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\ What is Market Leader and who is it for?

The authors

Market Leader is a multi-level business English course for business people and students
of Business English. It has been developed in association with the Financial Times, one
of the leading sources of business information in the world. It consists of 12 units based
on topics of great interest to everyone involved in or studying international business.

This new Advanced level of Market Leader features authentic texts and listenings
throughout, reflecting the latest trends in the business world. If you are in business, the
course will greatly improve your ability to communicate in English in a wide range of
business situations. If you are a student of business, the course will develop the
communication skills you need to succeed in a professional environment and will
broaden your knowledge of the business world. Everybody studying this course will
become more fluent and canfident in using the language of business in a variety of
contexts and should further his or her career prospects.

Margaret O'Keeffe (/eft) has over 15 years’ teaching experience and now teaches English
in companies. She has taught at both the Pompeu Fabra University and La Salle
University in Barcelona, Spain. She is the author of business English materials for the
Universitat Oberta de Catalunya in Spain and Is also an online tutor with the university.
Her background is in the business world, working for both British Airways and British
Telecom before becoming an English language teacher and CELTA teacher trainer,

Iwonna Dubicka (right) has over 15 years' experience as a Business English trainer,
including teacher training and six years as Director of Studies of English at In Company
Languages in Barcelona. She has alsoe been an online tutor for the Universitat Oberta de
Catalunya, Catalonia's open university, She is also the co-author of various English titles
together with Margaret O’Keeffe, including English For International Tourism (Pre-
Intermediate) published by Langman.
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You are offered a variety of discussion questions as an introduction to the
theme of each unit. You will hear authentic interviews with business people.
You will develop listening skills, such as listening for key information, note-
taking and summary writing. In this section, you will also extend your
vocabulary by learning useful new words and phrases. A good business
dictionary such as the Longman Business English Dictionary or a monolingual
dictionary for advanced learners such as the Longman Dictionary of
Contempaorary English will also help you to increase your business
vocabulary.

You will read authentic articles on a variety of contemporary topics from the
Fimancial Times and other newspapers and books on business management.
You will develop your reading skills. You will also be ahle to discuss and
respond {o the issues in the articles. There is a language review after each
article and related exercises in the Grammar reference section for each umnit,
You will be able to revise language and structures which are common
problem areas for advanced learners, You will become more accurate in your
use af English at an advanced level.

You will develop essential business communication skills, such as giving
presentations, dealing with questions, taking an active part in meetings,
negotiating, strategies for telephoning and telecanferences, English for
networking, as well as using the language for a variety of business writing
tasks. Each Business skills section contains a Useful language box which
provides you with the language you need to carry out the realistic tasks in the
Course Book.

The Market Leader case studies are linked to the business topics of each unit,
They are based on business problems or situations and allow you to use the
language and communication skills you have developed while working
through each unit, They give you the opportunities to practise your speaking,
listening, reading and writing skills in realistic contexts. Each case study ends
with a follow-up writing task. A full writing syllabus is provided in the Market
Leader Practice File.

The Market Leader Advanced Course Book also contains four review units
which recycle and revise material covered in the preceding three Course Book
units. Each review unit is designed so that it can be completed in two
sessions or on a unit-by-unit basis,
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BECLLEELLE ) Discuss these questions.
discussion 1 Do you ever have to speak to an audience? How does/would it make you feel?

2 Have you ever heard a speaker who you felt was inspirational? What techniques
did he/she use to engage the audience?

3 What, for you, makes a good presentation?

4 What might be some of the issues to bear in mind when giving a presentation to
an international audience?

(B) ( )1.1 Three business people talk about their experiences of giving
presentations to international audiences. Listen and choose the best summary
of each speaker’s main point.

a) -Always organise the room so that the important guests are at the front,
b) Don't make assumptions based on the audience's reactions.

¢) Be careful with the language you use when giving a presentation.

d) Be aware of and try to be sensitive to local customs.

e) Using jokes and humour is a good way to get the audience on your side.
f) Question-and-answer sessions are universally popular.

o n 1.1 Listen to each speaker again, take notes and answer these questions.
1 What did Michael realise when he was talking to a group of executives in Geneva?

How does he describe his speaking style, and why does he want to change it?

What does he plan to do as part of his preparation for his next presentation?

What did Arianne find out when she was due to speak in Thailand?

How does she usually organise a room when she's giving a talk?

What did she do on this occasion?

In Japan, how might people in an audience show they are listening?

How might an audience shaw their approval in Germany and Austria?

W=~ oW W N



1 Being international |

9 Complete these tips for giving presentations to international audiences using
the words and expressions in the box. There is one item you don’t need.

delivery  gestures greet  handout pace
rephrase  row  script  wvisual aids

Be careful when you choose the colours foryour ............ !, Forinstance,
yellow has negative connotations in many countries, including Mexico, Peru
and Iran.

Usinga ............ *canhelp with international audiences. It can keep you
focused on precise language. ltcan alsobe used asa ............ *for your
listeners after you speak,

Adjustthe ............ tofyour.._......... ®toreflect what the audience is
used to. North Americans prefer faster speech, whereas Europeans and
Asians typically prefer more time to process information.

Take care, especially where language barriers may exist, to fully understand
guestions from your audience. Don't hesitate to ............ “themto check
your understanding.

Be sensitive to how different audiences reactto ............ 7. In some Asian
cultures, for example, audiences find fast, sweeping arm movements
distracting.

If you're goingto ............ #your listeners in their language, make sure
you know how to speak it. And be sure your choice of language has your
intended meaning.

@ Discuss these questions.

1

2
3

4

How would you ideally set up a room for a small meeting [ a seminar /
a conference?

Which colours have positive and negative connotations for you?

Apart from speaking, how else can audiences show their reaction to a
presentation?

What advice would you give an overseas speaker about to give a presentation
in your country? Think about some of the following:

» seating arrangements

«» lensth of speech

= bady gestures

= audience reactions

» visual aids

» use of humour and personal anecdotes
» taboo subjects

» question-and-answer sessions.



| 1 Being international

Reading and
language

slang expression or word used
in informal conversation

jargon words and expressions
used by a particular profession
or group of people, and which.
are difficult for other people to
understand

buzzword a word or phrase
that suddenly everyone thinks
15 very important and uses all
the dme
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CARD FOR THE
PEET ING.

IF THE BO3% USES

A BUZZLWORD OM
TOUR CARD, Yo
CHECK IT OFF THE
CATELTIVE 15 7O FILL

aera
& g

YO'RE ALL WERY
ATTEMNTIVE TOORY
MY PROALCTIVE

LEADERSHLP .
MUST BE EI‘S‘G':"
WORKING! .

l"'l-\.
W,

e 8

Crranusar referene:
Business fdimms

jrige 1R

Efaena Gl SCOTTALN ML o

PR e e

) Lookat the dictionary entries and say whether the examples indicated in
italics in the text below are a) slang or b) buzzwords /jargon.

0

1
2
3
4
5

6

Hey guys! Anyone fancy a coffee?

This cutting-edge technology will radically transform the way we work,
just 25 per cent of the company's tumover comes from the home market,
Could you pop into my office, I'd like to bounce some ideas off you?

The cracker somehow hacked into the bank’s computer system during
downtime by using a backdoor.

We aim to empower the customer to make informed choices.

Read the magazine article about giving international presentations and
answer these questions.

1
2
3
4

Why does the writer use the quote at the start of his article?

How could the speaker say this differently so that people could understand him?
What does delivery refer to in the second paragraph?

Find twa examples where the writer helped other peaple with their presentations.
Where can you get help when preparing your talk?

What should you do when members of the audience ask you questions?

What examples of ‘non-verbal messages’ (paragraph 11) can you think of?

Read the article again and find business idioms and expressions that mean
the following.

1
2

3
4
]
b
7
8

it is potentially problematic and dangerous (paragraph 2)
an unsafe strategy (paragraph 3)

make possible or happen (paragraph 3)

most complete (paragraph 4)

not do things correctly (paragraph 4)

make as much use as possible of (paragraph g
explaining too much (paragraph g)

don't understand (paragraph 11)

Using the word given, complete the second sentence so that it has a similar
meaning to the first. Use a maximum of five words,

1

8

His speeches have inspired thousands of people. (proved)
His speeches B pved, an AMaTEnar. | to thousands,
Can you explain this to us simply? (give)

Canyou ............ ofthis?

They've arranged the annual conference. (made)

They have the annual conference.

He has summarised his presentation in this handout. (provided)
He's his presentation in this handout.

You could hire an intercultural communication specialist to help you prepare
your talk. {someone)

You could hire ............. intercultural communication to help you prepare
vour talk,

We have to conclude the seminar now. (bring)

It's time ............ &conclusion.

An international audience's non-verbal messages can be misinterpreted. (open)
Aninternational audience’s non-verbal messagescanbe . .......... .

Yfou can't assume anything with an international audience. (ary)
Youcan't............ with aninternational audience.
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1 Being international |

HOW NOT TO SOUND LIKE A FOOL

Auwthor  and  coach  Tom
describes how careful crafting of your
messeage aind sivie to appeal to e
national dwdiences can ferve as a
PASEPOTT 10 SHCCESS.

“We really appreciate the chance
to 1alk to vou folks from lapan. We
have some new ideas we wanl 1o
ponnce off you that we think will
really blow your minds.”

Given today's high degree of
business and governmental linkages,
presenters often find themselves
speaking 1o audiences from countrics
other than their own. Language and
culftural differences make this a vastly
different presentation situation from
what speakers may be used to, The
stikes can be high and the pitfalls
many, s0 wise presenters will
consider  these  differences’ din
preparation and delivery.

When presenting internationally,
the fundamental requirement is 1o rec-
ognize thal business as usual is risky
business, “They™ are not the same as
“we" We speak different languages,
even if we both speak English. In
addition to alternative meanings for
the same words, we also act different-
Iy und view things from different per-
spectives, These issues sct the stage
for communication difficulties and
potential misunderstandings.

The concept of presentations dif-
fers among cultures, In the United
States, full-blown graphic presenti-
tions are i standard part of busingss,
This stvle of presentation may not
apply in countries where business
proceeds in a less struclured, slower
manner and often on a one-to-one
hasis rather than in groups. Without
knowing your sudienes, you can easi-
Iy head down the wrong track.

Plan, Plan, Plan
The importance of careful planning
cannot be overemphasized, Learn all
you can aboul your listemers and how

Leech

-k

they do business. Use experts, such
as the Department of Commerce and
embissics that know the specific
country well. Tap into advice from
other local business people with rele-
vant experience. Review the dos and
don'ts gunidance available in many
publications, Organizations special-
izing inm international meslings or
managers of imternational  hotel
chains can provide valuable consult-
ing and handle arrangements in other
countries.

Pre-meefing Tune-Ups
Rehearse your presentation, prefer-
ably with listeners who are knowl-
etlreable shout the trget country @and
citlture, Adjust your speaking pace so
participants can readily follow you.
When necessary, rework vour spoken
message so it flows better. Simplify
convoluted phrases that even English
speakers can barely follow. In codch-
ing an executive for whom English
was a second language, we tdentified
several phraseés he Kept stumbling
over, We replaced these with words he
could pronounce more casily.

Allow time to meet with inter-
prefers, if they will be used, Especial-
Iy review any technical terminelogy
to help them stay with you.

On the Scene

You and your audience need to have
presentation content that is under-
standable, aceurate, and received pos-
itively. Use explanatory titles (o
increase comprehension. Tie your
words closely to the visual aids, Tead
vour listeners through the aids, using
it pointer o help them track yoo,
Summarize frequently and be aware
of anformation overload. Whilst
codching & preseénter heading for
Japan, Iimmediately concluded that
he was trying to cover oo much, so
we significantly reduced the amount
of material. Reporting back later, he

1

Tom Leech, author and cooch

said he quickly reabized he stll had
towy mnch information.

Watclh  vour language.
slang, colloguialisms,
metaphors. and other eéxpressions
that mean nothing to the listeners
Limir geronvms and jurgon, and then
explain those you do use, checking
for mutual understanding. Explain
key concepls or data in several wiys
and allow ample soak-in time.

Listen intently to guestions and
comments. As approprigle; pani-
phrase them before responding to
make sure that the guesticn is under-
stood correctly. Be patient if it takes
a while for vour audience to compre-
hend your message. Be aware that
vour adience’s non-verbal messages
may mean different things from what
vou think, Facial cxpression, eve
contact, hind movemants, teuching,
use of space. dnd timing are all ripe
areas for misinterpretation and irrita-
tion, Be slow 1o make assumptions
on the hasis of non-verbal messages.
Keep checking and be patient—they
can’t Ggure you out gither,

Avoid
clichés,

A Adapted from Execative Updote Onling
htkp:/ Swwiw gwsae.org



| 1 Being international

CITEEEEEE RN () Look at the following tips on communicating and networking with people you

Networking

1
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don’t know or don't know very well. Which of these tips are essential,
desirable or best avoided in your culture? Discuss your answers.

Ask the person questions about themselves; don't just talk about yourself.

- Show that you are really interested in the other person's answers.

Remember the person’s name if you have met him/her before.

Arrange to meet again in the near future.

Allow the other persan to finish his/her response without interrupting.
Compliment the person on their tie/bag/jewellery, etc.

Intraduce him/her to someone you know.

Remember parts of previous conversations you have had with the person.
Give him/her your business card and ask for his/her card.

Make regular eye contact during the conversation, including with members of
the opposite sex.

G Good networkers often have a couple of questions prepared. Lock at these
examples and decide which one(s) you would and wouldn't use. Give reasons
for your choice. Add five of your own questions to ask a person you meet for
the first time or don’t know very well.

Useful language ]

Questions for networking What do you recommend | do/see (in
How much do you earn? your town/countryfregion)?

What do you like most about (iving What's the weather like in your

in .. / yourjob / this event)? cauntry/city/region at the moment?
What's your opinion on (this What do you think of the new hoss?
restaurant/event/place)? What's the political situation in your
Do you come here often? country/city/region at the moment?

(C] (71.2 Listento the following conversation between some delegates at a
conference on intercultural communication in business held in Brussels.
Tick (v} if you hear the speakers do any of the following.

L I R B - TR G S VTR N

8

Melanie Konrad
Ask for confirmation
Greet someone
Compliment someone
Accept a compliment
Agree with someone
Express interest
Refer to a previous conversation
Exchange business cards
Refer ta future contact
Introduce someane to a useful contact

OOo0000oddn
Doooooooodo

0 Work in pairs. Introduce yourselfto another participant at an
international conference.
Student A: Turn to page 142.
Student B: Turn to page 149,



Useful language ]

Expressing / asking for an opinion

So, what did you think of the

tall/presentation /conference?

| thought the part about ... was really -

interesting fuseful/surprising.

I'm afraid it wasn't my sort of thing [/ was not exactly
what | was expecting.

Introductions
Could lntraduce you to a colleague of mine?
I'm afraid I've run out of cards, but | can give you our

1 Being international ]

Invitations

Here's my business card. Please give me a call if
you're everin.., (region feity),

Would you be interested in visiting our company /
having lunch / playing golf some time?

Thank you. That would be great [ lovely ( nice | very
interesting,

Finishing a conversation
It"s been a pleasure talking to you,
Enjoy the conference / your stay | your meal.

company website/e-mail/phone number.

Finding things in common

What about yourself? Have you lived here long /[
worked for the company for fong?

Really? That's a coincidence! So have/dofam |,

_ v,

Writing: replying
to a formal
invitation

G You are the Branch Director of the Savings Bank of Girona in Edinburgh. You
have recently been involved in a taleover of your company in which you had to
overcome cultural differences regarding working practices. The Chamber of
Commerce have asked you to give a talk. Reply to the invitation, including the
following points:

» Accept the invitation, thanking them politely
» Ask about conference details, e.g. the venue and how long the talk needs o be
« Say you'll send them a proposal for your talk

9 Writing file

page 154

Although you may choose to reply by e-mail, you should use a formal writing
style.

= =1

FFrSend =~ £Scp KABVew X Doelr PHow @dRAepy [ Tods

From Andrew McCarthy Sent 18 Cctober 20_
To Jaume Grau Subject Conference: Merging companies, merging cullures
Attachments Spoakar's propesal form, Conferance for Intercultural Cormmurdeation

Dear Mr Grau,

Wi are writing to inform you that the Chamber of Commerce in Edinburgh is
hosting a cne-day event early next month on the subject of ‘Merging
companies: merging culfures’,

We realise this is a topic close o your own heart following the recent merger
of the Savings Bank of Girona with the Scottish Savinas Bank and the
intercultural issues thal subsequently arose. We would be honoured il you
could altend the event and give a plenary talk to the business communily at
large. I
We would be extremely grateful if you could confirm your talk at yvour arliest [
convenience. Please find aitached a speaker's proposal form. Please do not
hesitate to contact me should you require further details.

With the warmest regards,

Andrew McCarlhy [
Evenis Manager

Edinburgh Chambar of Commerce

amccarthy@edinburghchambercommerce. co.uk




Working for Logistaid

Background

Logistaid is an NGO (non-governmental organisation ) that provides
emergency assistance 1 more than 8t countries. A group of logistics
managers is undergoing a training programme in Amsterdam before
being relocated to Indonesia with the organisation.

The logisticians are receiving training lrom the Centre tor

Itereulual Communication in Amsterdam. The programme
includes how adapt to their new environment aned Improve
ileraction imsocial dnd wo lace seuings;

You are applying for the position of
Logistics Manager with Logistaid. Look at
Lopsgi=tamial the advert and make a note of any

e : relevant skills and experience required.
What kind of candidate do vou think
might be interested in this kind of world?

AISTHKH

Whimy

Logisticians

Cairi Logistaid is currently looking for rainee logisticians o work in vanous

watldwide locations, Candidales will possess leadearship skills. have a good
command of English and anather language, and be willing 1o work alongside i
Iocal teams in & challending interculiural conlext. Relevant experence in t
Iogistics is dasirable but not essantial. Training provided. |

L=

i adeg
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Lagisticians are responsitle for the lechnical and operational suppaort of
medical activities. Activities include:

*  purchasing, transporting and distribuling aid supplies

+ maintaining vehicles, communications equipment, office and housing
accommodalion

= training and supardsing local non-medical staff

*  supenising and implementing repair and consiruction work
related administrative aclivities

+  liaising with local autharities and ofher organisations *
ey <L
R e . - — — — e




1 Being international |

Centre of Interculrural Communication

INTERNATIONAL RELOCATION PROGRAMMES

Organisations working internadonally cite the !
following reasons for failure in g foreign country: Tﬂﬁk 2 |
Work in pairs. You are trainee logisticians for
Logistaid and you are on your lunch break
during the course. Read the intercultural

communication programme and then talk to
one of the other participants.

1 culture shock and adaptation challenges
(including te-entry into the home colture)

2 difficulty in carning trust and establishing
relatinnships

3  failure to understand loeal systems
, Student A; Turn to page 142.

mistindesstandings Student B: Turn to paze 149,

4 language barriers and intercultueal

3 differences in business practices and
management styles

T T g P e e T, g T T

Writing

You have been working in Jakarta, Indonesia, for three months, You
have recently received this invitation 1o a dinner organised by the
Regional Governor, It is a formal event at which local dignitaries,

| Work in groups of three, You
are netwarking with some of

the course participants, business people and representatives of organisations will be
Student A: Turn to page 142. present. You have been strongly advised by vour country manager to
| Student B: Turn to page 149. attend. Reply, accepting the invitation and mentoning vou have a

work colleague from the Amsterdam office who will be joining vou in
Jakarta next month, should they think it appropriate to send
T her an invitation,

| Student C: Turn to page 156,

3 Writing file page 154

REGIONAL GOVERNO IR
OF JAKARTA

12th September i
The Regional Governor is delighted o invite you as 2 rq:ras::?tau'?w:. ;i ::: ﬁ:“:;d
w6 our annual International Relations Dinner that we are hold mlg ml Lihndin'
our foreign guests and in order 1o promaote greater intercultnral undersis g

hetween our countres.

e nor's residence in
The event will take place in the gardens of the Regional Governors residence

;jaka:m on October 14th at 6.00 p.m.

 We would be grateful if you could reply in writing at your earlicst conyenience.

Yours sincercly,

* Gus Siregar
Regional Governor of Jakarta
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—‘l Listening and
discussion

Consultant interview

_'I Reading and language
Time to break out from
campus
Business skills
Telephone strategies:
clarifying and
confirming
Writing: e-mails

"J Case study . / i & ': -~ |
Training at SmileCo i = gt . T Ta— s
~ The mediocre teacher re:'fs The gand reacherexpfu ns. _
The supermr teacher demonstrates. The great teacher i inspires. ,‘_ o~
William Arthur Ward {American author and teacher, 1921-1997)

SHCHTEENLE @) Discuss these questions.
discussion 1 What kinds of courses have you been doing recently in your company or

organisation?
2 Which of these learning styles do you prefer?

= self-study = inagroup
= one-lg-one = gnline
¢ face-to-face = learning by doing
3 What kind of qualities da you think make a successful company trainer or
teacher?

4 What do you understand by the training terms coaching and mentaring?

e OE 1 Listen to the first part of the interview with Rosa Soler, a Spanish
training and development consultant, and complete the information,

1 Rosa helps companies with their training by ............ a company's needs
before deciding on the type of ............ required,

2 The purposes of training activities like tower-building or............ are to
assess skills such as teamwork, ....... ceere And ..o, communication,

3 ‘Thein-tray’ is an exercise used for assessing ............ | during which the
participants have to ............ an agenda, but it is really designed to see

how managers ..

4 Rosa runs various courses fﬂr her clients, which are often programmes

A Rosa Soler, training and involving .. . and, less frequently, ..
development consultant

G O 2.2 Listen to the second part of the interview and say whether these

sentences about coaching and mentoring are true (T) or false (F).

1 The aim of coaching programmes is to improve the business skills
of employees.

2 Coaching-style programmes are specifically diracted at training
inexperienced managers.

3 Mentoring programmes are designed as long-term career plans for
young high-flyers.
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4 When a mentee is taking part in a complex mentoring programme, he/she
is unable to follow additional courses.

& The mentor is often a senior person in the organisation who must have an
objective working relationship with the mentee,

6 The task of finding a suitable mentor is a challenging one, even for larger
companies.,

Q Complete the table with the missing words related to company training.
Sometimes thare is more than ane possibility for the noun/person.

ﬂnnn

Verb Activity/process Person i
1 train fraining trdiner/frainee
2 coach
3 evaluate
4 mentor/mentee
5 consult
6 assessment
7 ) appraiserfappraisee j
8 instruction |
9 participation | . |

G Complete these sentences related to company training using a suitable word
fram the previous exercise in the correct form.

1 Qur human resources department is running an intensive management
............ programme next month.

2 We evaluate this course using a system of continuous ............ . 50 all the
tests, homework and classwork you do count towards your final grade.

3 Paoloisreally good at ............ managersin communication skills like
chairing meetings and conflict resolution.

4 Alot of trainers could do with improving their skills in giving clearer

5 The team-building course we ran last year was very successful. We got some
very positive feedback fromthe ............ .

6 Sarah has a lot of potential. It's a shame none of our senior staff have
volunteered to act as her ............ .

7 We should get in a professional development consultant to oveveeenn .. the
skills gaps of our staff,

8 Markus had been working for the company for over a year; performance
,,,,,,,,,,,, from his line manager was well overdue.

o Discuss these questions.
1 Which courses are most/least popular at your place of work or institute?

2 What sort of training or coaching programmes do you thlnk would be most
beneficial for your company or organisation?

3 Would you be interested in participating in a mentoring programme, either
as a mentee or mentor? Why (not)?

4 What kinds of courses are you considering doing in the near future?
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Reading and
language

@) Discuss these questions.

1 Some anline courses offer ‘blended learning’, where there is a mixture of
face-to-face tuition and e-learning. Which style of learning do you prefer?

2 Would you consider doing an antine MBA? Why (not)?
3 What do you think are the advantages of doing an MBA online?

Read the article and make a note of the advantages associated with

Universitas 21 Global.

Time to break out from campus

By Sumathi Bala

I For associate professor Jere-
my Williams, whio has been
teaching in tertiary Insti-
tutez for more than Lwo
decades, making the
crossover from a classroom
to an e-learning environ-
ment was not a difficult
choice. ‘It was something
that just happened one day,
like a wake-up call, when [
realised the way [ was teach-
ing the MBA courses was not
authentic,” he says, “Here [
was waxing lvrical in a class-

room on what happens in a

business environment, but it

doesn't really translate to
what actually takes place in
the markeiplace.

Mr Williamz, who was an
associite professor and MBA
director al the Brishane
Graduate School of  Busi-
ness, accepied a post at Uni-
versitas 21 Global, the global
online graduate business
school. He became the insti-
tute's Director of Instruction
and Assessment and associ-
ate professor of e-learning.
"To me, 1t was an opportuni-
Ly to be at the start of some-
thing that would be hig,' he
=ays, ‘E-loaming is engaging,
authentic and could be the
way of learning in the
future.

4 Universitas 21 Global was
launched in September 2000
with headguariers in Singa-
pore 45 8 S2a0m joint ven-
ture between Universitas 21,
Thomson Learning — a 1U5-
based educational publisher

and a global consoriium of

L]

16 universitics. The online
institute wants to tap into
the vast potential demand
for higher education, partic-
ularly in Asia. It also aims to
break away Trom the elitist
model of higher education
by making tertiary eduoca-
tion accessible (0 more peo-
ple.

E-learning is secn as offer-
ing a less traditional model
of  learning,  allowing
instructors to act as facilita-
tors or mentors. It also
allows for greater expres-
sion, giving everyone in the
virtual classroom space an
equal  voice, “An online
course is more democratic,
evervbody has a voice, where
vou don't have just vour typi-
cal Anglo-sazon who is Joud
and talks more’ says Mr
Williams.

The Master of Business
Administration dogree con-
ferred by the institute is
globally recognised, as it
bears the stamp of all 16 uni-
versities. By providing top-
class  business education
onling, Universitas 21 Global
savs-that it is offering an
alternative route for stu-
dents In Asia, wha cannot
afford to pay for highetr edu-
cation or travel to the US,
UK or Australia. To make its
online MBA  programime
affordable, thoe institute
charges varying tuition fees,
depending on where the stu-
dents come from.

Mukesh Aghi, chief execu-
tive officer at Univeraitas 21
Global, says: I think it's not
fairio pay one price for edu-

cation when the income
lewel waries Irom country to
country, Our pricing model
takes into account the GDP
of each country’ For
instance, the institute
charges US$20,000 for an
American student follewing
Universitas 21 Global's MBA
programme, whereas a stu-
dent in India would pay

587000 for the same
COLLNSE,
The reasonable cost stric-

ture, coupled with flexibility
of both time and curricu-
lum, offers a huge incentive
for working professionals.
srinivas.  Lakshmikumar,
husiness consultant  with
LogicaCMG, says that doing
the MBA onling was-a natur-
al choice, given his hectic
travel schedule. ‘Also, In
countries lilke India, more
and more people will have to
atart working early and fund
their own education due to
inereasingly - higher educa-
Lion costs,! sayvs Mr Laksh-
mikumar: ‘Mot all can afford
the traditional luxury of

studyving  on  full-time
courses with suppart from
parents.

India is one of the key
miarliets Universitas 21 Glob-
al is targeting to expand its
business in Asia. ‘Education
is very much valued there,
explains Mr Aghi, ‘Given the
caste  svstem, education
becomes an equalizer” Cou-
pled with a large English-
speaking population and an
extensive use of the nternet,
the online structure of the
course makes it very attrac-

1]

tive to prospective students
and corporations,

China, on Lhe other hand -
where Universitas 21 Glohal
introduced its online MBA
course in April this year -
could prove to be a chal-
lenge, says Mr Aghi. 'We're
siill in the process of getting
approvil from the ministry
of education’. The onling
MEBA programme will cost
T renminbi (54,6000,
about one-quarter of  the
cost of an MBA programme
offered by universities in
China.

However, Mr Aphi accepts
that brand recognition is
very important, especially
when it comes to business
education. The prestigious
Fremch business school,
Insead, has a campus in Sin-
gapore, and the University of
Chicage Graduate School of
Business  also  offers an
eMBA out of the city-state;
Mr Aghi says huilding erlti-
cil mass will not be easy. ‘T
agree brand reécognition is
very important in education,
But at the end of the day,
we'Te not competing with the
bricks-and-mortar universi-
tiecs but complementing
them. Our target group is
someone who is probably
married and is a working
professional, he says. “We
know we're the new kid on
the block, that's our limita-
tion. But I'm also confident
we can become a recognised
brand infive vears,

FINANCIAL TIMES
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(@ Complete the following summary of the article.

The eMBA has also proven especially popular with
Indian students, who often have to pay for their
..% China, however, may turn out to
be a more difficult key “to break into.
The chief executive officer at Universitas 21 Global
admits it may take another five years for the course
to become more widely 7, although he
also points out that the eMBA has the advantage
of attracting more ............ ® students.

Universitas 21 Global is an
programme based in Singapore which is
recognised by ............2 and tertiary institutes
worldwide. The course is seen to be more
accessible, asthe ............ vary according Lo
the GDP of a student’s country. The low cost and
flexibility of online study make the course ideal
for people who cannot afford to study at
prestigious business schools ............ A

LEL'L || (SR

@ Find words and expressions from the article that have a similar
meaning to the following.

1 higher education or at university level (paragraph 1)

2 ateacherin a university department (paragraph z)

3 use or take from something (paragraph 3)

4 auniversity title officially given to someone (paragraph )

5 the minimum number of users, buyers, etc. necessary for a product to
succeed (paragraph 10)

6 educational institutions that exist as buildings (paragraph 10)

@ I1dentify the multiword verbs related to education in these sentences and
decide on their correct meaning.

4 One of India's oldest companies has signed an
agreement with the institute and is putting its
employees through the MBA programme this year.

5 We have been looking into the pros and cons of e-
learning for many years.
6 She really fell behind with her studies last term

when she was ill, but she's catching up with them
Now.

1 We predict 10 per cent of gur students will drop
out by the end of the course.

2 Lastyear, they broke away from the more
traditional methods and started offering courses
based on blended learning.

3 The university lecturer was excellent at teaching
such a complex subject; he was especially good at
breaking it down into manageable chunks.

3 Grammar referevce;
Multiward verly
page 119 o Complete the extract with suitable multiword verbs from the box in the

correct form.

Write six sentences of your own using these verbs.

bringin  getto hypeup puton setup  think ahead

e need for wider horizons . . .. ..

By Jeffrey E. Garten

It often appears to me that
globalisation i= a kind of
fad at business schools. You
hawe to be seen as address-
Ing it, and there are many
WHYE ROy cvvainanns ik
............ L put the adjec-

tive international before a
COUrse in strategy or mar-
Reting; v erianiians *alotof
students from outside your
COUNETY, wauus saaasa BOME
gpecial programmes for for-
eign  executlves; conduct
courses in other countries
vid the Internet. Often, It

seems, there iz more sizzle
than steak,

I doubt that most facul-
fes . ..nneeen.. .t the heart
of what is necessary for
their students eventually to
be preat plobal leaders, Too
often, students are taught
about the past rather than

being given the wherewith-
Al 80, vnrsreos. s O BHE the
big, fundamental questions
need to be .......5 the
table and debated more vig-
orously in research and in
classrooms.

FINANCIAL TIMES
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Business skills

Telephone
strategies:
clarifying and
confirming

O 2.3, 2.4 Listen to two telephone conversations about the staff induction
day at Ashley Pharmaceuticals. What is the purpose of each call? Which
conversation is more formal and why?

Useful language I

Tips for successful communication
Be an active listener, When you
con't know what someone meant,
ask a clarifying question. When you
think you understood, confirm it by

Confirming phrases and guestions
So that's nine o’clock on Thursday,
then?

Let me [see if / make sure]

| understood you correctly. You're

repeating or rephrasing what was saying ...
said. Is that [right/correct]?

Can | just check that?
Clarifiying phrases and guestions [I'd like to [/ Let me just] confirm
Would you mind [repeating that [ that ...
going over that again] for me?
Could | ask you to give me those
details again?
Could you [explain/clarify] what you
meant [by [ when you said]...?
And the date was .7

Correcting misunderstandings
Mo, [| meant to say that [ what |
meant was) ...

Not quite, it's ...

Well, actually, what | [saidfmeant]
was that ...

Mot exactly, | [said/meant] that ...

B O 2.3 Listen to the first conversation again. What techniques does each

speaker use to check or confirm the information they hear? Match each
phrase {1-5) with a technique (a—c).
a) Echoing/rephrasing what was sald

b} Using guestioning intonation to
check information

1 50, you didn’t receive the
programme we sent to you?

2 Can | just check that? Did you say
hine o"clock?

3 And the room was ...7
4 50 that's Bz, thanks.

5 And it doesn't matter if | haven't
got a copy of the programme?

c) Asking a direct guestion for
checking/confirming

O 2.4 Listen to the second conversation again. Correct this room-booking
planner and write Pierre’s note to other receptionists about the room change
for the staff induction day.

anag =
Room a.m. p.m. m
B2 Staff induction — all day
B3 2-4 Sales team
meeting
C1 8—11 Chairman’s 2-5 Interviewing
meeting :
= N
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Writing: E—mails1 0 Read the tips and the e-malls below. To what extent do the e-mails fallow

the advice?
Tips for writing effective e-mails
» Start with a strong subject line. Think of your * |Ise sub-topic headings within your e-mail
subject line as the headline of an important message, especially if the message is lengthy.
news article. Make sure the subject line relates Refer to the sub-topics in your first paragraph.
to the message content. This will provide a helpful guide for your reader,
* Use the ‘inverted pyramid’ form of writing. * Ask for an action. For example, let your recipient
Your most important statements should know what you need in order to complete a task.
appear in the first paragraph. Follow up with ¢ Avoid misinterpretation of dates by spelling out
supporting details, the manth, for example 24 |un ag or |un 24 og
 Limit sentence length and keep paragraphs * Proofread your e-mail and use the spell check.
short for easy reading. Put forward your * Reread your message one last time befare you
recommendations or state the measures you send it. Think about how you would react if you
will take to resolve a problem, for instance, were on the receiving end of your message.

_ £r5eng  « £y S0 JEVew X Desie I New  S3Aepb D Tesk
(o Gmg = ¢ Sp A Vew X Dekls 4 Hew
e Subject: Database training via teleconferance
€ Ssubject: Friday November 5 From: Al Gardiner
From: jhames@ke mo.com
Dear Caroline and Miquel, =
Hello Everyone Here's what we agreed. Miguel is responsible for lzading the first
| Jjust a reminder that this Friday there session and he will send his agenda to parlicipants. The main 1ask
is another training seesion. It's in of the session is lo determine what the stafl already know about the
conferance room 3 this time. |t stanis database and decide how many days of training are reguired.
at 11:30 and finishes at 1. Miguel should briefly explain the course objectives. He can then
See you there, interview aach participant, finding out what their individual needs
Thanks are. The fime and dale of the second session need to be agreed
All the best with the participants. It is my understanding that Caroline will be
John responsible for prepanng and leading the second session. |
== _ : suggest that Carcling also introduces herself in the first session.
e . Please confirm that all of this is DK.
Best wishes,
Al s
i

G Read the e-mails again. Which is the more formal? identify examples of
formal and informal language in the e-mails.

3 Writing file ﬂ Write a formal and a less formal e-mail. Use some of the expressions in the
page 135 e-mails above to help you.

1 You work for a small company where 2 You are a manager with a team of ten staff.
everyone is on first-name terms. You've heard You would like to organise interviews for the
about a staff development day and you might annual staff appraisals. Write a message that
like to attend, but you don’t have any details you can send to all your staff about this topic
about the event to help you decide. Write to Pat and ask them to reply giving you three options
Fischer, the Human Resources Manager, asking for dates and times they can do.

for more information.

19



CASE STUDY s

Background

SmileCo s a leading confectioner in the fasi-moving consumer goods (FMCG)
market, with many lamous brands in its portfolio. The company has recently
acquired a rival confectionery company, Reedley, and now has a merged field
sales team of over 200 in the UK, including ten regional managers.

The company relies heavily on receiving timely market information from its
sales force. Key to SmileCo’s success is up-to-date information on the company
ane competitor product range, merchandising, promotional activity, customer
base and rival sales-force activity. Analysing quality market information is
crucial to decision-making and planning in an increasingly competitive
market,

Listening (25

The new Director of Sales for the recently merged SmileCo, Harry O'Riordan,
is in a meeting with the Human Resources Manager, Gabriella Henderson, and
the IT Manager, Kamal Satinder. Listen and answer these questions.

I What problems do they identify with the sales team's current information-
gathering svstem?

2 What solutions are discussed?
3 What wraining needs do they initially identify?
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Student B: Turn to page 150.

2 Training J

Task 1

~

Telephone strategies

SmileCo's IT Manager, Kamal Satinder, calls
Geraldine Parker at Pollack Learning Alliance to
tell her about the proposed new information-
gathering system for the sales team and to ask
her company to handle the training programme.
Work in pairs.

Student A: Turn to page 143.

Clarifying and confirming a training
proposal

Geraldine Parker from Pollack Learning Alliance
and Kamal Satinder, IT Manager at SmileCo
meet to discuss the training proposal further.
Wark in pairs.

Student A: Turn to page 143.
Student B: Turn to page 150.

- =i
Devising a training programme

You are the Director of Sales for SmileCa. Devise

d training programme for your sales team.

= Whalt are your priorities?

* Should the training be done by an internal
team or external training companies? What
are the pros and cons of these options?

* |5 jt better to choose short intensive courses
or extensive courses?

* Should you implement a new data-collection
system or offer more {raining with the current
system?

= You have a limited training budget. How will
you decide which of your sales staff need
customer awareness training? How could the
rest af the staff benefit from this training?

» What can you do to accelerate the integration
process between the two newly merged sales
forces and develop a unified team spirit?

Writing

You are Ramal Satinder, I'T Manager at
SmileCo. Write an eanail to the Director
of Sales outlining the taining programme
for the new data-collection svstem.

9 Writing file page 1355
21



OVERVIEWY

|j Listening and
discussion

A PPE debate

|J Reading and language
infrastructure:
Experfence of the 19905
has put people off
Business skills

l-J Negotiating: being
vague and being precise
Report writing: layout
and structure

_J Case study
Konapnicka Airport

takes off

:_-f;A friendship founded on business is a good deal
better than a business founded on friendship. 9
John Rockefeller, American ail magnate (1839-1537)

(NN GE () Discuss this question.
discussion In which areas does the private sector operate or help to fund public services in

your country? Here are some examples:

» hospitals and health care

+ schools and education services

+ housing and urban planning

« utilities (i.e. water, gas, telephone, electricity)

+ infrastructure projects (e.g. roads) and transpart

» army, courts, prisons, police and security services

ﬁ n 3.1 Listen to the first part of a radio programme about public private
partnerships in the UK. Complete the notes with between one and four words
in each gap.

Traditionally, public private partnerships in the UK are related to
............ Lsuchas............ and............ services in hospitals.

The Private Finance Initiative (PFI) is different from earlier partnerships.
It is now the main way that the UK government finances............ K
PFl allows the government to build new ............ Sprojects without

. ﬁ.
A wide spectrum of projects are funded using PFI, for example new
ek “and waste-disposal systems. PFl projects now tend to be
much bigger than they were............ ago.

22
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ﬂ 3.2 Listen to the second part of the discussion and complete the summary
of the arguments for and against PFl projects.

MABDN BB RUBUNYDYY

Arguments in favour of PFI

!

Crificisms of PF( projects
e QOVernment can eommissian |

public services it couldn’t

otherwise afford,

T

g

wft.

0 Complete these sentences using the correct form of the words given in
brackets.

1 . Frvalisation. . (private) is the full transfer of publicly owned assets into the
private sector through a sale on the stock market.

2 Criticsarguethat............ (compete) ............ (tender) for public
services emphasises cost-cutting over guality of service,

3 Theiisa frunand............ (maintain) of this public hospital have
been............ {source) to a private company for the next five years.

4 Government............ (spend) on transport, roads and railways has
declined in the past 30 years, and many services have now been
fiseasane... (private). Nonetheless, the private........ ....(own) of rail
services is proving to be controversial in the UK.

0 Discuss your views on public private partnerships.

1 What are some of the advantages and disadvantages of private sector
involvement in public services? Think about the following issues:

» value for money
s accountability

-

public interest
+ gmployment rights
+ risks

2 How does private-sector involvement in public services in your country
compare to the PFl model in the UK?

3 Do you think there are any ‘core’® public services that the private sector
should not fund, sponsor or aperate? Why (not)?

4 Do you think the notion of publicly funded services will disappear in
the future?
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Reading and
language

() Discuss these questions.

1 Which public services especially need to be improved in your country?
2 Whal factors do you think could affect the success or failure of public private

partnership projects?

Infrastructure: Experience of the 1990s has put people off

By Sarah Murray

The failure of inefficient
and under-funded govern-
ments to provide citizens in
the developing world with
pssential services such as
water, power and sanita-
tion provides a compelling
argument for private sec-
tor involvement in these
activities, However, it is dif-
fleult to persnade compa-
nies to participate when
pricing remains too low to
repay  investments, and
when lenders are reluctant
to back projects in places
where political risk is high.

Private money flopded
into infrastructure projects
in the 1880s, particularly
power projects in Asia and
Latin America, which was a
target for multinationals
that Invested widely as for-
mer state monopolies were
privatised. But as problems
amerged both in  the
region and in companies’
home markets — many with-
drew, and today Latin
American countries are
etphracing the privatisation
of energy resources with
less. enthusiasm, Even if
investors could be tempted
back into power or water
distribution projects  in
emerging markets, the high-
er tariffs associated with
private systems are often
politically unacceptable,

“The private sector not
ouly has to Inprove opera-
tions and collection, but
also has to increase the
level of investment and cor-
rect for historical under-
investment,' says Francisco
Toureilles, director for
infrastructure at the Inter-
national Finanee Corpora-
tion (IFC},

In the case of water, pas-
sions run high, with many
arguing that access 1o
water is an essential human
right that should not have
to be paid for. However,
Michae! Klein, vice-presi-
dent for private sector
development at the World
Bank and IFC, points ont

that many are paving for it

already. Thoss  without
access o water, he says,
are often forced to buy
from vendors, paying ten
times or more than people
connected to modern water
svstems. “The idea that vou
can't raise prices because
it's not affordable iz, in
many cases, just  plain
wrong,’ he savs,

a But even if the argument

for a private-sector role in
infrastructure development
has been won, the question
is how to persnade business
to participate, particularly
since the experience of the
194905 has made companies
and lenders more risk
averse, ‘Companies got
badly burned in Latin
America,;” says Dan Bond,
who co-chairs the Experts
Group on Developing Coun-
trv Infrastructure Finance.
‘They invested heavily
before: the regulatory
regimes were worked out,
g0 they were building the
foundations on  shifting
sand.’

[ Another difficulty is that

infrastructure projects gen-
erate local currency rewv-
enue, while the long-term
financing is in dollars or
gurns. A sudden devalua-
tiom, such as the 1894
Brazilian currency crisis,
means that what seemed a
promising enterprise can

no longer service its debt,
We're tryving to figure out
how to get projects’ spon-
sors interested again, and
one of the key things we see
iz some type of risk sharing
between the public and pri-
vate sector, sava Mr Bond,
‘Because the private sector
is certainly not going to
step back in and take the
kind of risks it did in the
19905

Besides financing diffi-
culties, recouping invest-
ments remains a challenge.
The World Bank estimates
thal power prices cover an
average of about 60 per
cent of the costs, while
water prices cover just 30
per cent. ‘So whether it's
public or private, if nobody
pays for this stuff, it does-
o't get built,' says Mr Klein,
‘The private sector can't
recoup the investment, and
the public systems don't get
expanded and become
decrepit,

The participation of
mulfilateral institutions is
geon As one answer. The
IFC hopes to foster public-
private partnerships by
providing upfront financ.
ing, advising governments
on how to structure con-
tracts and establishing
transparent processes, thus

creating conditions it
helieves can attract
investors.

L]

Mr Klein believes other
ppportunities lie between
big povernment and donor-
funded projects and primi-
tive systems such as collect-
ing water from bore holes
or using wood as fuel
Local entrepreneurs, he
says, can provide services
that, while more expensive
than modern systems, are
an improvement on what is
available. Here, govern-
ment legislation is the
obstacle. In Africa, nation-
al electricity companies
supply power to little more
than 10 per cent of the pop-
ulation, and yet most
African countries forbid
the building of intermediate
electricity svsiems.

In the few places in the
world wheare this is permit-
ted — as in Yemen and Cam-
bodia — hundreds of small
companies  have hought
generators and established
wires connecting neigh-
bourhoods  or  villages,
‘Prices are higher than for
national svstems, but there
are no modern systems, 5o
people prefer this to noth-
ing,' savs Mr Klein. "This
isn't a perfect world, But
it's second best in a world
whers the best is far away’

FINANCIAL TIMES
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Q Read the text quickly and match the two parts of the sentence summaries.
Order the sentences in the way they appear in the text.

1 Governments in developing countries have a) provide more costly services rather than no services at all.

failed to b} increase the participation of institutions and attract
2 Private companies are now more wary of investors.
investing in g charging higher prices for essential services is politically
3 Michael Klein would disagree that unacceptable.
4 Developing countries tend not to d) use the same currencies for financing projects and
5 The International Finance Corporation is generating revenue.
trying to e} infrastructure projects in Latin America than in the 1990s.

6 Michael Klein suggests local entrepreneurs  f) provide basic services such as water, power and sanitation.

(@ Choose the meaning of the words in italics, according to the text.
1 back a project (paragraph 1)

a) provide political support for b) provide finance for
2 got badly burned (paragraph 5)

a) lost a lot of money b) lost property in fires
3 get projects’ sponsors interested (paragraph 6)

d) encourage sponsors b} create interesting sponsors
&4 recoup the investment (paragraph 7)

a) getreturns on money invested B) ask for their money back

9 Grantmar reference: Dependent prepositions page 120

G Look at this example of the passive from paragraph 4 of the article, then
complete the following sentences using the verbs in brackets in the passive.

... water is an essential human right that should not have to be paid for.

1 Despite improving the image of the public sector, a major change still
............ {need to /make) from the fop down.

2 Athinktank............ (set up) in the coming year in order to advise the
government on how to spend public money more wisely.

3 More companies............ (have to /persuade) to invest in our educational
project for African countries.

& The relationship between public and private sectors............ (should not /
buitd) on only mutual benefits. Any resulting projects must be to the public
good.

5 The watercompany ............ {forbid) to continue with the project after it
has emerged a number of directors have exchanged money under the table.

6 Assoon asthe contract............ (sign), several scandals erupted. A politician
had had financial links with the projectand ............ (force) to resign.

(@ Rewrite these sentences using get or have where possible and putting the
verbs in the correct form and position.

1 The Prime Minister want / pass the new legislation [ by next month

The Prime Minister wants o get/have the new legislation passed by next manth
2 The TV company still try / approve the joint venture [ by the government
3 The Polish minister hope { build a highway / in two years

4 Many still believe the only way to / bring business in line [ is through the
establishment of global rules, such as are being discussed in Geneva

5 PPPs are types of contracts whereby the public sector { build or manage some
Grammar reference: kind of service [ by the private sector

Passive page 121 6 PPPs have often failed because governments / not invalve the public / in projects.

£



3 Partnerships

Business skills

Negotiating:
being vague and
being precise

LEIGH STEINBERG WINS WITH INTEGRITY

Steinberg follows 12 rules for

winning with integrity. Six of

the best are:

« |garn everything you can
ghout the other party.

= Make sure the other party
helieves that you have options.

« Sgt the stage for cooperation,
not conflict.

« Mever shaw fear or anger in
the face of intimidation.

« Be the best listener you can.

= Plan ahead for what you are
willing to give up.

| LeTME GET THIS STRARGHT|
ARE YOU SUBGESTING
YOLD LIKE TO BE
RE-LOCATED?

EJ

) Lookat the extract from the book Leigh Steinberg Has a Game Plan on the left
and discuss these questions.

* When was the last time you negotiated? What was the outcome?
* To what extent do you agree with the six rules for *winning with integrity'?

+ Do you know of any other rules or tips for successful negotiating?
What are they?

©) Match these negotiating expressions (1-8) to the correct function (a-h).
1 Given/Seeing (that) you can’t deliver any sooner, we'd like a 5% discount.
2 What would you say to a 4% discount and a free sample?

3 Supposing we/you were to make that three free samples.
& | think we could work/go with that.

5 We're looking at an initial order of 100 bikes.

6 Would you be willing to come down a bit in price?

7 Somewherein the region of $400.

8 Are you saying that you have those items, in that colour, in stock?
a) Describing your needs

b Making a suggestion

¢) Introducing a condition

d) Requesting a concession

e) Hypothesising or ‘sounding out’ the other party

F) Reaching agreement

g) Asking for precise information

h} Being vague

G (73.3 Listen ta the following extract from a negotiation. What is being
negotiated, and what is the outcome?

0 (73.3 Listen again and say whether the speakers are (a) being vague,
(b) being precise or (c) asking for precise information. Note down some of the
expressions used.

Speaker Vague | Precise | Asking for precise | Expressions
information used

Kathy

Giovanni

G Role-plays. Negotiate the following situations, Take notes on what is agreed.

Student A: Turn to page 143.
Student B: Turn to page 150.

When you have finished negotiating, review what happened. Could you have
reached a more satisfactory outcome if you had done something differently?
Did the other party make any mistakes?



Report writing:
layout and structure

|

3 Partnerships |

o What is the logical order of these headings for a feasibility or recommendation
report? What other sections might be included in this type of report?

+ recommendations

« conclusion

* execufive summary
s jntrodluction

= findings

(@ Complete these tips with the words in the box.

draft re-edit errors headings layout plan  register

Report writing tips
Read a similar repart first; writea . ........... :
or outline and then write your first draft.

Editforstyleand ............ 2 e.g. formal
languaze, passive or active forms,
Proofread for typical ............ i, e.g subject-
verb agreement, prepositions and punctuation,
Organise ...ooevvnnns ‘and structure with
appropriate titleand ............ 3.
R ®and rewrite if necessary,

Take a break or ask someone to read it hefare
you rewrite yourfinal ............ 4F

ﬁ Complete the report on concepts for negotiating on page 159 with these
sentences (one of them is not used).

A After each negotiation session, review what happened.

B The end result may be agreement, agreement to continue later, or end the
negatiation.

C BATNA stands for your Best Alternative To Negotiated Agreement.

D This report on negotiating aims ta outline the main characteristics of a
typical sales or business negotiation.

-E An example would be agreements between suppliers and customers who
intend to do repeat business.
F Both sides should share goals and be willing to trade to attain their
objectives: a ‘win-win® situation.
G Megotiation is conferring with another person or group to arrive at a
settlement of some conflict.
H Define your own goals, your opponent's goals and the conflict.
I In business, negotiation is an important management skill,

o Write a brief report on one of the negotiations you role-played in Exercise E.

:) Writing file pages 138-139

7
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Konopnicka Airport takes off

Background

Konopnicka Airport is one of the regional airports npﬁ-rated by the
Polish Airparts Agency (PAA). Last year, more than 5.5 million
passengers passed through the passenger terminal, and a significant
growth of [reight volume and passenger traffic is forecast for the periad
to 2020. Passenger traffic has already grown at rates exceeding forecasts
and is expected to increase to around 9.4m in four vears’ time, Capacity
of the passenger terminal has been set at 12 million passengers yearly,
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PRESS RELEASE & ;ﬁ (N

Iu:-m}pnlckd Alrport is
well snited for l"urﬂur
rje-.réfupml.m as an
international hub airport
and enjoys a geographic
advantage, along with
mheg' Central European:
airports, that may relieye
the air traffic congestion:
in many Western
Eumpﬂ.m, countries. In
order (i m:iapt
Konopnicka Airpart 2
the nf:eﬁﬁmg !I;%i‘ght'
passenger wraffic, the PAA
and the Mlﬂ.hl.l}’ of
Infrastructure have taken
the declsmn 1o add a
second mnw&}r,ﬁnd
construct a new. Wur1d~
class pass-:ngcr’ temunal
a cargo terminal and a
catering base.




Listening ()3

Listen to Jozel Pulaski, Director General of
PAA, talking to Karen Armstrong, Chief
Financial Officer for the British Airports
Enterprise, and Stefan Znaniecki, a
consultant in public-private partnerships in
the UK. They are discussing ways to finance
new infrastructure projects. Complete
Jozel's notes from the meeting.

mann wins contract
for Polish airport
laumann, the German consfruction ,

firm, has won an open i'nragrnu!inqd
ender compefifion for the expansion
Konopnicka Airpert in Poland, :
B o i Loumann

The proposal Euhn‘IiHE.I:;JI by La

will Ee financed by W&bgp'jﬁerkei .

Bank in Frankfurt. Construction work is

due fo start early next year. |
Laumann is one of the world’s largest
international consiruction companies,

wilh more than 80% of the |
comoralion’s lurnover coming from .
projects developed outside Germany.

S Tr———

3 Partnerships]

PAA can maintain control of
public-private venture by

Dptions for financing the project
1) State Treasury: ednnot provide the
finance needed in time for
expdnsion pr'{irﬁ:.f,
2y Commercial banks: Interest?

..... O N B T T U S L o G T SR AP P T L |

4) Most likely option is

LE}

Choosing a contractor
Put the Konopnicka Airport expansion
praject

Ask potential contractor to

Negofiate risk allpzetion, £.4.

Negotiating a PPP
Woark in pairs.

Student A: Turn to page 144.
Student B: Turn to page 151,

L L]
Writing
Write an executive stmmary of the negotiated

PPP agreement.

:) Writing file pages 1381349

|25



il Revision

Vocabulary
business idioms

Business skills
networking

Presentations

formal correspondence

1 Being international _

Complete these sentences using a suitable idiom from the box in the correct form.

get back on track  get someone’s input on something  go over keep track of
kick around  kick off runout of stick to the point

1 I'mafraid | .. handouts. If you give me your e-mail, 'l send you a Copy.

2 The round-table discussion at the conference went off topic for a while, but then

EVEFYONE .o ;

I'm sorry, | wasn't listening. Do you mind ............ the main paints again?

& Our boss never ..., in meetings. She's always going off on a tangent and telling
us her views on the warld.

5 | know we like it, but could we ... our customers’ ........... on the new slogan?

6 As you can see from the agenda, we've got a lot to get through today, | suggest
Rachel .o with the first item.

7 First of all, I'd like you to brainstorm and ............ some ideas on intercultural
communication, and then we'll look at what the experts say.

8 When our British and American colleagues attend meetings, it's hard to ... what
they're saying. They use so many colloquial expressions.

(%]

Match the expressions (a-h) to the functions (1-8).

1 Infroducing yourself a) So,whal did you think about the speaker's views?
2 Introducing others b) Would you be interested in a further meeting?

3 Expressing an opinian ¢) That'll be great! When did you have in mind?

4 Asking for an opinion d) I'd like you to meet my manager, Alex Prades,

§ Finding things in comman e) |'m not sure if | completely agreed with her.

6 Inviting someone f) Well, it's been great talking to you.

7 Accepting an invitation g) That's amazing! We were hoth born in Romel

& Finishing a conversatian h) Please call me Leszek. Here, take one of my cards,

Choose the correct alternative to complete each quote on speaking in public. What's
your opinion of these views on public speaking?

1 Only the prepared speaker a) were bad speakers at first,
2 Allthe great speakers b) a persuasive speech to fuddle the mental
3 Once you get people laughing, apparatus,
they're listening ¢) speak ten minutes too long.
g It is daelivery d) that makes the orator’s success.
5 Most speakers e) deserves to be confident.
6 There is nothing inthe world like ) and you can tell them almost anything.

You are giving a presentation on business culture in your country. Write a formal
letter confirming your attendance at the conference and include the main points of
your talk. Think about the following and add some of your own ideas:

= |local customs and traditions
* entertaining foreign visitors
* taboo subjects when socialising/networking



Unit Al REVEDIT_J

2 Training
Read this article and complete it with words or phrases related to training and

development taken from the box. Two of them are not used.

business schools coaching develop developing partnerships
have been running  three-year programmes  the school  trained
training for executives will be offered

HEC MONTREAL WINS Development Banl. The four projects identified strategic plan-

AFRICAN ASSIGNMENT The school will run four .., *in Montreal, Tunis ning, corporate governance,
: . e I English and and Cairo and will consist project management and
R Lia AleéMﬂ French for the bank, The of executive, management. creating and ... T as
HEE Munt‘r[ﬂ:&l ig celebrat. project will be one of the leadership or new ...l n08 areaz where it wishes its
ing after beating off compe- largest ............" has ever ProErEmmes. staff to............ B,
tition from l‘w_'_ global done in terms of ..o 4 The African Development
"""""" ! to provide pro- and managers in a global Bank has adopted a new

grammes for the African oo cnentive strategic plan and has  FINANCIAL TIMES

TG EIER RIS Match the two halves of the telephoning expressions. |dentify whether they are

confirming, clarifying or correcting information,

telephoning
1 Would you mind a) tosay was the course starls after the New Year,
2 Could you explain what you meant  b) going over the training objectives again?
3 | justwantto €} run over the New Year holiday then?
& So, the courses are going to d) I've made myself clear.
5 |'m sorry, don't think g) check the exact course dates with yau.
& Well actually, what | meant F) when you said full attendance is required?

Look at this informal e-mail. In most of the lines (1-11) there is an extra word that
doesn't fit. Write the extra word or put a tick (+) if the line is correct.

e-mails
£t = fgsup  FView X Dedets pf New o) Aeple B Tamh

Hi Angus, "
Joanne mentioned something about a skaff training the other 1.

day. Do yvou have any more of details? 'd be really interested R it i

in doing scme sort of training related lo do Six Sigma, you B s s
know, on cost-culting and budgets. | think some othars Wi
managers in my depariment would be interested in coaching- R A
style programmes, foo. | understand it the participants wen't B G
have to pay for? | mean, it's free, izn't it? Would you mind AT OTTO
making sure someone asks for our feedback when the course 8 ..
finishes? Mobody bothered themselves asking our opinion (85t 8 Li.vveeeerseeeen
fime! I'd be really grateful iIf you could e-mail me with all the B0
information, including course dates and times. Thanx. o R PP
Carla "

R ———

m Rewrite the previous e-mail in a formal style to the HR manager.



I Unit & Revision

Vocabulary
waord-building

Vocabulary

word partnerships

dependent
prepositions

China recently released reg- |
ulations allowing [oreign ArE

Complete these sentences using the word in brackets in its correct form.

1 (mentar) ............ a young executive requires a great deal of skill and in-depth
knowledze about the company.

2 The university (lecture) ... was a man in his fifties who really enjoyed teaching
young people about business management,

3 Human resources departments have difficulties {(assess) ............ the true success of
staff training and development programmes.

4 I'm due for my first (appraise) ........... with my line manager tomorrow, It's making me
a bit nervous.

g Could you give me a hand? I've got the (instruct) ... leaflet, but | don't

understand a thing!
6 Gerry isn't an ordinary teacher; he calls himself a training and development (consult)

7 The course leader knew he had to change the activity, as all the participants were
looking bored and (motivate) ... :
8 The young (train) ... were very keen to get started in their new work placements,

3 Partnerships

Match 1-8 with a-h to make suitable word partnerships and then complete the

opinions on public private partnerships below using the collocations. Discuss your
views on these comments.

1 change 5 poor a) sector e) of services

2 private 6 lack b) fromperfect f) planning

3 far 7 reputation ¢} of money g) life beltter

4 make 8 delivery d) for h) their ways

1 PPPs combine the best the public and ......... offers, while limiting the shortcomings of

either the ‘privatisation’ approach or the exclusive public sector ..........

2 Thers are a lot of reasons for delays in infrastructure, but the most important are
_________ NETY s, INadequate laws and frequent personnel changes at the ministry.

3 The public sector still has a......... being a bit set in its ways, and having staff who are
never going to ... , but this is simply not the case.

§ Many believe that while ......... , only private enterprise has the energy, the finance
and the inventiveness to ......... for the world's poor.

Complete these extracts from newspaper articles using a suitable verb from the box
in the correct form. One is not used.

admil apply decline depend encourage

expect hope invest need try

The Polish transport minister fl
............ 5 tp see a highway |

Civil servants in the UE {
now i to

companies to ... Ein broaden their develap. connecting Warsaw with Ger- *r
television-programme-pro- ment through working in many within four years, Cur- |
duction joint ventures. | other depariments or epe. rently, traffic is squeezed ona |
Shandong TVIDEL ....coene - tors. The Department of narrow road filled with cars |

to comment on the timing of
its [PO (Initial Public Offer-
ing}, saving it was still

............ i for government |

approval,

32 |

toying with death as they |
............ T to pass transport [
trucks. President of Basell |
Orlen Polyalefins in central

Trade and Industry now |
............ el (ks sepior |
civil servants to spend at
least a week every yoar | |
working in an outside | Poland says, ‘Poland really |
bin b BT VT P S RSN b ) # to speed up its road |
it . construction, We .........lon |
bulk traffie to transport our |
goods.” i
|



Unit A& Revision ]

W EEGIEL( - A government official (A) is talking to a middle manager from the construction
company, Roberts & Walters Construction (B). Complete the dialogue with the
correct negotiating expressions from the box. Identify whether they are vague (V)
or precise (P).

being vague or
precise

But you signed a contract

I'm afraid it's looking unlikely

|aok at the refinancing of this project

laok into the possibilities very carefully

otherwise we have no alternative but

see what can be done

that will invelve taking on extra labour

the project suffered serious delays when
whatever it takes

your company would be responsible for any defays

A: Are you saying you won't have the offices built until January of next year?

B: Well, to be realistic, vt

A: ... saying completion is due for November of this year!

B: That's true, but you're also aware that ............ iwe discovered archaeological remains
as we were excavating.

A: | know, | know. But our agreement on risk allocation was that ...........4 in the building

schedule. Can't you speed things up? The new owners are moving into our old
government offices at the end of the year.

B: The thingis, .........> or overtime, which is going to be expensive, and the remaining
budget doesn't allow for that. | really think we need to call an urgent meeting with
all parties involved to ... B,

A: Yes, yes, .........”. But, this building has to be ready by the end of December, ...
to start finlng your company for every day that the project overruns,

B: OK, I'll talk to the on-site manager again and ... 5. And the emergency meeting?

A: Mmm, we'll certainly ...

Imagine you are the manager in the previous exercise and you are working on a
construction project for new government offices. Write a progress report to your boss
explaining recent developments and include your recommendations for completing
the project on time. In your report, use at least two examples of the passive and two
examples of the structure fo get or have something done.

Examples:

Construction work must be completed by the end of December,

We need fo get/have the refinancing of the project approved in order to finish

o Hime.

report layout
and structure



“”4 Energy

OVERVIEWY

D Listening and
discussion
The future of natural gas

Reading and language
Adream of a hydrogen
economy
Business skills

| Problem-solving
Proposal writing

. Case study
Energy saving al
Supersun

‘ There is no wave without wind. ’
Chinese proverb

{) Discuss these questions,

Listening and
discussion 1 Which sources of energy are generally considered to be environmentally
friendly? Why (not)?

2 What ways are there of saving energy in a) the hame? b) a large company?

e 04.1 Listen to Anthony Fitzgerald talk about current trends and
developments in the industry and choose the most accurate endings for
these summary sentences.

1 Itisthought that there is a limited supply of ...
a) fossil fuels and natural gas will not be available in 200 years' time,
b) cil and gas, and neither will be available 5o years from now.
2 According to Anthony Fitzgerald, the sectoris ...
a) not doing so well due to increased levels of competition nowadays.
b) doing well, despite there being more competition than there
A Anthony Fitzgerald, gas used to be.
industry expert 3 One effect of deregulation in the industry has meant that gas companies _..

a) are now not obliged to purchase from any one source,
b) can now purchase from anly one source.

4 Following the new regulations, the more established companies have had
[0 ...

a) put their activities into one package.
b) divide their activities into separate areas of business.
5 Twa significant issues in the gas sector are diversification of sources and
a) security of supply.
b) dependence on supply from the Middle Fast.




India’s population of about
1 billion represents about
il per cent of the world's
population, buf decounts for
leas than 2 per cent of i
energy onsumption.
Wevertheless, the qrowth in
L in Indit is expected
o result in a more than
doubling of ........." over the
ekt 25 years, aceording o
the Infernational Energy
Agenicy (IEA), E oveni”
for the developed world

4 Energy |

O 4.1 Listen again and correct the eight errors in this summary
of the interview.

Matural gas is far less environmentally friendly than other fossil fuels like
oil and coal, but it s also being replaced by newer sources of energy, as it
will probably run out in 5o years' time.

The gas sectar is unlikely to continue doing well for some time ta come,
and the opening up of markets, together with deregulation, has created
more campetition in the industry,

Changes in how the sector is regulated mean that gas suppliers can now
sell from anywhere. New regulations have also forced some companies
to bundle their activities, dividing their companies into separate areas
of business.

Apart from competition, other factors that have affected the sector include
afall in the use of natural gas, as well as attracting a wider customer base.
This has led to mergers between gas and oil companies, as seen in
Germany, and the creation of energy giants.

Other concerns in the gas sector include security of supply and
diversification: the Midd|e East relies heavily on certain countries and
regions for its gas supply, 50 countries like Spain now import gas from a
variety of countries.

1 Which energy sources are becoming increasingly mare costly?
Why do you think this is?

2 What do you think will be the implications in the business world in the
case of an energy shortage?

3 What are the main energy companies in your region or country?

4 Anumber of energy companies have merged recently. What are the
benefits of this for a) the companies? b) their customers?

Complete these article extracts with an appropriate word or phrase from
the box.

energy consumption  energy efficiency  energy watchdosg
fossil fuel  global warming  greenhouse gas emissians
renewable energy  wind power

Germany introduced a package of
measures in its National Climate Nuclezs
Protection Programme in 2000, These energy offers the

............

ho .
include voluntary reduction ; lr,gg;p?fi“‘fmg Power op
agreements, minimum tariffs for ik cale without
electricity from ............ “ and e Eﬂfve h? That
legislation to encourage ............ 5 As regard as (h What many
a result of these and earlier policies, the STt Fa'i.:;ggem threqt
: g

Germany has become the world leader
e s finstallations. The benefits
are counterbalanced, however, by the
burden on taxpayers and consumers.

fi.w iﬁ?’ci of carbion dinxide
SInce industria| isation



| 4 Energy

Reading and 0 Read the news extract and discuss these questions.
language 1 Why are petrol-guzzling four-wheel drives popular with consumers?

How ‘green’ is
your car?

Cars will carry colour-coded
labels warning potential buy-
ars of thelr impact on climate
change, under measures to be
launched by the UK govern-
ment this week. The stickers
are hased on oA car's emis-
sions of carbon dicxide; the
gas that selentists have iden-
tified as the principal cause
of man-made climate change.
Four-wheel drives will suffer
the ignominy of baving to
display red stickers, while
amall, fuel-efficient models
will sport labels in shades of
ETEen.

A Adapted from
The Observer

36 |

2 Do you think the British government’s labelling initiative will prove
effective?

3 What initiatives is the government taking in your country? What else could

they do?
& What alternatives are there to petrol-driven cars?

9 Read the article A dream of a hydrogen economy. |dentify the four main

challenges involved in switching to hydrogen as a source of energy. How
would you describe the tone of the article?

@ Read the article again and choose the correct definitions for these words and

phrases according to the context.

1 revving up (paragraph 1)
a) making a car engine go much faster
b) becoming more active

2 fleets (paragraph z)
a) groups of cars owned or controlled by one company
b) able to run or move very quickly

3 along shot (paragraph 2)
a) an attempt in sport to throw, kick or hit the ball
b) worth trying, even though it's unlikely to succeed
4 waste (paragraph 3)
a) things such as money or skills that should be used effectively, but
are not
b) unwanted materials or substances that are left after a particular
process
5 have yet to yield (paragraph 4)
a) still have not produced
b) have not provided profit from an investment yet

6 takes up roughly (paragraph 5)

a) fills a particular amount of time or space approximately
b) accepts a suggestion, offer or idea in an aggressive way

7 match (paragraph 5)

a) be equal to something in value, size or quality
b) be suitable for a particular person, thing or situation

8 rugged enough to withstand (paragraph 6)

a) not likely to break easily and strong enough to remain unharmed by
heat, cold, pressure, etc.

b) be capable of defending yourself successfully against people who
attack, criticise or oppose you

g they (last sentence of paragraph g) refers to:
a) the Department of Energy
b} gas hybrids

10 that (beginning of paragraph 1o) refers to:

a) the fact that gas hybrids can't solve the problem
b) the fact that a substitute is needed for gasoline



4 Energy |

A dream of a hydrogen economy

by Robert F. Service

Switching from fossil fuels
to hydrogen could dramati-
cally reduce urban air pol-
lation, lower dependence on
0il and reduce the build-up
of greenhouse pases that
threaten to trigger severe
climate change. With those
perceived benefits in view,
the US, the European
[Inion, Japan and other
countries have sunk bil-
lions of povernment dollars
into hydrogen initiatives
aimed at revving up the
technology and propelling
it to market,

Car and energy compa-
nles are pumping hillioms

more into building demon- -

stration fleets and hvdrogen
fuelling stations. The only
problem is that the bet on
the hydrogen economy is at
best a long shot. Recent
reports from the 1S MNation-
al Academy of Sciences and
the American Physical Soci-
ety conclude that
researchers face huge chal-
lenges. The transition to a
hydrogen  economy, if it
comes at all, will not hap-
pem soom,

Top of the list of difficul-
ties is finding a simple and
economical way to produce
hydrogen. Today, by far the
cheapest way to produce
hvidregen is by using steam
and catalysis to break down
natural gas into Hp and
COq. But 15 per cent of the
enargy in natural gas is lost
a5 waste heat during the re-
forming  process. The
upshot, according to Pete

Devlin, who runs a hydro- &

gen production programme
at the US Department of
Energy, is that it costs $3 to
produce “the amounnt of
hydropen that releases as
miuich energy as a gallon of
gasaline.

4 In addition to strippiog

hydrogen from: fossil fuels,
DOE and other funding
agencies are backing innoy-
ative research ideas to pro-
duce hydrogen with algae,
use sunlight and catalysts
to split water molecules
directly and siphon hvdro-
pen from agricultural waste
and other types of ‘bic-
mass’, Years of research in
all these areas, however,
have vet to yield decisive
DrOgress.

8 If producing hydrogen

cheaply has researchers
scratching their heads, stor-
ing enough of it on board a
car has them utterly con-
fused. Because hydrogen is
the lightest element, far
less of it can fit into a given
rolume than other fuels. At
room temperature and pres-
sure, hydrogen takes up
roughly 3,000 times as much
space as gasoline contain-
ing the same amount of
energy. That means storing
a useful amount in a fuel
tank requires compressing
it, liguefying it or using
some  other form of
advanced storage system.
Unfortunately, pressurised
gas tanks are bulky, taking
up to four times the volume
of ‘a conventional fuel tank
to maich the driving dis-
tance of a gasoline engine.

) Discuss these questions.

i, e

Another area in need of
progress is the fuel cells
that convert hydrogen to
electricity. Fuel cells have
been used to power space-
craft, but their high cost
and other drawbacks have
kept them out of everyday
applications such as cars.
Various technical chal-
lenpes — such as making
them rugged enough to
withstand the shoeks of dri-
ving and ensuring the zafe-
{3 of cars loaded with flam-
mable hydrogen gas - are
also likely to make hydro-
gen cars costlier toengineer
and slower to win public
acceptance.

Hydrogen fuel-cell cars
alao face an obstacle from
outside: the infrastructure
they need to refusl. If
hydrogen is generated in
centralised plants, it will
have to be trucked or piped
toits final destination. But
because of hydrogen's low
density, transporting the
gas over long distances is
too inefficient and expen-
sive to be realistic — at least
with current technology.

It will need a massive new
hydrogen infrastructure to
deliver the goods. For a
hydrogen economy to catch
on. the fuel must be avail-
able in 30 to 530 per cent of
filling stations when mass-
market hvdrogen cars
become  available, savs
Bernard Bulkin, the former
chiefl scientist at BE Ener-
gy and car companies are
unlikely fto spend such
sums unless they know
mass-produced  hvdrogen

i, ol i o

vehicles are on the way, 'We
face a chicken-and-egg
problem that will be diffi-
cult to  overcome, says
Michael Ramage_ a former
expcutive vicepresident of
ExxonMobil Research and
Engineering, who chaired
the NAS hydrogen report.

Because many of these
problems - require funda.
mental breakthroughs,
many US researchers ques-
tion their country's early
heavy emphasis on expen-
sive demonstration projects
of fuel-cell cars, fuelling
stations and other technolo-
gies. In response to the
litany of concerns over
making the transition to a
hydrogen economy, Jo Ann
Milliken, who heads hydro-
gen-storage research for
DOE, points out that DOE
and other funding agencies
are not promoting hydrogen
to the exclusion of other
energy research. She sayvs
the inescapable truth is that
‘we need a substitute for
gasoline: gas hybrids are
golng to improve fuel econo-
my, but they can't solve the
prohiem’.

Yet, if that is the case,
many energy experts argue,
governments should be
spending far more money to
lower the technical and eco-
nomic harriers to all types
of alternative energy -
hvdrogen included — and
bring it to reality sooner.

1 The final paragraph of the article mentions types of alternative energy. How
many alternative sources of energy are you aware of?

2 What are some of the advantages, disadvantages and technological
drawbacks of these alternatives?

3 Which sources of energy do you predict we will rely an in the future?

:> Grammar reference: Discourse devices page 122
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Business skills (A] ( 742 Listen to two conversations. What problem is discussed in each?
Problem-solving

e O 4.2 Listen again. Complete the sentences with the expressions used.

Conversation 1 Conversation 2
LI, i s 'that the staff turnover in our Rotterdam branch It “we've sold out of air-can
is consistently higher than in other branches. units already.
B “that it's just a coincidence. Lt s iais " our.order for

:, they | fwork th h extyear
............ i they have a lot of work there are the moment. The ............ is the storage space.
tthﬁ fon Eﬂrl'ﬁll e L Lﬂﬂ-k. _____ b el 91 WE dﬂn't need tu
Maybeit ..........0. % take a trip over there and talk to him, make a decision right away.

G Lool at the phrases in Exercise B. Which phrases and expressions are used to ...

a) introduce a problem? ¢} propose a solution?
b) suggest the cause of a problem? d) avoid making a decision?

Match the two parts of the sentences to form useful expressions for
discussing solutions to problems.

1 Ifwe were a) well think aboul a new heating system.
2 | suggest we b) comes down Lo local conditions.
3 There is potential ) reducing the electricity hill.
4 We might as d brainstorm some ideas.
5 I'd say it all e) we invest in RRD,
& They could consider F) forincreasing sales in our overseas
7 A more in-depth study would markets
come g) to place an early order, we could sell more
B It could work, provided h} up with some solutions,

e On,z Role-play. Listen to the problems outlined in Exercise A again.

Student A: Turn to page 144.
Student B: Turn to page 150.

38



Proposal writing 1

Writing fil
pages 158-13Y9

4 Energy

Look at the expressions in the Useful language box. Which are more often
spoken? Which are more formal written linkers? Which can be both?

Useful language I

Linking exprassions

Adding extra information
in addition to, too, also, as well as, what's more, moreover, with regard to,
with reference lo, furthermore

Contrasting information
however, nevertheless, despite, in spite of, although, yet, (even) thousgh, but

Introducing the result of previous information

as a result, 50, consequently, as a consequence, given, due to, thereby,
therafore, because of

Giving the reason for something

as, since, bacause, that's why, for this reason

Expressing a sequence of events
firstly/secondly/etc., in the first/second/etc. place, then, after that, finally,
the final point/step/issue

@ Your company is relocating to new offices next year. Your managing director
has asked you to investigate the problem of a lack of transport links to the new
location and to propose a solution. Look at these informal notes and write a
three-paragraph intreduction to your report. Give your report a title. Use a
maximum of 200 words and look at the panel below for tips on writing style.

Fointe for intro.

T

Buackground - move fo the new buginess park on fhe outskirts in Jan - eify-centre
offices expensive, company needs more room fo grow, and itll bring the offices and
warehouse together in one place. |

Problem — admin staff eomplain about how theyre going fo get there. I've checked with
fransport eompanies — they're ot rerouting or planning new services soon because the
park’s new,

Proposal - morning/Tunchtime/evening mini-bus fo and from Kings Square because the
buas, underground and frain networks dre good there. Cost about 53000 euros a year:
Benefits - cheap, quick service thatll keep staff Fappy

f
[l
3 o MM -q-r.'--ﬂ"‘*--j

Writing style

Write with the reader in mind.

Keep your language simple.

Avoid slang, jargon and clichés.

Use gender-neutral language.

Use short sentences and paragraphs rather

than complicated constructions,

» Choose your words with care. A misused
word can lose you credibility.

* Choose a formal or semi-formal writing
style, depending on your audience,

EX
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CASE STUDY |
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Background

Supersun is a chain of 30 supermarkets
in Calitornia. Tight profit margins and
strong competidon mean that the
company has had o become
increasingly creative with marketing
strategies W retaln customers and
merease their customer base,

The company is now considering

another, simpler method o improve the
hottom line. Energy is the supermarket
mddusery’s biggest operating cost next to
shell stock, and Supersun could
signilicantly reduce costs by improving
energy performance,

Ever increasing energy bills and the
government’s “clean air’ legislation are
also foreing the retail sector wo find
ways o reduce energy consumption aned
COy emissions,

CALIFORNIA ENERGY
RESOURCE GROUP

The Financial Power of CEEG--
for the Supermarket Industry
Make energy performance your competitive advantage
£ . 0. : r | L h
With profit margins below 2% and 13-11@-1'5_';3‘,it :;i::;:fnhlg
' stre, sUpern c

a5 $50 or more per square m-__tru, superm -
;;?129 aignificant financial gains by focusing on energy
performance.

For the average supe rmarket cl
annual energy costs ...

hain, a 10% reductionn

; i G
p boosts profil margins by 9%
. r
p increases earmings per share by nearly 10%
increase in saie suare
p is equivalent to a £400 increase in sales per 5q
metre.

L ——



Listening ( 743

Listen to part of a meeting between Supersun's
tore Managers and the company Finance Director,
» Hopper. Make a list of action points for the new
nergy Project Team to work on.”

You are members of the Energy Project Team.
You have been asked to investigate some
energy saving ideas. Read your information
and report back to vour team.

Student A: Turn to page 145,

Student B: Turn to page 151.

Typical energy consumptlon In supermarkets

Cooking 1%

—Water
heating 3%

Refrigaration
53%

Task 2

You are members of the Energy Project Team.
Devise an energy strategy for your company,
Consider the following points:

* Hrainstorm some ideas for encouraging the staff
involved in the energy-efficiency campaign.
What options would you prefer for reducing CO,
emissions?

» \What renewable energy sources could you
consider to reduce your dependence on
electricity?

* Decide some short-term and long-term measures
to save energy and suggest a schedule for
implementation, e.g. phase out refrigeration
units.

= Several energy-saving innovations may decrease
operating costs over the medium to long term.
However, many of these measures will clearly
increase capital costs. What arguments could
convince management of the benefits of this
investment?

~

N

i & Energy |

Retailers hit by a second gas

and electricity price hike

CalPower today followed i
footsteps of other en ergy nnmlsan:::
by announcing a significant gas and
electricity price rise, Gas customers
will pay an average 11.8% maore
while electricity customers will see:

an average 8.8% increase. Today"

] € . ay's
price rise js CalPower's second rise
this year, bringing their total increase

up to nearly 17%. The com

; pany is
blaming a rise on wholesale prices for
its latest round of increases,

/

Store Managets' Monthly Meeting
Agenda
1 Minutes of the previous meeting
2 Collection of data on energy costs

3 Report CO,; emissions targets
4 Set up Energy Project Team

Carbon dioxide per square metre from energy use

840

L] |
460 - 1 B = =1 — =
z &ag 491 473
440 1 =1 i— — = —

A0 - = I =3 = L] —

Year! Year2 Year3 Yeard .‘r‘aars Year 8

Writing
Write 4 report outlining your proposals for
improving vour company's energy efficiency
and profit margins.

< Writing file pages 138-139

ler
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OVERVIEWY

:I Listening and

discussion
The future of work

i_J Reading and language

; India: call centres ring
the changes

|| Business skills
Resalving canflict
Writing: e-mails

:-J Case study

: Delaney: call-centre

absenteeism

(£ Alot of fellows nowadays have a B.A., M.D., or
Ph.D. Unfortunately, they don’t have a J.0.B. $

Fats Doming, US musician, singer and songwriter

Liﬁte_ning and ﬂ o 5.1 Listen and decide which work pattern each person is talking about.
discussion What are the advantages and disadvantages of each? There are two items

that you don't need.

a) Seasonal work e) Self-employment

b) Telewaorking f)  Shift work

¢} Casual labour g) Fixed-term/Temporary contract
d) Migrantworker h} Part-time work

0 O 5.2 You are going to listen to Sean McGuinness, Business Studies Lecturer
at Hammersmith and West London College, talking about the future of work.

’ b Do you think the following statements will be true or false? Listen and check

: 4 your predictions.

ﬁ / ; ,'j) i 1 There are fewer permanent contractsin the UK than there were a decade ago.
—— - 2 The trend is away from self-employment and temporary jobs in the UK.

& Sean McGuinness,

Businass Studies
Lecturer 4 There is increasing flexibility in employment contracts.

3 People are now staying in their jobs longer.



G O 5.3 Listen to the next part of the interview with Sean McGuinness. Put the
topics in the order he mentions them.

a) Occupations that are experiencing growth

b) Development of job enlargement

¢ Proportion of people using the Internet and e-mail at work
d) Recommendations for government employment palicy

e) Description of the *hour-glass’ ecanomy

G O 5.3 Listen again and make notes for each of the five sections in Exercise C.

{3 complete the sentences with these words and phrases from the interview.

bargaining power  employment tenure  job stability
middle-management  minimum-wage  mobile workforce
service sector  skilled manual

1 lobsinthe............,such as catering and cleaning, are traditionally very
low paid.
2 The average lengthof............ has, surprisingly, increased in the last

decade inthe UK,

3 Some experts predict that the expansion of the European Union will produce a
1] [¢] - AR, , with people moving around more for work.

g With the economic downturn and new flexible contracts, there is less
......... ... than there was a generation ago.

5 Will the phenomenon of job enlargement produce a reductionin. . ....oovees

positions?

6 Employees with fewer skills have always had less ............ when it comes
to negotiating pay and conditions.

7 Fewer............ workers, like plumbers and electricians, are being trained
these days.

8 The government has recently introduced new ............ legislation in an

attempt Lo protecl salaries,

o Discuss these guestions,

* Dovyou share Sean McGuinness's views about the need for employment
legislation? What are the arguments for and against regulating work?

* What are the employment trends in your region/country in terms of a) length of
working week b} overtime ¢) holidays and d) unemployment?

¢ Do you think there is an acceptable work-life balance in your country or is there
acarporate ‘work-all-hours’ culture?

* Do you think there is likely to be a reduction in the working week in the
foreseeable future?
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Reading and
language

o Look at these factors that affect job satisfaction. Number them in order of
importance in your view (1 = very important, 2 = quite important, 3 = not
important). What other factors might you consider? Discuss your answers.

flexible working hours
friendly work atmosphere
interesting wark

location

perks, e.g. company car

» job security
» good pay
pramotion opportunities

» getting on well with the boss
+ recognition for work

G What do you think are the main benefits and problems of managing a call
centre in India? Read the first two paragraphs of the article on page 45 and
check your answers.

G Read the whaole article and choose the correct option to complete these
sentences,

1

Despite significant growth in the
sector, a high turnover of staff in
India’s call centres has led to ...

Young workers recruited by a call
centre in India ...

As a result of some unfair
tactics by competitive call
centres, some multinationals
are now ...

Allowing mare mature
employees to work from home
or part-time is another way of ...

Despite high attrition rates, call
centres in India are expected to

a) loss of contracts.
b) criticism of its wark cufture.
¢) closure of many call centres.

a) often leave the job to work in another
centre that pays better,

b) often leave, even if they don't have
another job to 2o to.

¢) hath (a) and (k).

a) increasing employee count at a faster
rate.

b) opening call centres in more remote
places.

) retaining workers with attractive work
facilities.

a) telecommuting fram home.

b) attracting more experienced employees.

) dealing with the prablem of staff
turmover.

a) continue to grow.
b) doworse than those in the West.,
¢) both (&) and (4.

:} Grampar reference: Cohesive devices page 123

0 Discuss these questions.
Do you think that your job will be *a job for life'? Why (not)?
Which work sectors are currently experiencing a high turnover of staff in your

country? Why do you think that is?

In what other ways can a company make an unpopular job more attractive in

order to retain employees?

:> trrammar reference: Using inversion for emphasis page 124
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India: Call centres ring the changes

by Edward Luce

1 Tndia's call centres have a

(=]

lot to answer for, accord-
ing to the traditionalists.
Not only has the booming
sector helped spawn a
brash new generation of
profligate CONSILMErs,
they say, but its revolving-
door work culture is also
undermining virtues such
as  loyalty, hierarchy,
patience and discipline.
Such  anxieties might
appear futile in view of
the fact the sector has
almost guadrupled its
headcount in the past
three yvears Lo more than
350,000 employees and
looks set to cootinue
expanding at 50 per centa
Vear,

Such concerns are also
becoming the chief
headache of Indian call-
centre managers, Attri-
tion rates, particularly in
the larger hubs of Banga-
lore, Delhi and Mumbai,
have jumped to more than
a0 per cent a year in the
past 18 months, This is
still comfortably below
the worst rates in western
centres, where it could
excesd 100 per cent. It is
now posing serious chal-
lenges to India's increas-
ingly stretched human
resource managers, ‘Untl
very recently, India had a
culture where vou took a
job for life and never
dreamed of leaving it
unless you had a firm
counter-offer,’ says Noni
Chawla, 8 management
consultant and  head-
hunterin Dethi, ‘But these
yvoung call-centre workers
think nothing of taking a
job, doing four weeks of
training and leaving with-
out-anything else in the
hag.'

3

There-is an economic
logic to such restlessness,
however. [n  spite of
[ndia's unmatchable sup-
plv of English-speaking
graduates — roughly 2.5m
# vear graduate in India,
most of them with some
level of English - the
industry's rate of expan-
gion  has meant that
demand has often out-
stripped supply. This is
particularly true of the
more established centres.
‘1 would advise companies
that are setting up in
India to avoid Bangalore
in particular” savs Paul
Davies, managing direc-
tor of Onshore Offshore,
a UK-based consultancy.
“There is a circuit where
new companiés come in
and poach emplovess at
higher salaries.”

One solution has been
for companies to choose
more izolated locations -
as HSBC has recently
done, when it opened a
call centre on the coast of
Andhra Pradesh. India
has more than 50 towns

with a population of &

800,000 or more. Never-
theless, the strategy has
its risks. One multination-
al that recently opened a
centre in the Rajasthan
capital of Jaipur has
found it hard to boost its
emplovee count at the
pace it would wish. ‘India
has a lot of English speak-
ers, but investors should
not overestimate the num-
ber that are readv to
work,” said Raju Bhatna-
gar, president of ICICI
OneSource, an Indian
third-party call centre,
with 4,200 employees in
Bangalore and Mumbai,
‘It is probably better to
face problems of attrition
than of shortage of supply.

]

Another remedy, which
has taken on increasingly
bizarre forms, is to make

the workplace more
attractive. Some compa-
nies have introduced salsa
classes. Others hawve
maoved to  multi-cuisine
canteens. Almost all have
on-site recreational facili-
lies, such as football
tables and cafés, albeit
with limited success, “You
can only really attract
people . with such gim-
micks,” says Mr Chawla.
‘Retaining them i a dif-
ferent matter”

More seriously, compa-
nies are also becoming
muore alert to dealing with
employes tranma, partic-
ularly for those who work
on  the telephone, for
example abusive calls, “All
calls are recorded. so we
git evervone around and
replay it and azk every-
body to suggest where it
could have been better
handled,’ sayvs Mr Bhatna-
gar, Tt helps the employes
realize that it was nothing
personal. In fact, only
about 1 per cent of calls
are abusive and training
can do much to help,’ “The
typical [ndian response to
anger is to fall silent,
which only makes the
Western customer worse,”

savs Mr Davies. 'But they
learn very quickly.

Another solution — still
in its infancy - is to hire
part-time older employ-
ees, including housewives,
and to allow them to
telecommute from home.
About 80 per cent of
India's call-centre employ-
ees are aged between 20
and 25 and do not consid-
er the industry to he a
long-term career.

Another option, which
OIE company is consider-
ing, is to open a call cen-
tre on campus and allow
students to drop in and
out and work partdime.
‘The more [lexible we can
be, the more likely the
emplovess are to stick
around, said a human:

resoUrces  manager in
Delhi.
Ttimately, though,

there is not much compa-
nies can do to surmount
the two core problems;
that very few people like
to sleep during the day
and work at night (the
permanent Sjet-lag syn-
drome’) and that, in spite
of some of the more glam-
orous-sounding out-
growths, most work in
call centres is repetitive
and is likely to remain so.

AL the same time, there
is little to suggest the
problem of an inherently
footloose workforce will
pose a mortal threat to
India's continued expan-
sion. ‘Call-centre atirition
is a universal problem,
says Mr Bhatnagar It
has pot worse in India,
but not nearly to the
extent you would see in
thie West.,

FINANCIAL TIMES

trends
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Business skills G Do you agree or disagree
with the following

Resalving conflict statements? Discuss your
answers.

= Conflictisn't necessarily
a bad thing.

= |t's best to keep things
rational when there's a
conflict rather than show
your emations.

» The maost common kind
af workplace conflict is

between colleagues af
the same grade,

e Look at this checklist of techniques used to deal with conflict. Which do you
most often use? Which get the best/worst results? What other techniques
have you used or seen used?

Conflict resolution techniques Often Sometimes Hardly ever

| Avoid the person or issue

| Change the subject

Get an ‘independent’ mediator

Admit you are wrong, even if you think you're not

Turn the tension into a joke |

Work towards a mutually acceptable solution |

Apologise and give in |

Try to understand the other person's perspective

Identify exactly what you agree or disagree on |

Complain until you get what you wanl ‘

46 |

G Read this description of communication problems. Do you consider yourself to
be a good listener? How do you show other people you're listening to them?

According to Roger Fisher and William Ury in their book Getting fo Yes, there
are three major problems in communication: Firstly, people may not be talking
to each other. Frequently each side has given up on the other and is no longer
attempting any serious communication. Secondly, peaple don’t pay enough
attention to what other people say. Then there are misunderstandings which
are compounded when people speak different languages.

The solution they propose is to listen actively; acknowledge what is being said
and guestion your assumptions. Understanding is not agreeing, but unless
vou can show that you grasp how the other person sees things, you may be
unable to explain your point of view to them. You therefore maximise the
chance of having a constructive dialogue.

0 Q 5.4 Listen to a conversation between two work colleagues. What
techniques does Terry use to show he's listening actively to Yolanda?
How would you resolve their situation?
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Useful language I

Active listening, paraphrasing and checking understanding

Let me see if | follow you. You're saying that ...

From your point of view, the situation looks like this...

Do | understand correctly that what you're saving is .7

0K, let me make sure | understand you. You say that ... Have | got that right?
I'm sarry, | missed that. Could you please repeat it?

I'm not sure 1 follow/understand you. Could you say that again?

Please go on,

| appreciate how you feel.

| can see why you feel that way.

Yes, you have a point when you say ... and here’s how it looks from my angle ...

B Role-play. Read your information and try to resolve the conflicts with your
partner.

Student A: Turn to page 145,
Student B: Turn to page 152,

ﬁ O 5.5 How would you answer these questions? Listen to Rob Giardina. Does
he mention the same points as you?

1 Why are there sometimes problems and misunderstandings when people write
e-mails fo each other?

2 What can you do to avoid these misunderstandings?

3 ‘What can you do to solve the problem when there's obviously a conflict?

< a
A Rob Giardina, O
international (

communications
consultant

Writing: e-mails ] (© You're very busy at work at the moment and haven't had time to finish the
monthly sales report. Read this e-mail from your manager and write a reply.

D5y = dPowp FView X Dseis FMew 25 Fepy [ Toos

Fram  Lynna Atkins
To Yolanda Fowler
Subject Monthly zales

Where's thal repart?
Lynne

L i |

3 Writing file page 135

lez
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Dielaney is a Dublin-based call centre working for a major
car-hire company. Delaney employs 240 full-time and part-
tme agents. Most agents are women in their mid- w late
2045, many of them fluent in Spanish, French or German,
The car-hire company has centralised most ol its European
operations to this call centre.

In common with many call centres, Delaney has high levels
of staft turnover. The average length of scrvice is only three
vears, This means high costs in terms of recruiting,
selecting and training a call-centre agent. Added to that
cost 15 the fact that new agents are not as productive as
experienced agents,
There is also concern
about the

CASE STUDY K&

competitiveness of the Report on Ab i

| 5
I!I'I.S]l L.;lll_.:_'-{_-“[['f- EXEGUH\"E Sumﬁr:;earsm
industry, 3

The Human Resources Department manitorad
over a 12-month period.

Re F'Dl‘t r The findings show that there
Read the report, What the company. The S
possible reasons could per agent each year.
there be for the high
levels of absentleeism
and stafl turnover in
the company:

absentegism

are high levels of absentesism in
Is seven days taken in sickness

The most common causaes are
migraine, colds and flu, back p

This leve) of absence ma

reported as headachas and
roblems and stress,
¥ be causing delays in answeri
: : eri
calls and is placing extra work and strass an onireaguasng
In &u:rrdtr[t.lmn, there is the cost of finding replacement staff to
cover the absence and the uncertainty that absence ca
cause in future planning. :
Uftlmalﬂlm callers and our clientg may
with the lavel of customer sg
for the company 1o find way
deal with it when jt occurs,

become dissalisfied
rvice. The imperative therafore s
5 to reduce absentesism and to
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The consultant’s report

|
]
. '\..]. R s Hared e -
::It;iz;u.}f recently hired a consultant to run a Team Manager Mira Biswas and Tricia Monroe
s of stresss-management workshops |
{ ps. In one of her agents, meet to discuss Trici
a ¥ o - a " i IcIa
tm ][i'ImI dssessment report, the consultant sickness absence. Work in pairs 3
as f;?ghhghtucl a number of sources of Student A: Turn to 6 +
. : , : age 146.
nilict in the company. Read her report. Student B: Turn to ﬂage 14
b ek

Stress Management Workshops
at Delaney Call Centre

Final Assessment Report
As part of the training, staff were given a job satisfaction guestionnaire to complete
aary of the points are as follows:

anonyrously. A swmn
« Staff report high levels of horedom and stress: Morale is generally low and many

complain about an unfriendly workplace environment.
« Agents and team leaders alike mentioned the pressure o

representative feedback.,

[ workload. Here is some

"Thete are strict performanoe rgets, aind we lose the bonus if we don't meet them

-mmail fromt the team leader”
have five minutes to deal

he customer can't decide

every month, plus we get 2 rude e
‘t's sometimes impossible to meet the targets, We only
with each caller, but if there’ a complicated booking or ©
| The team leader just doesn't appreciate this!

It makes me feel bad that T'm beng unhelpful to callers, rushing them through the
bookings, and | think they get angry and resentful sometimes for that reason.

‘I'm desperate for a break somenmes afier dealing wach a difficult customer, but

d you'd be in rouble amyway for leaning your

what he wants, then youTe stuc

there’s nowhere w go to chill our, an

work station
“I'm under pressure from Dy (et manager t smake sure my staff ane meeting the
for manoeuvre or individual

targers, There’s absolutely no flexibility, no room
decision-making’

« The majority of agents mentioned they are unhappy about call monitoring.
They are hostile and feel suspicious about why calls are reconded. These
comments typified their concerns:

1 feel like I'm being spied on, that the
' heve to-watch every word | say
“If a caller is rude, I don't feel supported by managenent.

witing

teant leader doesn’t trust me to do iy job!

e e a;\' bume}em plovees have complained that e-mails
AL : : seni througl 2 C any e-mail svs
;}eéagey:dPrlsrmE; the issues to deal with. Discuss q [hmﬂmni{-{ntgl:;r{;‘:lpflm Sepptilofsic fause
nd decide how best to resolve the i i : fulunineih Weite an e
S AR ; Ve the Issues. mail to all stafl stating the company’s e-mail

Rl pany policy to manage and reduce policy. Consider these points r
eeism rates. 205 :
: * Monitorin staff e-mai
2 DE:;IT'E good practice for use of call recording . Jp,:.,-mml EEID[FHII L-:ndlls
e mﬂni'[;]]"ing'_ : e S O8 C=TIE
e R
=R . * P'rohibited content
5{:E;Estaff performance targets and the bonus * Dos and don'ts in the use of th
. 2 *USE ¢ c company's
» Decide company internal e-mail policy. SR S i
: : * ‘Trainin : ;
\: Devise a stratesy to reduce staff attrition rates. ; ; g to ensure .iEmI"I undersiand the
importance of e-mail etiquette

3 Writing file page 135
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o "% .
NEELILEELN ) Discuss these questions.
discussion 1 To what extent do you think competitive l[abour and production costs can

affect a company’s employees?

2 Name some companies that have had bad press over one of the following

IS5Ues;
* employment practices » product pricing
= environmental concerns = financial irregularities

Was anything done to rectify the problems as a result?

(7 6.1 Miguel Maran is talking about business ethics and social
responsibility. Read the summaries, then listen to the first part of the
interview and choose the more accurate one.

1 Miguel Morén says that corporate responsibility or citizenship is largely to
do with the action taken by companies in relation to the local environment
and is a kind of compensation paid back to society. He says many companies
only pay lip service to these issues. However, if a company is invalved in
unethical practices, it will be found out by its shareholders in the long run.
He adds it's also difficult for multinationals to ensure workers in developing
countries have decent wages due to local labour laws. Finally, he says itis

up to governments to ensure that companies respect not only labour laws

A Miguel Moran,
International Dean,

EAE business school, e i
Barcelona, Spain but also the human dignity of their employees,

2 Miguel Mordn says that corporate responsibility is largely to do with how
companies manage their business in order to present a positive image to
society. Miguel believes that to be seen to be ethical is at least a step in the
right direction towards social responsibility. He adds it’s also difficult for
multinationals to ensure workers have decent wages due to competitive
local labour costs. Finally, he says it is the responsibility of muitinationals to
ensure that they respect the human dignity of their employees.

50|
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@ Express your opinion on these statements by marking each one with one of
the following symbols. Then compare and discuss your answers.

A+ = agree strongly D = disagree in most cases
A = agreein most cases D+ = disagree strongly

1 Multinationals don't employ child labour any mare.

2 Companies that employ children befare the age of 14 should alse pay for
their education.

3 Banning child labour in some countries may create extreme poverty,

4 The Western world shouldn't force its codes of conduct on other countries,
5 Ultimately, social responsibility is up to the state and not business peaple.
6 Very few international companies have unethical practices,

@ (62 Listen to the second part of the interview with Miguel Moran and
compare your answers in Exercise C with his views. Use the following letters
to record Miguel’s views,

T = True F = False NS = Not stated
After listening, did any of your opinions change?

(E ] (762 Listen to the second part of the interview again and complete these
extracts with exactly five words for each gap.

1 Whatdotheydo? .....coc coiiiier vavnnes vennvnns cavnnnn, @nd they just get
them to do simple tasks.

2 The bottom line is that these children .. o T e
who are living not only in poverty, but {:Ften in Extreme pﬂverw

3 Companies must be responsible ethically and socially, but it's ........
.. Western companies that child labour exists.

& | think it's a mix. But our Western markets are oo i cvroeers veeeeins ceeeens
.. and higher and higher wages.

5 But | think it is very positive that we are at this point where many companies

BI L iiiinre cemiansn soneases saeennas saenaes LHEY are acting ethically or not.
6 New governments in EUFOPE Are ....icvs vorevies civienis vavenins aenaaaa. dORB
in the past.

7 Let's be honest. There are an awful lot of well-known companies that ........
. ethical but are producing unethically.

B Atthe end nfthe day'. it all comes down to.

ﬂ Complete these views on CSR (Corporate Social Responsibility) with a
suitable expression from the bax.

the bottom line  If|hadto  thetime has come far  Let's be
two sides of the same coin paylip serviceto  faceit

1 ..oee.... define CSR, T would say: the pursuit of profit is not enough: that
companies need principles and that stakeholders want to see those
principles in action.

2 ............ honest, a decade ago few companies with social and environmental
programme were unwilling to speak out for fear of being called hypocrites.

3 1 i , ethics and responsibility are ............ :

4 I don't think companies can just............ CSR and ignore what's
happening around them without contributing to society,

5 |think........ companies to adopt and embrace CSR because ............ is

they know it's mare likely to create wealth and shareholder value.

st
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Reading and
language

() Discuss these questions.

1 In contrast to Henry Ford, the economics guru Milton Friedman believes that
‘the one and only social responsibility of business is to make profits." What

is your opinion?

2 In what ways, if any, do you think that a company is responsible to the
following groups: shareholders, employees, suppliers, customers and the
wider community? Can you think of any other groups?

G Read the first part of the article quickly. How would you summarise the

writer's opinion? What do you think the word waffle means in the headline?

BUSINESS LIFE: Cnrpnrate I’ESIJDIISlbl].lt)F without the waffle

By Alison Maitland

1 Passion. commitment, en-

gagement, trust; it sounds
like the start of a beautiful
friendship. But when chief
executives rely on these

words to persuacde a seeptical

world of their company's
responsible  approach to
society, they risk being a
turm-off.

Almost every corporata
responsibility report today
kicks off with a message
from the CEC or chairman.
It presents an ideal opportu-
nity to explain in concrete
terms what being ‘responst-
ble” means for yvour business,
It is a chance to show share-
holders and other stakehold-
ers that vou understand the
soclal  or  environmental
risks facing vour industry
and that you are. tackling
them at board level.

These are issues that big
investors will want to know
even more abouf in the com-
ing vear - how companies
are  handling potential
threats to long-term share-

holder value, such as climate
change, the explosion in ohe-
sity or human-rights law-
snits. New regulations, such
a5 the forthcoming operat-
ing and financial review in

the UK, will reinforce the

need for a broad approach to
risk managenent.

Yet some chief executives'
messages are curiously cut
off from these developments.

Indeed, it can be hard to

work out precisely what
risks: a company faces
among the warm, fuzsy gen-
eralisations that still popu-
late the language of corpo-
rate social responsibility.
Talke the following from ‘A
word with Franck Riboud',
chairman and chief execu-
tive of Danone, best known
for dairy products such as
yoghurt, ‘Danone Way is &
response to 4 real need -

similar meaning to the following.
1 provoking a negative reaction (paragraph 1)

2 people or organisations directly or indirectly affected by the activities of a
company (paragraph 2)

3 trying to deal with difficult problems (paragraph 2)

which is to preserve and pass
on a culture based on our
dual commitment to busi-
ness success and social
progress,’ he says.

Or this from the foreword
to Toshiba's Iatest corporate
so¢ial responsibility report
by Tadashi Okamura, presi-
dent and CEC: For almost
130 years, Toshiba has been a
foree for social progress ...
Along the wayv, we have
earned the trust of society,
anid it is this trust that 1s our
true reason for being, It is
our motivation and our
in=piration.’

John Elkington, co-direec-
tor of SustainAbility, an
international consultancy
that tracks trends in non-
financial reporting, says few
forewords feel as if they have
been written by the CEO as
opposed to the public rela-
tions department. “You rare-
Iy get asense from the fore-
word about whether the
CEO or chairman has read
the report, or what they have
found interesting and sur-
prising.’

G Look at the article again. Find the words and expressions which have a

& problems taken to a court, by an individual or an organisation, for a legal
decision {paragraph 3)

5 unconnected with (paragraph 4)
& understand something by thinking about it {paragraph 4)
7 not clear, difficult to understand (paragraph 4)
8 promise to do something or behave in a certain way (paragraph 5)
g short introduction (to a book or report) (paragraph 6)

10 recards or studies the development of something over time {paragraph 7)



a4

To be effective, what
should your Introduction 11
cover? First, specific exam-
ples of the challenges the
company faces and how you
are tackling them.

Arun Sarin, chiel execu-
tive of Vodafone, talks
about potential abuse of
human rights and labour
standards in the group's
vast £23hn supply chaln and
how it is starting to manage
these risks through a code
of ethical purchasing.

But his opening lines risk

leaving readers disoriented. 12

‘We already have a clear
compass,’ he states, 'One of
our four values is “passion
for the world aronnd us”
and one of our six strategic
goals is to “be a responsibie
business”.! He leaves us
guessing what the other

6 Business g_tl_'lil;s ]

Read the second part of the article below. Identify the four points the author
believes CEOs should address and examples of good company practice.

values and-goals are,

The second thing is evi-
dence of transparency. Bob
Eckert, chairman and CEQ
of Mattel, refers to the glob-
al manufacturing principles
that the toy manufacturer
put in place in 19497. ‘We've
welcomed independent,
third-party auditing of our
adherence to these pringl-
ples and we've posted the
results for public viewing
on our corporate website
{(wwwmattel com), he
writes.

Third, a recognition of
the importance of gover-
nance. In his letter, Mr Eck-
ert says that corporate
responsibility at Mattel will

+ from now on be overseen by

the board's nominations
and corporate governance
committes, which is renam-

(ary

3

ed the pgovernance and
social responsibility com-
mitten,

Novo Nordisk, the Damnish
drugs group, links good gov-
ernance directly to the wayv
companies face up to soci-
ety’s changing expecta-
tions, ‘It is continuous hard
work, write Lars Rehien
Sorensen, president and
CEQ, and Mads Owlisen,
chalrman: Last yvear they
strengthened their risk-
matagement svstem, con-
tinued their work on board
self-evaluation and dewvel-
opad a4 new share-hased
incentive programme for
EXecutives,

Fourth, credibility. In
Gap's first social responsi-
bility report this year, Paul
Pressler, president and
CEQ, begins by telling read-

G Discuss the following questions.

1 Governments in the US and the EU are considering legislation to stop food
companies advertising junk food to children. How far should the food
industry be held responsible for people's health problems?

2 |fyou were the CEO of one of the companies mentioned in the article, what
would you see as the risks ahead for your company, and what would be its
social responsibility?

expression (a—h) with the multiword verbs in italics.

a) gradually stopped using

ers that, when he decided to
join the company in 2002,
his teenage daughter asked
him: ‘Doesn’'t Gap use
sweatshops? Much of the
rest of his message is abont
what the company is doing
to improve conditions in the
parment industry and how
difficult this is. It is both
parsonal and believable.

It is high time for plain
speaking across the board.
The foreword to next year's
corporate  responsibility
report will mark vou out
either as a leader who has
contemplated the risks
ahead or as a CEQ who has
jumped on to the bandwag-
on without really knowing
wiy.

FINANCIAL TIMES

Look at these extracts from various CSR reports. Match the correct

@) can be included in or classified as

b) done, as expected or promised ) ensure we do what we've promised
g) formally established

c) dothe same thing

d) avoid doing anything about

E-BR

number of suspect chemicals.

o =~ onth

h) explain in a clear way

We think it is vital that we ser out what we expect of our suppliers.

The company's policy is not to shy away from difficult issues,

We hope this initiative will motivate others in the industry to follow suit.
The company is taking action in this area and has already phased out a

This will enable our stakeholders to hold us to account.
Our strategy falls into three categories.
Their work is carrfed out in accordance with safety standards.
The Social Responsibility team was set up in zoo3.

: Granmmnar reference: Mudtivord verbs page 125

53
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Useful language I

Business skills

Ethical problem-
solving

Proposing solutions

In this situation, I'd ...

In this case, I'd ...

What I'd do/say is ...

If it were the case that ...

Giving reasons for opinions
on the grounds that ...

far the reason that ..,
Seeing/given that ...

Playing for time

That's a difficult/tricky/
interasting one.

Let me see, ...

It (really} depends on ...

Looking at problems from different angles
Having said that, ...

On the other hand, ...

At the same time, ...

There are a lot of issues at play here,

You could argue that ...

@) Work in pairs. Look at these ethical work problems and discuss how you
would respond to the three situations. Use some of the expressions for
problem-solving in your answers,

Situation 1: An
accounting dilemma
You worl in accounts.
Whilst checking the
company accounts one
day, you discover that
your financial director
has been claiming
irregular expenses.
Expenses include opera
tickets, two digital
cameras and a laptop
computer which you
think he bought for his
daughter. Some of the
expenses have already
been paid to him, but not
all. What would you do?

Siltuation 2: A generous present
One of your suppliers sends you
an unexpected present of a case
of 12 bottles of expensive wine,
The following week, they call
you to ask if you have received
the wine and whether the
company is going to renew their
contract for the next year. You
tell them the decision has not
been made yet, and they
intimate that if you renewed
their contract, they would give
you more presents, including a
weekend away for twa. You have
already drunk three of the
bottles during family meals.
What would you do?

Situation 3: Choosing tenders
Your company is going to build
new offices in Algeria, and you
are responsible for examining
tenders for all the contractors
interested in building the new
office. The two best tenders are
of equal merit, and you were
intending to recommend them
bath and et the Board of
Directors decide. This morning,
over coffee with your managing
director, he mentions that he is
very good friends with one of the
two contractors on the shortlist
and would be very disappointed
if they did not win the contract.
What would you do?

G {7 6.3 Listen to some people talking about the situations and compare your

answers with their response. Did you come to the same conclusion as the
speakers?

o () 63 Listen again to the three speakers and complete these extracts with
between four and six words.

Speaker 1

: [ speak to him to confirm or reject my suspicions,

e g0 to someone higher up in the organisation.

Speaker 2

3 ..vvoeren... respond to this kind of blackmail when | got the call.

4 ..o that if ..., that the decision was made in their favour, and
| kept on receiving presents, I'd reject them ............ it's unethical.
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Speaker 3

5 WO KNOW, WOU . ooiiaiiininans
have debts, a mortgage to pay ...

6 If the two offers were exactly equal in merit, .................... inchoosing
the director's friend.

your job may be an the line, you might

Managing @ (764 Lookatthe tips for managing meetings and writing up action points.
meetings Listen to an extract from a problem-solving meeting discussing procedures
for employing staff. What was on the agenda? Do you think the meeting was
managed well and effective? Why (not)?

Tips for effective meetings and action points: PARTAKE

PARTicipants: choosing the right ones is the key to the success of any
meeting. Make sure all participants can contribute and choose good
decision-makers and problem-solvers, Try to keep the number of
participants to a maximum of 12.

Agenda: check all meeting aims have been addressed; will you need a
future meeting?

Key points and actions: summarise the who/what/when. Minutes should
be short and concise and issued within 24 hours,

End by allocating ten minutes to review how you performed as a team:
what were the positive /negative paints, e_g. time-wasting,
misunderstandings or conflicts?

(@ Discuss these questions.
1 What kind of meetings do you normally attend?
How many participants are there? Who are they?
In what lanzuage(s) are the meetings held?
Who chairs or leads the meetings, if anyone?
How is it made clearwho is responsible for each action point?
Da you enjoy participating in meetings? Why (naf)?
How do you decide which meetings to attend?

b B = UL, R R S

G How do you think meetings in your company or organisation could be more
effective? Hold a meeting to discuss the agenda on page 160. Make sure one
person leads or chairs the meeting, but all participants need to take notes,

Writing: @ Using your notes from the previous meeting, write up a summary of the
action minutes action points or minutes for what was decided.
3 Writing file page 136

L
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CASE STUDY

_56]

Background

Stitch Wear is a popular US-based company, manufacturing
casual wear and sports clothing, with branches in the US and
Furope and lactories primarily in Pakistan and Indonesia.

[t has recently received bad publicity due to working
conditions in the manufacturing countries, namely in the
Punjab province of Pakistan, where the provincial government
has now cutlawed child labour. A British newspaper broke the
story on Stitch Wear employing children under 14 in its Asian
tactories, The Worldwide Labour Association (WLA) then
followed up with an extensive campaign, inciting the public to

boycott Stitch Wear’s pmr[lll;:[!&.

The beard of directors has recognised the need to rethink the
company’s policy on corporate responsibility. They have given

the PR department the task
of devising a strategy,
including high-profile
corporate sponsorship of
commmunity projects. Stitch
Wear now needs to boost
company sales, remain
compeltitive in the clothing
industry and present a more
positive ethical image to the
public.

The media

Look at the newspaper
article. How will the scandal
affect Stitch Wear?

#
Have we been stitched up?

Siitch Wear, the US-based clothing
company - specialising n casual wer
and sparts clothing, is due for a clean-up
as news hits the street that Stitch Wear
may be ‘stitching up” i1s CusLOMErs.
This paper has found evidence
supporting cliims by the Worldwide
Lahaur Association (WLA) that the
company has been using children under
14 years of uge in swealzhops Goross
the globe, from Pakistan 10 Peru.
Spokesperson for LA, Tanie Yoni
saick, "The provineial governmant of the
Punjah provinee in- Pakistar outlawed

e LI AT e N '

51
Stitch Wear

g = salas for last three quarters
E o
=
2 4.8
=

4.8

First Sacond Third
quarter quarier quarter
51 ’ :
main competitor
E 50 sales for last three quanaers
=
cC
= 49
=
First Second Third
quarier quarer quarter
Manchester Dally

il Tabor two years oo, hut we know
for a fact that Stitch Wear ure still
employing children a5 yoUng i tcn.‘.

The WLA ire raising awareness with
their publicity campaign “Who stitehed
us up? They're asking consumers 1o
check the ethics of compunies. Tanin
Yong explains: “What may seem &
preat bargain in the stone is probably
the product of a small pair of hands.
often undernaurished and, more often
{han not, without the basic right o the
kind of education that children in the
West simply take for granted.”




Listening (V65

Listen to an ethics
consultant talking to the
Head of PR (Public
Relations) at Stitch Wear
about Corporate Social
Responsibility projects
by competitors in the
industry. Note down any
suggestions that are
made and whether the
response from the Head
of PR or the consultant
15 favourable or not.

1 Proposal for a CSR report, assurin
employed by the company or

& Business ethics |

Suggestions for CSR improvement

Response

1 Eorsultant be mr‘;ﬁ il with frJrJ_c;Ju;;gﬁ i fhe

Head of PR agrees,

ol r‘t‘-}mr't has to sound real dnd sincere.

CSR meeting agenda

its social and environmental responsibilities,

2 Visit overseas manufacturers more frequently

one is enforced.

3 Set up a series of educational, technical training and/or health
programs for child employees (14-18),

4 Purchasing department: consider g Sustainable supply chain
a supplier-screening policy. ‘
5 Suggestions for new slogan and marketin

Stitch's CSA philosophy.

6 Sponsorship of local projects

7 Creation of a new team under the supervision of a Corporate

Responsibility Officer.

8 Any other suggestions
Task -

The Head of PR has called a meeting with the
other departmental heads to discuss how the
company can improve its C5R profile. You need
to decide on how to deal with the current crisis
and present the solutions to the board of
directors. Not all the proposals need be
accepted. Your initlal concern is to improve the
company's public image, but any proposals will
need to be viable and attractive to financial
stakeholders. Work in groups of four.

Writing
Write up the action points from the meeting that
directly affect your department. Bear in mind
these proposals will initially be presented to the
board of directors, but will also need to be
acceptable to financial stakeholders as much as
the media.

0 campaign to endorse

involving children/young teenagers,

_ g that no children under 14 will be
Its suppliers; Stitch Wear is committed to

to ensure point number

including

Student A: Turn to page 146.
Student B: Turn to page 152.
Student C: Tum to page 156.
Student D: Turn to page 158,

Look at the agenda for the meeting and make
any preparatory notes regarding how these
issues will directly affect your department.

N

o Writing file page 136



UNIT

o Reuvision

Linking ideas 0 Match the three parts of the sentences.

Vocabulary

1 The homes are desfgned

to use solar panels
2 Hetalks about protecting yel we'll have to find other fuels,

the enyironment as you can never find a parking space,
3 The hydrogen economy is aswell as | his car's a real petrol guzzler.

still & dream 50 a sudden surge in demand,
4 |always take the bus to work | due to the years spent on scientific research,
5 There was a power cut despite electricity for heating.
& The world's oil supplies will

S000 run out

e Which of these linkers could be used to replace the linking expressions in the
previous exercise?

because of  since  because

even though

inaddition to
therefore

in spite of
as a result of

@ Which linkers from Exercises A and B do the following?

a) add extra information
b) contrast information

c) introduce the result of previous information
d) give the reason for something

ﬁ Put the collocations from the box in the correct sentences,

carbon-dioxide emissions
environmentally friendly
greenhouse gases

Energy consumption energy-efficient
fossil fuels  four-wheel drive
renewable energy

global warming

wind power

(=Y

Qil and coal are examples of ...

............ and solar panels are examples of sustainable of .

Carbon dioxide and methane are examples of ... ;

Their new .......... guzzles about a litre of petrol every kilometre.

cevennnne 15 the general increase in the Earth's temperature caused by ... .
During the next 25 years, ... is projected to grow at the fastest rate in China.
These cleaning products are ........... because they're biodegradable.

They've installed new ..., light bulbs in the offices to cut electricity bills,

B

o~ v W

e The case study on page 40 looks at energy costs in Supersun supermarkets,
The Energy Management Team put this information on the staff noticeboards.
Complete the notice using the correct form of the word in brackets,

Good results in our first year

58

Since the implementation of our new energy-
efficiency programme, wea have seen a five-per-cent
ciaaes ! freduce) in our energy bills. Our ...... # fimvest) in
renewable energies, including solar panels in our new
Highwood store, has also allowed us to cut CO,

ermissions in line with recent government ... * {legal).

We would like to congratulate all of vou for making
this programme a success. There is no doubt that
this....... * limprove) in our energy ......% (parform)
gives usa ... ° ([compete) advantage in the retail
food industry. That's good news for our custamers,
for our business and for all of us,
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m o You are a member of the Energy Management Team where you work ar study.

B

Write a short report (250 words) outlining your proposal for improving energy
efficiency.

You are the manager of a gym. You have had several complaints from members
recently that the facilities are very full during the peak lunchtime and evening
periods, so much so that they can't always get access to the training machines or
certain gym classes. Also, they complain they have to queue for showers, and
the water is often cold. Discuss the problems and suggest some possible
solutions.

Cohesive devices

You have been asked by your regional manager to write a report on your
proposed solutions to the problems at the gym before you implement any
changes. Write an introduction of 200-250 words to your report. Include the
following points:

* Give some background: how long the gym has been open, the facilities,
how many members there are and when the peak periods are.

¢ Explain the problems

* Summarise your proposals

5 Employment trends

options you don't need.

Vocabulary Choose the phrase from the box to describe each warlk pattern. There are two extra

Casual labour
Migrant worker

Part-time

Shifl work  Teleworking

Fixed-term/Temporary contract
Seasonal work
Unemployed

Full-time
Self-employment

e B LY, ATV &

plenty of work.
B Being your own boss is more stressful, but more rewarding Loo.

We're looking for someone Lo work mornings only.

The hotel needs o more staff for the summer months.

The job plays havoc with your sleep patterns. This week I'm on nights.

The position is for four months to cover maternity leave.

It saves me commuting time, but | miss the company being at home.

She’s between jobs at the moment, but she's got a few interviews lined up.
Itwasn't hard to get a resident’s permit when we first came here, and there was

in this respect  its  its

them  their

this

this knowledge

By the year 2050, for the firsc
time in history, there will be
more people in the world over
the age of 60 than under the age
of 15. The fact that there will be
more older people’ has profound
implications for employers and
should provide an incentive for
companies to fight age discrimi-
nation and accommodate older
workers, creating challenging

careers to persuade older worl-
ers’ to stay in their jobs longer,

The best employers are already
thinking abourt their policies and
practices towards age, buc the
vast majority are not. Ofren
cited as an example of gn
is B&(Q). Because of the nature
of B&O's* business, the British
DIY retailer B&Q has found

that having older workers on the
company’s® staff has enhanced
sales and customer loyaloy.
Older employees often have a
basic knowledge of DIY, and
customers, who tend o associate
older people with a basic knowl-
¢dge of DIY®, féel comtorrable
asking older people’s’ advice.

Read this article and replace the underlined sections with one of the expressions in
the box to improve the style.



| Unit B Revision

Inversion for
emphasis

Writing e-mails

Communication
skills

_éo]

A customer writes an e-mail to complain to Delaney, the call centre in the case study
on page 48. There are six errors in the word order. Find them and correct them.

£ Send .+l Siop FHView X Doieln (53 Now

I'm writing to complain about the service | received when | phoned to reserve a
car today. | can't believe how rude the opsrator was. Not did only she rush me
through the reservation, but she alzo finished the call when | was in the middle of
a guestion. No sooner | had given her my detsils than she ended the call without
| confirming the price. | had to phone back and after anly my third call | was able o
!i speak to the same operator, I'm going to tell all my family and friends about this
experience and tell them on that no account they should reserve a car with your |
company.

Write a reply to the Delaney customer’s e-mail.

Match the expressions which have a similar meaning.

1 Sarry, | missed that, Could you go over it again?

2 Let me see if | follow you. You're saying that you're overworked.

3 Please go on.

4 From your point of view, they aren't being very co-operative,

5 |appreciate how you feel.

& Yes,you have a point when you say that. Here's how it looks to me,

a) As you see it, they are not helping very much.

b) I'd like to hear more,

¢) Ifl understand you correctly, you feel you have too much to do.
d) That's a fair comment. This is how it strikes me.

e) | can see why you feel that way.

f) Would you mind repeating that? | didn't quite catch it.

6 Business ethics

Read this short article about business ethics. In most of the lines (1-12), there is one
extra word that does not fit. Some of the lines, however, are correct. If the line is
correct, put a tick () in the space next to that line. If there is an extra word in the
line, write that word in the space.

Child labour and oil spills grabbed the headlines when corporate

respansibility first came to prominence in the mid-19gos. Now | think - T
the time has come out for tax avoidance to be put on the agenda, It all R
comes down for to paying what you owe, where you owe it. In many 3
cases, multinationals are simply not paying taxes even though they pay the 4
lip service to transparency. Let’s face at it, that gives them an unfair B i
advantage over national companies. | thinlk it is crystal clear that the [
use of tax havens is irresponsible, even if that it is entirely legal. The bottom 7
line is there this is not an argument about legality; it is an argument about 8 ... ’
responsibility. | put this view to the CEO of Harper Chemicals. He said [ S e ;
“I must say you there is no black-and-white answer. | don't think you A0
can not necessarily write down precisely what is morally right and wrong. L i

Our general policy is that we want to respect the laws of eountries inwhich 12
we operate.”



Unit B Revision

VLT LITIETSTE Lok at these words related to Corporate Social Responsibility. Complete the table.

Adjective

committed
trusting/trustworthy

||||.ﬁ

sceptical

threatening
developed/developing

inspired/inspiring/inspirational

passion

SLUCCess
progress

L

_ Harper s an international chemical company. Read the company CEO’s report on

corporate responsibility and use the correct multiword verbs from the box to replace

the underlined expressions.

carried out  falls into
phase out setout setup

follow suit

hold us to account
shy away from

Our director of corporate citizenship was appointed five years ago. Her first task was to
formally establish® a team that would co-ordinate our efforts. Our aim is complete
transparency, allowing our stakeholders to ensure we do what we've promised?. We are
not going to avoid doing anything about? difficult issues. It is our policy to explain in a
clear way* what we are doing to be a more responsible company. Our approach can he
classified as* two phases: firstly, to identify the products which are harmful to the
environment, and secondly to gradually stop using® these chemicals. All our work is
done, as expected,”in accordance with safety standards. We hope this initiative will
motivate others in the industry to do the same thing®.

You work for the PR department of Stitch Wear (see the case study on page 56). Yau
receive this e-mall from a young customer. Write to the customer explaining what
your company Is doing about the scandal.

Lroamd = fsiop  JEView X Dwels ol Mew

exploiting kids.

Maxine Powell

---------------

g Reph O Tock

| read the recent news story about Stitch Wear using children in Asia to make your
clothes. | don't think ten-year-oclds should be making shirts for us, and my friends
and family feel the same way. We're all going to boycott your stuff until you siop
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,h_‘Mnney is better than poverty, if
only for financial reasons. *.
Woady Allen, film director and actor
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Listening and o Discuss these questions.

discussion 1 Which are the most popular banks or savings banks in your country?

Why do you think they are successful?

2 How do you prefer to bank? What are the advantages/disadvantages of
Internet banking compared with visiting your local branch?

3 Inwhat ways is your banking different from the way you or your company
carmied out financial transactions five ar ten years ago?

9 Complete the sentences with the words and phrases from the box in the
correct form.

ATM  bond  capital  corporate restructuring  letterof credit  trade

1 'I'm sorry, sir, we don't accept credit cards here.’

'0h, do you mind telling me where the nearest ............ is?

2 We usually dealwith..........., in our export department. It's the best way to
ensure our customers pay the right amount for the goods within a specified
period,

3 Bribery and corruption at the company prompted some .. .......... of the board
ofdirectars and resignation of the CEQ.

4 Charlotte didn't have a lot of savings, but she'd inherited someold............
and gas shares from her grandmother which had accumulated interest over the
years.

5 Theystarted........... . securities in the hope they would make some quick
profits,

6 A market where debt or equity securities are traded with a view to rafsing long-
term financeis referred toasa‘............" market,



A |oan Rosas, Director of
International Business
Development, la Caixa
sayings bank,
Barcelona, Spain

La Calxa is Spain's
largest savings bank,
The country's 46
savings banks are
private foundations
that cannot be
bought or sold, They
do nal issue eguity
and therefore have no
shareholders.

ANYTHING INTERESTING |
ON THE TELLY. LINDAT “

G ﬂ' 7.1 Listen to an interview with Joan Rosas, who talks about recent changes
in International banking. Say whether these sentences are true or false.

1 Factors affecting international banking have been new technologies,
globalisation, regulatory frameworks and an increase in the use of more
complex banking services.

2 Thanks to new regulations, the way banks and businesses can move money
around the world has changed significantly.

3 Joan Rosas says that e-mails and electronic direct debit are examples of how
technology has improved international business.

4 Cheque truncation is an example of how IT systems have improved
international banking transactions.

5 According to Joan Rosas, all companies now have direct access to capital
markets.

& Bond issues, mergers and acquisitions and corporate restructuring are all
examples of fairly basic business banking services.

O 7.2 Listen to the second part of the interview with joan Rosas and
complete these notes on future developments in international banking.

Banlts and financial institutions

Large; oo i * banks will remain, but we'll see an increase in
............ “hanks. .......oo.o. Phanks will continue to. oo f
because they are business-orientated and tend to focuson............ 5,
Products and services

We'll see an increase in new products orservices like ............ "services,

B

which consist of a package including ............ TACCOUNES, «oveeneens
renting, pension funds, ............ s finance, all under one label.

]

New delivery channels

‘Clicksand ............. " banking is where you combine both
they s v network with voovaeeonss et 11 I R o
banking uses the Internet only.

WAP seryices use..... RAST * for all banking transactions. ............ %
banking means you can bank from home using the ............

o Discuss these questions.

1 How are the trends described in the interview affecting business in your
country?

2 What new delivery channels have you used for carrying out your banking
transactions (e.g. Internet, WAP services, digital TV banking)?

3 What other changes do you think will take place in the way we carry out banking
and financial transactions in the future?

7 Finance and banking |

|63
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Reading and

language

BUSINESS RECOVERY

Thera was 4 time, not 5o
long ago, when a company
that failed was placed in
the hands of a receiver,
who wound it up, paid off
the taxman and the banks,
and distributed the
remaining handful of
coins among other credi-
tors.

Today, closing down a
business in trouble is
increasingly seen as the
last resort. Creditors have
learnt that it is better to
hire ftemporary execu-
tives, organise a wvolun-
tary debt restructuring,
or even stand aside as the
hisiness trades on with
court-approved  protec
tiom.

FINANCIAL TIMES

e P,

ﬂ Discuss these questions.

1 Which of these factors
can potentially cause a
company financial
problems? Can you think
of any other internal or
external factors?

s poor budgetary and
cashflow control

® increasesin energy
and other costs

& large acquisitions

= high leverage (amount
of borrowing)

= pxeclutive salaries

2 Read the extract on the left about business recovery. What are the arguments
for and against turning around a business in trouble?

B Work in pairs.
Student A:  Read the article aboul Marconi.
Student B: Head about US Airways,

Answer these questions and tell your partner about your article.

1 What factors appear to have caused the company's financial problems?

2 What has the company done and what is it doing now to solve its financial crisis?
3 Does the company seem likely to go bankrupt? Why (not)?

Marconi repays £669m of debt

Mark Tran

1 Strugpling  telocoms:  cguipment
maker Marconi today took a giant
step  towards recovery as it
announced the early repayment of
£669.5m of debt following its
restructuring last year The money
was paid well ahead of the 2008 &
deadline set by ereditors, and will
save Marconi £55.8m in annual
interost charges, "Tha early pavdown
of all of our restructuring debt is an
excellent achisvement,” Mike Parton,
the Marconi chiel executive, said,
‘We have emerged with a strong 4
balance sheet, and can now fully
focus our efforts on growing our

for three years in May. Last month,
the improved trading performance
enabled three direciors, including Mr
Parton, to raise almost £9m from
eashing in stock oplions granted
alter they mal performance tagels,
including those for debt reduction,

Mareoni staved off eollapse in May
lastyear thanks to a restrueturing in
which banks and bondholders agreed
to write off most of the company’s
dedi In  return for eontrol,
Shareholders saw their holdings
virtually wiped out.

The near-collapse of the company
was one of the most spectacular in
British corporate history. Formerly

profitable defence businessos and
dropping the name GEC in favour of
Marconi.

Marconi ran into troubls three
vears ago when the hi-teeh bublble
burst. Demand for its products from
customers such as BT dried up, and
it was left with huge debis after an
ill-timed acquisitions Spres:

&n

i

business.’ GEC, Maréoni was an industrial Thousands of jobs were lost, and ]?
2 Today's repayments follow better- giant built up by Arnold Weinstock, Marconi currently smploys one thivd
than-anticipated returns {rom the one of Britain's premier of its 12,200 global workforce at UK Q
sale of businesses and mproved industrialists. At its zenith, il was sites in  Coventry, Beeston in  §
trading performance at the company. worth more than £30bn. Froblems Maottingham, Livarpanl and E
Following an increase in confidenee began when Lord Weinstock's Chelmsford. ]

suteessar, Lord Simpson, decidod to
[beus on telecommunications, selling

HIH':]I]Q Ir!|EIZ'ﬂITLH CUSEDIMErs, .‘r1:|.rrr:-|11
announced its first quarterly profits

TheGuardian

.':'-_'\--1-"_-—

64



7 Finance and ban!tin_g_

US Airways vows to rise again

David Teather in New York
1 U5 Adrways yvesterday underlined
its determination to stay airborme

after  filing  for  bankrupiey
protection for the socond time in as
many yedars. Lawvers for the

compiny sald the management was
intent on  culling  costs and
returning  the airline to health,
despite dire warnings that a second
bankruptey would spell the end for
the business. 'The management
fepm isn’t here to preside over a
liquidation,” US Airways lawyer
Brian Leitch told the bankruptey
eourt,

Lia Alrways shares wenl into [ree
fall on Wall Street, dropping 45% to
&1 cents in early trade. The seventh-
largest alrling in the United States

3

filed for bankruptey late on Sunday
after failing o secure a further
SRO0m (£440m) in annual savings
from its workforee. The company
sadd it was entéring bankruptey in
nrdnt‘ to conserve  cash -as it
struggles with high fuel costs and
competition from low-cost carriers.
US Airways asked the court [or
permission to skip a $110m pension
payment due this week, and said it
might ask to terminate the plans for
mechanics and flight attendants
altogether

Company | chairman [Yavid
Bronner last month warmed that the
probability of emerging from a
second bankruptey was ‘abour 1%
to 2%, Chiel executive Bruce
Lakefield on Sunday backed away

from those comments. "We have

come ton far and accomplished oo
muech 1o simply stop the process and
not suceeed,” he sald, 'A US Alrways
with low costs and low feres will be
i dvnamic competitor,’

United  Afrlines  remains  in
bankruptey, and Pelta Air Lines has
warned it might face the same fate
unless workers grantl concessions.

TheGuardian

@ Read both articles again. Use the context to help you choose the correct

meaning of these words and expressions.

Marconi
1 returns {paragraph z)
a) rejected products

b) profit made

US Airways

8 health (paragraph 1)

a) good financial position

b) not harmful or dangerous

increase in confidence (paragraph 2)

a) feeling that the economic situation is good 9

b) need forsecrecy
cashing in (paragraph 2)

a) exchanging an investment for money
b) profiting unfairly from a situation 1

staved off (paragraph 3)

a) caused to happen
b) prevented from happening

write off (paragraph 3)

a) officially say that someone does not have to
pay a debt
b) send a letter

wiped out {paragraph 3)
a) extremely tired  b) destroyed financially
acquisitions spree (paragraph s)

a) long time spent selling off parts of a company
b) short time spent buying up other companies

10

12

13

) Discuss these questions.

dire (paragraph 1)
a) cautionary  b) extremely serious

spell the end (paragraph 1)

a) suggestarecovery  b) signify the closure
went into free fall (paragraph 2)

a) went downvery quickly  b) stayed stable
filed for bankruptcy (paragraph 2)

a) informed the authorities that a business was
unable to pay its debts

b} informed the press that the company has
financial problems

to skip (paragraph 3)
a) toreduce  b) not to make
grant concessions (paragraph 4)

a) agree to allow the company to pay less than it
would normally

b) give the company the right to canduct business
activity

1 Which business sectors are doing well/badly at the moment? Do some research
on the Internet to find out more.
2 Which business sectors and companies would you consider investing in

nowadays and why? For example: the airline industry, car manufacturing,
biotechnology, telecoms, construction or pharmaceuticals.

&
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Business skills

G O 7.3 Listen to an introduction to a presentation and complete the speaker’s
notes. What expressions does she use to engage the audience’s interest?

Giving
presentations

Good morning, My name’s Diana Holden, I'm the Ftnmw.u
Director for BZ Systems. I'm here today «voevaraeees , our g
shareholders, about the bright future ahead for mu" company.

2 on last year's financial results, Then il talk ahoutﬁ
er. Finally,..cooemvears

on plans for the future.

our recent performance in the past quart

our projections and the company's expansi ;
+agree that BZ is arowing from strength to strength.

There'1l be an opportunity at the end of my presentation 10
i you might have.

Presentation tips
Preparation Visual aids Delivery
s Know vour audience = Make visual aids clear » Pay special attention to your
i s v'l.'-':uﬂlie;:} in and simple. Label graphs introduction — aim Lo engage the
presentation ac a and [igures. audicnce's interest.
diatogue with them, = Add a short sentence or * In the opening lines, establish who
s Tehparss voitr two Lo a graph you are, what organisation you
pn_,wmﬂ“'m! — 4wl describing the represent and why you are here.
help you 1o leel relaxed conclusions to be drawn,  » Briefly explain the purpose of your
on the dav, talk and provide an overview,
— =L S AT ey
Describing | @ { /7.4 Look at the graph below and listen to Mark Wyllie, CME’s Vice
financial President for Tax and Planning, presenting it. Complete this description of the
performance company's performance and projections.

What we've got here is a charl showing how our markets are expected
"Western Europe overthe ..oooovvenn *, The data comes from
Zenith Optimedia, who do independent forecasting for TV ad markets, and
what you can see from year one through to year seven is that Western
Europe isexpectedto............ 'in advertising terms, but that Eastern
Europe, as shown here indexed to year one, by year seven will be
............ = the year-one market, i.e. over the next five to six years, our
sales are expected to double as well,

240
~ | Easlem European TV
220 AR T — e markels are projected
= SR : _ =" tocontinus growing al
2 ei0-R e significan rales
Central European 2 180 __.-";
Media Enterprises S e i astern Eurmpe
{CME) is an infer- g
national television i i
broadcasting com- £ 120 =
pany which operates B e e L LT
gight netwarks in five it Wostern Europe
| | | | |
COUNIMES across Year1 Year2 Year3d Yeard Year5 Year§ Year¥

Central and Eastem

Actual expenditure to Year 3. Forecast lor Year 4 onwards.
Europe.

:> Grammar reference: Language of trends page 1206

el
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@ O 7.5 Look at the chart on page 160. Listen to the next part of Mark Wyllie's
presentation and correct the five errors in the chart.

() Lookat these extracts from company performance reports in the financial
press. What expressions are used to describe trends? Add them to the
‘Language of trends’ table on page 126.

1
The firm sank “ﬂﬂﬂ { 5  Shares in the company dropped !
INto the red during the | sy ettt madeloses o

technology slump. {  comthisyear g

s 6
5 ) Passenger numbers
Renault has seen profits leap { crjmbedg:cm 15410
due to worldwide demand for \ 1.68 million in a month,
cars from its partner Nissan. d
e e e ——————

samsung Elect ronics’ profit
surged g1% in 2004 wit_h
profits almost tripling 10

the last quarter.

8
% sharesin oil giant |
have slipped after Apple proiits soar due fo iPod
the company was | sales. Apple has seen profifs
hi by:Alilbes: g _rise four-fold this year,

Writing: | {3 You are Vice President of CME. Write the introduction to your presentation
introduction to a about the company's financial performance for your investors. Use
presentation expressions from the Useful language box.

Useful language l

Introduction to presentations

Opening remarks

| am very pleased to welcome you all here this morning,

Thank you very much for coming along to taday's presentation.
It's my (great) pleasure to be here today.
I'mhereonbehalfof............, an organisation which ...

Purpose of the talk

My aim for today’s presentation is ta ...
I want to talk to you about ...

Our company is particularly proud of ..,
We firmly believe that ...

As I'm sure you'll agrea, ..

When to take questions

I"ll answer any questions at the end of my talk.

Feel free to interrupt if you have any questions,

Please stop me any time you have a question or if you need clarification,

|67
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Ve air 10 oost earnings by €10Bn;
'::\'isa:lglw chief at Erstaunliche Autos

Background

Erstaunliche Autos (EA) is a mediumesized German car
mannufacturer based in Franklurt, Workers have so far enjoved a
fourday week and high salaries, although production costs at EA
are 40 per cent higher than similar car manulacturers. In addition,
lierce international competiton, including China, now poses a
serions threat o Germany, where one in seven employees works
directly or indivectly Tor the antomotive industry.

CASE STUDY 3

FA is now facing a Anancial erisis. The new company chairman
plans 1o boost productivity, which will require a drastic cost-cutting
progranune, and jobs may go. A group of financial consultants,
Tompkins and Kosters, have been called in w help with the
relinancing package.

Share of Chinesa marke! (%)

14
Car.Company 1*
12
10
B
&
4
i Car Company 3
= e Mini
B madel
Yeaar 1 Yaar 2 Year 3
Source: Asian Autamotive "B0% manufactunng joimt

Resources senlure with a COmpany

68
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’? Llstenmg ()76

One of your colleagues from Tompkins and
lasters is being driven in a taxi to a meeting near
London. Listen to the husiness news on the radio
that he hears. What plans at Erstaunliche Autos
have already been leaked 1o the press?

You are from Tompkins and Kosters: you have
been asked to present a cost-cutting package to
managemenl at EA. Look at the line graph an
page 68, What has happened to competition in
the Chinese car industry over the last two years?

1 Work in groups of three. You need to devise a
cost-cutting programme in order to reduce
manufacturing costs and boost productivity at EA.

Student A: Turn to page 146,
Student B: Turn to page 153,
Student C: Turn to page 157.

2 Present your cost-cutting package to
management at EA. Use figures and graphs
where necessary.

-

Writing

Write a summary of your presentation for the
board of dircctors with your cost-cutting
proposals, including the productivity forecast
for EA over the next three years. Use figures

~ where possible 1o support vour

- recommendations and describe market trends
and furecasts for the car manufacturer,

:3 Grammar reference: Language of trends page 126
(69



OVERVIEWY

T Listening and
discussion
Choosing and managing
consultanis
:J Reading and languagze
A Cauld it be you when
they need an expert?
[] Business skills
— Magoliating sales
Writing: terms and
1 conditions
l—-l Case study

Mobi-net: it's their call

& Nichella Geraghby,
Business Today
cansultant

=
Q

Listening and
discussion

f{: Sometimes it takes an expert to point out the obvious. ,
scott Allen (US technology entrepreneur and consultant)

) Discuss these questions.
1 Why do you think companies sometimes lake on external consultants?

2 How can a company make sure the right kind of consultant or consultancy is
recruited?

3 What do you think would be an appropriate sequence of steps when
recruiting an external consultant for a company? Consider the following:

a) Recruit the cansultant.

b) Negotiate contracts, terms and conditions for the consultancy.
¢} Define the problem, project or task.

d) The consultant submits a written proposal.

e) Write a brief for the consultant.

f) Make a shortlist of possible consultants.

G O #.1 Listen ta the interview about recruiting consultancies with the
consultant Michelle Geraghty from Business Today, a business advisory
group. Check and compare your answers in the previous exercise.

G { )81 Listen again and answer the questions for the different stages in
recruiting a consultant.

What are the SMART principles when defining a project or task?

List three things the brief could include.

List five things the consultant’s written proposal should include.

List five items the written contract may contain.

What are the two types of possible contracts?

If the company is unsure about recruiting the consultant, what should they do?

oo I= W W e
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O 8.2 Before you listen to the second part of the interview about managing
consultancies, discuss these gquestions. Then listen and complete the answers.

1 How can a company ensure the consultancy assignment or project is
managed well?

You have to agree on several things: ...
2 Why is it important that staff are involved early onin a consultancy project?
Sa that they are informed about ...

3 How should the consultant's findings, recommendations and conclusions be
communicated?

na ..., and followed by @ ............ .
Ask the consultant to produce ..

Look at an extract from Michelle Geraghty's notes for the interview and
complete the sentences using an appropriate word or phrase from the hox.

brief  communication  deliverable  fees  managerial performance
milestones  short-term  specialist tasks  T&M  timescale

I Consultants can help you with ............ . manage projects and improve
(w1 i L] B ey 3

2 Wrillen contracts should include objectives, o specific ............ , how the
consultancy will be managed, .ooovuaii and deliverables.

3 Inafixed-price contract, the consuliant assumes most risk, but not all. Ina
............ contract the client will assume most risk, but again. not all.

4 The client needs 10 58 & vasves e and @ budget for the consultancy,

3 An agreement could include: how ofien vou meet, tasks 1o be undertaken by
you and your staff, definition of ....... weeer goals, definition 0F oo ivuennns
and agreement on deliverables,

6 Successful consultancy requires effective ......oouie + that is to say, a good
relationship with the clienl is essential,

T The report is often the consultant’s most tengible or evident ............ , but

it must be in a suitable format and it shouldn’t contain any surprises.

() Discuss these questions.

1 The radio presenter says: Some critics say, consultants just snoop around
and only produce a repoit telling you something you already knew! Why
do you think that is?

2 What do you think are some of the disadvantages of hiring external consultants?

3 What are the implied criticisms made about consultants in the comments
helow?

(4

Actually, the enly

dilference is that we
charge more than
they do.

(2]

Heow about paying us
based on the success
of the project?

(1]

Idon't know enough
to speak inlelligently
about that,

(5

Everything looks OK
to mo, You really
don't need me.

(3

Implementation?
I only care abaul
writing long repozrts,

7
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Reading and
language

a) Lack of regulation of the consultancy industry

b} The possibie benefits of hecoming a consultant
) The possible drawbacks of being a consultant

d) Problems consultancy firms sometimes have with

clients

Testing times
for Australia’s
psychometric
outfits

Increasingly. corporations
are turning to business
psychologists and consult-
ing firms to help select
senior candidates. Sarah
Kearney, managing direc-
tor for Australia of SHL,
the UK human resources
group, says: ‘Making mis-
takes at a senior level can
be wvery expensive and
damaging for a company,
and they want to limait
their risks as much as they

]

Can.

FINANCIAL TIMES

Tt = e

Grannmar vefarence;

Megation wsing
prefives page 128

72

e e A i

.

Rl

et

0 Discuss these questions.

1 What are the possible benefits and drawbacks of working as a consultant?

2 | the use of consultancy firms common in your country?

3 Which of these business sectars probably spend mast money on consultants?
* “manufacturing s banking and financial services

* communications industry

¢ public sector

= retail industry

= utilities industry (e.g. gas, electricity
and water)

Read the article on page 73 and identify which paragraphs contain this
information.

e) The businesses that spend most money on
cansultants

f) Afailed consultancy project

g) A consultancy contract that gave good results

h} The reasons why maore firms turn o consultants

(@ Match these definitions with words and expressions from the text.

1 one of the important people, companies, etc, involved in a particular
industry, market, situation, etc. {paragraph 2)

2 a product, service or business that makes a profit (paragraph 2)

3 the department that does work connected with managing and organising
the work of a financial institution, rather than actual work of trading,
working with clients, etc. (paragraph 2)

4 remain competitive by trying to do things as well as other people,
organisations, etc. (paragraph 2

5 money paid to a professional person or organisation for their services
{paragraph 3)

6 try to persuade people to buy goods or services you are offering

{paragraph 3)

start to employ someone (paragraph s)

B gradually reduce in number or amount (paragraph &)

9 done within the organisation, especially by the organisation's own staff
(paragraph 8)

-

1o if a plan, business idea, etc. gets started or it starts to be successful
(paragraph g}

Look at this extract from the article on page 73 and identify the negative
prefixes used.

The industry is unreguiated, and inexperienced clients can find themselves
paying large fees for substandard work. (paragraph 5)

Mow read the extract on the left from an article about psychometric testing
and complete these sentences using the correct prefixes.

1 Some executive search consultants think the assessments are ............
used and ............ necessary — particularly at senior executive level.

2 Thetestscandraw ..........., accurate, ............ leading and potentially
damaging conclusions.

3 It's possible to pass the tests and still be an............ competent manager.

g Performance in a simulationis............ relevant, and what’s mare, it's
............ passible to measure personality on a test.

& Results from multiple-choice tests can be ............ reliable, It's best to
assess executives on what they have achieved during their career.



& Co n_sp_lta nts

Could it be you when they need

an expert?

By Sari MeConnell

So you want to be a consultant, It
sounds good. In fact, it sounds like
muney for old rope, How ean you adl
when there are hundreds of stories
gbout people who jeck in their ordi-
nary jobs with ordinery pay and
rofurn the following week fo ithe
same company, but with higher pay
and 0 serious rise in statos? OF
course, it's not as simple as that, But
public- and private-sector organisa-
tions alike are becoming increasing-
ly enthusiastic users of outside con-
sultants, be they lavge firms or indi-
vidusls, .

The total UK mznagement consul-
taney market is worth an estimated
£8bn (€12bn), and the indostry’s
leading players collactively brought
in fee income of £4.3bn, up 17%
over the previous vear, according to
the latest figures from the Manage-
ment Consullancies Association. The
bigpest consultaney monoy spinnors
wire banking, insuranen and finan-
cial services, savs Sarah  Taylor
daputy director of the MCA:; "They
wint an abjectivee independent view
of their business. Increasingly, they
are looking at processes, lke how
Urey daal with thair back offlice and
how to improve productivity, They
neesd th keap up with their competi-
tors.’

It ean be a cosy world of intimate
relationships with old employers, or
it ean bea Dereely competitive bust-
ness with flems staffed by high
achipvers desperate to bring in fee
income, Firms attract graduates and
more experienced stall with  big
salaries and  give  them  large
amounts of variety and autonomy.
But in return, they're expecled to
waork tong hours and bring in the
businoss, Sometimes this resulis in
risky strategies like touting for busi-
ness from clients in whose offices
thay're currently working or delibeor-
ately holding back on producing part
of a solutlon w a problem in the
hope of getting called in by the elinni
again.

Consultants can be pressured by
elienis to achivve a speciliod solution
to a problem before they start work,

oA

T'm often told, getthis solution and
vou'll get the job,' says Rachel Jack-
son . of the Hay Group. 'IT T was
unscrupulous, T would ke it, But
this isn't ethical' Neil Paterson, gen-
eral manager of Hay Group, which

specialises  in human  resourees,
freely admiis’ that the firm has
accepted work which, with hind-
sight, wasn't suitable. 'There are
tmes when we will have said ves
when we should have said no. There
are projects which mav cripple you
and some organisations are very
what wa call “high maintenanee™.”
Any firm can set itself up as 4 con-
sultant and solicit for work, The
mdustry is unregulated, and inoxpe-
rienced clients can find themselves
paying large fees for substandard
work., Members of the Institute of
Management Consultaney are bound
by a professional code of conduct.
“The client/eonsultant relationship is
a complex one says lan Barratl,
IMC's chief executive. The profas-
sional  ecode minimise the
chances of an assignment going
wrong.” But with just 4,500 mdivid-
il members out of the UK's estimat-
pdd 37,0000 managemant conseltants,
the chances of businesses taking on
a non-IMC member are huge.
Consultaney firms argue that it's
up to clients as much as consultants
to be clear about what they want, to
b more cerlain of getting a satisfac-
tory outcones. "Troblems can be Taid
at the door of the client as much as
the eonsaltant,” says IMC's lan Bar-
ratt. Sometimes organisations need
an objective expert to analyse why a
parl of their business is going wrong
or o carry oul a specific project.
"Twenty-five vears ago, they had the
luxury al spare bodies and used

will

o

them for mew projects,” says Mr Bar-
ratt, ‘Now more arganisations have
pared back and taken out redundant
resources, which s why consultaney
has grown,”

And organisations need new skills
to find and recruil consultants,
which is trickiar than it looks. “There
are-a number of people who don't
know how to buy consultaney,” says
Nell Paterson of the Hay Group.
Experienced firms which use a wide
range of eonsultants have developoed
sophisticated procedures for assess-
Ing and appointing consultants,

Even this isn't a failsafe way of
avoiding the occasional mistake.
Barclays Bank, which spent £130m
an consultianey st vear (an exeep-
tionally large spend by the hank's
stnnderds beeause it was consulting
0N siralogy L!u'.ll:ltlpr:urnll_ slcERss-
fully used a firm of consullants 1o
bufld & customer database across its
retail  Denking, Barclayeard and
small-business divisions. ‘Al the
time, we didn't feel we had the nec-
easary skills to do it in-house;” says
David Parry, portfolio management
director. Operational Transforma-
tion, at Barelays, ‘vwas delivered an
tinmee, on budget and with the knowl-
edge transfor o allow us o continue
development in-howse.

But when the same consultancy
was asked to develop a customer
relationship strategy for the bank's
afftuent custmer base, the strategy
never got off the ground, "It wasn't
well integrated into our business,
they didn use high-quality people.
and the bank didn't specify clearly
erough whiat it wanted. 5o the strat-
egy wits just left on the shell)!

TheGuardian

[73
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L EEESAIEY @) Match the negotiating skills (1-4) with the sentences (a~d).

Negotiating sales

Ok, TLL MARRY YOUL

1 Explaining the value of a concession

2 Testing the situation

3 Responding to an unacceptable concession
4 Checking with a higher authority

a) I'd like to do business with you, but I'm afraid we're simply too far apart.
b) Let me run this by my boss and I'll get back to you tomarrow.

c) We'll pay for the delivery. In real terms, that's a saving of about €500,
d} What if | take 4,000 units? How much would that cost me?

e n 8.3 Listen to a sales manager giving a training session on sales

negotiations to some sales trainees and say whether these tips are true or

false,

1

If you say to a future prospect, *I'm going to have to check that with my
boss,' it means you have limited authority and the potential customer won't
take you serigusly.

It's a good idea to negotiate for as long as possible, so that your customer
finally gives in ta your offer,

Professional negotiators start out with their largest concession first, then
offer only very minor ones.

It's important in win-win negotiating that the customer gets the biggest
discount possible.

A negotiation planning checklist should include the maximum amount of
information about the potential buyer and all the salesperson’s possible
concessions and trade-offs.

Your bottom line, or BATNA, is the point in the negotiation when you may
have to stop negotiating.

It's essential buyers value any concession that they are getting from the
salesperson,

G Complete the sales manager's tips on making concessions with the words
and phrases in the box.

understands its full value  'take-it-or-leave-it'  big concession
some sort of compensation  walk away from the negotiation
willing to make concessions  you are givingone  iil-will one by one

Sales negotiations: tips for making concessions

= W B W M e

Don't give the first .ooenvvennns :

Don't assume you have to match your customers’ concessions . ...oovaaun. .
Don't give a concession away without ........... .

Mewver give away a concession without making sure the customer............ :
The best time to get a concession from a clientiswhen............ ;
Whatever you do, don't advertise you're ............ .

Make it clear that the ............ offeris unacceptable. When facing this
situation, restate your position and its benefits to the customer. Never use
these words yourself. They only create angerand ........... ;

If the customer is not planning to buy, it's pointless negotiating and you
need t0..ovininns ;
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Q Sales negotiation role-play: the car deal. Work in pairs to negotiate the
best deal.

Student A; Turn to page 146,
Student B: Turn to page 153,

Writing: -e Woark in pairs. Use some of the expressions in the Useful language box.

term_s._am:l Student A: Write an e-mail as the sales persan of Fast Cars confirming the
conditions terms and conditions agreed upon in the pravious negatiation,

Student B: Write an e-mail as the buyer confirming the terms and conditions
agreed upon in the previous negotiation,

Useful language I {

Introducing the topic Making a request |
Following our conversation [ Further to our  Could you please confirm !
meeling on [date), ... your order in writing by .7
Confirming terms and conditions Closing remarks ,
We would be happy to offer you ... Should you require further |
Regarding terms and conditions of payment  information [ be interested

and delivery, ... in ..., please do not hesitate _
Where delivery charges are concerned, we 1o conlact me. |
would need to point oul (that) ... We ook forward to ...

Our company policy regarding terms and
conditions of payment is as follows: ...

ﬂ Check and compare your e-mails. Did you describe the same terms and
conditions or were there any differences?
3 Wiriring file page 157



8 Mobi-net: it’s their call

CASE STUD

Background

Mobi-net is o mobile service provider with more than 5 million subseribers in
Ausiria, Slovenia and Croatia, With increased competition and the demand for
the convergence of the Internet and mobile industries, Mobi-net needs 1o keep
its lead in the Austrian mobile-phone market.

Mobi-net are therefore looking for a consultancy with extensive know-how in
the Industry and experience in new technologies w improve processes, otfer
better service to customers and help them maintain their lead in an intensely
campetitive industry,

76 |
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Listening ()54

Performance Consulting: mobile solutions that keep business moving

The UK consultancy grou P, Performance Consulting, provides consultanc
in strategy and management. including informatian services and start-u -
support in the telecommunications and IT sectors. :
Performance Consulting has developed its mobile-industry expertise
through cutting-edge consulting assignments in international markets over
the _Iast ten years. Our range of expertise includes: advice on strateqy,
business planning, assessment of market opportunities and ‘
regulatory issues.

F’fan‘ormance Consulting can help you to devise long-lasting strategies that
will shape the future of the mobile-communications industry.

advice on key

Recommendations far Mobi-net

Suigzit;:;i_and friends’ pricing package as an innovative package for

* Centralisation of the call centre, which will improve customer service
r'nakv.f.- outbound marketing campaigns easier and allow expansion h:rlnew
rocslmlons, giving Mobi-net more agility in the market,

g Tramln‘g for customer service staff and management. These will be
essential if Mobi-net is to increase cost-efficiency and improve sales

Performance Consulting is a member of

the Associati
| Consultancy (AMC) iation of Management

Task 2 Writing
Write a summary of the solution, lees and

™ Listen w g prelitninary meeting bemween the
StudentA: Look at :E’IEFE;}{U[EIET. bEluw[fmm tlh:E Managing Director of Mobi-net, Cristoph
st EL g S A Uit Kahnwald, and a consultant from Performance

Stiid=ntB: Turn o pagetsa. ' Consulting. List four requirements that the
What are the differences between the two mobile phone company has,
consultancies and their recommendations?

PERFORMANCE

CONSULTING

Mobi-net negotiates with each r‘ﬂnsuuanw_ﬁrm conditions as discussed in the meeting
and then chooses the best proposal, Work in between Mobi-net and one of the
fthree. s *
REOLPSOLINIEE consuliineices,
Student A: Turn to page 147.
Student B; Turn to page 154. 3 Writing file page 137
Student C: Turn to page 157. -

|77



OVERVIEWY

D Listening and
discussion

Strategy and successful
imitators
u Reading and language

Growth mode

Business skills

Brainstorming and

creativity

Writing: mission

statements

Case study

The company makeowver .
i - o -
& No more prizes for predicting rain.

) ; ' Prizes only for building arks. &

Listening and 0 Look at these definitions and discuss the following questions.
discussion

strategy 1 1 plan or series
of plans for achieving an
aim: 2 the process of skilful
planning in general

vision knowledpe and
imagination needed in
planning for the future

mission the purposes and aims
of 1 company or organisation

1 Howimpartant is it for 2 business ar organisation to formulate a strategy?

2 How regularly should a company or organisation's strategy be reviewed and
updated?

3 Who should be involved in deciding a company's strategy?

4 IFa company wants to enter new markets, what kind of strategies can it adopt?

9 O 9.1 Listen to the first part of an interview on strategy with Josep Valor-
Sabatier. Choose the correct ending for these sentences.

1 According to Professor |osep Valor-5abatier, marketing departments are ...
a) getting better at predicting market trends.
b) not always better than other departments at predicting market trends.
2 Acommon practice of the clothing industry isto..
a) mass-produce seasonal collections in countries where labour costs are low.
b} copythe market leaders, manufacturing clothes near the company's stores,

A |osep Valar-Sabatier,
professar and Head of

Infarmation Systems, 3 The Spanish clothing retailer, Zara, has its own production facilities, whereas
IESE Business School, other storas ...
Spain a) outsource manufacturing to countries like China.

b) designseasonal collections six months in advance,

4 Zarachose not to have seasonal collections because it ...
a) wanted to imitate retailers like Benetton and Gap.
b) would take longer,
5 Zara's strategy was successful because it ..
a) copied leading brands in the fashion industry.
b) was different from leading brands in the fashion industry.

78]
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G ( Jo.2 Listen ta the second part of the interview and complete what Josep
Valor-Sabatier says in your own words.

1 The success of a company can be measured either by its ...

2 According to Professar Valor-5abatier, companies need to concentrate
on both...

3 When implementing long-term strategies, it's easier to ...
4 When measuring success, the stock market tends to focus more on ..

5 It's very difficult to change a company's strategies because of the conflict
between ...

6 Good strategic management consists of taking a company in the right direction
for the future whilst ...

G Match the words or phrases in the box with their definitions.
Laook at the audio scripts on page 170 if necessary.

bottomline  innovate  margin @ market follower
mass-produce  newcomer  profitability  reinvented

Audio 8.1

1 changed, improved and modernised (paragraph 1)

2 abusiness that has only recently started a particular activity (paragraph 1)
3 manufacture in large amounts (paragraph z)
I

a campany that is not one of the main ones in a market and that does not haye
a large market share {paragraph 3)

5 design and develop new and original products (paragraph &)

Audin 9.2
& thefigure showing a company's total profit or loss (question 1)

7 the difference between the price of a product and the cost of producing it
(answer 1)

B the state of making a profit (answer z)

B Discuss these quotes and questions on strategy.

T e b 1 Professor Valor-Sabatier describes Zara as a successful
By e imitator in the retail fashion business. What other
*successful imitators’ are popular in your country?

2 'The world is full of successful companies that did nal
create anything radical or new, Dell did not invent the
personal computer, Airbus did not design the first wide-
bodied passenger jet, Campbell’s did not pioneer the
concept of tinned soup and McDonald's did not invent
the hamburger or the fast-food restaurant. Yet ail four
have been very successful.’ (Margan Witzel, Financial

Tirmes)
4 wturdy the market peseavel, analyxe any changes in How have all/some of the faur companies mentioned
aur custemer base, then drink gallons of coffes antil tIEE]"I SUECESSﬁJl imitatﬂll'S, ral.l'l'Ei' ”'Ia” innﬂ‘-’ﬂ.iurE?

I hallucinate o hig pink rabbit who relis me what o oo
| 13 ‘Anyintelligent fool can make things bigger and mare
complex, It takes a touch of genius and a lot of courage
to move in the opposite direction.” (Albert Einstein)
Think of some companies that have *moved in the
opposite direction'? Why were their main strategies
{umsuccessful?
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Reading and
language

i

i

9 What type of companies are Logitech, Giorgio Armani, Accor, Swissair and
Marconi? Read the article quickly to find out about the ones you don’t know.

9 Read the article again and complete the following summary in your own words.
Adrian Slywotzky and other management gurus argue there is a growth crisis on the

basis that cooiad
Anather consultant, Chris Zook predicts that .. ... oo 4
However, Zook has found that many companies are forecasting ............0%
............  aveeneeeccand .o..o.o.. . hare three companies which have
experienced healthy growth.
Zo0k believes that the secret of these companies success liesin............ 5,
Swissairs growth initiative involved ........... *which may have led to

*y
In the 1990s, Marconi's decision............ Bcaused . oiieinn

GROWTH MODE Finding new ways to grow a
company in today's tough climate isn’t easy

By Jason Karaian

The challenge for all companies;
finding the next new source of growih
will be more difficult than ever before.
lraditional sources of revenue growth —
such as product enhancements, grab-
bing market share or acquiring com-
petitors — have been largely tepped
out, says Adrian Slywotzky, & manag-
ing director at Mercer Management
Consulting in the US. Slywotzky
cchoes other management gurus in call-
ing this “u growih crisis’,

In the hunt for growih upponunitics,
failure is rife. According to research
overseen by Chris Zook, head of the
global strategy practice at US-based
consultancy Bain, only 13% of compa-
nies  worldwide during the [990s
achieved “even a modesi level of sus-
tained and profitshle growth’. In
laday’s hyper-competitive environ-
ment, he says he'd be surprised if that
ligure can reach 10%.

Yet that hasn™t stopped companies
from whipping up investor enthusiasm
with magnificently ambitious erowth
plins. Zook notes that the average
company scts @ public targel of revenue
growth ot twice its industry's rate, and
earnings four times higher. Whesre will
all that growth come from?!

In many cases: finance might have
the answer. Take, for example, these
three very different companies, all
renowned for their ability to tap into
new avenues of growth: Logitech, a
small start-up founded in 1981, made a
name for itsell as a maker of computer
mice for PC manufacturers before
expanding into the retail market to sell
a vast range of accessories for comput-
eI, gaminp consodes and enterlaim-

ment syslems; Giorgio Armani, the
ltaliam Fashion howse, which, since its
founding in 1975, has prown revenue
organically to €1.3 billion through
shrewd customer sesmentation and
brand control; and French hotel group
Accor, which revolutionised its indus-
try in the 9808 with o smart invest-
ment aimed st budget travellers and
today s seeking to rekindle that ipno.
vitive spirit.

Zook contends that the underlying
strength in companies like these is in
their ability to combine high growth
and low risk by moving systematically
into ‘adjacencies’ — products, services,
geographies or cuslomer segmicnts that
are highly related, or adjacent, 1o the
compeny’s core business, Other con-
sultants offer variations on that theme,
Richard Wise, another managing direc-
lor ot Mercer. for example, says that a
successiul growth strategy in his view
is one that adds to, not detracts from, a
company's core business, *The idea is
not ta ahandon the pillars of growth,
but to add to the playbook,” he says,

Altempting to produce new growth
¥ii adjacency moves is not without
risk. Chris Zook estimates that almost
all of history's biggest business blun-
ders were caused or made worse by
growth strategies gone awry,

Swissair, for one, built a strong, if

unglamorous, reputation for punctual-
ity and efficiency since its founding in
1931, In the mid-1990s, a new man-
agement team lnunched o global growth
mitiative that involved investments in
several regional airlines — Belgiom's
sabemi, Ukraine International Airlines
and South African Airways, to nome a
few — und a clutch of truvel-related ven-

10

tures like airline caterer Gate Gourmet
and airport retailer Muance,

Was it distraction that caused Swis-
sair's punctuality and baggape han-
dling to worsen, hurting business, and
its investments in the world’s more
marginal airlines to prove an addi-
tional drag on its finances? Hard to say,
but in 2000 the company reported a
mammoth [oss of SFr3 billion (€2 hil-
lion at the time), and declared bank-
ruptcy. shortly after the September 11
2001 terrorist attacks, SFri7 billion in
debt.

Marconi is another example of
growth stratezy gone awry, A sprawl-
ing conglomerate with interests in
products from lifts w semiconductors
to defence electronics, the UK-based
compiny (formerly known as GEC)
made a big bet in the booming 19903
on lelecoms equipment — a husiness in
which it didn't actually have a toehold
at the time. It sold all unrelated busi-
nesses and went on a spending spree to
buy up telco equipment companies,
When the tech bubble burst, the new
Marconi was badly exposed and nearly
collapsed. It trades as a shadow of it
former self today. Adding insult 10
injury, Marconi’s sale of its former
‘core’ defence-clectronics business o
BAE in 1999 turned that company inte
ane of Europe's leading defence con-
tractors.

Atany given time._ says Zook, a com-
pany with & strong core faces between
8t and 110 possible adjacency moves.
OF these, ‘only one in four, maybe
fewer, will succeed in eroating a stream
of growing revenue and earn (heir cost
of capital,’ he says,

A Adapted from hitpe/ fwww.cfoeurope.com
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@ Match the words and expressions from the text with the definitions
and synonyms.

1 revenue (para. 1) a) someone's first involvement in a particular

2 target (para. 3) business activity from which they can develop

3 starbup (para. 4) ancll become stronger

4 range (para. 4) b} activity 1!1&1 r‘na!&es maost money for a company
and that is considered to be its most impaortant

5 core business {para. 5) and cantralsne
6 venture (para. 7) € very successful and growing
7 retailer (para. 7) d) aresult such as a total, an amount or a time
8 booming (para. g} which you aim to achieve
g toehold (para. g) €) anew company
10 spree (para. g) f) money that a business receives over a period of

0 c

time, especially from selling goods or services

g) a set of similar products made by a particular
company

h) ashort period of time during which someone
spends a lot of money

i} a business that sells goods to members of the
public, rather than to shops, etc.

i} @ new business activity or project that involves
taking risks

omplete each sentence with the correct form of the words and expressions

from Exercise C. There are two you don’t need.

1

B

Go
1
2

British American Tobacco's decision to begin manufacturing in China gives the
COMPaNY a....oovavens in the country.

Apple profits have risen four-fold on the back of ............ sales of its iPod
music player.

Survivars of the Bhopal gas leak tragedy are spending their compensation
money on an unprecedented shopping............ .

A community group planning to buy their local ferry service is set to hold talks
with the local council to secure backing forthe . ...ov0.ee ;

............ from cash-machine charges has risen from £60m to £140m.

Ahold, the world's fourth-largest supermarket group, revealed ballooning
annual losses, but said it was on track to meetallits............ this year.

Mr Gorman, CED of Merrill Lynch, recalls that he was criticised for losing focus
5115 11 USRS G , but says the diversification was rewarded with a significant
increase in revenue per client,

Thereisawide............ of ethnic foods available in the local supermarket.

iscuss these questions.
Do you think there is a ‘growth crisis’ in the global ecanomy?

What is the ‘core’ business of each of these companies? Brainstorm the
possible ‘adjacencies’ some of these companies could tap into:

= a publisher of children’s books  ®arestaurant = a bicycle manufacturer
= a supermarket chain = a mobile-phane company '

:: Grammar reference: Idions for giving examples pagre 130

El
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O Discuss these guestions.
1 Discuss the meaning of these guotes on creativity.

Business skills

Brainstrorming
and creativity

‘If at first the idea is not { "Eﬂl“ﬂl'ﬂ“ﬂﬂ is '

absurd, there is no hope for it.’ ) ltl'l“ iﬂﬂ“ﬂﬂ you

.”Tf.l‘ﬁ'e;'r Ef'ﬂ.!l:.rl?flﬂ' ..-‘ime'r.:'glm; ‘; EEI ]IISI E"ET ﬂ

{ German-born)| theoretical dea hils

physicist ( 1879-1955 ) greal idea

————— e L Sl j'l]llﬂlll”llﬂ J

‘I vou always think 15-5;1 way FUUL | hefore you
always thought, you'll always get | e
what you've always got.’ realise what's
Michael Michalko, US creatvity 1+ wrono with it

expert and author

o

Anonymeous |

2 When are you maost creative? Late at night? First thing in the morning? Working
with a group of people or on your own?

3 Which of these statements do you agree with most/least? Why?

» The management in an organisation should be responsible for coming up
with any new ideas.

& Albert Einstein

* The typical work enwironment is not conducive to being creative.

* Whenever we have brainstorming meetings, any interesting ideas are
usually dismissed by some of the more cynical team members,

G O 9.3 Listen to a trainer discussing brainstorming technigues with some
staff from the British clothing retailer, Rose & Frankwright. Complete the
brainstorming tips and the seven principles of Keinonia. Do you know of any
other brainstorming techniques?

Brainstorming tips Seven principles of Koinonia
o Thinkofas many............ *as possible, 1 Establish ..oooiviii

* Thereshouldn'tbemorethan ......cooees 3 2 Echange . ..ovvevinis
R 3 all ideas, however absurd. S DI s

s Don'tspendtoolong............h Uy ST

s Beenthusiasticand............>of otherpeople’s ..........5 § Listen............

o Cleary definethe......ovoi® 6 Clarifyyour............

® o ie......"ideas after the session. FuiBE

G Look at the information below about Rose & Frankwright. In groups, brain-
storm some more marketing strategies to help the company with its current
difficulties. Use some of the brainstorming expressions and remember to
write down all ideas. When you have finished, evaluate the ideas and decide
which strategies will best help the company recaver from its present crisis.

R&F, Rose & Frankwright, is a well-known British having fallen consecutively overthe last six guarters.
retailer that specialises in clothing for women over The management team is currently reviewing R&Fs
45 at the upper end of the market. The outlook for marketing strategy, with the vision of ‘attractive

the retailer and the industry is, however, bleak with  ¢athing at attractive prices’. Strategic goals may
higher costs, from rents to wages, and fierce include: diversification, emphasis on quality
competition. R&F is currently one of the poor products, competitive pricing ...

performers on the British high street, with sales

82 |
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Useful language J

Expressions for brainstorming

Waould anyone like to start/get the ball rolling?
I*ve got one! What/How about ...7

That's a great/fantastic/interesting/unusual idea!
| think that's been done [ we've done that before.
Let’s just get lots of ideas down at this stage.

| was thinking (more) along the lines of ...

| was just going to say that!

You"ve taken the words out of my mouth!

Has anyone else got a contribution to make?

Writing: mission 0 Look at parts of some mission statements and match the statements to the
statements companies and organisations on the left. Which ones seem the
best/worst/most creative/(in)sincere?

1 Avis a) To fight poverty and improve the living standards of people in the developing
2 Avon waorld.
3 Kodak b} To grow more rapidly than our competitors by providing customers with the

solutions they need to capture, store, process, output and communicate

& International Committee ; :
images—anywhere, any time ...

of the Red Cross 9 hard
W rder,
5 World Bank Ry e . ) g s )
d) To protect the lives and dignity of victims of war and internal violence and to
provide them with assistance,
e) To be the global beauty leader ...
G Write four criteria For writing mission statements based on this text.
aae (=]
<1l |
* IREURCEECT  Mission: Why you do what you do; the organisation's [
H a Mission reasaon for being, its purpose. Says what, in the end,
i Statement you want to be remembered for,
g Changing the mission — or creating an organisation's
3 first mission statement — is a process of gathering
ideas and sugnestions for the mission and honing
them into a short, sharply focused phrase that meets
f specific criteria, Peter Drucker says the mission
f should ‘fit on a T-shirt’, yet a mission statement is
- not a slogan. 1 is a precise statement of purpose.
z Words should be chosen for their meaning rather
g than beauty, for clarity over clevernass. The best
B mission statemeants are plain speech with no
technical jargon and no adornments. Like the mission
statement of the International Red Gross — 'To serve
the most vulnerable” — they come right out and say
something. In their brevity and simplicity is power, .
E'-" L
Tl F R
Writing file 0 You are developing the mission statement for your organisation. Set your
page 140 criteria — see Exercise E - and brainstorm some ideas using the expressions
in the Useful language box to help you. Write the first draft using the Writing
tips on page 27.
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The company makeover

Background

Hazel 15 one of the world’s largest direct sellers of cosmetics
and beauty products, a position it has held for over 50 vears,
Until the mid-1980s, the company was one of the leaders in
the global cosmetics, fragrances and wiletries (CF1)
industry. By the 1990s, Hazel's sales in the US and Western
Europe had begun o decline, as lewer women bought
products sold door-to-door. In addidon, Hazel's products
had e appeal with teenagers and young wormen,

azel's cosmetics business has achieved only modest revenue
and earnings growth throughout the last ten years, The
company now has serious problems, with an nual sales growth
ol less than 1.5%. Given this climate, a new CLEO has been
appointed to devise a new strategic vision lor the company.

Global sales cosmetics, Hazel's percentage Hazel's net sales by
fragrances and toiletries of company sales by geographical region
5140 billion key sectors
i

Duf2cl aales

Europa

245

Men's grooming
producss &



Cosmetics and Toiletries: World Market
Overview and Key Trends

Manufacturers increasingly target specific
consumer groups defined by age, sex, race
and particular physical conditions, such as

q Strate_gj».r

Sales increases in the global CFT industry
e being  driven primarily by product
innovation in varying degrees, Anti-ageing
products now account for most of the 2 per

cent annual growth in the overall CFT
industry and for much of the growth in
such categories as hair care, cosmetics and
skin care. However, the teen and pre-teen
market rivals that of the baby boomers.
Skin care is a particularly attractive product
category in the teen market, since nearly 80
per cent of teen girls use complexion-care
products on a daily basis.

| Task

You are the senior

management team at Hazel,
responsible for devising a
new strategic plan for the
company. Use a SWOT
analysis and brainstorm
ideas to help you prepare

sensitive skin. The ageing of populations
underpins an ongoing increase in the
demand for products claiming to counter
the visible effects of ageing. At the same
time, new product launches tap into the

unprecedented spending power of teens

and pre-teens.

Listening ( )ea

Dunng her first month as CEQ,
Angela Lang decided 1o get some
first-hand experience as a member of
the direct sales team. Listen 1o part of
her summary presentation of her
findings to the senior management
team and make notes about the LR
problems she highlights from a) the your new strategic vision for
customers and b) the sales reps. '\E'E i

Strengths (Internal) Weaknesses (Internal)

Oppartunities (External) Threats (External)

Writing

Prepare a report summarising your proposals to present to the

company board of directors.

Here are some options vou might want to consider:

* Rebrand or rebuild and improve Hazel's image with
consumers around the world (e.g. new packaging. new logo,
new advertising campaign with celebrity endorsements, etc.).

. Deve]op innovative new brands and products that can he
marketed globally.

= Enter the retail sector 1o fuel futare growth,

* Llse of the Internet and e-commerce as a link in Hazel's direct-
selling business model.

* Pursue market opportunides by entering new market segments
aned new countries.

3 Writing file pages 138-15349
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@ Revision

Vocabulary

business idioms

Business skills
presentations

Describing financial
performance

CH Autos lost more than
#1bn in its automotive busi.

ness  for  the  second
ety drageing one of
the waorld's higgest car

maker to an unexpected
............ # and forcing it to
promise faster cost cuts,

CH Autos admitied it was
T | el ! faslt enough

and raised the prospect of
further factory closures io
remove H0,000 units of pro.
duction capacity - ten per

introduction to a
presentation

86]

7 Finance and banking

Which of the words in column B does not collocate with the word in column A?

A B
1 credit account  card  equity
2 savings interest  account  bank
3 ‘write off adebt shareholder aloan
4 acquire aninterest astake  an ATM
5 returnan accounting  investment
& pay off aloan  creditors  price
7 capital share  fixed  assel
B cash bankruptcy  flow  machine
g make profits  assets  forecasts
10 financial flow  analyst  year

Match these sentences for introducing a presentation.

1 | amvery pleased to

2 Thank you very much for

3 My aim for today's presentation is £)
4 Ourcompany is particularly proud d)
5 Please feel free to interrupt me e)
& | will be happy to take any of f)

capital

a) any time if you need clarification.
b) your questions at the end of my talk.

welcome you all here this morning.

to give you an overview of the company,
of our excellent track recard,

coming along to today’s talk,

Complete this newspaper extracts about a US car manufacturer with the words and
phrases in the box. Two are not used.

consecutive guarter

higher steel costs
recovery plan

growth
reducing costs

dragged CH shares down
poor results

net loss
the next four vears

have improved
recorded a profit
the same period last year

cent of its Morth American
total. 1t had previously said
it would cul the 178 blue-col-

lar workforoe by 25000 over
4

fer $286m net loss compares
with a net income of
81.38bn in L £ The
analyst forecast was [or a
profit of three cents per
ahare, but CH said a combi-
nation of lower output, a
soaring healthoare bill and

ceanenensei I SEE it bacl.
The car maker's ..oy
follow unexpectedly bad
performance at Ford, CH
Autos' US rival, on Tupsday,

and- e 1.7 per cent to
#3621 in early New York
trading.

'Things have deteriorated
more quickly than expect-
ed,' said a credilt analvst at
JP Morgan in London. He
zaid Tactory capacity nesd-
ed to be reduced more

quickly, and the ... 3
‘doesn't seem to be address:
ng the issues’.

The car maker's Euro-
pean speration, meanwhile,
............ Yol $3Tm, its first
in five wvears, before a
charge of #126m as part of
the lavoff of 12,000 staff.

FINANCIAL TIMES

You are one of the financial directors at CH Autos. Look again at the information in the
article and prepare the introduction to a presentation at a shareholders’ meeting.
Present the company's performance in as positive a way as possible, including the

projected forecast,



Unit C Revision |

8 Consultants

([T TETM  Complete this advice on contracting a consultant using the word in brackets in its
correct form.

word-building

1 It's crucial you take on a consultant with the right experience and (expert) in
the industry.

2 |t's best to recruit a (reputation) ... consultant or one that is a member of a
recognised consulting bady or association.

3 Bear in mind that smaller (consult) ... .firms tend to charge less than the larger
and better known ones.

& The (allocate) ........... of time and money should be clearly set out in the client’s brief.

5 Make sure the consultant’s (deliver) ... are clearly defined before the project
ctarts.

& The consultant's (propose) ..., should also include the fees, terms and conditions

of the project.

7 Use SMART when evaluating the feasibility of a project or task: is it specific,
measurable, (achiave) ..., relevant and time limited?

8 Some firms experience problems with (recruit) ... and retention of consultants
as many leave because of the demands of the job,

.Say whether each conditional sentence (1-6) is a first, second, third or a mixed
conditional and match it to its correct function (a-f).

conditionals :

1 Were the completion date to be brought forward, a) Making an offer
we could not guarantee quality of service. b) Emphasising something

2 Had | listened to you, we wouldn't have gone is unlikely to happen
over budget. ¢) Stating a necessary

3 We wouldn't be having these problems now if we condition
hadn't contracted your firm! d) Giving advice

4 Should you be interested in our training solutions, e) Describing a hypothetical
we can arrange a meeting. situation in the past

5 Unless you specify milestones in the contract, the f) Expressing complaint or
project will overrun, criticism

& You're going to be disappointed if you take on
that firm.

LU Imagine you are a consultant negotiating with a potential client that could bring in a

large amount of income on an important IT project. What could you say to them in the
following situations? Take some notes and then role-play the dialogue with a partner.

1 We would need the project to be completed in five months’ time.

2 We want you to use your best, seniar consultants.

3 Your fees would be calculated based on a T&M contract, not an hourly pay rate, I'm
afraid that's not negotiable,

4 It's not possible for you to have access to all company information.

5 We want your deliverables to include a presentation of your final report to the board
of directors and any consequent implementation work.

6 We have plenty of other proposals from competing firms if you're not interested.

negotiating

|87
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putting it in writing

88 |

Look at this letter following a contract agreement between Unicorn Consulting and a
new Slovenian client. In most of the lines (1-12) there is an extra word that doesn"t
fit. Write the extra word or put a tick () if the lina is correct.

COMSULTING

Dear Mr Dimitrij Cuk,

Further o our meeting yesterday in Ljubljuna, I am writing

to confirm the terms and conditions of our agreement.

With respect to the implementation of an |T SYSICms in vour
company and subsequent staff for training, we would be happy
to assign two high specialist consultants with expertise i SAP

systems. Fees will be paid according 1o a4 T&M contract: please H—
refer within to the anached document for a description of e
timescale and deliverables for the project, including fee pay L
details, If should you require further information abou our By
consultancy proposal, please do not 1o lesitate to contact me, 10 .

We thank you once again for your generous hospitality in : & el
Ljubliana and we very much ook forward 1o working with you, T 5 R,

Best ragardy,
Anna Belmont

Senior Consuliant

9 Strategy

UELCHES  Complete these sentences deseribin g different marketing strategies with the
SiEICECTM  expressions in the box,

downscaling their operations integrating them both at an early stage
more responsive and flexible

1 Every time companies interact with a customer, they can find out about customer
needs and satisfaction, enabling them to further ... ;

2 Companies are now working more effectively with customers and supphiers, ... in
the product-development process.

3 Multi-domestic marketing involves companies thinking globally, but ........... to
various local markets.

4 Companies are moving away from large economies of scale and ... within
different marketplaces,

5 Large companies are now increasingly copying the approach of small and medium-
sized companies by becoming ... s

I adapting their products or services develop their products and services




Reading

communicating
the brand

Vocabulary

strategy

mission statements

Unit C Revision |

Complete this extract of an interview with marketing con sultant Paul Byrne with the
words in the box.

advertisements  advertising  brand  communicating  competitors
core values  creative  differentiating  innovative  leveraging

“What companies are looking at doing now, because they have become increasingly
conscious of the reduced effectiveness of the traditional forms of ..., is they're
looking for new, innovative and creative ways of .......” their brand.

We are constantly being bombarded by ...........” in all their forms, and we can be
subjected to up to 2,000 different advertising communications on a daily basis.
Therefore, companies are looking for new and ... aways of attracting our attention
to their brand. A new approach has been developed, referred to as a through-the-line
approach, whereby companies are integrating different media to achieve a consistency
in their ... " Message.

Anather strategy which has been developed is that of ..........." the brand, whereby
companies are looking at ways of distinguishing, .- # and communicating the
e of their brand in a more effective and ... »way which will differentiate them
Fram their .......... 13

Professor Josep Valor-Sabatier (see page 78) is talking about factors that affect a
company’s strategy. Complete the extracts from the interview with the phrases in
the box.

change the rules  customers and suppliers  entering the market
future competitor  goals and objectives  management systems
market position  planning systems  significant impact  the same vision

—

“The external factors affect everything related to the business environment outside the
company. What is its . Lwithin the industry? Who are its ... 17 Which companies
are Naving 8 v s gn the market? These companies include those that have decided
to sell the same products as you, even though they are not doing so now, but are
planning on e “and becoming @ c... 5, Then there are technological
improvements in other industries: if they were to be applied in your industry, how
wolld they .. i

The internal factors have to do with how ... 7 are implemented in order to attain a
COMPANY'S .o ?. Management systems consist of compensation or reward systems,
............ 2 and ensuring everyone in a management position shares ..........." and is
working towards the same goals.’

Look at your notes for a turnaround strategy for the British retailer Rose & Frankwright,
as discussed on page 82. Using ideas that were brainstormed, write up a press release
outlining the company’s new strategy in no more than 100 words.

ls9



(1Doing business online

OVERVIEWY

| Listening and

discussion
Successes and failures
in e-business

D Reading and language
Net gains an the shop
frant
Business skills
Presentations:
summarising and
dealing with questions
Writing: presenting
information on a
webhsite

L_l Case study
Improving the online

experience

‘ To erris human, but to really foul things up you need a computer. ’

Paul R. Ehrlich, US biologlst

2 What goods and services do you buy online?

RECTEELLE ) Discuss these questions.
discussion 1 How often do you shop online?

7 g 3 What other goods and services do you or would you buy online?
(e

i e O 10.1 Listen to three speakers. What types of online shopping are they

= 3 describing?
% (=
G Match the words related to online shopping (1-10) with the definitions (a—j)

on the next page.

2 a’ & ({4 1 (shopping) cart 6 browse

2 back-end systems 7 hacker

3 cookie 8 BzB

&4 banner g dotcom

5 pop-up ad 10 e-commerce

90|



10 Doing business online |

a) online retailer or Internet business

b) exchange of services, information and products between businesses
via the web

¢} buying and selling goods and services and doing other business aver
the Internet

d) piece of saftware that acts as an online seller’s catalogue and ordering
NroCess

e) small advertisement for one wehbsite displayed on other sites; by clicking
on it, the user is taken to the new site

f) someane who secretly gets into another person’s computer system in order
to use the information or damage the system

g) advertisement that automatically opens a new browser window and covers
Lhe window the user was intending to read.

h) hardware and software applications that manage order processing, billing,
sales, inventory and shipping

i) = move from place to place on the Internet, searching for topics of interest
* |ook at goods in a shop without wanting to buy any particular thing

i) piece of data that can be used to recognise an online customer and
personalise the webpage

(D] (102 What do you know about the dotcom crash in 20007 Listen to the
first part of an interview with Maija Pesola about the causes of the collapse.
Correct the five errors in this summary of her points.

The problem was that there was too much investment money coming into the
market too quickly. Therefore funding was given to dotcom companies that
didn't have particularly enthusiastic business plans and didn't necessarily have
the advertising revenue to carry out their plans. Another factor was that the
market wasn't ready for Internet shopping in the way that it is today, and in
2000, not many people had Internet browsers. The positive outcome of the
dotcom collapse is that it's improved some of the weaker companies, and those

A Maija Pesola, IT companies that are still in existence today have refined their B2B systems.
Carrespondent for the
Financial Times (E ) ( 7103 Listen to the rest of the interview and answer these questions.
1 What was the first type of Internet advertising used, and why was it
unsatisfactory?

2 How did consumers react to the second model of advertising on the Internet?
3 Whal form of advertising appears to have had more success in recent years?
4 Why is this model of advertising mare popular with companies?

5 Which products and services are/aren't selling well on the Internet, and why?

) Discuss these questions.
1 Will there come a time when we will do all of our shopping online? Why (not)?

2 Are you concerned about Internet security and using your credit card to
purchase goods online?

3 What are governments and companies are doing to stop so-called ‘cyber
crime'? What elze could they do?

g How can and do anline retailers use the information they collect about their
customers?

As a customer, how does online shopping compare to the real thing?
6 What are the benefits to a company of doing business online?

un
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I 10 Doing business online

Reading and o Which of these is most important for you when you're considering buying
language something online: cheap prices, an easy-to-navigate website, quick delivery

service, good customer service?

OUT. COMPUTERS ARE DOWN, \ & Su

50 WE HAVE TD DO
EVERYTHIMG: MANLALLY..,

Read the first part of the article and find out the difference between success

and failure for online companies.

Net gains on the shop front

by Gareth Chadwick

1 Cyberspace is Increasingly the
Ineation of  choice for many
retailers. It is not hard to see why,
caline retailing —or e-tailing — s big
bucks. The e-tail market, worth
£14bn (€21bn) a vear in the UK
alone, is growing at an annual rate
of between 30 and 40 per cent. In the
gix woeks leading up to Christmas,
over £3.5bn (E5bn) was spent online
—almost 7 per cent of the total retail
spend during the same period.

It is not just online retailers such
ias Aamazon or eBay that have bhuilt
gleeassiul businasses in
cyberspace. A huge namber of
retailers have some Kind of
presence on the Internet. Most high-
sireal names have fully
transactional online aperations, But
many smaller retailers are nervous
about the potential of e-tailing,
often perceiving it as a risk and ao
expensive distraction as much as an
opportunity.

4 It iz not a question of building a

s

F

nice website and waiting for the
money to come rolling it. It calls for
a new business model, which
seamlessly connects e-tall with the
rest of the business.!' says lan
Bathpgate, a principal lecturer at the
University of East London Business
School, ‘It only takes one mistake,
ong oversight online, to not aonly
lose hupe volumes of sales, but
cause serions damage to vour brand
and reputation.”

Research shows that e-tail
customers are more demanding,
leas forgiving and more fickle. The
Web is fiercely competitive, and
customers  have  access o
unprecedented amounts of
information. It takes maore than a
flashy website to convince them Lo
part with their cash. An up-to-date
and user-friendly website is taken
a8 standard. The lssues that are
decisive in whether an online sales
operation is a success — and which
can create that vital competitive

advantage - are around good old-
fashioned customer gervice and
order fulfilment.

& Anonline operation that amounts
to printing the e-mail orders at the
end of the day, manually checking
they are in stock and popping them
in the post, probably costs more in
time and offort than it earns and Is
unlikely to meet customer
expectations in terms of accurate
information on stock availability
and delivery times. “You have to
manage expectations from the very
beginning. It's often assumed that e-
tail is all about finding the cheapest
product, Yes, price is important, but
probably not as important as
delivery or customer service.
Payving a rock-bottom price is no
good if the product doesn't get
delivered when it should,” savs
Andrew MeClelland, head of
projects and marketing at the
Interactive Media Retail Group, the
trade body for e-tailers.

G Read these sentences and choose the correct options. Read the first part of
the article again and check your answers.

1 The majarity of well-known shaps still haven't invested in /now offer online

sales operations.

2 Many small businesses appear to be enthusiastic /have mixed feelings
about e-tailing.

3 The consequences of a problem with your website are loss of sales and the
high costs of finding a solution /repercussions for the company’s good name.

& When anline customers see a stylish website, they are no fonger impressed /
mare willing to make purchases.

5 Manually dealing with online arders is unlikely to be cost effective /a good
low-cost aption for some businesses.

92



A Adapted from

2 A website could lose repeat
customers if it doesn't give correct

information about what is available,

& Rather than the website being a
separate, sell-contained part of the
husiness, e-tail needs to be fully
integratad into the support systoms
and infrastructure that drive every
other part of the business, such az
stock control, storage, delivery,
customer returns and order picking,
If it can’t be fitted inta the existing
framework, then the framework
needs to chiange to fit the website.
The back-end svstems - taking the
order, taking payment, processing
the order, despatching it -have to be
geared up to make the online
purchasing process as smooth as
possible,

‘Take stock availability,” says
Oliver Spark, managing divector of
The White Company. ‘A few vears
ago, people were more accepting i
vou had an item on the website that
turned out not to be in stock. They

http:// news.,
independent.co.uk

are nat any more. They shop online
because it Is quick and convenient.
If your website says ohe thing and
the stock room another. they are not
going to invest their time with vou
again,’ he says.

The White Company started out as
a mail-order company in 1994,
moved on to the Web six vears-ago
and on to the high strest io 2001.
Anid after a slow start, the e-tailing
side is booming. “We launched our
first website in 2000, and this vear it
will bring in sales of about £8m
(E12m). Tt's about 20 per cent of Lotal
gales and is growing twice as
quickly as the rest of the business.
Owverall growth is about 40 per cent,
but the online side is up 86 per cent
on last year, says Spark,

The company's wehsite 15
integrated in real time into its stock
managemeant databaze, the same

3 The White Company's anline sales
are growing at more than double
the rate of the rest of the husiness.

10 Doing business online |

() Read the second part of the article and decide whether these statements
are true or false.
1 Acompany's website doesn’t have
\ ta be designed to integrate with the
company's existing systems.

The White Company's website
receives the latest information

about sales made in all areas of

the business.

database which feeds its shops and
mail-order business. It means that
when an item is sold, whether
through a shop or mail order, the
wehsite is automatically updated.
All its stock i= stored in one
warehouse and fulfilment centre in
wiesl London, During the day, mail
order and online orders are phelked
and packed for delivery, while at
nipht it is the stock orders for shops
that take priovity.

It iz mof taking the orders online
that causes the problems for e-
tailers, it i5 the operational costs of
fulfilling those orders. Getting the
wehsite up and running and taking
the orders 15 the easy part. It is
mesting the higher expectation
levels of the e-tail consumer where
it gets tricky.

@ Find the following word partnerships in the article.
1 Two phrasal verbs which collocate with cash or money. (paragraphs 3 and 4}

2 Three adjectives that collocate with website. (paragraph 4)

3 Three adjectives that collocate with customer and a noun phrase using
rustomer. {paragraph 4)

g4 Two verbs and an adjective which collocate with expectations. [paragraphs

g and 10}

& Averb phrase, a verb and five nouns which collocate with stock.
{paragraphs 6, 7 and g)

& Fourverbs which collocate with order. (paragraphs 6 and 10)

1 Itisn't easy for e-tailers to persuade consumersto ............
2 We need those parts today if we're goingto............

Belgian client on time.
3 Our manager has very ............ expectations of all her staff.

4 I'msorry, the red ones won't ............ stock until next week. We've got a

black one left though.

5 It'sareally........... . website with lots of moving images, but the content
ISTEWERY ovviiaannn — it only goes up to last year’s Tour de France.

Supermarket customers are very ................ nowadays. They'll go where
the prices are most competitive, regardless of the quality of the customer

Grammar reference:
Cleft sentences 6
page 1351

R RN [l

Use the correct words from Exercise E to complete the sentences.
their maney.
this order from our

lo3



10 Doing business anline

Business skills o Look at the website extract and the definition of usability and discuss
these questions.

Presentations:
summarising and 1 Which website(s] do you use most frequently?
dealing "_"ﬁ"th 2 Rate three websites for usability, giving a score out of ten. Give reasans for
questions your scores, Consider the following: content, navigation, overall design and
effectiveness of the website(s).
866

1 8E8 [}

e i ir.m DTN AT I
15| [Usabiiy | e 3
= - j E [ Sefeet arether dictisrany.. £ |
£l [==quik jorme -- =] Tha Aogister » Managament » gGovarnme : = &
; . g Usability i the measure of how
mE ! ‘
£ Gov.uk websites get .| easilya thing can ke used
z th“mhs-up for usabihty ¢ | (typically a software application or
A new analysis of governmeant wabsiles has found i a piece of hardware), This iz
il a'demonstrable’ improvemant in usability in many ¢| generally defined in terms of
Pl sites. Overall, design and navigahility are £| needs of the users of the thing.
impraving, and & more consistent approach £| Often the intentions of designers
7| betwesn sites Is emerging. diractly conflict with these needs. :
-i ! — - - ‘ rd *
» !
) IFErTe Este

Useful language |

Summarising your talk

Rizht, that really brings me to the end of my talk/presentation.
Let's take a look again at the key issues/points/factors ..,

Let's just recap ...

As we've seen today, ...

My main point is that ...

So, to sum up, ..

You'll find a summary af ... in the handout.

Asking questions politely

I'd like to know what/when /where fwhy/how [if fwhether ...

I'd be interested to know (more) about ..

| was just wondering what you thought about / with respect to [ regarding ...
Yes, but | was wondering il fwhether ...

| mean to say, could you tell us [ explain to us .7

Dealing with questions

I'm elad you asked me that question.

I'm often asked that question. What | {(usually/often) say is ...
As I've said /mentioned before, ...

Do you mind if we deal with that later?

I'm actually coming to that point later in my talk,

Dealing with difficult questions

I'm not sure if | entirely understand your guestion. Do you mean ...2

What | would say is ... | hope that answers your question.

I'm afraid | don't have that information at hand, but ..,

I'm sarry, but that's not really my field/department/sector.

I'm not really an expert on ... My colleague will be talking about that later,

94|



10 Doing business online |

(8] (7104 Listento Sophie Rawlings giving a talk about creating web pages
for small businesses. How does she deal with each of the five questions?

a) She replies positively to the question.

b) She deals with the question in a humorous way.
c) She implies she's already talked about it.

d) She says the next speaker will address the issue.

G O 10.4 Look at the expressions in the Useful language box on page 94.
Listen again to Sophie dealing with questions and complete the expressions
used to introduce the audience’s questions.

A 3ophie Rawlings, Head 1 ieriernen... were the main differences between government websiies and
of Web Services and those in Lthe private business sector?
Content Manzgemenl
fora UK government

e R how a company can actually imprave its anline sales through
web-page design.

department
- QR about copy writing. ............ what kind of language you think
work wells in websites?
! —— whether there was any kind of language that you would
avoid using?

9 Work in pairs. Ask each other questions related to the Internet and new
technologies.

Student A: Turn to page 147.
Student B: Turn to page 155.

@ You are going to give a five-minute talk on a topic. Look at page 161 for
possible topics. Prepare the main points for the summary of the talk and
make a note of any questions you anticipate, Tell your audience when you
will take questions: either during the presentation or at the end.

Writing: o Sophie's colleague, Peter Adams, is giving a talk on doing business online

presenting for small businesses at the local Chamber of Commerce in London. Look at
information ona his notes from the talk which he has posted on the Chamber's website on
website page 161. In small groups, discuss how you could best present this
information on a website, making the information clear, effective and easy to
follow.

Write up the main points of your talk for your company's or organisation’s
website. Use the Writing tips below and on page 27 to help you.

Writing for websites

e Keepeach page short and simple. Write 5o per cent less text than you
would in hard copy, so that online users can scan information quickly.

= Split up long information into multiple pages.

= Use one idea per paragraph when writing for websites.

= \Write in an objective style, Web users are husy and want to get straight
tothe facts.

= Aninformal style is also in keeping with the Web's immediate nature.

* Update pages regularly to reflect all possible changes, e.g. statistics,
numbers and examples.

o Writing file page 141

los



m Improving the online experience

Background Listening (7105

Audio Wire Incorporated is a leading Look at Audio Wire's website below and listen
manulacturer of professional microphones, to a discussion between weam members at
earphones and other audio electronics based  Online Experience. Ed is the Managing Director,
in New York. Audio Wire has hired a web Larry is the Online Sales Analyst and Kirstie is
design company, Online Experience, to the Designer and Copywriter. What are the main
improve sales of the earphones section of problems with the elient’s websiter What are

Audio Wire.com, where they sell high-guality  their recommendations and deliverables?
carphones directly o consumers.

Auclio Wire wants to improve online business Sales conversion rates for
: I Audio Wire Incorporated

by improving its website and is looking o
merease conversion rates® and overall sales by
L.

onling sales for

The deliverables for the project required of
retuming customers:

the web consultants are as follows:

! . . users browsing only: 17%
* Ecommerce analysis of the customer 238,
experience and the website's nsability o
I TR / online sales for
* Analysis of online sales data one-off customers:

1%

* Recommendations for redesign: content,
navigation and copywriting

user abandonment during
registration or purchase

¥ The percentage of users who are browsing
process: 48%

that end up IJ:JJ'{']I}IRillg goods or services
online,

FORWARD

BACKWARD

CASE STUDY|
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| 10 Doing business online

Task 1 Writing
Write up a brief proposal of the recommencda-

Work in groups. You work for the web design o tions for your client, Audio Wire Incorporated.
company, Online Experience. Hold a meeting Include the following information:

to discuss the relaunch of Audio Wire's : , . -
website, How can it be more effective, and = executive summary, (backpraund to the project)
= key findings

how can the business improve its online
sales of audio electronics? Consider these » recommendations for redesign
points: * description of deliverables, ¢.g. relaunch of
s analysis of the online customer website
experience: usability, navigation, content
and copy-writing :> Proposal writing page 39
» recommendations for more effective web
design
* analysis of sales data
¢ recommendations for a more effective
customer-experience strategy
delegation of tasks and deliverables for
the project

-

AL E] =

Online EXPEFEEI"\CE specializes in increasing online sales by
improving the customer experience.

ik

TR g D

Case study

inpogy =hgs

Client testimonial
"We are very happy with the impressive results from
this project. Online Experience quickly and effectively
delivered recommendations that [ed to
' significant, measurable improvements
' in our business.”

OTV Television Networks

WorgUfeirs

1 Wlerret 2oe

1 In groups, present a summary of your B
recommendations to Audio Wire and deal with
any guestions they may have.

2 When you have given your presentation, listen
to the other presentation{(s) and ask your
colleagues about their recommendation(s).

3 Decide which group pul forward the best

|\‘_ proposal.




11 EEY business

‘ Whenever you see a successful business,
someone ance made a courageous decision.

Peter F. Drucker, writer and management consultant

OVERVIEWY

I:I Listening and
discussion

Everywoman: helping
women start their own
businesses

I:] Reading and language
The bruises of the
bhandwagon

Business skills
Telephone strategies
Chasing payment
Writing: a letter
chasing payment

D Case study
Copisistem: the next

step

EESLTEELGN ) Discuss these questions.
discussion 1 Would you like ta run your own business? If you wanted to start your own

business, which, if any, of these sectors would most interest you?

» Hotels and catering « Financial services = Training and education
» Retail » Tourism and leisure = Publishing and printing
« Personal-care services » Manufacturing

2 If you have a hobby that you're passionate about, could you start & business
around it? Would you? Why (not)?

3 According to some business experts, to be a start-up entrepreneur you need to
have huge self-confidence. You also have to be willing to risk your capital and,
to an extent, your career. Do you agree with this view? What other qualities
might you need?

0 Everywoman is a UK consultancy which provides advice and support to women
running their own businesses. Read this description of the company. Can you
predict what Max Benson will say?

a0 (=)

CLLE OO TT T

=
o
&
-

| We can advise you on where to get help and we encourage you to
21 network, to learn key ............." and to learn from others. We can
signpost you to the people best ..ooivin. 2 to help you start up.
& MaxBensan, @ director £ Vi aplsn grovide PF ................ * far womsnr:rso that }f:fu
of Everywoman 1 can get advice from others and discuss the ............. 4and the
| [ ¥ that you are facing in your business, We do this both
£l via our website and hold ............. % networking events where
Sl WOMIEN CaM MBEL o.icvreeirrs craenrrameres I
We also run c.oveevenen.. 8to help you develop business skills you
S| haven't learntina oceiiieiinn eenennnns ? or because you haven't
z| beeninthe ............. 18, :
= =L,
e =




11 New business

(] (7 11.1 Listen and complete the description in Exercise B.

@ O 11.2 What sort of barriers might exist specifically for women starting a
new business? Listen to the second part of the interview with Max Benson and
correct the following information.

Research has shown that there are three specific barriers that woman face
when starting a new business. Firstly, they don’t know how to et access to
advice. Secondly, a lot of business networks are set up and dominated by
men, Another major barrier is their lack of experience. Furthermaore, women
are not reaching high positions in corporations and they therefore lack the
range of qualifications of many men starting their own businesses. It also
appears that women are slow to adopt techniques that can be used to helpa
business to grow.

(711.3 Listen to the next part of the interview and tick () the main types of
businesses that attract women entrepreneurs in the UK. Listen for examples of
jobs and note them down.

« Travel and tourism

» Health and personal care

« Retailing

+ Computer consultancy

» (Catering services

» Training and development

O 11.4 Listen to the final part of the interview. What are the two main problems
for both men and women starting their own business?

(® Discuss these questions,

1 Do organisations like Everywoman exist in your country? What other types of
networking organisations exist for small or new businesses?

2 What are the barriers and challenges for someone starting a new business in your
country?
3 What are some of the problems and risks facing small businesses generally?

() Complete the sentences with the words and expressions in the box.
There are two expressions you don't need.

business grants  businessplan  entrepreneur  franchise
outof business  partnership redtape  venture capital

1 |wanted to run a business, but didn't want to go it alone, so | wentinta
weenn e With my brother.,

2 Government statistics show that most small companiesgo ............ before
their first anniversary.

3 When looking for finance, many local and central governments offer ............ .
4 One of the biggest headaches for small business owners is the amount of

government ............ = it's very time-consuming.

& e firms and business angels are other sources of finance for
small businesses.

& Buying an existing ............ can be a lower risk way to start your own
business.



| 11 New business

100

Reading and
language

o kh

0 Discuss these opinions about starting new businesses before you read the
article.

A =agree D = disagree DK = don’t know

1 Investors are more likely to provide capital for a great idea with a mediocre team

than a great team with a mediocre idea.

2 Leadership skills in an entrepreneur are more important than experience in the

field.

3 One common way of starting a business is to gain experience and knowledge in

a small company and then set up a rival company in the same sectar,

4 Wha you know is as impartant as what you know when starting a new

business.
Mew innovative companies usually upset the power of more established ones.
It is generally thought to be bad business to start up in a mature market.

7 IFan entrepreneur is researching a new business idea and finds a lot of data

about a specific market, it usually means it is a great business opportunity,

8 Smaller businesses are often more successful than larger ones because they

can focus more an customer needs.

@ Work in pairs. Student A read paragraphs 1-5 and Student B read paragraphs
6-10, then review your answers to Exercise A together.

G Find words or phrases In the article that are similar to or mean the following,

1 to start doing or saying or saying something that a lot of people are already
doing or saying (paragraphs 1 and 7}

2 people who invest money in new businesses (paragraph 2)

3 something belonging to an individual or a business that has value or the power
to earn money {paragraph 2)

4 the amounts of money coming into and going out of a company, and the timing
of these (paragraph 2}

5 rival companies created using the knowledge and experience gained at largar
companies (paragraph &)

& practical ability, knowledge and skill in a technical area (paragraph g)

7 the ability to change or adapt to new ideas or trends quickly (paragraph 6)

8 very few companies who control all or most of the business activity so that
others cannat easily compete with them (paragraph 6)

g new business activities or projects that involve taking risks (paragraph 8

10 significant because it's never been done before (paragraph g)

3 Grantmar reference: @ Find five examples of noun phrases in paragraphs 2, 3, 4. 5 and 7 of the article,

Norn pltrases
page 132

G Discuss these questions.
+ Towhat extent do you think an entrepreneur's persanal qualities are as

important as their ideas?

= \Who are the leading entrepreneurs in your country? Why have they been

successful?
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'The bruises of th

By Paul Tyrrell

tell
whether a business idea will
fly rather than die? Every-
one, it seems, wants Lo run
their own business, but
many are falling to prepare
thoroughly before seram-
bling on to the hbandwagon.
The most widespread trait
iz a failure to appreciate
that an entrepreneur’s per-
sonal qualities are just as
important as their ideas,
YVenture capitalists and
business angels  have
always been more inclined
o back a great team with a
mediocre  idea than a
medioere team with a greal

{dea. They attach a lot of &

importance to what they
term ‘scar tissue® - evi-
dence that the person has
learned from experience.
Even high-street banks now
focus more on individuals
than their coovertible
as=ets  when  assessing
applications for business
loans. If a prospective
entrepreneur  applies. for
less than £50,000 - enough
for about 80 per cent of UK
start-ups — the lending deci-
sion 15 likely to depend on
an analysis of their aceount
history, and to & lesser
extent on the cashilow pre-
dictions for their business,
rather than the value of
their property.

Ultimately, the success of
a husiness idea rosts on the
ability of the entrepreneur.
They must have basic busi-
ness skills oF acquire them
via personal development
or hiring. They must alzo
have leadership gualities
and, of course, their
chances of success will also
improve in proportion to
the level of relevant knowl-
pdee they bring to their
chosen market, This is par-
ticularly clear in product
developiment situations -
for example, where an engi-

neet takes the koowledge he
gains at a large company
and uses it to set up a rival.

Research led by Dr
Rajshree Agarwal, associ-
ate professor of strategic
management at the Univer-
gity of Ilinois, sugpgests
‘spin-outs have a survival
edge in the market over
other ontrants, as the result
of a4 combination of entre-
preneurial flexibility and
inherited knowledge’. Dr
Aparwal surveyed the disk-
drive industry hetweern 1977

and 1997 and found that 25 -

per cent of new entrants
were started by individuals
leaving larger companies in
the same sector.

Ultimately, though, what
distinguishes  suceessful
entreprensurs is their abili-
tv to spot commercially
exploitable patterns where
others cannot. Herbert
Simon, winner of the 1978
Mobel Prize in economic sei-
ences, suggests this process
is intuitive: a good business
idea stems from the cre-
ative linking, or cross-asso-
ciation of know-how and
contacts.

Radicalism has always
been the domain of small
businesses  because they
can move faster than larger
rivals, and venture capital-
ists talk of looking for
opportunities that are “dis-
ruptive' because they offer
the best growth opportuni-
ties. The idea of the entre-
preneur as a disruptive
force dates hack to 1934,
when the economist Joseph
Schumpeter argued that
entrepreneurs wWerse eEser-
tial to long-term economic
growth because they sub-
jected monopolies or oli-
gopolies (o what he called
‘greative destruction’. [nno-
vation - whether in the
form of a new product type,
production method or mar-
keting medium - 5 a tempo-
rary source of market

power that erodes the prof-
its and position of old com-
panies, This ereates a new,
competitive market that
draws in other entrepre-
neurs until consolidation is
required.

Subsequent research by
Dr Agarwal, in collabora-
tion with Profossor Michaet
Cort, has shown that tim-
ing is critical for entrepre-
neurs wishing to benefit
from such a market: ‘Barly
entey during the prowth
phase helps survival, but is
disadvantageous during the
mature phase, the pair sug-
gest. In other words, jump-
ing on a bandwagon is
almost always a bad ideq.
Entrepreneurs should, in
fact, he encouraged when
they fined there is very little
data available ahout their
chosen market, ‘[[t] is fre-
quently inversely related to
the real potential of an
opportunity,” savs Jeffry
Timmons, author of New
Venture Creation.

This idea of combining
ideas to find new solutions

11 Mew business

haz become important over
the past 20 years, As it has
beeome harder to launch
genumely different prod-
ucts, consumers  have
become  more valug-con-
schous and less brand-loval,
while retailers have hecome
increasingly powerful.
‘Many entroprensurial ven-
tures — derived from cus-
tomer knowledge — can be
eonsidered ag the “consol-
idators” of goods and ser-
vices,! suggests Hichard
Sease, a UK futurologist.
Today, consumers want to
he different Mesting
these more focused cons
sumer needs gives  small
firmz greater competitive
advantage over their larger
counlerparts”

S0 if vou have an idea
that you think is sufficient-
I¥ eround-breaking, how
should you assess it? Popu-
lar benchmarks include an
annual growth potential of
al least 20 per cent: gross
margins of at least 35 per
cent; and free cashflow
characleristics. Other posi-
five qualitios include: clear
routes to market, the alili-
ty to create ‘post-entry bar-
riers’ (measures that pre-
vent competitors from imi-
tating vour idea once it is
commercialised); and com-
paratively  low  capital
requirements,

Yel nothing is as impor-
tant az demonstrable value
to customers. As Daniel
Muzyka, dean of the Sauder
School of Business in Van-
couver and a commentator
on entrepreneurship, has
wriltten: 'Opportunities are
about creating value, not
necessarily lowering cost ...
the lailure of someo entre-
prencurs who believe they
haven't come in at the right
cost is that they have not
communicated value.”

FINANCIAL TIMES
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| 11 New business

ﬁ Work in pairs. Can you predict the missing information in these telephone
tips? Ask your partner questions to complete the tips.

Student A: Turn to page 147.
Student B: See below.

Business skills

Telephone
strategies

Student B

Telephone tips for dealing with customers and suppliers

1 Always give your name and use the other person’s name. It helps to
establish............ g

2 Quote any relevant account/customer/invoice numbers and have
vaeraransass tohand,

3 Listen actively and show that you are listening. Connect with the person
by apologising, or empathising as appropriate.
4 Restate the details youare givento ............ .

5 Confirm the follow-up action that you and/or the other speaker have
agreed to,

6 Make sure you agree datesorset.............

9 O 11.5 Listen to a telephone conversation between the Accounts Manager at
Dyson Kitchenware and a supplier, Fenwick Plastics, What is the call about?
Make a note of the good telephone strategies each speaker uses. Is there any
room for improvement?

G O 11.6 Listen to another telephone conversation in which the supplier,
7 Fenwick Plastics, is chasing Dyson Kitchenware for payment. What follow-up
L action does each speaker agree to?

Useful language I

Reaching agreement

Identifying yourself A :
Hello. This is [narme] from [company (and Eﬂllh'”k we.can work "';:h that.
country)]. at seems reasonable.

This is [name] calling on behalf of Yes, that's do-able.

[company {and country)].
I'm calling from [company (and country!].
Please call me [name].

Confirming follow-up action

Can | just check/confirm that?
You're saying that ...

Ciarlfying understa I'Idil'lg I*Nl EE't back to you Whenflffﬂtfﬂn .

o g As | say/fsaid, 'l need to...
Sorry, [ didn't get that [ | missed that. ;
I'm sorry. | didn't quite catch that. Can you tell me when that will be?

Would you mind repeating that, pleasez  Wnen will you call me back?
Could you explain that (to me) again?

; Being polite but firm
Could you go over that again? : :
Could/Can you spell that for me, please? L;*nstg;ry, (but) we'd likefexpect/
Checking details (Under the circumstances), we're
L #1h ieht considering ...
[}?é TUEHS;E;Ih aﬁﬁ? this fighit (Given the situation), we'll have to
Ar e that 7 consider ...
CyousyIng (You see), we may have ng
alternative but to ...
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11 New business |

Chasing payment ] ) Complete the tips with the words and expressions in the box.

accountfinvoice  deadline debtrecevery delivery notes
payment terms  recipient reminder letter  withholding payment

Tips for chasing payment

» Define a structured approach to P Eeqveny and stick to it with every
customer. Be reasonable, firm and consistent.

# Quoteanyrelevant ............ * reference numbers in correspondence
and on the telephone.

* Be specific and stick to the point— quote dates and any relevant
agreements, such as ............% and credit limits.

* Include/attach copies (not originals) of any relevant documents, such as
.., purchase arders and invoices.

* Be clear about what you wantthe ............5todo.

® Seta..oiainnns &hy which time you want the matter to be resolved and
stick ta it.

* Be persistent—writea ............ 7 or follow-up on the telephone if you
don't get a reply to your first letter or e-mail.

¢ |Fthe clientis ............ *due to a problem with your goods or service,
try to rectify the situation as soon as possible.

G Role-play. Work in pairs. Look at your information and make the telephone call
about the outstanding payment.

Student A: See below.
Student B: Turn to page 155.

= ‘You are Wendy Taylor from the Accounts Department at Fenwick Plastics.
You have to chase up payment at Dyson Kitchenware every month, Your
company has a good working relationship with Dyson, and they place big
orders, but they have recently become late payers. You suspect they may
be having cashflow problems.

e It's now July, and payment Is still outstanding on invoice 17124 dated 8 June. |

s What's more, there are two new invoices issued in June which are now
overdue for payment: 17289, dated 15 June, and 17356, dated 22 |une. You
want to get immediate payment of the invoice dated 8 June and may allow
up to 15 days for the other two bills. {

* You'd also like to find out subtly if the company are having financial
difficulties — it could have adverse effects on your business, too.

» Decide what your best course of action is and phone Darren Bailey at Dyson. J

— = = e Y v L AL & T — T

Writing: a letter | () You are Wendy Taylor from the Accounts Department at Fenwick Plastics.

chasing payment Write a reminder letter to Darren Bailey, the Accounts Manager at Dyson
Kitchenware. Use some of the expressions given on page 102. Include the
following information:

Explain that payment is overdue for invoices 17289, dated 15 June, for €2,915,

and 17356, dated 22 June, for €2,675.

Remind the company about your terms and conditions of trade — payment is due

30 days from date of invaice.

State your decision not to despatch further goods until the account is settled.

Advise Dyson Kitchenware that you may reduce their credit limit to €6,000.
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Background

Caopisistem, a DVD copying and printing

- company based in Valencia, Spain, was set up

ten years ago, At that time, VIS was the main
tormiat, but the company's tounders, Doung
Halliwell ane Jos¢ Ramon Garcia, coming
from an electronics multinational, could see
the future would be digital.

The start-up costs were high, as they invested
heavily in the latest data-duaplication
cquipment and leased some light industrial
space in a business park. Among their [irst
clients was a major publisher which launched
a DVD collecton of wildlite documentaries,

Copisistern also worked [or a national
newspaper which sold DVDs with its Sunclay
edition. Despite this, the wrnover was low in
the first couple of vears, as relatively few
people had DVD players. But they were
working with good margins and, more
importantly, had managed o capture some
ol the biggest potential clients in the country.

Listening

n 1.7 Alocal radio station transmits a short
programme in English every moming, which
is very popular with commuters. The show
interviews Doug and José Ramén about their
company. Listen and take nores abow how
the company is doing under the following
headings.

* Statfing * Threats and competition

* Turnewer = Future plins

Millions of euras

Millions of euras

Millions of eurcs

Financial position in last three years

21}_
15
10—
58
40
5 25
3 0.4
8]
assets  shareholder equity  sales profits
Yedr &
Eﬂ_
15+
10— 88
E.1
5~ 28
0
asgels  shareholder equily  sales profits
Year 7
Eﬂ_
15.7
15
0.2
10—
5 a5
0.9
o 3
assels  shareholder equity  sales prodils
Year B
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To: Doug Halliwell
. From:  Miriam Cartier
| Subject: Our order no. RB673-06

Dear Mr Halliwell

I'm writing to confirm our initial order for 50,000
copies of our Natural World documentary, Our
[ purchase order is in the post to you. You agreed
in our conversation that this order could be
I dispatched within five working days. Could you
confirm that in writing?

Problems

i

all this year's orders.

e The level of borrowing from banks has reached a stage where they aren't prepared
to extend much mare credit. The logical step is to raise finance from elsewhere, e.g.
factoring, a venture capital firm or even try to negotiate faster payment from clients.

« Another major concern is that DVD technology will almost certainly soon be
replaced, and they'll be left with a lot of expensive equipment.

i 1 Task 1

| L
Al
li i i 1

s

Work in pairs. You are the owners of
Copisistem; you decide to investigate
venture capital firms.

Student A: Turn to page 148.
Student B: Turn to page 155.

You now try to find a solution to Copisistem’s
problems.

1 Brainstorm your options for dealing with your
order book for this year and devise a plan.

2 Decide which options for raising finance you
want to pursue and what you are prepared to
negotiate on.

3 Decide what your strategy should be for
getting the most out of your expensive
equipment before its value depreciates.

4 Decide who you need to recruit to your
management team to help with the expansion
of your business and a possible move into
other European markets.

-

Copisistem’s growth has also led to a number of constraints:

« Order books for this year are very full, but customers generally pay up to four
manths after delivery. To meet the demand, the owners need to decide if the
company should stop taking orders or find a way of meeting the demand, which
means raising finance. It could potentially damage the company’s reputation and
cost them clients if the goods aren’t delivered on time. Even if the company does
manage to raise some capital to buy new equipment, it wouldn't be in time to meet

Douig
've just checked, and there’s no way we

can fulfil this order on fime. we'll have
+o work overtime or start doing 24-hour
shift work if the orders keep coming in at
this ratel!

José

Writing
Write a job adver!.‘l fec : 08
company. See pagc:;.ﬂlﬁ for a mo
Checklist ¥

* job tide J

¢ employer and location

aims
® indicati
structur
b role and purpose (ex;
! wl-person: you, your, e

an of scale, size, responsib

L
i
[

d in second person)

alary guide
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gk 22 Project management

e

OVERVIEWY

Listening and
discussion
Talking to two project
Managers

|' Reading and language
Nat enough good
profect managers?

[ ] Business skills
Writing; briefing

i ational teais Nothing is ever buitt on time

Teleconferencing or within budget.
L_‘I Case study Cheops, pharach responsible for the
Leatty Shanghai: Great Pyramid at Giza (c. 2550 BC)

a construction project

EECHINEENLN @) Do the following quiz about project teams. Discuss and
discussion Compare your answers.

What makes a good project team?

1 A goaod project manager ... 3 Interms of timing, a successful project ...
a) is always friendly and easy-going. a) will always stick to schedule.
b) must be the most senior person on the team. b} may run over schedule if the need arises,
t) spends time developing a team spirit, c) always takes much longer than expected.
2 For decisions to be reached in a project team, ... g4 The biggest problems for a project team are ...
a) there needs to be total consensus. a) competing goals between team members.
b) majority rule is an efficient and fair system. b} unclear team roles and overlapping duties.
c) what the project manager says goes. c) lack of clearly defined objectives for the project.

0 O 12.1 Michael Sawyer and Rob Jackson are two different types of project
manager. Listen to their individual answers to the question: What are the
gualities of a good project manager? Who mentions these points, Rob,
Michael or both?

A good project manager .. Michael Rob
1 has good communication skills.

clarifies people’s roles on the team.

knows how to organise and motivate people.
avoids acting like a boss.

A Michael Sawyer, Vice
President of Supply
Chain and Purchasing
for the Sara Lee Bakery
Group

includes members of the team in decisions,
knows how to delegate work,

can deal with many tasks at the same time,
is able to take a global view of the project.

b= < T B = O L T ™ R
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ensures everyone is clear about the project aims.,
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12 Project management |

G O 12.2 Listen to the next part of the two interviews and complete the notes
in your own words.

In Michael's company, it's the project sponser’s responsibility to:
« make sure that departmental goals aren’t interfering with overall company

goals
» make sure that the project leader has all the ............" needed for the
praject
PRR T R 2 and be involved in establishing the ............ 1 pf the project
' o attends ..ovieeenes « meetings to make sure that results are being produced
A Robjackson, andactsasa............5 at these meetings.
Operations Manager for
Bachy Soletanche If a project isn't producing the results you wanted, Michael says you may have
[ [T 5. In his experience, you need toact ............ 7 you aren't

getting the results.

When a project isn’t on track, Rob always distinguishes between ....coen.n. 4
and s..asveavens 9 issues. If the problem is an external one, you need to involve
............ 1w When's it's an internal prablem, you oftenend up ............"
your team.

0 012.3 Michael Sawyer and Rob Jackson talk about what makes a project a
success. Listen and complete the information.

Michael says it's important to Rob tracks the success of a project by
...... +..... b at the first project measuring:
meeting for two reasons: + Time against the ...... PR L
= Ifyou don't do that, you aren't s COstSVersus ..ovvveeenes 5 to make sure
going to have adequate VO i &
"""""" : * ..icoee.....’—making sure that safe
« Ifthe whole team agrees from systems of work are in operation
the beginning, then the

____________ e MR Sacibi « whether the client will return and give

G How do these phrases relate to project management? Use them to com plete
the project managers’ weblog.

celebrate the major milestones  face setbacks  get a quick progress report
have a strong sponsot  miss a deadline  reach a consensus
renegotiate budgets and timescales  take on a project

Project managers have many roles and we need support. My advice is not to

............ *that doesn't ............* who is committed to seeing the project
succeed. From the start, | always make sure he or she knows that you may
fneedto .oovvvvrnnns 3 as planning progresses.

Meetings take a long time at the start of a project. You can't set the goals and
make decisions without involving all team members and tryingto ............ 4,
It's also vital to have regular, short meetings throughoul the project to
............ s gvery so often.

We all know that getting through a project is hard work, and the team can
easily get discouraged when they ......... ...% That's why | think it's important
{1 PR 7 and to keep morale up. For me, whether you meet or

............ % it's a team issue, and every member needs to feel accountable for
his ar her wark.
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Project management

Reading and
language

o Rate these jobs on a scale of 1 to 5, according to which ones you think are the

most difficult and thankless (5), and which ones that you think are the most
enjoyable and rewarding (1). Discuss your answers.

pstate agent teacher air-traffic controller
nurse trader accountant

Read section 1 of the web article on page 109, Why do you think these firms
don’t have enough project managers? Read sections 2—-4 and check your
answers.

Read the rest of the article and match the following headings to the different
sections. There is one extra heading.

a) Project managers have to be tethered to the office

b) Technical expertise above communication skills

¢) The higher education system doesn't do the job

d) Project manager is a very difficult job

e} Make the job of project manager easier

f) Mot enough good project managers?

g) Project manager - sometimes a thankless job.

Find words and expressions in the article with these or a similar meaning.
1 underachievers (section 2)

2 praised by everybody (section 3)

3 complaining (section 3)

4 extremely satisfying (section 3)

5 annoying interruption (section 4)

6 being contactable via e-mail/Internet (section 4)

7 practical (section 5)

8 constraining (section 6)

=> Grammar reference: Cohesion page 133

What or who do the highlighted words in the article refer to?

1 it {section 1) 6 that (section 5)

2 it (section 2) 7 we (x2) (section 6)
3 it (x2) (section 2) 8 them (section 6)
4 they (section 3) o stuff (section &)

5 this (section g) 10 they (section 6)

Discuss these questions.

1 To what extent do you agree that the higher education system doesn't turn
out competent project managers?

2 How could projects be the most exciting work of companies?

3 Research claims that people only consistently perform at high levels when

they are appreciated at least once every seven days. Do you agree?
Why (not)?
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[nstead of lamenting the lack of goad praject
managers, leaders should focus on why thats the
case,

My theory is that no fimn is complstely happy with
how it handles project management. Thera ara
ahways problems. And cne of the cammen
complaints heard i, "We don’t have enough goad
progect managers.’

While | will accept that as facl — e, architectural,
engineering and erwironmental firms DON'T have
enough good project managers — it may be helpful
to explore [he guestion of WHY thats the case.
Here are my thoughts:

g e e = i o e 5
There's no doubt about it — being a P s a tough
role, As 4 P, you may get responsibility for
caompleting a jab you didn't start. 4 fot of bad
derisians could have been made that you will have
to live with, The fee allocated to do the wark may
be too lows. The client could be impassibla 1o
please, vt your job is to please them. You could
be stuck with a team of low performers and not
have the authorty to get rid of them, The job you
ars assigned 1o manage may be one of ten johs
that you are responsible for managing. Your
computer system may not suppart moving the
wiark around the fierm to get it completed by those
best qualified to do it There just isn’t enough
tirme, mongy o manpawer to da the job property.
The fact is, project manager & probably the most
difficult job in the firm ta do well far any number
of reazons,

3 lllllllllllllllllll PRpERsARRddd e

Mot onby s being a P atough job, but you get
wery litthe appraciation from your firm for daing it.
If the budgets are rutinely exceeded, deliverables
late or quality lacking for zny number of reasons,
it's nio wonder PMs are not universally lauded in
our firms. The fact that many, if not all, of these
things were notare not under the contral of the
Pi s not wsially brought up when top
management is gnping abaout it, of when other
employess who aren't project managers are
loaking for someane o blame about their lack of
abonus: The good news for PME is that they can
al least get some positive feedback from the
client. As the lead person handling the project
fram the architectural, engineering of
enviranmental firm, they are also in the best
position to see the firm’s successes from the dlient's
paint of view. That's tremendously gratifying.

4 lllllllllllllllll i EET R R EE RS RN R
While most everyone these days in any position of
responsinility in @ design or consulting firm has to
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MNEWE LINES HOME

The voice of reason for architecture, engineering
and environmental consulting firms

~—

aocept moe intrusion of work timainto personal
time {especiathy if we let persenal time intrude on
work time occasionalhy!), project managers
probably face more of this than anyone else.
Clients expect an immediate respanss to eveny
guestion, Team memiers need to be informed of
changes in direction immediately, Contractors wilh
questions in the field need an immediate
respanse. The need for rapid-fire respanse requires
that the cellphone ba turned on and e-mail be
constantly checked. And this level of
connectedness can create strass in your personal
fife,

e A e e py ey

Whal the systern does tend 1o turn out are experts
if wou can call anyone wath a technical degree an
‘papert'y What | mean by ‘expert’, i someone
with speaific technical knowledge ina particular
engineering/designdacientific decpline.

MO amount of technical knowtedge, however, isa
replacement for being able to communicate, being
able 1o work well with others or being able 1o
sohve complex problems.

Thiese are the skills that are essantial to being a
good project manager, and they really are not
amphasised in the typical engineering, architecture
or science education. The reasens for that are
many. Employers want people with certain
training, acereditation boards drive higher-
institution curricula in certain directions, and
acadernics often lack real-warld work experence.

If we want 1o sobve the problem of net enough
good project managers in our firms, we ane going
to have to do some things differently. That
includes making the joh as sasy as we can for our
Phis by giving them some permanently assigned
staff resources, fixing accounting policies that
don't encobrage resource stiaring, and building
intelligent wide-area-networks,

Wiz need to thank our effective PMs for the
amazing job they do, and we need to get those
wha don't do sowell into roles that they can be
successtul at doing, We need to make sure we
den't have overly estrictive polices on work hours
or absences during the day if we expect on-call
response from the Phis 24/7,

And we need to make sure we can tell paople
what the PM role is and provide some good
guidance to those who want to sugceed as project
managers, not allewing them to'go on with a
dysfunctional idea that it is less impartant than the
rechnical stuff they do. all of these things will
help!?
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(A (7124 Listen to three people describing different aspects of their own
cultures. Where do you think each person is from? What type of
misunderstandings and conflicts could arise if you were working in a team
with these people and didn't know about the issues they mention?

Business skills

Writing: briefing
multinational
teams

9 Read these tips and try to predict the missing information. Then fill the gaps
with the expressions in the box.

frank and direct  lossofface  perceptions  senior staff
sharing information  sticking to deadlines  working practices

Tips for working with multinational teams

= The first step is to be aware of your own behaviour, values, ............ 2l
ways of working and preferences. Remember, what's ‘normal’ for you
isn't for everyone.

» Have patience. Try to learn as much as you can about the ............ A
customs, and nuances of the culture(s) that you're working with, but at
the same time recognise that you're never going to know everything.

» Pay particular attention to your own attitudes and those of others in

terms of

— time (e.g. are punctuality and ............7 highly valued?)

- relationships (e.g. how you relate to olderor ............ i)

— communication (e.g. are people ..coooivene, 5 [ is there a culture of
............ 57

— social values (e.g. attitudes to risk, ............7, individuality, etc.)

— meetings (e.g. do you expect to be involved in decision-making?)

» Know what positive and negative perceptions people from other cultures
have about you and your culture.

= Adapt your communication style to work effectively with people from
other cultures.

® Look at the third tip in Exercise B. You are about to work with a multinational
team. Write a brief for the other team members, explaining the standard
working procedures you think are ‘normal’ in your country and any other
information you think it is important to point out before you start working
together.

Tele:nnferencingl (D] (7125 Discuss these questions about teleconferencing. Then listen and
decide what the problem is in each of the three conference calls.

1 What are the technical options available for teleconferencing?

2 What are the pros and cons of teleconferencing?

3 What sort of advance planning is required?

& What suggestions do you have to make teleconferences effective?

110



12 Project management ]

G Look at this advice for running a successful teleconference. Fill the gaps with
the phrases in the box, then match the two parts of each phrase.

the agenda basicrules aneyeon getfeedback
g0 overwhat was discussed keep track of take a roll call

1 AlWaYS e eeens at the a) and the objectives of the meeting
beginning b) for the call, such as speaking time
2 Then outline ............. limits,
3 Quickly go overthe ............. ¢) to make sure the telecon doesn't
and guldelines overrun.
4 Rememberto keep ............. d) is contributing to the discussion
the clock and who is not.
5 Don't forgetto ............. who &) clarify any action the participants
6 Then pause periodically to need to take.
- ) and take questions from the other
7 Before ending the teleconference, participants.
briefly ............. and g) so that everyone knows who is

involved and listening.

Useful language I

Presentations

Let's start by taking a roll call.

Attending today's teleconference are our colleagues in the Rome office.
Otto Peterson is also joining us today. He is our chief engineer.

Whao do we have with us today?

Hannah Murphy will be with us shortly,

Christine Emerson has just joined us,

Hello. This is Teresa Sousa from R&D, Lisbon.

Making a contribution

May | ask Otto a question?

I"d like to direct a question to Hannah,

I'd like to add to what Christine Emerson said.
That's something I'd like to comment on.

May | make a comment at this stage?

Checking action points

Can | just check who's doing what?

Is it correct to say that Christine is in charge of the trials?
Could we go over the action points again?

o The product development team for Archibald, a multinational food group, Is
holding a teleconference to discuss progress on a project. Look at the
agenda and your notes for the meeting. Work in groups of three.

Student A: Turn to page 148.
Student B: Turn to page 156.
Student C: Turn to page 158.

Background

Archibald is a multinational food group. The company has been trying to
break into the Chinese market, initially with its famous tinned-soup brand,
but without much success. Now the company plans to hit the Chinese
market with its Toto biscuits, a best-selling brand worldwide.
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Background

I'here is a building boom in residential, commercial and institutional buildings all
over China, The country is currenty using 54 per cent of the world's production

e

of conerete and 36 per cent of 118 supply of steel. Predictions suggest that this

bullding boom will contunue for at least the next 20 vears.

Leatty, o major property developer, has already been involved in several projects in
China, The company’s latest project, in Shanghai, aims to create a new generation

ol buildings based on low energy consumption, comfort and environmental
protection using the most advanced technologies in the world. The project
includes a three-phase housing development, as well as a shopping and leisure
centre, The weam is multiinational, with the developer based in Canada, the
architects in Lermany and the mulonational team of structural engineers and

contractors in Shanghai.
The completion of the first
phase was due 12 months

after the start date, The team

are now nine months into
the work, and conservative
estimates sugrest that the
project is 16 per cent over
budget and two months
hehind schedule. A new
project manager has been
called in 1o rescue the
troubled project.

Construction Phase One Milestones
De‘m-f}iitian and site-p reparation start dat
Bur!dmg—excauatfun start date :
Foundations completion
Undergroungd Parking complete
Phase 1 externa steel structyre complete

b =TT o, 5, ey

Dates
Nov 1
Dec 15
Feb 9
Mar 6
June 25

T e, AT,

e
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Report

Read this report about the delays in the
project. What types of strategy might the new
project manager employ to solve these
problems?

DELAYS TO THE CONSTRUCTION PHASE

UMMARY OF FINDINGS

e building phase of the project is suffering from
multiple delays.

Redesign : _
Initial work was delayed by design reviews on the
part of the developer. The architect's redesigned
plans took over three weeks to reach the
contractor. Construction finally got underway on 21
January. These late design changes als_-:: delayed
delivery of structural steel for the project.

Road works
Further delays were caused by the lack of access to

the site. Government road building work meant
‘that larger equipment could not reach the site uqtil
lste December, and this held up the start of the site

excavation.

Building contractors _
' One sub-contractor responsible for the foundation
work was unable to comply with the new start
date. Two main issues arose: they were having
financial difficulties, and there was slippage on
another project they were involved with, which
meant they did not have the manpower or
equipment necessary to start the work.

Suppliers _
Because the foundations were not going to be
ready on schedule, the building contrgctqrs. ,
postponed steel delivery. Indeed, on-time delivery
of the steel would have caused a storage problem.
Since the demand for structural steel in China far
outstrips the supply at the moment, the knock-on
! offect has been an increase in the cost of steeal Iand
delays in delivery, which has also added to project

costs.

Weather conditions
Building work was planned on a 24-hour schedule.

However, there was a heatwave for part of the
summer months, which hampered efforts to work
around the clock.

I ——————
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Listening () 1269

There are also problems with relationships
between the client and the various contractors
and consultants and morale is rock bottom.
The new project manager has held a number
of confidential one-to-one meetings with the
client and the other project team members.
Listen to their views and make a note of the
problems they mention.

. o 126 The developers
d ﬂ 12.7 The archilects
. O 12.8 The building contractor

« (7129 The structural engineers

Work in pairs. You are the project manager and N
the project sponsor. Hold a meeting to discuss
the problems and devise a strategy to rescue the
praject.

1 What can be done to improve the information
exchange and co-ordination of tasks?

2 What needs to be done to improve
communication, team morale and working
practices?

3 How can you create a safe atmosphere in the
project so that team members will talk openly
about problems and risks?

& What lessons can be learnt from the first
phase of the project which should be applied

g to the second and third phases?

Writing

Write a short assessment report of your main
findings and a list of action items for the
sponsor, team members and other project
stakeholders. Include the following information:
Background of project

Reasons for this review

Key lindings

Recommendations

Immediate action plans

a & = 9 @

3 Writing file pages 138159
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Latest figures show a sharp
growth In Internet shop-
ping in the decade since the
launch of Netscape Naviga-
tor, the first widely avail-
able Internet ......... . While
Internet shopping account-
gd for just €450 million of
retail sales in the UK in
150%, by last year, con-
sumers were spending over
€22.5 billion online,

Most people are now on

Vocabulary

e-commerce

Cleft sentences

114

10 Online business
Read this article and complete it using the correct options.

the Internet, with 56 per
cent of homes in the UK
having an Internet connec-
tion and an estimated 5 mil-

lion people with high-speed
............ 5 apmpss.
When the-.......... *boom

took off in the 19905, Tesco,
the UK's largest supermar-
kel group, was quick to
embrace
alternative channel for its
business and began tri-

1 a) browse b) browser £) search

2 a)wide band b} big band c) broadband

3 a) bubbie b) cookie c) cart

4 a)e-commerce b) banner c) back-end

5 &) website b) cart £) pop Up

& a) part with b) takes c) deals

7 a) petitions b) buys c) orders

B a)web b) net £) hyper

g a)popups b) hackers c) browsers
10 a)fall b) booming c) crash

alling anline shopping in
19896, Tesco  savs  its
............ *is mow the world's
mozt popular online grocer
avid e ® ahout 120,000

However, as consumers
apt for the ease of shopping
anline,
flourishing., with ............ v
stealing people’s credit card
and bank details,

The Internet has also

become one of the fastest-
growing sectors of the
advertising market, with
spending expected to grow |
20 per cent this vear. With |
this inegreased activity,
some of the business mod-
els discredited during the
............ in 2000 are now
producing results, not least
onlinge shopping.

FINANCIAL TIMES

d) BzB

d) browser
d) datcom
d) hacker
d) e-tail

d) picking
d) stock
d) cyber
d) e-tailers
d) burst

Which of the four words in column 2 does NOT collocate with the word in column 17

Column 2 Column 2
1 damage to their reputation  fickle brand  stock
2 partwith cash  money  time  goods
3 customer expectations  flashy  returns  service
4 stock room  availability  back-end  management
g order fulfilment  picking store  processing
& launch aln) product  website campaign order
7 online reiailer chopping  website  sales
8 business model  plan  channel  selling
g user-friendly website  software  price system
10 lake amistake  anorder  payments  priority

Choose the correct alternative to complete each sentence,
1 Itis the increosed /What has increased access to the Internet that has made online

shopping a success.

2 What caused the business to fail was their poor /it was poor website design,
3 The reason why /The thing that attracts people to online shopping is the

convenience,

& All that has /What has forced many large retailers to have a presence on the MNet is

consumer demand.

5 Queuing /1t was queufng in busy shops was what made her decide to do the rest of
her Christmas shopping online.
6 The reason why | like eBay is that it's /is why it’s fun to take part in an auction.
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Presentations Match the functions (1-7) to the expressions (a-g).

summarising and | ? Summarising your talk a) I'm actually coming to that point later.
dealing with 2 Asking questions politely b) I'm glad you asked me that question. What
questions surprises me js the growth in revenue.
3 Dealing with questions ) Let's take a look again at the key points.
g Dealing with difficult questions d) Just feel free to interrupt if you have any
guestions.
5 Delaying giving an answer e) I'm not sure if | understand your question,
Do you mean how to advertise anline?
& Referring to a previous poinl F) | was wondering what you thought about
online advertising.
7 Offering to take questions g) As | mentioned hefore, most peaple now

have Internet access

You are responsible for Audio Wire's website (see page g6). Your company has
implemented Online Experience's proposals for improving the website, Write a report
for your manager explaining how online sales have been affected by the relaunched
website.

11 New business
Look at the following web page which provides information for people wanting to
06

start their own businesses. Complete the spaces with the words and expressions in
the box.

business plan  an entrepreneur  franchising  go out of business
goinginto  grants  loan redtape  running  venture capital

s
3 The first step before you starl your own business is always to analyse your parsonality. Are you really
ready o be ... "7 Working for yourself is never an easy oplion. You might want to consider
: ............ ? business with a partner. Many people find that ............ *is a low-risk option.
= Small business owners often complain about all the government bureaucracy and ............% butit's a
b necessary part of ............7 8 business, so be prepared.
. There are lols of ways a small business with a good ............% can get capital:
3 * Governments, both local and central, provide start-ups with funding in the form of business ............"
fc; * Your local bank manager may be willing to discuss a business ............5
g * .ol ffirms are looking for high risk and high return on investment, so they aren't generaily

interested in your business plan unless it has a high growth potential.
* Many people start out with the help of individual business angels, who might be family and friends in
the first instance.
+ It's never a good idea to mortgage your home to finance your business venture. Sadly, most small
companies ............ " before their first anniversary, so it's not a good idea to risk your home as well, .

ki

Jappe afing

L CTLOLEEDEOETCE  Match the function (1-5) to the expressions (a—e).

1 |dentifying yourself a) As|said, I'l get back to you this afternoon.

z Clarifying understanding b) Let me see ifi have this right. You can
deliver within 24 hours.

3 Checking details €] I'm sorry, | didn't guite catch that.

4 Reaching agreement d) This is Jill Barnes calling on behalf aof

5 Confirming follow-up action Fenwick Plastics,

e) | think we can worlk with that,
115
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Chasing payment

Look at this letter demanding payment. In eight of the lines (1-12) there is an extra
word that doesn’t fit. Write the extra word on the line provided ar put a tick () if the
line is correct.

We are writing to inform you that, despite earlier requests B i
for payment, invoice no. go8.06, dated 18 March for - S———
€1,688.50, remains outstanding. Please you find attached L, WO
a copy of the invaice for your informatian. Wi
In the view of our good commercial relationship to date, LR
we would have like to resolve this amicably. We ask [ W et
that you ta settle this account within seven days of today’s r T
date. In the event that you have already been paid this 8 ..

invoice, please ignore that this reminder, [ Rl
We'd be grateful if you could give this matter your urgent 50 v
attention. Unless payment is not received by this date, we o L,
may have no alternative but to do review your account with us, 42 ...,

LGN Look at the Copisistem case study on page 104. You are one of the company directors

6]

and you have sent your business plan to a venture capital firm. They want you to do a
ten-minute presentation that will include your priorities and vision for the company.

Outline

* Begin by giving the backgrounds of key management members and what it is about
your management team that makes them uniguely capable.

® Outline the primary risks facing this opportunity and how the potential rewards
justify the risks.

# Describe any alliances or partnerships that you have entered or plan to enter.

* Say how you plan to expand your workforce and management team.

* Conclude with a brief presentation of your financial performance, projections and
capital needs,

12 Project management |

Complete the sentences with the correct word or phrase from the box,

deadline  multitask ontrack overbudget sponsor
reach a consensus  salely  setbacks

1 The project ... has been extended to 31 January.

2 It's going to be impossible to ... on this issue. We'll have to go with majority rule.

3 There have been a number of .., due to the bad weather conditions.

4 The increasing cost of raw materials means that we're running completely ...

5 We have an excellent ... record, There haven't been any accidents on site,

6 Agood project manager knows How (0 .. ;

7 Despite delays, we're still ............ to open the new hospital in March.

B The ... isn'tinvaolved in the day-to-day running of the project, but she attends
our weekly progress meetings.
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Read this article and substitute the underlined phrases with the words

in the box.

both parties  bythen it it theother
the project  them  they this  this

In 1965, a global software house had been contracted to develop a crew scheduling
project for a large airline. The project’ was due to take 18 months with 300 full-time
staff. When | was asked to review the project in 1998, the project? was already 18
months late, In 19587, the airline and the software house® were on their fourth project
manager, and each side was blaming the other side®,

It became clear during the review that the software house and the airline® had a vested
design was fundamentally flawed, and wanted to hide their design flaw® by blaming the
failure on the customer's frequent design changes. The customer, however, had
identified a better solution and wanted to sue the existing supplier as incompetent, in
an effort to recover costs,

In other words, a project can encounter problems because someone deliberately
created these problems?, in addition to poor planning, incompetence, coincidence ora
host of other reasons. The good project manager has to be constantly on the alert for
this situation®, particularly if trouble is already brewing elsewhere.

(EEGIGE  Complete the article with the words or phrases in the box. There are two extra ones

you don't need,

around the clock  confronting  direct style  face-to-face
meeting times  milestones and deliverables  overruns
teamwork  telecon  setbacks speakup  workload

When US clients and Indian firms work together, the biggest challenge is cultural
integration. 'Indians do not .........7 in meetings and do not lTke ... * the client, which
sometimes leads to awkward situations like project delays and cost v 2, The client
often wonders why those things were not stated in the first place,’ says Girish Paranjpe,
president, Wipro Technologies. ‘North Amerlcans typically employ a bold, ..o of
communication, Indians, an the other hand, are often more ambiguous in their verbal
communications, and in how they interpret what is being said.’ To avoid these pitfalls,

team managers insist on writing out the exact expectations of a project, with concrete
£l

managers tend to prefer ... * meetings and speaking in person, so they don't like
leaving voicemails. Also, Indians are used to working ... ', whereas in the West, the
balance between work and personal time is seen as very important. There are even
problems when fixing ... B, A senior manager at an IT development centre in India
says: “The time for a ... % was set when the US team came to work in the morning,
which is late at might for us."

Indian companies now hire a lot of expatriates in sales and business development
roles, Given that they understand both Indian and American cultures, they can rapidly
identify potential pitfalls in ............ ©and intercultural communications.

'[{l{i1-ll  Imagine a colleague of yours is going to work on an international project with Indian
and North American team members, Write an e-mall to him/her giving them some
advice about seme cultural issues such as: communication style, meetings, working
practices,

FEEGTIEEL LT You are Bob Frasler, a marketing manager for the Archibald Food Group (see page

111), Write the action minutes from your last teleconference and a short status report
for your project sponsor.
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There are many metaphors and idioms related to
sport and gambling used in the business world.
British business leaders say they face an uneven
playing field in Europe. (= unfair competition)
What time does the sales workshop kick off?

(= start)

Let’s kick around a few ideas around for a new
marketing slogan. (= discuss or brainstorm)

You may not like his methods, but he’s really on
the ball. (= quick to understand)

Can you give us a ball-park figure?

(= an approximate number)

The ball’s in our court now. (= it"s (our) turn to
do something about a situation)

The sales are on track for another quarterly
improvement. (= likely to achieve)

The meeting is starting to get off track.

{= not focus on the essential)

The company has a good track record in running
projects. (= shown how good they are in the past)
The company has been gaining ground on the
bigger players in the industry. (= reaching a
similar level to; important companies or people)
The stakes are high in venture capitalism.

(= it's risky)

Salaries will increase by 3 per cent across the

board.
(= for everyone in the company)

This could be a very lucrative deal in the long
run, (= at a much later time)

This strategy seems like a long shot.
{= it will have little chance of success)

The odds are that our campetitors will lower their
prices soon. (= It's likely)

1

Let's get this meeting back on track.
a) postpone for a later date

b) return to the main subject

Shall we go over the figures on the handout?
a) examine
b) ignore

Well, we are running out of time. So let's have

ane final question,
a) have lots of
b) dan't have much

Could you stick to the point?

a) give an example

b) talk about what's relevant
Can we get your input on this?
a) hear what you think about

b) ask you to stop talking about

Would you like to kick off the discussion?
a) stop
b) start

It’s hard to keep track of what she's saying.
She talks so fast.

a) decide what's relevant

b) follow and understand

8 Why don't we kick around a few ideas?

a) discuss
b} reject



2 Multiword verbs (see also Unit 6)

We farm multiword (or phrasal) verbs using a
verb, e.g. set, with a prepositional particle,
e.g. up, or an adverbial particle, e.g. back.
There are four types:

1 Intransitive multiword verbs
These have no object.
Please ga on,

2 Transitive multiword verbs

The noun can go before or after the
particle. Note: if a pronoun is used to
substitute a noun, it can only go before the
particle,

We've called the meeting off.
We've called off the meeting
We called it off.

We ealled -offit-
3 Prepositional verbs
The object can only go after the particle.

It isn’t easy persuading online shoppers to
part with their cash,

4 Three-part (phrasal-prepositional) verbs
The object goes after the particles,

Let's see if the packing department can
come up with a solution,

There are various multiword verbs related to
education, training and research, e.g. break
away from, bring in, catch up (with), cope
with, drop out, fall behind with, follow up,
look into, put someane through, read up on,
start up, set up, write up:

{ found it difficult to cope with the heavy
workload., [ fell behind with my background
reading and dropped out of the MBA course
before the final test,

Giavanni s employed by a business school
because af his contacts with companies
abroad. They expect him to bring in more
overseas students.

He's following up his postgraduate economic
research by writing articles in specialist
Journals,

Simone is a management trainer and is
looking into setting up an anline course for
busy managers.

Grammar reference ]

. Complete these sentences using a verb from the
box in the correct form.

break away from catch up  cope with

dropout fall behind with follow up
look into  put someone through

Blended learning is one way of ............ more
traditional educational methods but not
everybody enjoys studying online after a day
at work.

We've really ....... < QU training and
development in recent years; some of the staff
haven't done any courses for three years now.

| couldn't attend the course last week, Do you
mind lending me some of your course notes so
that | can .. 7

Unless you ........... every course programme in
detail, it’s impossible to tell which ones are the
best.

| was very disappointed when my mentor
s OF MY programme; it's so difficult to find
a replacement.

She was very bright and talented and managed
to get a sponsor to ........... an MBA at a
prestigious Parisian business school.

The course trainer was excellent; he made us
work hard, and we enjoyed learning about
techniques for ............ stress at work.

Cur HE director has always ... an the
benefits of investment in training by insisting
that participants put into practice what they
have learnt.

|19



| Grammar reference

3 Dependent prepositions

1 Many verbs go with dependent prepositions.

Here are some examples:

* gllow, apply, argue, ask, bid, budget,
charge, opt, pay, provide (something) for

= pelieve, delay, experiment, invest, result,
trairt i

= advise, (dislagree, build, collaborate,
depend, improve, insist, rely, research,
spend on

+ gdmit, allocate, allow, connect, decide,
decline, encourage, expect, fail, forbid,
force, forget, help, hesitate, hope, intend,
lead, learn, like, listen, mean, need, offer,
persuade, prefer, present, propose,
recoimmentd, sell, speak, submit, supply,
talk, tend, try, warnt fo

» (dislagree, collaborate, consult, contrast,

discuss, meet, negotiate, provide
(sameane), supply,
work with

We are depending on the government to
imprave local transport sevvices,

The management of the London

Underground eventually opted for a public

private partnership to run the trains.

The public sector has to collaborate with
the private sector if the public is fo be
provided with hospitals, schoals and
transpart.

2 Some verbs may be followed by more than one
preposition, sometimes with a corresponding

change in meaning,
A private construction firm negotioted

successfully with the government and won the

contract.
(= reached agreement with)

Warkers in the public sector have negofiated
for a salary increase this year. (= asked for and

obtained)

They fargot to allew for inflation, so the cost of
the project went up by twao per cent. (= did not

budget for)

The British government allowed the country’s

raflwork network te be privatised. (= gave
permission)

Note: We can provide sameone with
something, but we pravide something far
S0Meone:

The NGO pravided peaple in the affected area

with emergency food, water and medical
supplies.

The NGO provided emergency food, water and
medical supplies for people in the affected
ared.

3 Nouns related to the previous verbs can also
have corresponding dependent prepositions,

» gllowance, application, argument, bid,
budget, charge, need, preference, proposal,
provision, recommendation, request for

» belief, delay, experiment, improvement,
investment, research, result, training in

* advice, (dis)agreement, building,
collabaoration, dependence, improvement,
insistence, spending, work on

* admittance, allocation, attempt, connection,
decision, expectation, faflure, hesitation,
hope, intention, persuasion, presentation,
proposal, recommendation, sales, supply,
tendency to

* (dislagreement, collaboration, comparison,
contrast, discussion, meeting, megotiation,
supply with

Delays in the region’s infrastructure
development have led to significant loss of
fareign trade.

We fear the decision to increase government
spending will result in higher taxes.

ft was the third time the city had lost the bid
for the Olympics.

Construction work en the airport was very
slow.

Provision for public services in Scandinavian
countries is generaily very good.

4 Sometimes the verb and noun use different
prepositions.
The government needs to build more
hospitals,
The need for hospital construction has
resulted in various public private initiatives.

. Write the following verbs and nouns in the
correct column, according to which preposition
they can be followed by. Some can go with more
than ane.

advise puild forbid persuade
prefer  provide  supply

to on with
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3 We also use get (not have) in the expressions
get someone interested/involved, elc. instead

We use the passive when the person who
performs the action is unknown, unimpaortant or
ohvious,

1 The passive can be used in all tenses and with
madal auxiliaries.

A new station is being built,

The project was going to be completed last
week,

He had been asked to rewrite the report,
Construction workers may be required to work
Sundays.

The best proposal should be presented to the
board of directors.

The public would have been informed
eventually of the plans.

2 Ifwe know who performed the action (the
agent), we use by,
The secret plans were revealed by an
undercover TV journalist.

3 Passive constructions are commaon in formal
contexts, for example in reports or action
minutes, and help to create an impersonal
style. Using it as a subject avoids mentioning
the persan responsible for saying or doing
something,

It was considered fo be the best option.

It was felt that a public private partnership
would receive criticism.

It was agreed that the motorway should be

of saying interest/involve someone,

We're trying to fiqure out haw to get projects’
sponsors interested again. (paragraph €)

We can also say, We're trying to figure out how
projects’ sponsors could be interested again or
... how to interest projects’ sponsors again.

. Rewrite these active sentences, changing the
underlined verbs into the passive.

1

Several US states have recently invalved the
private sector in international marketing
campaigns.

The private sector ...

How much maoney should private enterprise
put into public projects, when there is an
existing government budget?”

How much private money ...

The state of Alabama has partly solved the
problem by giving the private sector an almost
free hand.

The problem ...

But critics say it is hard for the private sector
to know how far it should involve itself when
government funding exists.

But critics say it is hard for the private sector
to know how farit ...

Vice-president of the Economic Development
Partnership of Alabama says 70 businessas
privately funded his department last year.
Vice-president of the Economic Development
Partnership of Alabama says his department ...

built by an Italian firm. 6 The public-private Indiana Economic
) Development Corparation provides another

Passive use of get and get something done madel.
1 Look at these examples of get for (informal) Anather model ..

passive use from the text on pages 24-25, 7 The |[EDC president says it has encouraged

Companies got badly burned in Latin America. companies to locate to Indiana, and the state

(paragraph ) now handles expart pramotion.

, The |EDC president says companies ...
We can also say Companies were badly [ )
birrred B The state of Indiana has already closed twice

‘.. ifnobody pays for this stuff, it doesn’t get
built," says Mr Klein. (paragraph 7)

We can also say, ... ifnobody pays for this stuff,
it isn"t builf ...

2 We can also use get in a similar way to have in
the expression have something done when
you ask someone to do something for you,

The Austrian government had/get a new toll
road system designed and built by Autostrade
af ftaly.

as many deals compared with the same period
last year.
Twice as many deals ...
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4 Discourse devices: linking expressions

(;ype

Expressions

Examples

Adding extra
infarmation

in addition to*,
tow, also,

as well {ash,
what's more,

an tep of this,
Moreover,

with reqard to,
with reference to,

Quarterly resiits
yesterdoy showed a
3.6 percent
improvement,
Furthermore, demand
remains strong.

The alleged bribes
threaten to domage.

althaugh, yet,
{even) though,
buit,

on the ather hand

furthermore® | the reputation af
compony's vice-
chairman, as well as
the chairman.
Contrasting | howewver, The company had set
information nevertheless®, itself modest targets
despite {this), for this year, Naw,
in spite af, however, there iso

chance it might
deliver better than
expected results.
Acquisitians fn Latin
America boosted the
profits af the
felephone company,
despite declining
revenue in its home
markel.,

Introducing. | as a resulf, s,

the result of | consequentiy®, os

previous a consequence®,

infermation | given®, due to,
because of,
therety™,
therefore

Giving the s, since, becousa,

reason far i order to®,

something so that, that's why,

Prifits may soon fall
due fo weak demand
and high prices.
Conseguently. growth
could drap to twa per
cent again next year.

for this reason™

Generating electricity
using renewable
SOUrces casils more,
Far this reason,
government
subsidies are needed
in order fo compele.

Expressing a
seguence af
evenls

firstiySecandly
etc., in the first!
sapond|/etc. place,
then, after {that),
finally, the final
paint&tep/issue,
same time fater

The CEO resigned
after the riotous
shareholders’
meeting.

* Formal written language rather than speech
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@ Complete the second sentence so that it has

a similar meaning to the first. Use between
one and five words, including the one in
brackets.

If petrol prices increase a lot, people might buy
smaller cars,

Peaple are unlikely............ petrol prices
increase a lot. (unless)

The oil supply is running out, Consequently,
we'll soon have no option but to use ather
forms of energy.

We'll soon have no alternative but to find other
sources of energy ..... T running out.
(since)

Although the villagers had reservations about
the wind-farm project, they accepted it.

The villagers accepted the wind-farm project
veavana.. about it, (spite)

The company is organising an energy saving

drive in order to cut fuel bills.

The company is promoting energy saving

............ reduce fuel bills. [s0)

Wind energy is expensive because of the high
cost of the turbines.

Wind energyisn’t ............ & lot to build the
turhines. (because)

Given the low rainfall this spring, the
government is going to restrict water supplies.

The government plans to place restrictions
............ the low rainfall this spring,
(because)
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5 Cohesive devices @ Look at this extract from the article where

We often refer back or forwards to something in
the text to avoid repetition and so that it is easier
to understand.

1 This is an example of forward reference,

lHooked at the big headline on the e-mail and
hesitated befare doing what | usually do with
this sort of stuff: press delete. The message,
from a consultancy called Rapporta, stood out
for its sheer stupidity.

What | usually do refers forwards to press
delete.

This sort of stuff refers forwards to The
Mmessage.

2 These are examples of backward reference, i.e.

they refer back to a previous word in the text.

General Electric pioneered the India
‘offshoring’ model in the 19905, when it hired
staff in Delhi to perform simple data-
processing tasks,

India now employs more than 300,000 people
in call centres, many of whom work at other in-
house —or ‘captive’— centres owned by foreign
investars.

When vou move certain processes offshore to

a country like India, your cost-savings are one-

off- they tend to diminish pretty quickly.

What we hear increasingly loudly is
international companies saying: ‘We don’t
want to do this ourselves any maore. If others
can provide a better value proposition and we
can stilf retain some control, then that's the
way we should go.

In this last extract, We refers back to
intermational companies.

Others refers to other international companies.

That’s the way refers to the idea of other
companies doing the job.

3 A writer sometimes refers to an idea outside
the text. In the previous example, the writer
assumes the reader knows what the writer s
referring to; in this case, this refers to
outsourcing call-centre work,

others refers back to and substitutes the phrase
some companies:

‘Some companies hove introduced salsa
closses. Others have moved to multi-cuisine
canteens.’ (paragraph 5}

What do these words and phrases in the article
refer to? Do they refer forwards or back to
something in the text? Do they substitute or
omit another word or phrase?

1 such anxieties (paragraph 1)

2 This (paragraph 2}

3 This is particularly true (paragraph 3)
4 Almost all (paragraph 5)

5 them (paragraph 5)

6 More seriously (paragraph &)

7 for those (paragraph 6)

8 Al the same time (paragraph 10)
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5 Using inversion for emphasis

1 Notonly ... (but) also

124

Not only have the trends towards outsourcing
and offshoring offered India and China huge
opportunities, but they have also provided
companies around the warld with new
markets,

Based on current trends, not anly will the US
have five per cent fewer people of working age
by zo1s than it does today; it will alse need
15.6m more workers.

only ...

Only when | get difficult customers do I get
stressed af work,

(= | only get stressed at work when | get
difficult customers.)

Rarely / Never / Hardly / Scarcely / No
sp0ner :

Rarely is call-centre work interesting or
varied.
(= Call centre work is rarely ...)

Under no circumstances / On no account

Under no circumstances were we allowed to
make personal calls at work.

(= We were not allowed to make ... under any
circumstances,)

@ Rewrite these sentences using the words or
expressions given.

i

Call-centre wark is repetitive and it's stressful
too.
Not only ...

The company increased salaries and created
recreational facilities for staff.
Not anly ...

Paul worked in IT for two years before realising
he wasn't cut out for the job,
Only when he had ...

I had never found a job so rewarding until |
started working for myself.
Never ...

He had just started interviewing candidates for
the new job vacancies when three more people
handed in their notice.

Hardly ...

She will never accept a cut in salary.
On no account will ..,
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6 Multiword verbs (see also Unit 2) a Complete the sentences using the correct

multiword verb.

Here are same common multiword verbs:

1 Telephone language

call /phane/ring back, hang up, put
(someone) through, get back to (someone)

2 Meetings

bring (something) up, carry (something) out,
deal with (something), fill (someone) in, fix
(something) up, get down to (something), get
though (something), look into (something),
move an to (something), put (something) off,
point (something) out, see to (something),
send for (someone or something), set
(something) up, sit down, stick to
(something), turn up

3 Negotiations

back out of (something), fall through, get back
to (someone), set (something) out, take
{samething) over, take up (something), talk
about (something), think about (something),
turn (something) down, walk out on
(something or someone)

€ Complete the following questions using the

correct multiword verb. Then discuss the
guestions.

1 Do you think it's important that companies set
up /set aut /follow suit their commitment to
C5Rin an annual report?

2 How can corporations be held to account /
carried out /fallen into by governments,
consumers and employees?

3 What types of products and practices might
companies set out /phase out /fall into in the
interests of social responsibility?

& Why might a company follow suit /hold to
account /shy away from difficult questionsin
their CSR reparts?

5 Ifa multinational decides not to employ child

labour, do you think smaller companies will
follow suit fcarry out /phase out?

1 I'm sarry, | don’t have that information. 'l
cemeeenene 10 yOU l2ter today.

a) get through
b) get down
c) et back

2 This isn't time to do this today. Can we ...,
making a decision until next week?

a) put off
b) put through
¢) get through

3 The government has agread t0 ... 81
investigation into the food-poisoning incident.

a) carry out
b) drop out
c) paint out

4 A committee was ......... to co-ordinate the
company's social responsibility effort.

a) turned up
b) set up
c) brought up
§ ltwas........atthe shareholders’ meeting that
our safety record had improved tremendously.

a) walked out
b) phased out
¢) pointed out

6 The deal .......... when we discovered that their
employment practices were unethical.

a) fell through
b} put through
c) got through to

7 We have ........... the consultant’s
recommendation to sponsor a local sports
event,

a) turned up
b) taken up
¢) hung up

B The company is prepared {0 ........... contracts
with suppliers which are not dispasing of
industrial waste in a responsible manner.
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7 Language of trends € Look at the graphs and choose the correct

option to describe the trend.

in the firstSecand/ | manth/
Since the et | quarter/year,
Cwer the short ferm, we dre
medium term, | expecting
lang term, ' B
next .. there will be
maonths, ey
next . years, | we'll see
There wasa | gradual increase in demand,
There has shight recovery in shore prices.
beena slow upturn in sales.
There will steqdy growth in advertising
beag decrense revenue,
We expect o | unexpected | downturn
I| slidfden
rapid
huge
Frafits have | doubled.
tripled.
recovered.
finproved.
rocketed.
ncreased by 25%.
risen by a third,
gone up threefold.
Jumped slighthy
grown gradually
suddeniy.
decreased ete,
dropped
fallen
gane dovm
declined
dipped
stabilised !
fevelled off |
Sales are increase, etc.
expected/ |
projected fo |
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&0
Profits

40

“

Profits (milkons)
3

Year 1 Year 2

1 Profits have ...... since last year.

a) jumped by 50%
b) gone up by a third
¢} risen slightly

20
Quarterly sales

T g
5
B
o
= 10
"
£z
:
5 5

]

Quarter  Cuarler  Chsarter  Chearter
1 2 ] 4

There has been a ...... .

a) huge leap in sales since the first quarter of
this year

b) slight recovery in sales in the last quarter

¢) sharp drop in sales between the third and
fourth guarters

B
Share price
4
a _ F
R
g r, g
s 2 B
1
|
o
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3 Shares in the company have ...... since the 8 Negatiun using prefixes
takeover was announced.

a) almost doubled

b) levelled off We can make nouns, verbs and adjectives
¢) gone up almost threefold negative with a negative prefix.
s | Prefixes | Examples
- Projected be i
E toleciad femiaumer Hnons Mouns anti- anti-business lobby, anti-nuclear
E 4 campaign
" de- deregularion of the industry,
E company decentralisation
E 3 dis- dishonesty, dissatisfaction,
e disadvantage
E - in- incompletion, inconvenlence
in non- non-executive director, non-dollar
E‘ gssels, non-core businesses
g
%‘ Yerbs de- decentralise, decommission,
2 deregulate, devalue
This guarter hext quarier dis- discantinue, disagree, disinvest
; mis- misinterpret, mismaonage,
4 Passenger numbers are ...... in the next quarter. ::,;Ei Esenl, misundersiang,
a) up this guarter at 3.5m, but expected to un- unbundled, unbalonce, uncover,
return to 2.6m e
b) expected to grow by o.om ’
¢) projected to leap by 2.6mto 3.5m Adjectives | dis- dishonest, dissatisfied,
disqualiffed
Look at the graph and complete the sentences - itlegal, fitegible, fllicit
with one of the words or expressions in the box. LUE impossible, imperfect
in- fncampetent, inactive,
_ ’ A incompuoftible
falling from gradually declined rapid upturn i irrelevant, irresponsible,
recovered slightdrop soarto stabilised at irrecoverable
— mise misleading, misused
un- uneconomic, unreliobie,
unscrupulous, unemployed
10
Sales figures |ast year .J'I
B8
w
g 6
E
£ 4
o
2
0 ; '
JFMAMUJIJLI ASOND
Sales .......' between January and March last
VEAL, ovrveeew” 5.4 0 4225, In March to April,
there was a ...........0 in sales from 4.75 mto 5.5m.
July saw sales ........... 8.5m thanks to the launch

of our new range. Then there was a ..........." from
7min August to 6.5m in September and sales
et @round &m in October and November,
Sales e’ well at 8.2m in December, thanks
to the Christmas spending spree.
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. Complete the second sentence so that it has a

128

similar meaning to the first sentence, Use the
words in the box with a suitable prefix.

compatible continued convenient  core
informed interpreted leading legible
loading regulated satisfied used

1 I'm sorry, you were not given the correct data.
I'm sorry you have been ... .

2 We are not at all happy with your customer-
service department.
We are very ......... with your customer-service
department.

3 Monday's not a good day for me to meet,
It’s ............ for me to have the meeting an
Monday,

4 The machine is broken because it hasn't been
operated properly.
The machine is broken because it's been

5 The company decided ta sell off everything
that was not central to their business.
The company decided to sell off all ............
business.

6 This colour is no longer available.
This colour has been ... .

7 I dan't think | have understood what you
meant,
I think | may have ........... you.

8 Aconsignment of glasses were broken while
being taking off the truck.
A consignment of glasses were broken when
they were ............ them,

g His handwriting is impaossible to read.
His handwriting is totally ..............

10 The consultant warned that the two company
cultures might not work together,
The consultant warned that the two company
cultures might be ............ .

11 This advertisement does not give a true
description of the product.
This advertisement gives @ ... description
of the product,

12 The government has reduced its control of the

energy sector.
The government has............ the energy sector.

8 Conditionals

Conditional sentences usually have two clauses:

a conditional clause and a main clause. There are

four basic conditional forms. The pattern we use
depends on the time of the condition and how
possible aor impassible the event is. It is possible
to reverse the order of the clauses.

i

Zero conditional
Form: If/When + present, present
Use: General rules, universal truths.

Obviously it helps to have some capital if
you want to start your own business.

First conditional

Form: If/Unless + present, will (other modal
verb or going to) + infinitive

Use: likely or possible situations or events,
now or in the future.

Heavy industries could shut down

temporarily this winter if a cold period
leads to a gas shortage.

Related uses:

Offers: I'll send you some of the literature if
vou like,

Orders: Switch off the air conditioning if it
gets too cold in here.

Requests: Will you send that e-mail today
if vou have time?

Suggestions: If you like seafood, you'll find
the monkfish is delicious.

Warnings: You're going to burn yourself out
if you keep warking so hard.

Second conditional

Form: If + past tense, wouldAvouldn't (or
other modal) + infinitive

Use: unlikely or improbable situations or
events, now or in the future,

If they wanted to acquire the company, they
would increase their share holdings.

Related uses:

Polite requests: If you could send us an
e-mail, that would be the best approach.
Giving advice: If | were you, I'd start
applying fara new job,

Desires and regrets: If we had more time,
we could fine-tune this proposal.

Inverted forms:

If we needed maore time, would that be a
problem?

If we were to need more time, would that
be a problem?



Were we to need more time, would that be
a problem?

Should we need more time, would that be a
problem?

4 Third conditional
Form: If + past perfect, wouldfould + have
+ past participle
Use: unreal or hypothetical situations ar
events in the past,

If we had signed the deal a week earlier, we
would have saved some costs.

Related uses:

*Expressing criticism: If you had told me
sooner, we could have avoided this problem.

Inverted form:

Had we signed the deal a week earlier, we
would have saved some costs.

Look at this extract from the article on page 73.
Then identify the conditional in each example
(1-6) and choose an option (a—f) to explain why
a conditional is being used.

*I'm often told, pet this solution and you'll get the job.” says
Rachel Jackson of Hay Group. "I 1 was unscrupulfous, 1
would take it But this isn't ethical,

Second conditional: describing a hiyporhenoal curvent
EinTtion

e — e — ~ g

a) Making a polite reguest

b) Stating a necessary condition

c) Giving a warning

d) Expressing complaint or criticism about a past
action or event

) Describing a hypothetical situation in the past

F) Emphasising that something is unlikely to
happen

1 Ifwe hadn't emploved an outside consultant,
we could never have got the project off the
ground.

2 If we could postpone the meeting until next
week, it'd be more convenient.

3 Were we to need mare time to complete the
study, would that be a problem?

4 Had they given us enough time and resources,
we could have done the work in-house,

g Shareholders will accept the new strategy,
provided it increases the bottom line.

6 Unless we get some results soan, they're going
to shelve this project.

Grammar reference |
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9 Idioms for giving examples @ Complete the sentences with the phrases from

130

v forone

Several people haven’t seen the
presentation yet. The VE for one.

# fake forinstance

Many food manufacturers are now moving
into the Chinese market. Take for instance
Archie, maker of the famous Toto brand.

* to name (just) a few

The list of speakers at the forum was
impressive: Mary Summer, Brian Nobel and
Jill Rogers, to name just a few.

v g good example is

Some multinational companies provide
information on their website in many
languages. A good example is Johnson &
fohnson. '

* g casen pointis
Many Asian banks do not have an ‘optimal’
currency mix. A case in point is Japan,
which is believed to hold up fo 85 per cent
of its reserves in dollar-denominated
assets.

* glone

All areas of the business have seen
improved sales. Sales of soft drinks alone
rose by 9% in the lasi quarier.

» g typicalElassic case

Fenwick Plastics' decline was a typical case
of poor sfrategic planning.

s flustrative of this is

If cities can become creafive capitals, they
can also fall off the map. Hlustrative of this
Is Florido, which seems to be attracting less
creafive talent than it used to.

* like

National airlines like British Airways and Afr
France face stiff competition from budget
Carviers.

= sich s

Chinese companies, such as Nanjfing
Automotive, are now moving into European
markets.

the box, used for giving examples. There are two
phrases you do not need.

Alitalia for one

Take, for instance, Arnott’s

Halls, to name a few

A good example is Tesco’s ‘Finest’
acase in point is Burger Max

such as British Airways and lberia
cars alone

Nissan and Renault are typical cases
illustrative of this is Burberrys

like Lindtand Springli

Many fast-food companies —............ — are now
promoting healthy eating.

Airlines, ............ , have formed strategic
alliances to beat other competitors.

Several national carriers, ... , Nave
received state aid to help with restructuring
plans.

Experts predict that the levels of CO2 will
continue to increase. Emissions from ...
are expected to jump in the next decade.

Given falling profit margins and stiff
competition, many supermarkets now promote
their own brands. ............ own-label.

Food manufacturers are keen to break into the
Chinese market. ..., the Australian biscuit
manufacturer, which is now six months into an
ambitious project.

Manulacturers of quality confectionery, .,
are experiencing record sales, as consumers in
the UK and the US discover the delights of
premium chocolate.

Cadbury S5chweppes' sales growth was helped
by its canfectionery brands — including
Cadbury, Trident and ......ewes .



10 Cleft sentences

In cleft sentences, information is divided into

two clauses, each with its own verb. This

technique is used to emphasise new

information, to give explanations or to

contrast ideas,

Taking orders anline doesn't cause probiems
for e-tailers. (one verb)

It is not taking the orders online that causes
the problems for e-tailers. {two verbs)

» [t clefts are used to emphasise the subject,
or object, or an adverbial or prepositional
phrase;
it +a form of be + emphasised phrase +
that/which/who clause.

It is mot just online retailers such as
Amdzon or eBay that have built successful
businesses in cyberspace.

» |Wh- clefts highlight the action in a

sentence:

Wh- clause + a form of be + emphasised

waord or phrase,

What Amazon has done is successfully
adopt a new online business model.

It is possible to reverse the parts in wih-

cleft sentences.

What they did next was move into toy and
music sales.

Moving into toy and music sales was what
they did next.

* Wh- clefls are used with when/where/who/
why to highlight a person, place, time or
reason:

The day (when) | called was last Thursday.

The hatel where we stayed was near the
company offices.

The one person who edits our web page
content (s on holiday at the morment,

The reason (why} we've called this meeting
is ta discuss our quarterly sales.

= The (only/last) thing or All are also used to

emphasise a noun or verb phrase:

The thing /All + that/which/who clause + a
farm of be + emphasised word or phrase.

The thing that made them successful was
their adoption of a new business model.

All (that) we need to do is improve our web
page.

Grammar reference |

@ Rewrite the following as cleft sentences using
the word(s) given in brackets.

1 Meeting the expectation of online shoppers is
very difficult. (/)

2 The rapid spread of broadband Internet access
has had a huge impact on
e-commerce. (What)

3 They contracted Amazon to help them improve
their online sales. (why)

& They just print off the orders and deal with
them manually. (All)

5 Delays in delivery damaged the company’s
reputation and sales. (/1)

& We like the simplicity of the online ordering
process most. (thing)
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11 Noun phrases

We use noun phrases to give extra information
about the noun.

1 The main noun of a noun phrase can be
modified, using usually adjectives, but also
adverbs, other nouns or a prepositional phrase
before or after it. Look at the noun phrases in
this sentence from the article on pages 100
and 101

Or Agarwal surveyed the disk-drive industry
between 1977 and 1997 and found that 25 per
cent of mew entrants were started by
individuals leaving larger companies in the
same sector. {(paragraph 4)

a) the disk-drive industry + between 1977 and

1997
noun phrase + prepositional phrase

b) 25 percent+ of new entrants
noun phrase + prepositional phrase

¢€) larger companies + in the same sector
adjective + noun + prepositional phrase

2 We can aften comhbine nouns with other nouns,
where the first noun functions as an adjective,
e.g. business angel, business venture,
business opportunities. These are oflen
referred to as noun compounds or word
partnerships. Sometimes three or more nouns
accur together, in which case the first two are
often hyphenated:

disk-drive industry
supply-chain management

o Complete these sentences using a suitable noun

phrase from the box.

a) long-term economic growth

b) the profits, power and position of older
companies

¢} arapid entry of firms

d) the ability to see how an idea can be
commercially exploited

g) acertain industry or business activity

) this idea of the entrepreneur as a disruptive
force

g) a stabilisation in the number of competitors |

1 According to the economist Joseph
Schumpeter, innovation is the temporary
source of market power that erodes ........... .

2 |twas Schumpeter who discovered ............ and
said that entrepreneurs help to foster ............
because they upset the monopolisation of
larger companies,

3 Amaonopoly is when one company dominates
____________ and it is difficult for other companies to
compete.

g When determining the number of competitors
any given market can sustain, economists
Michael Gort and Steven Klepper have shown
that after a product is *horn’, there is .....co... ;
then a mass exit and finally ............ at a level of
about 40% below the peak number.

5 What distinguishes successful entrepreneurs
is their business intuition, Or ... .

Match the nouns (1-5 with a-e, and é-10 with
f—j) to form word partnerships.

1 prize a) station

2 space b) gravity

3 zero- c) flight

4 space d) version

5 2ist-century e] money

& ticket f} TVshow
7 video g) engineers
8 hame h) sales

9 reality i) computers
10 aeronautics i) games

Complete this article from the Financial Times
using the correct noun combinations from
Exercise 2.

Peter Diamandis, the entrepreneur who put
together $10m in ............" for the first successful
private ............%, is selling another outlandish
idea. Over the past two decades, he has started
an International Space University, a company that
offers ..........2 travel, another company that
brokers private trips to the international v,
as well as the X Prize, awarded to the first private
manned spacecraft.

Mr Diamandis now says the next big thing is his
new Rocket Racing League. The basic idea is that
ten rocket-propelled aircraft will race at speeds of
up to 3oomph on an asrohatic circuit, in g ...t
of Formula 1. It will start in the US, but hopes to
go international soon after.

The plan is to make money through TV rights,
,,,,,,,,,,,, = sponsorship and merchandising, but
also by tying inwith the current boom in anline
weeensenna 2 OFf2ring fans the chance to compate
head-to-head with the pilots on their ...

Many of the pilots will be chosen through a
,,,,,,,,,,,, ¢ 50 by the time they race, they should be
Familiar to potential fans. ..........."" will vie for the
money and prestige, designing ever-faster
airframes and split-second pit-stop technology.



12 Cohesion (see also Unit 5)

Grammatical cohesion is needed in a text to *bind
it together'. Cohesion can be used to avoid
unnecessary repetition by substituting or
omitting words so that the writing is clear and
reads well. These examples are taken from the
Reading on pages 108 and 109.

Instead of lamenting the lock of good project
managers, leaders should focus on why that'’s
the case. (section 1)

In this sentence, that refers back to the lack of
good profect managers.

Textual referencing is used to refer to words or
ideas that have previously been mentioned in a
text (anaphoric reference); that are going to be
mentioned (cataphoric reference); or that are
simply not mentioned in the text because the
writer assumes the reader will understand
(exophoric reference).

* Anaphoric reference

We need to thank our effective PMs for the
amazing job they do.

They refers back to effective project managers.

» (ataphoric reference

.. and we need to get those who don’t do so
well into roles that they can be successful at
doing.

In this sentence, those refers forwards to those
project mangers that don’t do so well.

» Exophoric reference

Not only is being a PM a tough job, but you
gel very little appreciation from your firm for
doing it.

The reader assumes PV stands for project

manager; but it is not explained in the text.

What the system does tend to turn out are
experts (if you can call anyone with a
technical deqree an ‘expert’).

The reader assumes the system is the
educational system or technical training
project managers receive, but it is not clarified
inthe text.

Grammar reference |

@ Complete this text on intercultural

communication, either replacing the underlined
words with a suitable cohesive device from the
box or omitting them. Two of the items are not
needed.

‘ it ones they they thisiswhy those

When working in an international context,
communication can break down for a variety of
reasons. These reasons include differences in
business practices and management styles such
as multi-tasking or prioritising which may be
open to misinterpretation in an intercultural
setting.

International teams may get frustrated if team
members are not given specific guidelines or if
independence to carry out tasks. On the other
hand, middle managers can find it difficult to
adapt to the challenges of living and working in a
different culture.

These problems of living and working in a
different culture may consist of not anly lack of
language skills, but more complex
misunderstandings concerning attitudes to
hierarchy, national humour and loss of face.

All of these difficulties when working in an
international context mean that project managers
particularly need to realise that understanding
local systems is essential when project managers
communicate internationally. Western cultures,
for instance, do not tolerate ambiguity as readily
as nan-Western cultures, whereas establishing
trust and relationship-building are paramount in
many non-Western societies,
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Remember to REWRITE!
Read a text that's similar in style before wriling.
Edit your work For typical ermars and false friends.
Write using clear layout with titles and headings.
Remember to use a spell-check,

Fﬂfﬂ'lﬂl_ lEttEI"E':: .. |deas work best when there is only one per sentence,
acteptmg an In\fltatlﬂn . Take a break before writing your final draft.
Edit again and ask your teacher or a colleague
for feedback.
L

McEwan Training Solutions
68 Old Court Road
Bristol B522 7OR
Tel: 01799 597 3442
E-mail: jmeewanifcompuserve.com

W ITCe W AT T AT SO
Francine Vergé
IBWA
International University of Nice P
fravenue Prince Albert This is a British English form of
Mice date. American English always
puts the manth first, i.e. June 18
18 June 20— Mt = el Lurﬁ.-'-:szn—
; i
DeaeMerpe Salutations
With reference to your letter of 3 June, [ would like to thank you for Dear Sirs
inviting me to speak at the netwerking conference organised by the YO0 AtG WIIKIDE:Foca-CmRany Ak
Intermational Business Women's Association in Mice this October. RrganIsation
' Dear SirdMadam
It will be my pleasure to attend, and 1 am planning to talk on the following if you don’t know the persan's
topic: Networking for women starting up new business. Please find e
enclosed a brief outline of the proposal for my talk as requested. Could Dear[name]
you confirm how many people vou expect to attend the talk? if you know the person's name
B,
As [ am planning to book my flight in the next few weeks, [ would also l
appreciate it if you could confirm travel defails and accommodation Commaon titles
arrangements. Finally, [ would like Lu_cn-n.Ei.rm that I will be attending, the M eriieh
conference dinner on the Friday evening. Mis: Fatmarrad wemen
Ms  for women if you don't
Llook forward to hearing from you, know, or prefer not Lo
specify, marital status
Best regards, ————————— : Miss far unmarried women
2 Mate: in the LIS, Mr, Mrs and Ms
\-\‘ require a full stop/period,
|. McEwan N e.g. Mrs. Vergé,
N 3
Joanna McEwan \\
Training Consultant B
.
Encl, Proposal for presentation H‘-Hx
-,
Endings
r T

. Yours sincerely if you know the person's name
Common-abhreviations ¥ours foithfully if you don't know the person's name
Re.  regarding Yours truly American English

Pp. when yau sign the letter Tor anather person

Th le of this | is simi fi -mai
(per pro = an behalf of) e style of this letter is similar to a formal e-mail,

although (Best) regords or Best wishes is more usual as

E:E:’ } document(s) are enclosed with the letter an ending in e-mails.
L. capies: the names of the peaple who receive a Sign your name, then print your name and position
copy are included in the letter under the signature.
LS A e
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Effective e-mails

fr6end = £ Sep  SEView X Delste §New ot Reny Db Toob

| To Helen Walker
From Martin Day
Subject Randal Training and Consulting services

Dear Helen, |
My name is Martin Day, and | am contacting you from Raiedal Training |
would like to know if yvou are still imterested in collaborating with us,

We are currently in need of a freelance trainer. If you think you might
be interested, please fill out the atlached document: Trainer Profile, |
You can move from space to space with the tab key and save it with

your name as the title of the document. We will conlact you sharily for
an interview. |

In the meantime, if you have any questions, please feel free to contact
Ls.

Thank you very much for your interest.
Best wishes,

Martin P. Day

and Consulting Services. We received a copy of yvour GV and we  —

Writing file |

Iy
| Always use a strong subject line. j
o

.
| ‘Your most important statements
L should appear in the first paragraph,

E Ask for an action. ]
-

| Limit sentence length and keep

{ paragraphs shart for easy reading,

-,

| Best wishes /Best regards / Regards
are all suitable endings for an e-mail.
=

|
i
\
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Action points/minutes

- —
For most business meetings,

action minutes or action points

are more useful and more concise

than full minutes, Action minutes

Minutes of meating'nn our commitment to corporate responsibility

Date: 8 February are intended to make sure that
Venue: Bath Crescent e decisions of the meeting are
Presant: Erika Koning, Matthew Meehan, David Gibbs, understoad and carfed out,
5iobhan Peters, Simona Viccoli 4 S
Action By

1 Overseas visits: Stitch Wear manufacturers
Following recent complaints of varying standards in
our factaries overseas, we agree that more frequent
visits are essential for standardisation and guality
assurance, Matthew suggested drawing up a series
of guidelines for these visits: . MM/EK Mar 8

2 Supplier screening policy Therei i
The Purchasing Department will review the current di 3?:::5';:"5?0"::1;? i?e; ';n the
supplier-screening policy and send an e-mail report agenda.
before the next meeting. sV 15 Feb

3 CSR (Corporate Social Responsibility) programme
Various ideas were discussed. The most popular was
sponsorship of a local project involving young i
people. Marketing will look into the proposal. To ::fp?;:?gfeufzrrhceafri:ignwt i
be discussed further at the next meeting. ba& 2Fb | required are given in the

margin, along with any deadline.

4 New position of CSR officer
It was agread that Erika will take on the new role
of Corporate Social Responsibility Officer and
would co-ordinate any subsequent actions of the
SR team. Decision on Erika’s request for a full-time
assistant is pending. It was stressed all company
directors and managers need to assume

responsibility for their respective areas. EK 22 Feb
Next meeting confirmed: 22 February, 10.00 a.m. The date; time and place of the
Venue: Sefton Place offices, room 21 | next meeting are given.
Purpose of meeting: marketing proposals for C5R programme §
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A formal e-mail summarising terms and conditions

This style of e-mail is
similar to a standard

el business letter. This
To Ic'mdmapfalfer@chau_tos.dﬁ GirdbEsuhan:
From jpaceki@pacekmachines.pl should be formal but
Subject Pacek Machinery ordar no. 11892006 brief, particularly if

further details ora
contract agreement are

attached.
Dear Ms Pfelfer, \ ,
s T
It was & pleasure to meet you at the trade mission organised by the Chamber of —_ Dpening
Commerce in Warsaw on 20 May. Further to our mesting, | am writing to confirm ‘;‘I'::rr]‘;;é';“-' formal

the terms of our sales agresment as follows: :
Following our
meeting/phone

1 Pacek Machinery will provide CH Autos with industrial machinery, ref. no. SR et

XA27H49. With reference ta...
2 Twenty per cent of payment will be paid on delivery, with the remainder paid fgﬂiﬂﬂ_ﬁ mrf";

three months after dalivery followlng supervision and approval of your confirm g

engineers. 2 J
3 Expected delivery date is 5% April. subject to confirmation. B
4  Please refer fo the attached document for details regarding transport, 2 B

Main points in the
summary could be
numbered or listed.

installation and our eancellation policy.

If you should require any more information, please do not hesitate to contact me. Further details may

need to be attached

to avoid making the
Besl regards, e-mail too long.

L% A
Jan Pacek
Managing Director
Ending

Alternative formal endings:
For additional information, please ...
We look forward to doing business with you.
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Layout and organisation of a report

" >
The farmat used here is suitable

for mast farmal reports:

» title

* executive summary

+ [ntroduction

* findings

* gonclusion

* recommendations

r,
Title of report
o,

The executive summary is a summary af
the main points and conclusion of the
repart. It gives the reader an overview of
the situation,

-

| The introduction shows the main points
that will be looked at.

A

( Headings and sub-headings help to
make layout and arganisation clear.

The findings are the facts discovered,
This is often the main body of the repart.

(Mote: Findings are not reproduced here
in full, as this is only @ summary of the
main paoints of this report. A complete

| report may be over oo pages in length.)

A

.
Formal language such as the passive is
frequent in reparts.

138
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‘Building Better

' Partnerships

by the IPPR

Executive summary

The Institute for Public Palicy Resecrch [IPPR) ealls for o rathink of
‘Howed" public private parfnerships (PPPs) in the UK. This repert,
Building Better Parinerships, slatas that lessons need o be
learmed from the private Fnance initiative, the system For
building new public buildings with private copital, It says fhe
thare may be a caze for giving greater profection to employaes

~ fransterred to the private sector; and adds that PPPs should be

mara innavative and mere acecuntable fo the public. In mony
cases this repor! hos found that there was simply a ‘private-
sector defoult’ situation;, in which there was no allernotive io the
PPF on offer.

Introduction
This repart will laok at:

examples of Public Privete Partnerships in various
sectars in the LK

* the role of the Private Finance hitiative {PFI) in
publicprivate projects

* recommandations for successful Public Privote Parinerships

Findings

— Health

The health sactor is where PPP3 are most prominent in the UK.
Chne Private Finonce Initiative [PFI) hos been ereated ta build
new hospitals and doctors” surgeries. An ogresmant also exists
with private healthcare providers ta encourage the Natienal
Health Service (MHS| to send patients to private hospitals for
treatment in order o reduce waiting lists.

Under the MHS plan, mare than 100 hospital schemes will be
delivered aver the nex! fen years, and private-sector investment

[ under PFl will rise to £7bn. A further £1bn werth of private

invastment in primary-core health centres i= plenned through
PPPs.

Transport

Oine of the biggest controversies invalving PFI is the proposal o
use the private secior fo refurbish and medernise Landon
Underground's tube fransport system, This report has feund that



Writing file

3
Use short paragraphs in reports, Lists and bullet points make a longer
ideally with one idea per paragraph. report easier to follow., |

e L5 I,

the Tube did not require o special PPP because it hod o revenue Fostering public enterprise:

stream fram which it could have raised copital in the markets,

The PPP scheme o upgrade airtraffic control in the UK hos also
come undar criticism, The MATS (Maticnal AirTralfic Services]
project went ahead withoul using a public-secter comparator b
zee whether there wos o better public-sector allernative.

Otther sectors for FFFs

Elsewhere, private sectar providers ere running prisons; local
autherity revenues and benefit services; the majority of residential
homes for the elderhy, and aven schoals,

Council whitecollar jobs in education, human resources and
adminisirative funclions have also been outsourcad o privabe
firns, os wall as sarvices such oz refuse collection and sfreal

cleansing.

In hausing, @ quarter of all councils have sold off their homes 1o
housing ossaciatiens, which con raise peivate monay 1o meet
repair bills and build new hemes. So far, housing associdtions
have raised £20bn on the private finonciol markets in this woy.

Recommendations
The privata finance initiative (PFI:

* The evaluation of o project’s suitability for PRI must be
improved io ensure it offers value for money

s Government departments should be set an overdll budget that
covers both publie spending ond the capital value of PFI
spending - ond ovoid sesing PFl s exira invastment

* Public authorities must have a clear planning policy that fully
infegrates PF| with iraditional public forms of investment and
service provisian — otherwise services will be frogmenied

Protecting employees:
® The government must promode good employment proctices
within PFPs,

# Thare is litle evidence that PPPs leod to new recruits receiving
poorer terms and conditions than these tronsferred from the
publie sector.

s If the Office of Governmen! Commarca raport shows that PRPs
create o tweier workforce, then the governmant should
ensure that new employzes are properly profecied, |

e —_— i,
Recommendations are practical | | Modal auxiliaries
suggestions ta deal with the are used for
situation and ideas for making | emphasis in the
sure future activities or projects recommendations
are carried oul mare of a repart, e.2.
successiully. st Shoutd.

» A an allernative to PPPs, seccessful public bodies should be
able 1o work with less successhul ones e improve
parformance.

s Publie bodies should have greater freedom to raise copitol
and trade with each other, allowing some public entarprizes lo
‘opt out’ of Treasury financial cantrols.

+ Govemnment should consider transterring the ownership of a
public enterpriss to @ nonprofitmaking frust, especially where
there is a natural menopoly and where sofety is o key
COMCern.

Improving accountability:
s The Mational Audit Office should have statulory autharify to
axamine infermation on all significant public contracts.

s Parinership ogreaments should esoblish boards — which
include public officials ond service users — that have o say
over the terms of service provision in a project and the hiring
and firing of sarvice providers.

» The Cabinet Office and the Office of Government Commerce
should provide guidoncs an how to condust community
eansultation on PPE projects,

MNew models of partnership:

» Public manogers should have more discretion to design PPR
daals that incorporate the sarvices that best meet the needs of
local usars.

*  More innovative purlnerships should be de-'eioped. 2.0.
allowing the public seclor fo provide investment fer o project
whila the private sactor designs, builds and cperates services.

s Prafitsharing and joint dacision-making bodies batwean fhe
public and private secters should become the norm,

Conclusion

This repart concludes that the public finance inifiative (PFI) has
proved value for money in reads and prisans, but nol in hospilals
and schools, Furthermere, the government's defermination lo Usa
PPPs hos led to shorcomings in the proposed schemes for London
Underground and air-traffic contral (MATS),

PPPs should be used bo improve standards and not just ko lower
costs of the expense of quality. This report signals o new era for
the debate ovar publicprivate porinerships. The future will decide
how for the privote sector will mave from the margins info ‘core’
areqs, transtorming the nature of public sarvicas,

The conclusion is what the writer(s)
thinks about the facts and how they
are interpreted.
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Mission statements

Our mission and values

Crystal Mission

We aim to be the leading compary and the preferred partner
in the specialty chemicals industry. We combine leading-edge
technology and innovation with superior applications and
customer-service skills.

Crystal Values

Customer focus: We concentrate
our efforts on the individual
requirements of our customers.
Personal engagement: We
achieve results through individual
commitment, continual skills
development and entrepreneurial
behaviour,

Team spiritt We rely on the
strength of teamwork o realise our
full potential.

Innovation: Lising extensive know-
how and experience throughoul the
company. we continuously

]r};j» ?5_',“'

endeavour to bring new- services,
applications and products to the
market,

Shareholder commitment: We
strive for creating value for the
benefit of our sharcholders,
Integrity: We arc a trustwornthy,
loyal and respectiul partner in all
our internal and external
relationships,

Sustainability: We contnbule
towards sustainable development by
finding the best balance between
environmental, social

and economic neads.

|

S— —

Agendas

o W b

Product Development Team meeting

AGENDA

Date:  Monday 25 July 20—
Time: 10 a.m.

Venuie: Mmmg room C, third floor, Palmer Bu.ild,ing

1 Apologies for absence
Minutes from the previous meeting
Status report =
MNext round of trials
Product labelling

Production capucity

bt I = LY

Consumer testing

8 AO.B I

A mission statement describes
the overall purpose or aims of the
company: 1t should be short and
concise.

-

M

E
The values are the principles and
practices that a business or
arganisation thinks are important
and which it tries to Follow.
Company values include
commitment to corporate social
responsibility and stakehaolders.

Always give the date, time

and placa,
-y

-~

.,

o
It is usual to send your apologies

if you can't attend a meeting.

These are noted in the minutes of
mare formal meeting.

A

4

The chairman asks towards the end of the meeting if anyone
has any other business they want to discuss, which is related
to the subject of the meeting, and isn't on the agenda.

L
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i
Everyone should receive a copy of
the previous minutes before the
meeting, sometimes with the
agenda,

The chairman usually asks if
everyone agrees with the minutes
af the previous meeting and
notes any changes or additions
that have to be made to the
minutes,

The issues for the meeting are
then dealt with in priority order.

—




Writing file |

Writing for websites

8086 s (=]
h s —3
v Use short, simple
2 Usability for Websites selenites. Where
3| e there |s more text ar
detail, use clear, short
z Usability for Websiles is about designing for ease of use and accessibility, This is achieved | paragraphs.
3 through simplicity, consistency and clarity. ~ #
\
£| Benefits of planning usability inte your design include: — rlr’ Use appropriate
£ headings and
[ »  Making your website easier lo use and therefore more attractive. gt J
£l w Increased success for users wha want to contact you or make a purchase. "
‘2| + Reduced development costs over the long term.
|2] = Reduced training and suppor cosls.
- +  More return business,
~
L
z The most likely reason visitors will entar your site is to find useful informatian. Tharefare
) relevant content should be provided in as accessible a manner as possible, Help users
find relevant information by
= devating most of the space on your web pages to useful content. | iy
+ keeping pages concise and 1o the paint, ' Use short lists or
+ having large, easy-to-read text. . bullet points for clarity
and brevity.

+ placing the most important information at the top of the page.

= providing descriptive headings and sub-headings. -

| Highlight key words

Making this information easier to find on your site involves creating a sensible navigation - -
and phrases,

{ system and site structure. Instead af unusual systems, Intarnel users prefier standard
navigational methads that follow established conventions.

| b

speed is the single largast barriar to accessibility on the Internet. People often abandan a
page that takes too leng. So it's vitally important to keep graphics small and make sure
your site is hasted on a server with a good connection 1o the Interned,

These ate just some of the usability for websiles issues encaunterad inweb design, bl
your users should be considered throughout the website design process.




Unit 1, Business skills, Exercise D, page 10

Student A

You are one of the speakers at aninternational conference in Vienna, Austria, on
intercultural communication. It is now the coffee break, Start a conversation with
the person sitting beside you, as her/his company may be interested in
intercultural training. You should describe your company’s or organisation's
activities, your job and responsibilities or studies in brief. Find some commaon
interests, exchange business cards and arrange a future meeting, e.¢. for a game of
tennis or golf. Be careful to address her/him using her/his surname or family name.

Unit 1, Case study, Task 2, page 13

Student A ‘

These are your incomplete notes for the country-orientation session as,
unfortunately, you had to leave early, Ask the other trainee to explain to you what
you missed. When you have finished, discuss how useful these notes are for
working and living abroad.

1 = Pon'f underestimale colhice ahock- indial exedement can seon i to coiliciam
® Find a balanee befween finding oot abeut the new aulfure and sperding fime with peaple
Jrom youe o culliee.
® When you refurn home, don't eapeet family/frisnds fo be inferested i all your stories. 1t i
smpertant, bowever, fo find peaple that you can talk fo whe tave had amilar experiences
2 * Building relationships @ bighly important m imany non-Western culfural sontexts; make
sure you spend some fime getting fo know local people,

Unit 1, Case study, Task 3, page 13

Student A
Last year, you were working as an office manager for a transpart company In
Argentina when you lost your job due to cost cuts and re-structuring. You are now
living with friends in Amsterdam. When you saw the job advert for Logistaid in the
newspaper, you thought it would be an opportunity to get back into the job market.
In the past year, you have travelled to Mozambique and Nigeria far short periods as
avolunteer on emergency aid projects. You haven't found the course particularly
useful, as you already have plenty of experience in intercultural communication,
1 Netwaork with the other course participants and find someone who:
* took the job for the same reason as you
* has found the course useful
= has some hasic medical knowledge
= has been to the Indonesian jungle,
2 Think of some hobbies or interests you may have; find someone with similar
hobbies/interests,
3 Agree to a further meeting before being relocated and promise to keep in touch
when you are in Indonesia.
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Unit 2, Case study, Task 1, page 21

Student A

You are Kamal Satinder, |T Manager at SmileCo. Phone Geraldine Parker at Pollack
Learning Alliance. You've worked with her company before and you know her.
Explain the problem with the sales team's existing information-gathering system
and your solution. Explain what you'd like her company to do for you.

Unit 2, Case study, Task 2, page 21

Student A

You are Kamal Satinder. You'd like to raise these points with Geraldine when you
discuss her training proposal.

Mow the training programme will meet your company needs.

How the system will be tested.

Sales people get bored sitting in a classroom. Any on-the-job training?

Few staff on the IT help desk. Who will provide post-training support?
Documentation to support the training programme?

& & @ &

Unit 3, Business skills, Exercise E, page 26

Student A

1 You are a buyer for the chainstore, Deco-fittings. You are negotiating with a new
supplier, Taps and Pipes. Agree on the price per unit for some chrome taps.

* [Maximum price you want to pay is€ 25 per unit for 100 units.

» Delivery within three months is required.

* You hear Taps and Pipes has been selling this product at reduced prices - ask
for confirmation.

2 You are a junior member of a sales team and wantto gotoa conference on
negotiating technigues in Brussels in May. Negotiate the trip with your boss and
justify the expense. Remember to ask specific questions and use expressions for
being precise.

Activity file |
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Unit 3, Case study, Task, page 29

Student A

You represent Polish Airports and the Ministry of Infrastructure in the PPP
negotiations. Negotiate a PPP agreement with the German construction company
Laumann and the Weber-Merkel bank using the notes below. Make notes about
what was finally agreed under the same headings.

Financing = Total cost; €120m,

s oY% of funds borrowed from Weber-Merkel bank.

* Loan agreement € 108m, preferably interest rate of 2.5%.
* Guarantees given by the Polish Government.

-

Remaining 10% will be financed by Palish &irparts.

Operation and Ownership of assels and operation of alrport services remain
management with Polish Airports,

Repayment terms * Loan will be repaid aver 20 years.

* Repayments kegin on full completion of works and will be an
a quarterly basis.

* Pplish Airports will collect take-off and landing charges from
foreign airlines and overflight fees (charges for planes flying
through Polish aitspace).

* These charges and fees will be used to make loan
repayments, Excess funds will belong to Polish Afrparts.

Building schedule » Canstruction project will take 24 manths.
* Laumann will sub-contract work to and cooperate with Palish
construction companies,

Risk allocation * Commercial risks, e.g. delays in the building schedule and
| air-traffic wolumes, transferred to the private contractor,

= Delays in building programme will incur penalty fines of
<o.5m for each week's delay,

Unit 4, Business skills, Exercise E, page 38

Student A
1 You are the Regional Manager of 4 large insurance company in Europe. The staff

turnover and sickness levels are significantly higher in your Rotterdam branch.
The branch manager reports that there (s a heavy workload there. The situation
is costing your company a lot of money in recruiting and training new staff,
Discuss the problem with the Human Resources Manager and suggest what could
be dane to find a solution. Try to use some phrases from Exercises B and D,

2 You are the co-owner of an electrical goods shop. It is a very hot summer, and

your store has already sold out of air-conditioning units. Suppliers are
campletely out of units and can't get any more to you until the end of the
summer, by which time it'll be too late for this vear. You could order more units
for next summer, but you also have a storage prablem (which was what
prevented you from ordering more units than you did this year). Discuss the
problem with your partner and suggest some solutions. Try to use some phrases
from Exercises B and D.




Unit 4, Case study, Task 1, page 41

Student A
You recently received this government literature. Report the information to your
colleagues.

Energy Efficient Lighting in Shops

Maximising the use of daylight reduces the need for eleciric lighting, as does linking the
control of the display lighting in the windaw areas to day lighting levels, automating the
switching-off or dimming of the lighting to match the ambilent lighting level outside the
store.

Painting the surfaces of the raoms, including the ceiling, with light/bright colours
maximises the effectiveness of the light output. Light/bright calours can refiect up to

80 per cent of incident light; dark/deep colours can reflect less than 10 per cent.

Where there are large spaces that need to have a large number of lamps switched on
for extended periods, energy-limiting devices can be very effective. These devices
automatically reduce the voltage/current to the lighting circuits by 10-20 per cent when
the lamps have been switched on and are stable. The consequent reduction in light
output is onky 5—10 per cent. Savings typically of 30 per cent are achievable, with a
payback period of two to three years. This strategy is particularly suited to
supermarkets and whaolesale stores.

Unit 5, Business skills, Exercise E, page 47

Student A

You are Orsolya, a sales rep in a direct-banking organisation in the Ukraine. You
work in the SME lending division, giving loans to small and medium-sized
companies, There is very strong competition between teams and individual
bankers. There are things that you don't like about the job; one of those is the
cheating that goes on between colleagues.

The company rule is that if you get a first visit, then the client is yours and no other
banker can approach that client. You discover that Bohdan, one of your colleagues,
has lied and stolen a client from you by phoning and arranging a visit after you'd
made first contact. You decide to confront him about it.

You feel the company encourages this kind of underhand behaviour by your
colleague because, although it's common practice, the company does nothing to stop
it happening. You've come to the conclusion that the only way to stop your colleague
is 10 argue and fight forvour clients, even though you can't prove you'd got there
first.

Talk to Bohdan in order to resolve yvour differences. Use some of the active listening
EXpressions.

Activity file |
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Unit 5, Case study, Task 1, page 49

Student A

Tricia and hold a meeting with her.

You are Mira Biswas, a Team Manager. Tricia Monroe is one of your agents. She has worked for the company for
almost three years and, as such, is one of the longest-serving agents. She is a very competent worker and a
popular member of staff. However, she Is off sick with minor ailments at least eight times a year, and all her sick
days tend to fall on either a Friday or a Monday. Until now, you've decided to turn a blind eye to this situation, but
management have asked you to conduct one-to-one interviews with all staff members with high levels of sickness
leave in an attempt to monitor the situation and reduce absenteeism. Think about what you're going to say to

Unit 6, Case study, Task, page 57

Student A

of your own points:
s |tem 3: to include former child employees under 14

You are Head of PR and will chair the mesting. Look at the agenda before the meeting, take notes and add some

* ltem 7: either you or one of your team are interested in the new position of Corporate Responsibility Officer.

Unit 7, Case study, Task 2, page 69

Student A

You are one of the financial consultants at Tampkins and Kosters. Look at

the pie chart showing projected productivity over the next three years. You

propose the following measures to boost profits by € 4 billion in three years:

s Savings of €7 billion over three years: a € 2 hillion saving in improved
sales and a €5, billion saving with cost-cutting measures such as
redundancies.

* Animproved productivity plan that involves replacing the current four-
day week with a five-day week with the option of a sixth day for overtime,
pald at time and a half the normal rate.

« {Omne of your own proposals, for instance, asking suppliers to lower their
costs over the next two years.

Erstaunbiche Autos cost-cutting praqgramma

E3bn
savinge in = Zon alhem
ima et saled

1k
labaur oty £ Fon

meducing suppliars’
costs by 10%

Unit 8, Business skills, Exercise D, page 75

Student A
You are a sales person working for Fast Cars showroom. Look at the following facts and negotiate a deal
with the potential buyer. Use some of the expressions from Exercise C on page 74.
Seller’s facts
* You have to sell the new Audi model. You need to * You make only € 50 for cars sold under €10,000.
earn a minimum commission of €1,000 [n the next You make a commission of €100 per car sold
few days in order to pay for your family holiday, a between €10,000 and €12,000. You make €150
world cruise. This is your bottom line, but you could commissian for cars sold over €12,000.
use more money, as the holiday is expensive. s [fyou have not made a deal by the end of the
» The Car Book of the Year values the car between week, you will reconsider your bottom line.
€9,000 and €13,000, depending on special * This is the second time the buyer has visited the
features. showroom. If the buyer's first offer is lower than
* Your seller’s reservation point (RP), or bottom line, you would like, persuade him/her to buy a more
below which you do not want to go, is € 10,000. expensive model with special features.
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Unit 8, Case study, Task 2, page 77

Student A

You represent the UK consultancy firm, Performance Consulting. Meet with the
representative(s) of Mobi-net, answer their questions about your proposal and
negotiate the best solution, fees and conditions for the project.

Contract and fees

You want a T&M (time and materials) contract, including an hourly consultant rate
of €150; €120 for junior consultants. You would prefer not to accept a fixed-price
contract, as you think it's a complex project that may overrun. IFthe client says they
have lower quotes from other cansultancies, point out the added value of your
reputation, ten years' expertise in the industry and quality of service.

Schedule

All your senior consultants are currently very busy, They will not be available for
another three weeks, although you are able to offer junior consultants who can
start immediately at a reduced rate. You could complete the project in four months’
time, less if they choose a senior consultant.

Competition

You think Mobi-net would be willing to pay you more than your competitor, Unicorn
Consulting, a smaller consultancy group that are less established but cheaper.
Request exclusivity of the project. You also require access to company
information, especially the customer-service department,

Unit 10, Business skills, Exercise D, page 95

Student A

Ask your partner these questions, paraphrase them using expressions for
indirect questions. Add two of your own indirect questions. Then answer your
partner's question using expressions for dealing with questions.

1 Should all university and higher education exams be administered online?

2 How canaccess and use of the Internet be improved in developing countres?
3 Should there be stricter control of the Internet regarding security?

Unit 11, Business skills, Exercise A, page 102

Student A

Telephone tips for dealing with customers and suppliers

1 Always give your name and use the ............ . It helps to establish a good
working relationship,

2 Quote ............ and have the paperwork to hand.

3 Listen actively and show that you are listening. Connect with the person by
eeee--. @5 Appropriate.

4 Restate the details you are given to check that you understand what's been
said,

5 Confirm cevvineeinss that you and/or the other speaker have agreed to.
6 Make sure you agree dates or set a deadline for follow-up action.

Activity file |
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Unit 11, Case study, Task 1, page 105

Student A

You are Doug. Read the information about ownership and control issues and
summarise it for your partner. Ask questions about annual charges and the final
objectives of venture capital firms.

WHAT VENTURE CAPITALISTS WANT AND EXPECT

Ownership

The partners of the venture firm
buy a portion of the business’s
equity  in  exchange for their
investment. Most VC firms, at least
initially, don't want a position of
more than 30% to 40% because
they want the owner to have the
incentive to keep building the

decisions that might change the
basic product/market character of:
the company and in any major
investment decisions that might
divert or deplete the financial
resources of the company. They
will, therefore, generally ask that at
least .one partner of the firm is
made a diractor of your company.

business. VC firms also want to be ahle to

assume control and attempt to
rescue their investments if severe
financial, cperating or marketing
problems develop. So. they will
usually  include clauses in the
agreements to allow them to take
control and appoint new officars if
finaneial performance is very poor.

Control '

The WG firm, regardless of its
percentage of ownership, usually
wants to leave control in the hands
of the company's managers.

However, the VYC firm does want
to  participate in any strategic

Unit 12, Business skills, Exercise F, page 111

Student A

¥ou are Bob Frasier, the Marketing Manager for Archibald, based in Sydney,
Australia. You are in charge of this project. You've arranged a teleconference with
Francesca Busso, the R&D Manager, based in Rome, Italy, and Gao Shan, the
Production Engineer, based in Guangzhou, China.

it's now 4 p.m. in Sydney, z p.m. in Guangzhou and 7 a.m. in Rome. Remember to
take a roll call and go over the agenda at the start of the call.

These are the notes you've made on your agenda:

Agenda _
Status report: ask Fran fo repart on fhe last rond af product frials.

Next round of trials: Ask Gao and Fran when fhey e due.
Product labelling: Fran -  he problem solved or will there be delays?
Production capacity: Ak G Shan fo report o this, will there be exira casts

which | need fo alert e sponsor for / |
Consumer testing: These fesfs can go ahead provided fhe trials produce g

reslfs. My peaple in markeding £an start consumer Jesting a3 soan a5 the riext round af
frials are finished.
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Unit 1, Business skills, Exercise D, page 10

Student B

You are attending an international conference in Vienna, Austria, on intercultural
communication. It is now a coffee break. You are the marketing manager of ATC, a
family company providing market research to client companies wanting to enter or
expand in your home market. Respond to the person talking to you. You think
he/she may be a useful contact for intercultural training in your company, but you
need to talk 1o your boss, your father, befare arranging any future meetings. If you
were to meet her/him again, you would prefer a business lunch or a formal visit to
your company. You have run aut of business cards,

Unit 1, Case study, Task 2, page 13

Student B

These are your incomplete notes for the country-orientation session as,
unfortunately, you arrived late, Ask the other trainee to explain to you what you
missed. When you have finished, discuss how useful these notes are for working
and living abroad. '

4 ® Apart from obvious language problems, misunderstandings offen anise dus fo differences
in aftiides fo time and puncuality, dress eodes, importanee of loss of face and so on
Be respeetiul of the traditions, customs and behaviour of fhe people you are working with

® Be sareul when using bumeur; what is funry i one cultice may be affersive i ansther

£ # Do nat jump to eonelusions about work prachices; you may have only a superficial
understanding of why things are done fhe way they dare

* (a0 irifo your project with the phidesophy What am | going t2 fearr from this experience?”
rather than What am [ going fo teach the locals?” You will hiave o less stresaful time
frustrate fewer people and buid up long-lasting work relationships

Unit 1, Case study, Task 3, page 13

Student B
Until recently, you have been working in the logistics department of an American
computer company in London. When a friend told you that Logistaid were looking
for logisticians, you thought it would be the perfect apportunity to combine your
experience in logistics with helping people in developing countries. You went to
Indonesia and Thailand a number of years ago on a family holiday. You have found
the course interesting, but think it's not encugh hefore going to work abroad.
1 Metwork with the other course participants and find someone wha:
* took the job for the same reason as you
* is worried about being relocated to Indonesia
* has previously done similar work in Nigeria and Mozambique
* has worked in Germany.
2 Think of some hobbies or interests you may have; find someane with similar
hobbies/interests.,
3 Agree to a further meeting before being relocated and promise to keep in touch
when you are in Indonasia,
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Unit 2, Case study, Task 1, page 21

Student B

You are Geraldine Parker at Pollack Learning Alliance. You receive a call from Kamal Satinder,
the IT Manager at SmileCo. You know Kamal and you've worked for his company before. |n fact,
they are a valuable client for you. Ask Kamal guestions about the number of staff to be trained
and the timescale, Arrange a meeting to talk more about your training proposal.

Unit 2, Case study, Task 2, page 21

Student B
You are Geraldine Parker. Discuss your proposal with Kamal Satinder and answer his guestions.

Proposal

+ Trainers to work with SmileCo®s field force before designing the training programme.

* Will identify some sales people who will be “power users'—to be trained separately before
the system is introduced and to help with training programme development.

= Training over two days; combine face-to-face instructor-led training on Day 1 and in-store
coaching and assessment on Day 2; one trainer per two sales people in real shops.

* The ‘power users’ can be future trouble shooters before problems are referred to the IT
help desk.

» Training manual will be designed to fit in the glove-compartment of a car.

Unit 3, Business skills, Exercise E, page 26

Student B

1 You are a sales person for Taps and Pipes, ¢ Delivery time is now three months or
a manufacturer of bathroom fittings. You mare due to distribution problems.
are negotiating with a potential new 2 You are a sales manager. A junior but
customer, the chainstore Deco-fittings. enthusiastic member of your sales team
Agree on the price per unit for some chrome makes a request. Be vague about whether
taps. you will agree to or decline the request
= You charge €35 per unit for a minimum unless you are asked specific guestions.

order of 5o units. Your final decision depends on his/her

® Regular customers pay €30 per unit. areuments, Use expressions for being vague.

Unit 4, Business skills, Exercise E, page 38

Student B

1 You are the Human Resources Manager of a shop. [tis a very hot summer, and your

large insurance company In Europe, The
staff turnover and sickness levels are

significant higher in your Rotterdam branch,

The branch manager reports that there is a
heavy workload there, The situation is
costing your company a lot of money in
recruiting and training new staff, Discuss

the problem with the Regional Manager and

suggest what could be done to find a
solution. Try to use some phrases from
Exercises B and D.

2 You are the co-owner of an electrical goods

store has already sold out of air-
conditioning units. Suppliers are
completely out of units and can't get any
mare 1o you until the end of the summer, by
which time it'll be too late for this vear. You
could order more units for next summer,
but yvou also have a storage problem {which
was what prevented you from ordering
more units than you did this year]. Discuss
the problem with your partner and suggest
some solutions. Try to use some phrases
from Exercises B and D.
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Unit 3, Case study, Task, page 29

Student B

You represent the German construction company Laumann and the Weber-Merkel
bank in the PPP negotiations. Negotiate a PPP agreement with Polish Airports and
the Ministry of Infrastructure using the guidelines below. Make notes about what
was finally agreed under the same headings.

Financing

= Laumann take full responsibility for designing and building new
facilities al Konopnicka Airport,

+ Total cost: € 120m.

* Aot (£ 96m) borrowed from Weber-Merkel bank at interest rate of
5.5%.

+ Remaining 20% to be financed by Polish Airports,

Operation and
management

Laumann would like option to manage airporl services an 10-year
concassion,

Repayment ¢ |pan o be repaid by Polish Airparts over 1o years,
terms » Loan repayments 1o begin on £0% completion of the works, on a
monthly basis.
s Bank will collect take-off and landing charges from foreign airlines,
and overflighl fees (charges for planes flying through Pelish airspace).
» Excess charges and fees will be paid back to Polish Airports each
guarter.
Building # Canstruction praject will take 30 months.
schedule = Laumann will cooperate with Palish construction companies with a
proven track record to carry out this project.
Risk = Palish Airparts to assume respansibility for preliminary envirenmental
allocation studies and consultation of local residents,

Delays in building schedule to be transferred to Laumann, The
company will not be held respansible for circumstances beyand its
control, such as adverse weather conditions.

» [elays in building programme which are the respansibility of Laumann
incur penalty fines af € 0.5m per month up te a magimum of €4m.
Risk associated with law air-traffic volumes shared on a s0-50 basis
between Folish government and private contractor.

-

Unit 4, Case study, Task 1, page 41

Student B

You recently read this government report. Report the information
to your colleagues.

Refrigeration

When warm, humid air from a shore's
interior meats the cold air of 2 refrigerated
display case, condensation occurs. This can
lead to ice build-up-on door and t0 fogaing
and ‘sweating' of the doors. To prevent
this condensation and ‘sweating’, the
refrigerated doors and frames are heated.
The only time an anti-sweal heater needsltu
run continuously is when a store’s refative
humidity is 55 per cent, which usually onky
happens during the warm, humid days of
sumirmer, Yel surveys have found that many

glores run their anti-sweat heaters at full
power 24 hours a day, 365 days a year,

Properly programmed heater controls
ensure that refrigerated display case doors
and frames are heated only when
necessary. Thus there arg two areas of
gnergy savings: in the anti-sweat heater
and in the operafion of the refrigerated
display case. Savings of 25-30 per cent are
achievable, with a payhack period of four 1o
five years.

Activity file |
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Unit 5, Business skills, Exercise E, page 47

Student B

You are Bohdan, a sales rep in a direct-banking arganisation in the Ukraine, You
wark inthe SME lending division, giving loans to small and medium-sized
companies. There is very strong competition between teams and individual
bankers. There are things that you don't like about the job, one of those is the level
of competition between colleagues.

The company rule is that if you get a first visit, then the client is yours and no other
banker can approach that client. But everyone Is competing for clients, and it's
commaon practice to go after clients you know your colleagues are alsa following
up. After all, if they haven't visited the client yet, you can still phone and arranse a
visit first. All's fair in love and war, as they say, and anyway, you've had colleagues
steal clients from under your nose before,

You feel the company encourages this kind of competitive behaviour as nothing is

ever done to stop it happening. You've come to the conclusion that the only way to
survive in the company is to bend the rules a bit, toa. Now your colleague QOrsolya

has asked to speak to you.

Talk to Orsolya, Use some of the active listening expressions.

Unit 5, Case study, Task 1, page 49

Student B

You are Tricia Monrog, a call-centre agent, and with almost three years' experience
inthe company, you are one of the longest-serving agents. When the work gets too
stressful, you tend to get bad headaches and have trouble sleeping well at night.
When you take a day off sick from time to time, it helps you to cope with a job
where you have no control over your workload and you're under constant
supervision and pressure to meet targets. Your Team Manager, Mira Biswas, has
asked you for a one-to-one interview to discuss your sickness recard for the past
year - you've had eight days off in total, all on a Friday or Monday. Think about
what you're going to say to Mira and hold a meeting with her,

Unit 6, Case study, Task, page 57

Student B

You are Head of Production. Look at the agenda before the meeting, take notes and
add some of your own points:

* |tem 2: Add ‘or directly run the overseas production process'?
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Unit 7, Case study, Task 2, page 69

Student B

You are one of the financial consultants at Tompkins and Kosters. Look at this bar

chart showing productivity rates in Germany, Belgium, China and India. You propose

the following measures:

¢ (ost-savings to be made by opening a new manufacturing centre, i.e. closing the
Belgium factory in Antwerp and opening a new one in India with lower labour costs.

* Apimproved productivity plan to include an increase from a four-day to a five-day
week in Germany with some kind of incentives for workers, e.2. competitions
and/or holidays.

* (One of your own proposals, for instance, purchasing components from low-cost
countries such as China.

Annual productivity rates
300,000

250,000-

200,000

150,000

Cars per year

100, G0 -

50,000

L8]
EA Gerrmany  EfA Belgium Chinese Indian

car makear car makar

Unit 8, Business skills, Exercise D, page 75

Student B

You are a buyer for your company. You are interested in buying a fleet of nine
company cars for the senior managers in the company. You are also interested in
buying a car for yourself as you can get a much better price buying in the name of
your company. Look at the following facts and negotiate a deal with the sales
person from Fast Cars. Use some of the expressions from Exercise C on page 74.

Buyer's facts

* The [atest Audi model is the car of your dreams, but you can not afford to buy
one for yourself, unless you negotiate a special discount by buying it through
the company.

* You have convinced the head buyer that the new Audi model will be ideal as a
company car for senior managers and that you can negotiate a good deal.

» The Car Book of the Year indicates a value range of €g,000 to € 13,000 for this
model, depending on special features. The head buyer has agreed you can also
get a car for yourself if you negotiate the company deal successfully.

» Your friend, Peter, knows the salesperson at Fast Cars, although the
salesperson does not know that Peter is your friend. The salesperson told Peter
that {s)he has to make a commission of at least €1,000 in the next few days so
that (s}he can pay for a holiday.

* Don't disclose that you know that the salesperson's bottom line is €1,000, and
that you also know that there are only a few days until his/her deadline,

Acth.rit_j._r file ]
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Unit 8, Case study, Task 1, page 77

Student B

Unicorn Consulting: high-quality service at a fair price

Are vou flexible enough to adapt to ever increasing competition in
order 1o retain customers and improve your services?

Cartheuser, Lane and Happel are the Austrian-American pariners of
Utnicorn Consulting, with five years of experience in the
telecommunications industry. Together, we have combined the best of
the old and new worlds to provide quality of service and innovative
technological applications.

The impact of competitive advantage has already led to operators
undertaking cross-border takeovers and stralegic alliances. Wilh
specific knowledge of ceniral and Eastern European markets, we can,
furthermore, help identify and select potentinl partners for your

telecom solutions.

Proposal and recommendations for Mobi-net

« Installation of a unified deskiop that will allow Mobi-net’s call-
centre staff to interact with background services more effectively.
using o common interface.

o A novative, competitive pricing package designed fur young
subscribers (12-18-year-olds),

« A strategic alliance or partnership with a Slovenian ot Croatian

mabile phone company.

Unit 8, Case study, Task 2, page 77

Student B

You represent the consullancy group, Unicarn Consuiting, Meet with the
representative(s) of Mobi-net, answer their guestions about your proposal and
negotiate the best solution, fees and conditions for the project.

Contract and fees

You prefer 3 T&M (time and materials) contract, including an hourly consultant rate
af 130 for all consultants. Howeyer, you are prepared to take a fixed-price contract
if necessary, as you are a relative newcomer in the industry and don't have a wide
client base at the moment. Having Mobi-net as a client would be very beneficial to
your reputation.

Schedule
You are ready to start immediately. You think you could complete the praoject in
three-and-a-half months' time, depending on staff co-operation at Mobi-nat.

Competition

You suspect Mobi-net will pay you less than your competitor, Performance
Consulting, a more established consultancy group. If the client guestions your lack
of experience, point oul that you are experts in IT innovation, you have competitive
prices and guarantee speedy, effective results, Request access to company
information, especially the |T department.
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Unit 10, Business skills, Exercise D, page 95

Student B

Answer your partner's questions using expressions for dealing with questions.
Then ask your partner these questions, paraphrasing them using expressions for
indirect questions, Add two of your own questions,

1 How might company websiles encourage consumers to shop mare anline?

2 What can the government do {0 reduce online credit-card fraud?

3 Should children under five use computers for educational purposes?

Unit 11, Business skills, Exercise E, page 103

Student B

* You are Darren Bailey, the Accounts Manager at Dyson Kitchenware,

* Fenwick Plastics is one of your major suppliers. You have a good working
relationship with the company; they are reliable and their products are good quality,
You feel bad that sometimes you have to make them promises you can't keep.

* Today's 30 July. You've paid one of the two invoices (16987, dated 28 May) that you
promised Wendy Taylor at Fenwick, but not the other one {17124, dated & June).

* There are also two new invoices issued which are now overdue for payment:
1728g, dated 15 June, and 17356, dated 22 June.

* You're hoping Wendy will accept payment of all three invoices at the end of
August. Think of a convincing reason why you've been paying your bills so late -
you can’t afferd to let a major supplier know that you're having financial
difficulties.

Unit 11, Case study, Task 1, page 105

Student B

You are José Ramon. Read the information about annual charges and final
objectives of venture capital firms and summarise it for your partner. Ask questions
about the ownership and control elements.

What venture capitalists want and expect

Annual charges hepe fo da this within three to saven years of
The invesiment can toke several forms. The  their initial investment,

vanture firm may require stock ownership
which does not impose fixed charges.
Allernotively, finoncing may alse ba in the
form of loons with fixed role of interest
which is fypically higher thon bank loans. A
lean moy be eanvertible into equity shores.

As on enfrepreneur, you should spend some
time thinking obout multiple exit sirategies,
e.g. wheo could ocguire your business in the
future. Be both reclistic and creative
regarding  merger  ond - acquisition
passibilifies. Cleorly, venture copitalists may

Final objectives

WE Hrms genaruﬂy intend to make capital
gains an their investments in one of three
ways: by arranging a stock buy-back by the
compony owners; by arranging o public
offering of the compony stock; or by
praviding for a merger with a lorger firm
that has publicly traded stock. They wsualky

hove difterent objectives thon company
founders, Therefore, the cwnermanoger of
o small company seeking equity financing
must congider the future impact wpon his or
har own stock holdings and  personal
ombition, since taking in o verure copitalist
o8 o pariner may be vidually o commitment
to sell cut ar sell shares to the publ]c.
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Unit 12, Business skills, Exercise F, page 111

Student B

You are Francesca Russo, Research and Development Manager, based in Rome,
Italy. You are a member of the product development team reporting to Bob Frasier,
the Marketing Manager, in Sydney, Australia. You're participating in a
teleconference with Bob Frasier and Gao Shan, the Production Engineer, based in
Guangzhou, China,

It"s now & p.m, in Sydney, Agend
3 =1
2 p.m. in Guangzhou and g

7 a.m, in Rome. You're Status repart: The first round of product frials have

feeling very tired at this bm,ﬂwmﬁ'r anid fie: biscuit flavour has been improved
tirne in the morning. Mext round of trials: (m geinig fo Guangzhou fo wark
Apologise for sounding with Geao Stian and bis production team at the plant in g
sleepy and explain why. weeks fime. We e allowing fwa days for the triafs

Produet labelling: The packaging depariment have had
a breat through with the labelling. They've found a bagy T2
adapt it o include information in both Enalish and Lhineae
witlsout thie typeface being fon amafl
Production capacity: s Shan fo report on s

. Consumer testing: when daes Bobs want fo gfart theses

It best to wait urtil affer the gecond round of frials, as
there may rieed to be more frials

These are the notes
you've made on your
agenda:

Unit 1, Case study, Task 3, page 13

Student C

Until recently, you have been working as a purchasing manager for a
pharmaceutical company in Germany. You left the job because, after five years, you
were getling bored. When you saw the ad for Logistaid on the Internet, you thought
it would be the perfect opportunity to travel, to get to know people from different
cultures and broaden your horizons. You have learnt a lot of things on the course,
but are worried about being relocated because you don’t know the area.

1 Network with the other course participants and find semeone who:

s took the job for the same reason as you

= hasn't found the course very useful

= has previously done similar waork in Migeria and Mozambigue

= has been to Indonesia and Thailand on holiday.

2 Think of some hobbies or interests you may have; find someone with similar
hobhies/interests.

3 Agree to a further meeting before being re-located and promise to keep in touch
when you are in Indonesia.

Unit 6, Case study, Task, page 57

Student C

You are Head of Purchasing. Look at the agenda before the meeting, take notes

and add some of your own points:

s |tem 4 suggest a partnership with the Ethical Trading Initiative (ETI) to screen
suppliers against a code of practice and adopt a sustainable purchasing process,
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Unit 7, Case study, Task 2, page 69

Student C

You are one of the financial consultants at Tompking and Kosters. Look at the chart

below showing hourly pay rates far assembly-line workers, You want to propose

the following measures:

* Reduction of the workforce in the Belgium factory in Antwerp by 4o per cent.
Suggest offering attractive redundancy packages to senior workers over 55 and
asking for voluntary redundancies.

» Anincrease in sales discounts for car dealers in order to recapture market share
and improve relations with unhappy dealers,

* (One of your own proposals, for instance, cuts in salary (see bar chart).

Average hourly pay rates for assembly-line workers

60

50

40

% per hour 30— =

ED —_—

10 =T

0 I 1
Germany China Usa

Unit 8, Case study, Task 2, page 77

Student C

You represent the mobile-phone company, Mobi-net. Meet separately with the
representative(s) of the two consultancies, ask guestions about their proposals
and negoliate the best solution, fees and conditions for the project.

Contract and fees

You prefer a fixed-price contract: this will reduce risks for Mobi-net in case the
project overruns. You have a budget limit of approximately € 25,000 for the whole
project. For any quote that is above this, you have to go to your boss for approval.
Accept junior consultants only if they can start immediately and on condition you
see their CV's and there is a trial period with the consultants in question,

Schedule
The consultants need to start work a.s.a.p., as the company is already losing sales
to the competition, The project should be completed in three months' time.

Competition
Ask for a guarantee of 3 ten-per-cent increase in company sales and an
improvement in your company’s profile, as the market is extremely competitive.

Points to consider

+ Agree to allow the consultants to interview all members of staff, although the
head of customer service is resistant to the idea of consultants coming into his
department.

* Training: in your opinion, customer-service staff only need training on any new
system that may be adopted, such as an T interface. Moreover, your company
spent a great deal on management training last year.
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Unit 12, Business skills, Exercise F, page 111

Student C

You are Gao Shan, Production Engineer, based in Guangzhou, China,
You are a member of the product development team reporting to Bob
Frasier, the Marketing Manager, in Sydney, Australia. You're
participating in a teleconference with Bob Frasier and Francesca
Russo, the R&D Manager, based in Rome, Italy.

It's now 4 p.m. in Sydney, 2 p.m. in Guangzhou and 7 a.m. In Rome,

These are the notes you've made on your agenda:

Agenda
Status report

Next round of trials: Frn is coming fo Suangehou fa work with me and m
p_raducﬁo.-l team af the plant in o week’s fime. We're allowing twa deys for thre m:rﬂn
Exerything is set up af the factory for the trials, :
Product labelling:

Production capacity: were st working on ways fo meet the production
capdaly required. A fyphoon has caused heavy rains in Guangzfieu recenily, and fhis
is slowing wark down considerably {'m haping to get a price ﬁ:r BOME fiEw r?';a-chfn
within fhie next few days | need 1o ask Bofs if e ean get budget approval g
ansumer testing: When does Bob want fo start fhese? 1'd segest s best fo
wait irttl affer the second round of frials, as thers ey rieed to be more trials,

Unit 6, Case study, Task, page 57

Student D
¥ou are Head of Marketing and Sales. Look at the agenda before the meeting, take

notes and add some of your own points;

* [temn 5: Stitch Wear may need new brand name in certain countries/branches.

* |tem &: maybe a sports event in conjunction with high-profile sportspeople, etc.
* |tem 8: review prices at the top/bottom end of the range to adjust to additional

costs of CSR program?
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Unit 3, Business skills, Exercise H, page 27

Concepts for negotiating

Executive summary

wot | will first define a negotiation, then outline the aims of negotiating. | will also
propose various recommendations for the negotiating process, both before and after
the session. Finally, in my conclusion [ will highlight some useful negotiating tips.

Introduction

What is negotiation and when do you negotiate? ............ * Negotiation is useful for
resalving conflicts when the two sides share an important goal, have some
differences, ar, are in a position to trade things that they value with one another,

If the two sides have a common goal and no differences, the appropriate activity is
problem-solving. If they have only differences and no common goals, discussion will
not be productive. However, in case of doubt, discussion will reveal whether they
share an important gozl,

+ £.8. in labour management relations, in marketing and so on. Some authors
have deﬁned negotiating as creative confrontation, to be used For achieving objectives.

The purpose of negotiating

The mark of a successful negotiation is to get a contract, written or verbal, which
signifies that a mutually agreeable solution ta conflict has been reached. IFthe
negotiating parties must continue to work with each other and for a negotiation to
be considered successful, the contract should be one that both sides ‘can live with®,

On the other hand, if the negotiation is between parties that will not interact with
each other after the completion of the deal, each side may simply try to get all it can
without concern for the other party. Examples would be the sale and purchase of
property or a business.

Recommendations
A Preparing for a negotiation session;
. " ldentify the goals you share with your oppanent.
= Define the things you are willing to trade and their value to your opponent, Do
the same for the other side: what might they offer you and how much is it worth
to you?
# Define your BATNA (Best Alternative To Negotiated Agreement). Anticipate
alternative scenarios and prepare your tactics,
* Realize that you are not weaker or stronger than your opponents. ........... &
B During a negotiation session:
* Start by stating the goals you share,
* Keep notes on what is being agreed upon.
= State your demands: usually high if you are selling; low if you are buying.
= Listen actively: Use the silent periods to think over what the other side has said.
= Find alternatives (see BATNA)
= Reach for agreement, but do not insist an it .. 7
If you feel pressure to settle, be aware the other side is probably also feeling
similar pressure,

Conclusion

When negotiating, avoid the following pitfalls:

= Making concessions too soon.

= Giving large concessions; make the other side earn their concessions,
= [rritating the other party or making them angry.

» Accepting a deadline for reaching agreement,

To be a successful negotiator you should:

= prepare thoroughly for the negotiation

= never enter a negotiation when you are tired, hungry o angry,

= allow for the possibility of not reaching agreement.

* e Could you have done better if you had done something differently?

Activity file |
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Unit 6, Business skills, Exercise F, page 55

Date:
Participants: Leader/chair:

Agenda: Effective meetings

+ Number of participants

* Appropriate length of meetings

+ Role of leader/chairperson 1o rotate at each meating.

= Functions of a good leader/chairperson:
- makes sure sveryone participates
— cantrols time spent on each item
~intervenes if nacessary
—decides on behalf of the team if the team is undecided
- summarizes each itern before moving on
- clarifies wha in the maesting is responsible for sach action point

= Raview how you parformed as a team at the end of every mesting
for ten minutes.

* One of the participants to be responsible for room booking and
preparing drinks/snacks.

= Minutes or action points: minutes to be written up and distributed
to all participants within 24 hours, praferably by the
leader/chairperson?

« AOB (Any Other Business — other important points arising on the
topic of meetings)

Unit 7, Business skills, Exercise C, page 67

CME segment net revenue by guarter
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Unit 10, Business skills, Exercise E, page 95

Choose ONE of these topics for your talk.
= How your company or organisation could improve its website

Why companies shouldn't bother having websites

How your favaurite sports team could improve its website

How new technologies might affect your job in the future

Your favourite website and why you think it's effective

& comparison between the effectiveness and usability of two websites

Unit 10, Business skills, Exercise F, page 95

Potential problems with online business

Customers expect to be able to do business with you over the
Internet. It takes too long to process orders online. It should cost
you less than taking an order over the phone, but it doesn't because
you‘re still manually entering everything. You don’t know who is
visiting the site, who is buying, who isn't buying and why. You're
taking bad credit-cards online. Someone hacked your site and stole

your customer and payment information.

ISSUES
So why does that happen? Some
possible reasons:

Wabsite is just a brochura in the
shy

Wabsite isn't integrated with your
back-end systems

Woebsite doesn't have tools for
tracking activity

Mo ties to credit-card processing
to check for fraud in real-time

Site wasn't built with security in
mind

You need & way to:
Check that credit cards are good
in real-time

Check that you have product
available as promised

Calculate accurate delivery costs
s0 customers know the exact
price

Be able to update your catalogue
information online

Tie your systems together so you
don't have to key in information
by hand

Track wha is visiting and buying

Meed the ability to cross-sall and
up-sell to customers on the site

SOLUTIONS
Ideas, tools and services to help:
Catalogue management

Integration with back-end
systems — sales, order
processing, inventory and
delivery

Real-time calculation of actual
delivery or shipping costs

Integration with credit card
processor

User profiling, which allows
cross-selling and up-selling

Strong security

Writing file |
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[ast week, | was i Geneva giving a talk (o cxecutives from all
over e worlld, And, ub, you sce, vou simply can’t ke anything
for gramed, There's nothing like an international audicnee 10
make me see just how much slang [use, T guess Uve abways feh
that 3t gives mea cosual stvle that [ think s fun and adds o
personal 1ouch, But after scomng therr Gees, | realised fow
inappropriate and insensiive it s for tose whe don't get the
Jokes: The next time 1 go abroad er o gonm review my
presenlition wnel ey 10 wvoid words and expressions that might
e nothing (o the lsteners. | ouess U have to remember to
schedule some time o hive one o my international colleagues
review my Lalk for me

1 always like 1o da some research w find out wiat the loeal
customs are when ['m eiving a presentation ahroad, Cne
imeresting thing 1 discovered recently on o trip 1o Bangkok s that,
uh. ina meeting, 175 customary (o sen VP inthe front row,
Anyway, |, 1 normally like o lavie asemi-circabar, teatng-style
roem setup whenever [ ean. Inomy Banghok talk, when 1 found out
approsimately how many ¥ 1Ps there would be, | arranged for e
lron row ko be set with plush chairs that were soet of nicer and
difterent than the rest of the chairs we were using, Er 1 also made
sure that the imporiant people were escorted to their seats. 1 could
vell thial this sinall gestuee was very well received and helpad Lo
pave fhe way for 2 very productive specch, 108 nod 4 major issus, |
mcan, afler all, Thois are used to, e westernised” meetings these
s, Bon o sure that . vou knew, recognising this Lepe ol custom
amd, er, making some cfTurt o adhers 006 can earn you some real
povnis with the people thl count.

[*vee Foumdd thitl, in gy experience, people around the world
respond dilferemtly (o presentations. | thought [was putting them
10 sleep onee in Japan, but then somcbody old me that its
commen there to show concentration hy closing your eyes und
nodding vour head up and dewn slightly. Then agan, maybe |
really was boring them!

And while vou might think sppliuse s a universal sign ol approval,
there are exceptions, U, Lo Pve foond thitin parts ol Germany
and Avstria, Tisteners siming rouel i table muy show their approval
b knocking an the table. And another thing, iFyou wave goodhye
when vou've Tinished vour presemiation in Argentina, the members
of the awdienee might & tom round and come back o sit dowm, To
themt, the wave means, el Come back!” Enowing what to expeel
with questions is another point, Nodding your head in Bulparia
aetuatly means Noo &0 think ahaut that if someone wsks youa
question. Americans, and Canadinn wnd many Eurepein sudiences,
will almost always ask questions, but in mosl Asian cultures,
suciences are more fikely 1 greet vour presentstion with silence,

Medate, K = Kemoond, S = Jumes)

Excuse mie, but you're Professor Slowinski, aren't you?

Thar's right, but please, call me Konrad, And vou are !
Setanie. Melanie Burns.

Nice to meet vou, Melanie,

PMeased to meet vou, too. You know, [ really enjoyed your talk,
Professor .. .. Fmeen Koo,

Do weu? That's very kind of vou Lo siy so,

| thowg it whist vou sand was Gsciating, sspecially the
imporiance of marketing and product adaptation for the South-
Fast Asian markel,

Lhidd woid tank so?

1 ves, abselutely. There are so many cultural considerations
when entering new markets.

That's righs. Tt what about vourse P Are you giving a talk al the
conferenee’!

You, just o shorl serminar.

Ol realle? Wihen will vou be speaking ¥

(]

- = mememw

2]

lvmorrow afleroon ai 5 poan.

A, hat i a shame, 1'm afraid 1'm leaving tomorrow afiermoon.
17ve promised Pd be home intime o attend our son's haskerball
mutlch.

Thats a comcidence: my davghier 15 crazy about baskerball, But
15 ity vo e going Loomess oy talk.

Well, you know, family commitrments. What's it poing o be on,
by the wiy!

How companics need to aday their company colture in the Lighe
of intcrnatinnal mersers,

Mmm, merging companics and merging cultures, ch?!

Exactly. I've done 3 1ot of rescarch into how internutional bank
mergers cin go termbly weong 1P cultumal sssues aren't @aken into
Aot

[t sounds very imeresting, Ul be sorey (o miss i,

Wl in that case, | can always e-nad vou my shdes from the
falk.

U7 it wouldn't be oo much woukle, Leok, wm, here's my card. And
do e-mail me if vou have any questions about my line of
investigarion,

Well, | mighe just take vou up on thar, Tlere's mine. Plesse take a
ook ar our wehsite, Imtercultural Consulting,

Professor Stowinksi! There vou are! You're doe o ik in v
TN e,

¥ el Fames, Lo et mae inteoduce vou 1o Melanie ., er,..
Burng, Melanic Burns,

Al yes, Hi,

Helle. So, ane vou a colleague of Professor Slowmski?

1"m his reseanch assistant, acomally,

Conldn’t dowithout him. 105 been a pleasure tiking o v,
Melunie. You never know, we may he able fo collaborste together
some time, Mows i vou'l excose me L.,

Yis, of courss,

17wt b looking for vou everywhene, Kontad, What have you been
upy et

MNerworking, James, just networking.

Training

V20 (= interviewer B = Rose Solort

Ros, how do vou degide what tvpe of traning or developowent 1s
needed?

First of all, | just observe and analvse a company's needs before
deciding on the type of waining requered, you know, er, belore
seiting up the actual courses and programmes. T use various
imtining excreises at this stage. For example, tower-huilding and
bridge-building work well for evaleting potentinl lesdership skalls.
What expethy does tower-hatlding wnd bridae-buibding nwolve?
Theyte, uny, mrosp activities whereby the .. the team has w
builil o tower o a bridee using just cacdboard, & ruler and some
elue. You have an hour and a half to do it, and, er, well. by the
e, the team should have constructed a cardboarcd wer oc
bridge. The exercize is used to ... 08 used 1o observe varions skills
sweh as tearwork, um, ieadership skills, interpersonal
communication and . and so on.

What othor training exercises might vou wse?

Well, mim, there are alse .., case studies for evaluating people’s
wvarlues. These ense studies, um, well, they don't have any oie
solution, bt theyre wselul Ffn seeing how people reacl.
Sometimes 1he case study con be very emotive, and people, they
el vet carried away with the exercise. 1in then there's tnother
aetivity called “The in-tray’, which is used for assessing
management skills.

“The m-tray'? How docs that work?

You receive various e-mails and phone calls and vou have 1o
priorise your workload. Then you get a message out of the blue
that vour mother has fallen sick and you have o delegae and so
o 105 designed o see how nunagers cope under pressure,
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And after assessing a company’s necds, what kind of courses
might vou sel up?

Blm, 1 oer, I rend 1o use more coaching programmmaes, and very
oceasionally there, well, there may he @ mentoring progrumme.

2.2 i1 = imterviewer, B = Rasa Soler)

Could you explain the difference betwsen coaching and
mentoring ¥

L. basically, when you coach people. you improve on their skalls
sothat they can do a beter job, Um, people may alrcady have the
knomwledze or basic skills to do something, but they don’t know
hew e dio it eMectively. These skills, er, nuyy include muny business
managemeant skills, suel 25 negotiating. Time manigemant., cr,
PreEpaEring meelings and presentations or organisation, Bul coiching
=t only for munagers, Anyone i company might do this sor of
programine. The cowise can be ttensive ar over o long period of
time, bt the objective is 10 ., 35 e amprove an emplovee’s specilic
skills and improve company results.

[sn't mentoring also about improving skills?

Well, the erveinaf idea of mentoring progeanmmes, thowgh. is that.
er, thev are long-torm carcer programmes which are specifically
designed for a select few i multinationals,

Sa. mantoring is more of an elitis teainime peog eameme, then?
s, 00 is, IS usually for people with @ lor of petential who will
el up bemg managers in bwo or theee vears” time, The _ the
mentonng programime is i Gt only pict of o bigper piclune,
Because the participant. or mentee. may probably be attending
other teaining and personal development progeammes, Or he or
she might be studyving for an MEBA, as well as working on vanous
high-profile projects, Lm. really. mentoring programmes are
designed to retin tlented people within the organisation,

Andl how do vou decide who the mentor is going o be?

W Bawvie Lo interview all the senmor stafl in the company. but the
mentor canned be the mentee’s direct manager or boss, Usually,
the mentor 1s someone who 1s high up i the company, who has
loot of experience and know-how and, er. very importantly, 1=
someong who likes teaching and, ¢r, sharing knowledge, Mentors
have tn be excellent teachers. They invest a lat of time and
eoerry; ity very difficult to find the nght person. It has 1o be
someone wha can be objective if he mentee has a problem ar
wirk or comes for advice

Hoaw long docs o mentoning progrmme last?

Dl afaoun o vese and o hall, ot the mentor amd mienlee may
only meet enee a montl,

23 (M= Mel L = Leawil

Human Besources. Mel Van Der Horst speaking.

[3h, hello, this is Leont Taylor, 'm coming 1o the staft induction
day on Thursday.

Helio, Ms Tavlor. Flow can T help vou?

Well, I'm coming to the induction course on Thursday and [ don’
kenivw wharl tirme 1L staets of which room Lo go o,

S, vou dide't receive the programme we st o vo”?

Well, no. 1 don™t know i it got Tost somewhere |

St worry, | ean pive you the details nos, 10stsrts at 4 am. in
conference room B2,

Uh, can 1 just check that? Did vou say nine o'clock?

s, that's right,

And the room was .7

Conference romm B2, Just ask at reception, they T oive vai
dirgctions.

Sothat's B2, thanks, And ot doesn't matter of | haven't s a copy
of the programme?

oy don'y worry, Ul bring some exira copies,

Thamnk you very much.

See vou on Thursday, My Taylorn

24 oM = Mel, P = Pierre)

Hi, MeL 105 Perre imoreceptiod. m very sorfy, bul theses a
privhiem with the confereace room hookings for Tharsday, [t
Inaks like B2 s double-booked m the morming,

Whut?

Well, we can’t really ask the chairman 1o sheil his meenng, Buo
1% only oceupied Hl ED o clock, vou could use it aferwands,
What about the other mecting rooms?

Well, nothing is free off day. Uk, we could pul you in B3 or Cl

5]
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for the fiest part of the morming,

Lthink €1 is a slightly smaller room than B3, ise’ it We're
eiing 1o need the space.

Look, I'm not sure which roam would be better for vou. Um, why
don’t vou come down Lo rsception now and et the kevs to both,
and you coan see for vourse |l

Mo, thanks, 1'm sure B3 will be Tine For s few boors.

Do yos weant Lo book it il 11 then?

Na, or, better put s down il 120 case the chainman s meeting
CLITES DVET

O, TN et v aan B3 Brovny snenie 1o 12 and I'H book vou mito

B2 from 11 for the rest of the day. Thanks for being so
umtlerstimding, Mel,

Drom’e mention it One thing though, ' e-mal the people who
are eoming aboeut the romn chiange, bul they might not all read
my message inime, Coulld you make sure thit they know where
Lo g when they arcive on Thursdey morming?

Sure, Mel, Il el ihe oihers amd leave a note in reception with
the attendance list.

Thunk vou, Merme.

2.5 (M = Harry, 5 = Gabwiellie, K'= Kamali

What's the nest itlem? Ah, ves. As vou know, theres o distinet
Ik of mfarmation coming Trom the =ales force. And whil
information we do getas oflen oo out-of-date 1o be of any use.
Wies, well, Harey, there's @ lotta problems with the current system,
[ e, stall say that they just can’t afford 10 spend time inthe
office completing what they see ag a complicated dataliss,

Wes, und it seems that the extra training for the regional managers
wits inadeguare, which meant thad they, inturm, weren't well
comipped to teach their s, We've also now got the sales team
from Recdleys, and thev e only had very ad-hoc informal fraining
with e sy stem o far,

You know there are sew solutions avilable now, We, um, we ..
we goueld wae (PALK 1% Dike an upmarket palm pilod.

How would that help?

Well, the sales team could record deils divectly m the shops.,
There's even a plag-in camera to take photos of product displays.
The information 15 then uploaded via modem for analysis, and
decisions can be made guickly sccording to the data. We could
then produce reports and data i a mare vser=friendly format.
That certainky sounds mieresting, 1d ke to see a demo, and we
neead o laok ot the cost of implementation, of course. What do
yvou think, Gabriella?

Well, I'm most concerned about what form the traming will ke
Citven our experience with the present system, we don't wani
anvone left behind dunng implementation. And, er. we need to
miake sure that the reional imanagers Biy 10 s Or 48 we've
already seen, it won't work. We probably need to train staff up as
quickly as possible.

Yeah, | agree, hut my department can’t undertake training on that
seabe na short period of me. 14 ke 1 sugpest we lone the
Iraming firm Pollack. They've done a very pomd joh rinning
ofher [T trtining courses for us in the past.

O, Shall we start the ball rolling o this one, then™ Kamal,
would wou set up o dema?

Sure, Ul do that

Andl while we're on the subsject of taihing, we have a vwery
expericnced siles team rere, b we have o ook at updating their
shills. Trean, thene are people here, dong the job for 20 vears with
very little ifany formal caining. and Ud sav they reatly need some
CustOMEr-mareness ramninge, you know, something thir will help
them hecomie o bit more, um, “pro-active’ intheir approaeh (o
slling,

Yes, especially now that ihe two sales teams have merged.

That's annther concern of mine, | know ics ditficult for them o
adupt 10 working with someene who used to work for the
comperition, and theee’s somctimes a'disline! wision m the air

[ don’t get the fecling the teams are integrating well

M. | sugeest we Tmd a wi to, er | toaceelerate the process
arl create @ unified eam more guickly. We could handle the
raiming in our depariment, but 1 wonder 10 @ more newtral
crganisation would he better under the cireumstances,
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3 Partnerships
(a1 ¢p= presewnten, O = Georging, & Frankd

r.|

O oy s show we're talking about public private panmerships
in the UK. My guests are 1he journalist Georging Manroe and
Frank Watson, 2 management consultant. Welcome to both of
_"f“l.'l'l.i. e

Hello, Richard.

Good afternoon,

S0, what 15 the povernment’s Provate Finanee Tnitiative? And how
i% it different from other forms of collaboration betwieen the
public and private sectors in the past 20 vears or 507

Weell, um, hefone this ‘imtiative’, public privile partnerships
pusically meant, you know, vutsourcing services, Take, for
example, the case of competitive lendenng for cleaning and
catering services in hospitals. But now the, um, the PP goes much
further, [t become the sovernment's main source of funds for new
public-sector buildings and it, um, it basically lots the government
Tiild capiral-intensive projects without increasing public spending.
What kinds of projeets are being fimanced by PFI? Can you give
s some exumples?

O, fitetally hundreds. And they're night across the spectrum ol
puhlic services: schools, hospitls, prisons, roads and wasts-
disposal systems.

So, it's gone far bevond small-scale projects?

O ves, We've scen the size and complexity of PFI projects grow
considerably over the past decade. In the carly days, it would be a
single bualding, sav a schoal. Wow, the peojects 1end 1o be much
higger, mavbe berween ten to 301 schonls at once or a combination
af schools, librames and community Tacilities al several locations
a5 art of one contrct

':_H:' 3.2 P = presenter; & = Gearging, - Frank)

P
6]

p

So what’s driving this level of public-private activiy?

Well, the arpument goes that the PF1 allows new money o be
poured inte public services. Private companies put up the money,
buald the new hospatals of teains of whateves we necd, and mn
thean for 25 of 30 years. And, in exchange, the government pays
them rent and service charges and, of cowrse, keeps the ewmnership
of the assets.

And there's the added bonus that the, um. the private sector 15
mare efficient. so it can run our public services more cheaply
than the state could.

That's cerainly the theory. However, a growing number of critics
claim it could end up cosung the public morne.

How 507

They claim that many PFI projects e been designed 1o generate
ws much profil as possible for Mhese private consortiums, The
Edinburgh Roval Infirmary 15 an example of how expensive the
PFlean be. Umn, the .. the hospital cost 180 mallion pounds o
bl and will cost 900 million to pay Tor.

What critics {ail (o poing out in that particular example, Richard,
i that the 00 million-pound fee thal Geofging mentioned
meludes operatmg and maintenance costs over the 30-viear
coniracl.

Yes, but is it st likely that the building would be cheaper 1o
build and manege 1610 were traditiognlly finded?

Tt may seem that way, but, vou know, recent studies m the UK have
shiown that when the, um, the public sector funds such prigects inu
mnre , .. more trditional way, the ime and cost overrun 35 much
grreater than when the prvate sec1or mianages a project.

Gleorging, what’s vour take on s

Some say many of these new butlding projects are cheap-looking
and will become run-down and dated inoa few yvears" tme when the
government will still be paying Tor them, The muth is we won't
relly know the full cost of the PRI for another 30 years or so.
Well, thank vou hoth. Our lines sre now open o callers.

(733 k= Keathy, 7 = (iiovanni]

K
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| kmow that CHive Benederi has alwovs offered us good qualin
anid service, But couldn't you offer us o Five-per-cent discount,
Cilonvanmi?

Bunt Kathy, the guality of our packaging and the bottle design of
our olive oil 15 simply the bast!

Yes. vou have great marketing, Giovanni, but many of our
customers are now switching to Spanish olive oil. Frankly, 1%
gonod quality and much cheapir.

o

e

As Pve wold viou before, we can offer vou exceplional delivery
igrms,

Those speciil services would be nice, bil we aren't geing o
order in larger quantitics, as there isn't the demand Tor i, Could
you inglude the special delivery conditions at no addittonal cost?
I'm zorry, Eathy, that's nol our company poelicy.

Dut vou're going tohave fomake an exception 1o vour policy if vou
want to continie with aur bisingss,

Yo drive o hand hargain, Kathy, 'l speak to my manager snd sec
whinl 1 can do.

Five per cent?

[ gan’t promise anvthing, but it°1l ke somewhere in the region of
five per cent.

034 = Jdozefl K = Karen, § = Sefan}

_ & u

Thank vou, Dr Armstrong and Mr Zoamecks, for agreeing to ths
mecting, As vou know, public-private partnerships are a relativeby
new concepd for us, and we appreciate the chance to exchange
ideas amd discuss your experiences in the TR,

Please, aull me Karen, and 1'm sure my colleague Stedin is happy
10 use First=name terms,

Yeu, of course. How would vou like us to address yon™

Juzel s [ine.

Well, Jozef, we'll be pleased to help in any way we can,

Thank wou, Well, just to give you some background untsd recemly
the State Treasury has always financed our infrastrociure
projects. But, um, we now need to consider other options.

Well, as vou know, we're now using private capital to help os
develop infrastruciure projects.

Yes, that, wi, that model of finanee raizes a number of tssues,
um, which concern us, For instance, if you use private-sectar
maoney to fund developments, does that mean, um, does the state
risk losing contral of the secvices?

That all depends on vour povernment policy and EU regulations,
af eourse, It reatly hasn't happened in the UK anless the
rovernment has opted for full privatisation, for instance the
telecom sector.

Ancl when we negatiate any public-private deal, we make sure thit
we negotinte canership of the as<ets aml that the airport aothority
coflinies W opesile aEport services,

Um, Isee ... And about funding, As the state cannot provide
funding, what are the alternatives we could consider?

Well, public-private ventures come in many forms. You could ask
commereial banks for loans, wh, or got a private company to
invest in the project.

And what about negotiating intecest rales with lenders?

We've found that banks offer lower iterest rates over a longer
timescale, hut tend to wanl more pusrantees fom the povernment
or will ask for an mswrance policy o be waken out. Whereas
pravate mvestienl DGrms are looking for a much highee rate of
return in exchange for funding more risky ventures,

You mentioned that the option of full state finance 15 ot possible,
15 ther treasury poine (o meel some of the capial costs?

e, but we don’t know what pereentage ver.

And are you planning to put the comract out to competitive
tender? [ask that because there are several large construction
companies with international public-private experience that can
take on a project of this size,

Yes, [ pgree we need a company with a track recaord in managing
this type of project.

Might 1 recomunend that you also ask the tenderers to proposc the
method of finance of the investment?

That's u very helpful suggestion. Thank vou.

Apart from the funding, the other big advantage of these
partnerships is that the nisk is shared,

In what sense?

Well, in an agresment, the privite contractor can be made
responsihle for the building schedule,

S0, iF there are delays, then the extra cost is met by the contractor,
ol the state?

In effect. ves. You need lo nepotiate risk allocation as part of the
contract, obviously, Weve found that that's really helped to keep
projects on schedule.

I can defnitely see the benefits in such an arrangement, Moy,
shiall we start the tour of the pirport facilities and then we ean
contmuee aur descassion over lunch,



4 Energy
CHA 11 = interviewen A = Anthony Fitzgerald)

A

To what extent is pas an environmentally friendly source of
enery?

Well, er, gas is the cleancst fossil fuel, much’ better in 1erms of
negative gas emissions than amy other Sossil fuel, such as oil and
coal. But eventually it will be replaced by new environmentelly
friendly soufces, sich as solar energy of witkdmills.
Unfortunately, any fossil fuel 15 mited by its existing reserves,
lthough s very difficul o sey for how long we will have oil or
gas. Lm, recent studies estimate that we will have oil for o, ..
30 or 60 vears, and that we'll ive nateral gas perbaps for
hetween, wm, 100 and 1510 vears, cr, but no {onger than 2000 years.
And do vou consider the gy sector a prosperows one ot the
mament 7

C3h, wes, it 18, and it will remain so for many years, although the
new regulutioms hive made things more dilTicult for existing
compaities, Thit means that older compaes that once had a
dominant pasition in their manonal markets hive now 1w compele
with the. er, now entrams,

S, how is the gas sector regulated in Europe?

Unul recently. there was a dominant company in ¢ach country
supplving gas by nsing their own network. Um, in onder to
change this monopelistic situation, the new Eurepean regulations
are allewing cas suppliers 1o sell gas o customers by using the
existing nerworks in, er, in such a way that they do not need o
build their own gas netwerk to eompate. This has brought about
s Ncamt changes inour mdustry, umg ose of thea s thal in
order Ly avord the monopely of bigger comparties, 1, thevve
been forced to unbundle their activities; um, unbundling means
splitting their activities between different subsidiaries in such a
way that they now have a subsidiary company for transport.
another for disteibution and anothier subsidiary that deals with
supply. Er, all supplices can therefore use the some gas networks
and pay the sume price for them.

We've seen a number of joint venmras and mergers in the @s
sector, why is that?

Er, well, er, tooa large extent, This is a conseguence of competilion
and the unbundling of actvities 1 have mentioned, Er, this means
pas companies ave now looking for new activities in other
sectors, activities that could be complementary to the gas
business. The mosl obvious one 55 the electricity secton Some gas
companics are producing electricity, and in other casas, they
simply supply electricity o their customers by using the netwaork
of existing electricity companies. [n fact, electricity companies
are doing the same, selling natural gas o their electricity
CUSIOMETs,

And whit other significant developments ane we seeing in the gas
seclor al the moment?

Well, er. there is an increasing concern for sccunty of supply. The
European Union is highly dependent on external sources. mainly
from, um, Russia, Algeria and the Middle East This dependence
on distant external sources imphes sipnificant risk, Sothe
European gas sector megds to, uh, to diversify its sources of supply
aml to bunld large storage facilities o face emporury problems of
extermnal supply. In o countey like Spain, for instanee, (hey are now
importing gas from 12 different countries, both as liquelicd nataral
gas and by means of pipelines, mainly from Algeria as well as
France.

(742
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[ notice that the staff turnover in our Rotterdam branch is
consistently higher than in other branches and thereve been o
numberof transfier applications from there recentdy, 1t counld be
that it's justa coincidence. Have you spoken to the manager there
recently”?

Mo, but as | understand i, they have a ol of work there at the
TTRCRITIEELL.

[ think its teo carly o juimp 10 any conclusions, but mavhe it
would be a good idea to take & trip over there and talk to him.

[t leaks like we™ve gald out of ait=con units already, and suppliers
can’t get any more to us until the end of the summer, By then it'll
b oo lute. 've phoned around, and everywhere is complately
ol

-
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Yes, the hot summer has certainly been geod for busingss,

0% a pity, thowgh, We could have sold three or four tmes the
number of unies we did.

That's truc. But who was to know it would be a record summers?
You can't rely on the weather forecast, certainly not the long-term
ORes.

[ know, but | think we should reconsider owr arder for next vear.
Hold om, we don't know there’s lkely o be the ssme demand naxt
sLaTnner.

e, but neither does anyvone else, 1 hink peoplz will be kean 1o
huy their air-con at the start of the summer rather than run the
nsk of gong withowt agam. The only problem | can sec is the
slorage space ...

Look, let’s sleep on it We don't need 1o make a decision mght away,

4.3 (f=Jo B = B, R = Raglit)

Ok, OK, Iot's move on to the next item on the egenda, THd vou
all ger w chanee 1o rewd the literature Tsent you on enerry
efficiency?

Yewh, some of i There was Kind of 2 ot of stulT there.

Kight, um, | suggest we start by defining the problem more
clearly. | mean, we need to collect and anaslvse some data firse.
W should oot a breakdown of our enerey costs.

Sure, surc. But we can stat working on reducing waste right
awwily. cam't we?

Yes, OK. Do vou warni o discuss some ideas now, then?

Er, veah, why not?

| got s supgestion, How about turning the aée-con down when
petsonnel complaiin s oo cald? No, hay, I"m senous,

Aand liphting. another big expense. Maybe we leave the lights on
oo long, inside and outside the store,

That's right. Muybe we could wse skylights to let in natural light.
Thanks, Bill. Thiz is a really creat start. Une, we need (o set up an
CRCrEY-management team to start working on these ideas. And we
.. we wannu maké energy-saving a poority for everyone in the
COITpany.

W hat ahout whien things star geming expensiva, Jo! | mean, we
ean "t affurd w put inskyhights or bey more energy-cflicient
refriperation units overtighl, A fridge that's six or seven years old
is due for ceplacement, bul wiad if the unit’s only & Few years old?
Good point, Raghit. We're in a chicken-and-cgg sitwation. We ...
we can decide we're not gomng fo install new eguipment and
technolozios until the benefits are proven, bul we can't be sure of
the henefits if we don't imvest in the new stuff,

Sure, veah.

A related issue is the companys commiment [0 impraving
energy efficiency by monitorng CO: emissions. Cur tirget is o
rediece emissions by fen per ¢ent in the next seven vears,

How are we omg 1o do that?!

Good question! That's another job for our tew énerpy project
teamy, Um ... there are ... uh ... for instance, we could reduce our
energy consumption by using more advanced refrigeration
systems, but, like, tacs a big capital investment. We can also
star buving some of our enerey from renewable sources.

OK, um, if we'ne thinking out of the hox here, why don’t we just
sell less frogen (ood and, um, cut the nember of mdges? Yoo
know, promote betler 2ating habits, um ... Fresh s Best

Mo, Raghil, Like, people won' buy that,

How do vou know? Hey, if we promaote fresh, local produce
mre, we cun cul our transporiation costs and CO: emissions, too.
DK, let’s setup a project team o work on the energy audit and Lthe
othet is5ues weve been discussing today, Any volunteers?

Employment trends

81

In our village, many women go 10 Spain 1o pick strawberrics fora
few months every year, This 15 my third year now. We save as
tuch as we can and then come back home o Poland.

You see, after | had the baby, it was gening 1o be impossible 1o
combine full-time work with my family commitments. So when
oy maternily leave was up, [ negotinted o reduction in hours.

I alwigys wanted o start my awn busingss, so when the
npportEnity came up o take the redundancy package, the tme
seemed right. 1t great bemg my own boss.
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[ company wanted to reduce the office costs, and 1 jumiped w
the chance toowork froom hoane. [ don’ nuss travelling w the
aftice cvery day, but 1 do mizs nw colleagies | .. sometinges.
Theres nbwavs a group of men at the factory gates at five n the
morning, and a supervisor comes out and chaoses the people they
want to work that day. [1's all ensh-in-hand, of course

{

woltld say that theres elearly @ nead for emplovment protection
measures — such as minmm wage leeislation, s we've seen in
the UK, and controls over working hours, as we ve wilnessed m
the dirgetives and reputations in the European Union,

¢ 8. ¢Y = Yeluwda, T = Terd

With the fall of communism, there was no more demand for 1he ¥ Look, Terry, your phone calls are really deiving me up e wall.
sreel we pronfuced, so all the industey in the region elosed down T Leteme see if [ follow you. You're saving that vou can't work
virtually vvermghi. My wite and davghier have slaved Because Tdisturh you when I'm using the phone.
Hulgarie, and 've come 1o aly o work ina coramics fctary, Yoo Yesowedl 108 not o big problem mcst of the time, Only when e
[ take a bus home te see them three or four times a vear. ot the monthly sales repors toowrite or 'mo, .ol in doess’
: bl
ﬂ B2 F = Interviewers § = Sean MoCruimress) T Mo, plesse oo on,
Sean, is the wy we work really changing fundamentally? And in Yoo U well, Fm tryving 10 congenleile on semehng.
what wavs? T 1 appreciate how vou feel, Yolanda, The thing is. iUs important Tor

Well, the accepred wisdom, if vou like, is that there is a general
loosening of the relationship between sudf¥ and emplovers
mare people an temporary contracts and more sali-emplovment.
[T we look a1 govermment statistics and resgarch evidence. though,
things are changing profoundly in mdesirialised Western
counleies, bt oot the ways we woold expect. Like, mthe Lk,

skills.

L, well, whart we're seeing. in fact, is job enlarzement rather than
new johs heing ereated. People are required 1o take on additional
skilts and rodes that o the post would have been done by ather
meembers o sl Dveryone is in fact shanng out middle-
mardpentent roles, and so fewer of them are needed now, 5o, while
gher professional jobs have risen by 3 per cent 1o 37 per cent in
the last ten vears, the mididle-ranking jobs have been squeezed oul.
The lNuodines could be seen as lendimg support Ly the notion of
the "hour-glass” coonomy, a trend First spoted in the US, Ix
sugpests there'll be longe numbers of highly skilled and vnskiled
workers and very few people in the middle-ranking occupations.
You knew that also, the teial number of manual workers hasn't
changed i the best ten vears - 1 stll remaing w440 per cent of
tostal emiplovees, In Fact in terms ef conployment groweh, 10 the
triditional and low-pad ocoupations — sales assistanls, call-centre
CPCFATOTE, seourity guards, care workers and generally services
sector jobs — that ane growing. You know, the tastese-growing
vceupation in the UE is hairdressing — up by over 3040 per cent
Trom 1 vears aga,

What are the possible consequences of this drade?

Well, it's going 1 be very diflicult 1o brodwe that gap, with Teser
upporTenities for career progression and social mobilin
Emploviees with fewer skills have less bargaining power. And 1

e 1 talk 1o clicnts and ereage in some friendly small alk.
It really helps to ger sales.

ﬂ 5.0 ¢ = wetervienen, B = Rod Greeding)

S0, Koh, why arc there so many problems and misunderslandings
when people write c-mails to each other?

the Economic and Social Besearch Council’s project on He B Primarily becowse you den't have the . the visual information
Frmre af Work shows that the shift Eway from permanent and wnad feedbaek thit Wl Bave moa faee-o-fiee conversilion. You
full-time jubs to lemporary, short-term o part-tine work e really knuw, things like smiles or nods, or cven being able o sy '
exagperated, In fact, permanent eeyplavment is stll very much don’L understand”. And . and that also makes iLensier to gel
the norm — n;|1rcscn[1'ng Lt per cent nT"pmpI{r_','ccg inthe Uk, This nasty, oL, b, 10 do what IJJI.E]I' call 'ﬂ.iIl.ui.ng' - :i:.'.'J:Ilii.n_Ig BALTY OF
compares with 8 per cent a decile ago. Also, only Fve per cent msulting e-mails to people, Another factor is thal vour context
ol employess Bave temporiry Contrces nowedays, and, er. self- when you wrile it is different from their context when they ead
emploviment s down w0 seven per cent. This fgure, you know, its it So, for example, you're ina rosh, vou write o quick e-ma,
the same as it wis i 1979, And we're also scemg thal people are ther context is different, they don’t see it that way, they see il as
stawing in their jobs for longer. A decade ago, the average time brusgue and direet, And L and Dnatly, you know the trach is,
speit it 1he same job was six vears two months, This is now seine preople just don’l express themselves soowell inwriting,
seven vears four manths, So this appears to pive the lic to the I 5o what can we du?
myth about portfolio workers. R Well, first, keep those thaings in mind when vou read and write,
Partiolio workers? S0 when vou read an e-mail, don't abways believe your first
Yeuh, vou know, when they talk about @ moch more flexible and impression, [ something docen's seem right or appropriate w
mohile workforce that goes from job o job, Well, the Ondings vou, think ahout other possible interpretations, And when vou
st o puil the rhetorne about the new Texibality ot work into a write e-mails, think aboul how te other person could mayhe
mere realistic perspective. You see. weve pot much greater job isinterpret what vou're wiiting aoad then make 1t clear that vou
slability, Janger emplovment tenwre and less evidenee ol new don’t mean that. Yoo know, those ¢moficons seem so silly, but
forms of flexikle emplayment contracts than many people realise, sommetinges they help express the tone thal you went, Really, as
g witly wny conflicl, the best advice 15 0 ke mto aceount the ather
83 = dmerviewen 5 = Sean MeGiuiness) persen’s perceptions and contexl — wihat they think and where
I 5o, how Twve new technelogies changed the way we work, then? thev're coming from. And to ask questions 1F vou don't keow
Well, 1his very much depends on the professional category, The open. feutral guestions, not the type that hegin *How could you
survey shows that over 80 per cent of igher professional and possibly .7
senior mangers use the Internct and e-mail at work, However, I Sa, when theres ahviously a prablem, i1 Best 1o @ik about il
moest lower-skilled employees, while they olten hoave PCs at [ace o luce or on the phone?
horne. are not wsing mformatien wehnolosies i the workplace. & Well, for small disputes or misunderstandings, ves, Bot 1f vou
Lim ... oy 29 per cent of adman stedl wse the Imermet and c-mail know Biow (o use 31, eomail can be an eflective wol o avoid and
it hedr jobs, along witk 13 10 13 per cent of skilled, semi-skilled even resalve conflicts.
atd unskilled manual stall I Al Bow's that?
o 1 thought there was morg demand now for workers with 1T B OWell, again, it takes out the visual mbformation; that cun be

particularly useful for multiculiural teams Because you can avoul
the misunderstandings that can be caused by .., by differcmt
communication siyles and differences in things bike hody space
o eve contact, Alsa, i p condlict already exists, wiell, they can't
e 1 o reangey or frustrated, so yowe have more commol over
what you actoally commumeate. Secomdly, you hwve the time o
mitke vour eamails more rational and less emotional if you
choose, You know, they say that vou should count w wen when
wou'te angry, and an e-manl frees you o do that Ul sl
uan vou ke 105 a basic but importnt Tactor, vou can’l
interrupt and you can’t be intertupred.

6 Business ethics

V1B = inserviower U
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Mrwne! Mordan)

How would vou define corporate responsibility amd corparie
citizenship?

There are some distinctions between corparate responsibility and
corparate citizenship, bul really they're two sides of the same coin,
OK? The concept of eorparate citizenship is move o do with the
actul action tken in relation o the cavironment and the local
cormmunity. 101 had 1o give o definition of corpone responsibilicyg,
i hiow companies mamge their peoduction processes, or their
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core businesses, i order o create an overall positive impoact on
soeiety, 10% i sort of payback o sociely.

The economics gura Milton Fricdman sgd, *The one and anly
social responsibility of business 15 w0 make profits” Is that sull
true of international business nowadays?

Actually, | think the time has came for companies 10 consider
doing maore than just making o profit. | mean; being socially
responsible now has a positive impact on & Compny’s Ssuccess.,

A lot of multimationils are crticised for only paving lip service 1o
issies such as social responsibilitg Toowhat coent do yvou agree
“thte importiant thing i nel o Se ethical, but o be seen o e
etlical’?

Well, the most imporiant ching is o de cthical, of course, Bun |
must sav, even Lo be seen o be ethical is the first step hecause o
shows companes are beconung aware that both the market and
the customers consider it important, The problem is i i's merely
a cover-up, 1% ultimately going tobe discovered by the customers
and by the market, because customers aren’l stupad,

[0 il vt Mokias products would be very expensive il they
were mde in Finland, How dilficult is it for multinationals o
enstire el 115 workers in developing cowntries or iransition
eeononies are guarsniesd decent working conditions and decent
wigesy

I don't think it's casy. And compantes have to take advantage of
lowver labour costs in most Asian or Latin American or North
African conniries, B these companies can still do soimething.
Firstly, they ohvionsty hive to respeet the Iabour laws in these
conmries. But companies need 1o respect human afgeine
Companizs have i garry out aciaons that are going o he ol
henetit o their workers, the local communiny and society ar large.

iferviowee W= Migae! Mo

Exa muitinasionals still employ ¢hildren?

Well, Ul grve vou an example. Mestle, the well-known Swiss food
company, produces a lot of s products in Asian countoes when:
11- and 12-year-olds anc legally allowed to work, What do they
da? They hire these children part-time and they just pet them o
do simple tasks, The rest of the day, they send them o school,
They pay Tor their education. The botiom line is that these
children meed money for their families who e living not only in
poverty, bt often mesireme poverty, 11 very difficul,

Craan”t voou ek in%s easser for the Western world o be ethical amd
say to developing countries, don’t employ children?

Compames must be responstble ethically and socially, but it's not
Just the fault of Western caompanies that child labour cxasts; s
alzn the fanlt of the state and the government.

Are ol snying that its the responsihility of the state and nat the
companies?

| think, er, 1% @ mix. Bet our Western markets are demanding
lewer and loweer prices and higher and higher wisges, This makes
it very difficolt for us to produce shoes, skints or watches 10 sell
ek oner cownines, The cheapest shoes manulaciured 1n Evrope
would cost us abomt 30 But | think its very positive that we are
at this point where many companics arc starting to think aboud
whether they are actumg ethically or not.

1 think it also related to the influence of new rechnologies and
the Imternet, These countrics can see we have high standards of
living. Mew sovernments in Europe ane rving e repair the
danmage done i the st

Lets be honest. There are am awul ot of well-known companies
that have a reputation for being ethical but are producing
unethically. And 'm talking about 2 lot of mujor companies, not
Just Amernican companics, but Spanish, Brinsl, German or French
oncs. Why! Hecanse vour factory in Indonesia or Malavsia or the
Philtppines is not actually yours. And on the bwo occisions that
v go there, vou can say, ‘1 didn't see a child an the sewing
machine, 115 M Yangs Tactory, Fed the one who employs all the
stall 10 A faode” A the eml of the day, it all comes down to the
dilference in producnon costs,

6.3

Wikl uns, 11 depends on the lierarchy 1 the company. The Tirst
step would be to speak to him 1o confinm or reject my suzpicions.
because mavbe his expenses were justified. The problem is, if he
says ‘118 none of your business”. In that case. ['d go to someone
higher up in the arganisation, Our intemal eode of conduet
BUITENICS BNy,
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U sgmore the implication. In this sineation, 1 wouldm't respomd 1o
this kind of hleckmail when | got the eall, | mean, 179 accept the
call and Fd wait until the decision is made. Having suid thet, if it
were the case that the decizion was made i Sheir favour, aml |
kepl on receiving presents, | reject then on e grounds g its
urtethical. Allernatively, if this particwlar supplicr didn’t get the
contract, 1d also send something in return. just, um, out of
courtesy, thanking them for taking part in the bid, but only affer
e decision had been made.

I think it tricky, Becanse it really depends on your cedrueal
buckground wnd vour personal vafes, You know, you could arue
thuant sower joby iy be om thie line, vou might have debis, a morteage
to puty, o vou might just want to get onan the company, However,
in s case, i e o olTers were ooy equal inoment, o have
niy problem in chonsing the directers ftiend. ey weven ¥ equal,
ity abligation would be to sav to the director, *Look, ulimately,
its vayr decision, but in sy opinion, the best option s thiy one.’

VB (Al = Alison, Al = Alan, F = Francine, 1= fan)
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Hi, are we all here now?

U, | think so .. oh, no, wait o mimne, Francine’s plane's
gatting in at eight thirty, so she might be a bit late

L great oo we're missing our HR manager.

Well, she pave me some notes, just i case.

And do vou have them there, Alison?

Yes, Dde, 've ot photocopies Tor vou all,

Well, it might have Been wselul to have read them in advance.
O, I'm sorry, | didn’t realise

Righe, well. let’s s1art, becavse it's already mine thirty, and 1 need
tn b finished by 10,15, a8 T have o visitor coming. 0K, 5o, we'ne
here toduy (o disewss some gaidelines for aking on smit, tha is,
(e recrument amd selection process, Are we fimiliar with
comtparey policy” lan, would vou like 10 get the ball rolling?

Er, veah, one sugar, please. 'm sorry, Adan. Didn't cacch tha
What do you think about our recrutment progess’

Wizl it would be nice o have someone to, er, mavbe, sort out
the ten and caffioe far mestings ..,

len, [Mve called toduy's mecting to discoss the ethics of our
recruilment policy.

Oh. sormy. [ ub .

Con 1 just suy something hera, Alan?

Please, go on.

Well, we often take on people that know someone in the
company, when really, it's net al all pelitically correct. Did you
know that in Irance, for instance, 25 much as 43 per cent of e
warkloree gels 2 job throush contacts?

Your poiat being?

Well, [ just thoueht that we shouldn’t recniit people because of
whes they knos, bun swhiad they know, | mean, we need to employ
stadTon their experience and meritc

Mm, Wihat do the athers think”

ibink ot's great i theory, but whil i say, | know someane, and
Lhey're interested in @ position in the company. Wouldn't |
mentien 1 o them?

Hello, evervone! Sorey ['m Iate, The plane from Brussels was
delaved.

Friscuit?

r;,} 6.5 (EC = etfres conswdtant. PR = Head of Public Relanons)
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Like I wis saving, you've genma have to look very carcfully at the
Kinla langassge you use in your new corporate responsibility
I’.‘:FJ[I".

What do vou mean?

Yo Know, Stitch Wears comumitient o respasibility has w
sound sincere and real. After all, vou're gonne have o put thase
Pronmises ik e lon.

That's true, The reports T've read from competitors don’t soumnd
CONVINCIng,

Yo see! T vowhere Sutch Wear cun make the differenee, You
rerend aum action plan s not just full of good intentions. 0 needs o
be Fimanesally feasible, You might even have to do o litle adjusting
wher it comes W your prolit marging, revies vour pricing. that son
of thing, Bul veuw don’t want o scare away your sharcholders,
Youve lost me, The way 1 see it we'll have w spend a It more
on ull this responsibility stuft and sl keep competitive prices.
Sounds [ike commercial suicide, What are other guvs doing in
the indusiry?
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7 Finance and banking

Ee, OK, ler’s take a company that makes soceer balls, They 're one
of Pakistan's bigpest exports, They used o have kuds ander 14
wirrking on the special small stitches that you get on soceer bafls,
bt mow they "ve won gweeds for not using Kids under 14!
Really?

Yeah, and you know how they did it? The local povernment
outlawed child labour, 8o, here poes, the busingss leaders set up
educational and healtheare programmes for the former child
WOTHETS,

Right

My Bess than 2,000, Linaeine. That's 4 log of kids,

Healtheare weed education” Wew, that's a lot of dollars.

You bet. The thing 15, they stoyed in business and they've pot that
competitive edge over the major sports manufacturers, Mow, 'm
1ol saying these povs didn't lose any moncey on the way. But in
he long mm, you can ondy benefit from.a more posilive image.

I hear ome of our competilons mns 4 're-usea shoe’ progran,
They st costomers to kand in their ald shogs or sneakers and
they recyele them o ereate new produgts: baskethalls, tennis
LOUrls ...

Crreat, that’s the kind of mitative we'te looking [or And another
thing: your supplicrs, who are they?

Lim, not completely sure, um, that's the purchasing departomem,
isntit?

Weong, I1s vewr-department, too, You've got 1o trust the supplicrs
von're working with, Lh, | recommend vou gt yoursel U e
parmership with the ETL, the Ethieal Trading Initiative.

Ethical Trading? '

Yup The ETI sereens all suppliers against 3 sourcing cods of
practice,

You mean. like, we should be making owr purchasing process
more etliical. toa?

Il thar’ right, What clse? You got any sponsorship ideas?

'n T4 (T = inperviewer, 4 = doan Koeds)

168 |

Joan, what major fagtors do vou think have affected imternational
banking in recent vears!

All right, | think there are [our major factors which have affected
imernational banking, uh, recenthy, These are: globalisation,
secondly, uh, the new regulatory frameworks, thirdly, ome would
speak of, ub, new technology aspects and Tinally, direct secess w
capital markers by, uh, essentially, uh, small and mediom-sized
COMENIES.

And what about new echnologies? What role have they had o
play when it comes w international banking?

1 would say hat if something is technolopically feasible as well as
financially viahle, then, chanees are. that this will become a new
financial instrument. Uh, Tor instance, markets use nowndsys vary
powerful technolopy platforms which allow hanks, s well as large
corparations, w mansfor money at the click of o mowse, uh, so they
have the ahility therefore 1o carry ol international transactions in
wary whicly, uh, could have not been done before

Could vou pive us some examples of those mtemational
fransactions’?

Yes, absolutely, there ane a Lot of examples, Er, new, ¢r. banking
services which have resulted from this, uh, technology, uh,
developments like clectronic letters of credit, electromic direet
dehits or even mternational chegue truncation where papser
doesn't travel any morz. Consequently, the technology, or the
technological factor, is an ahaolutely cruciad, vh, issee within the
financiul markets,

Amd what aboor the final fctor affecting international banking, |
mean, the dirscl aceess that companies now have to capital
markets!

K, during the Tls, only large companies had aceess to, uh,
capital markets. Mowadays, however, we have small and medium-
sized companics which also heve nocess to the capital markets.
S0, uh, nowndays, companies instead of reguiring, ub, the more
traditional banking seevices. like, uh, commercial bank lending,
companies are, uh, in need of more sophisticated benking
services, such as, for mstance, bond issues, mergers and
JCqUISInNS, corparale restructuring o name a few, 5o, we've
seen, then, 4 substantial increase in investment banking services,
as appesed 1o the traditional banking services of the pasl.

07 7.2 o = ineerviewer, J = Joan Repxorsj

So. how does the future book like [sic] Teom the banks”
perspective’?

Yo hasically have three different evpes of banks, The, uh, tmuly
alabal hanks, very large banks. These will continee to be the same.
The second group consizts of large regional banks. In this growp, vou
wild see, ub, a Jew more banks, uh, coming 1o play in this, uh, sphere.
Angd third we would nclude the,wh, smaller banks. These smaller
bunks, uh, will contimue 1o du well because they bave very focused
business oricntation and they tend to basically focus on sirancgic
mrarket SEEments.

And where produets and services are converned, what
developments aee we soging there?

Well, uh, we'll see a lot of new things, ul, 2 1ot of new serviges,
Like, uh, an menzase of bundbed products, which consists of
basically a packipe where vou would include savings accounts,
wou would imchade the eredit cards, renting, pension funds,
insuranee, consumer finance, all together with a single label.
And what are going to be the new delivery channels? You
mentioned Internet banking previously,

Yes, well, we've gone from a physical branch type of banking to a
now, uh, banking based on Internet. So weve gone from [what]
we call o bricks-phd-mortar retail hanking to either a *clicks-and-
pricks" banking or a ‘elicks-and-clicks” banking. The ¢licks-and-
bricks hanking 15 a sorl of banking where vou're combining hoth
the branches, the retuil branch network, with powerful [ntecnet
banking services, But then vou also have banks which only
aperate through Internct, this is what we call the ‘clicks and
clicks” sort of banking activitics.

And apart from the Tnterner, what other new delivery channels
are there!

Weell, vou also hove whets called WAP services, which iz vsing
cellphone, ol cellphones to do all the banking ransactions that
vl could be doimg, OF eourse, the ATMs are very important,
And also lately vou begin to see as well the digital TV banking
where you're using vour TV set 10 do vour bankine needs, So.
when you're sitting on your couch instead of watching TV, or
during the ad time, vou can do all vour banking with the TV
remie contral.

(773

Good morning. My name’s Diana Holden, T'm the Finance
Mrector for B Syatems. Fmhere today 10 @ik 10 you, our
sharcholders, ahowt the bright futere ahiewd for our company. Il
start by reporting on lust year's Dnancial results, Then UL talk
about our recent perfonmance in the past quarter, Finally, we’ll
loak at our projeciions and the company's expansion plans for the
future, 1'm sure you'll agree that BE is growing from strength Lo
strength. There'll be an opportunity a1 the end of my presentation
toask any questions vou have

(V74

What we've got here 15 a chart showing how our markets are
expeeted w outperform Western Europe aver the medium term.
The data cormes from Zemth Opimedia, who do independent
forecasting for TV ad markels, and what you can see from vear
pne through 0 vear seven 15 that Western Europe s expected to
pradually recover in advertising terms, but that Eastern Europe,
as showr here indexed 10 vear cne. by vear seven will be over
double the year-one market, i.¢. over the next five to six years,
our sales are expected to double ws well.

{715

We've had un impressive nine months this year, I we look at this
chart, you can see our segment net revenue, which is all of our
stations added wogether, In year one, revenue slmost douhled
Between the third and fourth quarters o 40 million dollars. That
briught our revenue for year ooe to 19 million dollars. [n year
W, our revenue ose by ngarly 16 per cent o 138 million
dollars. Now, as you can see here, segmented revenue for the first
guarter matched the first quarter in year one. It rose o 40 million
in the se¢ond quarter, Then revenue in the third quarter fell
slightly toaround 25 million and grew to 47 million in the fourth
gquarter, Last year wis another suceessful year, with revenus
reaching a new high at 176 million dollars, That's 27 5-per-cent
arowth. Particofarly notabie were the jumps in the second and
fivurah quarters to 48 million and 62 million dollars respectively,



This wear, we'ne expecting enather great year Revene for the
Mirst quarter reached 48 million. 1t rose again m the second
guarter e mateh the fourth quarter of last year. In the thied
guarier, 1t dipped shightly 10 46 million, and we're cxpecting 1o
reach an all-time high of 70 millien in the fourth quarter of this
WET,

':_4‘" 16 N = newsremider © = consultan, T'= taxi driver, B = Berind
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We'll have more on that o our midday bulleting And pow, lurming
o towday s European husiness news .,

Excuze me, er, could vou wrn up the volwme, please?

Certainly, mate, Mo prohlem,

In Giermany, trouble at Erstannliche Autos continues following
corporate restructuring and the resignation of former company
chairman, Wolfgang Ferdinand. New head of EA. Bernd Wulfhas
scen the ongoing scandal as a chanee to push through reform and
i5 looking 1o increase productivity and boost profils by

4 billion euros over the next three vears. Drastic cost cuts of up
to 7 hilliom curos will need o be made w eesch it arget. Herr
Wulf spoke o the press

Hiww il they haar abougt thar!

oo MaLinginming @ positive front, despite the challenges faced by
hig company.

Uhe best thing 15 W conceniiate on producing profitable cars. We
have 10 be competitive, The market is extremely dggressive righ
TOW,

More details of EA%S cost-cunting plan will come afler the
supervisory board meets in Frankfur fo discoss the imeasaces,
Inside sonrces ¢laim the new chiel of EA will be closing the
Belgian car plant. Our Belgian correspondent, Dan Faster,
TepHIrts.

What you e hear i the background are the angry protess an the
factery gates of Erstaunliche Autos. Today, these workers may he
about to lose their jobs on 1he assembly line. Recently appointed
company chairman, Bornd Wolf) is denving loctory closure,

Mo decision has been taken on closing amy of our factories,
However, we shall certainly be studving off Kinds of proposils o
ensure steady growth in the future,

A decizion w closa the fwtory would be a bitter blow o Belgm
and s car-making industry, But Bernd Wall heralds the starm of'a
mew e and savs the German car maoafaciurer has to save money
i vrder wo survive, [ is spid he wants 10 open a new factary in
Inndia, where assembly-line workers eart less than a fifth of their
Cicrman counterparts. Dan Foster, Anmwerp.

That was supposed 1o be confidential informution!

Now Tor our Asia report, Chinn's cor makers are currently
catablishing themsaclves .

ﬂ BA (= interviewer, U = consultany

This morning, 1'm pleased to weleome 1o the studio business
consultant Michelle Geraghry, Michelle, how cian consultants
actually help a business?

Well, Mike, they hasically provide advice or a service to make
youer hustness more successiul. Consultants uswally help with o
specific problem or task when your company simply doesn't have
the knowshow, For instance, a consultant might provide training.
You might take on & consultant 1o improve overall managerial
performance and, er, they may also manige specialist projects,
So, once a company kas identficed a problem or project, how can
vou go about defining the exact task for the consultancy?

1t really important 10 cssablish your objectives and goals. 1 oflen
refer to the five principles of SMART.

Smart?

Yes, it stands for: Specific, Measurable, Achievable, Relevant and
Time-limited. The client then needs (o sct a timescale, a budget
and i brief.

And what should your brief include?

A description of your orpanisation, what it docs and its size and
structure, an explanation of the problem and what you want 10
achisve,

But Michelle, there are & 1ot of consultanis out there, How can
you o about choosing a reffable one?

_Audio scripts |

€ You should choose cng that has experience of businesses of your
size, that understands your industry, and that is, weally, o member
of a professional body ke the Institute of Managemenm
Comsuliancy.

I Whats the next step’?

£ You negd o come up with a shorthst of, soy, three consultants and
ask them to subimit written proposals,

| And what should be in their proposals?

£ Their undersianding of the prablem, any relevant expenence of
ihe consuitancy firm, & work plan and schedule, the reports and
any systems that will be supplied, Not forgeming, of course, the
input that ig going ta be required by von.

I O, imaging you'ne going to recro one of these consaltinms,
What next?

£ Well, vou have to agree on a written contract, desenbing both the
winrk to e done and the comditions, & wntten contract should
inelude abjectives, o brief, how aod for how losg the consultancy
will be munaged fees and. of course, the deliverzhles,

I Deliverables™ You mean like the goods or services that are poing
tor e delivered?

C o Yes, wsually the report, the consultant’s report and'or any systems
reguared by the clicnt

I You memtioned Tecs. How do vou go about seiting a fee or price?

o Well, Make, i likely o fall inte one or fwo types: TAM coniracts.
which are for time and materals, or fixed-price contracts. The
rmain difterence lics in the nsk factor; | mean, the nsk of runninge
owvier i cost, With a fixed-price contract, the consultant assumes
msl nsk, whereas ina TéM contract, the client will assume
sl risk ot nog all,

I 1think a lot of our listeners are thinking: bow can we he sure

we're recruiting the right consultancy”?

M, The fmportant thing to remember 151 yvou are not happy

with any aspects of the proposal, don't ke them on. 015

important o make sure the chemistey is right.

| Thanks, Mickelle. And we'll he asking Michelle about
managing the relationship with your consultant after the break,

™
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| Welcome back. We're talking to business consultam Michelle
Cieraghty. We've discussed choosing the right consultant,
Michelle; what abou overseeing the work’?

L Well, you've got to agree on several things. What fasks have (o he
done by vour staff? What are the shore-teem goals’! What are the
milestones, of long-term zoals? What deliverables have you
agreed on”! Regular meetings are & goosd way to discuss progress.,
You know, what does the consultant need W know? What
provhlems are they coming up agamst?

I 1 see And whe talks o the consultant in these meetings? The
lrogsT

¢ 1would say it's best i the consultant reports to only ong person.
Huving said that, you should alzo keep your stafT informed ahout
what the consultant is doing. 0 crucial they feel they're part of
the process,

I Right, soif the consultant mikes several recommendations, but if
vouir s34 T are cesistant w changs, or managers don’t implement
them correcily, its going to be a waste of time, 't it?

€ Exactly.

| Some critics say consultants just sneop around, and onby produce
a peport elling vou sorncthing vou already know!

£ You've got to understand the report is essentially the consuliant’s
mnst tangible “deliverable’. [ ask the consultant to produce a {irst
draft that you can discuss with colleagues before the final report is
produced. The final report should contain no surprses. 16 there are
amy very confidential i=sues, they can always b put separately ina
private letler,

| Thank vou, Michelle Geraghfy. Yoo've heen listemng 10 Business
Today.

07 8.3 (SM = sales manager, = Hannah)

SM This morning, we're going 10 be looking a1 some srategies
comminly used among buvers and salespeople: vour limited
anthority in negotiating, making concessions, the importance of o
planning checklist and the power o walk away
First of all, lirnied authoricy: if potemtial buvers know thal vou
have the power to miuke big coneessions on your owr, then they
may et snery if they can't get what they want. If you say. *I'm
sorry, 1'm going o have ta check that with my boss. then if you

165



| Audio scripts

S

refuse the concession, some anonymaous authority will e
eesponisibie, nol vesr, You should maintain a good reletionship, so
et vou can enther contimue o negotiae or come bick (o them at
i later e, Rights OK. um. nexl we haive avoiding endless
negodiations, where vou keep goig back and [orth, Amateur
negotiators will wsuallv stan out with small concessions, ke o
ong-per-cent discount. and then escalae 100 laree ones. Bon this
Jjust makes the buyer feel thal as the concessions get higger,
there’s more tocome. Even when il all ends, the customer will
fzel thar there was more they could have got, They don't Teel
ot gbout the negatiation. Professional negotiators, howeover,
give their biggest concession first As the negotiation continucs,
e eaneessions that they gramt will ger smaller and smaller.
When its over, the buyer feels like thev've got vou dowsr o the
bottom line. Keep in mind that. in win-win negotisting, vou wan
the customer to feel as though they've 0 winner, oo, You also
want to avoid long discussions that ane aowaste of everybody s
time. Then there's the negotiation planning checklist, What do
you know sbout vour prospeets needs, wanls and problems?
What is vour original asking price? Is it high enoupeh? What s
wovar hottom line oF walk-pway number?

Saorry, what dooyou mean exactly by ‘bonom line'? :

Al wm, QR ves, vour botlorn fine 15 the minimurm amount that
v were anbicipaing. 10s sometimes called BATNA, the Best
Alternative To 4 Negotisted Agreement. BATNA reprosents the
primt at whech walking sway mikes more sense than making a
deal, S, 00 you have o go Sedos your hottom line, it tme o
walk wway, The real secret of good sules negolitions is 1o have
decided in advance what vou can ask for in eeturn For a price cul,
Remember thiat buvers, like evervone else, tend not o value
anything thar they get for free or can get casily,
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S0, et me just recap here, Mr Kahnwald, Mobi-net wishes to
iaimain its pusition in the market by differentiation -
distigutshing wsell [rom compelitors by means of product
mnevation and gy af service,

That's nght. Our mobile services must remam distinctive, Then
there’s our reputatien for customicr protleme-solving ..

But vou previowshy wold me vour customer-serviee department
wasn't effective or competitive enougb

Wos, that’s true. You know, we've spent 4 1ot of money on
customer-servies training. but it's just nol working out 1o be cosi:
elfective, We seem 1o be sperificing eficiency for a quality
approach, althougk we've always considered v as added value for
our subseribers uniil now.

But quire frankly, Mr Kahnwald 1would suy vou need 1o
streamline thit sade ol the business significantiy.

Wohat do vou mean by “streamlne™? Prsmiss stdty?

Mo, no. We could implement new technologics to improve your
call-centre system so that customer-service staff con handle
enquirics more guickly.

And how do vou propose 1o do that exactly?

We would stromgly recommend that your call centre becomes
more centralised. Mobi-net abviously sl needs 1o relsin its
g of reliabiliny, bul you're geing o have to do it ar a more
competibive prige,

M, Jowver our prives, 1hat's what 1 thought you were going 1o
sav, And wiiit aboul strategse abhances” Did [ mention we're
Loaking for a potential paclner?

That's going 1o take a linle more time to investigate, Mr
Foalmwald. It might prove 2 bit wricky,

Lknoaw, 1 know, hat's wliy 1'm asking vour advice! 115 essential
we're able 1o carry on developing our product portfolio, snd we
think st mnkes sense to do it throngh acquisitions or allionces,
Il agrree with vou there, but I'm going o have to talk things over
with my boss first

G but remember we need 10 have your progosal in two weeks”
time;

Yes, of course. | promaze we'll look mio i Was there anthing
else?

Just one more thing, Andrew. How much cin we anticipate in

G
foos?

Well, it really depends whether wa're loaking at a Fixed-price
contract or a Téh contract. [f von were paying by the hour, we'd
charge approximaiely 150 curos,

™
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L50 euros? But another consultaney firm 1 spoke w guoted me

| 30 euros!

Well, yes. but I'mosure they don’t have our kind-af reputation,
Ampwiy, Ul send you the proposal in o formight, and we'll take
it from there,

OK. OF: just remember, Andrew, it Mobi-net aceepis this
project, we'll want someone with the right expertise and know-
hew in 1T 10 wark with us.

P sune we won't let you dawn,

Strategy

QT {1 = dmtervieves, J = dosep Vilor-Sabarier)

Hew important is the role of marketing when 1 comes to strategic
management?

1 think that marketing is important in the same way that finanee is
imporiint or eperational management s important. People in
marketing and sales are the ones that are wsoally i foweh with
customers and are therefore often regarded as the vnes that
wnderstand the markel. And thal brings with it both big
advantiges and er, serious problems, especially when, er, your,
wolr indusley 1 bemg renvented by some neweomer. like, for
instance, Fard,

Gasically, if, before Zara existed, vou had asked companies fike
Ciap or Marks and Spencer ... 16 yvou lad asked their marketing
people what would be their best business practices, they would e/l
wonn That 1t would be 1o desipn new collections and outsoires Lo
some couttry with cheap labour costs, you know, mass-produce it,
putting it all logether in lirge quantities, so vou would have, er,
your spring collection o the summer collection or whatever, You'd
produce it ning months m advance and have. sy, the Chingse
mnulacture it very cheaply and them youd pul the new collection
in your stores and thist would be thie normal method,

Zara decided not to do thay, they decided to have o seasons and
they chose to be a fast copier, a Test market follower - and 1w do
thre, by the way, vou have Lo have your Factories very clase 10 the
stoes, and Zara's stores are mostly in Europe. This means vou have
to produce in Europe, which is not necessarily cheap. You cannot
procuce inlarge amaunts in. in China and, er, ship them Lo Europe
because that ikes six menths, So, you kave to produce them
nearky at low costs amd in short runs, as cheaply os you can. And il
you b 10l vour maketing guys that, and said vou would have
mwich higher production cosis, ey would siy, voure never going
1o sell that! Becanse vou have to promote your collection, you have
te make sure that you've designed in the £ar oF Benctton style,
The point is that Zara decided nor to be 3 Benetion-like company,
b 1o b a follower, [ mean, vou cannet be befter than Benziton
hy doing what Benetton does. You have ta do something else .,
Yo have to inmesate amd chenee the mbes a liftle bit olhervise
s will never beat the more established leaders.

9.2 ¢ = intevviewer 0 = Jovep Faloe-Sahatier)

o, how can a company actually meesire how suceessful their
strategy 157 Does it just come down (o the battom line of growth,
profits and sales?!

The measwres have to be consistent with what yeou want to de,
Clearly, if wou were Lura, and vou decided o be the number-one
fashion producer in the world, then sales and obviously profits are
what aze going o allow vou Lo grow, and these are what vou leve
fovmensure I ruther than being Zara, vou wand to be o retailer of
dusigner products. you're only going o sell exclusive designer
clothes, then grovth is not geing to be vour thing, its going W be
mrgin. And you'll probably only open up one slore per vear,
whereas Larn opens one every manth, OF course, vour mission and
viston ane also poing 1o be crociel. Together with where you wamnt
te o, vou have to define dhe mewseres of how suecessful vou're
gaing 10 be. !

But to what extent do vou think companics just end Up
improvising when things go wmong?

Well, they oo improvise for a reasen that has to do with short-term
goals, Many years ago, companics used 10 care about yearly
profits, then it was quanerly profils. Now it's half-quarter
[irecasts, and pretly soon they 'l have o care ahoot daily sales.
One you et inta these issues, long-term goals beeome very
blurred, Hecause what's considered impartant for the stock market,
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whiel is Mhar vou ke money fhiv quarter. 105 @ ol easier 1o
convinee an ‘owner’ i you want o do something i the ong
ferm aml that you're emploving te right sraeeies, O e
convince e stock market. which is very nusch facused on shor-
term goals and proliability, that they should bear with you fora
while because vou're gonna have o suceessiul stralegy in the next
three years.

[haes tiar mean that short-term tactical gnals are often in conflict
with lang-term STF.'lTi:gI:EH-';'

They often are, yies, becanse 17 v invest in @ company o geta
Tetuet i a vear, then You expect 8 retuem i i year, wherzas in some
COMPEENEES. 1 Telm Im o yer s oo short o b Tor something
hiippen. As malivictoals, its hard o chionge our Babits withina vear,
So, how can you expect a company thal’s made up of 25,000
inuividuals to bebave differemly in three months? So this conflict of
shor-term pains and long-term poals exasts, and being able
resolve 11 success[ully s crucial, Acmally, pood managers are the
anes that can do both: they'ne ahle to maintitin rewsonable short-
ferm profisablicy and, nevertheless, steer the company towids
where thew wamt te take i 5n the bong term.

Mex)

So, whad s it tha you dan like about brainsiorming maeetings,
Sarah’

I pust tha ©don't thimks o at sy most creatve when Mimoana
Liargee proup. | preler to work oy wen,

And whan about veu, Max?

Well, | really like working in groups ‘cos | think at's o really
positive way of getling loads of new ideas in a short amoant ot
time,

Wis, bur most of the sdeas people come up with are usually
completely impractical, 1 think we waste o lot of time.

Well, at's wery important thit peeple come up with as many idies
s poasible when brainstorming, bt there shoubdn’t be more than
exght or fen people per session (Vs alse coucial that someone
writes down all the sdeas, however absurd they may seem, and
dunt spend oo long discussing any one item.

But it's always the same people who do all the alking.

Stmme the role of the facilitaior or chairperson should be o
encourspe an enthusiastic and uncritical attitude, to try 1o get
Cveryodie 1o contriute, even the quictest people. [ somcone™ (oo
crtical, the others aren't going o [eel comfortable about being
crenlive,

Weah, but we don't ever seem o get anywhere or make any
decisions

That's because vou've gol 1o clearly deline the problem yvou want
sorlved amd keep the session focused. The iden is to generate a5
gy wdes as possible which vou cun then evaluate afterwards,
Lim, bet's Arv o short practical exercise, ['d like vau all 1o think of
mew innovalive seevices or promotions for Rose wnd Frankwrizhi.
I'm going to give you josta mimale to think, awd Sarsb. could vou
write down any weas on the Mp chare?

Sure.

["ve pot one afready, A L, o kind ol Santa trin that goes aroumd
the gty centre at Christmus for all the kads wnd parents, Aol Bose
el Frambowright spomsor it

Thuine's been done belore,

Mo, hank vou, Sax, As | was sevmg eaclion, there are mo bad
idezs when brumstonming. Lel me el vou about Einsiein,
Einstein s Jis associates were able 10 collahornte more
efectively than other scicntists at the time because theyd
discoversd some ancient Greek pronciples of group
communication developed by Soceates, Socrates and other Greek
philosopiers woubd sitaround debating various ssues, bot the
partieipants were hound by seven principlies tha established o
semse af, um, collesiality. Socrates called these principles
“Rinonia”, which means “spint of fellowship . These pnnciples
argr estihlish dinfogue; exchange sdeas: don't arpoe: don’t
imerrupt; listen care fully: clanily your thinking; and finally, be
lonest. Mow, has anvene clie got @ contribution?

Ampela Lang)

s clear from the feedback that | got from our customers that we
have a problem with owr brand image. They see us as oundated,
Whats muore, they say tar our catalogiees are unattractive and
they feel just, well, overwhelmed by the number of products we
offer, There coulid be o strong case Tor reducing the sange o

Audio scripts

produces. Let's face it we lave @ Lot of Tines that really aren’t
predl money spinmers, We could cut down on many iems. as well,
by producing more global and, uh, fewer regional products. Ax
vl Can also see inomy reporl, our customers ¢fien complain
about the poor quality of awr peaducts and they sav that there’s o
Iack af intergsting new hines. Then we have what our siles reps
burvee for ey | readly discovered Dest hand the tepes of ehetacles
our reps ane up against - and Peetalking about very basic things
like. uh, st heing able o rearder popular items and nol receiving
the correet jtems ordersd. We delinitely have o work on owr
supply-chaim management and distribation svstems, And our
ordering procedures are as old fashioned as our image! [ mean,
whats with those d-pape order forms vou gotta fill ot by hand
and marl to the office? Our own estimates show that oeders aren't
properly filled 30 per cem of the mme! [t makes it diffioulr for
agents to ncrease their sales and, uh, commissions and for us 1o,
uh, keep our reps. For me, recruiting and reiaining sales reps his
ant 10 be o priovity, New, 1'd appreciate your feedback on my
lircdimges ..

10 Doing business online
(R

[t's s convenient, There's virtually no guauing any maore,
cspecially if [ only huve hand leegage. 1 just pat my credit cand in
a mnchine when 1 get toahe rermimal, and, er, it prinis out a
hoarding pass, and then | go straight through io the departure
lowngre,

It minkes =en=e, | think, w download tes siolf from the lnternet,
[1's s casy Lo update my anti-virus scan, ve had 1o buy a
spyware remover, toa, because nry computer was working so
slowly, Ther cuslomer service =0t zood, thougl, IS ceally
frustrating sametines., 1o being able 1o phone a real human
heing abowt & prohlem. You have to rewd the FACks or send e-mails
that never el answereid.

[ five a long way rom home, and it always been @ hassle posiing
atufT to penple, Hul thanks o this wehsite, 1 own now choose
stmething | think they I like .. oond there are lots of
recomimendationg o the site, plol summacies and resders”
reviews. The danger is | always end up gening myselt something,
toe, ek spending more than | planeed o

102 (i = imterviewer, M = Mayja Pexola)
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What coused the del-com bubble to burst in 2000, and what have
Becwn the positive outcomes of this?

1 think the problem in 20040 was that there was just ton much
maney coming into the macket oo quickly o fund companies that
perhaps didn’t Tave particularly well thought-out husiness plans
Ui, they L thew Baed a0 lot of enthusism and samted e change the
wary Lt wee shopped, bot didn®t secessarily Buve the back-gmd
systenms o carey oul e plis. Lim ilso 1ok at thar ioe (e
market probably wasn't ready, uh, te . for Imernet shopping in the
wary thatt 10 g5 today. In 20060, a much smaller population was ... was
using, wm, the [merel and certamly not many people had
broadband conneetions, which I think has heen shawn to be, ub,
one of fretars in getting peonle to spend mock morne time online,
brovwsing und | and ook far things. U, 20, o0 miuch money,
Lo guiiekly, that Jid couse the . the bubble to burss, 1think the
positive effeet of that, though, has been that i weedisd vut some

o the weakier companies, wnd those compantes that are still n
eristene today, v, Baee bad 10 reline e busisess neodels, the
awaty lsitd ey wark and L and they are truly able 1o compete on 1
global seale,

(10,3 ¢ = imtervivwen, M= Mt Brsola)
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Why do you think that even popular compames like Yahoo ane
still strupeline o make any moncy from the Inteenet?

Wiell, the problem with companies like Yahoo s that they e heen
lonking for o wiy to make money from advertising enver the
Internet, wnd a's ke a very long time to evolve a really working
model of . of advertdsing on the Internet, We've mried several
things, First, um, there were bimner ads which were put onto
welsites, which were very similar te just putling an advert oita o
newspiper page. And wl alter e inal excitement, companics
found that they weren getting & lot of, er, response from those.
Then ather things were tried they .. they made the adverts more

171
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imteractive, they mide them pog op onto .. 80 compuicr screens,
boue that just tended o anmoy the, wm, consumers. S, its only
really in the last few vears 1Hat we've comme up witle ... with
somethung that's very workable, which is, wm, advertising that's
related o search, when ... when people are lookimg on Yahoo or
Ginagle or one of the ather, er, browsers ... uh, search cngines, um,
for something. And this is something that companies scem happy
tov b L hapgy topay Tor becanse they .. they do see higher
respense rates from those kind of targeted ads.

Which types ofonling business hive been most sugeesstl and why!
I think what we've seen 15 ... 35 businesses that sell ponds that are
veEy gasy 1o ship. such as books or music, have done well. [m,
those are things that you don't need 1o plivsically wuck. U,
clothing tends 10 be difficult because people would like (o feel
the fabec, v on the cut of the coat or whatever 1t 15, But with
hoaks and nmsic, wh, and o some exent wine, you can just read
a description of it und vou know what vou're potting, Lim, the
ather thing ... the other category that has done well 1. .. is
travel, again for similar reasons, because its guite casy o ship .
uh, o send out tckets, uh, you can . vou ean issoe electronic
tickets o people, um, thene's only @ small amount of paperwork
that needs o physically be handed over o the customer, and
enline tra.,, booking your travel on the Internet does add
something genuirely different to the expericnee, You get a lof
more choice personally than vou would if you went through a
travel agent, um, whereas in other tvpes of businesses, azain
coming back to the clothing retailer, its questionable how much
the experience of shopping ever the Internet would have achally
wilidied,
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I thank that gives ws time for @ couple of questions hefore the
break. Er, ves!?

[ was, ¢ just wondering what vou thought were the mun
differences between, um, er .., government websites and Those in
the private business sector?

Right, Well, its reallv what [ was talking about at the start of my
talk. One of the main differences is obviously that business
websites are mimed ot selling, whereas a govermment site 15 offoring
information or free sérvices, Er I don't wanl 1o go into ny morc
detail st 1hns stage hecause Peter Adams will be dealing with
comenencisl sites aml credit-canl secunity and sooon in the next
SEESI0T.

Exeuse me,

Yes? I'm sorry, could you speak up, please?

L _..oeroyeeh, 'l wme . Ud like to know hows a company can
aciezlly improve i1s online sales through web-page design. |
mean, what 1z it exactly that makes it more effective?

Wiell. as ['ve already said. Pewer will be dealing with those kinds
of issues later. but whar | would say is, ihink of TasyJer and
Amuon,com, What makes those sites so e ffective? Making the
cenline process quick, easy and wser-riendly 15 the key, [on’t ask
waur user 1o Gl in very lomg forms = they 1 just elick off the site.
And bunld in Nexibality. By this [oein, allow your user o chings
their mind and order bwo items mstead of three without going all
the wiy back Lo the beginning of the checkout process. When you
think of successtul sites, they have very uset-ceniric design,
prowide cnough information without averloading the user and are
simple to use. [ hope that snswers vour guestion.

Yes, thanks

14 he intergsted 1 know maore ahaut copy writing. T mean 1@ soy,
conld o tell us what kind of Tangoage vou think works well in
websites!

That™s an mteresting question. Really, the language, or tong, as well
as the look of & business site 15 going to be quite different,
Governmenl sites shouold be friendly, but authoritative and
somewhat formal in tene, Cormmercial sites often use lanpuspe
that’s punchy, young and trendy. | mean, copy, or the lanpuage used
on websites. 15 desigmed to encoursge users to spend money!

Yes, but [ was wondering whether there was any kind of language
that you would avoid vsing?

Well, apurt from the obvious, the sort of linguage depends very
el on the industry’ and the purpose of the website. Er, jargon,
slang, abbrevdations and scromyms should all he avoided. [ oflen
see terminalogy used which most people are not familiar with,
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Youll find some more goidelines i the handour 15 that all?
Girgst, lets bresik here for 13 minotes, then ...

108 ¢E = Ed 1 = Lavrw, K = Kirstie)

S0, Larry, D akie it you live there the online sales figures for the
usibility study on Audio Wine?

Al veah. its not locking good, Ed. Uy, really had sales-
comversion rates. Very fow users are returning (o punchase. High
shopping-cart abandonment rates at like, um ... 49 per cent.
Yeah, well, there're obviously mujor pitfalis in the checkou
process. 1f the enstomer wants 10 make changes, say ten
earphomes mot five, it% difficult, And they pet you Lo register
Defore vou can purchase.

Yeah, And the navigation is eeally confusing. It took me forever
o Tind the carphones | wanted.

What about content and design, Rastic?

Well they bave some nice images, but that are, like, you know,
Just way too big, | mean this one o the homepage should be a
third of the s1ze.

Ult=huh, Aawihing else?

Their praduct pages have .. wm .. again loo many brochure-
style photos that take up space and yvou get no idea of the actual
praduct

You mean there isn7 enough product information.

Tnawtly.

S0, what's the thagnaogsis, folks?

I'd say, redesign and relaunch the whole thing.

Yup,

O er, let’s Ionk at what we can come up with in four weeks,
Er, deliverables? Larry?

0h, um, improve the online checkout process, reduce clicks.
We've really potte persuade the user fo purchase,

Yeah, 1 think they need a single functionel weh page o view all
their product selections. 1 should include, er, pricing, delivery
and payment mlormation,

Bt we newd o keep some of those photos of the earphonas!
Well, Ok, as long as you can make them

Il make them tiny, What about the copy? Some of it really
sucks.

Wall, we can recommend some rewrites for copy, [ts gotta he
short and punchy. Can vou take cane of that and design, Kirstic?
Sure.

Let’s just g over our delivecables. [ say we send them a file
showing sereenshots of the current site with our
recommendations, We're saying we'll improve navigation and
content for every page in the buying process, from the home paae
thraugh eheckout, rght? [ want both of you o woerk on that,
ep.

LUh-kuh.

And Kirstie, ¥ou say vou can do a rewrite of some of the copy?
Inchude the exact wording of how Audie Wire should describe its
carphomes.

Yeah, but what are you deing. Ed?

Mde? | gotea write the proposal. Oh, Lacey, conld we take o closer
lnok at the weh-rmaffie Tigures?

M, great.

New husiness
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Your organisation gives advice to women on, among other things,
setting up their own businesses. What advice do vou give them?
W advise women on where 1o pet help: we encourage them o
netwirk; o learn the business skills that they are werk in and 1o
learn from ohers, U, soowe signpost them to the best gual. .. o,
the best people qualitied o help them @am up, There's a lon ol
[l support weilable, bt its very ime-consuming rving o
Fiind it in the first instance, so we acl as & signpost, Lim, we also
provide neeworking opporiunities. wi, for women, so thal they can
et advice from others &nd discuss the challenees aind e bharriers
that ... that they are huving w overcome in business, We do this
onling and um, on the Internet. and we also do it offline. 5o we do
have networking weailable on our website, and we also do offine
evworking events whens they get to meet face to face. And we also
provide workshops where they can beam busimess skills — skills that



they don’t have from o previous joh or don’t havee at all hecruse
they hiven't been in the workplice.

07 11.2 7 = interviewer, M = Max Benson)

| Are the isswes the same for men s well as women who want @
siart their pwn businesses?

M The fundamentals are the same whether you are 3 man starting a
business or & woman. Finding suppon is going to be the same. Um,
ihe facilities that are out there by varous government bodics,
business advisers, organisations, they re avaiiahle for men mmd
women, But there are five areas that rescarch shows are barners
apecifically for wornen whao are starting up. That is, numbber one,
aceess 1o Nnanee - Where cin they et money? How mueh can they
et} Access to nemwarks — i ot of the husiness nietworks that have
Pieen st wp e, um, 562 up and dominated by men. Conflidence,
confidence is one of the huge barmers for women, A skills gap -
wonnen e nol eaching the 1op in the corparate emvironment, 5o
iheir range of skills 15 not as great as many men who then start
busimess. And women have been slower in adopting, um, technology
and how that can be used in ... in small businesses o belp
husinesses to grow, and that 15 also n harmer. So those, T would soy,
are the five koy differenees for men aned wormien,

7113 (f = intervdewen, M = Mar Bensen)

I And what kinds of new business are doing well a1 the momem
here in the UK?

# Certainly from the areas where women are starting businesses,
wi're secing i lot of women starting businesses in the heabibecane
area, and by that Lmean allernative medicines, um, alternative
therapies, General well-being 15 an area that is stirecting many
wormen, personal care, basically. Uh, business serviees — there is
u hupe number of women also going into training and personsl
development, that is very big with women, A lot of conches; a lot
of trainers for vanous business skills — skills that they've learnt in
u corporate enviromment, which they are novw, wm, wsing i
consultancy capacity, These are the arcas that are very big with
WOTIE,

O 11.4 ¢ = imserviewer, M = Max Bensen)

I What are the typical problems facing new businesses, in vour
experience?

M 1ok the two main probiems, and this is for both men and
women, although more so for women, 15 undenestimating how
much muoney they're going (o necd, Banks tell us again and aeain
that womnen take their business plans 1o them and they have
underestimated how much money theyre poing o need to boreow,
Andd that couses big problems. They also, and | think this 15 true of
everyhody, when its their fiest lime starting a business, they zlways
inderestimate how long it's going to take until that revenue stream
starts comming . Ud say those are the Two main problems,

(115 v = Iendy Taylor £ = Darren Boifey)

W Accounts, Wendy Taylor speaking.

O Hello, Wendy, er. this is Darven Bailey; I'm calling on hehalfof

Dwvson Kitchenware. |'d like to guery a bill we received.

I sce, Mr Bailey. Er, could vou give me the reference number?

e, ub i1%, um, T think ... er, | have it here somewhene. Um, sh

ves, here i 15, Lm, U'm not sure which number . wm .

W 1ts helow the due.

D Ah.ih ves. Sorry about that 108 1-6-8-7-3, duted 22 of May,

W -A-M-T-3. Yes, [ huave it here on screen, What seems to be the
problem?

0 Er, well, we've been evercharged. You sce. the invoice is for 16
uriits, but our original order, er, was for 12,

W Lot me sce if ™ve got this right. You asked for 12 units, and wa™vi
hilled you for 16 Is that cormect?

0 Wos, thats

W D ovou have vour copy of the delivery note?

0 Um, it must be somewhers arounmd Beee, Let me see, um ... hang
o1 just o mornent ... Yeah. yeah, here it is, We definitely signed
for 12 umits,

W 17l newd to check the onginal purchase order and issue o new
invoice i we hove made a mistake, Can [ake vour numher and
call vou back, Mr Bailev?

{3 Please, call me Darren, The number here s 620 8658 3518, When
will you call back, Wendy?

w o U, it shouldn ™ ke long, U1 ring you later this momming.
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D Ok, fime, thank youw. ' be i the ofTice undd 1 pom.

W Ome pant O, Darren. ' give vou a call bedore then. Bye,

(7116 (W Wendy Tavior £ = Darren Ballep)

b Helo?

W Hello, Darren, this 15 Wendy Tavlor from Fenvwack Plusties. T'm
phoning apain aboul ovierdue pavments on two ol our invoices.

0 Ah, right, yeah, Um ... could you give me the invoice numbers?

W Yes, sure. There's 16URT, dited the 28 of May, and 17124, dated
the B of June. [ also sent vou a wrilten payment reminder on (he
T af July. As you know, owr eredit terms are 30 dayvs, and
pirment is now wiyy overduc.

b Yeah, sure. [ 1 must apologise for the delay, Wendy, you know
what it's hke s busy office. ' authorise pavient 18 soon as
possible,

W [ understand. Could you tell me when that will be?

L Uh ... on the Jast banking day of the month.

W I'm sorry. hut we'd expeet payment sooner, Wed have to consider
withidrmwing credit terms iF these invoices aren't settled within
seven dys.

0 Look, Pmo oy sure we can sort this out, Wendy, | can make an
exception and settle the invoice for the 287 of May this week, bul
the other invosce will be paid as part oF our normal monthly
pavment procedures, Would that be accepralic?

W Well, we wonld prefer payment of the outstanding invoice within
|5 days.

O Fine, I ... T think we con work with that.

W O Darren, [N get hack to von on the 30™ of July if we haven't
received both payments,

0 Yeah, of couese, Wendy, Bye.

(RN (D = Dreweer, J = Jose Roman, K = Karen)
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Good morping. I'm Karen Ferndndez and in this mornings show,
I'm talking 1o Doug Halliwell and José Raman Gargia about
Copisistem, a Valencia-based company that duplicates and prints
BV Dy, Good merning 1o vou both,

Good merning,  Morning.

S0, what made you decide 1o set up your own company?

Well, José and 1 worked for the same multinational and we often
shared ideas over breakfast, and | guess we hoth knew we wanted
o, vou know, 40 he our own hoss.

Yis, when we started, we did neacly everything, At the time, we
emploved just three people on the production side, two in
dispatch, twao i admin, and my cousin, Filar, did the
honkkeeping Tor us one morning a week.

And how many people does the company employ now?

Al vou see there has been an enormous hoom in the sector, and
we now have another cight operators, as well as a chief wechnician
und a couple of people working on the sales side with us, Uh,
Pilar works for us foll-time now as company accountant, and we
have three more people working on the admin and customer-
service sude.

Do that mean you have more free time?

Huh! Far from it More orders, more stafl —its .. iUs good news,
but it all means more work, We're still veey much involved in the
day-to-day running of the company,

S0, what is the volume of sales now?

Well, to give you an idea, thres years ago we had 2 wurmover of
around 6 million curos, and the company's grown organically
ever since, Last year, it was almost 16 million.

And what arc some of vour birmest headnches as business owners?
Well, um. obyiously, keeping, uh, our customers satisfied is a
mijor prioricy, That meins meeting production and delivery
sehedules, um, making sure the quality 15 mamtained, goods are
delivered on time and intaet. We're now one of (e leading
companies in his seclor, but there's heavy competition from
slarl-ups and companies that have switched from VHS
duplication. You gotte work hard at being the best,

Sa, what are your plans for the future?

We're looking toexpand. particutarly into other European
markeis.

Um, veah, we abways have an eve 1o the future. [ mean,
something will come along soon and replace DV, and we need
10 be ey for when that happens,

Thank you, Jose and Doug, for talkng 1o us wday and all the best
for the future.

Thank you, / Thanks very much.
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12 Project management M Well, First, you have 1 spend more time than we wsuslly do, uh,

129 = fnreevicwer, M Michael Sevper, B = Roh Jackson)
Michach, what are the qualities o a gowd project manger?
Uh ... QK 1 think that, ub, it very importan 1o have a .. to be a
goad leader. You need to have, um. very goad interpersonal skills,
to be very good at communicating, motivating people, uh, co-
ordinating all their offores, ecmpoweeing people so that they, um,
oo ey are aware of what they arc supposed to be doing and
thesre motivated, [0, wm, . its very . its oot like saving that
e projes) leader is the, Jers say, the captain of 1 team and he
gives e orders and the others follow them, no, iCs not Tike tar
The project leader i like, urin, you should be @ eo-ordinator,
voure ol the boss of e team because, um, because all of them
come from different depariments and they already have their awn
bosses, s0, win. - and the progect leader is not really in clirge of
them, he'’s anly co-ordinating a specific project. But, uh, he or
shie should discuss ssocs with evervane on e eam and then
make decisions with them, and, um, ... and 50 ... st and achieve
hie poils of the project, but withoul telling people what they have
o,

Rk, whil swould you sy were the gualines of a good project
meanager’ :
Really, wo be o good project minager, vou teed 1o be able 10
delerate. um. actions and 1ssues 10 diflerem people. You need (o
b able o handle mueltiple matters, to he able to jupgle issues and
handle lats of issues ot the same time.

Yo mean, like, be good af multi-lasking?

Wes, multi-tasking, thal a good word, Be able to rake an
overview whene necded, where vou stand back and ... and take a
view ol i, but also be able to understand the detail and the
camplesities of things where reguited, 5o that vou really
understand whal peeple are ... are invelved inoend gilking ahoom,
And most importantly, vou need to be able 1o organise a team,
direct them, bul alse be shle to motiviate them so that they .. they
keep the orpanisation amd they understand the poats thal
cveryvhody’s aiming lor,

122 (7= deervienen, M= Michael Savwver, & = Rof Jockson)
Michael, 15 there sometimes conflict between different members
inl the team?

Er. usually e people invelved in any project have their own
objectives or ,or awn department goals. Usually what happens
i5 there i a cenllict there between the deparmmental goals and e
overill company mines for the project. And thaes one reason we
have @ project sponsor, um, who s 2 member ol the senior
management team, to decide wihen these difTerent departmental
abjeclives are. let’s say, working apainst the company sirategic
goal, He or she makes suce that the project leader has, um, 8l the
help and all the resources needed for the project. The sponsor nol
only sets the team up but he's, uh, he or she, oby, is involved, lets

in sefting the goals of the project itselfan the very beginning, in
the very first meeting, [ts dilficult, because when vou start the
project, you want, what people want is speed 1o start working,
Faople think, 0K, we'ne going todo an efficiency project and
want 1o get the best resulis we can.” But, % vory important 1o
set specific tarpets and deadlings because, i not, then the
tracking s going to be very subjective. [ you don't do thet, yoo
aren™t poing e have adeguate tracking measures when the project
is Fimished. Also, il'the whole team agrees from the beginning,
then the relationship between the members is much easier
pecanse vou have, lets suy, er. constmicted a comimon goal for
that project,

Rab, how do you know if a project’s been suceessful or not?
Lim, projests can reallv be defined tee three or four measures to see
whether its successful. There's ime, and vou measare the time
agitingt u progrmme, agsing different milestones, o see that you're
doing il in time o pre-wgresd sequences and agrecments with vour
spomser of client. Theee's ohviously measuring ¥our costs versos
your hudget, which is very importanl, er, to make sure that you
ik o profit Safety, one must always ke great cans fo ensure
that all the workers on vour site, um, go home esch night. and

harve a safe site where safe systems of work are in operation.

And then really long term, vou need o look al whether vour

client, or sponsor, will return and give you repeat business. And
thes're prohibly the three or four real measares of a succossiul
ek,

(7124

Laoss of face s net just embarrassing for us: it can ofien be a
devastating expecience. I our behaviour or appearance or whal we
sy is judged inappropriate. this sovolbves losing the respect of
athers. You knenw, if you Inse your lermper or confront someong or
iFyou don't shew them the proper respect, it can cause them o lose
fiee, It's somcthing o bear in mind at all times because losing face
and soving face are very impontant in my cullure.

W temil 1o be, uh, uplront, in-your-face, and we, 1 know other
cuhures like Lo sy, we like o argue, bul we call it having a frank
discussion, We like to lay oul owr ideas on the whle. Mo idea is
bad or weong. You can disagres with them, bul a1 the end of the
day, nothing is taken personally. 10 just business, and you're, vou
knoww, vou walk out 1he room and you, vou know, [ disagree with
v, but let's go have a dnink,

Things are changing and changing very fast here, so lalking
ahout business culture isn't easy. Bul some things are still the
sime, we don't have whar you eall in the west “pood manners’,
and you don’t see people smiling ofien. Our manners aren't bad,
thisy're just uniquely ours, It's quite o wugh country, and people
wswmtlly o nnt hesatate o say what they think in o way that
doesn't leave reom for any misomderstandings,

say, nod 1n the daily work ol the project team but, um, in the (1125
milestones af the project. The sponsor is usually there in the, uh, 1
i the monthly pregress mectings, and he's, uh, making sure that A 1 know we weren's due e diseuss this today, but | think its

restl s e being produced. I5 there s some obvious tension in the
meeting, and the project lewder isn't capable of manoging i, then
the sponzor has to be able to save the position of the project
feader by L. uh .. by acting as ... as a moderntor of all the issues
that arc being raiscd.

And what should a projecr manager do, or whiat should you do, 7
wou see the project =n't actuably going om track? What can be
done ahout thar?

The Fimst thing to do @5 to underseand winat i1 15 thin's gone wiong
T degrees. 15 11 @ mapor sssee or a mnor issue’ And then you deal
with it differently, Amd then the Tirst Bung i 1o understand the
cuuses af ... el why the project isn't zoing on .. on track and why
it ks different from your plan, and then shviously you look o
smnodify the plan to .o to pet back the tme, And 10010 an extemal
cause, vou invodve the client or the sponson., a8 you ... 85 vou may
cull him, get further clarification and undeestand why be’s changed
certaii things, 10he has done. [Fit's an internal issue, again you

e, ore, s review the cause and you look at removing the obstacle,
wnd ... and often thats about waorking with vour team and ., and
re=ssessing what they're doing and redireeting then.

§712.3 (1~ interviewen, M = Michael Sawiel B = Rob Secksony

Haoww do vou know il o project’s been suceesstul, Michael?

Oor 2ok

important 1 bring the issue up, We've been tryving (o pet these
trials off the ground for weeks now, but the people at the factory
in Alhany aren't able 1o el ws when we can start, | think we
should ook for wn alternative Jocation. as anyone ot any
sUggestions?

I can see that’s a problem for vou, but we've got a [ot ra g2t
through today, Coulbd we come back (o that question at the end of
e meeting o we have time?

As you can see from the PewerPoint presentation, the projectad
sales figunes are [ooking very pood for the next

Sorry, 2orry. 1 just couldn’t get here sooner; bil of & minoer
emergency in the packaging department. But, its all under
comtril nows, My apologics, Please po on.

As 1 was saying, the projected sales figures are looking very good
for the next quarier.

When is the deal likely w0 be signed?

Er, well, we're ata very delicate stage i the nepotintions, but
we're hoping for a positive sulcome,

['m sure old Bill has a trick or twa up his sleeve.

U, Gerry, 1 think you'll need 1o explain thar for our colleagues in
Hong Kong,
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Well, us the chient, we wanted everyone to use our Internet-based
application so 1t all the team members could colfaborate and
image their projects more elficiently, Bul frankly, some people
aren’t as Familiar with this sofiware as others. In foct, L sense
there’s a bil of resenmment from those who aren’t using the system
as it wats desipned to be used. Lmean, it's causing problens with
communication: some people in Garmany and Chini preler o e
c-mail. telephone and even paper-hised systems. 10mkes it
ditficuln to keep track of who's doing what. And its [usiating,
because work gets duplicated or missed. and that’s causing more
dhelays. Bul Fd say that cur bipgestobstacle isn 't the technology
s the sy we work together: [ think the tean should be maree task-
driven amd deadline-oriented. But eur contraciors and consultants
in China and Germany seem fo be mugh more focused on
maintaining a very high quatite, which causes more delays,

[ think defining “good enough’ 15 essentinl,

(g
U, warking with a “virtual weam”, i1 you like, that isnt lecated
in the same place, means, wm, there’s obviously no Bace-w-lace
cammumnication, and it makes i just maore difficull e exchange
information and solve probbems, 1Dwed had more faee-to-
Fave meelings early vin then we, um, could have established
better grownd rules and, um, built some trust, yoo know, As it s,
there’s no real sense of working tovards a comimon goal. This
peam reably suffers from poor communication. More telecon
meetings would be a s1an, 20 wé can have regular progeess and
status reports, And anather thing, there really hasa’t been enough
time allocated for guality design and revisions o the plans Now
they're blaming us beepuse the reviscd plans were delayed.

(7128
Teleconferences aren' gasy, you see — first there are the tme
differences. The peaple m Canuda are 12 lours behind us, 2nd we
alwatys have he meetings whei iU Tirst thing in the moming for
thern, but its late af night here, and everyone i= lined. We're ton
polite 1o ask for some adjustment. soowe just pur op with i, And
annother thing, | persenally don't like speaking at telecon
meelings. | feel Jike ["'m confronting the client by discussing
schedule slippage or other patential risks and problems. T can see
it ercaning misunderstandings and friction.

(7123

The feedback we zet Trom th chizat i5 always se negative, § ooy
that we are runnise behind schecbe asd the costs have o over,
especially with the stee] supply, but let's nol forget wae've achicved @
e, tesa, a0 these nine mwnths, 10 ot a Lotal disaster. My engineering
feairn are wonking Gl-hour weeks to get things done. | think people
feeed 10 eryey thedr work and hove fun as a e, bt there's
absalutely no time for that. The work schedoles are . unrealistic
and, um, areressive, T mean. we need to prevent bum-cat, Mo ong
really seems to knonwe when this phase of the project will be Cinished,
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