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\ What is Market Leader and who is it for?

The authors

Market Leader is a pre-intermediate level business English course for businesspeople
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 international business.

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 business and will
enlarge your knowledge of the business world. Everybody studying this course will
become more fluent and confident in using the language of business and should increase
their career prospects.

David Falvey (left) has over 20 years’ teaching and managerial experience in the UK, Japan
and Hong Kong. He has also worked as a teacher trainer at the British Council in Tokyo,
and is now Head of the English Language Centre and a Principal Lecturer at London
Guildhall University.

Simon Kent (centre) has 15 years’ teaching experience, including three years as an
in-company trainer in Berlin at the time of German reunification. He is currently a Lecturer
in business and general English, as well as having special responsibility for designing new
courses at London Guildhall University.

David Cotton (right) has over 30 years’ experience teaching and training in EFL, ESP and
English for Business and is the author of numerous business English titles, including
Agenda, World of Business, International Business Topics, and Keys to Management.
He is also one of the authors of the best-selling Business Class. He is currently a Senior
Lecturer at London Guildhall University.



__Introduction |

\ What is in the units?

Starting up

You are offered a variety of interesting activities in which you discuss the topic
of the unit and exchange ideas about it.

You will learn important new words and phrases which you can use when you
carry out the tasks in the unit. A good business dictionary, such as the
Longman Business English Dictionary, will also help you to increase your
business vocabulary.

You will build up your confidence in using English and will improve your
fluency through interesting discussion activities.

You will read authentic articles on a variety of topics from the Financial Times
and other newspapers and books on business. You will develop your reading

skills and learn essential business vocabulary. You will also be able to discuss
the ideas and issues in the articles.

You will hear authentic interviews with businesspeople. You will develop
listening skills such as listening for information and note-taking.

This section focusses on common problem areas at pre-intermediate level.
You will become more accurate in your use of language. Each unit contains a
Language review box which provides a review of key grammar items.

You will develop essential business communication skills such as making
presentations, taking part in meetings, negotiating, telephoning, and using
English in social situations. Each Skills section contains a Useful language box
which provides you with the language you need to carry out the realistic
business tasks in the book.

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

Market Leader Pre-Intermediate also contains four revision units, based on
material covered in the preceding three Course Book units. Each revision unit
is designed so that it can be done in one go or on a unit-by-unit basis.

LONGMAN ON THE WEB

wvars,  Longman.com offers classroom activities, teaching tips and
online resources for teachers of all levels and students of all
" ages. Visit us for course-specific Companion Wehsites, our

comprehensive online catalogue of all Longman titles, and
access to all local Longman websites, offices and contacts around the world.
Join a global community of teachers and students at Longman.com.

[ LONGMAN Longman English Success offers online
BN 't v
:P-', ENGL'SH courses to give learners flexible, self-paced
SHEARRETES study options. Developed for distance learning
or to complement classroom instruction, courses caver General English,
Business English, and Exam Preparation.
For more information visit EnglishSuccess.com.,

wir,,
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OVERVIEWY

ose a job you love and you will never have to work a day in j

Confucius (551-479 ec), Chinese philosopher

SIENEATTN @) Discuss these questions.

1 Are you ambitious? Why or why not?
2 Do you have a career plan? Where do you want to be in 10 years’ time?
3 Which of the following would you prefer to do?

a) Work for one company during your career

b) Work for several different companies
¢) Work for yourself

Which of the following areas do you work in (or would you like to work in)?
Why?

1 Sales and marketing 4 Administration and personnel
2 Finance 5 Production
3 Management 6 Research and development (R&D)

What should you do to get ahead in your career? Choose the four most
important tips from the list below. Compare your ideas in a group and try to
agree on a final choice.

Change companies often

Use charm and sex appeal with your superiors

Attend all meetings

Go to your company’s social functions

Be energetic and enthusiastic at all times

Be the last to leave work every day

Find an experienced person to give you help and advice

00~ O\ W N R

Study for extra qualifications in your free time



Career moves

1 Careers l

Vocabulary o The phrases below all include the word career. Match them to their correct

meanings. Use a good dictionary to help you.
1 career ladder a) something you do in order to progress in your job

b) period of time away from your job to, for
3 career break example, look after your children

4 career plan ¢) series of levels that lead to better and better jobs
5 career d) chances to start/improve your career
opportunities e) ideas you have for your future career

2 Ccdreer move

Complete these sentences with the verbs from the box. Use a good
dictionary to help you.

make climb take -have decide offer

1 Employees in large multinationals have excellent career

oppertunities if they are willing to travel.

2 Some people:.....covuwviseins a career break to do something adventurous
like sailing round the world or going trekking in India.

3 Onewayto,.....cocviciiss a career move is to join a small but rapidly
growing company.

4 Insome companies it can take yearsto .................. the career ladder
and reach senior management level.

5 Certaincompanies.................. career opportunities to the long-term
unemployed or to people without formal qualifications.

6 Ambitious people often
at school or university.

.................. on a career plan while they are still

Look at the groups of words below. Cross out the noun or noun phrase which
doesn’t go with the verb in each group.

1 make afortune 4 do research
progress a mistake
aliving ajob

—a-trairirecoturse— your best

2 get progress a pension
a promotion time off
the sack early retirement
a nine-to-five job a break

3 eamn a bonus flexitime
a part-time job anti-social hours
money overtime
40 thousand an office job

Make sentences using the phrases in Exercise C. For example, You can make

a fortune with a career in computers.



| 1 Careers

Human resources
and recruitment

A Colette Hill

Female
train drivers

o In your opinion, which three qualities below are the most important for a

successful career in business?

* being on time e being adaptable (open to new ideas)
+ having ambition » knowing about computers

« working hard « having a sense of humour

» getting on with people ¢ looking smart

(being friendly)

0 O 1.1 Colette Hill runs a public relations company that advises clients on

human resources and recruitment. Listen to the first part of the recording.
Compare what she says with your answers to Exercise A.

G O 1.2 In the second part of the recording Colette talks about how to

prepare for a job interview. Listen and tick what you hear.

1 Before the interview find out:
a) how old the company is. v
b) how many people it employs. ]
¢) what the turnover is.

d) how fast it is growing.
e) where its headquarters are.
f) who the Managing Director is.

2 During the interview:
a) answer questions fully.
b) stick to the point.
¢) don't talk for too long.
d) take control of the agenda yourself,
e) give examples in answers.
f) ask questions.

1 N O

I i B D

0 After the interview Colette said that it’s a good idea to volunteer for

challenging work in order to be promoted. Do you agree?

Reading 0 Are certain careers more suitable for women than for men? Which do you

consider a) for women only? b) for men only? c) for either? Include other
careers.

* soldier s nurse » teacher
» police officer e chef * hairdresser
e car mechanic + pilot = politician

Look at the advertisement below from the popular UK women’s magazine
Cosmopolitan. Do you think many people applied? Why or why not?

We believe in opening doors for women train operators
£27,656 (after completion of training)




1 Careers ]

G Now read the article. What do these numbers in the article refer to?

a) 1,400
b) 4.45
€) 27,650
d) eight
e) one

f) 100
g) three

readers who applied for the job

Cosmopolitan readers
queue for Tube job

By PAuL MARSTON, TRANSPORT CORRESPONDENT

MORE than
Cosmopolitan

readers of

applied to
become a London Tube train driver.
London Underground described the

5 response to its single advert in this
month’s issue as ‘exceptional’.

1,400
have

Successtul applicants will have to
get out of bed for regular 4.45 a.m.
starts, but the £27,650 salary and up

10 to eight weeks' holiday may prove
sufficient compensation,

Lorraine Candy, editor of Cosmo,
said the interest her readers had
shown demonstrated that young

15 women were not bound by tradition-
al career patterns,

‘It’s always been a classic thing
for boys to want to be train drivers.
Now we're seeing that girls can do it

20 too,” she said.

‘I don’t think the job is boring or
unsexy and I'm sure the passengers
couldn’t care less whether the train
is being driven by a man or a woman

25 — as long as it’s on time.’

The ability to break bad news to
travellers more sympathetically is
one reason London Underground is
keen to increase ils number of

30 female drivers from 100 - just three
percent of driving staff.

From the Daily Telegraph

0 Answer these questions about the article.
1 How many adverts did London Underground put in Cosmopolitan?
2 What are the advantages and disadvantages of the job?
3 What do passengers care about most?

4 Why does London Underground want to hire more women?



| 1 Careers

Language review

Modal verbs are very common in English. Match these [unctions to the

Modals 1: abllltys examples: making an offer, describing ability, making a request.
requests and Koo b T s S P et T e
offers Can you help me? I can speak French and Spanish.
Could you repeat that, please? He could speak four languages before
R T Al et LM he was ten.
Can I help you?
Would you like a drink? 3 page 118 §

o Rearrange the words in 1 to 9 to make questions from a job interview. Then
decide whether each question is a) making a request, b) making an offer or
c) asking about ability.

1 getyou can | anything?

Can | get you anything?  (making an offer)
details contact your confirm | could?

can you software package use this?

speak languages any other you can?

about tell you job us your present more could?

tell your current salary me you could?

would you as soon as possible your decision let us know?
start you when can?

O 00 ~N v wWwN

like coffee some more you would?

Match the questions in Exercise A with the interviewee’s answers below.
a) It's 43 thousand. b

b) Yes, | use it a lot in my current job.

c) | can let you know next week.

d) Thank you. A coffee, please.

e) Yes, the address is the same, but my e-mail has changed.

f) Id love some. Thank you.

g) Well, I'm currently responsible for European sales.

h) Yes, | can speak French and Spanish.

i) My notice period is two months.

G Work in pairs. Role play a Sales Director interviewing a candidate for the job
of Sales Representative. Make questions with the words below.
For example, ‘Can you drive?’

e drive

» work at weekends

« work on your own

« meet sales targets

* Use a computer

« travel frequently

* use spreadsheets

= start next month

* speak any other languages



1 Careers |

o What kinds of telephone calls do you make in English? What useful
telephone expressions do you know?

Telephoning:
making contact (B) (7 1.3,1.4,1.5 Listen to three phone calls and answer these questions.
1 What s the purpose of each call? 2 Do the callers know each other?

o O 1.3 Listen to the first call again. Complete the expressions on the right so
they have the same meaning as the ones on the left.

1 Canltalkto...? e Rl speak.. ... .10.... .

2 Justa moment... Tenky Ot e S e

3 I'llconnect you. [ SRR IRee SRR CRaNEE S

4 Am | speaking to R G e rvros Carmen Diaz?
Carmen Diaz?

EeYos Nt menn LN TR e

6 The reason I’'m callingis... | Yes,'m ........o.. vovvvvinnns your advert ...

FoCaNI haveyDUEIERe U Lo sy e R S e e s
and address? your name and address?

o O 1.4 Listen to the second call again and complete these phrases.

A Hello.. .Could.. ..... e $pedk. .  to Andrea, please?

ET e liar i sl 2 she’s not here at the moment. Can| ......... B 47

A Yes,please. ........... coceeuenen. % |acques from Intec. ..o ¢ you
........... 7 her | won'tbe ableto ...........% the training course on Saturday.
Sheicarn, ..o BNE oz ©jf there’s a problem. I'm __......... 1
0191 498 0001.

B OK. Thank you. Bye.

o O 1.5 Listen to the third call again. Underline each phrase the speaker uses.
Dave Hi, John. Dave here.
John  Oh, hello, Dave. How are things? [ How are you? *
Dave Fine, thanks. Listen, just a quick word [ quick question.?
John Yeah, go ahead.

Dave Do you think you could give me [ let me have3the fax number for
Workplace Solutions? | can’t get through to them. Their phone’s always
busy | engaged. 4

John I've got it here [ right in front of me.5 It’s 020 7756 4237.
Dave Sorry, | didn't hear / catch®the last part. Did you say 42277
John  No, it’s 4237.

Dave OK.Thanks. Bye.

John  No problem. | Don’t mention it.” Bye.

o Study the Useful language box below. Then role play the telephone calls.
Student A, turn to page 136. Student B, turn to page 138.

Useful language ]

Making calls Receiving calls

Could | speak to Laurie Thompson, please? Who's calling, please?

Yes, this is Ernesto Badia from KMV. Could you tell me what it's about?
I'm calling about ... I’ll put you through.

Could you tell him/her that | rang? Can you hold?

Could you ask him/her to call me back? - I’'m afraid there’s no answer. Can | take a message?




Background

Fast-Track Inc., based in Boston, US, sells
corporate training videos and management
training courses. Fast-Track is looking for a
new Sales Manager for its subsidiary in
Warsaw, Poland. Fast-Track advertised the
vacancy only inside the company as it believes
in offering carcer opportunities to its staff.
The subsidiary’s recent sales results were
poor. Sales revenue was 30% below target.
The reasons are:
e Sales representatives are not motivated
and staff turnover is high.
* The previous manager had no clear
strategy for developing sales in the area.

¢ Only a few sales contracts were made with

client C(')I]'lpaﬂi(‘S, senior mManagers.

A new appointment

There are three candidates for the position of
Sales Manager, Central and Eastern Europe.

They all already work for Fast-Track either in
Boston or in Poland. The successful candidate
will be based in Warsaw. Here is an extract
from the job description for the position.

The successful candidate will be
responsible for:

# developing sales, achieving results and
increasing customer numbers

% managing the sales team so that it is
more motivated, dynamic and effective

He/She will be:
# a patural leader
¥ energetic, enthusiastic and determined

% confident and outgoing

He/She will have:
¥ strong sales ability
& organisational and interpersonal skills

# a good academic background and
suitable experience

# numeracy skills and the ability to
handle administration

# linguistic ability

The position will involve frequent travel
throughout the region.

Profiles of the candidates

O 1.6,1.7,1.8 Read the essential
imformation about each candidate on page
13. Then listen to the interview extracts.



Joanna Pelc

Polish, aged 30

Education Finished
secondary school.
Diploma in Marketing.

Experience Has worked
for Fast-Track as a sales
representarive since
leaving school. Has a
good knowledge of computing.

Achievements Has had the best sales results of
the team during the last five years.

She looks after some of the company’s most
important customers.

Languages Excellent Polish and Russian.
English — good vocabulary but not very fluent.
Interviewer's comments Very strong
personality. Energetic and confident. Sometimes
appeared aggressive during the interview. Will
she be a good team player?

_F{obert Kammsky P

1 Work in groups. You are members of the
interviewing team. Discuss the strengths and
weaknesses of each candidate. Decide who to
select for the vacant position. Note down your
reasons for your choice.

2 Meet as one group. Discuss your choices. Decide

e who should fill the vacant position.

LN
Writing
Complete this memo from the head of
the interviewing team to the Sales Director
of Fast-Track.

<) Writing file page 131

e

To: Sales Director

From: Head, Interviewing team
Subject: Appointment: Sales Manager,

Central and Eastern Europe

1 Ca reeij

Polish, aged 52

Educatzon Umvcrélty
degree (I:.ngmccnng) :
Experience Wide
experience in a variety of
industries. Joined
Fast-Track five years ago
as Regional Manager for
the south of Poland.
Achievements Has been fairly successful,
increasing sales by 12% over the five-year period.
Languages Fluent Polish and English.
Interviewer’s comments Very calm and
relaxed, he moves and talks slowly. A hard

~ worker. He never leaves the office before seven in

the evening, Not creative but happy to get ideas
from the creative members of a team. Respected
by previous staff. Current staff think he is
practical and refiable.

Anna Belinski

German, aged 42
Education University
degree (History)
Experience Over 15
years as a sales
representative in
Germany, the US and
Poland. Joined Fast-Track
a year ago. Has some experience designing
websites for companies.

Achievements A good sales record in all her
previous jobs. In her first year with Fast-Track
her sales results have been satisfactory.

Languages Fluent German, English and Polish.

Interviewer’s comments Quiet but knows her
own mind. Rather nervous at the interview.
Might be good at team building but would
probably depend too much on other people. Had
some interesting ideas for developing our website.
Good at computing and handling figures. Likes
administration. Didn’t seem to have many ideas
about the future of the company.

We recently interviewed three candidates for this position.

We have decided to appoint ...

I will briefly describe the candidate’s strengths and explain the reasons for our decision. ...
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== |ifetime Holidays

‘BGd ideas don’t get better onh’ne.,

ertisement

l Do you enjoy shopping? Do you shop online?

Which of the following have you bought online? Why?

books and magazines  designer clothes CDs  perfume
holidays  groceries  jewellery  travel/concert tickets

Some people prefer not to buy goods and services online. Why?

I Choose the correct word to complete each sentence.

Shopping online } 1 Weoffera .. discount . to customers who buy in bulk.
a) refund b) discount ¢) delivery

2 We ask customers who are not fully satisfiedto . ,................ goods
within seven days.
a) discount b) refund ¢€) return

3 Inordertogetafull .. ................ , customers must send back goods
in the original packaging.
a) discount b) refund ¢) return

4 Goodswillbe . ................ within 24 hours of your order.
a) despatched b) purchased «¢) exchanged

5 Goods are keptinour.................. until ready for delivery.
a) stock b) storage ¢) warehouse

6 Products and services offered at a large discount are generally a(n)



2 Selling online

. Combine words from boxes A and B. Make phrases that match definitions 1 to 7.
For example, credit card details - 2 the name, number and expiry date on

your credit card.
A
creditcard cooling off moneyback method of
interest-free  out of after sales
B
guarantee stock period credit
details- service payment

1 the time when you can change your mind and cancel an order

2 the name, number and expiry date on your credit card

3 the way you choose to buy the goods you want

4 when you can pay some time after you buy, but at no extra cost

5 when the goods you require are not available

6 a promise to give your money back if you are not happy

7 the help you get from a company when you start to use their product

- ustey j 02.1 Simon Murdoch set up the online bookshop Amazon.co.uk. Listen to
Selling on“new the first part of the interview and complete the extracts below.

Before ordering
First, you must have a ... g0od ... ...websife...* and the website needs to
he an 2ands oo 3to use. It needs to provide ............
........................ 4 about the items that you’re buying. And the prices on
there needto be, YoU KNOW, .. ... ittt i, 5, good prices.
After ordering

And then, once somebody’s ordered something from your website, you need
IO pOVIdR R TasE o & which is reliable. And then, if
anything should go wrong, it’s important that you have an excellent
.............................. 7 team dealing with enquiries on the phone or

Simon Murdoch

' O 2.2 Listen to the second part of the interview. Answer these questions
about the online company e-toys.

1 What was good about e-toys? 2 What problems did e-toys have?

O 2.3 Listen to the last part of the interview. Simon describes the main
differences between selling online and high street retailing. Which of these
statements are true, according to Simon?

1 Selling online is similar to selling by mail order in many ways.

2 Warehouses are not essential when selling online.

3 Location is more important for online selling than for high street retailing.

4 High street retailers need to present goods attractively to get people to buy.

- Discuss these questions.

1 What other differences between online selling and high street retailing can
you think of?

2 What are the similarities between the two types of businesses?

s



2 Selling online

Virtual ;l)bcket.
money

Discuss these questions.
1 What do you think teenagers like to buy online?
2 What problems do you think teenagers have buying online?

"\ Look at the article quickly. Compare your answers to Exercise A with what the
writer says.

Now read the article more carefully. Which of these statements are true?

1 Adults spend a greater proportion of their money online than teenagers.
2 Most teenagers pay for goods online with their own credit cards.

3 More than 66% of teenagers in the US and the UK have Internet access.

4 Most teenagers in the US and the UK have bought something online.

5 Children find it easier to persuade parents to buy in a shop than online.

The arrival of virtual pocket money |

Fmanmai services companies are rushmg lo prowde teenagers W|th easier ways of spending their savings online, says John Willman

hey like using the
Internet. They have

lots of money to
spend. And they spend a
shigher proportion of it
online than the rest of us.
Teenagers are just the sort
of people an Internet retail-
er wants to sell to, and the

10 things they want to buy —
games, CDs and clothing —
are easily sold on the Web.

But paying online is a
tricky business for con-

15 sumers who are too young
to own credit cards. Most
have to use a parent’s card.
‘Kids are frustrated with
the Web,’ says Phil Bettison,

20 European Managing Direc-
tor of WorldPay, an Internet
payments company. ‘They
want a facility that allows
them to spend money.’

25 That may come Ssooner
than they think: new ways
to take pocket money into
cyberspace are springing
up on both sides of the

‘Pressing parents to spend
65 online is less productive
than pressing on the high
street. A child who sees a
pair of shoes in a shop can
usually persuade the par-
70 ent to buy them. They're
more likely to ask “Why?” if
you ask to spend some
money online, says Mike
Young of Mondex, the elec-
75 tronic payments company.
One way to help them
convert notes and coins into
cybercash is through pre-
paid cards such as
80 InternetCash in the US and
Smart cards in the UK.
Similar to those for pay-as-

30 Atlantic. If successful, these Internet access has bought
products could provide an something online — mainly
important stimulus to CDs and music. In the US,
online sales. 50 12- to 17-year-olds spend an

In general, teenagers average of six hours a

35 spend enormous amounts: month online, according to
Visa calculates it totalled Jupiter Research. One in six
$153bn in the US last year, buys things over the :
while the UK market is esti. 55 Internet, with CDs, books, Jou-80 1m0l telephones,

ey are sold in amounts

mated at £20bn ($29.4bn) games, videos and clothmg a5 such as £90 or $50 with a
ap annually by NOP, the mar- the most popular items.

ket research group. Most In most cases, parents

teenagers have access to pay for these purchases

the Internet at home or at 60 with credit cards, an

concealed 14-digit number
that can be used to load the
cash into an online account.

school — 88 percent in the  arrangement that is often From the Financial Times
45 US, 69 percent in the UK. unsatisfactory for them FINANCIAL TIMES
One in eight of those with and their children: World business newspaper.

What do these words in the article refer to?

1 they (lines 1-22) feenagers 4 these (line 59)
2 that (line 23) 5 them (line 62)
3 that (line 25) 6 them (line 76)

Do the following words have a positive or a negative meaning?
Write + or — next to each one,

1 tricky (paragraph 2) 4 unsatisfactory (paragraph 6)
2 frustrated (paragraph 2) 5 productive (paragraph 6)
3 successful (paragraph 3)

' Do you agree with this statement? Give your reasons.
‘Teenagers should not have the freedom to buy online.’



2 Selling online

Modals 2: must,

need to,
have to, should

We often use must, need to and have to to talk about strong obligation
and necessity.

Customers must be confident that their credit card details are secure.

Online retailers need to offer guarantees to their customers.

The site has to work quickly and effectively.

We can use should to give advice.

Online retailers should acknowledge all orders by e-mail.

Websites shouldn’t be too complicated.

There is no obligation to follow the advice (but it is good practice).

We use don't have to and don 't need fo to talk about lack of obligation.

You don’t have to queue up when you buy online.

If you buy now, you don’t need to pay anything until next year,

We use mustn't to talk about prohibition.

Advertisers mustn't make false claims about their products. ~_ page 119

Read these rules of an online book club. Then answer the questions.

2
3
4
5
6

7

-

6 I’'m afraid this report is urgent

5\ You must be 18 or over. :
You shouldn’t give your password to anyone. |
[Z\ You don’t have to buy every month. :
[5S  You don’t have to buy our recommendations. |
£\ You need to buy ten books per year. :
2\ You don’t have to pay after each purchase. [
2\  You must pay within three months. :
Can you join if you are 177? No

Can you give your password to a friend if you want to?

Is it necessary to buy a book every month?

Is it necessary to buy the recommendations?

Can you buy only five books per year?

Is it necessary to pay after each purchase?

Is it necessary to pay within three months?

omplete sentences 1 to 8 with suitable endings a) to h).
It’s getting late
| can work from home

a) so we don’t need to order any
more yet.

b) so we must not make a mistake.

¢) so you must not forget to back up
the files.

d) so you’ll have to stay and finish it.
e) so | have to learn some Spanish.
f) so we have to go.

g) so | don’t have to go into the

I’'ve been transferred to
Madrid

This deal is too important to
lose

We lost our database once
before

7 |think we're all in agreement office much.
8 We've still got plenty of stock h) so we don’t need to discuss it any
in the warehouse further.

* Look at the transcript of the interview with Simon Murdoch on page 144.

Then write a list of tips for an online retailer. For example, Your website must
be easy to use.



2 Selling online

Negotiating:

reaching
agreement

Group B looks at the negotiating tips on page 136.
1 Each group agrees on the five most important negotiating tips

on their list.

' Work in two groups, A and B. Group A looks at the negotiating tips below.

2 Then form new groups with members from Groups A and B.
Agree on a single list of the five most important tips from both lists.

Negotiating tips: Group A

» Be friendly.

= Have clear aims.
= Tell the other side what you want.
« Listen carefully.
+ Pay attention to the other side’s body language.
+ Don’t change your plan during the meeting.

« Never be the first to make an offer.

O 2.4,2.5,2.6 You will hear three parts of a negotiation between Michelle,
the manager of a bookstore chain, and a website designer. Listen to each
part and complete the chart.

Negotiating point | What Michelle What the What they agree
wants designer wants
Schedule for Two months
setting up the
website
Payment terms Fixed amount: ;
$b,000 |
Website design | Two covers
f per page




2 Selling online |

ﬁ% O 24,25 Listen again to the first two parts of the conversation. After each

part, complete the missing words. Then check your answers with a partner.

Part1

Michelle  Let’s talk about the time for setting up the website. We want it in a
month’s time. That’s the end of July.

Designer  It’s a bit early. | was hoping to have two months to do the job. If |

finish in one month, ... Wil . You........49ree...." to
reduce the number of pages?

Michelle  Yes, that’s no problem. Just do the best you can. Our .............. 2
is to have the website up and running as soon as possible.

Designer OKthen,.............. 3,

Part 2

Michelle  Now about payment. You want to charge us $50 an hour. That
works out at $400 a day, | believe.

Besigner “Yes, thatsthe . ... ainniiees 4 for the job.
Michelle =Well vl vmnrann > to pay you a fixed amount for the
work:Wecan ..........c... ¢ you $6,000.

Dedigner 1See.BOYOM .. ..cioiiivs isisssisinmnise sesssiiivasins 7 ask you why
you want to pay that way?

Michelle  Well, you see, that way we can control the cost of the project. If we
pay you per hour, the cost could become high. It could get out of
control. This way, we know where we stand.

Designer | see. $6,000. Mmm, that could be all right, | suppose, ..............
............................ 8| get some money in advance.
............................ 9 paying me half when | start the work
and half at the end?

Michelle  Yes, | think we could arrangethat. OK. | . ......... ... ........ nthat,

O 2.6 Listen again to the third part of the conversation. Note down all the
expressions for agreeing and disagreeing. Decide whether they express
a) strong, b) polite or ¢) hesitant agreement or disagreement.

Role play this situation.

A representative of a website maintenance company meets a company
manager to negotiate a maintenance contract.

Website representative: turn to page 136.

Company manager: turn to page 138.
Read your role cards. Then do the negotiation.

Useful language |
Stating aims Rejecting suggestions

We'd like to have it in a month’s time.  We'd prefer to pay you a fixed amount.
We must have delivery by the end of

next week. Bargaining
How about paying me half when |
Making concessions start the work?
If | have to finish in one month, I'll
need to have an extra designer. Focussing the discussion
That could be all right— as long as | Let’s talk about the time for setting
get some money in advance, up the website,




2 Lifetime Holidays

firm. It has many high street shops
and a large catalogue of holidays.
However, it is currently facing
problems. Fewer people are visiting its ﬁ
shops, and demand for its holidays " 1000
has fallen. Most of its customers are
aged over 50, so it now wants to

F%d appeal to a wider range, especially
those aged 30 to 50. The solution
seems to be to sell holidays online.

As Lifetime has no experience of
e-commerce, they want to join with an
existing online company, DirectSun.
DirectSun is a low-budget holiday
website. It offers cheap flights to a
small range of destinations and can
arrange accommodation, insurance
§ and car hire. It has a good customer
g Dase, but it wants a bigger catalogue
. of holidays to offer.

The two firms have met several
times and are now ready to negotiate
the details of a possible joint venture,

500

YEAR 1
(present)

YEAR 2

YEARS5  YEARSL  YEAR3

\ Customer profile by age
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Bk

Furward Stop : = = An_JinFiJI_ =

@ www.directsun.com

-

i- D I R E C T

§

= S, o

i s

Fr 3

oo

i For your holiday

2 P Car hire :

; B Accommodation Great Prices from

E P Insurance DIRECTS LN

-] » Flights ( Destination Depart Price. )
: i > .Compan}f Greece 15/06 £105

E information e e
: % HC?W .to - Portugal 12/06 €139

St Canaries 10/06 €125

Holiday search Balearics 21/06 €T25_
P Late deals \Jpaln__ 3005 €105 )
P Special offers @ SIGN UP NOW

Work in two groups. You are either
a) a director of Lifetime Holidays (turn to page 138)
b) a director of DirectSun (turn to page 141).

Read your role cards and prepare for the negotiation,
Then, following the agenda below, negotiate each
point. Try to reach an agreement on a joint venture.

As a director of Lifetime Holidays or as a director
- of DirectSun, complete the e-mail to the person
“you negotiated with. Summarise what you
agreed.

: Wﬂ'iiﬂg file page 133

1 Length of contract

2 Range of holiday destinations

3 Car hire and insurance

4 Advertising budget

Tou I I
(g ]I
m«:& |cwmt aqmmnt
' ; \

5 Joint venture structure

[x

Below is a summary of the points we agreed at
our recent meeting. ...

S
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< Describing companies
| Listening
= Reasons for success

:P Reading
| Company website
Language review

Present simple and
present continuous
Skills
— Presenting your
company
[ Case study
Valentino Chocolates

e e il T ik

Which of these companies would you like to work for? Why?
1 afamily owned company

2 a multinational company

3 your own company (be self-employed)

9 Which of these business sectors do you work in (or would you like to work
in)? Can you name a company in each sector?
+ Telecommunications / Media » Transport

» Engineering e Vehicle manufacturing

« Retailing * IT (Information Technology) / Electronics
« Construction * Food and drink

« Tourism » Pharmaceutical

» Banking and finance = QOther

A\LTELITETS () Complete the sentences below with words and phrases from the box.

Company . . .
vocabulary share price  workforce  profit +turnever—

subsidiary  market share  head office

1 The amount of money a company receives from sales in a particular period
is called its ... furnover
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4 The employees in a particular country or business are called the

6 The main building or location of a large organisation is its
7 The cost of a company’s shares is its

0 Complete the extract from a company report with appropriate words or
phrases from the box in Exercise A.

FINANCIAL PERFORMANCE

['am pleased to say the company has continued its excellent performance.
We are changing, gr(’)wing and doing well at a difficult time for the

industry.

year, and

Turnover

' was €57,2 million, an increase of 15% on last
? rose by 5% to €6.4 million.

We are a highlw competitive business, We have increased our

1o 20%. Consequently our

and is now at an all-time high of €9.6.
Increased production and strong demand have had a positive effect on

* has risen

our cash flow, so we are able to finance a number of new projects. We have

successfully moved to our new

° in central London. We

are now planning to start full production at the recently opened Spanish

Finally, thanks once again to our loyal and dedicated

¢ in October.

QOur empl‘oyees will always be our most valuable asset.

o Complete the chart below with the information from the box. Then make
sentences about the companies. For example, Cisco Systems is an American
IT company. It supplies Internet equipment.

Peugeot

Benetton
American Express
drug and chemical maker

French  Japanese

drinks supplier

container ship operator
Italian

Company

Cisco Systems

Main activity
Internet equlpment supplier

Car manufacturer

Travel and fmanmal
services prowder

Clothlng manufacturer

Electron;c goods maker

Nationality

American

Spamsh

Amencan

German

Danish

Q Now talk in the same way about your own company or one you know well.
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0 O 3.1 Bruno Tagliaferri is UK Sales Manager at Triumph, the British
motorcycle manufacturer. Listen to the first part of the interview.

Reasons for
What three reasons does he give for Triumph’s success?

success
! 9 O 3.1 Complete this extract from the first part of the interview.

o O 3.2 Listen to the second part of the interview. Which of the following
statements are true?

1 The key markets are thaose in which the most motorcycles are sold.  frue
In France, Triumph has its own subsidiary.

Triumph has its own staff in all its overseas markets.

Triumph has a poor dealer network which needs to be improved.

Buyers of motorcycles are enthusiastic, but they do not know a lot
about motorcycles.

More than 80% of Triumph’s production is sold abroad.
7 France is Triumph’s largest market in Europe.

o WN

=

0 Discuss these questions.
1 Which brands of motorcycle are most popular in your country?
2 What kinds of people buy motorcycles?
3 Should your government encourage people to use motorcycles in large cities?

UEEGINES @) What clothing companies do you like? Why do you like them?
Company website
pany G What are the most successful clothing companies in your country?
O Read this text about Zodiac, a highly successful clothing company, and
complete the chart. The information is from its company website.

ABOUT ZODIAC INC. Brands Zodiac, Gemini, Capricorn

Zodiac Inc. is a global company with three
distinct brands — Zodiac, Gemini and e (S

Capricorn — and revenues topping $8 Revenues

billion. The company has its headquarters

in Seattle. At the heart of our company are e e
more than 100,000 people worldwide, Headquarters

supporting our catalog and website

operations. e e = T S
Long-term, quality growth has always employees

been a priority at Zodiac Inc. — which is

why we're constantly improving the way R e R

we sell our products, serve our customers
and run our business.
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0 Now look at another extract from the Zodiac website. Find the answers to
these questions as quickly as you can.

1 In which year did Zodiac:

a) first sell on the Internet?

b) open its first shop abroad?

1998

¢) open its first store for children?

d) first offer shares?

e) introduce its own credit card?
2 Where did Zodiac open its first store:
d) in France?
e) in Canada?

a) inthe US?
b) overseas?

c¢) for babies only?

O Zodiacinc. - About Zodiac .

Eefresh

tl ﬁ e “ ‘

. Mal!

hul:oFlII

> ABOUT ZODIAC INC.

HOME

CAREERS

FINANCIAL & MEDIA

A

\

Aoy O\ sapioany

. pmas

Rooqidning

4

1Spoy 3bng

Company milestones

1971 Walter Lewis opens the first Zodiac
store in Seattle.

1978 Zodiac goes public, offering half a

million shares of stock on the New York

Stock Exchange.

1984 Capricorn opens its first store, selling

children’s clothes.

1989 Zodiac goes international, opening its

first store outside the US in Japan.

1991 Zodiac’s first Canadian store opens in

Toronto, Ontario.

1992 Zodiac launches its Gemini discount

brand in Manhattan.

shop online gemini.com

1994

1996

1997

1998

1999

2000

2002

Zodiac enters the French market,
opening a store in Paris.

First Zodiac and Capricorn stores open
in the UK and Germany.

Zodiac opens its first baby-only store in
Seattle.

Zodiac goes online at zodiac.com and
achieves sales of $280 million.

Capricorn goes online and introduces its
private label credit card and catalog.

Zodiac establishes more than 200 new
stores.

Gemini launches its Online Store at
emini.com.

o Match words on the left from ‘Company milestones’ with their definitions.

go online
achieve sales
establish

v W N

1 go public a) sell in overseas markets
g0 internam b) trade on the Net
launch ¢) offer shares on the stock market

d) introduce
e) setup
f) reach a sales target

o Work in pairs. Tell your partner about a successful company you know.
Talk about its products and achievements.

5
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Language review

Present simple
and present
continuous

Complete the rules with present simple or present continuous.

» give factual information about company activities.
Zodiac has its headquarters in Seattle.

» talk about routine activities.
I always check my e-mail first thing in the morning.

Some verbs are almost always used in the present simple rather than the
present continuous, for example, like, want, know, need.

Wemse the o ool to:
* describe ongoing situations and projects.
We're constantly improving the way we sell our products.
» describe temporary situations.
She’s staying in Paris till the end of the month.
* talk about future arrangements.
We’re opening a new store next week. 3 page 120

o Complete these sentences with either the present simple or the present

continuous form of the verbs in brackets.

1 Wenormally...... ho{d ______ (hold) our sales conference in Spain, but this
VEBEWR oo iianiiriie (hold) it in Poland.

2 Althoughwe . ... ............. (use) our own sales rep at the moment, we
generally .................. (use) agents in Japan.

3 ltnormally ,................. (take) us two years to develop a new product.

4 Wedontoften.................. (raise) our prices more than 5%, but this
(7 1121 S —— (raise) them 10%.

5 Usually our Sales Director ,................. (deal) with important customers.

6 Weusually .................. (recruit) from within the company, but this time
WE  Sitedag == (advertise) externally.

A S TR (rent) offices until our new headquarters are ready.

8 Thecompany ..........oevv.. .. (want) to achieve record sales this year.

Complete this job advertisement with either the present simple or the
present continuous forms of the verbs from the box.

look have offer employ -be offer
prepare  consider need  grow

We . .dreé, ' one of the largest mobile phone retallers in Europe. We

Ve 2independent and impartial advice on mobile phones, We .. ......¢8

more than 800 stores in 10 countries, andwe .......... * fast.

We ... .7 over 3,000 workers. Currently we . .........5the next

stage in our development, and we ., .. .,,,..  for major growth outside Europe.

We . .......2for people who are reliable, confident and enthusiastic, We
LS experienced people who want to work for an expanding company.,

We | .........'° acompetitive salary and private health insurance. We are wiling

to reward staff with attractive performance-based bonuses.

Ring 020 7946 0008 for an information pack. Ring 020 7246 0008 for an information pack.
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o Which of these suggestions do you agree with?

Presenting your To make an effective presentation, you should:
company find out as much as possible about your audience.

introduce yourself (name, position, company).

start with a joke.

outline the structure of your talk.

vary the tone of your voice.

refer to your notes as often as possible.

use clear visual aids.

0~ oW N R

summarise your main points.
e O 3.3 Listen to a presentation about Tara Fashions. Complete the chart.

Tara Fashions

Where is the head office? Cordoba, Spdm

What does it sell?

Who are its customers?

Annual turnover?

Annual net profits?

Number of stores:
in Spain?
in other European cities?

Strengths?

Future plans?

G O 3.3 Listen again. Tick the phrases that you hear in the Useful language box.

0 Invent a company. Use the headings in Exercise B to help you prepare a
presentation about it. Then work in pairs. Make a presentation about the
company. Ask questions after your partner’s presentation.

Useful language ]

Outlining the presentation Ending the presentation

First, I’ll give you some basic information. To conclude, | want to tell you about our future plans.
Secondly, I'll talk about our stares in other countries.  Finally, a few words about our new project.

Next, I'll talk about career opportunities. Thanks very much for listening to my talk.

Last of all, | want to look at our future plans. Thanks for coming to my presentation.

Introducing new information
Here'’s some basic information.

Let me add a few figures.

Let’s have a look at some statistics.
What are our strengths?

27
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Background

Valentino chocolates are made in Turin,
Italy. They are recognised as luxury
products with a delicious and unique taste.
Some of Valentino’s finest chocolates are
handmade and have won many
international awards.

.
Expansion
The company started by selling raw
chocolate to other chocolate
manufacturers. These manulacturers then
used it to make their own products. Later,
Valentino began selling packaged

chocolates directly to the public and created

the Valentino brand.

The company expanded fast. It now has
almost 300 employees, 75 company-owned
shops, and a turnover of €90 million.
However, in the last two years, sales growth
has slowed down and costs have risen. This
has caused a fall in profits (see Chart 1).

Chart 1: Summary of the last three years’ results

Two years Three years i

ago ago
€87.2m €62.6m

€8.2m €8.9m

Reasons for falling profits

Prices

There is widespread price cutting in the
industry.

Production

Factory machines often break down.

Demand

Demand for its Classic Bar is falling.
Valentino’s new products, biscuits and
cakes, are not selling well (see Chart 2).
Staff morale

Sales staff are becoming demotivated.

Chart 2: Valentino’s main products (as a % of turnover)

KEY

Valentino Classic Bars

Exclusive handmade
chocolates

¥ Chocolate drinks
B Biscuits and cakes

Raw chocolate
8 Packaged chocolates
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The future

The company’s owners want Valentino to
become an international business. They believe
it makes the finest chocolates in the world. This
year they have set aside €1.5 million to invest in
their company. Their problem is to decide how
to spend the money so that the company will
continue to expand. Recently, a well-known
business journal did a profile of the company. It
ended as follows:

Valentino can continue to grow, but only if it
develops new products and finds new markets.

The ways in which Valentino could invest the €1.5 million are listed in Chart 3.

Chart 3: Investment options

1 Extend the factory €500,000 Increase the factory’s capacity by 30%
2 Buy new machinery €200,000 End the delays caused by the old machines breaking down
3 Invest in more research and development  €200,000 Develop new products such as a low-fat chocolate drink,
new biscuits/cakes
¢4 Buy out a local competitor €1.5 million  Reduce local competition
5 Establish a factory in the US €1.3 million  Manufacture chocolates in a major new market
6 Launch a marketing campaign £€500,000 Increase sales of all products
7 Finance a market survey and research €100,000 Assess the market potential for Valentino products.
trips to the US Contact agents
8 Invest in an existing group of cafés €500,000 Become a partner in cafés which sell and promote Valentino
chocolates
9 Set up online sales €150,000 Increase sales and profits
10 Buy a new fleet of cars £500,000 Increase motivation. of the sales staff

You are directors of Valentino. Meet to discuss your

investment plan. .
1 Work in pairs. Decide how to spend the €1.5 million. Memo
Prepare a presentation of your investment plan, with To: CEO

reasons for your choices.
2 Meet as one group and present your ideas.
3 Asone group, agree on a final investment plan.

&

From:
Subject: Investment Plan

T In recent years Valentino has
Writi ng become one of Europe’s leading

As a director of Valentino Chocolates, write a brands of chocolate. It is now

memo to your CEO outlining your investment ?Eady to _bemme 2 successful
plan. Give reasons for your choices. Begin like 1nternat101%a1 business. The
the example Board of Directors has agreed

the following investment plan: ...
3 Writing file page 131
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1 Careers
m o Which of these sentences

a) make a request,
b) make an offer,
¢) talk about ability?

1

W~y v bW N

9
10

He can type 100 words per minute. ¢

Would you like a hand with those bags?

She could sell more than all the other salespeople put together.

He could program computers in Basic when he was four.

Could you help me to write this e-mail — my Spanish isn’t very good.
Can | get you something to drink?

I can dance the samba, but not the tango.

May | ask a question?

Please would you stop talking - 'm trying to concentrate.

They can organise the campaign very quickly.

G Turn to the case study on page 12. Look at the information about the job of Sales

Manager at Fast-Track. Read a) the requirements in the job description and
b) the profile of the first candidate, Joanna Pelc.

Correct this application letter from the first candidate, Joanna Pelc. In most of the
lines 1to 5 there is one extra word that does not fit. One or two of the lines,
however, are correct. If a 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.

WK —

ul. Nowogrodzka 29
01-215 Warsaw

Poland
FastTrack Inc,
1225 Federal Street
Boston, MA 02110
USA 25 February 200—

Dear Sir or Madam

| would like to apply for the job of Sales Manager for the

Central and Eastern Europe area. | have worked at Fast-Track

since | left school 12 years of agoe. | have had some of

the best results in the sales team, with good knowledge 2

of practical sales techniques. However, | also too have 2
4
5

a Diplema in Marketing, which | obtained by doing
evening classes at the University of in Warsaw
Business School. | believe this combination of
practical experience and quadlifications makes me an
ideal candidate for the job that Fast-Track is now
offering.

| am also developing my language skills. | learnt
Russian at schooﬁ My English is quite good, and | am
taking evening classes at the University Language
Centre fo improve my level.

Of course, I'll be glad to say more about my
suitability for the job if invited for an interview.

Yours faithfully

Vosnna Dele

Joanna Pele
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Now look at the information for Robert Kaminsky and Anna Belinski on page 13. Write
an application letter (not more than 100 words) from one of these candidates based
on this information.

2 Selling online
\LLELITETSE  Complete the crossword.

Down

1 Wemust _.............. our customers
the best products and services. (5)

2 Abuyer buys and a seller

............... . (5)

If you don’t like it, you can

............... it for something else of

Across

3 Ifyou don’t like it, you can
............... it and we’ll give you
your money back. (6)

6 One of the problems of online sales:
............... when the customer is 4
not at home (8)

7 A building for storing goods (9)

8 Another word for buy, or something
that’s bought (8)

11 A price reduction often expressed as
a percentage of the original price (8)

the same value. (8)

Something you think is cheap in
relation to its real value (7)

When you send the goods, you ship or
............... them. (8)

9 Money given back to a customer who
has returned goods (6)
10 We don’t have any at the moment.
WeTe out of ioiinaiaine . (5

In each of these pieces of advice to a traditional high street retailer, find which one of
the alternatives is logically not possible.

1 Location is the most important thing. You ....... el find a place that lots of
people pass every day.
a) must b) need to ¢) don’t have to

2 Marketing is not as important for high street retailers as for online retailers, and you
............... spend less on advertising than online retailers,
a) mustn't b) should c) need to

3 You can have a website with a few pages of basic information about your shops, but
RN be very complicated.
a) should b) needn’t ¢) doesn’t have to

I3t
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Training staff to deal with customers in your shops is very important. They
............... learn to be helpful to customers.

a) should b) need to ¢) mustn’t

S Cal il o o 2 8 also have good technical knowledge of the products they sell so
as to be able to answer customers’ guestions.

a) needn't b) should ¢) must

Prodictemun s oo be presented attractively if you want people to buy them.
a) needto b) shouldn’t ¢) must

Unlike online retailers, you . .............. keep large stocks of goods in your shops.
a) don’thaveto h) needn’t ¢) must

Read the text. For each statement 1 to 8 below choose a) true, b) false or

(4]

doesn’t say.

Online sales are at different stages of development in different parts of the
world. Of course, in a lot of places, not many people have computers at work,
and even fewer have them at home. Even mail order has not developed. People
do their shopping in street markets and traditional shops, so the growth of
e-commerce will be very slow there.

In other markets, consumers use computers a lot, but they are very nervous
about giving their credit card details online: they are afraid that computer
hackers may steal them. The main job of online retailers is to persuade peaple
that their details will be safe if they buy online.

In some places, shopping is no longer seen as a leisure activity. Traffic problems,
the difficulty of parking, crowded shops and the high cost of goods in shops all
mean that shopping is unpleasant. Thus, retailers have a big potential market.
But even here, it will take a long time before people lose the need to touch and
see certain types of goods before they buy them.

W N
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The writer is a well-known expert on the subject of online sales.

The article describes four types of market for online sales.

In the first type of market, very few people have access to a computer.

The writer thinks that it will take 30 years for online sales to develop in the first
market described in the article.

In the second type of market, people don’t like to give their credit card details
online.

In the third type of market, people would buy everything online if they could.
The United Kingdom is a good example of the third kind of market.

The writer thinks online selling will last for 100 years.

3 Companies
Match the sectors to the examples of products or services they offer.

CW O~ At P W N B

o

chemicals a) computer programming
construction b) supermarkets

finance c) plastics

IT d) cancer drugs

media e) bridges
pharmaceuticals f) credit cards

retailing g) air services
telecommunications h) trucks

transport i) women’'s magazines
vehicle manufacturing j) telephone services




Present simple and
present continuous

Financial
performance

Unit A Revision |

Use the information about the present simple and present continuous tenses on page
26 to correct these sentences. stands

1 Smithson’s magnificent headquarters building-s-standing in Bloor Street in Toronto,
Canada.

2 The head of Smithson, Carla Ferenzi, is wanting to make Smithson a world-class
company.

3 When Carla is arriving at the office each morning, she is checking her schedule for
the day with her personal assistant.

4 Carla Ferenzi travels in Asia at the moment. She visits important new markets there
as she is needing to know more about them.

5 Carla is knowing a lot of important businesspeople in Asia.

6 Smithson usually recruits about 100 graduates every year, but this year it recruits
150.

7 Smithson expands fast: sales increased by 30 percent last year and the same figure
is forecast for this year.

Complete this article with the correct alternatives.

| am sorry to say the company has not performed well this year. . ... ... e lwas €35
million, a decrease of 12 percent on last year,and ,.............. ? fell by 15 percent to
€1.4 million.

We are in a highly competitive industry. Our .. ............. 3 share has decreased from
21 percent to 17 percent. The company’s share ... .......... 4 has fallen and is now at

an all-time low of 43 cents. Falling production and weak demand have had a negative
effect on our plans, so we are now unable to 5 the new projects that we
announced earlier.

In these difficult conditions, our employees remain our most valuable &
and | would like to thank them for their efforts in the last year. | askthe . .............. 4
to be prepared for some difficult decisions in the year ahead.

a) assembly  b) assignment  ¢) asset
a) workforce  b) manpower ¢) payroll

1 a) Overturn b) Turnround c) Turnover
2 a) benefits b) profits c) payments
3 a) market b) sales ¢) product

4 a)charge b) fee ¢) price

5 a)cash b) finance €) money

6

7



Great ideas

OVERVIEW

D Vocabulary
Verb and noun

combinations
Listening

Developing new ideas
Reading

Three great ideas
Language review
Past simple and past
continuous

Skills

Successful meetings

D Case study
Fabtek

gThe best way to have a good idea'is to have a lot of f‘deas.§
Dr Linus Pauling (1901-1994), American chemist

J Which of the following statements do you agree with? Which do you disagree
with? Why?
1 There are no new ideas.

2 Most of the best ideas are discovered by accident.

3 Research and development is the key to great business ideas.

4 There is nothing wrong with copying and improving the ideas of others.
5 The best way to kill an idea is to take it to a meeting.

What should companies do to encourage new ideas?

] Match the verbs and nouns below to make word partnerships about the
Verb and noun benefits companies get from great ideas.
combinations Varbe
1 exploit b) 3 win 5 enter
2 extend 4 make 6 see
Nouns
a) anaward ¢) arange e) an opening
b) -an-opportunity d) a market f) a breakthrough



4 Great ideas

Match the verbs and nouns below to make word partnerships about the
benefits customers get from great ideas.

Verbs

1 save f) 3 meet 5 protect 7 reduce

2 fill 4 solve 6 enhance

Nouns

a) waste ¢) agap e) a need g) the environment
b) status d) a problem f) time

- Complete the extract from a talk by the head of a Research and Development
Department with the correct form of words from Exercises A and B.

Great ideas are generated in different ways. Sometimes an idea may simply be
when a company ....2Xploits....*an opportunityto .. ................ 2 the
product range, to offer more choice to existing customers. Or a great idea could
allow a companyto.................. 3 a market which was closed to it before.

Companies which are prepared to spend a lotonR&Dmay .. ................ 4a
breakthrough by having an original idea for a product which others later copy,
for example Sony and the Walkman.

On the other hand, some products are developed in response to customer

research. They come from customer ideas. These products ,................. 5a
real need. Or the product does something similar to another product, but
fasterSmIt v ¢ time. Some people will buy new products because
the product ,................. 7 their status — makes them feel more important.
Other people will buy any ‘green’ product which .................. 8 waste or
.................. 9 the environment, even if it is more expensive.

If an idea is really good — perhaps the product .................. 3 gapin the

market—it mayeven.,................. " an award for innovation.

O 4.1 Now listen and check your answers.

A O 4.2 DrTim Cook is Managing Director at Isis Innovation, which is owned
by Oxford University. Listen to the first part of the interview and answer
these questions.

1 lsis helps people to make money from new ideas.
a) Where do the ideas come from?
b) How does Isis turn them into commercial opportunities?

2 Which of the following companies has Isis started? A company which:
a) uses technology developed in the university’s Engineering Department
to make cars go faster.
b) makes houses for bees in order to grow fruit more efficiently.
¢) sells computers to archaeologists.

ﬁeveloplng ne\'&'”
ideas

% Tim Cook

To build a company on university ... 8C[811¢€ . .*, you have to bring together
a number of components. The first thing you needisa ..................
__________________ 2, which we help the researchersto ..................%. Wecan
then use this business plantoraisethe ................. .4—the cash that you

270l v Busma R 5the business. This comes from private i

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



4 Great ideas

Three great ideas ]

~ Complete the parts of the chart which relate to your article.

Job/Industry

Where idea was created

Date of idea

Herta Herzog

Advertising

Richard Sears

Work in groups of three. Student A reads article 1; Student B reads article 2;
Student C reads article 3.

Vodafone

Great idea(s)

Result of idea

Exchange information and complete all the sections of the chart.

When they had their great ideas, what were the following doing?

* Herta Herzog
* Richard Sears

» Vodafone

Article 1

10

2

Double your money

IN tHE 1970s Herta Herzog, an Austrian
psychologist, was working for the
Jack Tinker advertising agency in New
York. One of their clients was
Alka-Seltzer, which manufactured a
product for acid indigestion, sour
stomach and headaches. At that time
the advertising for the product showed
a hand dropping one of the tablets
into a glass of water. Herzog made a
suggestion. She said that the hand in
the photograph should drop two
tablets into the glass. The advertising
was changed and sales of Alka-Seltzer
doubled. After the success of the
campaign, other manufacturers began
to use similar ideas to boost sales.




Article 2

10

Buying without shops

IN 1891, WHEN American farmers were
complaining about high prices in shops in
the countryside, Richard Sears had an idea.
Sears was an agent of a railway company and
at that time he was selling watches with his
partner Alvah Roebuck, a watchmaker. His
idea was to use the new national railway
system and post office to create a new way of
selling: mail order. Sears bought in bulk and
so kept prices low. He was also good at
attracting customers with advertising. By
1895 the Sears catalogue had 532 pages. The
company was expanding fast, so it moved to a
huge building in Chicago. Finally the
company developed the first automated
warehouse. This improved the capacity of the
business by 1,000 percent.

Sears Building, Chicago

Article 3

wn

Pay before you talk

Bv THE 19908 many people were using mobile
phones for both business and pleasure,
They had a contract and received a bill for calls
they had made in the previous month.
Vodafone, a successful UK mobile phone
company, was already making good profits
when it introduced its new Pay As You Tall
service in 1997. This allowed customers to

10

o

4 Great ideas

have a phone without a contract and monthly
bills. Instead, they have a ‘top up’ card to
extend calling and service credit. The
advantage for customers was that they could
carefully budget the amount of money spent —
very useful for parents who gave phones to
their children. Vodafone's great idea was to get

people to pay in advance for their calls, Thanks

to this, sales increased.
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mPastsmple and

past continuous

Successful -

meetings

Complete the rules with past simple or past continuous.

sEWeSetle Lt e to talk about something that was going on
around a particular time in the past.
In the 1970s Herta Herzog, an Austrian psychologist, was working for the Jack
Tinker advertising agency in New York,

e Wealieg wsa the. U0 5 v to describe an action which was
already in progress when something else happened.
Vodafone was making good profits when it introduced its new Pay As You Talk
service.

EWERENGReS e to talk about actions or events we see as
completed. _
Richard Sears bought in bulk and so kept prices low. " page 121

' Complete the story below with the past simple or past continuous forms of

the verbs in brackets.

Mr Fry — Keep me posted

In the early 1970s, Art Fry, a research scientist, had the idea for Post-it Notes
while he was singing in his local church choir. At thattime he .. ............... !
(mark) the correct pages in his hymn book with small pieces of paper. The
problem was they often,,................ 2faloutand Be .....coenssecronss 3
(lose) his place.

At the same time, Dr Spencer Silver, a colleague of Mr Fry’s at the American
COMPARY IM, ... vivivaion: 4 (do) research into adhesives in the Central
Research Department. One day whenFry .................. 5 (use) some of a
new adhesive on the edge of a piece of paper, he found thatit ............... .. #
(stay) where he put it. He also found he could move it to another position
without damaging his book — a perfect bookmark. A little later he
.................. 7 (write) a note on a ‘bookmark’ and put it on a report he
.................. ¥ (send) to a colleague. A new way of communicating and
organising information began. Post-its have now become an essential part of
office life.

" Look at the chart in Exercise B on page 36. Find the same information for

Art Fry.

() Work in pairs. Think of a world event or big event in your company’s recent

history. Describe where you were and what you were doing.

. Which of the following do you agree with? Why?

1 The best number for a meeting is six people or fewer.
2 Never have food or drink during a meeting.

3 Always start and finish a meeting on time.

4 You should sit round a table when you have a meeting.
5 A meeting must always have a leader.

6 Ata formal meeting each person should speak in turn.

¢? 4.4 Freestyle is a sports equipment company. It has developed a new

product, a pair of swimming goggles which adapt to each person’s face and
eyesight. The Marketing Department held a meeting to discuss the launch of
the product. Listen to the meeting. Then answer these questions.

1 What are the two aims of the meeting?

2 Why does Katharina.want to launch the goggles early in the year?
3 Which months for the launch do the participants discuss?

4 Which types of shops does Julia want to target?
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O 4.4 Listen again. Tick the expressions which Inge, the chairperson, uses.

1 Can we start, please? P4l
2 The purpose of this meeting is to decide the date of the launch. ]
3 Katharina, what do you think? O
4 OK, let’s hear a few more views. H
5 Nadia, how do you feel about this? =
6 You're right, Katharina. Let’s get back to the point. O
7 OKeveryone, | think on balance we agree ... =
8 | want us to talk about sales outlets now. O

D) O 4.4 Listen to the meeting again and complete these extracts.

Katharina I'min.... favour.... 'of February or March. There’s a gap in the
market for our products. Why wait any longer?

Inge ... Kenneth, what’s your opinion?

Kenneth o, M, L. R, e * about February. It's a bit
earty intheyean . . i cieiine. W 4in May or
June. People go on holiday then.

Nadia ... The price should be high. Id say, at least £5o0.

LC b T RO, | 5 a minute. | thought we were
talking about the launch date, not about promotion or price.

Inge ... Which outlets do you think we should target?

1611 SR IO . ... (..o s ¢ we should start with the
specialist stores. That’s where most swimmers buy their goggles.

Inge What ... R ariesiss Sias bon sy 7 by

specialist stores, Julia?

Useful language |

CHAIRPERSON
Beginning the meeting  Asking for comments Clarifying
Can we start please? What do you think? What do you mean by ...7
Right, let’s begin. How do you feel about this?  Serry, | don’t quite
; " understand.
Statlng.the_ A Changing the subject
The main aim of the z A
et agis e Let’s move on now to ... Summarising
eHng The next item on the 0K, let’s summarise.
The purpose ofthis agenda is Right, let’s reca
meetingisto... & B P
PARTICIPANTS
Giving opinions Agreeing Interrupting
| think ... I think you're right. Hold on (@ moment).
I’'m in favour of ... | (totally) agree. Can | say something?
Making suggestions Disagreeing
Perhaps we should ... | don’t know about that.
We could ... (I'm afraid) I don’t agree.

' Role play. Work in groups of up to five people.
Freestyle has developed a new tennis racket called Worldbeater. It is light but

gives players increased power and control. It will be launched in the US. The
Marketing Department holds a meeting to discuss a strategy.

Turn to page 139 and read your role card. Then hold the meeting. At the end,
the chairperson should summarise your decisions.

139



Fabtek is a small company based in
Hamburg, Germany. It has produced a new
type of fabric called Protean, which can be
used for a wide variety of products. Protean
has many advantages.

e It is light, strong and long-lasting.

¢ It can be made very thick or so thin that
it becomes translucent.

¢ [t can be made in any colour.

* |t is extremely flexible and soft to the
touch.

® The fabric is made from fibres similar to
nylon and polyester. These are coated
with metals so that the fabric can
conduct electricity.

Fabtek believes that Protean has great sales

potential. At present, it is trying to expand

sales by licensing other manufacturers to

produce interesting new products with

Protean.

Fabtek already has a licensing agreement
with one firm, which has produced some
award-winning products using Protean.
Here are three.

1 ‘Dazzle’ — A range of shoes for

young women

Selling points:

* Light and comfortable - g
adapt to the shape of
a person’s foot

¢ Their colour
can be changed
atany time

¢ Shiny, smart and very durable

e Ideal for dancing

2 Protean steering wheel
& Selling points:
“«.x e Better grip for drivers
* Safer than all other
steering wheels
* Very pleasant to the
touch
¢ Low production costs

3 Protean watch straps

Selling points:

¢ Waterproof and
easy to clean

¢ Anyone can wear
them — non-allergic

* More beautiful than
other straps

e Light up in the dark
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Recently, Fabtek contacted Gadget Plc, a
company with over 2,000 products and a
worldwide network of sales offices. Gadget has
designed and developed many best-selling
electronic, household and automobile products.
Fabtek has asked Gadget to come up with new
ideas for using Protean. Here is an extract from
a letter which Fabtek’s Chief Executive sent to
Gadget’s Development Manager.

We are looking for partners to manufacture products using Protean.
We want to work with firms that are creative and which can design
exciting, innovative products.

We invite you to send us three concepts for new products in the
following form:

A description of the product

Its selling points

Ways in which the product is really new

= LS N

Its target consumers and main buyers
Price which will attract the most buyers

Places where you can sell it

~F Oh A

An advertising and promotion plan

Work in small groups. You are a member of

Gadget’s Product Development Department. ol _rJ_J] i (:)

1 Hold a meeting to propose ideas for exciting A gl
new products which use Protean. Use the
points in the letter as a guide. Discuss the

advantages and disadvantages of each To CEO, Fabtek

proposal. From  New Product Development Team,
2 Choose the three products which you will Gadget Plc

propose to Fabtek in order to get a licensing Subject New product development

agreement.

This report lists the key features of an
exciting new product made from Protean.
It also looks at its key selling points and

You are a member of Gadget Plc’s Product examines its commercial potential.

Development Department. The Chief
Executive of Fabtek has asked you to write a
memo report on one of the products you have
chosen. Outline the product’s key features and
say why it presents a commercial opportunity.

Writing file page 131

lar
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Vocabulary
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Language review
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Participating in

discussions

D Case study
Genova Vending

Machines

5.& is not work that kills men, it is worry.g
Henry Ward Beecher (1813-1887), American preacher and abolitionist

m Q Which of these situations are the most stressful for you?

Can you add any others?

= going to the dentist

= queuing in the supermarket
* being stuck in a traffic jam

= going to the hairdresser

+ finding a place to park

= organising a (dinner) party
» having an interview

= making a speech

e flying

9 What do you do to relax? Which of these activities are the most effective for
you and why? In what other ways do you relax?

playing asport reading eating/drinking  having a bath
walking gardening massage shopping listening to music
watching TV meditating  surfing the Net

_42]



Dealing with
stress

A Cary L Cooper

5 Stress |

o Rank these situations from 1 (most stressful) to 8 (least stressful). Then
discuss your choices.

+ making a presentation to senior executives

« |eading a formal meeting

¢ telephoning in English

= writing a report with a tight deadline

¢ negotiating a very valuable contract

= meeting important visitors from abroad for the first time
+ asking your boss for a pay rise

« dealing with a customer who has a major complaint

Can you think of any other stressful situations?

o What do you think are the main causes of stress at work?

0 O 5.1 Professor Cary Cooper is a well-known authority on stress
management. Listen to the first part of the interview and answer these
questions.

1 According to Professor Cooper, what are the two major causes of stress at
work?
o Firstly, increasing .........ccvvieer ceiieieanaanns
s Secondly, working

2 Does Professor Cooper think these are new problems? Do you agree?
Explain why or why not.

o O 5.2 Listen to the second part of the interview. Tick the examples of stress
which Professor Cooper mentions.

1 long hours v
2 too much paperwork [
3 not enough breaks during working hours E
4 adifficult boss =
5 transport problems going to and from work B

6 lack of promotion opportunities for women 1

@ O 5.3 Listen to the third part of the interview. Underline the correct answer,
according to Professor Cooper.

1 Men /Women are more flexible.
2 Men /Women cope with pressure better.
3 Men /Women have more stress-related illnesses.

G In your opinion, which of the following apply more to men or women. Why?
Men / Women
1 are better time managers.
2 are less worried about deadlines.
3 have more pressure outside work.
4 are less ambitious.
5 worry more about making mistakes.
6 pay more attention to detail.
7 are better at doing many things at the same time.
8 are more likely to become angry when stressed.
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UCEGILES () Before you read the article, discuss these questions.
A career change 1 Did you have a ‘dream job’ when you were a child?

2 Whatistheratrace? Isita
a) game where people bet money on rats that race?
b) very busy and competitive way of life?
¢) group of criminals driving fast cars?

3 To swap means ‘to exchange’: true or false?

(© Read the article. Then answer the questions that follow it.

Banker swaps rat race for bus lane

By SiMoN DE BRUXELLES

A BANK manager has given up his £30,000-a-year
job with NatWest to realise his childhood ambition of
becoming a bus driver.
Despite the £11,000 salary and anti-social hours,
5 John Burgin, 48, has never been happier. ‘Banking
was a career but in the end it became just a job,” he
said. *Once I knew I was leaving, I used to go outside
at lunchtime and watch as the buses drove up and
down. The time had come.’

10 His passion was awakened as a boy growing up in
Sheffield, where he collected bus maps and time-
tables. But Mr Burgin, from Nailsea, near Bristol,
went on to spend nearly 30 years working his way up day then took work home. and it never really finished.

through NatWest. There is stress in driving a bus around Bristol, but it’s
15 ‘The levels of stress are totally different, he said. ‘At a different kind and I don't take it home.”

the bank, things were very political. I worked hard all From The Times
Y T W PP i e N =

What job does John Burgin do now? What job did he use to do?
How much did he earn? How much does he earn now?

What did he collect when he was a child?

How long did he work in a bank for?

‘Banking was a career but in the end it became just a job.” What does Burgin
mean by this?

6 Why is Burgin’s new job less stressful than his old one?

vi B W N e

o Look at the words below. Which go with the job of a) a bank manager or
b) a bus driver? Label them a) or b).

acustomer d)  atimetable  anaccount  agarage
a nine-to-five job wages a shift a passenger aloan
a salary a terminus an overdraft

) Find words and phrases in the article which mean:
1 to stop doing an activity (paragraph 1).
2 to achieve a dream (paragraph 1).

3 times when people do not usually work, for example the weekend or at
night (paragraph 2).

4 to get better and better jobs in the same company (paragraph 3).
5 to do extra work outside the office (paragraph 4).



Vocabulary (A

Stress in the
workplace

Stressful jobs

(B

(C

5 Stress |

Match the words to their definitions.

1 lifestyle a) atime or date by which you have to do something
2 workaholic b) a system where employees choose the time they start

4 deadline ) the way people choose to organise their lives

5 flexitime d) someone who cannot stop working and has no time
for anything else

e) the amount of work a person is expected to do

Complete each sentence with an appropriate word from the list in Exercise A.

1 | worked until 11 o’clock at night to meet the
the report.

2 | work six days a week and never have a holiday. My girlfriend says I'm a

for presenting

3 Karlhasaheavy ., ................ at the moment because several colleagues
are sick.

4 She gave up a highly paid job to join a meditation group in India. She’s
completely changed her

J ;PP rE——— system can help to reduce stress levels of employees by
giving them more control over their working hours.

Look at the words in the box. Discuss where to put the jobs in the stress
league below. Then turn to page 140 and check your answers,

Actor  Hairdresser  Librarian Banker Busdriver Teacher

Your place in the stress league
Rating is from ten to zero: the higher the rating, the greater the pressure

Miner 8.3 Musician 6.3 Accountant 4.3
Police officer o e ol @ S 4.3
Construction worker 7.5 Social worker 6.0 Solicitor 4.3
Journalist 1.5 Sales assistant 5.7 Architect 4.0
Airline pilot 7.5 Stockbroker 5.5 Optician 4.0
Advertising executive 7.3  .................. 5.4 Postman 4.0
.......................... 7.2 Psychologist e R
Doctor 6.8 Diplomat 4.8 \Vicar 35
Film producer 6.5 Farmer 4.8 Nursery nurse 3.3
Fireman 6.3 Vet i LT S e et i 2.0

Source: University of Manchester Institute of Science and Technology

Is your own job (or one you intend to do) included in the table? Do you think
itis in the right place?

What about the other jobs in the table?

If your job is not included, where would you place it?

Discuss these questions.
1 Do you like working under pressure? Why or why not?

2 What deadlines do you have to meet in your daily life?
Which are the most difficult to meet?

3 Why do people become workaholics?



| 5 Stress

Language review

Past simple and
present perfect

Answer the questions about the sentences in italics.
1 She has worked in Warsaw for five years.
* Does she work in Warsaw now?
2 She worked in London for three years.
¢ Does she work in London now?
Which sentence (1 or 2) uses the past simple? Which uses the
present perfect?
We use the past simple:
* to talk about completed actions that happened in the past.
They worked over last weekend to meet the deadline.
¢ to refer to a definite moment or period in the past.
They made the presentation on Monday.

The present perfect connects the past and the present. We use the present
perfect:
+ to talk about past actions that affect us now,
Our company has just introduced flexitime and everyone's delighted.
« to talk about life experiences.
I've worked with many companies where stress was a problem.
* [0 announce news.
The CEO has appointed a new management team. 3 page 122

@) Cross out the incorrect sentence in each pair.
1 Stress levels have increased in recent years.

Stress-levels-increasedinrecent years:

2 The role of women changed dramatically over the past 100 years.
The role of women has changed dramatically over the past 100 years.

3 He has worked as a stress counsellor since 1999.
He worked as a stress counsellor since 1999.

4 |resigned two months ago.
| have resigned two months ago.

5 Have you ever been to a stress counsellor before?
Did you ever go to a stress counsellor before?

6 | have seen a stress counsellor last week.
| saw a stress counsellor last week.

0 Write the time expressions from the box under the correct heading.

Past simple | Present perfect

two yedrs dgo | 50 far

So-far -tweo-yearsage- ever in1999 yet just
yesterday  for the past two weeks  already never

last Monday  during the 1990s  over the last few years
since 2001 when | was at university

G Work in pairs. Ask and answer questions about the subjects below.

attend a conference « travel abroad on business
be late for an important meeting  « make a presentation
make a telephone call in English ~ * goon a training course

Have you ever attended a conference? B Yes, | have.
Where was it? B In Madrid.

b N



o 7 5.4 A personnel manager and two colleagues are discussing ways of
Participating in improving the staff’s health and fitness. Listen and note down their

discussions suggestions.

9 O 5.4 The speakers use several expressions to make suggestions. Listen
again and fill in the missing words.

AW oo S NSRS all staff a free medical checkup.

7Y o g RN I OB having a no-smoking policy in the staff
restaurant?

BRI WG . oo ovtiins anuasaninssioaNans the food.

B WE i s the menus and offer healthier
meals

07 e e, el NS setting up a counselling service, Vincent?

G O 5.5 Later in the same meeting they discuss whether to buy group
membership to their local Sports Centre. Listen and tick the expressions they
use. Then write A if the expression shows agreement, or write D if it shows
disagreement.

1 Mm,|don’tknow. D

It sounds interesting, but it could be very expensive. v D
| agree with you, Tanya. It'd cost a lot ...

| don’t agree at all. It’s got a very good pool and sauna.

Yes, it’s worth checking out, | suppose.

A sauna is very relaxing, | must admit.

Maybe, but there are so many other things we could do.

N ook W N

0 Work in pairs. You work in the personnel section of a large bank. Discuss how
to deal with the problems below. Use expressions from the Useful language
box to help you.

1 Staff often arrive at work late and leave early.

2 Abuse of the telephone and e-mail systems. Staff often use them for
personal matters rather than for company business.

3 High staff turnover of front-desk cashiers in all the bank’s branches.

Useful language ]

Making suggestions Agreeing

Yes, that’s right.

| think | agree with you.
Exactly.
Good/Excellent idea.

We could offer staff a wider choice of food.

Why don’t we change the menus?

How ahout offering healthier meals?

What about having a no-smoking policy?

| think we should send out a questionnaire.
(strong suggestion)

Disagreeing :
Yes, but what about the cost? §
I’'m not sure | agree. i
| really don’t agree.
(strong disagreement)

Giving opinions

| think that we should ask the staff.

| feel that we have to consider the cost.

I’'m sure/convinced/positive that people would like it.




\

Background

Genova Vending Machines (GVM) is part of a
multinational company, based in Zurich, Switzerland.
GVM merged with another company 18 months ago.
As a result of the merger, the management:

* cut the workforce by 15%.
* introduced open-plan offices.

¢ proposed that salary payments and staff
recruitment should be done by outside companies
instead of by the Human Resources (HR)
Department. If this happens, there will be
redundancies in the department.

Most staff are now worried about job security and
morale is low. In particular, staff in the Human
Resources Department complain of being
overworked and severely stressed. Absenteeism

is high and several staff have

recently resigned.




5 Stress |

Consultants’ findings

The management has asked a group of consultants to study the problems in
the HR Department. They have presented a report of their findings.

Space problems Further staff cuts

The HR staff do not like the open-plan office. They There is a new rumour about possible further

don't have enough space or privacy. Many of them redundancies. The unions have said that they will
work in small areas without windows. The office is recommend strike action if this happens.

noisy and staff are often interrupted by colleagues. The new HR Director

Heavy workloads : The new Director of HR is extremely unpopular. She
Because of the redundancies, staff are working harder doesn't listen to people or try to understand their
and longer hours. Also, they have to attend too many points of view: She often criticises staff and rarely
meetings and deal with too much paperwork The praises them. She never mixes with staff outside
company is monitoring their work more closely and office hours.

controlling them more than ever before. Career moves

Pressure from the redundancy process Several good HR personnel say they will resign unless
Since last year, the HR staff have had to make many the situation improves.

colleagues from other departments redundant. Some
of the HR staff involved in this have suffered great
emotional strain.

1 You are members of the group of consultants
studying the problems in the HR Department. Work
in small groups to discuss these questions.

* Which problems do you think are the most
serious?

» What should the management do to solve the
problems?

2 Meet as one group. Work out an action plan to

k reduce the stress in the HR Department.

%ds
Writing

As leader of the Stress Management Team, write
amemo to GVM’s Managing Director outlining
your recommendations for stress management in
the company in both the short and long term.

< Writing file page 131

Memo

To: Managing Director, GVM
From:

Date:

Subject:  Stress Management

A meeting of the Stress Management Team was held on ... . The following recommendations
were made:

l4o
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Corporéte
entertaining

Tony Barnard

Imagine you have to entertain a group of foreign businesspeople. Which of
the following activities would you choose? What would you add?

e tennis
s restaurant
« art galleries

¢ historic sites
+ bar/nightclub
» theatre

= opera/concerts
= wine tasting
* horse racing

* motor racing
s golf
«+ football

' Match the six most popular UK events for corporate entertaining to the

photographs above.
1 The Grand Prix 3 The Open Golf Championship 5 Royal Ascot
2 Wimbledon 4 The Chelsea Flower Show 6 Henley Regatta

' Many companies spend a lot of money on corporate entertaining. Do you

think the money is well spent? Why or why not?

O 6.1 Listen to the first part of the interview with Tony Barnard, an expert
on corporate entertaining. Then answer these questions.

1 What kind of entertainment programme do most companies have?
Complete the phrase:
.................. R M.................. programme.

2 According to Tony, why do companies spend money on corporate
entertaining?

3 What other events are mentioned in addition to the ‘big six’?

O 6.2 Listen to the second part of the interview and answer these
questions.

1 Why is corporate entertaining important for small businesses?
2 What does Tony think about entertaining in times of economic decline?

What big events do companies use to entertain customers in your country?




]

Eating and
drinking

6 Entertaining

Put the following into a logical order for entertaining in a restaurant.

a) Look at the menu | | e) Havethe main course | |
b) Ask for the bill (BrE) / check (AmE) [ | f) Have a dessert []
¢) Book atable (BrE) / g) Order a starter L]

Make a reservation (AmE) ] (]

vt h) Have an aperitif
d) Leave atip )

Write the foods below under the correct headings. Add some words of your own.

Hamb- -breceol- eggs banana beef peas «crab beans
melon pasta lemon tomato lobster fish ‘potato cheese
onion veal chicken prawns apple mussels orange rice

Seafood I Other foods

|
| |
H
|
|

Fruit ]| Meat 1 Vegetable
I
| 1

l[amb | broccoli

What are some typical dishes from your country? How would you describe
them to a foreign visitor? Use some of the adjectives below and the nouns
from Exercise B. Study these examples.

= It’s a kind of seafood/vegetable. « [t's quite spicy/rich.

» |t’s g bit like chicken/lamb. s You can eat it with rice/pasta.

boiled fried baked grilled roast steamed spicy
hot rich sweet salty delicious tasty bland rare
medium rare  well done

Match the options in the first box with the drinks in the second box. For
example, black or white coffee. Add other drinks.

Options

1 black/white €) 3 red/white 5 bottled/draught
2 still/sparkling 4 single/double 6 with milk/lemon
Drinks

a) beer ¢) water e) coffee

b) wine d) tea f) whisky

Work in pairs. Imaéine you are offering a guest a drink. Use words from
Exercise D.



6 Entertaining

entertaining in
Japan

By Ken Hijino and David Ibison

Hisako Saka, a hostess at a
bar called Bouguet in
Tokyo’s high-class enter-
tainment area, is complain-
5ing. ‘Customers go home
before the last train and
order far fewer drinks.
They are less cheerful and
talk about restructuring all
10 the time,” she said.

‘Fewer girls are deciding
to become hostesses. My
salary has halved.’ Corporate
entertaining is in steep

15 decline. Newly released fig-
ures from Japan’'s National
Taxation Administration
have revealed that Japanese
companies spent 13.3 per-

20 cent less on entertaining
and gifts in the year to last
January than in the previ-
ous year.

The latest figures show

25 spending on entertainment
is at its second lowest level
since records began in 1961.

52

Corporate.

% How important is corporate entertaining in your:
b) industry/organisation?

a) country?

3 JAPAN SAYS GOODBYE TO KARAOKE NIGHTS

e e e T e T T R kg A R i

2 JAPAN PREFERS TO SING AS BUDGETS ARE CUT

£

The decline indicates that
the high spending days of
30 the 1980s are over and that
a new phenomenon - cost
control — has entered the
corporate dictionary.
As the credit environ-
35 ment has tightened, losses
have multiplied, restructur-
ing has taken hold and the
concept of shareholder
value has crossed the
40 Pacific, leading to enter-
tainment budgets being
cut. In the boom days some
executives would think 1it-
tle of running up a £7,000
45 bill in one night entertain-
ing an important client.
These days the entertain-
ment still goes on but at
more modest establish-
50 ments. Cheaper restaurants
are busier and karaoke par-
lours are being chosen over
expensive nightclubs,
Kunio Sato, a bar owner
55 for the past 35 years in
Ginza, Tokyo’s most famous

oV oW N R

Find words or phrases in the article which mean:

=

s WwWN

(paragraph 4)

ey P iy o T S it R

reduced by 50% (paragraph 2)

reFR e Tl

entertainment area, said
sadly, ‘Companies are much
stricter these days with
60 what they will let their
employees spend compared
with the old days.’
The cost cutting does not
end at the bar. Some of
65 Japan's huge conglomerates
have cut down ritual corpo-
rate gift giving. Budgets for
gifts at New Year have, in
some cases, been cancelled,
70 forcing employvees to buy the

hd{W/d

decreasing rapidly (paragraph 2)
reorganising a company (paragraph 4)
a plan of how to spend an amount of money for a period of time

5 economically good times (paragraph 4)
6 a large business organisation of several companies (paragraph 7)

“___“!.:.:I:T}:5.’.’:-‘--_!2'_-:-:._ S

' Skim the article below. Then decide which of these headlines is the best.

g

e fTE re b &

3 JAPANESE GOVEHNMENT TO TAX GIFTS AND ENTERTAINMENT B

gifts themselves, according
to an employee at one large
conglomerate.

From the outside, the dis-

75 covery by Japanese compa-

nies of basic cost control

can be seen as an encourag-

ing development in an

~economy that had previous-
80 1y let spending run wild.

From the Financial Times

FINANCIAL TIMES

World business newspaper.

' Now read the article carefully. Are the following statements true or false?
The number of bar hostesses is increasing.
Spending on entertainment is the lowest since 1961.

Saving money is now important to businesses in Japan.

Entertaining in restaurants and karaoke bars is still important.
Nightclubs are less important for entertaining than in the past.
Employees prefer to pay for corporate gift giving themselves at New Year.

false

. Compare the situation in Japan with what happens in your own country

or company.

S

]
|
¥
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6 Entertaining

A multi-word verb is a verb and one or two particles (prepositions or
adverbs). Look at the following examples from the text.

... executives would think little of running up a £7,000 bill ...

Some of Japan's huge conglomerates have cut down ritual corporate gift giving.

Multi-

= [t may be possible to guess the general meaning of the multi-word verbs
above. However, sometimes a new meaning is created.
I had to turn down their offer of dinner. (= refuse)

* Some multi-word verbs can be separated from their particles.
I called off the meeting, or I called the meeting off. (= cancel)

e Some multi-word verbs cannot be separated.

She paid for the drinks, not She-paid-the-drinksfor. ) page 123

" Match the multi-word verbs in sentences 1 to 8 with their definitions a) to h).

1 Alice is looking after some visitors from Taiwan,
2 They want to look around the city before they go.
3 We look forward to welcoming their Chief Executive.
4 Our Sales Manager is taking them out tonight.

a) see the sights
b) arrive/appear
¢) getinvolved in
d) give attention to/protect

5 We hope all staff can take part in the visitor programme. e) accept (an offer)
6 We'd like to take up your invitation to visit you next year. f) wait with pleasure
7 We changed the hotel booking when several extra visitors turned up. g) entertain

8 It was a shame to turn down their invitation to the sales conference. h) refuse

_ Tick the correct sentences. Correct the mistakes in the other sentences.
1 She turned me down.
2 Her secretary looks her after really well.
3 | looked the warehouse around.
4 They took us out to an excellent restaurant.
5 The visitors turned very late up.

© Complete this story with the multi-word verbs given below.

| was really worried when | had to meet our new sales team in Tokyo as it was
my first time there. No one ___fb_fﬁf?s‘%d, Hp...*at the airport to meet me. Sachiko,
the person meeting me, had been given the wrong information. When we

finally met,she .................. 2 me really well. The next day we
.................. 3 the retail outlets, and lactually ..................4 their sales
meeting on the last day. In the evening the sales team offered to
.................. 5fordinner,butlhadto..................° because | was really
tired. However, 'mreally .................. 7 my next visit, and I'll certainly
.................. 8 their offer of dinner next time.

1 a) looked around b) turned up ¢) turned down

2 a) looked around b) looked forward to ¢) looked after

3 a) looked around b) looked forwardto  ¢) looked after

4 a) tookcare of b) took partin c) tookup

5 a) take me out b) look after me ¢) turn me down

6 a) take care ofthem  b) turn them down ¢) turnup

7 a) looking after b) looking forwardto  ¢) looking around

8 a) take up b) turn up ¢) turn down



6 Entertaining

. What do you say to a business contact when:

Socialising: 1 you introduce yourself?
greetings and 2 you introduce another person?
small talk 3 you are introduced to another person?

O 6.3 Listen to five conversations at a conference. Match up the speakers in
each conversation. Then decide whether they know each other.

Speaker 1 Speaker 2 Do they know each other?
1 Liz ) L inda Balsstn Te g B LnnT e T
2 James D)tlgrgen . R s R B e e
3 Julia - R e R s R R
4 John ~d) Jane = ¥s
5 Carla ef-SamclaRe it aaplia ST B ey

: 06.3 Try to complete conversations 2 and 4 below. Then listen again and
check your answers.

Conversation 2

C Oh, yes ... Bill. He’s in Moscow now.

B Really? | didn’tknowthat. .................. him my
time you see him.

C Yes, | will.

Conversation 4

A Hi, 'm John.

B Hello,John................... ¢ to meet you. I'm Lisa from the Munich office.

A Oh, Munich. I've never been,but | .. ................ o N B e
city, very lively.

B Yes, itis. It’s great. You should come. The conference is going to be there
next year.

L o 9to. Plllook .................. 1 tp jt,

Look at the expressions below. Which are said by
a) ahost? b) aguest?

Label each expression either H (for host) or G (for guest).
1 Can | get you a drink? H

Yes, it’s just down there on the left.

It all looks good. What do you recommend?

Would you like me to show you round?

Help yourself to some food.

Yes, please. I'll have a white wine,

Can | give you a lift to the airport?

Yes, I'd love to see some of the sights.

Could you tell me where the toilet is, please?

It’s very kind of you to offer, but there’s a taxi coming for me at 11.00.

W oN o e WN
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6 Entertaining

Match the sentences from Exercise D in logical pairs. For example,
Can | get you a drink? (1)
Yes, please. I'll have a white wine. (6)

Useful language

Introducing people Requests
Jurgen, this is Lisa. Could I use your phone, please?
Anita, do you know Dr Olafson? Do you mind if | take one of
Have you met Nigel? your brochures?
Peter, I'd like you to meet
Steve Jones. Offers

Can | give you one of my cards?
Making small talk Would you like to have dinner
‘How’s business?’ ‘We're having with us tomorrow night?

a great year.’
‘How are things?’ ‘It’s really busy
at the moment.’

Responding

Pleased to meet you.
Nice to meet you.
Good to see you again.

. Work in pairs. Role play the conversation below.
You are at a conference. You recognise someone you met at a conference two
years ago. Introduce yourself and make small talk. Use your role card to

prepare for the conversation.

Participant A

* You met B two years ago at a conference on Customer Care
in Frankfurt.

* You own a small firm which sells office equipment.

e |t’s your first day at the conference — you arrived late last
night. i

e You haven’t seen the city yet.

e You are staying at the Grand Hotel in the city centre (a good '.-'
choice: room service and the facilities are excellent).

® You are leaving in three days’ time.

¢ You think the conference will be very interesting.

T T T T T T T T T L T T s T T et

Participant B
e You met A two years ago at a conference on Customer Care
in Frankfurt,

* You are the sales manager for a large telecommunications |
company. i

e You have been at the conference for three days.

* You have visited the city (beautiful old cathedral,
interesting museum, excellent restaurants, but very
expensive).

e You are staying at a small hotel outside the city (a bad
choice: room too small, too far from the centre of the city).

* You are leaving tomorrow.

® The conference is boring — the speakers talk too much and
go overtime.

BT
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9 ) : Organising a conference

VMI, an international financial services
company based in Valencia, Spain, is
holding its first international conference
later this year. The Chief Executive, senior
managers at head office and about fifty
managers from its overseas subsidiaries and
sales offices will attend. The aims of the
conference, in order of priority, are:

* to allow managers to get to know each
other and become a stronger
international team.

¢ to thank managers for their hard work.

* to discuss how the company can improve
its products and services.

The conference will take place in July.
Participants arrive on Friday evening and
leave on Monday morning. The budget is
$2,000 per participant.

This is an important event and the
Marketing Department must plan it

carefully. The venue they choose must have:

* reasonable access to an international
alrport.

® one large conference room.

e preferably four or more seminar rooms.

® 2 choice of activities outside the main

conference programme.

The marketing team sent out a
questionnaire to find out what type of venue
the participants preferred. They have
selected four to choose from. All prices
include the cost of flights.

Preferred location

* Seaside 24
s Outof town 2%

Task

You are members of VMI's Marketing Department.

1 Work in small groups. Discuss which hotel
best meets the requirements of the
conference.

2 Meet as one group and listen to each other’s
ideas.

e City 98
e Island 25

As Chief Executive of VMI write an e-mail
inviting the overseas sales managers to
attend this year’s conference. Inform them
of the dates, the purpose of the conference
and the details of the location.

... Whiting file page 133

To... | [Chief Executive i1l

[ €en. ] [pirsies ransgers
Subject: [This year's conference

it 5} [0_JE » r u @~ @

| am writing to invite you to
attend this year’s conference.
It will be held ...
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_ Long Beach Hotel, Casablanca, Morocco

Seaside location
S5-star hotel
* Two large confererice rooms but no seminar rooms :
© * Large swimming pool, sauna, tropical garden, shops and
 nightclub A
Price: $1,500 per participant, including meals and all
entertainment at the hotel (it is a one-hour drive to the
town)
~* Advantage: Very attractive beach
-« Disadvantage: Few cultural attractions

Hotel Moda, Prague, Czech Republic

4-star hotel

- One conference room and two seminar rooms
Spacious bedrooms. Large swimming pool (open to the
- public), sauna, Jacuzzi, hairdressing salon, satellite TV
Price; $950 per participant, including meals and two
guided tours

Advantage: Low. cost means more money for cultural

- tours, sightseeing, the opera, etc. .
Disadvantages: Half an hour by underground to the city
centre. Heavily booked in summer

Hotel Matong, Tioman, Malaysia
(an island off the east coast)

S-star hotel
‘Wide choice of large and small conference rooms
Spacious grounds with tropical gardens
Golf course, tennis courts and football pitch
Price: $1,350 per participant, including meals 4t
Advantages: Beautiful island setting — peaceful and quiet
Disadvantage: Not very accessible

Hotel Colossus, Las Vegas, USA

S-star hotel -
Magnificent architecture in the Greek style

Huge rooms, with spacious balconies. Own casino
Qutstanding conference facilities. Serninar rooms
available at extra cost
Price $1,950, including meals and one tour, $50 spending :
money for the casino :
Advantages: Fasy access from airport, Many extras such
™ as free use of car included in the price

-Disadvantage: Many tourists visit the hotel day and night. |

\
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Match the verbs 1 to 6 to the nouns that they go with. Then complete the definitions
with the phrases a) to f).

If you ...

1 exploit an award

2 extend \an opportunity  d
3 win arange

4 make a market

5 enter an opening

6 see a breakthrough
you ...

a) startselling your products in a new place, or start selling new products.
b) do something more successfully or efficiently than before.

c) see the chance to do something.

d) make the most of a chance to do something.

e) increase the number of products you sell.

f) geta prize because your work is so good.

Read the text. For each statement 1 to 8 below choose a) right, b) wrong or c) doesn’t
say.

Juana Lopez has invented a number of things over the years, but they were
mostly relatively small improvements to existing products. Then one day she had
an idea for a dishwashing machine that worked without using water. She went to
see several dishwasher manufacturers about producing the machine, but none
of them were interested.

Juana found investors to back her idea and founded her own production
company. She spent millions of euros on developing her dishwasher, and it was
launched three years later. From the day of the launch, sales were very good -
better even than Juana had hoped.

But Global Domestic (GD), one of the companies that she had been to see,
launched its own waterless dishwasher. Juana obtained one and found that it
used a lot of the technical ideas that she had developed and patented: she had
obtained legal protection for these ideas so that other companies could not use
them. After a long legal pracess, GD was forced to stop making its competing
dishwasher and to pay Juana several million euros.

Now Juana’s waterless dishwasher has 4o percent of the worldwide dishwasher
market, and this is increasing every year. There is no other dishwasher like it.
Word-of-mouth recommendation by satisfied users has made it a big success.

Juana Lopez is Spanish.

Her dishwashing machine was her first invention.

She went to see several manufacturers about producing the dishwasher.

She founded her own production company, entirely with her own money.

GD produced a dishwasher that copied a lot of Juana’s ideas.

Juana’s case against GD was settled in a court in the United States.

GD was forced to pay Juana for copying her ideas without her permission.

Juana’s market share of the world dishwasher market was increasing, but now it is
getting smaller.

CON AT D W N R




Unit B Revision

W | l You work at Classic Appliances (CA). Before Juana Lopez (see page 58) founded her
own production company, she came to see you. She discussed with you the possibility

of CA manufacturing the waterless dishwasher she had invented. Write a letter (not
more than 100 words) to her following your meeting, containing these points:

thank Juana for coming to see you

you have discussed the design with colleagues in the research and development
department — technical problems with the design — impaossible to solve

people in the marketing department see no demand from consumers for a waterless
dishwasher

CAnot interested in manufacturing the product

thank Juana again for contacting you about the invention - interesting discussion
wish her luck with future projects

- end suitably

Look again at the information about using the past simple and the present perfect
tenses on page 46. Tick the sentences which are grammatical. Correct the mistakes in

1

N oAV WN

the other sentences.

Professor Lyall has studied stress for a long time.

As a student, she studied psychology.

She has done a lot of research on the subject in her mid-zos.

She went into companies to interview people.

She has finished her first book on stress when she was 29.

She became Professor of Psychology at Liverpool University when she was only 32.
In the 1990s, Professor Lyall has continued her work on stress by comparing people
in different European countries.

She wrote another book about stress last year, and it was published in Jan uary.

ar I Complete this article with the correct alternatives.

Stress: a case study

Bea Konrad worked for 15 years as personal assistant to the head of Ajax, a
pharmaceutical company. She enjoyed her work despite her heavy
_______________ . Shedidn't mindthe ...............%:in fact she liked it. She felt
she had a lot of freedom in the way she organised her time, as there was a
systemioff ccii) S ?in the company. Despite having two young children,
Bea thought she had a pleasant 4.

Then Ajax was taken over by Zenith, another pharmaceutical company. Bea had
anewbosswhowasa,,............. > . He gave out orders and expected
everyone to work twice as hard as before for 12 hoursaday. The ... ... ... %
became impossible: there was never enough time to finish things. Bea went to
S8 Asltess il N A A 7, who advised her to leave the company. She now
works for a firm where everyone leaves at 5.30 p.m. Bea feels much better and
more B

N O B WN R

a) work charge b) workload ) work

a) press b) pressing c) pressure

a) elastic time b) stretch time c) flexitime

a) lifestyle b) life type c) life fashion

a) workaholic b) work maniac ¢) work obsessive
a) deadlines b) lead-times c) delays

a) counsel b) councillor ¢) counsellor

a) relax b) relaxed c) relaxation



Unit B Revision

You are Bea Konrad (see previous exercise). Write a letter (70 to 9o words) to your
boss, John Hardcastle, explaining why you are leaving Ajax. Include these points:

say that you are resigning (leaving your job)

you enjoyed working for Ajax until takeover by Zenith

pressure now too great

don’t like the pressure and the long hours since the takeover

increased number of tasks and deadlines — very stressful

give date you will be leaving (normal period of notice three months, but you want to
leave on Friday)

end suitably

Entertaining

Match the verbs 1 to 7 to the nouns that they go with. Then complete the definitions
with the phrases a) to g).

If you ...

1 calloff a hill

2 cutdown on an event

3 look after an invitation
& look round a house

5 runup old files

6 take up cigarettes

7 throw out a sick person
you ...

a) accept it.

b) get rid of them because you no longer need them.

¢) cancel it and it does not take place.

d) care for them when they are ill.

e) smoke less than before.

f) spend money that you will have to pay.

g) walk through it, looking at different rooms and the furniture in them.

Look at the advertisement for a hotel and conference centre. For each item1to 7,
choose one of the facilities a) to i).

PLAZA HOTEL AND CONFERENCE CENTRE FACILITIES
a) hotel with 100 rooms, including 20 with PCs for Internet access
b) large conference room (200 delegates) with interpreting suite
¢) tensmaller conference rooms (up to 40 delegates)
d) Trade Winds Restaurant: international cuisine
e) Typhoon Restaurant: Asian cuisine
f) Monsoon Bar: all cocktails and a selection of 100 Scotch whiskies
g) Hercules Gym Club: fully equipped
h) 3-hour laundry service
i) go-kart track

Choose the facility you are interested in if you want to:

drive fast, but not on public roads

eat Chinese food

get some exercise

get your shirts washed quickly

have a drink before dinner

organise a conference with people speaking different languages
stay at the hotel and send e-mails while you are there

N oW N e
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You organise a conference at the Plaza Hotel and Conference Centre (see page
60). Write a letter (not more than 100 words) to the manager, Melissa Wang,
containing these points:

+ thank Ms Wang for making the conference a success
the staff were friendly and helpful
all equipment in the conference rooms worked
comment on the quality of the food in the two restaurants and the speed of the
service (very important at lunchtime when participants only had 45 minutes for
lunch)
thank Melissa Wang again
end suitably

{1 Two years later, you organise another conference at the same hotel, but it is not
a success. Write a letter (not more than 100 words) to the new manager, Michael
Robinson, about the problems you had.

you chose the Plaza because of successful conference two years ago, but
service not as good this time

* biggest problem: the interpreters from the agency (recommended by the hotel)
were not good - this led to misunderstandings and bad feelings
ask for compensation of some kind

+ end suitably
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OVERVIEWY
D Vocabulary

Word partnerships
Listening
Successful marketing
Reading

Selling dreams

Language review

Questions

Skills

Telephoning:

exchanging information
' Case study
Kristal Water

nporta 1 of eting.

Aklo Morita'(192i¥19§9), Japanese co-founder ofSony

SIETUEATIN @) ‘The four Ps’ form the basis of the marketing mix. If you want to market a

product successfully, you need to get this mix right. '
Match the ‘Ps’ 1 to 4 to the definitions a) to d).

1 Product a) the cost to the buyer of goods or services
2 Price b) informing customers about products and
3 Promotion persuading them to buy them

4 Place c¢) where goods or services are available

d) goods or services that are sold

O 7.1 Listen to four consumers talking about different products. Decide
which of the four Ps each speaker is discussing: product, price, promotion or
place.

O Think of some products you have bought recently. Why did you buy them?
Which of the four Ps influenced your decision to buy?

0 Tell your partner about a marketing campaign that impressed you.

2]
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VLIELTIETST @) For each group of words 1 to 5:
Word a) fill in the missing vowels.
partnerships b) match the words to the definitions a) to c).

a) the percentage of sales a

company has
-b) information about what customers
want and need
sh_re ) a group of customers of similar age,
income level and social group

resedrch—_|
1 market s_gm_nt

b_h_v___r | a) description of a typical customer
2 consumer |pr_f_l_ b) where and how people buy things
g _ds ¢) things people buy for their own use
a) introduction of a product to
L__nch the market
3 product Jih eyeli b) length of time people continue to buy
r_ng_ a product

¢) set of products made by a company

a) how much a company wants to sell in

for c st a period

Ml b) how much a company thinks it will
sell in a period

t_rg_t ¢) how much a company has sold in

a period

4 sales g T 8

a) a business which advises companies

¢c_mp__en on advertising and makes ads

b) an amount of money available for
advertising during a particular period

_g_ncy ) a programme of advertising activities

over a period, with particular aims

5 advertising | b_dg _t

9 Choose a well-known product for each of these product categories.
1 cars Mercedes
2 newspapers and magazines
3 watches/jewellery
4 clothing

Give typical consumer profiles for each product. Include the following:
e age

* sex

¢ job

* income level

* other products the consumer might buy

G Consider the products that you described in Exercise B. How could you try to
increase their sales?
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Successful
marketing

A Mirjana llic

o O 7.2 Listen to the first part of an interview with Mirjana llic, Vice President,
Marketing, at Pearson Education and complete the chart.

Good creative

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

—— Reaching the right

Successful | Good marketing |  Clear marketing
marketing communications 3

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

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

Producing:

what customers

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

they want it

| Customer
orientation
at the right

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

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

G O 7.3 Listen to the second part of the interview and answer these
questions.

1 Which campaign was most memorable for Mirjana?
2 Why did she find it memorable?

3 What was the fantastic strap line (slogan)?

& What other strap lines do you know?

o O 7.4 Listen to the last part of the interview and answer these questions.
1 What type of company was involved?
2 What was the promise?
3 Why did it appear successful at first?
4 Why did they end the campaign?

0 Complete this extract from the interview.

‘The campaign was.badly .............. shadbein ol and it
resulted in a lot of negative .............. for the company.’



Selling dreams

1 What companies do you associate with Italy?
2 What qualities do you associate with Italian products?
3 Why do people buy Ferraris?

@ Scan the article and answer these questions.

LCELINES @) Before you read the article, answer these questions.

7 Marketing |

1 Which are the biggest markets/countries for these products?
¢) Leather goods
d) Hennessy cognac

2 What do these numbers in the article refer to?

a) Ferraris
b) Rolex watches

a) 1993 b) 220

) 1997

d) 2.7

o Now read the article more carefully and answer these questions.

1 What was unusual about Ferrari's marketing until 19937
2 What two things does the author recommend that companies should do?

LY

By John Munch
Ferrari, Italy’s maker of
sports and racing cars, is
among the three most
recognisable brands in the
5 world. The company got its
high profile among the
world’s corporate giants
without the help, for most
of its existence, of an

10 advertising department.

Only as recently as 1993 did
Ferrari create a marketing

i gt

T R e T, gt

Se\in dreams

15

20

() Discuss these questions.

B8

department. ‘Just parking
our exciting automobiles is

enough to draw the
crowds,” writes Gian Luigi
Longinotti-Buitoni, the
author of a book called
Selling Dreams.

Customers are now
spending more money on
products they desire rather
than on products they sim-
ply need. All companies

25 must therefore produce

goods of very high quality.

P ot R —

egfiEees

35

&

50

More importantly, they
must establish a brand for
years to come by giving it
emotional qualities that
match customers’ strong-
est desires, Like Ferrari, all
companies must create and
sell ‘dreams’.

Longinotti-Buitoni gives
some interesting statistics
about markets for luxury
goods worldwide: Swit-
zerland, with 220 Ferraris
sold in 1997, is the largest
market per capita for the
car maker’s products; the
company, on the other
hand, sells only 2.7 percent
of its cars to women; Rolex
and the highest number of
luxury watches are sold in
Ttaly, while Japan has been
consistently the leading
market in the world for
leather goods from Gucei,
Ferragamo, Hermeés and
Louis Vuitton. China,
amazingly, appears to be
drinking a lot of Hennessy
cognac.

From the Financial Times
FINANCIAL TIMES

World business newspaper.

e

1 Which qualities do you associate with cars from these manufacturers? Add
other manufacturers and products.

a) BMW
b) Volvo
¢) Rolls Royce

d) Fiat
e) Mitsubishi

2 Which companies and products in your country are you most proud of?

3 ‘Customers are now spending more money on products they desire rather
than on products-they simply need.’
What do you think is the difference between a need and a desire? Give some

examples.

65
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Language review
Questions

s In questions which we can answer with either yes or no we put an
auxiliary verb before the subject.
‘Do you like the marketing plan?® “Yes, it's very comprehensive.’
‘Is the price going up next year?" ‘No, it’s high enough.”
‘Have they agreed to the credit terms?’ “Well, they ‘re thinking about them.’

* To ask for more information we use question words like what, why, where,
when and how. We put the question word before the auxiliary verb.

When are they planning to launch?
How should we promote it? 3 page 124

@) Correct the grammatical mistakes in these sentences.
1 What means market niche? What does market niche mean?
2 How much it cost?
3 Why you don’t sell it?
4 When it must be finished?
5 Did you went to the fair last week?
6 |s coming your boss tomorrow?

G The letter below is part of an authentic consumer survey on wines.

1 Write the words in the questions in the correct order.
For example, 1 Which group do you belong to?

2 Answer the questions.

Dear Mr Paz-Andrade

We are conducting a consumer survey on international wines. We place great value
on your personal opinion and, therefore, request your support.

QUESTION

ANSWER

1

group you do belong to which?

self-employed | | employed | retired [ ]

do have you a cellar at personal *
wine home?

no ]
yes: [] small [ large []

2 you old how are? under 30 years [ | 30-50 years [ | over 50 years [ |

3 which do you prefer wines? white wine | | red wine | | rosé wine ||

4 how do you drink often wine? seldom [ | occasionally [ ] once a week [ | often [ ]

5 do you spend usually how much up to £5 [ £5-£7.50 T more than £7.50 [ |
of wine on a bottle?

many bottles of wine how you
have selected during the last year?

fewer than 36 bottles | | more than 36 bottles [ |

you know do wine growing areas
which?

Chianti [ ] Nahe ] South Australia ]
RheinhessenBurgundy [ | Bordeaux [ ] Rioja []

when selecting wine, you do the
various growing areas take into
account?

yes [ | no [ ] occasionally [

10

taste which you prefer do?

white wine _ red wine ]
dry [ ] medium dry [[] sweet [

Sddistissaciiiiiis

T T e S e B s
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G Work in pairs. Ask each other the questions. (If you don’t drink wine,
ask questions about another drink.)

0 Work in groups. Think of a product and prepare a consumer survey for it.

Then form new groups. Use your consumer surveys to find out about each
other’s buying habits.

o O 7.5 Listen to four people giving their telephone numbers.

Telephoning: Tick the correct numbers.
exchanging 1244252 2 881990 3 02080451930 4 00332399 0324
information

e Write down some telephone numbers you know. Dictate them to a partner.
Check that your partner has written the numbers correctly.

(C] (776 Workin pairs. Say the alphabet in English. Check each other’s
pronunciation. Then listen to the recording of the alphabet.

0 Choose an address and dictate it to your partner. Spell each word when you
dictate. Check that your partner has written the information correctly.

G O 7.7 Listen to the first part of a conversation between a Sales Director,
Martin, and his Sales Manager, Fiona. Answer these questions.

1 Did they meet their 3 What were their total sales?
sales targets? 4 How much did they spend

2 How has their market share on shampoo advertising?
changed?

o O 7.8 Now listen to the second part and complete the chart.

1 Customer’s name: « « . g EnnRenat T S e
2 Nationality. = - s et s e s
3 Telephone number ARG e R e SRR
4 Meetingdayanddate  ............... e e e S

@ O 7.7,7.8 Listen to the conversation again. Tick the phrases in the Useful
language box Martin uses to check information, to ask for information and to
end the conversation.

Useful language ]

Checking information Finishing a conversation

Sorry, did you say ...? OK, that’s it.

Sarry, | didn’t catch that. Thanks very much. That was very
Could you repeat that, please? helpful.

Let me read that back to you. | must go now,

| think that’s everything.
Asking for information
Could you give me a few details?
What about the new range?
Did she say when she'd like to meet?

0 Role play this situation. One of you is the Marketing Director of a sunglasses
manufacturer. The other is the European Sales Manager. Role play a telephone
call to talk about a focus group for the company’s new range of sunglasses.

Marketing Director: Turn to page 137. Sales Manager: Turn to page 142.
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The launch

Background

Kristal is a bottled water, manufactured by a US company, Hamilton Food
and Drink Produets (HFDP). According to HFDP, it comes from a spring
deep under the rocks in Alaska, US. It is advertised as the purest water in
the world. It has few minerals, and nothing is added to the water to change
its taste, The water is targeted at people who want to have a healthy lifestyle.

Kristal was launched last year in California, US. It was advertised in health
magazines with the slogan “There is no purer drink in the world.’ It is sold in
clear glass bottles, in 1-itre sizes. Its price is $3, which is higher than most
competing brands. The brand name Kristal is printed in large black letters on
the label, with a picture of a waterfall. The water is available in delicatessens
and health food shops.

After six months, it was clear that the product launch was a failure. Sales
were 60% below forecast, and very few people knew that there was a new
bottled water product named Kristal.

The Marketing Department interviewed members of the public to find out
what was going wrong.

(779 Listen to some typical comments from consumers. Make notes.

‘ Chart 1: Price comparison | Chart 2: Market share

KEY
351
3.0 ¢ Kristal
251 Welbeck
20

- Rocky Mountain
1.5 -

Fontainbleau

10
0.5~ - Others
0.0 :

1 1 J
Kristal Welbeck Rocky Fontainbleau
Mountain




Supermarkets v v X
Health food shops v X v 4
Convenience stores X v v X
Delicatessens v X X v

1 Work in groups. Each group is a team in the
Marketing Department. Hold a meeting to discuss
what you should do to improve sales of Kristal.
Use the questions in the box below as a guide.

2 Present your ideas to the other teams in the
Marketing Department.

3 Asawhole department, hold a meeting and decide
what the company must do to improve the sales
of Kristal.

&

Questions

Product:  Does the product need to be changed,
for example, offer it in a range of sizes?

Price: Is the price correct?

Promotion: Was it promoted in the correct way?
Is Kristal targeted at the right segment
of the market?
If not, who should it be targeted at?

Place: Is it being sold in the right places?

What changes need to be made to relaunch
the product?

7 Marketing

siw
Writing

As a member of the Marketing Department of
HFDP, design a sales leaflet for the campaign to
relaunch Kristal Water. The leaflet will be
inserted into lifestyle magazines and sent out as
part of a direct marketing campaign. It should
attract attention and communicate the reasons
why people should buy Kristal. It should also
include a slogan.

3 Writing file page 134

69



AHE |}
OVERVIEW "™
Vocabul
I et
Listening

The secret of good
planning

I:I Reading

Planning for tourism
Language review
Talking about future
plans
Skills
Meetings: interrupting
and clarifying

D Case study
The voice of business

MICHAEL GAINE et NOEL COWARD
L’OR SE BARRE

e
BENNY HILL - RAF VALLONE - TONY BECKLEY - ROSSAND BRAZZ|
« MAGGIE BLYE
Ecrit par TROY KENNEDY MARTIN - Musique de OUNCY JONES - Prodiit par MIGHAEL DEELEY
Realise par PETEA COLLINSEN
PANAVISION-COULEURS

CuEn N r panaounr | PR vhia de cemdi MY 3391

§ Plans are nothing; planning is everythfng.@
Dwight D Eisenhower (1890-1969), 34th President of the United States

J .. What do you consider when you plan these things?
1 a holiday

2 a special family occasion, for example, a wedding
3 an ordinary working day/week
4 your career

Which of the following do you use to plan your day or week? Which do you

prefer? Why?

s desk or pocket diary s electronic organiser
® ask someone to remind you ®* memory

* notes stuck on board or fridge * write on hand

Discuss these statements.

1 Making lists of things to do is a waste of time.

2 You should plan your retirement from an early age.
3 If you make a plan, you should stick to it.

7]



l

Ways to plan |

8 Planning

Match the verbs in the box to nouns 1 to 5. Each pair of words describes a
way to plan effectively. Use a dictionary to help you.

-estimate— collect consider forecast do

1 ...g8fimdte.... costs G oo, information
b sales - S Opﬁons
K research

Match the verbs in the first box to the nouns in the second box. Make as
many combinations as you can. For example, write/implement a plan.

write rearrange meet arrange prepare keep within implement

adeadline aschedule abudget aplan ameeting areport

A Managing Director talks about the planning of a new sales office in the
United States. Complete the text with nouns from Exercises A and B.

Recently we decided to open a new sales office in New York. First |
arranged a ... IME€TINg .. * with the finance department to discuss the
project. We prepareda.................. 2 with details of the various costs
.................. 3 about possible locations for
.................. 4—one in Greenwich
Village and the other near Central Park. After doing some more

Selwrote g s o et i ouil ¢ for the board of directors.

Unfortunately, we made a mistake when we estimatedthe .................. 7

as the exchange rate changed, and so we didn’t keep within our
................... ¥ . We overspent by almost 20 percent. We had to rearrange

thei o A 9 for moving into the building because the office was
not redecorated in time. The board of dfrecto;s was unhappy because we =

didn't meetthe .. ey opening the ofﬂce by 15 December. -
It finally opened in January. Ht}wever we forecast : o
of at least $500,000 in the first year. :

reaw s s e

O 8.1 Now listen and check your answers to Exercise C.

Choose one of the following events and tell your partner how you will plan it.
Try to use some of the vocabulary from the exercises above.

1 Atraining weekend for your department
2 A party to celebrate your company’s 10oth anniversary
3 Anevent to relaunch a singer’s career



8 Planning

o 8.2 Rebecca Stephens plans and leads expeditions to the world’s highest

“ Thé sécr.et”of'

good planning

. Rebecca Stephens

mountains. In the first part of the interview she talks about the secret of

good planning. Listen and complete these sentences.
Rebecca says the secret of good planning is to:
1 know exactly what it is that you want to

3 identify the
4 getonwiththetaskstoa.................. :

that are necessary.

B O 8.3 In the second part of the interview, Rebecca talks about something

she planned well - a project called ‘The seven summits’. Listen. Then answer
these questions.

1 What did she want to do?
2 Why was time important?
3 What was the key to her planning?

O 8.4 Listen to the third part of the interview. Then answer these
questions.

1 What is outside our control on a mountain?
2 What is outside our control in business?

3 When things change it is important to:
552 o (RN =

4 What is the most impaortant thing according to Rebecca?

'} Tell your partner about something you planned well

72|

Planning for
tourism

1 inbusiness. 2 inyour life.
Then tell your partner about something you planned badly.

Match these words to their meanings. Use a good dictionary to help you.

1 acomplex a) things such as pots or baskets which

2 inflation are made at home and sold to tourists
3 devaluation b) a poor area of a city where the houses

are in bad condition
4 achallenge s .
e ¢) buildings and equipment that are used

5 i for a particular purpose

6 ar.' .l.craf'ts d) removing sewage and rubbish and

7 facilities providing clean water

8 infrastructure e) the speed at which prices increase

9 sanitation f) a goal that is difficult to achieve
10 adecade g) areduction in the value of a country’s currency

h) a group of buildings that are built
close together

i) aperiod of 10 years

j) things such as transport, communications
or banks

 Which of the following words do you associate with Brazil?

beaches rainforests tigers alligators
deserts jaguars waterfalls  elephants



Brazil tries to kck-start tourism

By Geoff Dyer
Brazil has everything to
offer the visitor: 7,300 km of
coastline, much of it empty,
endless beaches; the plan-
s5et’s biggest rainforest; an
area of wetlands full of alli-
gators and jaguars; colonial
cities and spectacular
waterfalls.

10 The Bahia coast in north-
east Brazil is a particularly
attractive area for tourism.
Several luxury resorts have
been built there. Recently a

15 $170 million five-hotel com-
plex at Sauipe opened. With
its 18-hole golf course and
designer shops, Sauipe is
hoping to attract rich, for-

20 eign visitors.

The tourist industry had
problems in the past
because of high inflation
which led to short-term

25 planning. Hotels, however,
are long-term investments,
often with payback periods
of over 15 vears.

If resorts such as Sauipe

30 are going to attract signifi-
cant numbers of tourists,
they have to solve several
problems.

For a start, Brazil needs

35 cheaper and more frequent
international air travel.
Brazilian airlines have
actually decreased the
number of scheduled inter-

40 national flights in the past
two years because of a

8 Planning

Read the first paragraph of the article and check your answers to Exercise B.

Read the rest of the article and answer these questions.
1 Where is the Bahia coast?

N oV W N

a) 7,300

currency devaluation.

Foreign wvisitors also
demand a level of service
45 that needs lengthy training
— a considerable task for
most of the resorts in the
northeast which do not
have a well-educated popu-
50 lation to provide suitable
staff,

The other big challenge
for Sauipe’s managers is to
avoid the social problems

55 that other new resorts have
caused, when large num-
bers of people have come
from the interior in search
of jobs, quickly creating

60 slums,

The resort is hoping to

What does Sauipe offer to attract visitors?
Who is Sauipe trying to attract?

What problems does Brazil face in attracting more tourists?
What solutions have been mentioned?
What criticisms does Mario Beni make about the new resorts?

What do these numbers in the article refer to?
b) 170 million

c)15 d) 2.1 billion

% g

deal with these pressures
by setting up courses in the
surrounding villages for
65 making handicrafts which
will be sold at Sauipe and
by organising credit for
local co-operatives to pro-
duce foodstuffs for the
70 hotels.

Some people believe that
the developers have not
planned the new resorts
properly. ‘Sauipe is a resort

75 without adequate infra-
structure, training or plan-
ning about how the indus-
try will develop.’ says Mario
Beni, a professor of

80 tourism at the University of
Sao Paulo.

Often created in the mid-
dle of nowhere, he says,
many of these resorts have

85 poor transport links and no
loeal tourism or sports
facilities to take advantage
of. ‘It is time to stop and
think about these grand

90 projects,” he adds.

Not true, replies the
Bahia state government,
which claims to have spent
$2.1 billion over the past

95 decade on basic tourism
infrastructure, from roads
to airports to sanitation.

From the Financial Times

FINANCIAL TIMES

World business newspaper.

Imagine you are planning a new resort in your own country.

Discuss these questions.
1 Where will you build it?

2 What sort of customers will you try to attract?

3 What facilities will you include?
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_74]

Talking about

future plans

* We can use verbs like plan, hope, expect, would like and want to talk about
future plans.
The resort is hoping to deal with these pressures.
Brazil would like to attract more foreign investors.

¢ We olten use going to to talk about more definite plans.
We're going to relaunch the series next year.

s We can also use the present continuous to talk about definite plans and
arrangements.
We’re meeting next Friday at 3 p.m. page 125

The Managing Director of a Hong Kong-based hotel group is talking to his
managers about the group’s future plans. Underline the plans that he
mentions.

‘Well, I think you all know by now that we’re hoping to expand in China and we are

going to move our headquarters from Hong Kong to Shanghai. We're planning to
manage an executive complex in Dalian and we’re also hoping to open a 240-
room hotel next year in Zhongshan. We're expecting to make a profit within 5
years although we'd like to break even a bit earlier if possible. Within 10 years we
want to become the major international hotel group in Southeast Asia.’

' Match the verbs to their meanings.

1 hope a) believe something will happen
2 expect b) decide in detail what you are going to do
3 plan ¢) wish something will happen

. Asalesperson is talking about the end-of-year bonus. Complete the

conversation with verbs from Exercise B.

i i et 'to get a bonus at the end of the year, but | haven’t met all my
sales targets, so I'm a little worried. My colleague June has met all her targets
andshe is s 2to get a good bonus. She is already .................. 3to go

on an expensive holiday abroad and has got lots of travel brochures.

- Tell each other about your plans and expectations for 1 to 6 below.

For example

A What are you going to do after this lesson?

B I'm hoping to/planning to ... . What about you?
A Oh, 'm hoping to ...

1 after this lesson 4 onyour next holiday
2 in the near future 5 inyour career
3 this weekend 6 when you retire
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Sl ’ 08.5 Listen to a meeting in which members of a planning group discuss
Meetings: relocating their head office. In which order are these points mentioned?
interrupting and a) the cost of moving [
Cla"fymg b) when to move (7]

¢) the advantage of using a specialised firm |

d) whether to use their own transport department [
e) how to communicate with staff []
f) which transport company to use []

Look at the extracts from the planning meeting in Exercise A. Decide whether
each underlined expression is: a) interrupting or b) clarifying.

1 B Ithink July would be the best time. It’s very quiet then, isn’t it?
A You mean, we don’t do too much business then?
C Could I just say something?
3 C Inmy opinion, we should do it department by department.
B How do you mean exactly?
4 B We've contacted two companies, National Transport and Fox Removals.
A Sorry, could | just comment on that, Mark?
5 B You know, there’s another possibility. We could get our own people to

do the moving.
A What? You think our transport department could do the job?

' Role play this situation. The head of your department is leaving the company
in a month’s time. Your department plans to hold a farewell party. Discuss
these questions with other members of the department.

1 When and where will the party be? At work, in a restaurant or at
another location?

2 How much should each member of staff contribute towards the cost
of the party?

3 What sort of gift should you get? Who will present it?

4 Will there be a speech? If so, who will make it? Should it be serious or
humorous? How long will it be?

What kind of entertainment will you have at the party?
6 What else do you need to plan?

(%) |

Useful language

Interrupting Clarifying

Could | say something? How do you mean exactly?
Could I just comment on that? What exactly do you mean by ...?
Hold on a minute.’ Are you saying ...?

Sorry to interrupt but ... So what you're saying is that ...




® : .
@™ The voice of business

Background
European Business Associates (EBA) is a media
company which makes radio and television
programmes for broadcasting organisations all over
the world. They have won a contract to produce a
30-minute radio programme aimed at working
people. It will be broadcast throughout Europe, in
English, at 7.00 a.m. three times a week.

Planning

EBA is about to plan its first programme.
Recently it sent questionnaires to businesspeople,
asking them what they would like in it. People
were asked whether they thought topics were

a) very interesting, b) quite interesting or

¢) not interesting. The results are given below.

Chart 1: Interest in possible topics for the radio programme

Very Quite Not
interesting interesting interesting

Company p
Profiles of businesspeople
Interviews with businesspeople

Business update

The future of business

Investment advic "k market tips)

Book reviews

Economic reports on countries
Advice on per's. nal finance
Job vacancies

Traffic and weather reports




In addition to using questionnaires, EBA held focus groups in a number of
European countries. These were some of the most common opinions.
1 ‘I want to know what the important news stories will be for that day. You

know, what companies are publishing their annual results, that sort of
thing. Up-to-date news on what’s going on in business.’

*You only need one person to present the programme. Male or female, it
doesn’t matter. But they should be an experienced business journalist.’
‘I'm interested in buying shares. I'd want some good tips. What to buy,
what to sell — that’d be really interesting.’

4 ‘It would be great if you could give us weather and traffic reports. I'm
always getting stuck in a traffic jam.’

O 8.6 Now listen to some other common opinions which were recorded at
the focus groups. Make notes.

__8 Planning |

Work in groups. You are members of the EBA planning team. You
must plan the first programme. Use the key questions below to
help you.

1 Discuss the key questions.

2 Thendiscuss any other ideas that you have.

3 Agree on a final plan for the first programme.

Key questions

® What will be the main components of the
programme?
o

How long. approximately, will each component be
What will be the order of the various items?

Who should present the programme?

Should there be one or two presenters?

male or female? voung or old?

Should there be live interviews with business
personalities?

Writing

As the producer of the new EBA business news
programme, write a letter to a famous
businessperson asking them for an interview. At
the start of the letter yvou should introduce
vourself and give brief details of the programme
and its aims.

. Writing file page 130

1t of the
§ programime.
Prog
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gManagemenf problems always turn out to be people probfems.?

John Peet, British Management Consultant

m o What qualities and skills should a good manager have? Choose the six most

important from the list.

To be a good manager you need to:
1 like people.

enjoy working with others,

give orders.

listen to others.

make suggestions.

judge people’s abilities.
plan ahead.

be good with numbers.

make good presentations.

o 0ON oWV B WON

Y
(=

be persuasive.

0 If you are managing people from different cultures, what other qualities and
skills do you need?

78]
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o O 9.1 Kriengsak Niratpattanasai is a management consultant in Thailand.
Listen to the first part of the interview and complete the chart.

Good managers

Managers need to

be good at ... [ ... in order to
1 observing ..understand. . the behaviour, the
SR and. ..o of
% . | their staff.
? i 2 listening B ae S R their staff’s
A Kriengsak Niratpattanasai * ------------------ ¥
3 asking questions e D s all the

4 speaking
to all their staff.

(B) (Va2 Listen to the second part of the interview. Decide whether these
statements are true or false, according to Kriengsak.

Managers need to:

1 planin advance.

2 find out about the local language, culture and conditions.
3 get to know the local people.

4 try to become experts as soon as possible.

5 spend time observing and asking questions.

G O 9.3 Listen to the third part of the interview and answer these questions.
1 What do foreign managers often want from Asian staff?
2 What do the managers sometimes ignore?
3 Why might the managers underestimate the local skills and abilities?

0 What advice would you give to a foreign manager who is going to manage
staff in your country?
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Verbs and
prepositions

ALIELINETE ) Verb and preposition combinations are often useful for describing skills and

personal qualities. Match the verbs 1 to 7 with the prepositions and phrases
a)to g).
A good manager should:

1 respond a) in their employees’ abilities.
2 listen \ b) to a deputy as often as possible.
3 deal ¢) to employees’ concerns promptly.

4 believe d) with colleagues clearly.

5 delegate e) with problems quickly.

6 communicate f) in regular training courses for employees.
7 invest g) to all suggestions from staff.

Which do you think are the three most important qualities in Exercise A?

Some verbs combine with more than one preposition. For example:

‘The Sales Manager reported on last month’s sales figures.’ (on a thing)
Say whether the following combine with someone or something.

Someone Something

1 a) report to v
b) report on v

2 a) apologise for
b) apologise to

L
b) talk about

¥ qa) -agree with
b) agree on

; _a)argue about
b) argue with

Complete these sentences with suitable prepositions from Exercise C.

1 |agreed......! with....... her that we need to change our marketing strategy.

2 el s nnes my boss every Monday at our regular meeting.

3 Weagtgied, . e next year’s budget for over an hour.

4 Heapologised .................. losing his temper.

5 Wetalked .................. our financial problems for a long time.

6 The Finance Director argued. . ................. our Managing Director over
profit sharing.

7 lapologised .. .. ............. Paula for giving her the wrong figures.

8 Canweagree ... . iiavinns the date of our next meeting?

Write three questions using some of the verb and preposition combinations
above. Then work in pairs. Ask each other the questions.
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Reading o Many US managers are sent abroad to work; some find it difficult to adapt to
Managing across local conqitic;nf. ‘a\fhat do you think the figure is?
cultures 1 approximately 1in 7
2 approximately 1in g
3 approximately 1in 3

Now read the article and check your answer.

() Answer these questions about the article.
1 Why has the number of people working abroad increased?

2 Who did the following — the German manager in England or the American
manager in France?
a) He made staff stay inside the building at lunchtime. German mandger
b) He gave staff targets.
¢) He had meals with each member of staff.
d) He stopped staff drinking during working hours.
e) He seemed to be watching his staff.
f) He worked harder than other staff.

3 What are the differences in the way the two managers managed their staff?

The international manager

N RECENT YEARS, many companies have expanded  all the projecrs, visited people’s offices and even took
I globally. They have done this through mergers, joint ~ employees out to lunch one by one. But nothing
ventures and co-operation with foreign companies.  seemed to work. This was because the staff believed
Because of this globalisation trend, many more 30 strongly that the management were trying to exploit
5 employees are working abroad in managerial positions  them.
or as part of a multicultural team. The German manager’s mistake was that he hadn’t
Although it is common nowadays for staff to wotk  foreseen the cultural differences. IBM had a firm rule
abroad to gain experience, many people have difficulty  about drinking during working hours. It was not
adapting to the new culture, The failure rate in US 35 allowed. He didnt understand that staff in other
10 multinationals is estimated to be as high as 30% and it countries might be more flexible in applying the rule.
costs US business $3 billion a year, The American manager used the ways he was famil-
Two typical failures have been described in the jour-  iar with to gain the staff’s trust. To them, he seemed
nal Management Today. The first example concerns a more interested in getting the job done than in devel-
German manager with IBM who took up a position as 40 oping personal relationships. By walking around and
15 product manager in England. He found that at most  visiting everyone in their offices, perhaps he gave the
lunchtimes and especially on Fridays, many members  impression that he was ‘checking up” on staff. His
of staff went to the pub. ‘I stopped that right away, he =~ managerial approach strengthened their feeling of
says. ‘Now they are not allowed off the premises. It exploitation.
didn’t make me very popular at the time but it is not 45 When managers work in foreign countries, they
20 good for efficiency. There is no way we would do that  may find it difficult to understand the behaviour of

in Germany. No way.’ their employees. Moreover, they may find that the
The second example is about an American manager  techniques which worked at home are not effective in

who came to France on a management assignment.  their new workplace.

He was unable to win the trust of his staff although he From Managing Across Cultures

25 tried all kinds of ways to do so. He set clear goals, by Schneider and Barsoux
worked longer hours than everybody, participated in

G Match words from each column to make common word combinations. For
example, adapt to a new culture. Then check your answers in the article.

1 adaptto a) rules

2 take up b) relationships
3 set ¢) goals

4 apply ko)A position

5 develop e) anew culture

8
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Language review

There are a number of ways to report what people say.

Reported speech

1 We often use say, tell and ask to report speech.
‘The new job is challenging.* She said (that) the new job was challenging.
* We use fell with an object.
“The new job is challenging. " She told her boss (that) the new job was
challenging.
* We use ask (with or without an object) to report questions.
‘When do you want to start?” Her boss asked (her) when she wanted to start.

2 We usually make the following changes in reported speech.
¢ The verb goes back one tense.
* Nouns and pronouns may change.
‘My new sales team is difficult to manage.’ He said (that) his new sales team was
difficult to manage.

3 When we report things that are either very recent or generally true, we
often use the same tense as the speaker.
‘I want to see Pierre.” Pierre, Susan has just phoned and says she wants lo see you.
‘Training is important.” He said (that) training is important. 3 page 126

o Complete these sentences with the correct form of say or tell.
4 He, = sdid...... that he was finding it difficult to manage people.
me that he was finding it difficult to manage people.
him to improve his performance.
EShE e s they would never agree.
__________________ me not to pay the invoice.
that he worked for General Electric.

G Use say, tell and ask to report this dialogue between two company directors.
For example, Philip told Amanda/said (that) he wanted to motivate their

managers more.

Philip | want to motivate our managers more.

Amanda  Are you delegating the less important decisions?

Philip | think so. And I’'m making more time to listen to their suggestions.
Amanda That’s good. Responding to their ideas is really important.

Philip Is the department investing enough in training?

Amanda Yes, it is. This year’s budget is bigger than last year’s.

0 O 9.4 Your colleague is away and you have been asked to check their voice
mail. Listen to each message. Note down who rang and what was said or
asked. Then write a short note for your colleague. For example:

MWM%W e said she'd
Wwwa/n&d;é@&a&

o Socialising is an important part of good management. When socialising for
business in your country, how important are the following?

1 being on time

2 the way people dress

3 how you address people (first names or family names?)
4 giving gifts

5 shaking hands/kissing/hugging/bowing

Socialising and
entertaining

82
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e O 9.5 Rachel, who is from the UK, is on a business trip to Russia. Alexandra
is a Russian business contact. Listen to their conversation. Then answer
these questions.

1 What does Alexandra invite Rachelto do? 2 Does Rachel accept?

G O 9.5 Complete this extract from the conversation in Exercise B.

Rachel Well, it’s very 2
Alexandra, but | think I'd like to relax at the hotel tonight
.................................... 2O, e snrensasnn 2 RE DR
tired, quite honestly.

Alexandra Are you sure? You'd really enjoy it.

Rachel It’s very kind of you, but perhaps #

0 Q 9.6 Marta is being entertained by Sven, who works for the company she
is visiting on a business trip to Sweden. Listen to their conversation. Below
are the answers to three questions. What were the questions?

1 Well, Marta, people like to be in the open air.
2 | usually watch television.
3 Well, generally | spend time with my children.

G O 9.7 Listen to another conversation between Sven and Marta. What did
Sven do to entertain Marta?

o Q 9.7 Listen again. In which order do you hear these sentences?
a) I’'m glad you enjoyed the tour.
b) We’ll be in touch soon.
¢) | hope you have a good journey back.
d) Thanks for showing me round the city.
e) Thanks very much for your hospitality.
f) | really enjoyed the meal tonight.

LS L L]

1 @ Role play these situations.

i 1 You are having dinner with a business contact who tries to persuade you to
i try a type of food you hate. Refuse politely.

2 You meet a business contact in a foreign country. Find out the information
below. Also, tell them about yourself using a) to d) as a guide.
a) how they spend their weekends
b) where they go for their holidays
¢) what they do in the evenings
d) what kinds of hobbies and sports they like

‘ Useful language ]

Making excuses Showing interest
It’s very kind of you, but ... Interesting!
Id like to take it easy/relax if you don’t mind. Really?

It’s very kind of you, but another time perhaps.
Saying goodbye/Thanking your host

Making conversation Thanks very much for your hospitality.

What do you like to do in your spare time? | really enjoyed the meal. :
Where are you going for your holiday this year? Thanks for showing me round the city/town. §
Can you tell me about any interesting places to visit? Il be in touch soon.

What/How about you? . Goodbye. All the best.




The way we do things

Background

Just over a year ago, two marine equipment manufacturers, Muller and
Peterson, joined together to form a large company called Muller Peterson
Marine (MPM). MPM’s new sales team was made up of representatives of
both companies. It was led by Muller’s Sales Manager, and Peterson’s Sales
Manager became his deputy.

At the end of the first year, it has become clear that the two groups of sales
representatives have very different aims, beliefs and ways of working.
These are summarised below and on page 85,

® They are ambitious and very competitive. They are mainly interested
in increasing their basic salary and commission. They think the
company’'s main aim is to maximise profit. If they do that, the
company will be profitable.

* They promise their customers early delivery dates, but the company
often cannot meet the dates and the customers complain.

* They send in short sales reports which are often late and incomplete.

They usually forget to send written follow-up when customers place
an order.

* They are happy with the present system of payment: low basic salary,
high commission.

* They keep information about customers to themselves, rather than
sharing it with their colleagues.

¢ They are aggressive when selling and put pressure on customers to
buy. For example, they often offer expensive gifts to customers to
build up loyalty and to persuade them to place an order. They say
that MPM’s products are the best in the world.

e
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Peterson sales representatives

1 ® They believe in working as a team and supporting each
other. They think the company’s aim is to keep the
customer happy and to build up good customer relations.
If they do that, the company will be profitable.

They believe that the company should always meet its
delivery dates. Therefore they do not promise customers
very early delivery.

They send in well-written, informative reports on or
before the deadline. They always provide written follow-up
when a customer places an order.

They would like a higher basic salary and a bonus paid to
the team if they exceed their monthly sales target.
They believe that staff should co-operate at all times and

share information about customers with each other. This
is the best way to maximise sales.

Their sales approach is to build up customer loyalty by
gaining their trust. They do not put pressure on
customers to buy. They let the customer decide if the
product is suitable. They do not believe in giving
expensive gifts to customers, Gifts should never exceed
€30 in value, in their opinion.

The Sales Manager and Deputy Sales Manager decide to hold a meetin;\ Writi ng

with representatives of both groups. The purpose of the meeting is to As the Sales Manager of MPM, write
decide what actions to take so that the sales representatives work together a memo to the CEO about the
more effectively. actions agreed on in the meeting
1 Divide into groups: with the sales representatives.
Group A Sales Managers (turn to page 136) e )
Group B Deputy Sales Managers (turn to page 137) 3 Wiiting (lepege 101

Group C Muller Sales Representatives (turn to page 138)
Group D Peterson Sales Representatives (turn to page 140)

2 Read your role cards and prepare for the meeting. Use the agenda MEMO
as a guide for the meeting. It will be led by the Sales Manager
and the Deputy Sales Manager. To: CEO
3 Form new groups with people from groups A, B, Cand D. Have a From: Sales Manager
meeting and decide what actions you should take to improve Date:
the effectiveness of the sales team. Subject: Improving co-operation
e % in the sales department

A meeting was held on ... to

AGENDA discuss how the sales reps could
_ work together more effectively.
1 Relations between sales representatives 5 The following points were
2 Delivery dates agreed:
3 Reports
4 Payment system
5 Sharing information
6

Customer loyalty
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7 Marketing

Word partnerships o Match the words to make word partnerships.

86

1 market budget
consumNtarget
product leader

sales goods
advertising launch

Vi wN

0 Now match the word partnerships to their definitions.

a) products sold to people for their own use

b) when a new product is introduced

¢) the amount of goods a company wants to sell in a particular period

d) the amount of money a company is going to spend on advertising in a
particular period

e) the company or product with the most sales

Complete the questions in this questionnaire about holidays. (Look at the answers on
the right to help you.) Each slash (/) indicates one or more missing words.

General information

1 /age group / in? 35-40.
2/ have children? Yes, two boys.
3 /old/ they? The older one is 10 and the other is 8.
4 [ much / earn? $45,000 a year after rax.
5 How / times a year / go on holiday? Two.
6 / usually go on holiday alone or with We always go together as a family.
friends or your family?
Your last holiday
7 When / your last holiday? In January.
8 Where / go? We went skiing in Aspen; Colorado.
9 /buy a package or arrange it yourselves? ~ We arranged it ourselves,
10 How / travel? We flew from Chicago to Aspen.
11 /long/ go for? One weck.

12 / like and dislike most about the holiday? The ski facilities were excellent, but there
was not enough for the children to do in
the evenings.

You work for a market research organisation in the United States. Finish the report
about Mr and Mrs Quinn, who have bought a ski holiday.

» Use the questions and answers in the questionnaire above.

» End the report by making a recommendation about how to improve the type of
holiday you described for people like Mr and Mrs Quinn (not more than 100 words,
not including the part of the report that has already been written for you).

MARKET RESEARCH REPORT

I interviewed Mr and Mrs Quinn about their holidays. They are in the 35 to 40 age
group. They have two children, boys aged 8 and 10. Mr and Mrs Quinn both work,
and together they earn $45,000 a year after tax. They usually take two holidays a
year, one in summer and one in winter. They always take their children.
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8 Planning
\'TELITIETSYE  Complete this text with the correct alternatives.

Planning: when it all goes right
| work for a US clothes store chain. Last year | was responsible for opening a
chain of new shops in Europe. | was very nervous, but | followed the rules: |
preparedithe ..., b Al e ) * for opening dates of stores,
and | made some sales . .............. a0
Everything went perfectly. We ran a very good advertising ............... 4,The
shopswereready ............... 5 and the stocks of clothes were all in place on
the opening day for each store. We ............... © our sales targets. In fact,
sales were 12 percent ., ............. 7 the forecast | had made. My next forecast?
I’'m going to be promoted!

1a) account b) budget c) receipts

2 a) scene b) scheme ¢) schedule

3 a) forecasts b) predictions c) projects

4 @) programme b) campaign c) activity

5 a)intime b) under time c) after time

6 a) went b) arrived c) met

7 a) top b) over c) up

Read this report. In each line 1 to 5 there is one wrong word. Underline the wrong

word and write the correct word in the space provided.

>

Planning for the future

We can make plans for the future, but somehow things never develop in the way
we expect they will. Thirty years ago there was a big increase in the price of oil,

and companies made plannings based on a future of high oil prices.

ury

Companies and individuals hopes to save energy and use less ail, ...
but in the long time these plans were not necessary because the ...
oil price has felt and oil is now cheaper than before. Big companies

o W N

have teams of people who try to forecasted how the situation in
different countries may develop, and they make different plans for the
companies’ future activities in each country, depending on what happens there.
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GELILRVTG LTS You are regional sales director for a soft drink called Quench. Three years ago you
forecast sales in your region for the following years. The three years have now passed.

Year 1 Year 2 Year3
Forecast sales 1.5 million 1.7 million 2 million
(units)
Actual sales (units) | 1.1 million 1.35 million 1.8 million
Main reason Bad weather Good weather Good weather
during the during the summer | during the
summer - cold — production summer - strike
and wet difficulties at the by delivery drivers
factory—could not | in July — more
satisfy demand lost sales

Complete the report below for your boss.

The report

» gives figures for forecast and actual sales

« explains the differences between the two sets of figures

* gives conclusions about a) whether the sales department is responsible for the poor
sales, and b) how sales can be improved in the future.

The first and third paragraphs have been written for you. Write the second and fourth
paragraphs. Each paragraph should be not more than 40 words.

Three years ago we made a sales forecast for Year 1 of 1.5 million units.
Unfortunately, we only had sales of 1.1 million. This was mainly because of the
very bad weather we had during the summer — it was very cold and wet, so
people did not want to buy soft drinks.

For Year 3, we had forecast sales of 2 million units, but a strike by delivery
drivers in July meant that again we could not satisfy the demand, and we only
had sales of 1.8 million.

88|
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9 Managing people

Look again at the information about reported speech on page 82.

You work in the central human resources department of an international company. Tell
your colleagues about things that have happened today. Put the verbs in brackets into
the correct form of the present tense (simple or continuous), as in the example.

1 Susan has just phoned and she (say) that there (be) big problems with the salary
payment system.

Susan has just phoned and she says that there are big problems with

the salary payment system.

2 Tomas has e-mailed me and he (tell) me that the new American boss (not
understand) the way his department (work).

3 Ulla was in here just now and she (complain) that the promotion policies of the
company (cause) a lot of unhappiness among the staff.

4 Victor has sent a fax from the Moscow office and he (ask) me to give you his regards.

5 |'ve just had lunch with Wanda and she (inform) me that the new salespeople we
(recruit) for her department are no good.

6 | was on the phone to Xavier just now — he (say) that sales (be) very bad in France
and we (have) to make some of the employees there redundant,

7 |raninto Yvonne and Zac downstairs and they (tell) me that the whole company is in
big financial trouble.

It is now a week later. Say what happened last week, using the correct verb tenses.
I Susan phoned and said that there were big problems with the salary
payment system.

Correct this letter to Christine Robinson, a journalist on a newspaper in Jamaica.

In most of the lines 1 to 5 there is one extra word that does not fit. One or two of the
lines, however, are correct. If a 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.

Dear Ms Robinson,

I am a 29-year-old secretary working for an American

boss, who 1s very polite and friendly. My salary is excellent.
The work is interesting and there are good possibilities

for promotion in the company. But I am seriously

-

considering to resigning. My boss is too direct — he shouldn't
tell people directly what he thinks of them. He works hard £ 2
3 and he rarely takes breaks — he eats a sandwich for the lunch. = @

(W

When he’s away to on a business trip, I want to be sure that 4

[

I'm in the office when he is phones, but I also want to take 55
proper breaks and have a proper sit-down lunch away from

the office. I miss having a social life in my current job — I

think leisure time is more important than my work, even if

my job is very good. What can I do?

Yours sincerely,
Janet Jones

Kingston, Jamaica

You are Christine Robinson, the newspaper journalist who receives the letter above.
Write a letter (not more than 100 words) to Janet Jones that will appear in the
newspaper. Your letter should give advice to the secretary on what to do: should she
stay or should she leave the company?
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&%‘ Why is there no conflict at this meeting ?ﬁ

Michael Eisner, American Chairman and CEO of Walt Disney Company

How good are you at managing conflict? Answer the questions in the quiz below.

Then turn to page 137 to find out. Compare your score with a partner.

1 You are in a meeting. People cannot agree with each
other. Do you
a) say nothing?
b) intervene and propose something new?
c) take sides with those you like?
d) suggest a 10-minute break?

2 Your two closest friends have an argument and stop
speaking to each other. Do you

a) behave as though nathing has happened?

) bring them together to discuss the problem?

¢) take the side of one and stop speaking to the other?
d) talk to each one separately about the situation?

3 You see two strangers. One begins to hit the other.
Do you

a) pretend to be an off-duty police officer, and ask them
what is going on?

b) call the police?

¢) shout at them to stop?

d) walk away quickly?

4 Your neighbours are playing very loud music late at
night. Do you

a) ask them to turn it down?

b) do nothing?

) call the police?

d) play your own music as loudly as possible?

3 You are in the check-in queue at an airport.
Somebody pushes in. Do you

&) ask them to go to the back of the queus?

b} say nothing?

c} complain loudly to everyone about people jumping
queues?

d) report them to an airport official?

6 A colleague criticises your work. Do you

) consider carefully what they say?

b} ignore them?

¢} get angry and criticise them?

') smile, but wait for an opportunity o get back at
them?




10 Conflict

O 10.1,10.2 Jeremy Keeley is a management consultant. In the interview he
describes a conflict which was handled badly and another which was
handled well. Listen to both examples and in each case answer the following
questions.

1 Who was involved?

|

I.-I.an"dling'
conflicts

2 What was the problem?
3 What action did they take?
4 What was the result?

- Tell your partner about your own experience of:
1 a conflict which was handled well.
2 a conflict which was handled badly.

Jeremy Keeley

. Hr I _ Work in groups of four. You are each going to read an article about a different
Negotiating negotiating style. Choose either Article A or B below, or Article C or D on
across cultures pagega.

Before you read, match the words from your article with their definitions.
Then, as one group, answer the questions in Exercise B on page 92.

Article A 1 tactics a) be flexible
2 make compromises b) not changing your opinion or attitude
3 consistency ¢) the methods you use to get what you want
Negotiations are demand-  teams are often made up  ness and emotion during
ing and may become 15 of experienced managers the negotiations should ©
emotional. You may find whose style can be be met with calmness, 4‘
your Russian negotiator like a game of chess, 30 patience and consistency. .;{
5banging his or her fiston  with moves planned Outside the negotiating =
the table or leaving the in advance. Wanting to  process you can show gf’
room. Accept such tac- 20 make compromises may  affection and personal ~
tics with patience and  beseen as a sign of weak-  sympathy. £
calmness. They are ness. From the Financial T g
10 designed to make it diffi- Distinguish between Pharis Rt i &
cult for you to concen- your behaviour inside i
trate. 25 and outside the negotia- FINANCIAL TIMES g*
Russian  negotiating  tions. Impatience, tough- World business newspaper. &
&
5 P T e SRR _Q!m,,..;i
ArticleB 1 speakyour mind a) when you find out what the other side wants

2 place great weight on
3 exploratory phases

As well as being formal,
negotiations are direct.
German managers speak
their mind. They place
5 great weight on the clari-
ty of the subject matter
and get to the point
quickly.
Excessive enthusiasm
10 or compliments are rare
in German business. You
should give a thorough

b) say what you think
c) consider very important

and detailed presenta- 25 talks, as well as during
tion, with an emphasis their exploratory phases.
15 on objective information,  Avoid interrupting,
such as your company’s unless you have an

history, rather than on urgent question about

clever visuals or market- 30 the presentation.
ing tricks. From the Financial Times
20 Prepare thoroughly
before the negotiation
and be sure to make your
position clear during the  FINANCIAL TIMES
World business newspaper.

opening stage of the

e e

~rtipterrihes o + e e Wpeipe o fbmpa. oo S
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10 Conflict

Article C 1 small talk a) style of behaviour
2 protocol b) polite or social conversation
3 manner ¢) the way things are done on official occasions
Communicating is a nat- 15 in plastic or boxes are The attitude ‘time is £
ural talent of Americans.  served during confer- 30 money’ has more influ-
When negotiating part- ences. ence on business commu-
ners meet, the emphasis This pleasant attitude  nication in the US than it

5is on small talk and smil-  continues in the negotia- does anywhere else. &
ing. There is liberal use 20 tion itself. US negotiators Developing a personal -
of a sense of humour usually attach little 35 relationship with the
that is more direct than  importance to status, business partner is not
it is in the UK. title formalitiesand pro- as important as getting

10 Informality is the rule. tocol. They communicate results.
Business partners do not 25 in an informal and direct From the Financial Timies
use their academic titles  manner on a first-name
on their business cards.  basis. Their manner is FINANCIAL TIMES
Sandwiches and drinks relaxed and casual. ~ World business newspaper.

125 ,r;_‘__.-.‘.\__,_‘_:,_ﬂ_-..-g -.._':'..-'\;13‘{!“5\5:".'.-;’.?_ﬁ.:f.'?: <‘.‘:_--_-_—_,1__:;_‘_:.’t_'_-"_\'f‘.'\'..':-_r_-:_iE:‘r;_-‘?.'-..lgﬂ‘.__,-;I-_—:::,‘_;t_l;.'.‘f->r._.,‘“__.-._.\{‘-2.,._frx‘-_-z::ﬂ... Dacina

Article D 1 counterparts a) unplanned thoughts
2 spontaneous ideas b) give your opinion
3 put your point across ¢) the people on the other negotiating team

At the start of the negoti- mon in Spain for this to  neous ideas rather than
ations you might want to 15 happen in the middleof a  careful preparation. It
decide whether you need  sentence. For several peo- may appear that every-
interpreters. You should ple to talk at the same 30 body is trying to put his
5 have documentation  time is accepted in Latin  or her point across at
available in Spanish. cultures, butisconsidered once. That can make
Business cards should 20 rather unusual in  negotiations in Spain

carry details in Spanish = Northern Europe. intense and lengthy, but ;
and English. The discussion is likely 35 also enjoyably creative. &

10 During the negotiations  to be lively. In negotia- Trom the Einancial tones . €
your counterparts may tions, Spanish business
interrupt each other, or 25 people rely on quick FINANCIAL TIMES
even you. It is quite com-  thinking and sponta- World business newspaper.

e i TR TS . PR N e s S e

- Work in your groups to answer these questions.

In which country (Russia, Germany, the US or Spain):
1 should you start a negotiation with general conversation?
2 do negotiators show strong emotions?

3 is it common for there to be several conversations at the same time during
a negotiation?

do negotiators focus on results rather than developing relationships?
do negotiators plan their tactics carefully?

should you not stop someone while they are talking?

is it usual for the atmosphere to be relaxed and friendly?

do negotiators prefer to think of ideas during a negotiation rather than
before it starts?

00N oG p

9 do negotiators like to talk about business immediately?
10 should you not give the other side too much as they will not respect you?

Discuss these questions,

1 If you are from one of the countries in the articles, do you agree with what
the article says?

2 Ifyou are from another country, which of the countries is the nearest to your
own country in terms of negotiating behaviour? Why?
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. Use the correct form of these words from the articles to complete the first

~ two columns of the chart. Use a good dictionary to help you.
Noun Adjective Opposite
1 patience oL PEGHERIT W e e
2 calmness’ Vi TS AERE IR nervous
3 weakness | iiibeissesnss strong
& -talighhess '} =i e BB
§oemption 7 s L n e s e R
6 CONSISIENGY: S} i o n i Lo TR i R PRI -2l oy
7 sympathy: © | S A s e
BN S formal informal
genthusiagn Lol Sin e i e e e
0 CRORTIVE g S0 L

(.. Opposite meanings of the adjectives above are formed in one of two ways:
a) using a prefix un-, in-, im-; for example, formal, informal.
b) using a different word; for example, weak, strong.
Complete the right-hand column of the chart with opposites of the

adjectives.

'} Use one of the adjectives or its opposite to complete the following

sentences.

1 He gets very angry if people are late for negotiations.

He is very ...l

datient

2 She always has ideas and easily finds solutions to problems.

She is a very

person.

3 He never shows anger, enthusiasm or disappointment during a negotiation.

Heis totally .....

4 He always agrees with everything his negotiating partner suggests.

Heis

5 She wants to get her own way. She doesn’t like to compromise.

ShE IS AVEIY it negotiator.

6 He likes people to feel comfortable and relaxed during a negotiation.
Bisssssissimorere atmosphere is very important to him.

 Look again at the adjectives and their opposites. Choose what you think are
the best and worst qualities for a negotiator. Then compare your ideas with a
partner and try to reach an agreement.
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+ Conditionals and negotiating

¢ First conditional
if + present simple, will + base form of the verb
This describes a possible condition and its probable result. It is often used
to make promises.
If we meet our sales target, we'll get a bonus.

* Second conditional
if + past simple, would + base form of the verb
This describes an unlikely condition and its probable result. It is often
used to discuss options.
If he listened more, he'd be a better manager.

Conditionals are often used when negotiating.
If you give us an 8% discount, we'll make a firm order. page 127

. Correct the grammatical mistakes in the sentences below.

1 Ifyou give us a 10% discount, we would place our order today.

2 If I would have more money, | would go on a cruise.

3 If | will go to London next week, I'll visit their sales office.

4 If | would work from home, | would have more time with my children.

(') Combine phrases from columns A and B to make conditional sentences. For

example, If you pay in euros, we’ll deliver within seven days. More than one
answer may be possible in each case.

A B
1 payin euros a) pay you a higher commission
2 order today b) offer you a special discount
3 finish everything tonight c) reduce the price
4 deliver by the end of the month | d) give you a signing-on bonus
5 give us a one-year guarantee . @) pay all the transport costs
6 exceed the sales target f) give you a 5% discount
7 pay all the advertising costs g) deliver within seven days
8 sign the contract now h) give you the day off tomorrow

Discuss the following questions in pairs.

What would you do if:

1 you saw two colleagues having an argument? [ wouldn't get involved.
2 acolleague criticised you?

3 you saw a colleague stealing something?

4 your boss never listened to your ideas?

5 your boss asked you to work till midnight?

What would you do if you saw two colleagues having an argument?
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 Which of the following are good ways of dealing with conflict in a

negotiation?

1 Avoid eye contact. 6 Say ‘l see what you mean.’
2 Smile a lot. 7 Find out why the other side is unhappy.
3 Sit back and appear relaxed. 8 Focus on the issues, not on
4 Stop the discussion and personalities.
come back to it later. 9 Say something humorous.
5 Say nothing for a long time, 10 Speak calmly and slowly.

O 10.3 Aunion representative meets a general manager. The representative
is angry because the company’s staff are no longer allowed to use the
company car park. Listen to the conversation and answer the questions.

1 What is the general manager's first suggestion to solve the problem?
2 Why does the union representative reject the suggestion?
3 What solution do they finally agree on?

5 O 10.3 Listen again and complete the extracts.

1 Look, Tracy, | ..understand.. whatyou're .................. , but it just isn’t
possible anymore.

2 We’ve got to do something about it. OK,

S e e e we keep five spaces for staff, and it's
first come, first served?

3 Thereisanother, . ............... . . How about if the staff park their cars in
the car park near the station?

4 OK, Tracy. Whatifwe .................. help towards the cost? We

.................. be able to pay, say, 30 percent.

Discuss whether the extracts in Exercise C are examples of calming people
down or creating solutions.

Useful language

Calming down Closing a negotiation

| understand what you're saying. Let’s see what we’ve got.

| can see your point of view. Can | go over what we’ve agreed?
Well, | know/see what you mean. Let’s go over the main points again.

Why don’t we come back to that later? K, | think that covers everything.
Let’s have a break and come back with  We've got a deal.

some fresh ideas. Fine. Right. That's it then.
You don’t have to worry about ...

Creating solutions

A compromise could be to ...
How about if ...

What if ...

Let’s look at this another way.
Another possibility is ...

- Work in pairs. Role play this situation.

One day staff find that prices have risen by over 50% in the staff restaurant.
This is because the company has stopped subsidising all drinks and meals.
Their union representative meets the general manager to discuss the
situation.

You are either:

the union representative (turn to page 140) or

the general manager (turn to page 142).
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Todd Foster became Marketing Manager of European Campers a year ago. The
company, which was founded by Charles Holden, its Chief Executive, is based
in Bordeaux, France. It makes and sells camping and outdoor equipment.

Todd, aged 34, is an American with a Master’s in Business Administration
(MBA). Since Todd joined the company two years ago, profits have risen
dramatically and the company is enjoying great success.

Olivier Moyon has three sales areas: France, Spain and Italy. He has been with
the company 12 years, and everyone agrees that he is a brilliant salesman. His
results are outstanding. In fact, the sales from his areas amount to 24% of the
firm’s total sales. Unfortunately, however, Olivier is very difficult to man age.
Todd cannot control him properly and this is causing problems.

Here are some examples of Olivier's unacceptable behaviour.

* Olivier spends far too much money on entertainment and gifts for
his customers. His expenses are much higher than all the
other representatives.

* He only sent five sales reports last year instead of sending

twelve (one each month).
® He crashed his company car. He blamed bad road
conditions, but Todd believes he had drunk too much alcohol.
* He has still not introduced Todd to the biggest buyers in his
areas. He says the buyers are too busy to meet Todd.

* He often does not call back when Todd leaves messages on

Olivier’s mobile phone.

* He has missed several important meetings, saying that he is unwell or ‘feels
stressed’.
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Two weeks ago, Olivier got a large order from a (7104 At the beginning of the week, Olivier
department store chain for some camping tables  arranged to meet Todd at the head office in
and chairs. However, the equipment had to be Bordeaux. Listen to this extract from their
delivered by the end of the month, at the latest. conversation. Make notes.

When he telephoned the Production Manager,
Jacques Picard, to arrange delivery of the goods,
Jacques told him that he could not produce the
goods and deliver them by that date. Olivier
became very angry and was extremely rude to
him. Jacques complained to Todd about
Olivier’s behaviour. Jacques explained that a
very good customer had also placed an order for
some tables and chairs, and this order had to be
given priority. Jacques ended the conversation
by saying, ‘Olivier may be a good salesman, but
no one likes him here. He’s rude and cares only
about himself. He’s impossible to work with.’

1 You are negotiating as either:

» Charles Holden, Chief Executive

(turn to page 137) or
e Todd Foster, Marketing Manager

(turn to page 139).
You disagree about how to handle the problem
with Olivier Moyon. Try to negotiate a suitable
solution. Read your role card, prepare for your
meeting and then negotiate a solution to the
problem.

2 Meet as one group and compare the decisions
you have taken. Try to persuade your colleagues
that your solution was the best. You are Head of Personnel at European

N Campers. Write a letter to Olivier Moyon,
informing him of the result of the meeting
between Charles Holden and Todd Foster.

Writing file page 130

European Campers
100 avenue de la République

33405 Bordeaux

Dear Mr Moyon

I am writing to inform you of the outcome
of the recent meeting between Charles
Holden and Todd Foster. ...

lo7



1 New business
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Economic terms
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Starting new businesses
:I Reading

Developing a new

industry
[' Language review

Time clauses
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Dealing with numbers

Case study
Marcia Lee Jeans

‘”H-‘I(‘ is always plenty

of business, if you are
smart en

m o What conditions are important for people starting new businesses? Choose

the three most important from this list. Can you think of any others?

» low taxes = good transport links
» skilled staff * training courses

* low interest rates ¢ high unemployment
» cheap rents * astrong currency

s stable economy = government grants

0 Many economies contain a mix of public and private sector businesses.
Think of companies you know in the areas below. Which are public sector
companies and which are private sector companies?

¢ post office s rail

» TV/newspapers * water

s energy e telecoms
* cars e airlines

@ Many companies in the UK have been privatised recently. What are the
trends in your country? Talk about the business sectors in Exercise B.
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ALTELTIETS @) Match the economic terms 1 to 10 to their definitions a) to j).
Economic terms

1 interest rate a) total value of goods and services

2 exchange rate produced in a country

3 inflation rate b) general increase in prices

4 labour force c) cost of borrowing money

5 taxincentives d) price at which one currency can

6 government bureaucracy buy another

7 GDP (gross domestic product) e) percentage of people without jobs

8 unemployment rate f) people working

9 foreign investment g) low taxes to encourage business
10 balance of trade activity

h) money from overseas

i) official rules/regulations/paperwork

j) difference in value between a
country’s imports and exports

0 Try to complete this economic profile without looking back at the terms in

Exercise A.

The economy is stable following the problems of the past two years. By
following a tight monetary policy the government has reduced the

:‘.mﬂaﬂpn.. i1 e *to 2%. After going up dramatically, the
et i e 2is now down to 8%. The last six months has
seen a slight improvement inthe é,............. RERHERLE 3 against the
dollar. The &r,............. “ has grown by 0.15%. Exports are increasing and
L i e B S B 5 is starting to look much healthier.

PHECHE e Folcs st ¢ continues to be a problem as it is still 16%.
In order to stimulate the economy and attracff. ............. b i
the government is offering new f........... S e 8aswell as
making a renewed effort to reduceg.............. b.............2 .Finally,a
large skilled [.............. e © means there could be attractive

investment opportunities over the next five years.

G O 11.1 Listen to the report and check your answers to Exercise B.

Q Write sentences about the economic profile of your country.
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100

Starting new
businesses

A Yvonne Thompson

Reading

Developing a new
industry

A

0 O 11.2 Yvonne Thompson provides advice for people who are starting new

businesses. Listen to the first part of the interview and complete this extract.

When you’re starting your own company, you have to be very .confident x
You have to be very.............. 2 . You have to know what it is you're doing.
Youneedto.............. 3 the business — or the business arena that you’re
intending to go into. You need to research your.............. 4 and benchmark
VOUT vndndawiasns 5 or your product against your competitors. You need good
Family e ccicnaen ¢ . You need good backup from your friends. And probably
the most important thing is that you need a good mentor, and that needs to be
A e 7 mentoras wellasa.............. 8 mentor.

0 O 11.3 Listen to the second part of the interview. Which of the following

points does Yvonne say are important?

» business plan

relationship with your bank
economic conditions
workforce

marketing campaign

o The article on page 101 describes a major new industry which has developed

in Sicily. What do you think it is?

9 Read the first two paragraphs of the article and answer these questions.

1 Which industry is the article about?
2 Who is Pasquale Pistorio?
3 How big is his company?

Read the rest of the article and answer these questions.

1 Which other high-tech centre is compared to Etna Valley? How are the two
places similar?

2 Who provided incentives to invest in Catania?
3 Why are high-tech companies keen to set up businesses in Catania?

Find words in the article with the meanings below.

changed completely (paragraph 1) transformed
trying hard to be more successful than others (paragraph 2)
the things you need to make something (para_graph 3)

things which are used to encourage people (paragraph 4)
factory (paragraph 5)

a company’s equipment, buildings and services (paragraph 6)
were better or greater than (paragraph 7)

N oo o W R

Choose an area in your country. Explain why it would be a good location for:
a) a high-tech start-up company.
b) a start-up company of your choice.
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success in the shadow of Etna

e o B

The Sicilian port city of
Catania, dominated by
Mount Etna, Europe's
biggest active voleano,
5is  being transformed
into a Mediterranean
Silicon Valley. And the
‘Etna Valley’, as it is
already being called, is
10 rapidly changing the old
stereotype image of the
island at the tip of Italy.
‘Catania has become the
most competitive place in
15 Europe for high-tech invest-
ments,” argues Pasquale
Pistorio, the Sicilian chair-
man of ST Microelectronics.
This Franco-Italian group
20 has rapidly grown to
become Europe’s largest and
the world’s number six, after
the likes of Intel, Toshiba
and Motorola, under Mr
25 Pistorio’s leadership.
A former Motorola senior
executive, he invested in
Catania because he felt

from the start that the
30 Sicilian city had all the
ingredients to develop into
a competitive high-tech

centre. Like California’s
Silicon Valley, the city had

35 a good university working
closely with a leading
enterprise. In turn, this
provided the basis for stim-
ulating new entrepreneur-

40 ial, research and academic
activities.

Although Italy's deep
south is not California,
incentives provided by the

45 European Union, the Italian
government and local
organisations, as well as
Mr Pistorio’s personal com-
mitment, helped Catania

50 grow into a high-technology
centre.

Mr Pistorio remembers
when he first joined the
company 20 years ago. The

55 Catania plant was losing a
lot of money. But the island
also had a well-educated
population and offered

high-tech companies what
g0 Mr Pistorio calls ‘ample
brain power resources’.
When there are few jobs,
young people tend to study
more. Thanks partly to its
65 high unemployment rate,
the island had a large sup-
ply of intellectual labour.
And Mr Pistorio encour-
aged studying with ST
70 Microelectronics working
with Catania University,
running advanced courses
in its facilities and employ-
ing many of the graduates.
75 Thanks to the high rate
of unemployment and gov-
ernment and EU incentives,
Mr Pistorio quickly found
that brain-power cost sig-
80 nificantly less in Sicily
than elsewhere in Europe.
The results have exceeded
all expectations.

From the Financial Times

FINANCIAL TIMES

World business newspaper.
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Language review
Time clauses

A Kate North

Time clauses provide information about actions and events in the past,
present and future.

1 We often use when to introduce time clauses.
* M Pistorio remembers when he first joined the company ... . (past time)
o When there are few jobs, Young people tend fo study more. (present time)
o When I'm on the plane, I'll read all the contracts. (Tuture time)
2 We can also use while, before, after, until and as soon as to introduce time
clauses.
* Many new high-tech companies started while the economy was growing.
* We need to arrange our finance before we can develop the business.
* After we meet the candidates we'll decide how many to employ.
* Until inflation is under control, planning will be difficult.

3 When we use a time clause to talk about the future, the verb in the time
clause is in the present tense or the present perfect tense.
* As soon as they sign the contract, we'll announce the deal.
» We'll make the decision when we’ve finished the budget. 3 page 128

o Match the sentence halves to make appropriate sentences.

1 We’ll have breakfast in the hotel a) could you check these figures.

2 Please talk to your line manager b) when the conditions are right.

3 Until we have full employment, €) assoon as interest rates fall.

4 We won'’t hire new staff d) until we get new business.

5 While you’re waiting for the fax, e) before you sign the contract.

6 We can set up in that country f) our economy will not improve.

7 While I'm with this company, g) before we go to the office.

8 Consumer spending rises h) | want opportunities for
training.

Complete these sentences with when, while, before, after, until or as soon
as. More than one answer may be possible in each case.

1 Don’t make a decision.............. we've seen the report.

2 I’'m meeting with Atsuko this afternoon. Send herup.......... she arrives.

3 Let’s sort out this problem .............. she gets here.

4 I’'m coming to Paris tomorrow afternoon. I'll phone you............... | arrive.
5 Can you type this reportforme.............. I'm away?

Kate North is an American who works in London. Read about her work
routine and underline the most appropriate words.

| usually get to work before / as soon as / until* my boss arrives and as soon
as /while /before | arrive | check my e-mail and post. | usually try to answer
all important enquiries until /as soon as /before 3 | go to lunch. As soon as /
Until /While “ 'm having lunch, | often discuss problems with colleagues.
When /Before /Until > | work long hours, | can take time off another day. | have
a lot of flexibility over as soon as /when /until ¢ | arrive at the office and before /
when /while 7 | leave, depending on the daily workload.

Q O 11.4 Listen to the recording and check your answers.
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O 11.5 Say these numbers. Listen and check after each group.

1 a) 47 b) 362 €) 1,841 d) 15,000 e) 36,503
f) 684,321 §) 4,537,295

2 a) 35 b) 2.89 ¢) 9.875

3a) Y b) /s N2 d) /> e) °/s

4 a) 15% b) 50% ¢) 97% d) 100%

5 a) £80 b) $5,800 ¢) €150,000 d) €20,000

Try and answer these questions.

1 What is the population of your a) country?  b) city?

2 How many people work for your company/study at your institution?
3 What is the average salary in your country?

4 What is the inflation rate?

5 Roughly how many people are unemployed?

6 What is the interest rate for savings?

O 11.6 Listen to the following extracts from a radio business news
programme. Underline the numbers you hear.

1 a) Inflation rate:
b) Unemployment:

a) Profits increase:
b) Sales increase:

a) Job losses:
b) Workforce reduction:

a) Interest rate reduction:
b) Economic growth:

Useful language ]

Saying large numbers
For example, 912,757,250 =

2.0% [/ 1.2%

1,258,000 / 1,800,000
$1.8 billion / $1.8 million
80% / 18%

V3l Vs

15,000 / 5,000

0.5% [ 1.5%

2.8% / 1.8%

912, 757, 250
nine hundred and twelve million, | seven hundred and fifty-seven thousand, | two hundred and fifty
British and American English differences Fractions
5 1
and twenty (BrE) /7 = five-sevenths /2 = ahalf
320 = three hundred twenty (A:]E) */s = two-fifths Y4 = aquarter
o = nought / oh (BrE) o = zero (AmE)
Percentages
Decimals 65% = sixty-five percent
1.25 = one point two five

0.754 = nought point seven five four (BrE)
zero point seven five four (AmE)
point seven five four (BrE/AmE)

Currencies
£3,000,000 = three million pounds
€16,000 sixteen thousand euros

0 You work for a marketing department which is launching a new range of
mobile phones in an overseas market. You are gathering statistical

information.

Work in pairs. Student A: turn to page 140. Student B: turn to page 142.

1 Ask each other questions to complete your charts.
2 Discuss which are the best markets to launch the new range of phones in.
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11 Marcia Lee Jeans

MARCIA LEE JEAKS

Background

Marcia Lee Jeans is based in New York. Its
brand is well known in the United States.
The jeans sell in the upper price ranges and
appeal to fashion conscious people aged 15
to 40. They are distributed in major
department stores throughout the country.
At present, the jeans are made in the US by
a number of factories on the East coast,
none of which are owned by Marcia Lee
Jeans. Competition in this segment of the
market is strong, so the company has to
keep costs as low as possible in order to
remain profitable.

In the next 10 years, Marcia Lee plans to
expand in Europe and Southeast Asia so
that it becomes a global company. To do
this, it has decided to build its own factory
in an overseas country. The factory will have
approximately 2,000 workers who will
produce the jeans. These workers will be
recruited locally. Denim, the raw material
which is used to make the jeans, will be
imported from several countries.

The company is considering four countries
as a location for the factory. There is some
information about each country on page
105. They are code named A, B, C and D.

You are members of the planning committee '
which must choose a location for the new factory. '

CASE STUDY

1 Work individually. Study the four countries
and rank them in order of suitability as a
location.

2 Work in small groups. Discuss the advantages
and disadvantages of each location.

3 Meet as one group, with one of you leading
the discussion. Decide which is the most
suitable location for the new jeans factory.

Writing

Write a letter to the head of the chamber of
commerce of the country you have chosen. In
the letter you should introduce Marcia Lee
Jeans and suggest a possible meeting in order to
discuss the proposal further.

- o Whriting file page 130

104




Economy

® Growth rate: 2% per year

 |nflation rate: 5%

® |nterest rates: 10%-15%

¢ Unemployment rate: 25%—30%

¢ The country has a lot of debt and is trying to
modernise its economy.

Transport

¢ Good rail network but poor roads

® New international airport

* The main seaport is in poor condition.

Labour

e Unskilled labour available. A lot of training
needed for jeans production

* No unions in most industries

* Wage rates: very low

Comments

The country has a military government. Bribery
is common. Political problems: the people in
the north want to become an independent
state. The government will contribute 30%
towards the cost of a new factory.

Economy

® Growth rate: 8%

e |nflation rate: 10%

® |nterest rates: 4%—6%

® Unemployment rate: 12%

® Currency exchange rate: unstable

Transport

¢ Good transport around the main seaports
e Small but well-managed airport

¢ Road network needs investment

Labour

e Not much skilled labour available

e Very strong unions in the clothing industry
¢ Wage rates: low but rising fast

Comments

The first free elections for a democratic
government were held last year. There are
limits on the profits which companies can take
out of the country. Not much paperwork
required for importing and exporting goods.
There is a strong protest movement against
international companies, which are accused of
harming local firms,

Economy

® Growth rate: 1.5%

e |nflation rate: 0.5%

® |nterest rates: 8%—10%

® Unemployment rate: 3%

e A modern industrial country with many
manufacturing industries

Transport ;

» Has a fully integrated road and rail network
e |nternational airport

* No seaport

Labour

* Not a lot of skilled labour available
e Strong unions

» Wage rates: high

Comments

The country has a stable government. It is a
member of a large trading group. There are strict
new laws on pollution. There are no tax
incentives for building new factories. Business
tax is very high.

Economy

* Growth rate: 4%

» |nflation rate: 5%

* Interest rates: 8%—12%

» Unemployment rate: 12%

* Government encourages the privatisation of
industry

Transport

® Road and rail network is in poor condition

e Government has started a big investment
programme for the transport system. It will
take 5-10 years to complete.

Labour

® | arge supply of skilled workers, but they are
not used to working long hours

s Strong unions

* Wage rates: low

Comments

A lot of paperwork is required for new
businesses. There are problems with air and
water pollution. Profits are tax free for the first
three years after a factory has been built.
Companies must pay 5% of their profits into a
fund for training their workers.
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Minerva A.G.

‘.-‘t is not the employer who pays wages;
he only handles the money. It is the product

that pays wages.

Henry Ford (1863-1947) American industrialist

Ericsson table telephone,

Describing
products

106

Reiss telephone, 1863

1890

1905

. Describe some of your favourite products. Why do you like them? What do

they say about you?
What product would you most like to own? Why?

Do you agree or disagree with these statements? Give reasons for your answers.
1 Using animals to test new products is wrong.

2 Multinational companies which manufacture products in developing
countries help the world economy.

3 Companies spend far too much on launching and promoting new products.

.} Check that you know the meanings of the adjectives below. Then work in

pairs. Think of products that match the words.

attractive  economical expensive fashionable
reliable  comfortable practical popular

£} Write adjectives with the opposite meanings to those in Exercise A.

Strowger automatic telephone,
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Vodafone transportable
mobile telephone, 1985

Black Post Office telephone,
1938

Nokia mobile telephone, 2002

Post Office telephone, 1958

' Complete these sentences with the words from the box.

well high best long hard high

1 IBM manufactures ... g ... -tech computer products.

2 Timberland makes a range of .............. -wearing footwear.

3 Ferrari produces.............. -guality sports cars.

4 Coca-Cola and Pepsico both developed .............. -selling soft drinks.
5 Duracellsells............... -lasting alkaline batteries.

6 levijeansarea.............. -made clothing product.

{1} Use the adjectives in Exercise C to describe other companies and products.
For example, Nestlé makes many of the world’s best-selling food products.

© Match the verbs on the left to their meanings. Then put the verbs into a
logical order to show the life cycle of a new product.

1 launch a) to stop making

2 test \ b) to build or make

3 promote ¢) tointroduce to the market

4 manufacture d) to change in order to improve

5 modify e) to try something in order to see how it works
6 discontinue f) to make a plan or drawing

7 design 15t g) to increase sales by advertising, etc.

8 distribute h) to supply to shops, companies, customers
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Speaker 1

Speaker 4

Launcﬁiﬁg 'a new |
product

O 12.1 Five people were asked the question, ‘What is the best thing you
have ever bought?’ Listen and write down the thing that each person
mentions.

Speaker 2
Speaker 3

Speaker 5

O 12.1 Listen again and answer these questions.

1 What can the first person enjoy?

2 Who did the second person meet?

3 Why didn’t the third person have to buy a DVD player?

4 Why was the fourth person prepared to spend a lot of money?
5 What does the fifth person plan to do?

. Zespri, a fruit grower, is introducing a new variety of kiwifruit. In which

countries are kiwifruit grown? What colour are they normally?

Match these words from the article to their definitions.

1 bald a) a symbol on a product to show a company’s ownership
2 enhancing b) without any hair

3 variety ¢) a particular kind in a range of products

4 toretain d) increasing the quality or amount of something

5 trademark e) to keep or continue to have something

- Read the article. Then decide if the following statements are true or false.

Correct the false statements.

1 Zespri has spent a lot of money on marketing the new product. frue
2 The new variety of kiwifruit is New Zealand’s most important fruit export.
3 Asians prefer the original green fruit.

4 The Kiwifruit Marketing Board is only marketing the new fruit in Japan.

5 The traditional kiwifruit did not sell well at the beginning of the season.

6 The European manager is not very enthusiastic about selling the product.



Kiwifruit growers hope to strike gold with |

new product

By Terry Hall

Zespri is nskmg mllhons of
dollars on the launch of an
entirely new product - the
bald, gold kiwifruit. The
5 effort, Zespri says, has been
a great success. But with
Zespri Gold making up only
10 percent of total New
Zealand kiwifruit produc-
10 tion, the company must be
careful to continue to pro-
mote the traditional hairy
green variety, which has
annual sales of NZ$500m
15 (US$224m) and is New
Zealand’s single most
important fruit export.
In Japan Zespri man-
agers decided to emphasise
20 the fruit’s health-giving,
energy-enhancing quali-
ties. The new variety is
sweeter and more attrac-
tive to Asian tastes. Yu Jan
25 Chen, regional manager for
Zespri in Japan and Asia,
says; ‘It is ideal for the
Asian markets.! He says it
is selling ‘very well’ in
30 Japan, and is also being
marketed in South Korea
and Taiwan. The export
season began  slowly
because the traditional

e B

35 green fruit was unusually
small and difficult to sell.
However, sales picked up
when the gold fruit became
available.

40 The successful launch of
the gold fruit is expected to
increase profits in the long
term. The Kiwifruit Mar-
keting Board has retained

45 all marketing and selling
rights for Europe and over-
seas for the trademarked
variety. This will protect
revenue as the gold variety

50 is planted worldwide.

The board has already
signed contracts with the

P IV cotmpsnttaffilhe
e

12 Products

four largest kiwifruit co-

operatives in TItaly, and
55 planting has begun. The
area for planting is expected
to grow steadily, eventually
producing millions of trays.
As Guus Van Der Kleij,

60 regional manager for
Europe, says, ‘It is an excel-
lent product: after 25 years
selling traditional green
kiwifruit, you don’t know
65 how exciting it is to sell

N S C S S S T SS L s T

T

e

something different.’ :
From the Financial Times r
FINANCIAL TIMES :
S S .-mr*-_—w“

' Find words or phrases in the text which mean the following:

~N oy o WN R

introduction (paragraph 1)
to try hard to sell a product by advertising or other activities (paragraph 1)
each year (paragraph 1)
to say that something is particularly important (paragraph 2)
person in charge of a particular area (paragraph 2)

improved (paragraph 2)

money received from selling goods (paragraph 3)

launch

8 firms that are owned and run by all the employees (paragraph 4)

Answer these questions.
1 What are the most important qualities of the new kiwifruit?
2 What methods can companies use to promote new food products?

3 The article says ‘...

sales picked up when the gold fruit became available’.

At what time of the year do sales of the following pick up in your country?

a) toys

b) ice cream

c) cars

d) greeting cards

Work in pairs or small groups. Brainstorm ideas for marketing the new
kiwifruit in your country. Then design a one-page newspaper advertisement

for Zespri Gold.
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Passives

We make passive verb forms with the verb fo be + past participle.

Zespri Gold is marketed in South Korea and Taiwan.

We often choose a passive structure when we are not interested in or it is
not necessary to know who performs an action.

Kiwifruit are grown in New Zealand.

If we want to mention who performs an action, we can use by.

All selling rights have been retained by the Kiwifruit Marketing Board.

We can use the passive to describe a process, system or procedure.

At the final stage of the process, the kiwifruit are packed

into containers. " page 129

@ Use the table below to make passive sentences. For example, Diamonds are

mined in South Africa. Then make similar sentences about products from
your own country.

5 '-'-Ii__i'._éimpaﬁs;_ Miﬁ:rochi_-ps - produce | Poland Kuwait Japan
i '_ :'Serfn:'i."c"dﬂ:du_t;tqrﬁz i ~manufacture | The United States
Electronic goods ~ Coffee = make | Finland  Switzerland
Leathergoods Ol Rice | refine | Malaysia Brazil
Watches Coal Copper |  gow | Spain  SouthAfrica
~ Mobilephones ' mine | Zambia China

' Change these active sentences into the passive so that they sound more

natural. For example, The gold variety of the kiwifruit is planted worldwide.
1 Workers plant the gold variety of the kiwifruit worldwide.

2 Workers in France make these Renault cars.

3 Farmers grow this rice in India.

4 The employers asked the staff for their opinions.

5 A mechanic is repairing my car at the moment.

6 Somebody has found the missing file.

7 Somebody made this toy in Japan.

. The article below describes how a health care company develops new

products. Complete the article with passive forms of the verbs in brackets.

The idea for how our company’s new products . dr¢. .d;-‘%'-:’?.-'QP.&d. . (develop) is
not new—it.............. ? (model) on the well-known example of the Body Shop.

When a new product.............. 3 (plan), the first step is to send Product
Development Agents to the region of the developing world chosen for the project.
They start by finding materials that .............. % (use) in the product. Then links
.............. 5 (arrange) with local suppliers.

Wherever possible, products .............. ¢ (manufacture) locally as well,
although the finished product............... 7 (export) for sale mostly in the
developed world. Normally, products............... 8 (ship) in large containers and
.............. 9 (package) in their final form only when they reach their destination.

The Product Development Agent identifies and establishes links with local

material suppliers. After that he or she ensures that these links .............. 0
(maintain). The agent is also responsible for producing the goods safely so
that human rights .............. " (respect) and local workers............... 2 (not
exploit). g



12 Products |

O 12.2 Listen to a sales manager presenting a product to some buyers.
Which of the adjectives below does she use?

Presenting a
product

high-quality well-designed reliable flexible popular practical :

O 12.2 Listen again to the presentation. How does the sales manager
describe the product? Fill in the missing words and phrases.

1 Asyou can see, it’s . Aitrdetive. and .............. ’

2 e OWel o e e of wood.

g telime i ra ey its dimensions.

A e e in three colours.

R g T ) is just under £25,

GolEse & B for storing CDs and CD-Roms.

- S R By B e R ey which should appeal to our

customers.

B o i is that it’s easy to select the CD you want.

9 The tower is well-designed. It’s............... T P and user-friendly.
10 IEreally does e e s of music lovers.

£ Work in small groups. Choose one of the products shown. Then turn to its
Information file on page 141. Prepare a short presentation about your
product. Invent any additional information that you wish.

Then form new groups and present your products to each other. Answer any
questions that you are asked about them.

=5

Outdoor heater

Juice extractor
Leather attaché case Baby monitor

Useful language |

Introducing the product Mentioning selling points
This is our new product. It has several special features.
I’'m going to tell you about our new product. Avery useful feature is the energy-saving design.

Another advantage is its very small size.
Describing the product

Let me tell you about its special features. Inviting questions
It’s made of leather/wood/steel/aluminium. Does anyone have any questions?
It weighs just 2.3 kilos. Would anyone like to ask a question?

It comes in a wide range of colours.

Stating the product’s uses
It's ideal for travelling.
It’s designed to be used with any type of material.
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Minerva A.G., based in Munich, Germany, is a chain store which sells a
range of stylish, innovative products. Many of its products feature new
technology, but the stores sell everything from furniture and fashionable
clothes to kitchenware and household goods. It is well-known for its original
designs and high quality. On the window of every store are the words
Creativity, I'magination, Style, Novelty, Originality.

Minerva A.G. sent questionnaires to all its customers. Here is an extract
from the Marketing Department’s report.

3 Our customers say:

3.1 Minerva A.G. has very few ‘great new products’ for customers
with busy lifestyles.

32 The range of products is not as wide as it used to be.

3.3  There are too many high-tech products. Customers want fewer
products but more original ones.

3.4 Most products are over €100. Customers who are looking for
gifts think they are too expensive.

3.5 There are not enough special offers to encourage customers to
spend more.

TR TR TR T I o =rrei ] e e e e T TR

Chairperson Ulrika Nielsen and her directors have invited several foreign
firms to present their new products to the Minerva A.G. board. All the
companies are well-known for their innovation. The directors will choose
the best and most exciting products for Minerva A.G.’s stores.
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 COMPANY C

; COMPANY R ——

Welght Mon itor
Special features:
« Measures how much body fat you have
« An LCD display shows changes i in your welght
» Easy-to-read graphs and aﬂs
« Holds health and weight
records for up to
five years
s Price: €45

Ideal for salés reps
Prfce. €5oo e i

; "'.

Special features: ot e . :
* Pocket-sized ; . Appears to ﬂcrat in'

« Download any world aty map from your ; ~ the air because lt
computer : Gt is contrnlled

» Noneed to carry a street map ever agam _ by magnets

¢ Includes tourist information =~ i _ = Rotates

« Slim, lightweight : : : = Lightsup

« Colours: silver « Many physical
or black ~ features

» Price: €320 highlighted,

' for exafmpte

- mountain ranges i
. Idea[forthe horne R

oroffice
. 'Prrce 6220
Task
1 Work in small groups. Choose one of the companies above vy -~
and prepare a presentation on its product. (Or, if you prefer, As a Minerva A.G. director, write a
think of another product which the company is about to short report on one of the products
launch.) Invent any information you wish. which you saw presented.

2 Form new groups and present your products. Try to persuade Recommend whether Minerva A.G.

the Minerva A.G. directors to buy large quantities. When you should place a large order for the
are not presenting, play the role of a Minerva A.G. director product or not.
and ask questions about the products. Writing file page 135

3 Afterallthe presentations, discuss which product is the most
exciting and innovative.
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Complete the crossword.

'E 5 [ J
3 4 5
| W
7 8
R A
- >~ il
N
11 1
T
Across Down
1 Feelings such as anger, happiness, 2 When you do not want to wait for
sadness (8) something to happen (10)
4 Things that make you more likely to fail | 3 When things are done according to
(10) strict rules (9)
7 The ability to have a lot of new ideas 5 Afeeling of excitement and interest in
(10) what you are doing (10)
8 When you keep cool in a difficult 6 When someone is in a bad situation
situation (4) and you do or say something to help
9 When you feel worried and them (8)
uncomfortable (7)
10 Always doing the same thing (11)
11 Powerful (6)

I Correct this e-mail from a friend who works in another company.
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In most of the lines 1 to 5 there is one extra word that does not fit. One or two of the
lines, however, are correct. If a line is correct, put a tick in the space next to that line. If
there is one extra word in the line, write that word in the space.
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2

| need to write to you because I'm feeling terrible - | don’t
know how much longer | can stay in this job. | told
you about my colleague Keith. It's getting worse. He

always gets to work late and leaves off early. He never
seems to do anything. In meetings, he are always
interrupts people when they are talking — the only
opinion that he’s interested of in is his own. | know that
the lots of other people in the department hate him, too.

13 E S I

(6 I = O I A

But | don’t think our department manager, Lionel, knows about
the problem - Lionel is very weak and even if he knew, | don’t
think he would do anything. And, anyway, | don’t want to ‘tell
stories’ about a colleague. What would you do in my situation?
Should | try to talk to the people | work with about Keith?
Perhaps we can find a way of persuading him to change his
behaviour. I'd be very grateful for any advice you could give me.

Yours,
Jessica

]

5] olE]

: 3] Write an e-mail (85 to 100 words) to your friend Jessica, advising her what to do.

New business

Complete this text with the correct alternatives.

The economy is very unstable. By letting monetary policy run out of control, the
government caused inflation to rise at one point to 20 percent. The inflation
_______________ *is now down to ‘only’ 8 percent. However, in the last six months there

has been a severe worseninginthe ............... 2 rate against the dollar. Total output,
o N 3, has fallen by 5 percent over the past year. Exports are declining and
T 4 of trade is disastrous: we are importing much more than we are
exporting.

Fhe e 5 rate, with 30 percent of people out of work, is one of the highest in

the industrialised world. In order to stimulate the economy and attract foreign
............... ¢ the government is offering newtax ...............7 as well as making a

renewed effort to reduce government .. ............. % . But we need to improve
education and improve the skills of our labour ., ............. 9 in order to offer attractive
investment ... ......... ** gver the long term.

1a) speed b) height c) rate

2 a) change b) exchange ¢) swap

3a) GDP b) GOP c) GAR

4 a) equilibrium b) balance ¢) swing

5 a) labour b) work ¢) unemployment

6 a) investment b) spending c) input

7 a) excitement b) incentives ¢) inspiration

8 a) bureaucracy b) bureau de change c) office work

9 a) team b) group ¢) force
10 a) occasions b) chances ¢) opportunities
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lauses I Which one of the alternatives is logically not possible for each sentence?

ey e i she gets here, show her into my office.
a) When b) As soon as ¢) Until

2 Could you take care of this problem ............... I’'m away?
a) before b) when ) while

3 Don’tdoanything............... we've spoken to the people in New York.
a) until b) as soon as ¢) before

4 I'm getting the train to Hamburg tomorrow afternoon - 'll phone you ... ............
| arrive at my hotel.
a) before b) when c) until

5 Please letme know . .............. you hear something.
a) when b) before €) as soon as

6 Please hand in your visitor’s badge ............... you leave.
a) until b) as soon as ¢) when

7 Donotopenthedoor.. .. ..o, the train comes to a complete stop.
a) before b) until ¢) as soon as

You work for the Euphoria Development Agency. Write a report about the economy of
Euphoria for the head of Teknos, a company that is considering investing in a high-
tech factory in Euphoria to make computer chips.

Summarise the information below in 100 to 120 words, and recommend at the end of it
that Teknos should make this investment.

Euphoria: key facts

Economy Labour
Growth rate: 7% per year Education system excellent: a lot of
Inflation rate: 2% per year skilled labour at every level — workers
Unemployment rate: 2% at and managers
present

Transport and infrastructure Comments
Heavy traffic on roads causing Some commentators talk about
slow journeys and distribution ‘laziness’ of young people who have
problems, but very fast too much money to spend
rail services

Complete each of these sentences by using a compound starting with the word in
brackets, and using one of the words a) to f). Each word is used once.

a) wearing c) tech e) selling

b) quality d) lasting f) made

1 Go to Saveaway Supermarkets for (high-)
best farming methods.

............... meat produced with the

2 Valley of the Dolls by Jacqueline Susann has sold 30 million copies - it’s the (best-)
............... novel of all time.

3 Doc Martens boots — average life seven years —are (long-) ............... footwear.

4 Buy Good Era tyres — theyre so (hard-) ............... : 200,000 kilometres and they
still look the same.

5 German cars are famous for being solid and (well-) ............... :

6 No more posting of documents from one department to another — Docushare is the
) solution to distributing information on the Internet.
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Read this report by an expert on products. In each line 1 to 5 there is one wrong word.

Underline the wrong word and write the correct word in the space provided.

Can we have too many products?

There are two cars in the garage. In the living room, there is a wide-screen
television with 100 channels, and first-class hi-fi equipment. Each child has a
television in his or her

bedroom. The kitchen contain a dishwasher, an ordinary oven ~ ............
and a microwave oven. The cupboard in the bedroomisfillof ...
designer-label clothes. Is it possible too have so many products ...
that we don’t need any more? Some economy think so. They ...
points to Japan, where demand for certain goods has been flat ...

for 10 years now. They say that one reason for this is that Japanese people have
all the material goods they want and save their money instead of buying more.
Compare this with the poorest countries in the world, where there is one
television set for every 60 people.

vioBowWweon

Look at the products in the case study on page 113. In the end, Minerva A.G.

e

developed all of these products and you bought ONE of them. Write one of these
letters (90 to 110 words) to Minerva A.G.

1 Thank them. Tell Minerva
which product you bought
why you bought the product
how you have used it
why you like it
whether you think it offers good value for money
whether you will buy another one - if so, ask them to send you details of future
models

2 Criticise the product. Tell Minerva
- which product you bought
why you bought the product
how you have used it
- why you don't like it
that you would like a refund
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/_

Form
+ |/You/He/She/It/We/They can go.

I/You/He/She/it/We/They can’t (= cannot) go.

? Canl/you/he/she/it/we/they/go?
Uses

1

We use can and could to:

make requests.

Can | make a phone call?

Could you tell me the time, please? (a little more formal)
give or refuse permission.

You can use my mobile phone.

You can’t go in there. It’s private.

make an offer.

Can | take your coat?

| can take you to the station if you like.
describe ability.

Women can become train drivers.
When he was younger he could (= was able to) run a marathon in under
three hours.

say that something is possible or impossible,
You can make a lot of money if you work hard.
I can’t get through to them. Their phone’s always engaged.

We also use could to refer to future possibilities.

I think we could increase our market share in the long term.
We use would to:

make requests.

Would you open the door for me, please?

make offers.

Would you like a glass of water?

describe imaginary situations.

! would buy a Ferrari if | had enough money.
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We often use must, need to and has/have to to say that something is
compulsory or necessary.

We must be patient when our goals are for the long term.
Companies have to advertise to let consumers know they exist.
I need to have the figures before next Monday’s meeting.

Need can also have a passive meaning.

The report needs to be checked before the end of the week.

We use had to to refer to a past obligation.

When | lived in Tokyo | had to learn Japanese.

We use should and shouldn’t to give advice or to suggest the right course
of action.

A CV should be printed on good quality notepaper.

{t shouldn’t be more than two pages long.

Should often follows the verbs suggest and think.

I suggest/think we should aim at the top end of the market.

We use should to say that something is likely in the future.

Interest rates should come down soon - that’s what the economists are
predicting.

We use don’t have to and don’t need to when there is no obligation.

You don’t have to queue up when you buy online.

If you buy now, you don’t need to pay anything until next year.

We use must not when things are forbidden or against the law.

Drivers must not park their vehicles by a traffic light.

Compare the uses of must not and don’t have to in the sentence below.

In many companies employees must not wear jeans, but they do not have
to wear a formal suit and tie.
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3 Present simple and present continuous
5

Present simple

Form
+ 1/You/We/They work.
He/She/lt works.

- |/You/We/They don’t work.
He/She/lt doesn’t work.

? Dol/you/we/they work?
Does he/she/it work?

Uses
1 We use the present simple to:

» give factual information about permanent activities.
Valentino makes luxury chocolates.

* describe a state that doesn’t change.
He looks like his father.
Nothing succeeds like success.

« talk about routine activities, repeated actions or habits.

2 This use of the present simple is associated with adverbs of frequency.

We usually have our weekly sales meeting on Mondays.
| often travel abroad on business.
We sometimes get complaints, but not many.

3 Verbs that describe permanent states or situations are used in the present simple, not with -ing.

What do you mean? (NOT *What are you meaning?)

The decision involves taking a risk. (NOT *The decision is involving ...)

The premises don’t belong to them. (NOT *The premises aren’t belonging ...)
He doesn’t remember her name. (NOT *He isn’t remembering ...)

Present continuous

Form

+ | am going.
He/She/It is going.
You/We/They are going.

— | am not going.
He/She/lt is not going.
You/We/They are not going.
? Am | going?
Is he/she/it going?
Are you/we/they going?

Uses
We use the present continuous to:

» describe activities in progress at the moment of speaking.
She’s talking to him on the phone right now.

« describe temporary situations.
The delegation is staying at the Hilton until Friday.

 refer to future arrangements.
He’s starting a new job next week.

¢ describe changing situations.
We’re developing a new marketing strategy. -
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4 Past simple and past continuous

Past simple

Form
+ 1/You/We/They worked.
He/She/lt worked.

— |/You/He/She/lt/We/They didn’t work.

? Did I/you/he/she[it/we/they work?

Uses

1 We use the past simple to refer to states and actions which finished
in the past.
He left for Australia yesterday.
When | was young, | wanted to be a pilot.

2 The action can be short, long or repeated.

They took a taxi to get here.
The flight lasted 10 hours.
| took the same train every day.

Past continuous
Form

+ |/He/She/It was working.
You/We/They were working.

— |/He/She/It was not working.
You/We/They were not working.

? Was I/he/she/it working?
Were you/we/they working?

Uses
1 We use the past continuous to:
« talk about actions that were not yet finished and continued over a period
of time.
At that time, we were still trying to solve our recruitment problem.
Sometimes this period of time includes another event which is completed.
She had an accident while she was driving to work.
| was talking to him on the phone when | heard an explosion.
« refer to situations that were changing over time in the past.
During the 1980s many of the older industries were closing down.
At that time we were coming out of recession and things were improving.
2 We do not use the past continuous with verbs that describe opinions and
thoughts.

What did you think of her proposal? (NOT *were you thinking)

What exactly did she mean? (NOT *was she meaning)

He didn’t know that | knew what he was doing. (NOT *wasn’t knowing that |
was knowing)
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5 Past simple and present perfect

( Present perfect

Form
+ |/You/We/They have worked.
He/She/It has worked.

- |/You/He/She/It/We/They haven’t worked.

? Have I/you/we/they worked?
Has he/she/it worked?

Uses
1 We use the present perfect to;

« talk about actions that continue from the past to the present.
We have been in this business for over 50 years.
(= We are still in business.)
+ talk about past events that have an impact in the present.

Recently profits have fallen sharply because of strong competition.
Genova has had to cut costs by reorganising the workforce.

» talk about life experiences.

He’s worked in a number of different firms.
I've been to London on many occasions.
She’s never had to lead a team before. (= in her life up to now)

2 Because the time reference includes the present, we use time expressions
that refer to both present and past.

So far, we have captured 30% of the market.
This week, |'ve written three long reports.
Over the last few days, | have had too much work to do.

Present perfect versus past simple

1 We use the past simple for completed actions that happened in the past.
Capricorn opened its first store in 1984.

2 Because the time reference is past, we use time expressions that refer to
finished past time.

Last year we increased turnover by 15%.
Five years ago, we didn’t have an overseas subsidiary.
She joined the company three months ago.

3 The decision to use the past simple or present perfect depends on how we
see the event. If we see it as related to the present, we use the present
perfect. If we see it as completed and in the past, we use the past simple,

I've known Bill for many years.
(= We are still in touch.)

I knew Bill when I was at college.
(= We don’t keep in touch.)
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6 Multi-word verbs

1 A multi-word verb is a combination of a verb and one or two particles (like
at, away, down, in, on, up).

2 Types of multi-word verbs

s without an object
The photocopier has broken down.
Something has come up. (= happened)

= with an object — separable
The direct object can come after the verb and before the particle.

Could you turn on the coffee machine?/Could you turn the coffee machine on?

« with an object — inseparable
The director cannot do without his secretary. (NOT *The director cannot do
his secretary without.)
3 In many cases the phrasal verb is more informal than its synonym.

How did you find out? (= discover the information)
We set off early. (= departed)

4 Many phrasal verbs are idiomatic; in other words, their meaning is difficult
to interpret. However, it can help if you understand the meanings of the
particles. For example:

» away (creating distance)

I'm going away next week.
Don’t run away. | need to talk to you.

= on (continuing)

Carry on the good work!
The meeting went on until seven o’clock.

= over (considering)
| need time to think it over.
Come and see me, and we’ll talk it over.
* up (completing)
Some urgent matters need clearing up.
Drink up. We've got to go.

(For further information, consult the Longman Dictionary of Phrasal Verbs.)

N
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7

Yes-No questions

In questions that can be answered with either yes or no, we put an auxiliary verb
before the subject.

Are you coming? Yes, I am./No, I'm not.
Can you drive a truck? Yes, I can./No, I can’t.

Do you know his name? Yes, I do./No, | don’t.

Did you arrive on time? Yes, I did./No, I didn’t.
Have you heard the news? Yes, | have./No, | haven't.
Will you have time? Yes, | will./No, | won’t.

Open questions

1 We use question words such as what, who, where, when, why and how to ask
for more information. The question word comes before the auxiliary verb.

To ask about We use
A thing What is the brand name?
Which door is it?
A person Who is the Chief Executive?
A place Where do you come from?
A reason Why are you putting up your prices?
A moment in time What time did the meeting start?
When did the goods arrive?
A period of time How long did you stay in Beijing?
The number of times How many times have you been to China?
Quantity (with plural nouns) How many cases did you order?
Quantity (with uncountable nouns) Hew much money do you have on you?
The way you do something How do you manage to read so quickly?

2 We use what if there are many possible answers and which if there are fewer
possible answers,
What is their policy?
Which of these cases is yours?

3 If who or what is the subject of the sentence, the word order is the same as in a
statement.

Who looks after the travel arrangements?
What happens when things go wrong?

4 If who, what or which asks about the object, the verb comes before the
subject.

Who shall | get in touch with?
What number did you ring?
Which restaurant have you chosen?

5 The question word how can be followed by an adjective or adverb.

How big is the warehouse?

How good is your Spanish?

How well do you speak Spanish?
How far is the hotel from here?
How often do you travel abroad?
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8 Future plans _ 5

-

1 We use the present continuous for future arrangements.

What are you doing next weekend?
We’re visiting our suppliers next week.

2 We also use going to for arrangements, plans and intentions.

What are you going to do next weekend?
We’re going to visit our suppliers next week.
I'm going to talk to you today about my company.

3 Butwe do NOT use the present continuous to make predictions for the
future. Compare:

The transport strike is going to cause a real problem.
(= This is anticipated for the future.)

The transport strike is causing a real problem.
(= The strike has started and the effects are present.)

4 Some verbs like anticipate, expect, look forward to, hope and plan
automatically refer to the future. These verbs can be used in either the
simple or continuous form.
| look forward to seeing you soon.
| am looking forward to seeing you soon.

We hope to do better next year.

We are hoping to do better next year.

We plan to attract more foreign investment.

We are planning to attract more foreign investment.

Other future forms

1 Willis very often used for predictions.
The forecast says that tomorrow will be warm and sunny.
| don’t think they will complain.
She won’t like what you've written about her.
2 We use the contracted form Il to make spontaneous offers.
I"ll help you write the report if you like.

5
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9 Reported speech

o

We use reporting verbs like say, tell and ask to report what other people
say.

1 Reporting words just said

s [n this case, the situation is still present.
The boss says she wants to see you immediately.

2 Reporting words said in the past

» Words that are said in one place at one particular time may be reported in
another place at another time. Because of the change in time there may be
a change of tense or modal auxiliary. A different pronoun is used to suit the

context.
Actual words Reported words
‘We are not going to panic.’ He said they were not going to panic.
| left my briefcase at work.’ She said she (had) left her briefcase at work.
‘I’ve already spoken to her.’ He said he had already spoken to her.
‘We won’t know before Friday.”  She said they wouldn’t know before Friday.
‘| can’t give you a lower price.”  He said he couldn’t give me a lower price.
» Would, could and should do not change.
‘| would tell you if | could.” She said she would tell me if she could.
“You should be more careful.’ He said | should be more careftil.

3 Sayversus tell

= We do not usually use a person object (me, us, etc.) after say.
She said she would come later. (NOT *She said me ...)

» But after tell, we indicate who receives the information.,
She told me she would come later.

« We can use that directly after say, but not directly after tell.
He said that he understood the reason. (NOT *He told that ...)

» Tell also means ‘to inform’ or ‘to instruct’.
He told me he was interested in my proposal.
She told me to hurry up.

4 Reporting questions
» We use ask (with or without an object ) to report questions.

* Note the word order: (1) question word (2) subject (3) verb.

He asked (her) when she wanted to take her vacation.
He asked (her) if/ whether she wanted to take her vacation in july
or August.
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10 Conditionals :
/_

We use if + will/would to talk about imaginary and hypothetical situations.

First conditional

(if + present simple, will + base form of the verb)

When bargaining we often use conditional sentences to make offers and
counter-offers.

If you arrange for delivery at your risk and expense, we’ll agree to a price of
20,000 euros.

If | agree to those conditions, I’ll only be able to offer three months’
guarantee.

Second conditional
(if + past simple, would + base form of the verb)

1 When the situation is less likely to happen or be accepted, we use the
second conditional.
If we had more money to spend, we would be interested, but we don’t.

2 Sometimes the condition is logically impossible to fulfil.
If he was the Queen of England, he’d sell Buckingham Palace.

Points to remember

1 The position of the if clause and the main clause can be changed.
| would lend him some money if he needed it.
If he needed it, | would lend him some money.

2 We cannot use will or would in the if clause.
*If | witt go to Japan, I'll probably go to a tea ceremony.
Knew
*If | werdd-erow the answer | would tell you.
3 lItis possible to use If! were rather than If | was, especially when giving
advice.
If I were the minister of finance, I'd reduce taxation.
If | were you, I'd buy those shares now.
4 Instead of would we can use might or could, depending on the meaning.

If he relaxed more, he might not be so stressed.
If he wanted to, he could become CEQ.
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11 Time clauses :

-

1 We use time clauses to provide information about actions and events in the
past, present and future.

Do you remember when you had your first interview? (past time)

When your customers are unhappy, they’ll usually tell at least 20 other
people. (true all the time)

When | find the missing documents, I'll bring them to you. (future time)

2 We use a present tense, not will, to refer to future time in a time clause.

Until inflation is under control, planning will be difficult. (NOT *will be
under control)

Once we finish the project, we’ll have more time. (NOT *will finish the
project)

Can you look at this before you leave? (NOT *will leave)

The share price will rise as soon as we announce the merger.

I'll see you when the meeting finishes.

3 Note that:
e a present perfect in a time clause refers to a future situation.
I’ll get back to you as soon as we have decided what to do.
She’ll write you after/when she’s spoken to her boss.
We won’t know the results until we’ve received all the sales reports.

* while means ‘during the time that’ or ‘at the same time as’.
I like to listen to music while I'm working.
I was working late at the office while she was out socialising.
While | was in Italy, | went to see Alessandro.

for/since/during

1 We use both forand during with periods of time, but the is usually used
after during.

1 haven’t seen her for a month. (NOT *during a month)
What are you planning to do during the vacation?
He fell asleep during the meeting.

2 We use since with points in time.

The company has expanded fast since it was founded.
Since Martin joined the company two years ago, profits have risen
dramatically.
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12 Passives :

/‘

Form

+ It's done. It’s being done. It was done. It has been done.
It will be done.

— It’s not done. It’s not being done. |t wasn’t done. [t hasn’t been done.
It won’t be done.

? Isitdone? Isitbeingdone? Wasitdone? Has itbeendone?
Will it be done?
Passives can also be formed with modal verbs.
Can it be done? |t can’t be done. |t should be done. It would be done.
It might be done.

Uses

1 We choose a passive structure when we focus on the action itself rather
than who performs the action.
Tea is grown in Sri Lanka.
Our quality procedures are strictly monitored.,
The new machine has been installed.

2 We can use by to mention who performs an action.
All her clothes are designed by Armani.
The first computer was invented by Alan Turing.
Kristal is a bottled water which is manufactured by a US company.

3 We often use the passive to describe a process, system or procedure as in
the extract below.

Naming a new product

Before a product is launched focus groups are set up and a name is
chosen. Potential consumers are asked to give their impressions, and
these are matched against the desired brand image. Once the name has
been decided, it must be registered so that it cannot be used by other
manufacturers.

4 We often use the passive in impersonal constructions beginning with it.

These constructions are frequently found in reports and the minutes of
meetings.

It was agreed that the budget should be increased.

It was decided to implement the new policy immediately. (or If was
decided that the new policy should be implemented immediately.)

It was felt that an early decision had to be made.
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Salutation

When you know the name of the
recipient:

Dear Mr/Mrs/Ms/Miss von Trotta

Note: In AmE Mr., Mrs. and Ms.
include a full stop/period, e.g. Mr.
von Trotta

When you don’t know the name
of the recipient:

Dear Sir or Madam (BrE)

Dear Sir or Madam: (AmE)

Main point

Itis a good idea to put the main
point at the beginning of the
letter. People read the first
paragraph carefully, but not
always everything else.

Use the pronoun we when writing
for your company. This is more
formal than /.

Endings (BrE)

When you know the name of the
recipient:

Yours sincerely

When you don’t know the name of
the recipient:
Yours faithfully

Endings (AmE)
Yours truly,
Sincerely,

Sign the letter with both first and
second names. Then print your
name and position under the
signature.

i

(Common abbreviations

Re: regarding

pp (on behalf of) when you
sign the letter for another
person

Enc(s). documents are enclosed
with the letter

cc: copies (The names of the
people who receive a
copy are included in the
letter.)
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Letters

Mr Heinrich von Trotta
Schneemans AG
Hapsburger Platz 1
80333 Munich

Dear Mr von 'I‘rotta

Eurapem Busfmu Auoclaies

zs&iadsaim
* 1820 Montreux
\tauacaﬂ’mn

Re: Invitation to speak at next conference

On behalf of European Business A550c1ates we wouid like to
invite you to be a keynote speaker at our ’Resp:mmbie :
Technologies for the Global Ectmomy’ conferecnce planned for

19-21 October next year.

European Business Associates is Eumpe”s leading
business-oriented media production company. We broadcast
business programmes for television and radio throt ghout the
European Union, mcludmg Business Tod@y every morning

from 07.00 on CNM.

We would be very pleased if you would present for us at
the conference. As Europe’s leading manufacturer of
environmentally friendly hxgh—tech equipment, we belmve
you could help many other crompames move in the same

direction.

We hope this anltatan is of mterest and Iook forward to

..hearmg from you.

Yours sincerely

Ms B 1 gxtte Sea
Events Manager

 Encs. Conference brochures

o Jean Thornett-Smith
Senior Director
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Memos

Notice
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Faxes

| VSN SRV,




e-mails

#

E-mails can have a formal business
style or a very informal style, similar to
spoken English.

o

e

Raply ER&pi‘y Al Forward

tony.randall@pricerise.aus
colin.mckee @hasbro.com
Co-operation agreement

cc
Subject

Message Text 1

Dear Tony,

To celebrate the signing of the agreement between
our two companies we would like to invite you to

participate in our annual sales meeting which is

taking place this year in Honolulu, June 7-10.

Please feel free to bring another person with
our guest if you would like to join us.

you

I hope this will be possible. Please let us know.

Best wishes,
Alison

Alison McDermott
Product Manager

Has Bro Equipment Inc.
Box 28

Chicage IL 60644

001 312 555 4176
alison.mcdermott@hasbro.com

Phone:
email:

as

-~

New Meassage - 1

el

To tony.randall@pricerise.aus
Subject Goodbye party!

Hi Tony

It's my last day in the office on Friday and I'm
giving a small goodbye party, 16.30 in room 122.
you can come.

cu

Jenny

%

__ Writing file |

This semi-formal style is similarto a
standard business letter, but less
formal and usually shorter. The ending
is Best wishes rather than Yours
sincerely. This style is best used when
you are sending an e-mail to somebody
who is outside your company, or whom
you do not know very well. The focus is
on giving or asking for information
guickly.

-~

Hope

Y

The informal style is most suitable for
e-mails within your company and for
people whom you know well. The
greeting is often Hi, Hello or even How
are you? Cheers is a common ending, or
sometimes the ending is omitted.
Sometimes the writer will only use
small letters. The style is much closer
to spoken than to written English.

-

5
=

L

Sometimes people use abbreviations
of words if they want to save time:
CU = see you

tkx = thanks

RUOK? = are you OK?
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Sales leaflets

Sales leaflets must be clear,
simple and easy to understand.

Sullivan’s
Summer Sun
Savers

Book your Greek summer holiday before the end of
April and save up to 20% on normal prices!

For full information about our range of exclusive S Eg‘”d‘tf‘)l?ﬂre Wr‘itvaztt"
holidays call 01807 476 666 for our FREE brochure. e
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Reports

\ - ™
A report should be well The format used here is
organised with information suitable for formal reports:
in a logical order. There is « title
no set layout for a report. « executive summary
It will depend on: « introduction
a) the type of report « findings
b) the company style « conclusion
\ 24 + recommendations
- i
Business Software plc
fia T
Product report The executive
s summary is a
Executive summary ' summary of the main
We have been contacied by lenz AG, a German manufacturer of mobile =~ points and
telephones, and asked about the possibility of a co-operation agreement. We con;ittxsllfn_oft?ﬁ
would adapt our business software for use in their products, Tests show that - :Egg;r' 2 quI:Tflf 2
their product is a very good one and popular with our farget market. averviewof thetotal
Introduction Eiyed )
This report will look at:
® ihe hardware manufacturer and their equipment The introduction
® software that could be used on their mobile phones ————1 shows the points that
* the advantages of working together L will be looked at. )
® recommendations for action
Findings
1 lenz has been developing cheap, smallscale electronic devices for /The idiigs et h
thirty-five years. In the last five years they have focussed on more expensive  —— facts discovered.
mobile phones for businesspeople. These have been very successful. One 2 J
in four mobile phones for the business market is a lenz.
2 Our new ‘Executive Organiser” software has a lot of atfractive features for
the travelling businessperson [e.g. address book, emailware, voice
recorder, street finder function, etc.)
3 Market research shows that there is a big inferest in our products being -
used on machines apart from computers. The conclusion is
i what you think about
Conclusion : the facts and how
The two companies have products which fit well together. o you interpret them.
: . N
Recommendation
We should have a meeling with representatives from Lenz as soon as possible (e mmaa s Ll
fo discuss a joint venture between our companies, with the aim of puting our  ———1 are practical
software onio their mobile phones. suggestions to deal
with the situation
and ideas for making
; future activities
Tracy Cruickshank e :
run more easily.
Research and Development Director 5,

19 October 200 -
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1 Careers, Skills, Exercise F, page 11

Student A

1 You receive a call for your colleague, Laurie Thompson. Laurie is not in the
office at the moment. Take the caller’s details and say that Laurie will call
them back.

2 You are Laurie Thompson. Telephone the person who called about the job
advertisement. Offer to send an application form. The closing date for
applications is in two weeks’ time.

2 Selling online, Skills, Exercise A, page 18

Negotiating tips: Group B

* Be strong and try to win.

» Prepare carefully before you negotiate.

* Ask a lot of questions.

« Have a lot of options.

* Summarise often the points you agree on.

Change your strategy during the negotiation, if necessary.
Never show any emotion.

2 Selling online, Skills, Exercise E, page 19

Website maintenance company representative

You want:

1 Athree-year contract
This allows you to offer the best service to customers and it will be profitable
for you.

2 To test the website each month
This will give the best level of service to the client and increase your
earnings.

3 Response time — 24 hours
You want the company to contact you by e-mail if there is an emergency. You
want up to 24 hours to solve any problems.

9 Managing people, Case study: The way we do
things, page 85

A Sales Manager

You will lead the meeting with the support of the Deputy Sales Manager. It is
your job to listen to the representatives’ opinions and to agree on an action
plan which will:

= improve the atmosphere in the department

* encourage staff to work together effectively

Note: You are impressed by the Muller sales representatives. You think their
ambition and energy are good for the company. They are also successful in
financial terms.
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7 Marketing, Skills, Exercise H, page 67

Marketing Director

You want to do the following during the phone call.

1 Note down when and where the focus group meeting will take place.
2 Suggest that these people attend the meeting:

Irina Pavlovskaya
Tel no. (812) 275 6381
She is a Marketing Consultant based in Moscow, Russia.
Bozena Lenat
Tel no. (361) 339 4032
She is Head Buyer for a department store in Budapest, Hungary.
3 Ask the European Sales Manager about last month’s sales results in France.
Did they increase or decrease?

9 Managing people, Case study: The way we do
things, page 85

B Deputy Sales Manager

You will help the Sales Manager to run the meeting. It is your job to listen to
the representatives’ opinions and to agree on an action plan which will;

s improve the atmosphere in the department

s encourage staff to work together effectively

Note: You are impressed by the Peterson sales representatives, You think they
have a very positive attitude. You think their efficiency and good customer
service are important for the future success of the company.

10 Conflict, Starting up, page 90
Key

Give yourself the following marks.
1 a)2z 2 a2 3 a3 4 a4 5 a4 6 a4

b} 3 b) 3 b) 4 b) 2 b) 2 b) 3

€)1 )1 c) 2 Q)3 1 cl1

d) 4 d) 4 d)1 d1 d) 3 d) 2
Results

6—11  You need to improve your conflict management skills.

12-17 You are quite good at conflict management in certain situations,

18-22 You are good at conflict management in most situations.

23-24 You are excellent at conflict management. You should be working
for the United Nations.

10 Conflict, Case study: European Campers, page 97

Charles Holden

You like both Todd Fester and Olivier Moyon. Olivier is a difficult employee, but
you have been friends with him for years. He is very valuable to the company.
You'd like to keep Qlivier if possible and to find ways of dealing with the
situation.

__ Activity file
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{ Activity file

1 Careers, Skills, Exercise F, page 11

Lochlin Plc
Student B Sales representatives
1 You want to apply for the job in the advertisement. Call Lochlin Plc and ask Exciting new career opportunities

i fior the right people,
for Laurie Thompson.

2 Some time after you call Lochlin Plc, Laurie Thompson calls you back. Ask )
% 3 Cadl Laurie Thompson on
about how you can apply for the job. You also want to know when the closing 020 7946 4021
date for applications is. Jov pove information.

Have you got the gualities we need?

2 Selling online, Skills, Exercise E, page 19

Company manager

You want:

1 Aone-year contract
You want to see how well the company does the job and if they are reliable
before giving them a long contract.

2 To have the website tested every three months
You want the maintenance costs to be as low as possible. However, you
would like to have weekly checks on the security of the website.

3 Response time —two hours
You want to contact them at any hour by phone if there is an emergency. You
want the maintenance company to solve any problems within two hours.

2 Selling online, Case study: Lifetime Holidays,
page 21

Director: Lifetime Holidays
The points you need to negotiate are listed below, together with your
negotiating position for each one.

Negotiating point Your position

Length of contract ¢ Three years

e.g. ‘We need a three-year contract.”

Focus only on your Mediterranean holidays

Aim at the 30-50 age group

Do not offer these services at present

f100,000. Share costs on a 50/50 basis

Media: Mail shots and press advertising

60% Lifetime Holidays/40% DirectSun

{Your company is bigger and better known.)

Project management * Suggest that your company manages the
project as you have greater management
experience and knowledge.

Destinations
Customers

Car hire and insurance
Advertising budget

Investment and profits

9 Managing people, Case study: The way we do
things, page 85

C Sales representatives (Muller group)

You should give your opinions about the points on the agenda. Try to persuade
the Sales Manager and the Deputy Sales Manager to accept your point of view,
but hetp them to work out an action plan which wilt improve the effectiveness
of the team. )

Note: You usually meet your sales targets and often exceed them.
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4 Great ideas, Skills, Exercise E, page 39

Rote card A

Chairperson

You will lead the meeting. Ask for participants’ opinions, encourage discussion
and help them reach agreement, You must decide the following points
cancerning the marketing of Worldbeater.

1 lts seiling price 3 Special offers for first purchase
2 Its target consumer 4 Advertising/promotion
Role card B
Participant
You have the following opinions concerning Worldbeater.
Selling price: $240 approximately
Target consumer; Professional players and serious club players
Special offer for first purchase: 30 free tennis balls
Advertising/promotion; Specialist magazines such as

Professionai Tennis

Role card C
Participant
You have the following opinions concerning Worldbeater.
Selling price: $150
Target consumer: All tennis players, all age groups
Special offer for first purchase: Free tennis at a local club
Advertising/promotion: Advertisements in national/local newspapers
and television commercials
Role card D
Participant
You have the following opinions concerning Worldbeater.
Selling price: $180
Target consumer: All tennis players, all age groups
Special offer for first purchase: A free T-shirt with the Freestyle logo on it
Advertising/promotion: Advertising in clubs, at public tennis courts
and in the press
Role card E

Participant

You have the following opinions concerning Worldbeater.

Selling price: $200

Target consumer: People with maoney and fashion-conscious
tennis players

Special offer for first purchase: A 20% discount off any Freestyle product

Advertising/promotion: Endorsement contracts with famous ptayers
or film stars

10 Conflict, Case study: European Campers, page 97

Todd Foster

You want Olivier Moyon to leave the company. Try to persuade Charles Holden
to let Olivier go. If Charles does not agree, try to negotiate a suitable solution
to the problem.

. Activity file ]

139



| Activity file

5 Stress, Discussion, Exercise A, page 45

Actor 7.2 Hairdresser 4.3
Teacher 6.2 Banker 3.7
Bus driver 5.4 Librarian 2.0

9 Managing people, Case study: The way we do

things, page 85

D Sales representatives (Peterson group)

You should give your apinion about the points on the agenda. Try to persuade
the Sales Manager and the Deputy Sales Manager to accept your point of view,
but help them to work out an action plan which will improve the effectiveness

of the team.

Note: You often meet your sales targets but rarely exceed them.

10 Conflict, Skills, Exercise E, page 95

Union Representative

The workers are very unhappy with the price increases. They think that the
subsidised restaurant is part of their terms and conditions of work. They are
also angry that management did not discuss their plans with them first. You
want to negotiate a solution to the problem. Your objectives are:

1 to get subsidised meals back immediately, or

2 to postpone the cuts in subsidies until the staff have been properly

consulted.

11 New business, Skills, Exercise D, page 103

Student A

Ask and answer questions to complete the information in your tables. For
example, What’s the population of Tokyo? (Twenty-six point four million OR
Twenty-six million, four hundred thousand).

Biggest cities (population in millions)

Computers per 100 people

1 Tokye @ aecseaasss 1 tuxembourg 73.2

2 Mumbai (Bombay) 18.2 2 Singapore 45.8

3 MexicoCity —  .............. 3 United States  ..............
4 Sdo Paulo 17.8 4 Switzerland ...
5 New York 16.6 5 Australia ...l
6 lAges 000 senaveuss 6 Denmark 37.7
Oldest populations (% aged over 65) Cars per 1,000 people

1 taly 1 lebanon ...l
2 Greece 17.9 2=Brunei 576

3 Sweden ... 2=Luxembourg 576

4 Japan 17.1 4 Italy L
5 Spain 17.0 5 lIceland 510

6 Belgium ...l 6 Germany ...
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2 Selling online, Case study: Lifetime Holidays,
page 21

Director: DirectSun
The points you need to negotiate are listed below, together with your
negotiating position for each one.

Negotiating point Your position

Length of contract = Five years
e.g. ‘We need a five-year contract.’

Destinations » Offer all the holidays in both companies’
catalogues

Customers + Aim at all age groups

Car hire and insurance + Provide these services as they are very
profitable for your company.

Advertising budget = £300,000 — at least! Share costson a

70%/30% basis (70% Lifetime Holidays)
+ Media: Include radio advertising
Investment and profits * 50/50 basis
Project management » Suggest that your company manages the
project because of your greater experience
and knowledge of selling online,

12 Products, Skills, Exercise C, page 111

Product 1: OUTDOOR HEATER Product 2: LEATHER ATTACHE CASE
Function: To heat the air outside a building Function : To carry business documents
» Gives out a lot of heat for 26 hours » Expandable case with desktop facility
+ Powered by propane gas » Twin combination locks
+ Easy to regulate the heat + 3 compartments
» Light and easy to move + 2 extra pockets
« Can be used in all weathers * Pen and credit card holders
+ Easytoclean » 2-year guarantee
« Attractive design » Dimensions: 4ocm (height) 4ocm {width)
PRICE: €299 15cm (depth)
PRICE: €70
Product 3: BABY MONITOR Product 4: JUICE EXTRACTOR
Function : To check the health of a sleeping baby Function : To extract juice from fruit and vegetables
+ Works up to a 100-metre range » Juices whole fruit and vegetables
¢ Powered by mains or battery (hard and soft)

+ Low-battery indicator » Powerful motor
= Adjustable volume » Easy to pour juice
» Has a belt clip and also a stand » Safety locking lid
+ Easyto use and very light = All parts easy to remove and can be
¢ 3-year guarantee washed in a dishwasher
PRICE : €48 » Stainless steel filter
* 10-year motor guarantee, 3-year parts and
labour guarantee
+ Free recipe book
PRICE : €68
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7 Marketing, Skills, Exercise H, page 67

European Sales Manager
You want to do the following during the phone call.
1 Tell the Marketing Director when and where the facus group takes place.
Details are as follows:
Location Commercial Institute
5 Rue Pierre Charron
Paris
Date/Time  Friday 2g July at 14.00

2 Note down the names of two people who the Marketing Director wishes to
invite to the focus group.

3 Answer his/her questions about last month’s sales results in France.
Details are as follows:
Total sates €3.2 million
Sales were 8% higher than the same period last year.

10 Conflict, Skills, Exercise E, page 95

General Manager

You think the staff restaurant still offers good value for money, despite the cuts
in subsidies. Prices are roughly similar to those in other companies in your area.
The company has to reduce costs or the staff’s salaries will be affected. You
want to negotiate and get a good solution to the problem. Your objectives are;

1 to listen carefully to what the union representative says.

2 to explain why the cuts in subsidies are necessary,

11 New business, Skills, Exercise D, page 103

Student B

Ask and answer questions to complete the information in your tables. For
example, What’s the population of Mumbai? (Eighteen point two million OR
Eighteen million, two hundred thousand).

Biggest cities (population in millions) | Computers per 100 people

1 Tokyo 26.4 1 Luxembourg ...l
2 Mumbai (Bombay) .............. 2 Singapore = ioeeee...
3 Mexico City 18.1 3 United States 45.5

4 SdoPaulo ...l 4 Switzerland 42.1

5 NewYork ... 5 Australia 41.1

6 tagos 13.4 6 Denmark Ll
Oldest populations (% aged over 65) Cars per 1,000 people

1 [taly 18.2 1 lebanon 732

2 Greece e 2=Brunei ...
3 Sweden 17.4 : a=luxembourg ...
4 lapan 4 ltaly 539

5 Spain .. 5 lceland
6 Belgium 16.7 6 Germany 506
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1 Careers

(7 1.1 (I = Interviewer, CH = Colette Hill)

I What are some of the qualities or skills needed for a
successful career in business?

CH That’s a difficult one because, of course, it does
depend on what field you're in ... butif you press me, I
would offer three particular qualities, I think. Erm,
first, you need to be able to get on with people.
Whatever job, you're going to have colleagues and
customers. You need to be able to get on with people
at all levels. Second, er. you need to be adaptable;
businesses go through constant change. Your role will
change, as will the people you work with, even the
place where you work sometimes. And finally, of
course, you need a sense of humour to keep it all in
proportion.

(7 1.2 (1 = Interviewer, CH = Colette Hill)

| What are the best ways to prepare for a job interview?

CH It really helps if you look at it from the point of view
of the interviewer. So, for example, before the
interview do your homework. Find out all you can
about the company to show you're really interested in
the opportunity. You can look up how old it is, what it
does, how many people it employs, how fast it’s
growing. Then at the interview, help the interviewer by
answering their questions fully, but sticking to the
point; don't talk for too long. Let them stay in control
of the agenda, I think. And then there are other things
like, it'’s important to ask the interviewer questions
which demonstrate that you are as interested in them
as they are in you: for example. “What is your medium-
term plan for the company?’ or “Whalt is your policy on
training and development?” These sorts of questions
show you’re potentially interested in staying, not just
looking for a short-term contract.

1.3

A Good morning, VTS. Which department, please?

1I'd like to speak to Carmen Diaz in human resources,

please.

Thank you. Hold on, I'll put you through.

Hello. Human resources.

Hello. Is that Carmen Diaz?

Speaking.

Yes, I'm phoning about your advert in Careers Now.

Could you send me an application form, please?

€ Certainly. Can I take some details? Could you give me
your name and address, please?

B Yes, sure, it’s Christophe Boiteaud, which is B-O-I-T-
E-A-U-D. And my address is ...

(714

A Hello. Could I speak to Andrea, please?

B I'm afraid she’s not here at the moment. Can [ take a
message?

A Yes, please. This is Jacques from Intec. Could you tell
her I won't be able to make the training course on
Saturday. She can call me back if there’s a problem.
I'm on 0191 498 0001. -

B OK. Thank you. Bye.

[es)

Lo I T w = A e -
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(715

Hi, John. Dave here.

Oh, hello, Dave. How are you?

Fine. thanks. Listen, just a quick word.

Yeah, go ahead.

Do you think you could let me have the fax number for
Workplace Solutions? I can’t get through to them.
Their phone’s always engaged.

I’ve got it here. It’s 020 7756 4237.

Sorry, I didn’t catch the last part. Did you say 42277
No, it’s 4237.

OK. Thanks. Bye.

No problem. Bye.

(7 1.6 (JP = Joanna Pelc)

Extract 1

JP What's my aim? Well, to be honest, I would like to get
to the top as soon as I can. I'm very ambitious. And if
I get the job, I don’t see why I couldn’t become a
director in a few years’ time. That’s what I really want.

Extract 2

JP T applied for the job because I think I've got a lot to
offer. I'm competitive and [ like to win. I know a few
people think I'm difficult to work with. Maybe that’s
true, but 1 get results, that’s the main thing.

PO >=mrE

W rEmEw

(7 1.7 (AB = Anna Belinski)

Extract 1

AB If you choose me, I'll start by improving our sales
team. I want people to enjoy working in our sales
department. Everyone in the team must help each
other, and help me as much as possible. That way, we’ll
get good results.

Extract 2

AB I've got a lot of sales experience, and I've always been
successful wherever I've worked, especially during the
past year. I think I could lead a team well. I'm the
head of our local business club, and I like organising
people and telling them what to do. I'm a very fast
learner. I'd enjoy going on a training course to help me
do the job better.

() 1.8 (RK = Robert Kaminsky)

Extract 1

RK I want to do a good job for the company. I think we
should expand slowly over the next five years. We're in
a very competitive market, so I won't take too many
risks. I think we could increase our market share in the
long term, but we must be patient and realistic.

Extract 2

RK I feel I have the ability and experience to do this job.
I'm a "safe pair of hands’. as they say. People respect
me because I have good judgement.
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2 Selling online

(7 2.1 (I = Interviewer, SM = Simon Murdoch)

5M

You set up the online book-selling company which
became Amazon.co.uk. What do you need to do to
create a snccessful online business?

Well, there's really, erm, two big questions here, and it
relates to sales and to profits. So, if 1 deal with the
sales first, to be a successful online business you really
need to, er, achieve lots of sales and for that there’s
many things you need to get right. It’s all driven by
doing a fantastic job for customers so that they tell
each other and keep coming back. Er, and that’s driven
first, you must have a good website, and the website
needs to be easy and quick to use. Ez, it needs to
provide lots of information about the items that you're
buying. And, er, the prices on there need to be, low
prices, good prices. And then, once somebody’s
ordered something from your website, er, you need to
provide a fast delivery service which is reliable. And
then, if anything should go wrong, cr, it’s important
that you have an excellent customer service team
dealing with enquirics on the phone or by e-muail. So
that tends to drive the salcs side of the equation.

(7 2.2 (SM = Simon Murdoch)

SM

The other key thing for being a successful online
retailer is that, in the long term, you must make
profits. There have been a number of high profile
companies that have built a great service but then
never made profits and eventually run out of cash. A
good example of that is e-toys, which had a great
service for selling toys online in America and in
Europe, and eventually they ran out of money and had
to go into liguidation, erm, and really as long as you
get those two sides right you can build a successful
online business.

{7 2.3 (I = Interviewer, SM = Simon Murdech)

SM

And, what would you say are the key differences
between online selling and high street retailing?

Erm, lots of people have pointed out the parallels
between the two, but I supposc the key difference is
when you're selling online, it’s much more like a mail
order company rather than a retailer. Er, you have to
have warchouses with all the goods, and then you have
to send those out in the post or by delivery, erm,
couriers and the difference when you're a retailer on
the high street is that it’s much more about having the
right location and when people come into your shop,
presenting the items in an attractive way that gets them
to buy.

{7 2.4 (M = Michelle, D = Designer)

M

D

D

Let’s talk about the time for setting up the website. We
want it in 4 month’s time. That’s the end of July.

It’s a bit early. [ was hoping Lo have two months to do
the job. If I finish in one month, will you agree to
reduce the number of pages?

Yes, that’s no problem. Just do the best you can. Our
priority is to have the website up and running as soon
as possible.

OK then, agreed.,

(7 2.5 (M = Michelle, D = Designer)

M

D
M

144

Now about payment. You want to charge us 50 dollars
an hour. That works out at 400 dollars a day, I believe,
Yes, that’s the normal fee for the jab. '
Well, we'd prefer to pay you a fixed amount for the

M

work. We can offer you $6,000, ;
1 see. Do you mind if I ask you why you want to pay
that way?

Well, you see, that way we can control the cost of the
project. If we pay you per hour, the cost could become
high. It could get out of control. This way, we know
where we stand.

t see. $6,000. Mmm, that could be all right, T suppose,
as long as I get some money in advance. How about
paying me half when I start the work and half at the
end?

Yes, I think we could arrange that. OK. 1 agree to that.

{7 2.6 (M = Michelle, D = Designer)

b

M

3

Now, the design of the website, Will we have book
covers on it?

Absolutely, I'd like to display a large number of book
covers on every page. They'd really attract people’s
attention. What do you think?

It's a bit too much, I'd say. A lot of pictures take too
long to download. I'd prefer one big image. How about
that?

Mmm, | don’t know. People like to see the book
covers. It draws them into the website, believe me.
Maybe you're right. How about two covers per page,
then?

OK, that sounds reasonable. Now, what else do we
need to discuss before you get started?

Companies

(7 3.1 (I = Interviewer, BT = Bruno Tagliaferri)

BT

Bruno Tagliaferri, Triumph has been very successful in
relaunching the company and increasing its sales.
What arc the reasons for its success?

Well, I think there are a number of reasons. Firstly, I
think Triumph has a very strong brand name. Erm, it’s
a model that goes back to the early 1900s, 1t’s possibly
still one of the strongest names in motorcycling, so
we've been able to build on cur reputation and on the
name. Sccondly, we've developed new models which
have attracted people’s attention. We've invested a lot
of money in these models, and they’ve helped us to
compete with other companies in the motorcycle
industry. The third rcason for our success is, | believe,
we've given the bike a very up-to-date look, We've
locussed on styling and also on the quality of our
product. It’s taken a bit of time to build up sales, but
we've done well in the first ninc years, and we arc now
a serious allernative manufacturer.

(7 3.2 (I = Interviewer, BT = Bruno Tagliaferri)

BT

Mest of your sales are exports. How do vou create
interest abroad?

Well, to create interest abroad, firstly in our key
markets, thosc are the markets with volume sales,
we've got subsidiaries, so theyre companies we wholly
own; America, Germany and France are key
motorcycle markets. From day one, we’ve had our own
stafl’ and local staff in subsidiaries. In other markets
we've gol very good distributors. So, through those
two routes, subsidiaries and distrjbutors, we have a
strong dealer network. The dealers are very
professional at marketing, so we can launch all of their
new models with a very strong PR campaign and
Ssupport the dealers’ local marketing.

What else can you tell me about your distribution in
kev markets?



BT We want the dealers to strongly promote motorcycling.
They must have a subnetwork of dealers who are
positive and enthusiastic about our company, When
you're selling motorcycles, you're selling 4 product to
people who are very knowledgeable. So you need
people at a retailing level who are knowledgeable and
enthusiastic about the product and able to sell it in the
tace of strong competition. :

We've been successful in creating interest abroad. In
fact, today over 80 percent of what we manufacture
here goes to export markets. The key markets, the
markets with the greatest potential, as I said before,
are America, where Triumph Meriden traditionally
sold the majority of its products; Germany, which is
our largest market in Europe; and France.

{7 3.3 (MR = Marta Rodriguez)

MR Good morning, everyone. Thanks for coming to my
presentation. My name’s Marta Rodriguez. I'm
Personnel Director of Tara Fashions. I'm going to talk
to you today about our company. First, I'll give you
some basi¢ information about Tara Fashions. Then I'll
talk about our overseas stores. After that I'll outline
the strengths of the company. Next I'll talk about
career opportunities with Tara. And finally I'll
mention our future plans. I'll be pleased to answer any
questions at the end of my talk.

Let me start with some basic facts about Tara. The
company started in 1978. We are a family-owned
business and our head office is in Cordoba, Spain. We
sell clothes for men and women, and our customers are
mainly fashion-conscious people aged 20 to 35. We
have 15 stores in Spain. All of the stores are very
profitable.

Right, those are the basic facts.

Let me add a few figures. We have an annual turnover
of about €260 million, Our net profits lasl year were
approximately €16 million. We have a workforce of
just over 2,000 employees. So those are the numbers.
Now about our overseas stores. We have 4 large stores
in France and another 10 in other European countries.
We are planning to open 5 new stores next year.

What are our strengths? We keep up with fashion
trends. If we spot & trend, we can bring out a new
design in 13 days. And we get it to the stores very
quickly. We deliver to stores twice a week. And we sell
our designs at the right price.

OK, now what about career opportunities? It’s quite
simple. If you are ambitious and fashion-conscious, we
have opportunities in all arcas of our business. We will
welcome you with open arms.

Finally, a few words about our new project. We are
planning to open a new store in New York next year —
on Fifth Avenue. This will give us a foothold in the US
market. We're very excited about this new
development.

Well, thanks very much for listening to my talk. Are
there any questions?

4 Greatideas

4.1

Great idcas are generated in different ways. Sometimes an
idea may simply be when a company exploits an
opportunity to extend the product range, to offer morc
choice to existing customers. Or 4 great idea could allow a
company to enter a market which was closed to it before.

Companies which are prepared to spend a lot on R&D
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may make a breakthrough by having an original idea for a
product which others later copy, for example Sony and the
Walkman.

On the other hand, some products are developed in
response to customer research. They come from customer
ideas. These products meet a real need. Or the product
does something similar to another product, but faster, so it
saves time. Some people will buy new products because the
product enhances their status — makes them feel more
important. Other people will buy any ‘green’ product
which reduces waste or protects the cnvironment, even if it
i8 more expensive.

If an idea is really good - perhaps the product fills a gap in
the market — it may even win an award for innovation.

(7 4.2 (1 = Interviewer, TC = Tim Cook)

I Dr Cook, please describe some of the new ideas which
your company has developed.

TC Well, Isis Innovation is a company owned by the
University of Oxford, and our job is to take the ideas
that have developed in the university’s research
laborateries and help the researchers turn them into
commercial opportunities, and we do this by either
negotiating licences or by helping researchers to start
new companies. Some of the companies that we've
recently started, for example, there’s one company
which uses technology developed in the engineering
department to make car bodies more quickly and
therefore more economically. Another company we’ve
started makes houses for bees to help people who, er,
grow fruit in orchards te grow fruit more efficiently
because the bees help the trees be more productive. A
third idea we’ve had is, we've started a company for

" archacologists which trains archaeologists in the use of
computer technigues, but also sells them the software
that they need to do this.

{7 4.3 (I = Interviewer, TC = Tim Cook)

I And, what stages arc involved in developing an idea
and bringing it to market?

TC To build a company on university science, you have to
bring together a number of components. The first
thing you need is a business plan, which we help the
researchers to write. We can then use this business plan
to raise the investment — the cash that you need to start
the business. This comes [rom private investors who
are rich individuals, usually who've made money from
running their own businesses. You also need people to
manage the new company and we have a database of
these people and introduce them to the scientists,

(7440 = Inge, Ka = Katharina, Ke = Kenneth,
N = Nadia, J = Julia)

I Right, can we start, please? The main aim of the
meeting is to decide the date of the launch. After that,
we'll talk about our marketing strategy and decide
which sales outlets we should targei. OK, when are we
going to launch the goggles? Katharina, what do you
think? Should it be early next yvear or should we wait
until the sammer?

Ka I’'min favour of February or March. Theres a gap in
the market for our products. Why wait any longer? The
goggles are technically advanced — let's just cash in on
that.

|  Thanks, Katharina. OK, let’s hear a few more views.
Kenneth, what’s your opinion?

Ke Mmm, I don’t know about February. It’s a bit early in
the year. I suggest we launch in May or June. People
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Ka

g0 on holiday then. It’s a peak period for buying
goggles.

Thanks, Kenneth, Nadia, what’s vour view? You're a
keen swimmer, I know.

In my opinion, February’s the best time. We could
promete them in swimming pools and opticians. The
price should be high. I'd say, at least £50.

Hold on a minute. I thought we were talking about the
launch date, not about promotion or price,

You're right, Katharina. Let’s get back to the point.
OK everyone, I think on balance we agrec we prefer
the earlier date. Let’s move on now to marketing. Julia,
which outlets do you think we should target?

I think we should start with the specialist stores. That's
where most swimmers buy their goggles.

What do you mean by specialist stores, Julia? Are you
thinking of sports goods outlets, vou know, stores
which only sell sports cquipment?

Exactly, They should be our main target.

5 Stress

(7 5.1 (I = Interviewer, CC = Cary Cooper)

CC

Professor Cooper, what are the major causes of stress
at work today?

[ think the major causes of stress at work today are
firstly, increasing job insecurity. and what I mean by
that is that many people these days feel they could lose
their jobs, they don't feel their jobs are safe. They feel
they may not have a job next month or next year.
Secondly, working long hours is becoming common
across the whole of Europe. There are problems with
how much time people are spending at work compared
to the time they spend at home — what is called the
work—life balance, and how to get this balance right.
In many countries, both in Europe and around the
world, the typical family is a working family, with both
members working, which causes problems for those
families. So, working people really arc experiencing
problems which maybe 40 or 50 vears ago they didn’t
have,

{7 5.2 (I = Interviewer, CC = Cary Cooper)

I
cC

And how can pcople cope successfully with stress?

For people lo manage stress successfully, they first
have to find out the main reason for it. For exampie,
are they stressed because the company they work for
has a habit of working long hours which is causing
problems in their personal life? Or is it that they have a
boss who gives them orders all the time, a boss who
checks their work all the time and doesn't give them
freedom or independence to organise their own work?
Or is it that they are a woman and they work for a
company which makes it difficult for women to make
progress in their career, or 1o get promoted because the
company is not flexible in its working arrangements?
Each of these problems needs a different solution, so
it's important for people to find oul what their
particular problem is and then once they’ve done this
to think about the possible solutions,

{7 5.3 (1 = Interviewer, CC = Cary Cooper)

cC
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Do you think that men and women deal with stress
differently?

In my opinion men and women do deal with stress in
dilferent ways. Women arc more flexible, and are able
to change the way they behave and do things when
they’re in new situations which they have to deal with.

They also seem to cope with the pressures better than
men. For example, now there are many working
women around the world, you find that women have a
double pressure on them. Often they have to look after
children, work in the home — do the cocking and
cleaning — a3 well as work in a paying job. So, women
have more pressure than men. But, if you look at the
number of people who become ill from stress, you find
that the number of women is less than men. This is
beeause women are able to manage stress better than
men. Women have a number of strategies 1o do this,
What arc these strategies? Well, they have the ability to
express emotion, which men find difficult to do. Also,
they are able o scek social help when they’re in trouble
— 1o go to people and talk about their problems, And
in general women don’t pretend that problems don’t
exist.

{7 5.4 (V = Vincent, M = Monica, T = Tanya)

vV

M

I think we should do a lot more to improve our stafl’s
health and fitness. What do you think, Monica?
I agree, There are all sorts of things we could do to
help staff to become more healthy and stay healthy.
For one thing, we could offer them a free medical
checkup every year,
Right. That’s a good idea. A lot of firms do that. And
how about having a no-smoking policy in the staff
restaurant? What do you think about that, Tanya?
Mm, I don’t think I like the idea very much. Lt
wouldn’t be good for morale. A lot of our staff smoke
-they’d be against it, I'm surc of that. I think we
should improve the food. A lot of the dishes aren’t
healthy — therc’s far too much faity food, not enough
figh, fruit and vegctables,
True. We could change the menus and offer healthier
meals, I like that idea.
What about setting up a counselling service, Vincent?
Some staff are under a lot of stress. It affects their
work and they need professional help.
I don’t know, Monica. It'd be very expensive to sct up
a service like that. Anyway, we have a company doctor.
That’s her job, isn’t 1t?

{7 5.5 (V = Vincent, T = Tanya, M = Monica)

v

I've got another suggestion. We could talk to the
manager of our local sports centre and arrange a
company membership, What do you think, Tanya?
Mm, [ don't know. It sounds interesting, but it could
be very expensive. A group fee for all our staff would
probably cost a fortune.

What's your opinien, Monica?

1 think you’re right, Tanya. It'd cost a lot and I'm not
sure how many staff would actually use the centre.
Some people say il hasn’t got many facilities,

Tcan’t agree with you there. It’s got a very good pool
and sauna. If we could negotiate a low membership
fee, it might be worth considering, surely.

Yes, it’s worth checking out, I suppose. A lot of staff
might enjoy huving a swim at lunchtime or after work,
And a sauna is very relaxing, I must admit,

Mauybe, but there arc so many other things we could do.
Things which are less expensive, but they’d improve
people’s health just as much. Let me tell you about a
few ideas I have ..,



6 Entertaining

{7 6.1 (I = Interviewer, TB = Tony Barnard)

B8

B

Why do companies spend money on corporate
entertaining?

For a variety of reasons, er, but I think the single, most
important one is that most modern companies,
certainly in the UK anyway, are operating what I call a
*Customer Relationship Management programme’,
and in running a CRM programme the human content
part of that is very, very important. And many
companies have realised that it can cost four or five
times as much to gain a new client as il is 1o keep an
old one, and therefore entertaining has become a very
important part of that customer relationship
management mix.

And, what are the most popular forms of entertaining
and what are the most interesting that you’ve been
involved in?

Erm, the top six, ‘the big six’ events as I call them, will
be ... will be forever popular and I'm talking about the
Wimbledon Tennis Championships, Royal Ascot, the
Open Golf, erm, Henley Royal Regatta, Chelsea
Flower Show, erm, and the Grand Prix. These are
events which will scll out year-in, year-out. Bul more
and more new events are happening all the time -
hospitality at music events is becoming more popular.
We’ve always traditionally had the opera, but we now
have jazz events or even rock and pop events where
people take and entertain their clients, both inside and
outside.

(77 6.2 (I = Interviewer , TB = Tony Barnard)

T8

And, what types of company spend money on
entertaining is it only the large ones?

No, not at all. Right across the corporate spectrum,
companies spend money on entertaining, for the
reason 1 said earlier on, about customer relationship
management. It doesn’t matter if you're a small
business or you're a multinational. You need to retain
your clients and customers if you are to grow your
business, and particularly, the emphasis might be more
on a small business — you may have fewer number of
customers, so if you lose a big ... a big client it could
hurt you quite badly. And people say 1o me, that isn’t
corpordte entertaining a barometer of the economy?
In other words, if the economy starts to decline, they
will decline their spend on entertaining. That’s no
longer true either, because actually it’s equally
important, if not more so, to retain your customers in
times of economic decline than in times of cconomic
boom.

6.3

Conversation 1

A
B

A

B
A
B
A

Hello, I'm Liz.

Oh, hello again, Liz. How are you? It’s Janc; we met in
Paris last year.

Oh yes, I didn’t recognise you. Your hair's different.
I'm fine, and what about vou?

I'm very well thanks.

And how’s business?

It’s going well, especially in Haly.

Great.

Conversation 2

A
B

James, have you met Sam Clarke?
No. Hello, Sam. Good to meet you. I think we both
know Bill Carlton. [ used to work with him in Spain.

C
B

C
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Oh, yes ... Bill. He's in Moscow now.

Really? T didn’t know that. Give him my regards next
time you see him.

Yes, I will.

Conversation 3

A Julia, do vou know Jurgen?

B Yes, of course. Hello, Jurgen. Good to see vou again.
How are things?

€  Fine thanks, Julia. It’s great to see you.

Conversation 4

A Hi, I'm John.

B Hello, John. Pleased to meel you. I'm Lisa from the
Munich office.

A Oh, Munich. I've never been, but I hear it’s a great city,
very lively.

B Yes, it is It’s great. You should come, The conference is
going to be there next year.

A T'dlove to. I'll look forward to it.

Conversation 5

A Carla, I'd like you to meet one of our best customers,
Linda Eriksson from SRT in Sweden.

B Hello, Linda. Nice to meet you. I've heard a lot about
you.

¢ Notall bad I hope!

B Notatall. It’s good to be able to put a face to a name,

C  Absolutely!

7 Marketing

(71

A I really wanted it, but when I tried to buy it, I just
couldn’t get it anywhere. My friend heard that it was in
onc shop and he queuned up for ages, but they'd run
out by lunchtime,

B The company held a party on a river boat to Jaunch
their new campaign. It was absolutely fantastic. We
also got a free gift at the end.

C  The shoes were reallv expensive but definitely worth it.
1 think the fact that they are so expensive really
distinguishes them from the competition.

D I've had this bricfecase for 20 vears and it still looks

good. The material is high quality and long-lasting,

{7 7.2 (I = Interviewer, MI = Mirjana Itic)

|
Ml

Mirjana, what is the key to successful marketing?
Well, the key to successful marketing involves many
different things. Most people would say successful
marketing is just a good creative campaign. Some
people would go further than that and say it involves
many good marketing communications, reaching the
right people, clear marketing messages, and working
well with sales teams to get the right sales channels,
But the most common definition of marketing is just
two words: customer orientation. What does that
actually mean though? It really means four things:
producing what customers want, when they want it, at
the right price and in a way that’s profitable for the
company, and I believe in that definition very strongly.

{7 7.3 (I = Interviewer, MI = Mirjana Ilic)

Mi

Could you describe a marketing campaign that
impressed you?

Well, marketing is very much in my blood and it’s my
first love, so there are lots of campaigns I come across
every day that really impress me. But I think the most
memerable in recent years has been the Orange mobile
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phone campaign, partly because the wholc area of
mobile technologies and mobile communications I find
very interesting and incredibly exciting, but parily
because 1t was a great campaign in itself. It has the
fantastic strap line ‘the [uture’s bright, the future’s
orange’, which is so memorable and so meaningful for
all segments of the population.

(7 7.4 (1 = Interviewer, MI = Mirjana Tlic)

i Couid you give an example of an unsuccessful
campaign?

Mt Welil, 1 think the most unsuccessful recent campaign
for me was the one where an electrical goods
manufacturer tried to roll out a very simple sales
promotion. Initially, if you bought any electrical
appliance over a certain value, you were promised free
flights with every purchase. Now, although initially
this campaign did seem to be quite successful because
sales went up. in the end they had to siop the
campaign because they simply couldn't keep up with
the demand and they were overspending a lot on these
prizes. So [ think basically, from the early stages the
campaign was badly planned, badly budgeted and it
resulted in a ot of negative publicity for the company.

{778
|
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B 881990
3

C 020 8045 1930
4

D 00 33 2399 5324
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(7 7.7 (M = Martin, ¥ = Fiona)

Hello.

Hello, Fiona. This is Martin. How are things going?

Fine, thanks.

I haven't received your sales report yet for the quarter.

Any problems?

F  Oh, no. Sorry, Martin. I've been really busy lately. Butl

I can tell you, we've had excellent results.

Good.

Yeah. We've met our sales targets and increased our

market share by two percent. Our total sales were over

£1.2 million.

M Over 1.2 million. Great! Well done! What about the
new range of shampoos?

F Well, we had a very successtul product launch, We
spent £30,000 on advertising it and ...

M Sorry, did you say 13,0007

F No, 30,000. We advertised in the national press, took
out space in trade magazines and did a number of
presentations to our distributors. It was money well
spent. We've had a lot of orders alrcady and good
comments from customers,

M I'm really pleased Lo hcar that,

=ETm=Em™T

n=

{7 7.8 (M = Martin, F = Fiona)

M Anything elsc to report?

F  Yes, there is one thing. One of my biggest customers
will be visiting London next week. She'd like to have a
meeting with you.

M  Finc. Could you give me u few details? What's her
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name?
F It's Mrs Young Joo Chan.
M Sorry, I didn’t catch that,
Young Joo Chan. I'll spell that for you. Y-O-U-N-G
J-0-O C-H-A-N. She’s Korean actually. She’s chief
buyer for HDS. Let me give you her telephone number;
82 2 0735 8879. OK? Why not give her a ring? She’s
expecling to hear from you.

-

M I'll do that. But first, let me read that back to you. It's

Young Joo Chan from HDS. Telephone number 82 2

(735 8875,

No, 82 2 0735 8R79.

M OK, I've got that. Just one more thing. Did she say
when she’d like to meet?
Yes, she said next Thursday or Friday — that’s the 17th
or 18th.

-

M What about Friday the [8th? I'll give her a call, Right,
I think that’s everything.

F Fine I'll get that report to you by the end of the week.

M Right. Bye for now.

F  Bye

{7 7.9 (I = Interviewer)

I Have you ever bought Kristal bottled water?

A Yes, I tried it when I saw it on television.

| What did you think of i1?

A Nothing special. Just like any other water, but a bit
more expensive,

Kristal is more cxpensive than some other bottled
waters. Do you think it’s worth paying extra for this
brand of water? '

B Notreally. 1t’s got a fresh taste, I suppose.

| Do you think it’s healthier than other bottled waters?
B Well, they say it is in the advertising. It could be, but I
den't really know. I'll tell you in 40 ycars’ time,

I Do you buy Kristal bottled water regularly?
C No. I can't find it in the supermarkets. If it’s not in the
supermarkets, where am I supposed to buy it?

I When I say Kristal bottled water, what word do you
think of?

D Expensive. I haven't tried it because I can get a similar
bottled water for half the price.

| Have you tried Kristal waler?
E  I'venever heard of it. Where can you buy it?

8 Planning

(8.1

Recently we decided to open a new sales office in New
York, First [ arranged a meeting with the finance
department to discuss the project. We prepared a budget
with details of the various costs involved. Then we
collected information about possible locations for the new
office. We considered two options — one in Greenwich
Village and the other near Central Park, After doing some
more research, I wrote a report for the board of directors,

Unfortunately, we made a mistake when we estimated
the costs as the exchange rate changed, and so we didnt
keep within our budget. We overspent by almost 20
percent. We had to rearrange the schedule for moving into
the building because the office was not redecorated in time.
The board of directors was unhappy because we didn’t
meet the deadline for opening the office by 15 December. It
finally opened in January, However, we forecast sales of at
least $500,000 in the [irst year,



{7 8.2 (I = Interviewer, RS = Rehecca Stephens)

RS

Rebecca, your business is climbing mountains, and
good planning is really important. What's the secret of
good planning?

The most important thing is to know exactly what it is
that you want to achieve, and define it, and define by
when you want to achieve it and with that information,
you can then sct a deadline and identify the tasks that
are necessary to achicve that goal, basically get on with
them to a timetable.

(7 8.3 (I = Interviewer, RS = Rebecea Stephens)

RS

And can you tell us about something that you planned
well?

[ was reasonably happy with my planning of ‘the seven
summits’, which was a project to climb the highest
mountain on gach of the seven continents. Evercst was
onc of those — having climbed that, I had four
remaining mountains in order to achieve that goal,
and time was important for reasons of sponsorship, so
I had to work back [rom the last mountain, which was
in Antarctica, which I couldni ¢limb until the month
of November, so the other three mountains, I had to
fit in between January, when [ set out to do this, and
November, the date of the last mountain. And key to
it, really, was communication with the people that I
was climbing with; they werc scattered around the
world and it was important to kecp them in touch so
they knew exactly what was to be achieved and by
when,

{7} 8.4 (I = Interviewer, RS = Rebecca Stephens)

RS

Plans sometimes go wrong. In business, what should
people do if this happens?

There are some things which are clearly outside our
control, On a mountain, it's very clearly the weather —
in business it might often be unforeseen changes in the
economic climate, and T think we can all do ourselves a
favour by not worrying too much about that, accepting
that. But, having said that, it"s important when things
change, and sometimes not for the better, to step back,
reassess the situation and redefine one’s goal. It might
even mean changing one’s end goal, but always
knowing exactly what it is that you want to achieve is
the important thing.

(785

A 'We need to decide exactly when we're going to move.
Any suggestions?

B I think July would be the best time. It's very quiet then,
isn’t it?

A You mean, we don't do too much business then,

B Exactly. Our sales are always down that month and
quite a few siaft’ are away on holiday. We could move
all the office equipment at the weckend. Do everything
at once. That's the best way ...

¢ Could I just say something?

B Go ahead.

€ Tihink we should 1ake longer to move. A weekend’s
too short. In my opinion we should do it depariment
by department.

B How do you mean, exactly?

C  Well, each week a different department would move.
That way. there would always be people here who
could handle customer enquiries, phone calls, and so
on.

B Hmm, [ see what you mean. Maybe it would be beiter

to phase the move over several weeks. Of course, we'll
have to keep our staff informed at every stage of the

Audio scripts |

move. We can do that mainly by internal e-mail. Now,
moving on to the question of transport. We've
contacted Lwo companies, National Transport and Fox
Removals.

A Sorry, could I just comment on that, Mark?

Certainly.

A T don’t think it would be a good idca to use National.
I've heard one or two things about them — I don't
think they’re too reliable. But Fox would be fine.
They've got an excellent reputation in the trade.

B OK, perhaps il would be better to use Fox then. You
know, there's another possibility. We could get our
own people to do the moving.

A What? You think our transport department could do
the job?

B Why not? They're not too busy in July.

A Idon't think that’s a good idea. This is a really big job.
We need a specialised firm for that like Fox. They've
got the experience and will do a good job, even if it
does cost us a bit more. Also, Fox offers a free
consullation service,

B Mmm, you're probably right. I'll call Fox and discuss
the relocation with them. I'll see if' | can persuade
them to lower their price a little.

{186

A I'd like a really interesting report on an important
business topic. Something that makes you think.
Plenty of facts and details. If a company’s having
problems, give us all the information. If there’s a new
tax affecting business, tell us all about it.

B Ithink the presenters should be two young people with
lots of personality, who know a bit about business. A
male and female — that’d be perfect,

C  Please, please, don't be BORING. What about a funny
story, something light which will make us laugh on our
way to work?

D The programme must be lively. Maybe you could have
a topic [or the day and get people to phone in with
their opinions. Then we could talk about it at work.

E We'd all like short interviews with important people.
Maybe some advice they could talk about mistakes
they had made and how to avoid them.

]

9 Managing people

{2 9.1 (I = Interviewer, KN = Kriengsak Niratpattanasai)

I Kriengsak, what do managers need in order to be
good managers of people?

KN Well, I think good managers need to be good at four
things, really. First of all, they need to be good at
observing — that’s so they can understand the
behaviour, the strengths and weaknesses of their staff,
The second thing is, | suppose, that they need to be
good at listening — so they can learn about their staff’s
problems. The next thing is, it’s important for them to
be good at asking questions — so they can find out all
the information they need to make the right decisions,
And last of all, I think they have to be good at
speaking so they can communicate their objectives
clearly to all their staff.

{7 9.2 (I = Interviewer, KN = Kriengsak Niratpattanasai)

I Managing international teams can present many
challenges. What gualities and skills should
international managers have?

KN Well, if you manage international tcams, then it’s really
important to spend enough time preparing yourself for
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managing those international teams. Learn as much as
you can about their language, their culture and the
local conditions. And you also need to spend plenty of
time with the local people. Don’t try to be an expert in
the first three months or s0, You should take time to
observe and to learn and ask questions.

{7 9.3 (1 = Interviewer, KN = Kriengsak Niratpattanasai)

I What mistakes do foreign managers make when
munaging Asian staff, for example Thais and Chinese?

KN Well, some international managers want their Asian
staff to be more forceful. Another thing is, they want
them to be able to deal with problems logically. And
they want their staff to be ambitious like them. I think
they sometimes ignore the background, the education
and the cultural differences between themsclves and
their staff. They may underestimate the skills and
abilities of their local staff because they are focussing
too much on their weaknesses. The managers have a
tendency to jump to conclusions too quickly, and they
tend to label all local staff as being the same,

{794

1

This is Jenny. I'm ringing about the conference. Great
news! I've tound a hotel with good rates, So how many
rooms do you want to book?

B Hi. This is Jason. I'm phoning about the management
training course, | want to confirm my place on the
course. By the way, who's leading it? Thanks.

C  Ohhello. This is Carol. I'm ringing about next Friday’s
meeting. I've got two questions. Firstly, how many
people will there be at the meeting and secondly, what
time will it finish? OK? Bye.

D Hi. This is Maria from Finance. I’'m phoning about the
budget. How much did you spend on the Tokyo trip? I
need to fill in the cxpenses claim by Friday.

(7 9.5 (A = Alexandra, R = Rachel)

A What are you planning this evening, Rachel?

R Nothing really. Maybe I'll look over my notes for
tomorrow’s presentation.

A Look, why don't you relax a little? I’'m going to a
restaurant tonight with a few colleagues — you’ve met
one or two of them - would you like to come with us?
It’s in the town centre. We could have a few drinks
afterwards.

R Well, it’s very kind of you, Alexandra, but [ think I'd
like to relax at the hotel tonight, if you don’t mind. I'm
a bit tired, quite honestly.

A Are you sure? You'd really enjoy it.

R It's very kind of you, but perhaps another time.

(7 9.6 (M = Marta, S = Sven)

M Idon't know too much about Sweden really, Sven,
What do people here like doing in their spare time?

S Well, Marta, Swedish people like to be in the open air,
They're very health conscious. So, they enjoy playing
sports, football, tennis, skiing and ice-skating in the
winter. And of course a lot of people have summer
cottages, by the sea or lakes. So they go there at the
weekends and relax, swim, go sailing, and so on,

M Interesting. And what about you, Sven, what do you
usually do after work? In the evenings?
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S I usually watch television. And often T have a sauna
with my family. We enjoy that a lot. How about you,
Marta?

M Well, generally I spend time with my children, and
read to them before they go to bed. After that, I sit
down, chat to my husband, and then we argue about
what to watch on television!

(79.7 (M = Marta, S = Sven)

M I've really enjoyed the trip, Sven, ['m sure we’ll be
doing a lot of business together in future.

S Yes, there’s a lot of potential in Sweden for your
products, and we can help vou build up sales here.

M Good, T think so too. Thanks very much for your
hospitality. I really enjoyed the meal tonight. And also
thanks for showing me round the city yesterday, It was
fascinating. I feel 1 know Stockholm a bit now.

S T'm glad you enjoyed the tour, Marta, We're very
proud of our city, as you may know. Well, I hope you
have 4 good journey back. We’ll be in touch soon, I'm
sure.

M Yes, I'll call you as soon as I've talked to my colleagues
about your proposal. We’ll take it from there.

$ Goodbye, Marta. All the best.

M Byc, Sven.

10 Conflict

(7 10.1 (I = Interviewer, JK = Jeremy Keeley)

I Jeremy, could you give me an example of where
conflict was handled badly?

JK  Yes, I can. The example I'm thinking about is of two
professional managers in a team, erm, who were
constantly arguing with each other. Erm, the rest of
the team avoided the problem and eventually the
frustrations built up such that there was a huge great
fight with lots of things said that shouldn’t have been
said, and thc reason the conflict was badly managed
was that everybody avoided the problem. Everybody
tried to make everybody feel betler rather than
actually saying look, we have an issue here, Let’s
address the issue,

{7 10.2 (I = Interviewer, JK = Jeremy Keeley)

I Couid you give me an example of where contlicl was
handled well?

K Yes. An example I can quote is one that I personally
was involved in where a colleague at work and I had
certain problems with each other. She had a way of
working that I wasn’t comfortable with and I was
showing my frustralion by being aggressive and
asserlivc, and we sorted the conflict out in a very
constructivc way because she addressed it with me
directly. She asked me what wus wrong, she listened 1o
me carefully. She played back that she really
understoed my problems and concerns and then
constructively we worked out a way together quickly.

(7 10.3 (GM = General M anager, UR = Union
Representative)

GM We just don’t have enough spaces for everyone. We
need the spaces for managers and customers who visit
us. Sorry, Tracy, but that’s it.

UR Well, you’ll have to think again. Qur stall arrive early.
They need somewhere 10 park.

GM_Look, Tracy, I understand what you're saying, but it
just isn’t possible anymore.

UR Well, that’s a typical management attitude. The staff



are not going to accept it. 1 warn you, Tom, this could
lead to a strike.

GM Oh come on, Tracy... you know we’ve got a parking
problem. We've got to do something about it. OK,
how about this? What if we keep five spaces for staff,
and it's first come, first served.

UR Sorry, that isn't good enough. It's not a solution to the
parking problem, and you know it.

GM There is another possibility. How about if the stafl’
park their cars in the car park near the station?

UR Some of them do that already. But they have to pay
quite a bit, you know. The cost goes up every six
months. You can’t expect everyone to do that, surcly.

GM OK, Tracy. What if we could help lowards the cost?
We might be able 1o pay, say, thirty percent.

UR Yes ... it%s worth considering. It might help.

GM Right. I'll discuss this proposal at the next board
meeting. Staff will park in the public car park, and
we'll contribute thirty percent towards the cost.

UR Fing That’s it then.

(7 10.4 (OM = Olivier Moyon, TF = Todd Foster)

OM I've been thinking a lot recently, Todd. [ think you
probably know, I'm not happy here at all. And I fecl
I've got to do something about it.

TF  Really? What cxacily is the problem?

Oom I think you know it, Todd. Jacques let me down badly
wilh that order. He just wouldn’t make any effort for
me, 50 we've lost the order. It means 1 don’t get the
commission and it’ll also affect my bonus.

TF  Olivier, you must understand, you can’t promisc o
customer that we'll deliver in three weeks. It's a busy
time at the moment. Jacques's working under a lot of
pressure.

0OmM Maybe, but let’s face it, Jacques’s no good as a
production manager. He can’t deal with pressure. He
just says, ‘Sorry, [ can’t help,” But it’s not just Jacques

TF  Oh yes?

OM Well, to be honest, I'm not happy with the way you
run the department.

TF  I'm listening.

OM The trouble with you is, you always want lo know
where [ am, every sccond of the day. You give me no
space. You want (o control me all the time. How can [
meet my sales targets if 1T have to spend all the time
wriling reports, answering your telephone messages
and attending meetings? I've got to be out there
selling, twenty-four hours a day.

TF  Maybe, but you can’t just do whal you like, when vou
like, Olivicr. Discipline is important ...

OM Discipline! Control! Look, ['ve had encugh. I've given
everything to this company. But no one carcs. So, I've
decided to resign. You'll get my letter in the morning
and 'll send a copy to Charles. He won't be pleased.
[’'m sure. We've been [riends for years. But I just can’t
work with you, Todd. There’s no other solution.

11 New business

(7111

The economy is stable following the problems of the past
two years. By following a tight monctary policy the
government has rednced the inflation rate lo 2 percent.
After going up dramatically, the interest rate is now down
to & percent. The last six months has seen a slight |
improvement in the exchange rate againsi the dollar. The
GDP has grown by .15 percent. Exports arc increasing

Audie scripts ]

and the balance of trade is starting to look much healthier.
The unemployment rate continues to be a problem as it is
still 16 percent. In order to stimulate the economy and
attract foreign investment the government is offering new
tax incentives as well as making a renewed effort to reduce
government bureaucracy. Finally, a large skilled labour
force means there could be attractive investment
opporlunities over the next five years.

{7 11.2 (I = Interviewer, YT = Yvonne Thompson)

I What advice do you give to people starting their own
companies?

¥T  When you're slarting your own cornpany, you have to
be very confident. You have to be very determined.
You have to know what it is you're doing. You need to
research the business — or the business arena that
you're intending to go into. You need to research your
competitors and benchmark your service or your
product againsl your competitors. You need good
family backup. You need good backup [rom your
friends. And probably the most important thing is that
you need a good mentor, and that needsto be a
business mentor as well as a personal mentor,

(7 11.3 (YT = Yvonne Thompson)

YT You need a really good business plan. Again, you need
to make sure that whatever you put on your business
plan, you need to check it on a regular basis, whether
it’s weekly, monthly, six months or every year and you
need Lo gauge where you are wilh what your business
plan says. You need a very good relationship with your
bank and vour bank manager. But to me the most
important thing is a really good marketing campaign,
because if you don’t have a marketing campaign that
cnsures that your customers know where you are, you
won't have a business for very long.
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1 usually get to work before my boss arrives and as soon as
I arrive I check my e-mail and post. T usually try to answer
all important enquiries before I go to lunch. While I'm
having lunch, I often discuss problems with colleagues.
When I work long hours, 1 can take time off another day. I
have a lot of flexibility over when I arrive at the office and
when I leave, depending on 1he daily workload.

{1 11,5 See Course Book, page 103,
{7116

1

And here is the business news. This month inflation is up
by 1.2 percent. The unemployment rate is now 5 percent
giving an overall figure of 1,258,000.

2

Laser ple, the supcrmarket giant, reports that profits rose
12 percent to just over $1.8 billion, with sales increasing a
healthy 18 percent.

3

General Engineering said it would reduce its workforce by
ong-third over the next five years, resulting in the loss of
5,000 jobs.

4

The Central Bank has reduced interest rates by 0.5 percent.
Turning 1o the world economy, this will grow by 2.8
percent next year.
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12 Products
7121

1 The best thing Pve ever bought is my camera because 1
can look back at all my travels and the people I've met,
and it brings back memories that I can enjoy all my
life,

2 The best thing I've ever bought is a train ticket to
Brighton because I met the love of my life as I was
queuing in the buffet car.

3 Last week I bought some speakers for my Mac
computer. They cost about £40, which is really good
value. You just plug them into your computer and get
sound as good as many hi-fis. This means I don't have
to buy a DVD player to watch films as I can do it on
the computer and have a great sound.

4 My very expensive Prada bag. It was a luxury buy. I
was attracted by its style and it cost me a lot of money,
far more than I would have spent before, but it's
extremely well-made and I suppose you could say it'sa
timeless classic. I use it every dav. It looks good in
every situation and [or every occasion.

5 Ibought a tree seven years ago for my son’s birth, It
cost £30. Now it's a magnificent tree. Its leaves change
colour with the seasons. It provides shade; it’s a home
for birds, When it’s bigger I'm going to build a tree
house for the children to play in.

122

This is our new product — a CD tower system. As you can
sce, it's attractive and stylish. The tower is made of wood
and it holds twenty CDs. Let me tell you its dimensions.
It’s 33 centimetres high, 18 centimetres long and 20
centimetres wide. It comes in three colours: black, brown
and white. And its selling price is just under £25 — a very
competitive price.

It’s ideal for storing CDs and CD-Roms, [t has several
special features which should appeal to our customers.
Firstly it has a soft-touch mechanism. This means you jusi
touch a button and the CD comes out smoothly and
quietly. Another advantage is that it’s easy to sclect the CD
you want because the title is clearly displayed. A very
useful feature too is that it’s simple to use., You can open
the CD case without taking it off its tray,

The tower is well-designed. It’s robust, elegant and user-
friendly. It’s very flexible - I forgot Lo mention that -
because the towcrs are modular, so you can put one on top
of the other. That's a big advantage for people who have
lots of CDs, And one other thing, you can save £15 if you
buy two units instead of one.

I think the CD tower will be one of our best-selling
products. It really does meet the needs of music lovers. It’s
$0 practical, it's 4 high-quality product, and great value for
money.

Are there any guestions you'd like to ask?
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Adjective (adj) Headwords for adjectives followed by
information in square brackets [only before a noun] and [not
before a noun] show any restrictions on where they can be
used.

Noun (n) The codes [C] and [U] show whether a noun, or a
particular sense of a noun, is countable (an agenda, two
agendas) or uncountable (absenteeism. advertising).

Verbs (v) The forms of irregular verbs are given after the
headword. The codes [I] (intransitive) and [T] (transitive) show
whether a verb, or a particular sense of a verb. has or does not

absenteeism » [U] the problem of employees not being at
work when they should be

accessory n [C] a small thing that you add to a house,
clothes etc to make them look more attractive

account n | [C] an arrangement between a customer and a
bank that allows the customer to pay in and take out money
2 accounts [plural] the official financial records of a
company, person etc

accountant » [C] a professional whose job is to keep the
financial records of an organization, or to advise clients on
financial and tax matters

ad n [C] an informal word for advertisement

administration » [U] the activity of managing and organizing
the work of a company or organization

advert 1 [C] BrE an informal word for advertisement

advertise v [I.T] | to tell people publicly about a product or
service in order to persuade them to buy it
2 to inform people publicly that a job is available and invite
them to apply for it

advertisement » [C] a picture, piece of writing, or film that
tells people about a product or service in order to persuade
them to buy it

advertiser 1 [C] a person or organization that advertises their
products or services

advertising # [U] 1 telling people about a product or service
in order to persuade them to buy it
2 the companies that prepare and sell advertising, considered
as an industry

advertising campaign » [C] an organization’s programme of
advertising activities over a particular period with specific
aims, for example to increase sales of a product

agenda n [C] | a list of the subjects to be discussed at a
meeting
2 the things that someone considers important or that they
are planning to do something about

aggressive adj | an aggressive plan or action is intended to
achieve its result by using direct and forceful methods
2 an aggressive person or organization is very determined to
achieve what they want

application » [C] | a formal, usually written, request for
something, especially a job, a place at university, or
permission to do something
2 a practical use for something
3 a piece of software for a particular use or job

apply v 1 [I] to make a formal, usually written request for
something, especially a job, a place at university, or
permission to do something
2 [T] to use something such as a law or an idea in a particular

have an object. Phrasal verbs (phr v) are shown after the verb
they are related to.

Some entries show information on words that are related to
the headword. Adverbs {adv) arc often shown in this way after
adjectives.

Region labels The codes AmE and BrE show whether a word
or sense of a word is used only in American English or British
English.

situation, activity, or process

appoint v [T] to choose someone for a particular job

appointment 1 | [C] an arrangement to meet someone at a
particular place or time
2 [C.U] the act of choosing someone for a particular job, or
the job itself

approximate adj an approximate amount, number etc is a
little more or a little less than the exact amount. number etc —
approximately ady

assertive adj behaving in a confident way in order to get what
you want

asset n 1 [C] something of value belonging to a person or
company that has value or the power to earn money
2 assets [plural] the property, equipment etc owned by a
business considered together, as shown in its balance sheet

attend v [1.T] to go to an event such as a meeting

award » [C] a prize for good performance in a particular
activity

background # | [C] someone’s past, for example their
education, qualifications, and the jobs they have had
2 [C,U] information about events in the past that explain the
current situation

balance of trade # [singular] the difference between the value
of a country’s exports and its imports

balance sheet 1 [C] a4 document showing a company’s
financial position at a particular time

bankrupt adj not having enough money to pay your debts —
bankruptcy » [C.U]

bargain' n [C] | something you buy cheaply or for less than
its usual price
2 an agreement between two people to do something in
return for something else

bargain® v [T] to discuss the conditions of a sale, agreement
etc in order to get the greatest advantage for yourself —
bargaining n [U]

benchmark n [C] | something that can be used as a
comparison to judge or measure other things
2 a good performance in a particular activity by one
company that can be used as a standard to judge the same
activity in other companies — benchmark v [T].
benchmarking » [U]

bill 7 [C] the total cost of something. or the document that
shows this

board also board of directors » [C usually singular] the
group of people who have been elected by shareholders to
manage & company

bond » [C] a financial certificate showing an amount
borrowed by an organization or government at a particular
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rate of interest for a particular period

bonus » [C] an extra amount of meney added to an
employee’s wages, usually as a reward for doing difficult work
or for doing their work well

boom' 7 [C,U] 1 a time when business aclivity increases
rapidly, so that the demand for goods and services increases,
prices and wages go up, and unemployment falls
2 a time when activity on the stock market reaches a high
level and share prices are very high

boom? v (T] if business. trade, or the economy is booming, it is
very successful and growing

branch # [C] an individuul bank, office, shop eic that is part
of a larger organization

brand' » [(] a name given te a product or group of products
by a company for casy recognition

brand® v [T] te give a name to a product or group of products
for easy recognition - branding » [U]

bribery » [U] dishonestly giving money to someone to
persuade them to do something to help you - bribe # [C]

budget ' » [C] an amount of money that an organization has
available to spend on something in a particular period

budget * v [I.T] to plan the amounts of money to be spent on
different things in a particular period

bureaucracy n 1 [C] a systcm of government that involves a
large number of departments and officials
2 [U) disapproving all the complicated rules and processes of
an official system, cspecially when they arc confusing or
responsible for causing a delay

campaigh # [C] a series of activities designed to achieve a
particular result

capacity » 1 [C,U] the amount of space that a container,
room etc has
2 [singular, U] the amount of something that a company.,
factory etc can deal with or produce

capftal # [U] money invested in something in order to make a
profit

career » [C] | a profession or job that you train for
2 the series of jobs that you do during your working life

career ladder r [singular] all the increasingly important jobs
that someone has, or would like to have, as they get older

cash » [U] money, especially money that is immediately
available in banknotes, coins, bank accounts etc

cash flow also cashflow » | [U] the amounts of money
coming into and geing out of a company, and the timing of
these
2[C. U] profit made during a particular period, measured in
ditferent ways by dilferent businesses

catalogue BrE catalog AmE »n [C] a book with all of a
compuny’s products or services listed and described

chain # [C] a number of shops, hotcls, or cinemas belonging
to the same organization

chair # [singular] 1 the position of being the chairperson of a
company or organization or the person who is chairperson
2 the position of being in charge of a meeting, or the person
who is in charge of it — chair v [T]

chairman piiral -men, chairwoman pfura! -women » [C]
the most important person on the board of directors of a
company, especially in the UK. In the US, this person is
usually called the president of thc company

chamber of commerce » [C] an organization made up of
businesspeeple in a particular place, that helps businesses
with advice, support etc

charge' » 1 {C,UJ] the amount of money you have to pay for
goods or services
2 be in charge of sth io be the person who controls or
manages an activity or a group of pcople

charge’ v [1,T] to ask someone 10 pay a particular amount of
moncy tor something
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chief executive # [C] the manager with the most authority in
the day-to-duy management of a company

Chief Executive Officer (CEO) » [C usually singular] the
title of the manager with the most authority in the day-10-
day management of a company, used especially in the US,
The job of CEO is sometimes combined with that of
president

client » [C] someone who pays [or professional services

colleague » [C] someone you work with, used especially by
professional people and managers

commercial' 2df | relating to business
2 a commereial product or service is sold in order 1o make a
profit

commercial’ # [C] an advertiscment on television or radio

commission » [C.U] an amount of money paid to someone
according 1o the value of goods, services, investments etc
they have sold

compensation # [U] | an amount paid to someone because
they have been hurt or harmed
2 the total amount of pay and benefits that an employee
receives, especially a high-level manager

compete y [1]if a company, country etc competes with
others, it tries Lo persuade peeple to buy its products or
services rather than those of the others

competition 1 [U] a situation where businesses or countries
are competing with each other
2 [C] an event where people have to answer questions etc in
order to win prizes

competitive adj | used to describe situations where
companies, countries etc are competing
2 a compctitive price is similar to or less than other
companies’ prices

competitive advantage » [C] something that helps vou to be
better or mere successtul than others

competitor # [C] a person, product, company, country ete
that is competing with another

component # [C] a4 part of a product, activity etc

concept # [C] an idea for a product, business et

conglomerate » [C] 4 large business organization consisting
of different companies, often involved in diffcrent activities

consume v[T] to use raw matcrials, finished products ste

consumer » [C] a person who buys products or services for
their own use, rather than to use in business or to resell

consumer behaviour B+E consumer behavior 4mE » [U]
how, why, where, and when consumers buy things, and the
study of this

contract # [C] a formal agrcement between two or more
people or organizations 1o do something, for cxample 1o buy
something

corporate adj [only before a noun) relating to companies,
usually large ones

counselling BrE counseling 4mE » {U] when people are
given advice to help them in a difficult situation

counsellor BrE counselor AmE n [C] somecone whose job is
to give counselling

counterpart » [C] your couunterpart is someone with the same
job as you in another organization

crash! 1 [C] 1 a time when many investments lose their value
very quickly
2 an occasion when a computer or computer software
suddenly and uncxpectedly stops working or fails to work
properly ]

crash® v 1 [I]if stock markets, sharcs etc crash, they suddenly
lose 4 lot of value
2[L.T]if a computer crashes, or if you crash a computer, it
suddenly and unexpeciedly stops working

create v [T] to make something that did not cxist before



creative «f producing or using new ideas — creativity » [U]

credit » [U] 1 borrowed money that 15 available to spend
2 an arrangement with a shop, supplier ctc to buy something
now and pay later

CRM abbreviation for customer relationship management

cultural a4j | relating to artistic activities such as theatre,
classical music ete
2 relating 1o the ideas, beliefs, and customs that are shared
and accepted by people in a society, company cte

culture # [C.U] the ideas, beliets, and customs that arc shared
and accepted by people in 4 socicty, company cte

currency # [C,U] the money used in 4 particular country

customer » [(C] 4 person or organization that buys products

customer loyalty n [U] when customers continue o buy a
particular company’s product, and do not change to other
companies’ products

customer orientation # [U] when a company finds out about
its customers’ needs, and offers products and services that
satisty these nceds

customer relationship management (CRM) »# [U] a
company’s aclivities Lo keep its customers satisfied, find out
more aboul their needs etc

cyberspace  [U] all the sites, services etc on the Intcrnet

debt »n 1 [C] an amount of money that is owed
2 [U] the state of owing moncy
3 [U] money borrowed by a company in the form of loans
and bonds, rather than shares

decline v [I] 1 if an industry or country declines, it becomes
less profitable, productive ete
2 if sales, output. production etc decline, they become less —
decline  [C,U]

decrease 1 1 [I] if an amount, level etc decreases, it goes
down
2 [T]il you decrease an amount, level etc., you reduce it —
decrease » [C.U]

delegate v [1,T] to give part of your power or work to
someone who is at a tower level in the organization
delegation  [U]

deliver v [I.T] 1 to take goods Lo 4 place
2 to produce resuits  delivery » [C.U]

demand # [U] | spending on goods and services by
companies and people
2 the total amount of 4 type of goods or services that people
or companics buy in a particular period
3 the total amount of a type of goods or services that people
or companies would buy if they were available

deputy n [C] someene in an organization who is immediately
below someone else, and who does their work when they are
not there — deputy adf [only belore 4 noun]

devaluation » [C,U] when the value of a couniry’s currency
gocs down or is reduced by the government, in relation to
other currencies

distribute v [T] to supply goods to shops. customers ete —
distribution » [U]

distributor » [C] a business that makes goods available either
to shops or directly to buyers

drive' n | {U] somcone’s energy, motivation, and ability to
work hard
2 [C usually singular] an effort to improve or increase the
level of something

drive? v [T] | to control a train, car elc
2 [usually passive] if an aclivily is driven by something, it is
influenced by it and depends on it

durable adj if someihing is durable, it lasts a long time —
durability » [U]

earnings # [plural] | the money that a person or particular
group of people earn in a particular period
2 the protit madc by a company in a particular period, or by

__Glossary |

companies in general

economic «df | [only before a noun] relating to the economy,
business cte
il an aclivily is economig, il is profilable

economical adf using time, money, goods ete carefully and
without wasting any

economically «dv | in a way that relates to the economy,
business etc
2 in a way that makes a profit
3 in way thal uses lime, money, goods ete carefully and
without wasting any

economy r [C] the system by which a country’s goods and
services are produced and used, and the people and
organizations involved in it

employ v [T] to pay somcone to work for you in a particular
Job

employee » [C] someone who works for a compuny,
especially in a job below the rank of manager

employee loyalty »# [U] when employees like working for a
particular company, work hard, and do not want to leave

employer # [C] a person or organization that employs people

employment » [U] | work that you do to earn money
2 the number of people in an area, industry cte that have
jobs, the type of jobs they have et

e-tailer » [("] a person or organization that sells goods to the
public on the Internet

executive » [C] someone with an important job as a manager
in an organization

expand v | {I,T] to bccome larger in size, amount, or number,
or to make something larger in size, amount, or number
2[T]1if a company expands, it increases its sales, areas of
activity etc — expansion » [U]

expense 1 | [C,U] one of the costs of a particular activity
2 expenses [plural] moncy that an employee spends while
they do their job, [or example on travel and food. and which
their employer then pays back

exploit v [T] | to treat someone unfairly in order (o make
morey, get an advantage for yourself etc
2 1o gain advantage from a situation, opportunity etc

exploitation » [U] when you trcat someone unfairly in order
to muke money, get an advanlage for yourself etc

export' # 1 [C usually plural] a product that is sold to another
country
2 [U] the sale of products to other countries

export? v [1,T] to sell products to other countries

facility # 1 {C] a place or large building which is used to make
or provide a particular product or service
2 facilities [plural] special buildings or equipment (hat have
been provided for a particular use, such as sports activities,
shopping, or travelling

failure » [C,U] | when someone or something docs not
achicve the results that were expected
2 when a machine stops working

fall' v past rense fell past participle fallen [1] to go down to a
lower price, level, amount etc

fall’ 1 [C] 1 a reduction in the amount, level, price etc of
something
2 when a person or organizalion loses their position of power
or becomes unsuccessful

feature' » [C] one of the characteristics of a product or
service that is useful, attractive ctc

feature” v [T] if a product featurcs a particular characteristic,
it posscsses it

finance' 7 | [U] money that is provided or lent for a
particular purpose
2 [U] the department in a company that deals with money
3 finances [plural] the situation of a country, company etc
in relation to the amount of money it has, owes etc —
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financial ad/

finance’ v [T] to give or lend money for a particular project,
activity etc

firm » [C] a company

fleet # [C] a fleet of cars, trucks etc is all the cars ete that a
company owns

flexible adi 1 a person, plan etc that is flexible can change or
be changed easily to suit any new situation
2 if arrangements for work are flexible, employers can ask
workers to do different jobs, work part-time rather than full-
time, give them contracts lor short periods etc. Flexible
working also includes job-sharing and working from home
flexibility  [U]

flexitime BrF flextime 4mE 1 [U] a system in which pcople
who work in a company do a fixed number of hours each
week, but can choose what time they start or finish work
within certain limits

focus group # [C] a group of people brought together to
discuss their feclings and opinions about 4 particular subject,
In market research, focus groups discuss their opinions of
products, advertisemenls, companics ete

forecast' # [C] a description of what is likely to happen in
the luture, based on information available now

forecast’ v past tense and past parriciple forecast or
forecasted [T] to state what is likely to huppen in the future,
based on information available now

formal adf 1 formal behaviour is very polite
2 [only before noun] formal qualifications are those you gain
al school, university ete. rather than experience you gel in
your job

found v [T] to start & new activity, organization ctc — founder
r[C]

glebal i 1 affecting er involving the whole world
2 including and considering all the parts of a situation
together, rather than the individual parts separately
globally adv

globalization also -isation BrE »n [U] the tendency for the
world economy to work as one unit, led by large
international companies doing business all over the world

globalize also -ise Brf v [L,T]if a company, an industry, or
un economy giobalizes or is globalized, it no longer depends
on conditions in one country, but on conditions in the world
as whole

goods # [plural] things that are produced in order to be nsed
or sold

gross domestic product {GDP) » [singular] the total value
of goods and services produced in a country’s economy, not
including income from abroad

grow v past tense grew past participle grown 1 [1] to increusc
in amount, size, or degree
2 [T]if you grow a business activity, vou make it bigger

growth » [U] an increase in size, amount, or degree

guarantee » [C] a formal written promise 10 repair or replace
a product if there is a fault within a particular period

headquarters # {plural] the head oftice or main building of
an organization — headquartered ad;

heaithcare » [U] medical care, doctors, hospitals etc
considered as an industry

high-tech also hi-tech adj high-tech companics, activities etc
use advanced equipment and technigues

hire v [T] 1 if a company hires new cmployees, it recruits them
2if you hire a car, boat etc you pay to use it for a particular
period

human resources » [plural] | an organization’s employees,
with their abilities and skills
2 (HR) the administration of a company’s employees,
including recruitment, salary systems etc

human rights » [plural] the basic rights that people have to be
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treated fairly and equally, especially by their government
image #» 1 [C] 4 picture, photograph ctc
2 [C,U] all the ideas that people have about a product, person
cte, considered together
import' # [C] a preduct that is bought from another country
import? ¥ [I,T] to buy products trom other countries
incentive » [C] something which is used to encourage people,
especially to make them work harder, produce more or spend
more moncy
income » [C,U] | the amount that a person earns in a
particular period
2 the profit made by a company within a particular period
industrial «dj | involving industry, or of 4 type used in
industry
2 industrial areas, countries ctc have many different
companies and industries
industrialist » [C] a powerful businessman or businesswoman
industry » 1 [U] the production of basic materials or finished
goods
2 [U] all the people and organizations that work in industry
3 [C] a particular type of industry or service
inflation # [U] a continuing increase in the price of goods and
services, or the rate of this increase
infrastructure » [C.U] 1 the basic systems and structures that
a country needs to make economic activity possible, for
example transport, communications, and power supplies
2 the basic systems and equipment needed for an industry or
business to operate successfully or for an activity to happen
innovate v [I] to design and develop new and better products
- innovator » [C]
innovation # | [C] a new idea, method, or inveniion
2 [U] the introduction of new ideas or methods
innovative a4 1 an innovative product, method, process ete is
new, different, and better than those that existed before
2 using clever new ideas and methods - innovatively udv
insurance » [U] an arrangement where a company collects
money from a person or organization and, in return,
promises lo pay them money if they are ill, have an accident,
cause harm (o others etc
interest »2 1 [U] an amount paid by a berrower to a lender, for
example to a bank by someone borrowing money for a loan,
or by a bank to someone keeping money in an account there
2 [U] the intcrest rate at which a particular sum of money is
borrowed and lent
3[C] the part of a company thal somcone owns
4 [C] the possession of rights, especially to land, property etc
interest rate » [C] the cost of borrowing money, expressed as
a percentage over a parlicular period such as a month er year
interpreter # [C] someone who translates what someone says
from one lunguage into another, cspecially as their job
inventory » [U] the American word for stecks of goods
invest » [I.T] 1 to put money into a business activity, hoping
to make a profil
2 Lo buy shares, bonds cte, hoping to make a profit -
investment » [C,U]
invoice n [C] a documenl scnt by a supplier to a customer
showing how much they owe for particular goods or services
issue # [C] | something that must be discussed. decided etc
2 a magazine or newspaper appearing on a particular date
join v [I, T] if you join a4 company, you start working for it
joint venture = [C] a business activity in which two or more
companies have invested together
labor union # [C] AmE an organizalion representing people
working in a particular industry or profession, especially in
meelings with their employers. Labor unions arc called trade
unions in British English
labour BrE, labor AmE 1 [U] 1 the work performed by the



people in a company, country etc
2 the people doing this work considercd as a group

iabour force BrE, labor force AmE » [C] another name for
workforce

launch' v [1,T] 1 to show or make a new product available for
sale for the first time
2 to start a new company
3 to start a new activity, usually after planning it carcfully

launch?® # [C] 1 an occasion at which a new product is shown
or made available for sale or use for the first time
2 the start of 4 new aclivity or plan

level' » [C] | the measured amount of something that exists at
4 particular time or in a particular place
2 all the people or jobs within an organization, industry etc
that have similar importance and responsibility

level’ v levelled, levelling BrE leveled, leveling 4mFE
level offfout phr v [I] to stop climbing or growing and
become steady or continue at a fixed level

liability » 1 [singular] an amount of money owed by a
business 1o a supplier, lender, or other creditor
2 liabilities [pluralj the amounts of money owed by a
business considered together, as shown in its balance sheet
3 [U] a person’s or organization’s responsibilily for loss,
damage, or injury caused Lo others or their property, or for
payment of debis

licensing agreement » [C] an arrangement where one
company gives permission to another to make products
based on its ideas, usually in exchange for payment

lifecycle also life-cycte # [C] the different stages in the
existence of a product, from its design and launch, through
to the time when it is discontinued (= no longer sold)

lifestyle » [C.U] the way someone lives, including their job,
how they spend their money etc

limited company also limited liability company 1 [C] a
company where individual shareholders lose only the cost of
their shares if the company goes bankrupt, and not other
property they own

liquidation » [U] if a company goes into liquidation, il stops
operating and all its remaining assets are sold

loan # [C] an amount of money that is lent, usually in return
for interest until the money is repaid

logo # [C] « desipn or way of writing its name that a company
or organization uses as its official sign on its products,
advertising etc

lose v past tense and past participle Yost presenr parriciple
losing [T] | to stop having something any mote, or 1o have
less of it
2 to have less money than you had before or 1o spend more
money than yon are receiving
3 lose something (to sb/sth) to have something such as a
contract or customcrs taken away by someone or something

loss n 1 [C,U] the fact of no lenger having something that you
used to have
2 [C] when a business or part of a business spends more
money in ¢osts than it gets in sales in a particular period, or
loses money on a particular deal, problem ctc

maintenance » [U] the work, repairs ctc required to keep
something in good condition

manage » [T] to dircct or contrel an organization or part of
one

management » [U] 1 the activity or skill of directing or
controlling the work of an organization, or part of onc
2 the managers of an organization considered together
3 the managers in charge of a particular aclivily, and the
skills and knowledge that they need

manager » [C] somcone whose job 1s to manage all or part of
an organization

managing director {MD) » [C usually singular] in the UK,
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the manager with the most authority in the day-to-day
management of a company. The job of MD is sometimes
combined with that of chairperson

manufacture v [T)] to make goods - manufacturer »# [C] -
manufacturing » [U]

market' » [C] all the people and organizalions involved in the
activity of buying and selling particular goods or services

market’ v[T] 1 to sell something or make it available for sale
2 to scll something by considering what customers want, how
much they are willing to pay, where they want to buy it etc

marketing » [U] activities to design and scll a product or
service by considering whal customers wunt, how much they
are willing to pay, where they want to buy it etc

marketing mix # [C usually singular] the combination of
marketing actions often referred to as product, price, place,
and promotion: sclling the right product, through
appropriate distribution channels, and at the right price in
relation to other products so that the company makes 1
profit, with the correct support in terms of advertising elc

market share » [C,U] the sales of a particular company in a
market, expressed as a percentage of the total sales

mentor # {C] an cxperienced person who gives advice to less
experienced people to help them in their work

merchandise » [U] goods that are produced in order to be
sold, especially goods that are sold in a store

merge v [I,T] if two or more companies, organizations ete
merge, or if they are merged, they join together

merger # [C] an occasion when two or more companies,
organizations etc join together to form a larger company et

model #[C] | a particular type or design of a vehicle or
machine
2 a simple description or structure that is used to help people
understand similar systems or structures

morale s [U] the level of confidence and positive feelings
among a group of people who work together

mativate v [T] 1 to encourage somecne and make them want
to achieve something and be willing to work hard in order to
doit
2 1o provide the reason why someone does something —
motivated adi

motivation # | [U] eagerness and willingness to do something
without needing to be told or forced to do it
2 [C] the rcason why you want to do something

multinational # [C] 4 large company that has officcs, factories
and business activilies in many different countries

net' adi a net amount of money is the amount that remains
alter costs, taxes etc have been taken away

net’ also Net # [singular] the Internet

network » [(] a group of people, organizations, offices etc
that work together

niche also niche market » [C] a market for a product or
service, perhaps an expensive or unusual one that does not
have muny buyers but that may be profitable for companies
who sell it

numeracy # [U] when people are good at arithmetic and can
deal with numbers without difficulty — numerate

online also on-line udj, adv involving the use of the Internet
to obtain and exchange information, buy goods etc

outlet »# [C] a shop or other organization through which
products are sold

overdraft » [C] especially BrE an arrangement belween a
bank and a customer allowing them to take out more money
from their account than they had in it

overtime # [U] 1 time that you spend working in your joh in
addition to your normal working hours
2 time that a factory, office etc is operating in addition to its
normal hours
3 the money that you are paid for working more hours than
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usual

overwork n [U] when someone works too much or too hard —
overworked «adf

parent company » [('] a company that owns more than half
the shares in another. The other company is its subsidiary

partner » [C] 1 a company that works with another company
in a particular activity, or invests in the same activity
2 someone who starts @ new business with someone else by
investing in it
3 a member of certain types of business or proflessional
groups, for example partnerships of lawyers, architects elc

payback period » [C] the length of time thar it takes 1o get
back the invesiment put into a particular project, and to start
making a profit

payment » [C,U] the act of paying money to sonicone, or the
amount invelved

payment system » [C] the arrangements for paying
employees in a particular company including bonuses,
overtime ete

pharmaceuticals » [plural] medicines, and the industry that
produces them pharmaceutical adf

phase! 1 [C] a particular stage or period in doing something

phase? y [T] if you phase something over a period, vou do it
gradually during that period

pie chart » [C] a drawing of a circle divided into several
sections, where the size of each section represents an amount
as a percentage of the whole

ple ubbreviation for public limited company

president » [C] in the US, the most important person on the
board of directors of a company

private sector » [singular] all the companies in a country
that are not owned by the government, considered as 4 whole

privatize also -ise BrE v[T] if a government privalizes a
company that it owns, it sells it to investors - privatization »
[C.U]

promote v [1,T] 1 to help something develop and grow
2 to give someone 4 more important job or rank in an
organization
3 to sell a product using advertising, [ree gifts etc

promotion # [C,U] 1 a move to a more imporiant job or rank
in a company or organization
2 also sales promotion advertisements, free gifts and other
activities intended to sell a product or service

public limited company » [C] in the UK, a form of limited
company whose shares are freely sold and traded. Public
limited companies have the letters PLC alter iheir name

public sector » [singular] all the companies and business
activitics owned and controlled by the governmenl of a
particutar country, considered as a group

purchasge r |C] the act of buying something, or the thing thal
you buy — purchase v [T] - purchasing » [U]

qualification » 1 [C usually plural] an examination that you
have passed at school, university, or in your prolession
2 [C] a skill, personal quality, or type of experience that
makes you suitable for a particular job

R and D » [U] rescarch and development; the part of a
business concerned with studying new ideas and developing
new products

range » [C] aset of similar products raade by u particular
company or sold in a particular shop

rate # [C] 1 the speed at which something happens
2 the number of examplcs of something, often expressed as a
percentage
3 ancther name for interest rate

raw material » [C nsually plural] one of the basic materials
used to make something. For example, steel is one of the raw
malerials in cars
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record' x 1 [(] the past performance of a person,
organization ete
2 records [plural] the history of a particular activity,
organization ctc

record?® adj [only before a noun] involving the best level,
performance elc in a particular activity

recruit' v [T, T] 1o {ind new people to work for an
organization, do a job elc

recruit’ # [C] someone who has recently joined a company or
organization

recruitment « 1 [U] the process or the business of recruiting
new people
2[C] an occasion when someone is recruited

redundancy n especially BrE [C,U] when someone loses their
Job in a company because the job is no lenger needed

redundant «j especially BrE if you are redundant or made
redundant, your employer 10 longer has 4 job for you

refund » [C] a sum of money Lhat is given back to you if, for
example, you are not satisfied with something you have
bought - refund v [T]

relationship » [C] the behaviour and feelings of two or more
people. companies ele that work together

reliable udi someone or something that is reliable can be
trusted or depended on  reliability » [U]

relocate v [I,T] if a company or workers relocate or are
relocated, they move to a different place — relocation » [C, 1]

rep # [C] an informal name for sales representative

representative » [C] 1 someone chosen to speak or make
decisions for another person or group of people
2 a sales representative

resign v [1.T] to oflicially lcave a job, position ¢l¢ usually
through vour own choice, rather than being told to leave —
resignation » [C]

resource # 1 [C usually plural] also natural resource
somcthing such as oil, land, or natural cncrgy that exists in a
country and can be used to increase its wealth
2 resources [plural] all the money, properly, skill, labour etc
that a company, country ctc has available

restructure v [1.T] il someonc restructures a company, they
change the way it is organized, usually in order to make it
more profitable — restructuring » [U]

results » [plural] 1 things that happen because of someone’s
efforls, work ctc
2 the prefil or loss made by a company in a particular period

retail v [1.T] 10 sell goods to the general public in shops etc —
retailing » [U]

retailer » [C] 1 a business that sells goods to members of the
public
2 u person or company that owns or runs a shop or chain of
shops selling goods to the public

retail outlet n [C] a shop through which products are sold to
the public

retain v [T] if a company retains its customers or employces,
they continue to buy [rom or work for the company, and do
not go elsewhere — retention » [U]

revenue # [U] also revenues [plural] the amount a company
receives from sales in a particular period

rights 5 [plural] | the freedom and advantages that everyone
should be allowed to have — see also human rights
2if a person or company has the rights to something, they
arc legally allowed to use il to make money

rise! v past tense rose past participle risen [I] to increase in
number, amount. or value

rise’ » 1 [C] an increase in number, amount, or value
2]C) also pay rise BrE an increase in salary or wages. A rise
is called a raise or pay raise in American English
3 [singular] the process of bccoming more important,
successful, or powerlul



sack » give sb the sack/get the sack 1o lell someone 10
leave their job, or to be told 1o leave vour job

sale 1 | [(] the act of selling something
2 for sale available to be bought
3 sales [plural] goods sold in 4 particular period, or the
amount of money received from this

sales representative also sales rep » [(] someone whose
job is to sell their company’s products or services, for
examplc by visiting customers

schedule # [C] a plan or timetable for doing something

scheduled flight »: [C] a normal flight on an airline available
lor anyone Lo use

sector # [(] a particular industry or actlivily or group of
industries etc

secure «dj involving actions to keep someone or something
safe from being damaged. stolen etc — security » [1J]

segment # [C] | a part of the economy of a country or a
company’s work
2 also market segment a group of customers that sharc
similar characleristics, such as age, income, interests, social
class ete
3 also market segment the products in a particular part of
the market

share » [C] | one of the parts into which ownership of a
company is divided
2 also market share the sales of a particular company in a
market, expressed as a percentape of the total sales
shareholder » [C] 1 person or organization that owns shares
in a company
shareholder value » [U] the idea that companies should
produce the best possible profit tor their shareholders, and
that one of the main jobs of management is to cnsure this
ship » [T] to transport and deliver goods
skill 1 [C.U] an ability to do something well, especially
becausc vou have learncd and practised it — skilled adf
slogan » [C] an casily remembered phrase uscd to cxpress a
particular idea. for cxample in an advertisement
smart adf | intclligent
2 attractive
3 well-dressed
4 relating to technology that does things in an efficicnt way
sponsorship # [U] financial support given to an arts or
sports event in order to get public attention
spreadsheet » [(C] a computer program that shows rows and
columns of figurcs, and allows calculalions Lo be done on
them. Spreadsheets are used 10 analyze what would happen
in different situations, for example to sales and profits
stable adj irm. steady. or unchanging
start-up » [C] a new company, especially a hi-tech one
status » [U] 1 your social or professional rank or position
2 high social pesition that makes people respect you
stereotype » [C] a fixed idea about something, that may or
may not be truc
stock 1 [C.U] 1 especially AmE one of (he shares into which
ownership of 4 company is divided, or these shares
considered together
2 also stocks [plural] a supply of a commedity (= o1l, metal,
farm product etc) that has been produccd and is kept to be
used when needed
3 especiaily BrE u supply of raw materials or parts before
they are used in production, or a supply of finished goods.
Stocks of raw materials or parts are usually called inventorics
in American English
4 a supply of goods, kept for sale by a shop or other retailer.
Stocks of goods are usually called inventories in American
English :
stock market also stockmarket 2 [C] a place or computer
system where bonds. shares etc are bought and sold
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strategy » 1 [(] a plan or series of plans for achieving an aim,
especially relating to the best way for an organization to
develop
2 [U] the process of skilful planning in general

strength » [C.U] a particular quality or ability that gives
somconc an advantage in relation to others

stress n [U] continuous feelings of worry about your work or
personal lile, that prevent you from relaxing — stressful adf

stressed also stressed out adj if someone is stressed or
stressed out, they are so worried and tired that they cannot
relax

subsidiary also subsidiary company » [C] 4 company that
is at least half-owned by another company, i1s parent
company

subsidize also -ise BrE v [T] if 4 government or organization
subsidizes a company, aclivily eic, it pays part of the cost —
subsidized ad/

subsidy # [C} money that is paid by a government or
organization to make something cheaper to buy, use, or
produce

supply v [T] to sell and provide goods or services — supplier #
]

survey # [C] 1 a set ol gueslions given to a group of people to
find out their opinions
2 the information obtained by analyzing the answers to these
questions

tactic » [C usually plural] a method that you use to achieve
something

takeover » [C] an occasion when a person or company
abiains control of another company by buying more than
half of its shares

talent »# [C,U] a natural skill or ability

target! # [C] | an organization, induslry, country etc that is
deliberately chosen to have something done to it
2 a result such as a total, an amount, or a time which you
uim to achicve

target® v [T] | to make something have an effect on a
particular limited group or arca
2 to choose someone or something as your target — targeted
adj

tend v [I] if something tends to happen, it happens frequently,
but not always

tendency # [C] | if you have a tendency to do something, you
do it frequently
2 the general way in which a particular situation is changing
or developing

trade! » 1 [U] buying and selling goods und services,
especially between countries — see also balance of trade
2 {C] a particular business activity

trade’ v [I, T] | to buy and sell goods and services, especially
between countries
2 to buy and sell shares elc on a Nnancial market

trademark also trade-mark » [C] a name, sign, or design on
a product to show that it is made by a particular company

trade union » [C] BrE an organization representing people
working in a particular industry or profession, especially in
mectings with their cmployers. Trade unions are called labor
unions in American English

trading group n [(C] a group of countries that agree to have
low or no taxes on goods they export to each other

transaction # [C] | a business deal, especially one involving
the exchange of moncy
2 the act of paying or receiving moncy

transfer v [1.T usually passive] if you transfer to another job
or workplace, or il you are trunsferred, you move there

trend » [C] the general way in which a particular situation is
changing or developing

turnover # [singular] 1 BrE the amount of business done in a
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particular period, measured by the amount of money
obtained from customers for goods or services that have been
sold
2 the rate at which workers leave an organization and arc
replaced by others
3 the rate at which goods are sold and stock is replaced

unemployed adj without a job

unemployment » [U] | when you do not have a job
2 also unemptoyment rate the number of pcople in a
particular area, country ctc who do not have a job

union » [C] 1 a group of people, countries el¢ who work
together for a particular a1im
2 a trude union or labor union

unskilled a4j without training in the skills needed in
particular jobs

update » {C] information that tells you what has happened
recently in a particular activity, situation etc

vacancy /i [(] a job that is available

virtual a4/ involving something that gives you the experience
of its real equivalent

visual also visual aid » {C] 4 diagram, map etc that people
can look at, for example in a presentatien, and that helps
them understand and remember it

voice mail also voicemail # [U] a sysiem for Icaving
messages for people by telephone, or the messages themselves

volunteer v [T] to ask to do something that you do not have
to do — volunteer » [C]

warehouse # [(] a building where goods are stored

weakness # [C,U] lack of a particular characieristic that
would give you the ability to succeed, perform betier ete

website » [C] information about 4 particular company,
subject etc availuble on the Internet. Each wcbsite has an
address that begins ‘http’

wholesaler » [C] u persen or company that sells goods in
large quantities to other wholesalers, or to retailers who may
then sell them to the general public

workaholic # [C] someone who cannot stop work and is
unwilling to do anything else

workforce 1 [C] all the people who work in a particular
country, area, industry, company, or place of work

workload » [C] the work that a person or group of people
have to do in a particular period
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