skills:

Listening 1: Meeting people and making small talk

Conversation 1
Conversation 2
Baz: -

Stella: "ris s Baz
Janek: H| =
Maria: 52 Micet St
Baz:

Luke:

Maria:

Luke;

Maria: oo
Luke: Goc
Maria:

Janak:

Luke:

Janak:

Luke: f

Stella:

Maria: 3% 4 D2 = gre
Luke:

Maria: ~

Luke: F=z
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Maria: VWe must have been waiting for haif an nour mpanies who a mpetin

Ll.lkf_": T hariahing, st WG 13 ' [he newspaper '!..'_:-. Wve used 1o pay one pound |
Maria: It sure | 1 copy of the Bnancigl Times orwhiche 2
Janak: v&: WALHD fedd [Ne 2nly5is and Commantary ana News and Spoe, atc
Conversation 3 P = _’ ' ey i I_ % o

15, i

Helga: «

Gene: Thank you for your card

Helga; Ch mapr

Gena: | was thinking of ir iding 2 farmily nev attar ot

Helga: Yes That s really woncerful, How old &5 he now Dr Kamal Munir: For retailing, the whale landscape of the ¢
Helga: That's nice rhets, likie eBay for exarrple. So we have SUMMETICH

Ay arair ang il Thase diflines w 1 AT 30IE To Oevelop as
Alan: Fow is vour hotel? el Y WETES ] I 3 Jvel a
Belinda: 7 ir=

Alan: The flight

Belinda; "=-

Alam; Did vou get a tax

Belinda: ¥

Alan: The t1affc s usua K this

% m

2.2 Practice:

Transferable skill; Listening actively in a conversation

=T

Belinda: ves nlease

Language focus 2: Showing interest and keeping the

conversation going

Alan: How s your hotel? "
Belinda: [ine 1

FEEw

B: Al
qlaite i r s f = A
Alam: f d B
edly goad. [ et a e rywhere yesterday eve Al s & rhe & 3t work wi

Balinda: 1

s §
azrherin Frank

Alan: That's a pity, but ar

Belinda

A S o

Belinda: Ves, that would be lovely. Mik.an o sugar, pleas B
2 Technology and business 2.3 Skills:

2.1 Theory:
¥ Language focus 1: A successful phone call

Listening 1: The Internet as a disruptive technology
= 1

Interviewer: \What have bean the techrological developments with

Dr Kamal Munir: Vel

o
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John: 'mactuatly all booked wp for tomorow. Would you be able 1o

make it an Weanesdayy

THHTING Sharon: Let’s see, Wednesday, thats the fifteenth, ismtit?
NG, PIedse John: ves
iamceatihemoment:Carl ke a Sharen: No, sarry, I'm out that day. | think we need to da This quite
glackly, don't we?

call me back when he gets in? Johin: If oossible
Ease Sharon; Fight
John; . ets see after that I'm not free again till Fricay
Sharem; Ch, | see Oh dear|
John: Well, how about this afternoon?

great, And the phi flie Sharan: Yes; that would be fina
SFE WIER NN The S ey John: Can you rmake it at four ffteen?
*OnRnEEe-nIne e h Sharon: Four fifteen: So, guartar past four, Yes, that's grear. Your

i
S

> @
f

I

5 |

I

!

T

D> m
o
=
= kY 5}

3

'

5
]

1
i

1

I

[’

il

office s at the oD of alishury Hoad
25 hArh ng tacall Ol 85 Soonas ne gets i Juhn: ez at the too of thar o

VETY Mucr Sharom: feah, 0K, o thats three
Jnhl‘l: Mo, wee said four Bfteen, actually

Ternonn

Dy shaﬂ]ﬂl Ok ves four Aftean, That's what | meant 1o say, Oh dear! And

A

B:T

A:Thats fine
B:

A

' ‘ [y e

2 F i

John: Son't worry! 18] be good to see

3 Motivation
3.2 Practice:

Phone call 1

Listening 1: Creating a good work environment

efir signature & JOCumEent E ;
A : Interviewer: 5o, you've Deen named as.one of the Dest companias
=[h f & PO - ¥ L
L U n Eurane teowork for el 15 1%

Phone call 2 Pia Orskov: \Wall, | think there are 3 number ofregsons, out

Az Hello ane of the main reasons is that people are very much imwvolved ir

B: aura, Ren nerg processes related o the job and the warkplace and we seldom do

Akt Fon how arg y - -_":_.' UM We Raue Ic L I --'['I- I 11T

B: ik -\' .:. th MK Yy - atd EvELx Il _'-_,l '_"-.J_'l'. 5 My L 1 R _.I T

A:That's goo 4 o1 you ¥ | dialogue with peopie, For examp & wie h

B: I'm just giving you a buzz 1o 315Cuss an email yaw s2nt me last reerings every day

Interviewer: O/, rignt

Pia Qrskov: ... where top managament and emplayees share
nformation aoout DUSINEsS and everyday e i Bre peaple

Intarviewsr: And so do vou think that thisinformation-shanng 15 the

miost impertant way of making a company successiul and n
fataralnll: ark tocether well 5538 1o

Pia Orskow: " tHirk it's a very important thing 10da and s
Bt FIRO RSt Gt | Sre Atan e v ' f ' ,

Interviewer: “=x.
Pia Orskowv: Sut we find it very important 1o lock at 2ach other every

And share ur TRoUgGnTS and mMIssons and practical i J5- 100

Interviewar: Yeah, | think a lot of comipanies pay lip service tathis
=y sdy th L. but Juite wal, isr't it to find companic
i e e i k& Tt TEAT jild 4 F I AlCEe]
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Pia Orskov: \Well, we take it viory safiously ; sarc Pia Orskowv: But if e s
n their teams far a few minutes every iy and give Them a warning. W
we have 3 tearn meating that lasts mavie Ralf an haur and thare are awve ta keep: the frst

ather ficetafate mestings besdes these of colres Fent tre e

And that's something we ook ver

v wery rarely find that people abuse

: Pia Orskow: But we try not 1o Rave o0 mary rules soits easy to

frl [ Thiosa Tk

Imterviewer: Well, ves bacause, like you said, evervanes an indwidua

[ ou have 1o e :I._. hle to 3 certain extant, den'T wol, | |

o ks F i e B PR ety R LR |
L ¢ Chere have to b8 a few rules 0 place toc

Pia Orskow: Exactly
Interviewer: |f | asked one

think they waul
Pia Orskowv: Vel
benq proud of

Interviewer: -
Pia Orskow: (0f courses we 2

y e oot ineraad o
LL =g PLI pac o U 3

Interviewer: OF

Interviewer: Ob righr

'l E oy w P . & - - — -~ P a "'f.
Pia Orskov: Forexample, we might pay far everyone to go fora |
Tes of get a few bowes T CROCO|2Tes for evenyane, or perhaps put :
B that's vier,
D2y Of The next months pay chegus L
* curopes be
ne for eyvernyone wihen we reach

something togaether

|ﬂtel"l"iE'W-EFi'f ght, sp evérything shared amongst the peapl 3-3 Sk]_u,s:

iMyohvea

emplayess better than a |01 of other Companies

Interviewer: Fioht David: Just before we start this, have you any particular things you
Pia Orskov: 5o things like work howrs and skills and dreams are #aNLTO [315e

hscussed th everyvone, and alsa we listen a lof Jenny: I fan't think 5o
and we act Istening David: CK. 50, locking at your achieverment objer

Interviewar: Right! That's the most important part, 50’ it assessment, the first thing s evidence of achievernents since the last
Pia Orskav: Yos, but er also [ Think the positive spurit we hawve 15 very

Interviewer: Do peo

mean, do people ever take advantage of thes attitude to wi

Rave you never had prebléms with that

Pia Orskow: Well, | think that our way of

person is-based on trust and of Course vou can always abuse that

Jenny: .. and to get us through the standands tests and rraks sure

that the compar: wias fully -_-_-,”.'I.Iu

ST L Think way and LLTTILGTY i ¥ Oarcls
t abusr I just st did that really well, There wasa lot of weork invalved and | managed

niaving thess all of that. although it wasn't my chjective o be partially camplian

Interviewer: Mo, of course not at all. | warted to be fully compliant frst timie round. Althowagh some
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4 Human Resources
4.1 Theory:

Listening 1: Retaining staff

Ursula Knorr: COne way 1o retain staff is to give people chalienging

Jenny I =tFal 1ar that be 5 - ey ahway can of 1
earm and as a Ja » ot dro I ol 2 figve our e seminars for pecpla at
David: dcong | ] | 3| - 53 ] e W

-'““!"1: d = ffe £ [ I = T = GITUr L they ed’. And
David: Fiol |, Belweer ard L t's not pa r tha 2y 1 3t h W
b UT I e i e - Fro Y

Jenny: Not Detane the next time, no ;amible work closely together now, and when they ¢an
David: Mo employvees a new challenging positiamintarmally, they work witl

.IEI'IHH': At | will have done seme things theit partrer and thoy send out this employes for Twa, Three years
David: Thats I t But by the next réview in January, and the one 0 tne other organisation where [Nay Lan altually D8 Jeveloped and
If T cHete . an i o

el The Jne
Jenny: | hope 5o Anorher imoortant development in retaining staff is that companiss
David: - | f :
Jenny: i ]
Dravid: S0 at the next review we could set that a5 a goa over time and over therr life cycle. | mean, the yaung recruit fram
Jenny: = riversity has different needsto a parent of young children or

™~ 1.22

David: Databaze systems and cient folders, Well, this is a mixeno
- at,
responsibility, lsn'tit? You and Bob are both responsible

Jenny: Interms of managerment respensinility, I'm responsible for Ursula Knarmr: Well vou cart really define what shor-term planning

the da : Bol £ reqar [ v r angete I i I il | compar
the gatabasse inl Bwer S I TETmNg L] T

ale an 1 [ g K r p-ta nave Ju 5 ng I rical
Jenny: | e fair to Bab i I i npaid holig oL e f ir
annat TR f sasures 1 are ermente I
I ng win 1 e 0 ofing e:8 € t he tzeriand ana a Brigny Ig
e Is that we sh ually be . : eqularly. They try
over 1o Bob, or when Bob 3 spansibifity for the refease peopie ifthe e tt

day-to-day running of if

David: Hiam

Jenny: It worked

David:

Janny: T was up-To-dare. And it's only aver useful while it
darte

David: Thats sigh

Jenmy: Now we couldn't look at that and accurarely pull off any
_':: ires abou F
David: Instantly
Jenny: .. any morment, insiantly, and know exactly whers we ars

David: 3 'I-.I- & P v I r - - - B e e o b %
P hirk of cement as samething that is quits
Jenny: . who we've got registered, what stage they're all at : ; =
M ¥ i ial ) [=
. At contact with them was. Anag It I ' 2
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ng about howe great it is, because this is thea first thing that will
omeone is on board. Employees who are already there

will say,'Oh, look what they're doing in their branding «

ampalgn,

thats not rf:':-.lh' the way wa arg’, sa '."1:-.**5".:' ng is o ut who
U attractive, what the big cu

things are that make it 50 unigue, and ther trarsfer that mg

Itural

feally are and what makes'y

However many small cornpanies in Switzerdand and
ffard ve

what they can do s ask thermselves 'what makes it urigue 1o wiork

the job market

Germany cantreally a ry expensive branding Campaigns,

far us Companad With

the big companies, But they fo make it

PR -
ai Ca ’Ilm [Es,

inreresting for pote

4.3 Skills:

Listening 1 view at a hotel

Interviewer: 50 what's your interest in the industry? Why are yo
attracted to a.hotel career?
Interviewee: |'ve chosen to graduate in Hotel ang

tanagement. It's mainly because L think that this course is:quite

nd | also koo Thar The hote! industry

nthis
for the hotel industry, s

a8 industry, especially

y. There are numergus hotels arouna

the airportand | think that to chogse a careerin the hotel industry

will be a career which has goad prospects

Interviewer: Trat's correct
Interviewee: Ard | also want to choose saome king

of carear which

5 service-griented, which 5 gdirect cantact with the guest — [ can

earn interpersorial skills, comimunication skills and learn how ta

CoCperate with other L:,?L"pl,_ Think that s Quite iImportant.

Interviewer: O, good What do you think would bBe your strang

B2inNTs,

aur strengths?

Interviewee: |1 enthusEstic, | ama
Interviewer: _*
Interviewee:

an any ime

cand 'm happy to take an numerous resoonsibilities
2 all 1asks up

My best fo complets torstandard

s R
AN A T

and 'm friens rig 1o help

NI rmrmr ._J WhQ Nas just Co
i -jf'l‘. and 7as fiound out that mis room won t De reac
untiione golock?

Interviewee: | think Fratly

him to.a prh

AT T

ant other gueststaf

him complair T

ST s e AN fu TR
L L L= LW, 0 808 D Y

what happened so that | have a general idea of the situation:. Then |

ard after that | would ask the

¢ hap pensd —Jadide whose

rmistake it

Interviewer: CF, co what position do vou see vo

years-time:

Interviewee: 52 mantor
LUMe-50 migyioe ..

Interviewer: /o5 Vim

Interviewes: | think that in fiv

assistant manager .. that

el would like 12 be the

www.frenglish.ru

Listening 2: Talki

Interview with Candidate 1
Interviewer: ~o. have you ever (o

oked at vourself, at vour weaknesses?

Interviewee: \/eaknesmes?
Interviewer: Fathe
Interviewee: \/aybe ...
Interviewer: |

rl‘l!‘EWIEwH""-‘ B | — ik

han your strengths
actually netimes | lack confidence

need T Make a dacisi

an |meed 10

Interview with Candidate 2
Interviewer: Right, good, that’s great

e akracgme e’
VEQRKMES5ES dre

R S A
yenat Wol

d you 53y yOou

strapaths 3
Interviewee: "=

erous about my-wark — that's my strength, butit means | always

menfigned,

jths and weaknesses! As

m very

e

put-oressurg.on my workmates and calleagues; which some pecple
kgt Ehink is

Interviewer: . \When

3 WeaKMess

YOU 53y vou always pul pressure on them

what kird of oregcure do vow anpihy? Prescure towork Rarder or
pressure 1o work faster?

Interviewee:

ask therm to do their work on time, [t must be on time,

WOTK O [ =

Listening 3: Questions f

1.28

-
-

Interview with Candidate 1
Interviewer: 0o yvou

Questions That you Wwould [IKE 1O 45%

naveE any

o R L R T T S I e |
B amyThimnag al ,._...l_.l_.-lll\-.'.:- 10 KNS

Interviewee: | would ke to ask f [ will ha

i 1re back of the house, like in The Human Re

2 the Qpporiunity 1o wiork

LICES Jepartment
Interviewer: |'m afraid i dosen't say thes in the advertisement. 1 put

T

ant affice orin faod and beverage, we would not put you

ministration department such as Human Resources because

rtrate more on the cpe

lnterweme woedid ke to know what the

attiunes tawards the rrainee. What expectations da

repart for dut

8 WAOrKing hour et’s say e 1o 1en mirut
Interviewesa: CF
Interview with Candidate 2

Interviewer: Do you have

areas that youd reaily want fc

Interviewee: | want 1o ask

bartender or do samething i

|I‘II.'EWIE‘I|‘|||'I!F: R

Tyou actially want 1o work as @ Dartens

1 Resources and the Qetin contact

LS II-\._‘-\. ] LRTE

cause in this hotel the Beverage

o of the bar and not the frent o




5 Organisations and their structures
5.1 Theory:

Listening 1: Why do organisations need a structure?

Interviewer; K = iy ,
sraamsatens need struct

Professor Achim Weland: Well because of the division of laBodr
BTs have an example Yau start 3 husifess ; ; : e

A - - - - - - =1 | f Fyimnee -f
asty A ref & fecmnrel B la Tor @avarvtin e the
esfaura LY OoU.are 1esnamsi b or everyiining., You are

- el 5
It -l o
] W5,
[l

Functional structure

Professor Achim Weland: The mosr comman form of arganisatc

inct Forexample, you havea d which is resp

orn an 2T ] Ml W l‘:- ] Ei5e W nt

uncrional or line strucrure, vau | lepartments according
tions And 1he larger a company gets, the miore specialiser

departrrients will become; This system Pas a very clear structur

ERiaRie e i
Divisional structure
Interviewer: Sicht 5 gt the only form of craanisatianal

tructure that's possibie thenf

Professor Achim Weiand: lo.WWe have anorher one which is var,

parta nily TOr i oanie d |
xmipanies, and that s ¢l
] orablem t t
ra Custaomer ar for EQIOnN 2 DEUCT TR TR S
[ & | TOANSs CAN S [ & th al srructure
ey Can Crganise this structure intored EL £ ari examp
COMpany nas resporseDlity for thr ] 3 qf dfEd? e

Iy 50 That you Can guickly

world becasss you naue the channels
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Matrix structure
Interviewer: 2= 400 Fow
Professor Achim Weiand:

OUT of These Three Dasic argan

ame whao is globally resporsitle for mar

o is respansible for operations
ESCOMSDINTes 10r proaucts; s

peding product or range of products = Group A orGrous B

Ok wWith a matnx structurs is that maybe, and

A%E, YU NAa AHCEs O iInterest

Paul: %o this week, you need i

Daniel; |'ve met Rache

Paul: &

Daniel; Yes, in fact | met all the guyshere briafly
Paul: Have vou met everyona Lpetain

Danial: | think 've mat nearly evervbody

Paul: O Have vou had a tour rourd with Yingent
Daniel: 1254

Paul: Ot 50 what vou're doing this week 15 finding out where BOF:
ire, where database

Daniel: voar

Paul: How Moduius works
Daniel; "=zh

Paul: How o enter the custommer

Daniel: Wornderf,
Paul: And theres ane heére that | want to talk about briefly which is 2

1SS A TaIr armount ol sort CLISINess th
Paul: a5
Daniel: But, what 'mounsure about at the moment 15 obyious
being on a new b ; eally keen 1o g t

Paul: Good
Daniel: Do you want me ta start haisng with Marketing now!]
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Paul: r=: the country. And
Daniel; oo

LTArT AN 50r rigle comimumnity
Lompanies a who were working here im South Africa —who lived

ot thro the rmarket had

Lk

Fal.ll: T5 NQT atQUl daing e NUNOned. cails d ¢ Armd Jo BConarmd SITuation In IR Country

2 awareness of something like
would know in Eurape it's been amound for thirty, forty years but It's
wiorking smarter “"._'-_-'|__'; thirty calls and ¢ aving =g oniy been in the'last decade that it gained CONSUMmer awaranesss nerg

cording tothat. o | think there was

an points from those,

pressures That got it

Daniel: &b=olutsly 3 mix of external and internal pressures arke

U5 about the qualivy of the data anc 10 the point whers it had to adjust

Paul: CK. Now a lot of the dat:
than Interviewear: How

rganisation had ir

the infarma
Daniei~
Paul: Modulus is 3 key to that
Daniel: Zignt

Paul: 0K there are toals Yo

Listening 3: Crisis and gro

Paul: Those that have never be
Daniel: Absclutely
Paul: And | will run thraugh that with you and show you T

Interviewer: \What nagpe

B restruclunng programme

6 Managing organisations 2ignt years ago?
1 After the restructuring we-hit a period
6.2 Practice: Konrad r:la.ljlftﬂﬂ,“h £ rest Y

| s

- Interviewer: &nd wihar warne thay
B :

- 1.2 Kanrad Hauptfleisch: 1o

Konrad Hauptfleisch: \Well frsty te marker stared n

thirt sperated by a trust which is still one of the m

thraa wears ago and, and initially it was quite unfocused, the idea 1arket consists of maybe 1
came about from the Michael Mount regreneuss. 5o, mar
dlways had a policy of fundraising by Al Emarenment Wnere everyn
Community;, and that s howw The idea of @ market started. There were TowWwands 2 Cammaon visicn, You re working with individual entreprenswrs
same farmers, crafters and peaple who had | 15t sell, Thi dve tof the ma th that
L1 hag a venue and ar 1 Tow fan and KEeping Tishied, harey procduct
e bringing their goads to the makas [t very challeng q and part ofthe job is not pus

there ding and thiat kind of thing, but when

soalotof i

then about

the tirie that | was appo l bl ] ANC b ooematl
ressarch was then done, fas re Intewiewer: You 5 | had 1o trust. Why had trust

o I3 — LML i . = L

nent team o be part of the agent of Kunrad Hauptﬁ-elf.ch* here was the feeling that they weren't being

mange ir the process

Interviewer: Do yvou e

eren'tbeing =d 1o and that if thay were

they could make a differance 1o the husiness
tirmne for the busines ; i i -
% Interviewer: S0 what did you do
Digsiness. mad arorar much
: ) Konrad Hauptfleisch: The firs six e just wal
Konrad Hauptﬂellsch there ara a few things 1o look ar, it you : E
1 the mar«el and spoKe 1c e
ook at the South Affican scenarlo and the growth and changesin
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There w detinit t aate the right 1oos the jol ]
arel W Gne k1 Bt T =
14 teral {0 £ 2
th ke mananement structure, which is very challenan

Interviewer: VWnat changes Rave therg Been in the

svhoie and what future develooments do

Konrad Hauptfleisch: Ve iilage
narkets ke Bryanstorn . @ _ y |1fe . s S TRER T
aceless malls. Many big retalle aue e acchil i b
d e e g eyvar, 1| rran
organics | eased and th 125 be ald

6.3 Skills:

Sarah: Have vou found a place 1o move 1o yet? That w

John: Well all that side of it is actually signéd and seated now
Sarah: 5ioh

John: Becausze we were originally gong 1o mova into a purpose-
DT TACTE

Sarah: Yeal

Johin: Cause we were criginally going 1o be doing all the things that
A

Sarah: Rizht

John: Like assemble all the mopeds and 20 on, which wa're not
Sarah: U

Jahn: And the consequence of that

154 AUDIO SCRIPTS
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Sarah/Andy: %

John: Mow, | think what d 0 dC Oay 15 Prstiy 1 1a thr I
this memo and 22 0on the objactives. | Want 10 {3K8 -0
theouah the progress 1o date and confirmi that what P'va put in thi

Sarah/Andy: CF
John: Ang then to reviews with vou the autstanding work {

= |- |ice = jaqn
a I =] Mg

dab
af 11 B EOe B re !
- -
| = P Eh = [ara K¢ Ba f
L A% 3 11T 3 =
g d 3 I Caf dCT y GE A LS
- - SF3MTie | H e

rell you how | think Im gaing ta da it and ther
Sarah: O rig

John: f vou give whatever criticism that you want to and then we'll
see where we go. 0K

Sarah: 47a.

7 Supply-chain management (SCIM)
1.1 Theory:

Listening 1: The supply chain and its functions

Oleg Zaikin: 5o, what are the functions of the

o] LT SROE . y—— . .
308 In the sunniy chain is conn h T — iT
~f r f A= e aticr and o nd MR

Oleg Zaikin: Now about the goals of the supply chain The primar

purpose of the supply chain is xirmise the overall value
=aal= a = = 3 r SMaErgTa =1 s a
= =T dIe
e he f PP s hote th et 4+ -
CE [ g T n
SRR AL 5 =IO
| LI Il 0,1 ne
3 I be defned as rthe gifferenca betayaan thio
| 5 Larn gennedasing B K
[ i [T i - j
- - o e -
mat supf r '} =] - 3 TidvE clie T

1enerated and the coste incurre
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Listening 3: Decision-making phases of SCM

£ i

D-|Eg Zaikin: &rd now i efs ta the three key supply-chair Mick: But we will beriefit fram a better unit price. You would benafit

decision phases rom nat having three different order numbers going through

12 f 5 L a2y design g 5 LS| = B B TIAkKS 1aredl ong a3
T & STTATE jerislons a f tThe lona 18rme ana are very exnensive have 1o put into the

nay are tha foloWIng: = Row UL U TRE Shpply Chal WWat Nick: Were not talking about makin ] daitenal orders, were saying
the supply-cheair configuration will be: How o mihgure: Ine sug n 158 one and Jdeleta t

I-I_ ) -.' I-- £as Wil be aloca vy gl ClB55E 5 2achn 3 Qualit? muagement
The second phase IS sudoly-chain planning | 8.2 Practice:

Listening 1: Defining kaizen at Isuzu

£t e fram Daiichiro Sakamoto: VW&l

[improvement and eMoency, Kaizen is about chanoging things il

Daiichiro Sakamote: Ve: \We don't set a framework concerning

—+

because they a
Mick: You mean at the momeant you've prabably got three packing
yrelars 7

Atinuous improvement 1S taking place

Stefan: vo: Interviewer: Right, Can | ask you a fittle about how a kaizer idea

Nick: It's probably all from the same bulk, veat PL
Stefan: But they have different Dalichire Sakamoto: Yes, We have 2 team, asmall team in eact

it into practice? Can you just explain to me a little bit about that

Nick: They have e luction [ine: We have maybe twenty different tearms and we have
H PETIONS BVEry mMignTh
M2 Packaging ian astn [ | | ft =

Interviewer: Cnce 3 month

Daiichiro Sakamoto: ¥es 115 3 kind of an ideas systam
Intarviewer:

Dalichiro Sakamaote: 5o we award therm ance a manth for the best

LR B

Stefan: voah

Interviewer: 50 vou mean, you have 2 competiton once a m
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Daiichiro Sakamoto: S0 only 1he d Daiichiro Sakamoto: Well, there w e main line
il I pany. gut ther T the v &

ides vadifterent Hineas, and 1] ear] vad t r 1By
pel d i they had to go and and on both
Interviewer: Hight sices of the pr Ticn lines, thera were shelve

Daiichiro Sakamoto: We don't stzndarise then Interviewer: o they had toow
Interviewer: Aight. | see. Whao chooses the problems? Iy that your ther ta get the parts
haose Daiichiro Sakamoto: But now that we have introduced the kit

S il L b e

Daiichiro Sakamoto: Mo Ther ok - the people on the production Jelvery syslem, e operator doesn't have 1o choose any

|: & Y R |'E'."'- o give them ideds, Tou dan T Order '|'_—' 5 L5 Péy I Nt B 1o walk any more. >0 Ihey can Just Cor

ey naturas Trainng assembling the parts properly

Interviewer: S0 the g he line a5e th Ticula Interviewer: S0 can vou |ust 2xplaim a litte Bit more a vnat the
ided or problem that they want 10 Dok at team does & irk I e line. 5o hefore, they had
Daiichiro Sakamoto: 1= to walk around and arant | & e actual 1 )

Interviewer: oo v KSR F IS MR T FEit
Daiichiro Sakamoto: Because they koow Daiichiro Sakamoto: Yes, Before we introduced the kit-dalivery

- - o ot . 1 Ta] . - - ¥ 4 {] ¥ [ . e i v . . 1T
Wng one Not The managers Somelirmeas Wi ra system, thefe was 2k afsheel —3 Brview — Ivped aal:

miore effective way 10 aive the answers. But fir the vehi: i fromt of the Wwork
Interviewer: Tvped datz
Daiichiro Sakamoto; ves, Like an option sheet
Interviewer: L%
Daiichiro Sakameato: . showing what kind of parts there were
Interviewer: Right. Can | ask you a litte about how a kaizer ; PR o e T PR

[N prachic

[ actice? Cam vou just expla

e S, A mio &y [ ember the syr 2y Waniec
Daiichiro Sakamoto: V=5 We have a team, a an
; = RN I theapers
production line, We have maybe twe re é \ . i T
~ P At B e Sa - b T W'E | e e tha
Interviewer: Crice g month T i : : i £
tha A0 o are A RS = - |

Daiichiro Sakamoto; Y24 172 2 kind of an cdeas syaten
Interviewer: _*

Jelivery systern, the workers had only the parts for ane

Daiichiro 5akamoto: 50 we award them once a month for the best L .
kaizen id Interviewer: Dnly for ore truck, one vehicle
Ill'lr.eruie.v.r“er' e e < Senae s i Daiichira Sakamoto: Only far one vehicle and anly for one stage of
and the team that comes up with . d the partic e \_-__:.-_'..u-!:i-

| ) Interviewer: -
RrODIerm WIns & Orizes | 5 Lt ;

EE = Daiichiro Sakamoto: 5o they don't have to think and choose whiich
Daiichiro Sakamoto: 5o only the best kaizen s . will expand :

= i

all over the company. But there are <o many different k { '

Interviewer: Fichr

ideas in different fines, and also different stage : .
il 8.3 Skills:

Interviewer: Fight ves,

Daiichiro Sakamoto: \We don't standardise the

Listening 1: Managing participation

Listening 3: How a kaizen project has helped lsuzu to

improve guality - 06

e

Chris: So; it really is an exciting time. But, we've got to get througl

Interviewer: Could you describe one project where kaizen was vsed

&l really quickly go throuah the key Dol ilie, cam you just
v nprove Juaity? Winat results have T M # o 2 Wy DoINTs
Daiichiro Sakamoto: Y25 Well a5 vou saw, we dramati 8 =l Al )
-yl SN LN, R f i Julie: 0K Play Time have arderad same mats for use with that
Wie | e LSEN | o irts: Th e t I ol By Aread. IS sel-Sxpianatony on inere

; g e e : Chris: Figh
;.h---h. Lt B ' Julie: Finley have ardered seat foam for train s8ars, w
II‘I'fEl"u'iEWEF: hat’s wery interesting X ok veu e axila 8 ---,_.E."I 5 d 'I Dy g i Te - o T s
I e T Chris: Excellent 'S Qrear ney

Julie: Things are gaing OF
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Chris: Great news Massimo Gai: In Italy, an obwious

OVOU wan T The new contaCrs ¥ .- 1.

Julie: [
Chris:
Julie: The first one, Promise Furniture, they make office seating The Interviewer: - -
arm from years Dack, Massimo Gai: We!, yes, but on the

DiEdsE who Care atio)

juy knew Fan foam as a manufacturer of FA

when he was with another G, [MaT Owr 1HNg
Chris: Goad a commodity product, not a computer gr a mobile phone o
Julie: Mext one. Henr mainky children's products something like This.

st developit all and Interviewer: 't's not a lifesiyvle product,
Massimng Gals Tty What | roean s et ayeiyane 5 ootentialhy

impartant thing

ttney dont man

thay sub-contoact it ow
Chris: Right

Juliet The anly other thing to mention, | thin, is First Schocling

and ta show? We need 1o give the

i the same prices :':" recyCies paf

aldlog

Pl

I :_.".'[-:-' oy Twe e

JUT TATts oul o

Whowe arofg )l:,_, [

months. Just co - m:.:. cheap and -heerful and | sa d a1
YOUu Cant compane our mats. And 5he's saying atthis slage we JUst D yRU Sp Lo consumers?

want semething cheaper. cbvioushy do research 1o understand

Chriis: Right. Fair enc

|’|t’-"3 sorbency of the

oth these products

Listening 2: Interrupting and making a contribution

-

e of the product

Julle: Schmidt and Muller are a German company — they Interviewer: -0 0
got a new owner there. He's only Massimo Gai:

- laptop cases, They've aly ... burnotonly In Italy, Is driver

vehve months and he said they'd only just recently had by price promotion, because we ; about a cammodity

a8l Worreg me, an market about forty or Afty percent of the 1o1a

15, Rg 381 FrC

an enguiry or pagdded:lapt uct In the |ta

he had difficulty finding & PVC foam suppher Which makes me think turnover /5 sold by

aur French brochure Interviewer: Can you Qies Us

LW

hawe our Garman rochure

SCar gwebsite so theres a ﬂk AT the moment promatans you have done?

Chris: ' thought we were aiready doing that, weren't -- Massimo Gai: lsually the best promaotion is 1o Sut the price oy

Julie: It's in Eriglish gnly and if you put in twenty percent, thirty percent or forty percent. This kind of promotion
want 10 keep custormers foyal, we have 1o

Eddie: We ... We can send the Brochure our electronically in ather fast rasules but if w
anguages, f people request it try to give them infarmation on the range of products and brar
Julle: We don't even have 1o de Interviewer: Sc customers are bas
ust scan inthe bBrachures wa've o

whatevisr. taliah Massimo Gai: Oh ves, yes, But at the end of the day, | think the rea
Eddie: ezh STrAregic way 10 work in this market is 1o

Julie; And then just put it as a link sovou don't have tg work an 3 the right welumes for the richt proft margin, Otherwise the nskis

YO 53y

essage af iow g

w0 COrmy

He flag? Interviewar; What aboul promiation, what promotion channeks de

wWhnle New website

Eddie: Just put a flag and someane will click on

, because a number ot websites, you just chonse wou WOL A58

For exampie, we can give

Chiris: Can vou sort that out, B

9 Marketing strategy i
9.2 Practice: e,

ecological Issues and things like that, Otherwise we use traditiona

A o |3 What Gl reca S mamar o 30w ¢
S explain whnat our redytled paper i5 and we

ducts, We try 1odink in sorme future communicatior

vou knowve, for example, telling consumers tovisit our

sigr wp

. i
or our newsletter, We talk about lifestyie

channels ke magazing advetising, Sometime

magazines that are about healthy ving'and e
sometimes we also appear in the mainstream maga
Interviewer: Do you mean a type of public rela
Ine main targer market for posite press?

iy Massimo Gai: Sxaclly
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Interviewer: What other ways Can you Qet your
Massimo Gail: Wel, packaging salso a very

| Tmagine fi I - =] | et
Ure k i) LT refamnp ara = T re | K Vil [us o I
R fal are i3 <he JCeR O KITCRET o LSIE55 | o) 1 MEe 0
[he ] I Cing and the packaging ror tne prod ] par irand| T up-at ih 1 N & sIgRt rorwar
B s e 5 T af B 50 [ b JUST TUR ] ne 3 1 resuglts SITISE &
Tals i H C 30 (als Tajt Fi rattent T % 1 g 2 IRIS M 0. W e gxireme Diedsed &a]

B - ]
Interviewer: Let’s move on now 10 lock atplace, or dstrbutio

What are the main gistrit r Channels that you use TO-get your JH. Crawford: Cars and trucks have become a major cauvse of
products OO aF Te CansuUme health, economic; environmental, and aesthetic problems indties

Massimo Gai: taly we have twodifferent chanmels, We can.Qivede They Dadly affect social relationships £

I o1&l Channe sMall 5D I B na ALSE5 e AT EVEryY Mation, 4nc e [2ading cause 0
P ¥ v =rr 1 | ~AA { B e
a fc | shio 21 = r = I]E i T
(1 4 . - - =R et ] - = r - ; [ - r
1 I 2 TOOIICTS, W [ 35t % FeECpIE Car Cra . 4 JC4a

Interviewsr: Massimo, perhans we can tu oW taintemationa Listime 1o

marke _='| Yo a o :rx."" at 11 _\:';_: L _|_'_."'~E' l "'_ "_'_ T TWo lanesT axIsTing .":'.r-':'_.!'_. "' 12E DHTE
rmarket. How is it different 1o the ltalian one? being of the densest AN areas in the 1. F ] T

Massimo Gal: Trhe distribio: ry diffarent. In Italy we have a to the largest car-free population on Earth, is a pleasant and convivial

at of small supermarkets, for example. And I France we have & lot ty 2vern thou g comparatively poo
Py S rk B 5 fre I o Srr Ak as ¥ | i o, P A g i " ©
ch cover about the markes, In it e ha B nyane o lve ch | ke socia o
ed hypermarkets wi ar apout 5059 £ e @ jical a £ ere an effective and scor 3

Interviewer: Cio you think there's much gifference between the Wiy [a VI0E tansport without using cars and frucks

g L= 1 L ial o L] | Rt S R B u =

n;&;simo Gali Yes. absalutely, In France tollet paper must have 3oy, 10 Customer relationship
for example, it must ke caloured, not white In taly calcured pager. IManagement (CRM)

et paper doesn't work 10.2 Practice:
Intarviewar: /iy is that! Why d u thurk-the French ga for

Massimo Gai: For the Fre the appearance of the product is mare Listening 1: A value-centred business

Interviewer: \=ll the first guestion = how doss your custome

HiE anacerment fr with, I r ) e af vour business
b

Tom Chappell: .-_' Tried 10 creats ry deliberate concept of

| | 1 ieadershic and value-centred business operations
Th -!. ::.'.-'l : 1T WE a5 @ COmpany Need 1O 1I2enTily WAl wi

Kevin Beeston: T, we |l kick off, Geod morning, everybod

: i Interviewsr: 50"
-1 burr F a &= = - acts =1 -
ard _P_' aCT Ty £ -'I' I'I_ i & -
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Torn chappedl: Secondly, it is a value that we have used American
ur and Armerican sheep, wh
We opera a vary low carbon foatprint We are
sourcing locally, making it locally and being asmindful as we can

rmiant with our business practices and

ch has created an added value 1o

the proguct

abaut the eost 1o the enviran
Qur operating behaviour
Interviewer: 2na Ui

Tom Chappell; We have ather

choice for consumers so there s 3 large -'-J”j

values, such as providing piersanal
ot s .-n'_.“ W Therm

to choose from, And then being sure '“at

COMUmLf

that we think relate to the same v

Wi _."' dack [«

ty by

Listening 2:

Interviewer: S0 you would say [

micating

& Way Your customer relationship

management is about commu our values to your
CUSTOMmes
Tom Chappell: Yes, if vou o to our webs

beliefs and our values are vary evident there, and then we use

those values 1o operate the business. They're nar there

< e rerrngs

5 maintaining

anline, or a

laticnship with the consumer that might be b

store owner, ar their custamer
Interviewer: 04
Tom Chappell: Sc aur values are the very core of how we think

1 Fsamebody

g SIZE, We Jdont ask guestionsar

m
e
™

sl

AO0ouUT TRE Customer. v 3 policy of free return

JORIAT IXE 1T, Orits IR WD

2 Them far Things =f"f'e-;1"':-.-\,l-' all correspandence. We rakea

answertneg morn

mer's feedback very serigusly

e gL
difficult consumer questions

Persora

am transparent about what we

da, where we do i, how we 'do & and why we do it whan | am
answering questions. | would-say that the values that we have

are at the higart of how we devise 2 custemer relationship for our
orogramme
Interviewer;: And you can then communicate that fo vour
customers?

Tem Chappell: 1=
clear answers: And.sor
principie-ora value as we do, then you hawe
the deta
wihiare the wark comes
Interviewer: “==.

Tom Chappell: =or exarmpe when
ranufactuning companies and locking for the right

v logking for tThe capacity 1o o

5, We answer guestions directly We give them

f therm-are not easy, When yvou have a

o Dreak that down into

I costs 1o miake that kappen. And that is, that

wat 'H.!-"Ir:-" G 1extlie

partners, |

Was nat on

ne manufactuning

responsible manufac
| feund one, And

treatment facliities and they were very pr

but | was looking for
1ock some Time, Dul

Ireatiment, DeCause these were Con
men and womer :!: INTEQNTy and they

work years ago 1o spend the money

orsarall serse-of prhics

ut back in the river

partof 1h

e it isp
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Listening 3:

2.1

(5, ]

Interviewer: |n CRV there ar
encounter with a customer, which causes a customer to form either
3 positiva or a negative apinion. | was wondering if you could think
of some moment of truth ke that, 1
Tom Chappell: vos, | na

wids Gne nslanie wnere

e 'rrormants oF ruth whesa tharne 15 an

pErnaps evVen a Negatve one,
ave had a couple of gifferent instances. There
Orfieane wigte a very bitng critcsm abaut
the price ot a product, a T-shirt

Interviewer: This was somecns wha had purchased something?
Tom Chappell: He had nat purchased. He had gone online, looked,
was interested, saw the price and wrate a very harsh letterto us
Interviewer: <o,

Tom Chappell: 21

el lock. Let

f things where you could

st sy, ¥ go. Bur i decidad 1o engage him and said we
aporeciated hirn etting us koo
Ty oroduct and just 50 vod know, That is not just a

those are the kinds

w gD0UT his perception and exoerience,

said, We make g quali

phraze that we are using. Here are the gifferent steps we have to take 1o

be sure that the experence of this product is of a very special and high
guality! And | walked him throwgh the steps, and hewrote Dack, He
sed what

can understand why. | saig, Well would you fike 1oty

said, "t just gidn't kncw so much went into it, the more | reali

yOL put inta i1,
onel H sent him a free shirt and he fell

2 saig, Yes, 1d lovie 1o

al far

r kove with it and then asked if he could write a letter, a testimonia

us.and 1 sad, 'Certainly, by &l means

Interviewer: |

Tom Chappell: =
SOMECNE No matter
aver if you ar

straightforwardly

10.3 Skills:

e completaly turnied around. 30, If you engage
now nasty the

2 TiresT a

y were being, you win people

mMmLnic ;1I|:

Iyeu argjust trying to co

Listening 1

Martha: Sign |
Tanya: it was vary good
Martha: | ihought

] positive |z

K50 what did you think about-the gutdoor event?

think

srelient, actually, | think we a

ITWwask & d

Rashid: “=:zh
Martha: And we did it all without bringing
TBI‘I}I'H' All the feedback was very positive
Martha: "o, 17 was

Tan"-a- & '| o5 .".r oea _- WS 15“#*4 f e wepra aa r:CI e LIM_'" again
Rashid: Ficht

Martha: =5 And | think another th
ed people things they hadn't thought about befare.

asnnitely

n Qiner arganisations

ing that it possibly did was it

shov

Hashid thirik

TR s nce, W

that was 3

o
yWE COHTE

ook at the lake all the
Martha: ~rrzazing.

Rashid:
Tanya: | thirk it was brill
Martha:
Tanya: did as well,

15 Dt

think It was really good

art all round

think they really e

actually
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Listening 2: Ending on a positive note hat | that th ng & unigue
[n a & futlure 0 ] ;
: 217 batancesheet would actually rise: The company s deveioping

S\I‘EI"I-:- 2 TS0 0 T LU Aot an-oid companmy and it s growing

Lucia: Flenty of infarmation there, then Interviewer: Fut are there any figures that lock a bit strange 1o
Sven: That's what we wantad and thats what we've got, so its fing k-4 D difterant to what youd expect 1o see

Lucia; Ci% Andriy Tatarchuk: '\ g as | said, averall the campany |ooks
Sven: 5o, why don't | have a chat with Luke tomarraw? And then b Hoba e SEEL S ;
Lucia: O nagrministratie expenses Oy glmost more than. 1
Sven: Sorry, o 101 be Friday actually because he's away tomarrg sireen millian ta thirteen or nearly foureen m
Lucia: Thats all ighr this case ildn't expect adminisirative expenses to decrease
Sven: Then we ee what haopens pecause the Company s5eems 1o be growing. Its losses are lower rhaEr
Lucia: Wonderfu the previous period. The sales ha
Svern: Exceli=nt. Good, i Coumpar such cases, o
Lucla: Thank vou very msck & Eyparted t = 30 Rere they have decreasad. THe cniy thir
Sven: Thank you that can [useify that is probably the compan Jing 1o cut thel

11 Accounting SR L L
11.1 Theory: naw the comparly |s perfarming. You knaw, the comgany starts

Listening 1: Who uses financial statements?

Interviewer: Why do companies need these statements!
Andriy Tatarchuk: Company statements are pregared annually

oy the company mself and also fo Hrﬂaﬁalﬂﬁdirﬂctﬂr:“'--' o the challenges facing

+ B & e e B I
(] | ] [ the A e
a tha ctatema =1 i e e =
irtain ¢ . Jrian a¢ & 3 = astorners. | dor't 2 aware That Thers
th
¥ I the — = .
nnd m T ty pe <) 1 | 2 Nt o I
f 1
| S — Sy SFE i LS L
prot
LT e M T

Interviewer: Have a look at these statements we have hers, What dr

AndrirTatarchuk: Well, | wouid say that the company s performing - s

- - = K
o taales Area sales director: 50 where do we go from here? We are
o = . o = —_ - § (4 L 1 {
i e depends arus 3 =3 £ ornese S g, WE ese
. ik ar the & shaat, thars doing 3 T
T =t T =
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whale of the sales force needs 1o be doing. And the first point s to

focus on sales activity, and it's at the 1op for a reason, because thart

.
- e

! k 5 9
5 & raal key for us next vear, The guys inthis ragm are going to be

pushed very hard to be outin front of the custamer. They ré Qoing Sharon Wright: Twas just one of those eureka moments, | movead

se and | booked the ielephone company 1o

NS

o-Demeasured. I they arent in front of the cus
comeinin '_'I'-_'- morring and they didn't artive until late. And when

thiy ._‘_1 arrive. | 1 5J tawalt and watch them :T-l..:l.j = to thraad the

Iy ble through the cavity from the outside wall tothe inside wall 3nd
¥
r OWEE, 50 11 was just, well with me having a health and

sund and I a person who likes solving problems, |

vatched and | just saw this eureka mament
12 Finance Fntervlmtr. an | ask you samething? You said you warked in
12.2 Practice: health and safery before, Could vou say something about your

experience In that area’

Transferable skill: (L ; Sharon Wright: *2s WWher | e < rkied a5 a labararan,
- technician and the company asked me 1o develop a qualit
el TeChn t i [ k .1 1akity
. wssurance system o the whole of the ca and health and
Conversation 1 o A e M, o Rt i
£ =Ly [dl VETE Dol L OF 1M COUrae, & KQround Was
Demi: Hello!

it avg ST
Interviewer: ': yance vou 'd had the idea, how did that then

an | put you through -
Jevelop inc a business?

Pietro: Hello, ves, Canlspeak 1o Lz |
Demi: I afraid she's out of the office

o somenne else?

: ShamnWﬂghr At first | thought that if the technician had s special
Pietra: Mo, tharks. Canvou take a message! F o 7

Blem, 1 weould save him at least half an hour every

: . time he "_1'_1 1o do this wark. And
Pietro: Can vou ask her ta call me back? It's Fietro; Pietro Del Vecchia R =iy ¥ .

vaS O SO T MY YESITS 3 day dnd- v
1 Nettur ’

threet

thought, wow, thisismillions-and millions of pounds they're wasting
e | started thinkine

vaudod So b did my searching on Goog

WO QR Qneg

Demi: (K 50
Pietro: That

and the tapic is the meeting on the thirteenth of April?
Pietro; Yes Thanks very much o
Demi; Mo problem, |'ll pass on the message as soon as possible Interviewer: How did you set about raising the finance?

Pietro: Thanks. Bye Sharon Wright: \\c

[ Ve

Demi: Byve. unversily at Hull and L asked the-questian, Look, ['ve gat an dea

o my local

C tion 2 fora prototype. | can't afford even 1o buy the materials to make a
onversation ;
Fiona: = 3 protetype, |5 thers-any way any of vour tachnical diog ]
i 1 HIoe, Bvery T
eysaid, "Well you canactually apply
Joe: | think so. Mot sufe about thisarder though, The figures don ) A LE. .
e kitf 7 ' amment funiding 1o get you to that first level’ And
saam right. Can yau check it for me
r ; : N2 process of being interviewed ir LOf four
Fiona; Sure [efsses hat's sty oF iterm nu _ slashmin
] peaple, and they accepted me, and | was awardad four hundred
Lo 033N Three seven A WY s | Trat 2nLgN rmoney. 1 I 1 Did5C 583 ne or
Joe: 5o that’s sinty times ninety euros farty = ¥ T
Fi | f inaerstar patent, the need for a patent, and to
ona; Mol Minety tw Tarty
: ers, And it did infact gve me the v and the
Joe: 5o sand fve hundred and forty-four
TSIy UOROT me N makerd that nen-workir
eungs -
prototype. 5o there are always ways and means.
Fiona: OK. Next one: Seventy of tem number BC slash ranety dask . : e
t e | | Interviewer: CK, but what happened next? When did vouw decide
four nine two ., they cost seventy-iive euro: 50 the total thereis
Lo lat more trme i this prolect O
fve thousard twa hundred and fifty euros. OK? i Hiiaie i i

AVE T Miake?

EhamnWﬂght Right. Thase are many different choices to make.

cple 1o hold onta the shares of their

_|||___,:|~|| V

¢ o thedr

TOary, 2% 10n4g a3 |.'-'. ssible amd as

much af it as p .~|::I-- woold ey and do some trade-offs. You kn
f | do that for vou, could ywou da this for me! And the ather person
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1 hap g Gor wh
i I [ 1 Cl 0
| D fraid o ask
& & K tha
5 X = rase i
LI 3 O
[=]= (= me j i - - [
T [=1 =1
=3 T 2 I
= 1l ] B35
I | 255, T
o Trirnk o O get what |’

Listening 3: Making a pitch

Interviewer: From your expenence, whnat specihs 1ps would 4

ole miakKing a pils af Lhe FHAl T

éhaman’ght: ink about wiidl Yol want 0 53y Wiile ¢

12.3 Skills:

Language focus 1: How to ask people to do things

- d
s | ST
a E =) i o2

Anna: Haes got an, ar expert manual, 567 hats wha

v
Kevin: "=

Fran: | Think hie ha

Kevin; Yoah, yeah, but v ce he probably hasatboudght
Fran: I

Kevin: That one that B
Anna: Can we geta new o
Kevin: &

162 AUDIO SCRIPTS
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Anna: Could you price it up and s&e Row

Kevin: They e about sigl

Anna: Can we have one electraric one and photocopy it
Kavin: I'm afraic it
Anna: Well, hiawe much is a disk or a downlgad?

Kavin: | don't know how much a gisk iz, A Dook & £1ghty pounads §

Anna: Ve need to have a think about et to go. The bit
thal A Al dse, Frar e
1 I angary a
1 5| I that there vl

Conversation 1

Ron: Could you domeata

len: -

Ron: You couldn't do the documentation for Dellstonie, could you?

Jen: Yes

Ron; Great, thanks! 1 bring the stuffin foryol

Conversation 2

Simaon: 5o vou need o dosa stock check every ance ina whil

v i 2 1 I 520 Wi Wi 1 L BviE dre
Gina:
Simon: So, vou just need tao labed tf itside of the box and say

Gina: Yes, but that dossn't work if some of thode are new hard disks

Simon; Then eed tathrow all the cld ones away, of put then

Gina:

13 Decision-making
13.2 Practice:

Listening 1: For-profit and non-profit organisations

Interviewer: Could you 12l rme about the difference Datweer

Anuradha Desai: /= the for-prafit sectar you Rave & prodi
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what kind of outreach are you going to do? And those are the same twenty training sessions would still be an output, it s not an
nciples we have 1o use in the non-proft sector, Because in my 50 what is the outcome out of that? |s it how many people

FIEVE 1M TRES KINO OF WO D AN, MOV

nets  Because cur work, especially thiskin
al Ik ot like buildin

the benefit out of it, Then investors .50 the caompany would hawve irmbsers are measurable World peace & very diff

Investars, Shareholde

5
'"m'
<
1
=

o

Chris: Right
Eddie: There're no schools on there
Julie: What's the problem

Eddie: Mzinl,

=AYy SXEr

owi havethe right kind of inte

making them split

Chris: -'~=-;_:' ¥
Eddie: \We're not getting any complaings fike this from schoals.
5 Chris: =

neafthe potential for Us o

reate

be warking? 5o for example, if we want 1o go 1o india and work

there, who do we work with? Why do we w ther
Eddie: ts because all these mats are being used day in day out by
s there a lacal non-profit organisation that w 15 and ' ) - s Al y

ddults-and, you know, taking ;

cur model and then be able 1o aulise 117 Because it doesn't kelp 1o
go fo seme olace. give ane training session and came aut and oo Chris: Yeal

e Wy ' , S — i ok Eddie; But we'd like 1o see heavy-duty mats offered 1o our
Ay, TOL WO SEe 3 CRange, You mead To Mgy an QnaoinGg Ki I i .

connection. So part of the strategy is deciding why we will workin a

' el Chris: O, ves

particular place. Wha will suppart it? Wheowill carry it forward? What A
. e e Eddie: 5o 've pro
sptantially ceme out of It7 50 it's almiosr like
an assessment of the scenarla, bath of Ct as well as of the ¥ ;

|"::._|-:" commitment from the oovernment side, or non-govermment Julie: Winer

Eddie: “=zl

siche, ar from the funding side

sell-themn these heavier-auly ones Decause they vl jast

.

Interviewer: What «n ng-mechanisms would yousay thal Eddie: Rught
Yo Rave, o seewhether your plans are being put into practice’ Chris: Gat two mats, The b
Anuradha Desai: You create 3 plan on what nesds ok the gt

THils 15 wners 4

Wanmto aa, Anc than v noad 1o flqure ot if

N T o, Listening 2: Meeting at a company marketing beauty

salons

: Al S i ™ Sean: Right. | we werpeal and the
SESHRS, LETHIN ol [T - e ! el . : ¥
MUCh S0aCe, | Mghs At Crifical vWogat lgo need o get d .1-'-'. SECN ar
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roday really s the MAarket irg St VE QRN GOT IMmuTed Iniormatiarn danTify Do Yo Can SUpE0rt BNal pracess ard NETp Ne-0el LHNS LBRST

sttt 14 The learning organisation
- " “nle aware of e 14.1 Theory:

-apture pre-apening bookings and ul=laTe a
beauty salons. | think the guestion 1% Can we do it with the resources

A mrarey wia Faval (o that bt

Iésar.ba.r;zr' e nhysical resources time and maney 1o do it Listening 1: What are the characteristics of a learning
Sean: _»

Barbara:

organisation?

~ .

Interviewer: How is it clear 10 an employes of the organisanon that

1 ol o, e TR
e afas aiey [ 1 LIt |
. 1 areat ~tte - ]
K al the market for Tottenhar M

A 1 dlu & 1 fe
i o be I 2 Open.ar a1 Il Think wWe
" vt baniinas Wk careinbde somehing
|"'.-._.'.'.-.'. uctiers far the opering a week before -
Barbara: | thirk we may be able 1o g8t our message across mare
sasily if we mowve 1o the ground flocr In the room itself you have Systems thinking

photos of winat the 5aion ID0kS ke rather than, you Know, JUst Tom Cummings; Systems thinking |s a discipline for mapping cut

bl s g Al dr inderstanging W NOHE Sy STer 2 Nrsl QIsCig

ppealing A & 1 r na ist BIms gelling. IFy f
16 Of the Dig 15 300U ] :| noa ne a.thie headlines ard Bow: we ] o
these into C: At \ and effec AT W
x . e noe v LjitE B o b |
e e fore pig, 'Climarte chan f kly'a
ras - [l i ¥ l.!._l _i LA A ¥ T
i | Ao ofan o & 5Tart L Jpil 5 ! K2
3le ange Appe - 3 iR |
1 G d qsa is must De hag
ea = 5d wdy of 100 ] a1l ho 2Ca
L 5 45 aclu Say. wvell mawo T Quie that

Personal mastery
Tom Cummings: Fersongl masiery makes us ask ourselves, "What is

e e at ¥ and "What impact do 1 want ta have o
EiaseCally LTI0C & e s T, L Inlhk
g tee more and mare peopl spiEsaliy younger generations
ant a i 30 Far-lalt: at itmea '
] [ B 5 T C 3 At i t f
| I I e = I
of 58 And of cour | -
Fig r el s i e
3 } &
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Mental models

Tom Cummings: Mental models are the underlying ideas

that influgnce how we think and w0 that when you have a
isation learning terms, wWhen SOMmeons says,
people wauld

Conversation in organ
Well, F've
start talking about the func
crganisational learning you might say, 'Let’s start by
the chairang its purpase |
wolid go to some more fundamental guestions about

this naw chaie’ many

st developed

ons and the features of the chair. In
understanding
\ Iﬂll-d.. .. I: }'\-'L I'llfll:. '\-"\-' l.flwu

what it is that

in the context
we are trying to understand in the system

Shared vision

Tom Cummings: =z = and Shared visions are

gonnecied DeECaJuse peg easily understand ather

Mental models. Let me U an exampie of that, It Lask people
to describe
They drawe it
that the x-a=is will be time, but

when people draw the line of their [ife some people wil

the graph of thefr infs. their past, present and future, and

n a pieca of paper, | will guite.often say, "Well, | know

- Edk A & wWndl Yol

what is the y

gt happiness Orhers will sy it 15 about learning

say, That ling is

Crehers will say it mangy. 50 Shared vision
= about -:_.u'-'.'.ing people to understand that different peaple have
different ways of ioaking at things

[& abaur earning more

Team learning
Tom Cummings: The tast ane is about Team leaming. n the past i

has peen natced that teams havent worked effactively, [0 teams,

flaws inhuman behavipur arise. For example, in teams we often avpid

confiict, sowe will not sav what we really believe we should say, In

e will also conform 1o a norm

nThe team, we will quite aften go

us, and havean Im

we teel are'superior over us, and can coniro

am our lives potentially, ar the resources that we need 1o/ get owr

wark done, 5o Teamn leaming is about surfacing all of these ssues

and problems. When you da that, wou start 1o really see that the 1eam

Capaily IMmproves ang 15 more effective

14.3 Skills:

Listening 1:

David: My view of this ool wiew
WENVE QOT @ prefly ';-l.,':-:'::J DICTUre rmow Wwhat the final pro AT 15

nat ".-'- T 1
Roberta: \\

David: 1=anh7 50, 1th -1l= been one af the reasons why yau have come
o see us;

Roberta: ¥=ah

David: &nd then the second thing s That we want 1o¢
costings which include things like the logistics and all that

thing. Wie can start that off, if not'get mast of the way through. And

orfirm the

o o
._l,ﬂ—_l (]

lastly check where we ars
ardered on the basis that the Cranes should be ready around the
time we need them, We've got, | think, about fart

Roberta: “hat's what we wanted 1o find out as wall, vou knaw

David: 571

ant, all right then

www.frenglish.ru

Roberta: That's pretty much it as far as an agenda goes,
right. Good

David: Thats a

David; 5o, If ['ve read this Cormectly, what we're really saying here iz
that you want to sell this to us for eleven hundred and ninety-two
pounds. fs that ight?

can arder in batchesof twenty

Tom: You
David: Ot
Temn: That's aur minimum sort of batch
and Alright. Well, cur problem is we can't afford to pay ele
wurdred a-'--'* MINETY-TWE DOUNGS, SO

arder

B
straightaway we have 1o have

o

& look and say what can we do 1o/ bring this price down_ 50, i there

My DPEOTUN Ty IR what hiara o sea if thera's 3 way

W Can

rere are always engineering Changes we can make

shed product

nuary we need 1o see haw mac

INQ 15.COALNG yOu to rr Deanng inmind that youre Nappy

3 1en percent net orofit We wouldn't want teaffect your

IaKE, D
tohave a

wnderstand is exacthy how

y-atall, W

hat we would want 1o

profitability
miLchits

Tom

Il dev is send our peoole over with all sarts of cost
COrme along andyou Can complet

tyou understand

David: What we
s It |l can 'llhgett ham 1o

em 50 tha how yvou break dowen the

ot how they wao 252
Tom; Ok
Jack: To give wou a feeling about these things, most people are
worried about it to start wit

ke iy

re Qut the cost To proguce these parts

but the gereral consensus of the
1 Ihe trade who've wsed '.l';':'n'_-r_:h-:'-;."
arantees you orohtabilimy

I:L. W JOnT WanT 1o make |

much of an effort untll we know what we're m g, Lause i

nd TS 10 Theair

oeone

W2 re

§ COSTing up & part that is going to be put in the bin, it

U YOU X THRe Way We WOk 15 we track qur

Jack:
Tom: Hmin

At you have Come cwer target

Jack:' velgnt-we Came In oy addressed the

peight. Mow well address the cost. Almast certainily you know we

can do semething that'll sort it out.

Tomn: ¥eah Oh | think so. Yeah
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Answer key

WA
T
I

1 Culture and its impact
1.1 Theory:

Reading 1: Professor Hofstede's dimensions of culture 1.2 Practice:

s
1
|
T
L
Q
I
I
F

B . N = Listening 1: Reviewing the relationship between
2 corporate and national culture
1

o
(1]
-
.l
o
Y |
o0
el
E

WA = g WA et ol

2 1 2]
T
3

ad

- =W
P

.y i
E E i ) 3 ..
= ] :
no g A M,
k [ -] + -
» B c ! ;
. g i 8 B

e
1
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Language focus 2: Showi terest and keeping the

convarsabion going

1
Extract 1

1 Sentences d and 4 car change (o 1he present continuous 1o give Francine: (if thats aood
the verb.a temparary meaning. Believe and meaan in sentences add some information after answe 1 & questic
and 3 describe astate and not an action, so they Cant be preser Dave: [he weather faracast is for nice warrm weather for thie next

A T T .
IR (FLELE ] ine

2 Extract 2

L C E I [ n thart st T
Heny wee Think: kno Luke: F=z,
[ WL CONT3IN nake a further comment on the same fop

Maria: \We must Rave bean waiting for lall and ho

Language focus 1: Introducing yourself and other people ef Aldio SCRDt o page

1 2 Technology and business
' ; e onyel 2.1 Theory:

-

(%]

-
|

gJgested answers Language focus 1: Technological vocabulary

o = W
Pl
]
1

ding:

2 :j_:l.u_ rerl ans e 1 fals Oraansatians should decide whick future tecknalogios wil

=

s Coul o z -

210 L 1 3 2 — Thew as i SO an Tt ay arathe
] 1 U i e | .
7 PRI
erte art with a ne r top Lol
i ! ¥ 4
|| depe f 1t It M % 1 T Ti

. 2

W
'
il
i}
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Ta )y 2

he parson who answers the phone is rude and unhelplu

1 Analysis, commentary, Mnews

A
B
T
]
=
r
tu
=
m
&1
r
wr
#
£1
G
2

person B is more helpf

2 We go 1o a different website for each of these things ; :
gdown the caller’s name 2

N RS, | ey 4 T TATT =
Wong, pleases, Insteadd of 15 W Worg Tnere

Possible axamples of 2 value chain:wood from-a trea - Paper slicon P o N - =
he speakers sound more interesied:

Listening 2: The effect of the In

hat anlv exists 1 ; :
none ca oeqinning af the Call: Fhore call 2 Deginning of the
[ Phomecall 3 end of the ca
2 Thay are able to develop thieir business as the interner 7
they don't need to wark with travel agents
Phore 5 the most infarmal becauss of some of the language
the sp such as'Hellg, 'Hi'and'a buzz'{tor'a ca

- iy oy - »
Suggested ansivers

1

1 I'm callivig aboit santed to speak to you about
2 Good morning. Best Printing; Hell

3 HilLaura How are voul; rm good, thank vau

& Who'scalling?; Thisis David West frorm ..2;  Ron here
2

answer), 4 (introduce or ask to identify), 3 (greet or respand)

say whiy they arecalling

hey summarise what' s-been ar

52 eNpressions like UK to show th

W

ovalty from customers whao feel part of

orcustormers is that they canhelp =
t fits their exact needs 5
formal language:

he Da § Phone call 1 Good marning Could 1 Whos calling?. Tais |s
1 roment for me; could you?
T wasdesigned 2 hasbeenstolen 3 willbegiven 4 #
- 5 will b= § b & mast o Fat car v v v Phane call 3- do oive B i1a04]
i v L . ot iy -] W
~h -_.I_.I for vaur tirme Mice talking to
2
1 2 acr 3 5 e gond, buzz o elephone call ), Phone call 3
Byve bue
3
i} 1 I 1 [ U ArCueErs ey TErs £ ILR{sR1al:
[he passive is formed by using the Correct tense of § 10 10 08 it = oSl st s
-rird P Ty P arf i eI COMZany. N8 s more formal Decause she fepratents The company
4 neople who call from oulside
Phone call 2 isinformal because it is between two colleagues who
q —-I I3 - - - - 'l o e - - - - ' e it - - [ -
MO 2aln Siher
Phone call 3 is semi-farrmal: it is between a suppler and-a customer
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: 3 Motivation
JBy AMTARIGE TA mest on E 3.1 Theory:

Language focus 3: M:

clarifying language .
Introduction

1

Asking about / Suggesting a day / time to meet

make won, 7 Well haw about makeitat...? Reading: Herzberg's two-factor theory of motivation
Saying you are free / not free

I'm free today or tomorow, / Tomorrow morming would probably be

better, / I'm actually all booked up for tomorrow, 7 NG, sory, I'm out

that day./ Letssee after that I'm not free again t
Checking infarmation ©conte
Let's see, Wednesday, that's the Afteenth, isn't it? / | think we need 1o
this guite quickly, den't we? / Four fifteen. So. guarter past four
pefraiiatthe . BVEHT 760 thatt thiee Fiicamthis aRermes centrated on Mygiens

Showing understanding

Yae ".__'I"‘. £ o sae fOK Dion't wWory Laﬁguage !Dtus 1:'_"-:'ll:.|!'"l'.|! ary !:-I motivation ant
Correcting information demotivation

MO, W said rour hiteen, actuaily

Achisvament
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Listening 2: Rewarding employees Listening 1: Beginning a performance review

1 :_._‘.‘_.‘-’;':'_: 5o .
e : e Critical analysis
1 =4l tredls eyve _-.!_ SoY-as An Incyigual, Dut 1egrmwork 15 alsg

mportant. There is.a very positive spirit in the company Group D: David does 1, £ and 2 well, He didn't need tip 4

Group ) lenny does T and 3 well. She d

not foliow tip 4 compietely; she savssh

1 Manager

2 Employeetip 1

3 Mana

4 Emplovestip

5 Manager tip 1 (constructive feedback

4 Human Resources
| _ 4.1 Theory:

Introduction

1 NS A ] T T I | Resources =
Language focus 2: Vocabulery to discuss pay and e it E 0 f t staff The se
working conditions about f =y keep or retain staft 3 d | ho
Hurman Resources plan for the she during ti

Compensation for employees: 23 2125 persions
Hiring staff; recruiting new staff, advertising f

Performance ma nagement: oc

eacs of department in geiting the best work aut of theirsta

Organisation development: working with degartments to help

bring anout charoe Afarming emplave s § S o A
f 1 AUt T 1 1 EMiplovess abou! ceveld 1&nts
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Critical analysis Transferabile skill: Using prediction to help understand a

text

T SNSWETE

What is The article about? Why am | reading it Whart information do |

Aant to get out of it?

Reading 1: Characteristics of ‘good’ employers

Somebody who is still at university, might have 1oAt their lectures Ermirates Bane International was:seen as a good £n

around theirwork tirme: samebody with smiall childrer will hawve 1o fit 1 it develaped the people who worked for i 2 it offered stabilin

r time around school hours and holidays and sacurity and 3 itofferad oppod

Tunites 1o ampitious nationais

erm planning Reading 2: Tralning staff to retain sta

Because they don't know how the crisis is aoing 10 develop, they ara

reluctant 10 et people go permanentiy

3

1 three months' 2 sixmaonths’ 3 working Rhours

4 unpaid holiday 5 develop 6 permanently 2
4

1

31 e

AUggested gniveg

&t times of crisis it s impertant fef 3 manager 1o communicate with

his ar her team, It is also important to look towards the future and 10 NCIease eMmpioyee [Dya ity Dy OTenng trairmning,
[13] hiow pecple can graw personally in afficult Times at in-company manag

v staff rather than

When the ecanamy is healthy, people have more cptions tafind VETE unsuitable were not offered er

Wik Amd enans can (rad jols i GRer COrmpamies o S35

Lgaested answers
2 how emplwees were picked for the talent pool: 1hose whe
s about making the compary attractive for employees, perrormed well were Chaser

2 Becayse people think that comipanies ke these argarisations make  how the on-the-job trainl'ng modules worked: oeonle wers

Jreat products 50 thay must-DE great organtsations 10 work ror chosen from the talant poo ana traned for a:particular job in the

3 fecause the people wh work for the company will realise oraanisation which would become vacant at sorme Lirme in the future
lsnt True what the Eﬁe:tafthe on-the-job training mu-:lules Was: Mo

& The At affard a0 a i Th -an ook at whaf effective than b figing in people from outs {e the ¢ [ganisalion

Language focus: Vocsbulary of skills, motivation and

training

will 2 (Delgoingte 3 the present continuous

4.3 Skills:

Introduction
L]
1 Suggesied dnivers

INTAes Ie sakdfy of

¢ thak I AEIE YOU Q0 4 SpeCinG JoC dPpProx gl sdlary. L Tenmes include the ho
| Il e P ted L

ANSWERKEY 171




www.frenglish.ru

Language focus 1: Collocations for job interviews Language focus 2: Asking questions diplomatically

1and 2 2 Question b
Question 1: Wy are you attracted 10a notel career! 3 The verl comes after ! an indirect guestic
1 oractical a hetgre the sub ) arect qQues

Answer: She thinks =otel and Catering Management is prac

u 2
Thare are good carser prospects in the hotel indestny in China 11 2 3 4 5 & 7
T 1% ITTE [eq 1N a serndice-o 1 EEer, Wnerg sne 3 SVETS
can learn interpersonal and communication skilis 1 Ol 53y i are
4 lika #m 5 e o e TP i
Question 2: What do you think would be your strang points, your 2 ' “IGask it there area Qrtrai
straciathe? 3 Could youTell me what thie success iidate will be expected
. i [ actava e hirs e
Answer: “he 5 enthus and willing 1o helg, hapg actieve Inthe ; it
o take an rmany res 3 [y her b 4 Nat Woulc you say the set difftcult situateoT ha =]
fa

complete all tasks up to-stancdar | 3

B WA dAn thirk vou - Atribute 1o th I =,

= [} . - o i e -
QUES“QI‘I 3.' o Wil i yOu Far '.'I: TG BXIMISe, g weny anary Quest i ¥ : ¢ !

" 5 o & i tell me ho g depar et 13Mfee

at seven ac "-.'.-L r ..|. £ morning who |.__:.: st came off an eleven L ¥ ]

T lw ke tey kr I f OFTUnity 10 waork at th
Bl f i tha mowon't be ready £

it sk

Answer: she would calm him down and then sha would take him
into anothar rearm and listas terhim, and then 1 !

aut from staff what happeried, and

Question &: \hat postion o

Answer: She would ke 10 be assistant manager

Qtner re e proactedd =] retully and
4 T = - il & I y
(R~ e L L [i=g'in (=H]] Ut = 3 1
re advised T nolidays ncht perk
= S A = & B3
=} T g | .- == | iy

Writing 2:

Candidate 2: 3 Corectarderaah | defohb

2‘ g jFLe i i S IrainEes g
3 wm s B f c afn s
- E 3 i R O Oy o o E allate] & C !_|
ybie 1o show legdershis a k [ ould have some irk
-, Farrarar B L
Ik a0 = 2 1 I | miar =1a CE5Of bo al 05 z 5
! TCL M TESCIrCe kriowledge of tf 3 1 the T I ol ialot
EECduse The Dg 'y 2115 I [ f | rf i ak : i
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2 Suggested dnswers Divisional structure

he letter is addressed to Dear Sirl which means he-hasn't found the 3 Advantages: allows the company ta organise its structure into
af the person he should send the to: He incluges ecialisation and thay.can
eact more guickly to changes

h part of the structure [depariment; Can accur

prgamsation anda ine

Srensany as fis T will b at { d, and g dwvisianal orgarnisa
Jnusual ina eovernng letter 6 There canbe a conflict of interast and the chain of command miay

Language focus: Collocation
g I 4

1 Thisaddsa persanal note ta the letter Dut it Mg hl not Rave a respansitility for decision-rmaking 2 line manage hain of
aqood effect an the reader in mare formal cuttures cammand 4 organise the company 5 regiona i
2 This mentions ssues of morality, This car be used in some 6 delegation of responsibility 7 dwision of labour 8 conflictg

interest

cultures, but it would be unusual for a'w

3 and 4 These are sxamples of selling yoursel

. 5.2 Practice:

VRESTETN CLUTLERSS and espeCigly IFLh America Eas
23 where modesty s valued i 1ht mot have a.gc | affact

5 Organisations and their structures Language focus 1: Vocabulary for deseribing changing
5 1 ThEOrY* strisckiires

Introduction

h anager nas complete contre T A R
] 1 Suggestegonswers

over what nappens n the Company, out aisc that he goes nol pay ke pewe strccture [as far fewear daeparrments and There e nott
o rramt te th arele im his aroan sation : -
S MO Qe tn aple in irganisatlian dapartment examoie in the o structure
To helpemplaovess arganise their work, companies can provide o T

+ ! nere are (Wi
tralmis i ERannels of arication and line manaoement 2

Listening 2: How ¢

smselves? : 1 falce e -.'-.I-_f.::..-\. maadved m .".."‘._; cOme racaurcet from
the former Engineering and Operations teams 1o the new

1b 2 33 2 tiue 3 orue &4 false -  wias dispersed into the
2 NN - S S =
Functional or line structure N B T
1 Start-ups and traditiona comparties AR e
2 Because each department just 5p 51 its own field so there B false - Cxperisncsd endgineed are called 1o frgim newer stalf mermber

e ather 9 true 10 false - And the new structure Aas meant that stoff hove
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0% ..|||'.I"-T-__-' ardi

& has met sofar sowe know
ry for veiy long. He has t

a5 hae has already metar

adang g arg Irract é gl |
with Marketing, contacting oo T
MEARrITe WITNORIL | &
rithe third persorysingular 1 ¥es, he has met everyone or nearly everyone briefly
= add not to the verb, .0, He mighr 2 This week Danigl
ared, [earning
5 the customer details into the database
G N 3 He1snol Worried, as he says he is not atraid of Deing [hrown in at
ght expresses the east cermainty e deep end, and ne s keen 10 Jet proac tive
o i EWOTESS MRovE Certainty than might bt less thar wil 4 ¢ He should make abaur

hundreds of rompanie

1 qet srabably lose thar jobs that s, he wolld feel stres
QM Mol Fnagers Coukd, mid 5E IRt
mie miiddle managers might lose their jobs

3 | FOmer ser 1 Younsedto 5 at wau're do tF eekis f ing Yol
tamer ser can go inta, will run through that with you, 2 Hawe you

LLSTOMEr-5ery curs wWhat Irm unsure about-at the momeant is .-"_" YL WA

4 The cormpany will orobably become more profitable o B v kes o ger going as soon as possible. 4 O

zah, Absolutely, Wonderful 5 afair amount of, sort of ste

[ ]
Ci
1
T
f
11
1
i
1]

Fadl does all the sxplaining, as this is his role in a briefing situation

5.3 Skills:

Introduction

1

1 the phonemic symbols /bri:f/ t2l you how 1o pronounce i1 [T]

fi I it 15 @ transitve vert
2 COELHET TTE 5 10 JEST) i L5 £ H il 1 DRI WK Ty .-'—'r_1-"r_1 ASONS
i3 b iy
- \.‘ag-uelanguagl @
2l ocess of procedure atwork: telling a
unicr employee about & system or as part trair SRS because they are ursurs
A LESE Y T RS TFL

The permnwhqdnesthe hrleﬁng*-- 3 clear instructions. be T Ferrtaf Brsingss ok
knowieggeatye at the subnect they are deseribing, be able 1o
arswar Questions, Be ogen and reendiy saue lanauage 1o be polite, for example
Thnpersnnbemghrlefed be ready 1o ash Fthey don't want ta scund hke they are i rders. as Paul dr
wiestions when tney are not sure, remember what they have bea wher briefng Damie

s | i L e
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E Managing urgani’atiuns 4 This company 15 probiably in the collaboration phase. They are
6.1 Theory: perhaps heading towards the final chsis (shown on the graph oy a

guestion mark)

6.2 Practice:

1

1c t 4 coordinate Li;tgnlng 1: How Bryanston Organic Market developed
=

2

1d 2a 3b 4

3

1 credtivity 2 leaderskio fdirection 3 collaboation 1 Growth ard changes in the eountty (the demaoaraohics) the
4 radtape / bureaucracy 5 delegare

aconomic situation, awareness of arganics

weedsta be g lol mare

delegation by the use of the ward significantly, In the first sente . ’ ;
- L= & :_.-’_)rl:.__; ] Bl Welarm

d Ao B kR e R i
g (3 O KACW N0 ont AT
&

1S T8N T35K a0 Nrsc v pedoie rmanagement

closely 2 increasingly 3 particularly 4 -ly 5 adjective P Mk
= F i ! i The tragers had no trust in the managemsnt

£ W R

By see (OMPetiiorn as partners in encouraging people 1o Duy

Quite,very 2 abit 3 rather & oo much

The founders are often good er

wop-down apprfoach 2 ther own bottam line 3 makea

E‘ipﬁcia"y:l‘-; Mang

en good enrief

He listened 1o the traders views and tried 1o solve sgme of thair

[1p* o !

2 Management problems occur that cannot just be handled
nfarmally. / Mana germant problerms occur that often cannol be

nandied i

Language focus: Talking about the past {present perfect
wwaviar over Hirme Iowear mar agers | incmﬂng'y-l-1 AT O Tal=ls f |'|__It-'

autdnarmy, / However aver Tme kwer managers will wanta bit

NREE ALRCONOITY a 2a 3b 4c¢c 5¢

4 This.crisis mest often poours when the organis

ame and camiplex f Thiscrisis most aften oecurs when the ;
too large and camplex. L CTisis most GLCLTS 3 E art et

pastample 2 pastsimple: 3 pre
present perfect 5 present perf

SrgaMmsation Nas Decome viery [arde and complex

Qutput: Dis

have 2 past

B o= W B = k) o=t -

1 5 SItLAtIon s strange for & start-up Comoany, as the structung i - - - g ' §a
. = 2 ’ present perfect: 7 2 = 4 7 2 pastsimple: 4 7 2 |0
stari-ups tends to be informal at the gart. A bureacranic strucTure
5
might not kelp creativity, which 1§ necessary during ths pencd i i
: : 2 ' 1 hasthe market changed, opened 2 did traders play
fthe.company wants to do well, they will need to delegate mare . ;
4.1 e company werls 10 0 . dutl ; 3 has aitered 4 had 5§ arived, have made
(ia] anagers They are orobahly ab ttoenter the it of

3 This comp any 15 pernaps 100 centralised. There probably needs o

ke miore coordination betweean the different levels of the company
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6.3 Skills: Intercultural analysis

2 The chair might open the meeting by saying: 'Gead morning,

L T e
LAt I

that everybody knows

Language focus 1; Formal and informal styles in letters
and amails

programme 4 Email 1 has more formal dnguage, e.g ¥ C =
: ol : : o we £ e Flegse £ Ermiail ] ir
Language focus: Linking words and vocabulary for the _ !
2
Emdil =
3
']
use of humour, eg ’ ¥ e money: use-of an i
T Sre arirmac [af ¥ a SAF \ 4 A
¥ 1 r ofa ¥ Ty Lap 4 T
5 Suggested ansi
T L =81 5 f-arrive 5 I 1a
T c i, B invoice dat yruary 15 which-ha T heen
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paid. Im afraid there was some confusion about the invoice numbers Transferable skill: Noticing and learning collocations

..............

1 [59] T i ] |e 5
MNext wee -

| f :'|'| | ra
Eact wa
| IF Wi = o a T =

I
H
o
ars i 1 hl

7 Supply-chain management (SCM) i Bl

Introduction

D | » ho orad : STar
4 9 5=t = B a e
o3 e Ba hieans are
ARl - r . 3 4
| 1 T MFUtEr
T
I
3 Whe . !
I¥
i o 4 vt

. 2 2558 ee ] Elalers d vl I
= tr

T s W 1
" 2e I F 4 L ) ! i I ]
3 = 15 FE B the
25 7 =
1anudta I C iy ke Mestle o \ Eriate 1
dise the g 210 The retallersin orgeT Ic daximiseg
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2 Sur gested arisivers 1.3 Skills:

& main advantages for the comparny are that they do not have (o
E ) Introdu
use sa much space for storage of shipping goods as they would

the goods were aiready assembled and they do Piave 2
to the customer, which a 5 ime and maney 1 Decide what vou want 10 achigwe

OIMOromise

prepare:

infgrmation 3
2 The goods should benaft mor pniy The customer Dut aiso the agresrment  1:ang
afranment

Primary SecLor =
1 Suggested aniwers

g 1 Ifa ot of customers return goods, you will waste money on slorage
A, suppliers, raw marterials, sustainable sources. — Impact 2 Ifyou receive three small orders instead of one |large one for the

proauCtion, Bnvirgnment, — réso OaUCnIon, use, recycling s5ame dedivery address, yau will waste time and resources

JUT, Wou mHgnt get a

- S proguUCTs, Wooad, redyClat

= [ o I W B I T

& f1here are ooiays if rec

CusTQmers

2 Suggested answers 2
Secondary sector: 1 Situation

7.
d — suppliers, sustainabiling [KEA code (IWaY), farthe same dalivery address

Recaiving thres sma

Swedy

Ll

nvirorment, wark practices

ey wiould have to cancel

Tertiary sector: 3w

service sector, 2860 shops 36 countries; Customers oick up purchase, some or -‘-"!'*-‘ arid increase others
KEA catalogue services; sustanability in stores.and far employees 4 rc

1 collect 2 s 3 assemble 4 reduce 5 delwe

2 Suggested answers

ers which w

vould

Aty office we use a lot of recyclable paper. The paper s supplied L

U5 from a company in Poznan: They del 2

Wedresday. Fwe nead any, we must comg Stane 4 (excharige infarmation) and rid
from the storage room, We don't use as much paper as we did five argan

Years.ago angd we-arg canfinuing o reguce Ine amount we pse

—

1AM 1S, A0 YoU Pave 10 Cancel an roeriv you wWant 10

ere canditional: if + present simple tense + present simple tense

first conditianal: i+ present simple Tense + will future 1ense -Cmoing twa!

seCona conditional: f + £ast siImore Tense = o ditioma TQrr L aunia 2

v irEnitiva) 3

4 4

1 Twhen 2 f 5

5

Yot TN 3

6 1 i il need to employ more
1 provided that 2 unless 3 incase

7 '.'.ru:"'-.-"..""" i 2 |ITwe have 1o deal with an addifiona

1 .-C,:_. WT 1 2 r—. WE go1Gar _"|:'__,:_._ £ MHESIIEWE W J A 3r-ex T Cay. 5 WK

3 WE Would Increase our Transporaton :.:z; 4 hi | 3 5o, if we increase the workload of the team, that miear
Fre Rave ax1ra coLs
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4 ‘Well, if we have 1o cancel an order, that means we have to cance 8.2 Practice:

el Bt v el wioala sirmp iy g nders amd yim wiflsiouid 1 sfhciency 2 fhanging 3 operstion 4 moivle

dealing with fewe

Processing mwar Gldayf

oDably checking that he has understood now

Ny
4 Yes; it means canceiling that particutar schedulimg plan, but we WOTHE,
v woula b f anefr .“ ra reduction in papa Wl B 15Aers

. »5poken English s oftgn used 1o sUoport gnd help the
B Q'I.'I.E.llt? managernent oy showing that you understand. In written Engtish it

th =

8.1 Thenrjr: Can be used 13 Nelp you put a1Ner peoples |0eas INT yQur aver wWorngs

1 penefits 2 companies 3 empioyees & generaily

5 NGREr EFMDIOYEE rmorale

n G the ag T k3iZen-based Lrganisation:
E T & irle s Erem iy Ay Ty IO R R G T S iy - | =y .. o Y e e
hese idegs COME trom eyvery hind that. an the whole 21 and s rmare enjovatile; this

ggestiohs adds up toa happer warkforce who are more satisied witt

anes implemen

W R =t =l

& T 7 FEmployees in kaizen companies receive  jobs and who 1end to stay Jonger with the organisation

[N supenasion they need 10 support-hi

Listening 3: 1

to IO Cyulals

a0 1o rememiber 1.300 rypes of

{:-h =
Pressnt, workers oontT wast & - don't have 1o Cnoose orwalk

Bgr [0 The S0ehves DECause TNETE 15 Kif

1L — TICn (RN
Language focus 2: Usinc

presant periect Sirnpie, ©

F |
ELeEnt periect comtinuous:a, a 1 Inaddition tol 2 andso 3 noronly but also
4
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Theretone, consequently

Aer=iicg

8.3 Skills: N e

m Mlaais r pont s for Edd yther lar
.......... =
3 £ S AT T ': & (4 T r-.\.-.....':..: |_:J

(a8 (el M A mgu I { - oo fast and using iciomiatic - - El
¥ I ar i ik 5

o B ) i 3 . e s

anGLaga;:other pao] dy [ nae 45 o008 3 el e

Language focus 1: Intr

sequencing

Zals| vermail toan individual and to a group of
Lise 15 3N | 25 ke CACEEN £ ng Good I o= When you wiite & group email you might not know all of the
{e remaing positive whan recaiving bad news: Fairenguigh,. 5§ OK peopla whowil read it ¥You will need 1o keep it farmal and coear
Tha Il I il I TRRIE] | ?

3 . R Language focus 1: The dos and don'ts of writing group

o e e The v oTHer TRifa 1o mentiar Bmai

erag B UpLT0 1
q dos:3 4. 6.7 6

it nres say: Fil ndithird, etc, The don'ts: 1, 2, 5, 8,10 [mention an attachment at the beginning of the
first me/mextflast thie frat 2ma

ape = + i 1 P 5 LT 23
F e {uces Hersa|
------ . - o F o - - ST [ - - = - - *

I | i f ary; | gl 1] |1 . 1 o] ie ANES | o T e
brochu e1an la 1es e website

L 3 1L He asks the guestio B WerSaire 18 i SrmRation about where her othce. 15 5o tha
4 T C [ v T " a
i ! ¥ C i = 1 TRt P14 4 H i whHere t Tatsl,

P o tf It "
AL I 2 a o &
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9 Marketing strateqgy
9.1 Theory:

Introduction

P e QT

Wi B
T
3
T

Ferrarl buyers genera

4 'I' era are 3 ::-\.-I -_'-'I.I_"-:' s who do not use the ternet and

1a 2 22 4p S5a

1 Flace means the way inwhich the crganisation distnibutes its

1o the cusiomer = to make sure it gets to them at the nght

tire in the right place
2 Indirect distribution misans that scrmebody other than the

rranufacturer distributes the goods, Direct distrbunion means

that the manufacturer is also responsible for the distribution

Promotion

1 Promotion is important as it is the way in which the company can
-.;” |."- a1 Mmarket akaut the bengats af thar oroauct
2 advertising, pubhic relations, personal selling, direct- mall, sports

1 Suggested answess for the ow

1 Own-brand rice - peretration pricing. You Keep the price as i

1% [EI55100E 1O MaXimise

st pay as little as possible They are nig cerned with brand

price high when the product

www.frenglish.ru '

parmarket in general and examples of

1ples might include TV advertising

hed by the target market, probably ir

O u
sk y i A =T A Frawmy 0 O r r arimm " e of &

eeyRn| Ng, vessage Wil [oCus on ComImumicarl g danimage of a
e fastide

oW Widespread infernet panetration 15

now custormers prefer to b

comsurmer. TV - the main distripution channels will ber

thar Thew
that They wi

b street stores, a5 sorme customes will wart 1o see and touct

O & salespersan. and onhng wh ~h

9.2 Practice:

he main products are recycled toilet and kitchen paper, They sell 1o
business custamers and end wsers throughout Furppe

ol b 1o e e e e e o (T o e o g e -
oeonles praterences | JIftErent types of paper

product that T

specialist small - 2 vergsimiar 3 Teel good factor

1
1
& sold price 3 large 6 price
2

fthe price rose slightly, smokers would still Duy therm as they wouald
atil a strang need far them, If the price fgll siightly, it would not
make non-smokers buy them and mg SMOKErs wolld continue t
SMTIaRE T 2 MU

3 Suggested onswers

cars: sporms cars tourism: adventure haolidays; coffes: gourmer

nta a irestyle product Dy investing

mianey i creating angd geveicping a brand. Possible ways 1o
differentiate your biottled water from ather bottled water include
UENGg reCycied giast 1T

Inigue design, using farous 15
300G regnens LM as iemign It
LIE } mIner3 3ft=r
5
MiChE marke turnover ) igh-margin

Target markets and product
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2 false — Fwe want 1o keep customers (opal we have

1 true
te try.to give them information on the range of products ong
5 false

brand 3 true & lrug

DroGUCEs Ore very, very imgaartant

the packaging far the

2

Channels mentiared: 2, 3, 4

1 supermarkels ano |'|'-|-'|f': 2rMmareets

5]

E'f.l

un

2 small shops and wholesalers

3 Thers are long negotiations and the action plan must be very
structurad for the mass markat The traditional marker is simpker,
put it’s difficult to know whats on thie shelves in small shops

4 9% in France, 50% in Itaky

5 in ltaly the preference is fgr white and.in France pastel coloars,

Language focus 2: 5

1
1 no
3 o, because he didn't realise that there was a problem 4 na
£

second conditional §, 2
3

1 iecond conditicnal
4

Would: when we are sure that this is what the result would have

2 yes

thirg conditicnal 3, 4

2 third conditiona

beery; Might 10 say that it was a possibility, Dut we are not sure.

9.3 Skills:

Introduction

2 Suggedted answers
prepare thoraughly; practise; check any technic

you are using; make and maintain eye contact; do not read your
presentation; sound canfident; praject your voice; do not speak too
guickly; don't be afraid of pauses

1

1 wpresent the campany’s preliminary results: 2 switch off
3 about A5 minuies & therewill be s
5 fArancials 6 business

rheirr mobite phanes

QEA (Questions and Angwers) session

performance

i

1 Make clear what you want them to do'to avaid Interruptions. Tell
them what you are going 1o 4o 5o they are prepared; this can also

be a useful reminder to you about how you are going to present,

182 ANSWER KEY
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Language focus 1: Oz 1

1

1 da 2-dont 3 dont

& do - jtisimpartant 1o use simple tenses for clarity, the present
perfect helps you e bulld inks banween the past and present

5 do 6 do

F |

1 husesapassive; 2 Itsrootechnical. 3 s tooinformal fora

presantation to the bbard of directors. & The level of Erglish is oo

complicated, 5§ Asimplertense could be used,

3

1 The distributars received the order early, so well done, averyonal

2 Thisis impassible to change If you don't know the abbreviations.

3 Good afterncon, members of the board, | hope that you are ail
feeling well. The good news that | would lke 1o pass on today is
that our sales figures have increased

4 |f the board agress 1o it, the situation will get better,

5 He taid me he didn't know about our company

4

Tee 2239 3bf 44dh

5

Could be used in the introduction: b, ¢, d. e f

r

The details will probably be included in the main body of the

presentation, Remember the intreduction s ust 1o give the

Dackground Intorrmanion god you miust keep the audience intaresien,

Listening 2: |

1 Suggested answer

soclal, health, economic, emvironmental and aesthetic

F 4

1 males aged 15-44 2 keeping land for parking cars in use in

3 they locked rmore beaurtiful - # because i1 is densely
opulated

3

He trigs 1o get the agudience 1o agree with him by presenting

fitles

surprising facts and by showing haw much better places would be

WITDIOUT Cars,

1
1b 24 33 4g 5f¢
2
3 He miakes 3 surprising generalisation. Cars ond frucks have Decorme

6c 7e Bh

g majoroguie of social health, econamic, envronmental, and
gesthenic problems in £ities,

4 He uses a surprising fact. Cars have becomie ane of the leading
cautes of death in almast every nation; and the leading couse of
degin amang males aged [ 3—44 wondwioe

5 He makesacha lenging statement

shortages wirthin g decade.

.. there will be sericus energy

& He calls for action, iris fime o budid mare cifies without cars ang

LrUCKE:




7 He asks rhetoncal questions. What would hoppen if we designed

‘ wThowt any cars? Wouwla anyane want toive in such aoly? Does
P Tke | i [ !..-._..._-..." nd cesrhelic .._"_"._". ¢ rhera.ar
FL r B LR S Tt T el T e o el A A e e
ETertivie aamn & i 1 I WA I OWiae Transpo il i
1 e the protlem we have with marketing th
2 3 = Th Eame A I
this count ha aht one af thess

10 Customer relationship
management (CRM)
10.1 Theory:

Reading: CRM as an essential part of business

managemenit

9 exceeding

Eantarmatior o

9 manage CRN

Do timimm = e
L] =t Y 3 g L R R o T | e

Critical analysis

mers 7 ke 3 Dartrer

AS A FrcT R e camira okt B ret HiFE arinr e e
1 nouns: customer sefice, refationship=ouila J: a0]e VES O
_'_. Tiv 3|, -t
cinve, valu =
1 + | L a
+ o & e B : 5
AU diafiol = i L Walld i

profr-sharing. orobrn

] axing

aking # problem-sharing

A . e ERR R e

L
=
T
L

produci-making, produ

= W N W o= W Wk
i

-9

=1

T 3
oo
wWh

&

r
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25 of customer

Language focus 2: Different ty

1 BB 2 BIG 3 BIC 4

10.2 Practice:

3 \ o =F ol
4 B ng 10 percent of the profts 1o nan-profit organisatio
or-orafits are organisations like charitie of make fit

1 The £ OIIE free return for examo e It Br Qoesnt
ke an item ar it's the wrong size; without ask ng que

2 They answ spondence and provide Transparent, clear

a4

He asked to see the waste treatrment facility of the textile
inufacturing company to make sure their manufacturing practice
r gical = that they ware cleaning the water they usad ir
ariufacturing before putting it back into the

1
12 20 33 4a 5

B grfa a = an =
|5 al \a Posikl = 2. prodiug
e ring 1 mae Thal you uHd aly
¢ frhe € nas SAsANnT), ani 3
f 1 I ] f g nd rmann
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ro5Itive

opinions using

Ll

Language focus 2: Using encouraging and supportive

e language

W R =
T
1
]
T
1
A
v
;]
[
iT

e ng-a second ek, bul gave it up when she sta I
new ok
4 The i about The prodl 2 ey walg attending a

B = v = n & o
AL ] = o

kd

T

a¥)

]

(7]

L

{

e

C

L

10.3 Sldlls: 2.3

Introduction 2 )
1 Wangderhu 2 Excellent, Go0d .:I.'_:-&': 3 AN« wou Very mucn

Language focus 1: What to include in a response to a
complaint
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11 Accounting
11.1 Theory:

Introduction

em — This depends on the T nd the Coul Frld
Jove Ents I EELS, pr 3 c 1
1nd me
F
f i et T a k
I & o
payme pL hiere

P3a.on g I dCrine

& - F tha =

= I e -

uthorities and other government regulat
2 [ i e T _2a Ral=]
i =i =g I £
o T I | - |
£ e TiE | £
G = 4 =
I = g
=) 2y wdhil I = [l | I
[ Ator ITICIAr
che =] Lancia
3 <
BAL ArE eragian]
J5E Tnat I 3 ) L= kR
"mT r - —
Tk
also needs a clea E

Language focus: The profit and loss account and the

balance sheet

www.frenglish.ru

i AR rrademarks, pa nd deve -
3
1 I gnt 1 t NodE i) & g |

aus period

4 growth 5 cuttheirexpenses 6 fewer bonuses 7 less monay

Transferable skill: Managing personal finances

Long-term: 2 5 & 7 Short-term: |

11.2 Practice:

W = -
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1 -

1.3l & ve to, need 1o, must k=t st off, Graph 2: fluctuate, Graph 3: peak; Graph 4 recove
2 ¢ d, h (should, cugl 3

2 ' g FSE, U B4%E, 404

1 3 0 Qo DI ot fall, « as5e, plunge

2h 4

Question: o + subjec

dol haveto

, plumme 2 50 WM Lng ummet 3 £, INCIEdsE; 1a
have t 10 to form questians and The negat ; I
lecrease, Jump, plunge, peak & regular verbs: nise i |
Aeed [ two possible negative | o't need to and nee F ' I
. - ell, Talle
Question; verb « subije
Mote: we-don't usually say oughl o s
it 1 nireased 2 (=5 1= = 3 haszfaller d5 CeCr2aseq
- d = A I 5 II e ' e 3 i - : I-\.—'l: " r : -
VO st users) shouldn't ... (that)aught net 1 VoL
B 6
e 0]
1 by, from, 10

Megative:
we don't ha
a

1 doesn'thaveto 2 mustn'tshouldn't 3 shouldn’
4 donthaveto 5 mustint & shouldnt

avic

11.3 Skills: 12 Finance

12.1 Theory:

SENOWS TNE T OWEl g period of years ar £ Y-d 3 suy ™
T2res] rate percer hex RoWws Tee exciting = imvesting in a start-up company; schd - buy gold
tirme Over a 1 &l rd 1 3 i the volume of rifiart Texible - kesp IBer vour bed; sae —D =
4ley Tl ris prediciab B rares: prediclable — depos 2 ng
d AN

186 ANSWER KEY




www.frenglish.ru

12.2 Practice

1c 2b 33 Transferable skill: U oaling with numbers

Reading: Deciding where to invest

HEwirg & SUrERE Mo e e

suddenhy —usually because youne walching sometmnng nappening
that miakes you think of the solutian: Sharon's eureka mement

nvolved realising that the technicians were wasting a ‘ot of time and
- Erlragr bhar 5 cmarial 2m r e | et

mcney, and that if they had a spacial tool, they could save at feast

halt an hour of work for every joi. The word may Rave Corme rmom

1
1 loan 2 ownership 3 funcing 4 trade-offs 5 interest
2

m the 3Fs: She mentions al of

Batter Blaster
Within three years of launching the product, the annual turmaver
RBatter Blaster had reached 15 millian US dollars Llrul.ligl focus: Verbs which take gerynds and/ior
k9cuisine.com N

ke business ook off quickly and b

each manth for the last 12 Jue |
/ 3 entence 1 shows that she really enjoys sohving DIEms
5 rs oer oday anad nac cameraTed apaun y ritlicon im s3le 1 ihE
s per day, and has generated abaw f sales ir B — I BrralaraHEs
last 12 manths
2 ] aerur a 2 e Ve
Le Labo 3
e Labo started with almast na outside funding, Within four years
AR : Ul 1b 22 3b 43 S5b 6
ithas grown into a 54.5 millicn a year fragrance brand with four of 4
Its ot shiops worldwide (and four-miore planned) plus 12 countars -
irside the warld's most exclusive retailing et with 3 nidmbe LU
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12.3 Skills: Writing 6:

[making the voice Q8 up ant 0w

4 The level of politeness depancs onthe

speakers and more impgrtantly what th surmerconidence, which is

a measure [caltulated asag
h

reguest which is.an inconverence tor the ather gersan is

Tage ot how happy consurmers fee

moare palite than a reguest where the oulCome 15 &ngwr rheir personal Prnancial situation. The trand is

erce nas tallen sharply and then nsen s anily
1bdf 2¢ 3df 4ae 5S¢ Tha graphs in Output are from a weabsite about the Brazilian

quest economy: They show trends in different aspects of the Brazilian
B BCONOM)

ymy Linflation; unemplioyment and g

aver a period of five years,

1 Because the ane they have is cut-of-date negeneral trend that the article gescribes 15 that the housing market

d arder it nthe UK s slawing dowri and

e AN
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oLl 3re not speaking Forces against changing to the new system: [ 17 holiday nme

is gurng the school holidays, ©would De the most expensive tme

1 gradually 2 increase 3 dramatiCall
8

6 slight 7 plummeted

11 fise 12 recovery

13 Decision-making T — —_—

rce Field Ana Jsad 0 many aimerent snuations
13;1 Theﬂr"f: ncluding dedisic tisational restructuring, decisions 1o

sI0ns10 change the marketing strategy, and oecisions

AG0UT an INCWCLAals career

13.2 Practice:

115 QUesTons

o we want 1o be in one particular place?

P Ay

b e want 1o da?

the environment there forus 1o exist and do the work?

est fromm the comim

uriits

Rave support for the kind of wark we need 1o da?

Ty we be able to see the :.!._I.._.-

1 Suggested gnswer
Current situation: 0 ving foces
Forces against keeping the current system: [hs Curest sys1em™ 2

Heult 1o amanse: staff have disagreements aoout who Can tak
hofiday at th ol surnmer holidays; staff
donot goa s are overworked becatse th
| S R | L o gl e |

Fidive 10 THe wiork Of Colied0 Ues S

Forces in favour of the new system: cormpany could save mone

on overneass iike glectricity, Cie

ArEL SRCUnTY I wa

mare [ike a tsam i everybody went on holiday at the same time
Desired situation: Sosrraming f

Forcas awoir of

1-Ta' 0 i d 2 RO
thie came time 5& theair s fiewible holiday time for
ings like friendy we J i hel O relatives wi B
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L)

14 The learning organisation
14.1 Theory:

i
1
T
i)

Thargse rold me anged It mysel Listening 1: What are the characteristics of a learning

organisation?

Wl oW B L
T
[
1

d

i Rl e el

13.3 Skills:

2
Listening 1: The problem is that some of the gym mats are splitting

i
R 1

Listening 2: The probler is the market

It : e 20 3 4 1 ] f
Listening 3: The proble: y colleague who needs 1 2
TOME TTOMmM her s | e ST 15T iwve [EF MO neir j = -?\. 3 4 g
3
1 arrwe 2 3 & I 5 be |
2 L)
1 Hea e [ e 1 K 2 | q 5 &6 d 7
3 1 = a P ] J
. . 14.2 Practice:

Listening 2: Meeting at a company marketing beauty

salons

Language focus 2: Using idioms to talk about problems
and solutions

Reading 3: Setting up a CoP
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Language focus: Key collocations for knowledge "Writing i

managemeant programmes

A Can yOou Make your
—anyau dowhat the

oL offer any alternatives

Language focus 1: Giving an opinion, agreeing
disagreeing

1 Denefits, structure af the traiming
Giving an opinien; | would say that . Asfar gs I'm concerned
Agreeing: Thats right. / Yes, exactly. / That’s true. / That's a good Proposal: | & < 7 Email: . 5 © 2

Yes, absolutely ne proposal (& written as buller paints undar differant neadings, and

Disagreeing: Yes, but we don't need to ... You can't ... though, yau nes not always use camplete sentences, \\

2 Suggesad answes 5
Giving an opinion: | 17ink Hert bRk e Key benefits: © How the training is structured: - Terms &

Agreeing: agree (with youl /That's a good idea / Yes, definitely conditions: |~
Disagreeing: contagres wiould) disagree. / I'm not surel agree
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