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Introduction

Who this book is for

This book is intended to be an interesting and stimnulating
course for Advanced students of Business English
(Common European Framework Level C1). It provides a
general Business English course for students who have not
vet worked in business and for people who are working
and have experience of business environments.

It provides the practical reading, speaking, listening and
writing skills necessary for people who need English for
working in business. It also contains a wide range of
essential business vocabulary and grammar.

For students who want to study for a Business English
qualification, this book gives vou a complete preparation
for the Cambridge Business Language Testing Service
{BULATS) test. It is accompanied by a CD-ROM containing
a complete past BULATS test supplied by Cambridge ESOL.

What the book contains
The book contains the following elements:

® 24 units for classroom study. These units are organised
in groups of four around a theme: management,
competitive advantage, etc. While each unit gives
training and practice in a variety of skills, the first unit
in each group mainly concentrates on reading skills, the
second on listening, the third on writing and the fourth
on speaking. Each unit contains essential vocabulary
input for business students. Many of the activities in the
units are similar to those found in the BULATS test.

* Grammar workshops. For each group of four units,
there is a two-page Grammar workshop section. These
explain and extend grammar work introduced in the
units. In the units, you will from time to time see a
cross-reference, e.g. e page 20 (Future simple or
future continuous?), which indicates that there is
supplementary material in the Grammar workshap.

e Exam skills and Exam practice section. This section,
which starts on page 121, gives you detailed guidance
on how to approach BULATS test tasks at your level, the
skills required and what the task is testing. The Exam
skills pages contain exercises to build up your skills for
the test. The Exam practice pages contain
questions/tasks from a past BULATS test for your
level*, supplied by Cambridge ESOL.

» Full answer keys for all the exercises in this book.
Sample answers to writing activities have not been
included at this level because the range of possible
answers is too great for this to be useful. However
‘models’ are provided for all writing tasks.

* Transcripts for all the listening activities in the book.

* CD-ROM with a complete BULATS test.

Also available are:

* 3 audio CDs/cassettes, containing a variety of recorded
material, including interviews with business people and
BULATS listening tasks.

e Teacher’s Resource Book, containing guidance and
suggestions on how to approach activities in the book
plus extra photocopiable activities and case studies to
supplement the units in the Student’s Book.

* Personal Study Book, containing activities and
exercises based on the vocabulary, grammar and skills
covered in each unit. It is intended as reinforcement of
material you have studied in class. The Personal Study
Book contains keys to all its exercises, so you will be
able to check vour answers yourself. It also contains a
Word list of vocabulary from the Student’s Book.

* Website, containing additional resources and
information. Go to http://www.cambridge.org/
businessbenchmark.

* The BULATS test is designed to assess learners’ level of
Business English from beginners to advanced, so this book
does not contain advice on how to approach BULATS tasks
which are too easy for vour level. See the information
about the test on page 122.
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Map of the book

Unit Reading Listening Writing
1 Corporate culture | Who is responsible for My company’s culture
10-13 corporate culture?
2 Leaders and Richard Branson, leader of Rachel Babington, Disney
] managers Virgin Channel, on leaders and managers
g 14-17 Rachel Babington on
) empowerment
=
= 3 Internal Internal messages (memo, Advice for communicating Replying to messages
communications email, note, notice) effectively with colleagues Writing and replying to a memo,
18-21 email or notice
4 Chairing meetings | Adbvice for chairs Key phrases for chairs A memo summarising action
22-25 Summary of action points points
Grammar workshop 1 (Units 1-4) 26-27 Defining and non-defining relative clauses, Some meanings of as and like, Future simple
5 Customer Giving people what they want Boris Shulov on Customer
relationships Five articles on Customer Relationship Management
28-31 Relationship Management
© 6 Competitive How the JJ Group prepares William Brook-Hart, Gifford
g advantage tenders Engineering Consultancy, on
s 32-35 competitive advantage; William
é Brook-Hart on winning contracts
(-]
=
= 7 A proposal Proposal for adding to our Extending the product range A proposal for investigating
2 36-39 product range new markets
§ An email requesting a proposal
8 Presenting at Nestle in Thailand; The Presentation on the Chinese A proposal for breaking into the
meetings Philippine market; Nestlé ice-cream market Chinese market
40-43 expands ice-cream lines in
China
Grammar workshop 2 (Units 5-8) 44-45 Speaking hypothetically, Compound nouns, Embedded questions
9 Advertising and The effectiveness of advertising | Neil lvey, MediaCom, on the
customers Five extracts on measuringthe | effectiveness of advertising
46-49 effectiveness of advertising
8 1 0 Advertising and Motoring online Internet sales A report on advertisers and
E the Internet Neil lvey, MediaCom, on target audiences
s 50-53 advertising and the Internet
=
=
% 1 1 Sales reports A brief sales report Mehtar Tilak on sales activities A sales report based on a chart
g 54-57 Report on Seville Sales Event Report on a sales event for a
= product launch
1 2 The sales pitch Cracking the big company Rosa Levy, CSS Ltd, cold-calling a
58-61 market client; Rosa Levy making a sales
pitch
Grammar workshop 3 (Units 9-12) 62-63 Position of adverbs, Present perfect simple and continuous, Cleft sentences

Map of the book




Speaking Vocabulary Language work
Describing company culture Company culture Defining and non-defining relative
Why is it important to have a strong corporate culture? Phrasal verbs clauses

Board, bottom line, revenues, etc,

Talking about good leaders Leadership skills: founder, etc. As or like?

Getting the most from staff Types of management

Producing a more effective workforce

The best way of communicating different things Abbreviations Future simple or future continuous?
Must a manager be a good communicator?

The function of the chair Evaluating meetings Language functions for chairs
Holding meetings

or future continuous?

Discussing customer—supplier relationships Helpdesk, etc.

Discussing the 80-20 rule, etc.

The shortcomings of CBM, etc.; A CRM strategy

How does your company achieve a competitive Elements that give a company an Speaking hypothetically

advantage?
Pricing

advantage; Submitting tenders;
Dedicated, resources, etc.
Phrasal verbs; Verb—-noun collocations

Linkihg words and phrases Compound nouns
Existing, identify, etc. The passive
The ice-cream market in your country Embedded questions
Presenting information from charts
Presenting from a text
How does your company advertise? Brand-building, etc. Adverbs

Cost-effective advertising
How to advertise software

Types of advertising
Households, etc.

How you use the Internet to buy things
How could your company use the methods of the car
industry?; Using the Internet for advertising

Straightforward, etc.

Although, however, despite, etc.

The best medium for selling different products and
services
Structure of a report

Synonyms for increase and decrease

Present perfect simple or continuous?

How do you react to a cold-call?; Finding out about work
problems; Role-play 1: Cold-calling; Advising on breaking
into a new market; Role-play 2: Making a sales pitch

Solicit, risk-averse, etc.

Cleft sentences

Map of the book
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Unit Reading Listening Writing
1 3 Forecasts and Forecasting disaster Forecasting sales
results
64-67
1 4 Financing the arts | A proposal for festival Philip Franks on the theatre business | A proposal for sponsoring
8 68-71 sponsorship Paul Keene on arts sponsorship an arts or sports event
= 1 Late payers The impact of late payments Conversation with a late payer Letter complaining about late
5 72-75 on small businesses William Brook-Hart on late payers payment
at Gifford Engineering Consultancy
1 6 Negotiating a lease | Negotiating your office lease Negotiating business agreements Email summarising results of
76-79 Conditions for leasing office space negotiation
Grammar workshop 4 (Units 13-16) 80-81 Conditional sentences, Infinitive and verb +-ing, Complex sentences
1 7 Workplace Giving employees what they Mariella Kinsky on work-related Short report on stress and
atmosphere want: the returns are huge stress absenteeism
82-85 Stress in the workplace
= 1 8 The workforce of The millennium generation Job sharing
E the future How people feel about their jobs
£ 86-89
g
'g 1 9 Productivity Magro Toys - report on Interview with three production Report on changes to company
E 9093 productivity managers organisation
=
20 Staff negotiations Memo from CEO about Staff complaints and demands at Memo summarising agreement
94-97 expansion plans Travelsafe Insurance
Horse-trading at Travelsafe Insurance
Grammar workshop 5 (Units 17-20) 98-99 Reference devices, Modal verbs to express degrees of certainty, Variations on conditionals
21 Corporate CSR - worthy cause? Professor Bernard Hill on fair trade Proposal to give your company
ethics a more ethical image
100-103
2 2 2 Expanding abroad | Wolseley's strategy Richard Coates on how Wolseley
§ 104-107 Wolseley's Chief Executive expands into new markets
2 Richard Coates on supervising
=2 subsidiaries
]
o 23 An overseas Letter to a potential partner Finding an overseas partner Letter to prospective
§ partnership Letter replying to a business Reasons and problems with moving | customers; Letter expressing
3 108-111 approach into a new market interest in business approach
2 4 A planning Risk management Fedor Brodsky on how to protect
conference your brand’s reputation
112-115 Nicole Frére on risk in business
Grammar workshop 6 (Units 21-24) 116-117  Articles, Future time clauses, Concession
Communication activities 118
EXAM SKILLS AND EXAM PRACTICE  121-145
Contents of exam section 121
Answer keys 146
Transcripts 160
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Speaking

Vocabulary

Language work

How different elements help to make forecasts
What makes forecasts inaccurate?

How to prepare a sales forecast, etc.

What type of forecaster do you think you are?

Phrasal verbs and expressions

Go bust, stock price, etc.

Vocabulary from profit-and-loss account
and balance sheet

Conditional sentences

Should the arts be subsidised?
How sponsorship can promote a company’s image, etc.
Role-play: Continental Bank and Tate Modern

Theatre vocabulary
Break down, running costs, etc.

Infinitive and verb + —ing

How late payers affect a business
Discussion: How should you deal with late payers?
Presentation: How to deal with late payers, etc.

Bank charges, bookkeeping, etc.
Formal expressions

Complex sentences

What you need to know before negotiating
Negotiation, problems and advice
Role-play: Negotiating an office lease

Compromise, the bottom line, etc.

Conditional sentences: alternatives to if

What makes people work harder
Types of management-employee relationship; Trends in
accidents and stress, etc.; Our attitudes towards stress

Trends, pronounced, etc.

Reference devices

Workers of the future; Working practices in the future
Talk: teleworking, etc.
Talking about your present job

Types of worker; Ways of working
Stuck in a rut, going rate, etc.

What factors affect productivity?; Describing charts:
productivity at Magro Toys; Presentations on productivity;
Raising productivity

Assembly line, churn out, etc.

Expressing causes and results

Company reorganisation; Would you be prepared to
relocate?; Thinking about an offer
Role-play: Negotiating an agreement

Phrasal verbs and expressions
Phrases for negotiating

Variations on conditional sentences

Corporate responsibility Benefits, premise, etc. Articles

CSR and corporate culture; Fair trade Adverbial phrases

What is the connection between fair trade and CSR, etc.?

Expanding into foreign markets Acquisitions, year on year, etc.

Describing the company you work for Surged, FTSE 100, etc.

Wolseley’s expansion strategy; Supervising subsidiaries | Adjectives and adverbs of frequency

The advantages of making acquisitions

The problems of expanding into a new market Complex sentences

Replying to a letter

Tenses in future time clauses

Useful hints for making presentations
Making a presentation; Business risks
Discussion: Staff retention, market share

Discourse markers for short talks

Concession

Map of the book
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Corporate culture

Getting started
1 Work in small groups. Match the sentence beginnings (1-7) with their endings (a~g).
1 My company/organisation has a vision; /Z/ a for example, it doesn’t have a dress code.
2 We have an entrepreneurial culture; b Tknow where it’s going; I share its goals.
3 People in my company are highly competitive; ¢ the boss is autocratic, and we do as we’re told without question.
4 My company is pretty bureaucratic; d there are lots of regulations and ‘correct procedures’. We're
5 My company has a supportive culture; encouraged to do things by the book.
6 My company has a controlling culture; e we battle each other for promotion and for bonuses.
7 My company is quite informal; f  when we need them, we’re sent on training courses. Every
employee has a mentor.
g we're encouraged to look for new business and take risks.

2 Look at the words and phrases in bold above and

match them to the following definitions.
| a person who gives another person help and advice over

a period of time and often also coaches them in their job

mentor
2 aset of rules for what you can wear
3 aims
4 demands total obedience from staff
5 extra amounts of money given to you as a reward
6 follow the rules exactly
7 view of how the company will be in the future
8 invelving risk-taking

10 Corporate culture



Aspects of corporate culture

Talking point

Discuss these questions in small groups.

1 Which of the things mentioned in Exercise 1 on page 10
are typical of your company’s/organisation’s culture?
Which would you like to be part of your company's
culture? {If you don’t work for a company or
organisation, talk about one you would like to work
for.)

[ %)

Listening

You will hear four students on an MBA course discussing
their companies’ cultures.

1 Before you listen, match these words or phrases
(1-10) with their definitions (a—j).

1 cut-throat a informal meetings
2 back-up b Internet company
3 get-togethers ¢ making more efficient
4 sink or swim d paperwork
5 red tape e responsible to the government
6 publicly f standard by which you can
accountable judge the success of something
7 streamlining g fierce; not involving
consideration or care about any
harm caused to others
8 dotcom h struggle of individuals in a
competitive environment
9 vyardstick i succeed or fail without help
from anyone else
10 rat race j support
Tl ;.:J-;;w_iL_
LSS St s ont

Tabt race

022 Look at the list of aspects of company culture in

Getting started. Listen to the four speakers, and for
each one, decide which aspect of their company’s
culture he/she mentions. Write one number by each
speaker. You will not use all the numbers.

Candela: Sonia: ...
Henry: Omar:
Task tip

The speakers talk about the subject without using the
exact words in the list. You must listen for clues in what
they say to decide which is the correct answer.

Vocabulary

02 Complete each of the phrasal verbs below with one or

two words (the definitions are given in brackets). When
you have finished, check your answers by listening to
the conversation again.

1 starting QUL (beginning)

2 talk things.......... (discuss thoroughly)

3 COME ..o e, ideas and solutions (produce
ideas and solutions)

4 stick............ (follow, obey)

= S — up (arrive)

6 e ahead (making progress)

7 itboils ............. to (the essential thing is)

Speaking

Work in pairs or groups of three. Describe the culture of
the company where you work, or a company you are
familiar with, using the following procedure.

* Before you speak, plan what you are going to say and
select words and phrases from the vocabulary you have
studied so far in this unit.

e Speak for about a minute.

¢ When you are listening to your partner’s talk, think of a
question to ask at the end of it.

Useful language

| think there are three main aspects to my company’s
culture: first, there's ...

Another featureis ...

Finally, | should say that ...

So, it's a good place to work, especially because ... /

I'd prefer it to be more ...

Corporate culture
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Creating a corporate culture

Reading

1 Read this passage fairly quickly and find out:

o —

[

who is responsible for influencing the culture within a company.
how company culture affects a company’s performance.
what weakness many companies have with regard to corporate culture.

When you have finished, discuss your answers with a partner.

Choose the correct sentence (A-G) from page 13 for each gap in the
text (1-6). There is one sentence you will not need.

ow should a director think about
H the “corporate culture™ of the

company on whose board he or
she serves? Consult a management
text on organizational culture and you'll
find a chapter or more of definition
which boils down to something like “a
pattern of shared basic assumptions.”
Peter C. Browning, dean of the
business school at Queens University,
North Carolina says: “Every
organization has a culture which
manifests itself in everything from
entrepreneurship to risk-taking all the

way down to the dress code. 1.G.. " In

some cases, it can do both. Recall how
IBM’s insular, conservative culture first
helped the company soar to success—
and then nearly destroyed it before a
new CEO, Louis Gerstner, arrived in
1993 and saved the company.
Browning considers corporate

culture an important part of a board’s

responsibilities. And he's not alone. In a

recent survey, an overwhelming
majority of directors say that culture
has a powerful effect on their
company's ethics, risk-taking, and
bottom-line performance. 2 ......
Furthermore, 79% say they believe a
board can alter a company’s culture.

Even so, many directors are less
comfortable dealing with issues of
corporate culture than they are with
more easily quantified concepts like
profitability or market share. Says
Edward Lawler, a professor at the
University of Southern California:

“3 ...... An understanding of corporate

culture is one of the main things missing

on boards, but they really need it if
they're going to monitor what's going
on inside the corporation.”

So what should directors be doing
to evaluate corporate culture, and what
actions can they take to influence it?

Peter Browning's favorite example
is Nucor, the steel company. Nucor's
culture, which he describes as
“extraordinarily powerful, effective, and
unique, " can be traced back to the
values and vision of its legendary
founder, F. Kenneth lverson. The Nucor
story—of an egalitarian, collaborative,
high-performing business that's been
consistently profitable in a notoriously
tough industry—has been recounted in
dozens of newspaper and magazine
articles and books: 4 ...... Although the
company earns $6.3 billion in revenues
and has 9,900 employees, it has fewer
than 60 people in management. There

Company
background

Nucor Corporation is

the largest steel producer

inthe United States. Itis also the nation's
largest recycler.

Ity Cher Narury .&

F. Kenneth Iverson

are no company cars or corporate jets.

i The company offers four-year
scholarships to children of employees

! to help them pursue higher education or
vocational training after high school.

{ When business is slow, Nucor reduces
hours but doesn’t make workers
redundant. There's a highly effective

i incentive program. 5 ...... Ditto for the

i shareholders: Nucor's total return to

i investors last year was 37.9%, better

i than almost two-thirds of the other

i companies in the Fortune 500.

To ensure that Nucor's

i collaborative, trusting culture

i continued, Browning recounts how he

i “went out and visited innumerable
factories. | walked around, talked with

i people on different shifts.” Then he

! made sure the other non-executive

i directors did the same. 6 ...... “It was

i important for the board to get to know

! the culture so that we could support the
next generation of management as they
i move forward, while preserving the

i values that really distinguish this

i company.” Browning says.

Corporate culture

From Corporate Board Member



The result is that employees have come to trust
management and share its vision.

And having a supportive culture can produce surprising
gains in terms of productivity.

CEO, Daniel R. DiMicco, answers his own phone and
email and shares an assistant with CFO, Terry Lisenby.
Most boards are poorly equipped to deal with their
organization’s corporate culture, because their staffing
is not right.

The entire board now goes once every year to a mill or
plant and spends two days observing operations and
talking to workers and managers.

When asked to rate its importance for these issues on a
scale where 1 equals “greatly affects” and 10 means “no
effect”, the respondents ranked corporate culture at 2.
It can be a very powerful influence for good, or it can
get companies in lots of trouble.

Task tip

Look at the clues in the sentences, e.g. in A, what has
caused the result that is mentioned? In F, what does these
issues refer to?

Vocabulary
Match these words and phrases from the text (1-7) with
their definitions (a—g).
1 board a dismiss employees, so they no
/_1 longer have a job
2 bottom-line b group of people appointed
performance to manage a company
3 revenues ¢ money earned from sales
4 make workers d people who own shares in
redundant a company
5 shareholders e set periods of time when
people work, e.g. 6 a.m. to
2p.m.
6 return f the amount of profit on an
investment
7 shifts g whether the company makes a

profit or a loss

Grammar workshop

Defining and non-defining relative clauses

i

2

Read these five extracts from the text. Find and
underline the five relative pronouns.

How should a director think about the “corporate
culture” of the company on whose board he or she
serves?

Consult a management text on organizational culture
and you’ll find a chapter or more of definition which
boils down to something like “a pattern of shared basic
assumptions.”

Every organization has a culture which manifests itself
in everything from entrepreneurship to risk-taking all
the way down to the dress code.

An understanding of corporate culture is one of the
main things missing on boards, but they really need it if
they’re going to monitor what’s going on inside the
corporation.

Nucor’s culture, which he describes as “extraordinarily
powerful, effective, and unique,” can be traced back to
the values and vision of its legendary founder, F.
Kenneth Iverson.

Decide which relative pronouns above could be
replaced with that.

© page 26 (Defining and non-defining relative

clauses)

Talking point

Discuss these questions in small groups.

Why is it important for a company to have a strong
corporate culture?

What sort of culture would work best for you?

What aspects of corporate culture do you think can
have a negative effect on performance?

What things can managers do to change the corporate
culture of the company where they work?

Task tip

* Before you start discussing, take a little time to think
about what you want to say.

* You can talk in general, but try to give examples from
your knowledge and personal experience, too.

* Make sure that everyone in your group has a chance to
express their opinions.

Corporate culture
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Leaders and managers

Getting started

1 Read each of these things people said about their business leaders or managers (1-8) and
match them with one of the qualities or skills listed in the box (a-h).

1
‘Amongst other things, she has this tremendous

ability to see how things could be in the future,
and how the organisation should develop.’

3
‘I really like the fact that he gives us all plenty of
responsibility. We all feel so empowered.’
8
‘One thing | have to say about him is that he has
excellent people skills; he can handle even the
most awkward member of staff.’
7

‘She has a totally practical approach. | mean, she
doesn't just sit in her office theorising. She rolls
up her sleeves and gets down to work with the
rest of us.’

a Ahands-on approach e Good interpersonal

b Ability to delegate skills

¢ Attention to detail f Originality

d Good communication g Trouble-shooting skills
skills h Vision

2 Discuss the following questions in small groups.

1 Which of the above skills or qualities do you think are
necessary for business leaders, which for managers and
which for both? (Write ‘L for leader, ‘M’ for manager or
‘B’ for both by each of them.)

2 Add three other skills or qualities to the list and say
whether they are more necessary for leaders, their
managers, or both.

Leaders and managers

2

‘He’s just great at producing new, unusual ideas,
things other people would never have thought of.’

‘I'd say one of his strong points is his ability to
get down to the nitty-gritty; nothing is so minor
that it escapes his attention.”

‘One thing she's particularly good at is problem-
solving. You know, in our line of work we seem to
go from crisis to crisis, but she seems to be able
to get everything running smoothly again.’

‘She’s just excellent at getting her ideas across.
To give you just one example ...’

Great leaders and great managers

Reading

Company background

Started in 1971, the Virgin Group operates in a wide
range of markets, from music to finance and travel.

1 Before reading, discuss in small groups what you
know about Richard Branson and Virgin.

2 Skim the web page very quickly (in two or three
minutes) to find out what qualities Branson has
which make him a good leader.



leader of Virgin

Group, an empire of 350 companies that includes

Virgin Atlantic airlines as well as ventures in other
industries like telecommunications, trains, cosmetics and
credit cards - says his goal is to turn Virgin into ‘the most
respected brand in the world’. Branson’s skill as a brand
builder is one of the reasons underlying his longevity as a
business leader.

It is difficult to separate the success of the Virgin brand
from the flamboyant man behind that brand. He travels the
world weekly, reinforcing his good-natured, visible, jet-
setting, billionaire reputation — a reputation like the
reputation of the companies he owns. ‘Generally speaking, |
think being a high-profile person has its advantages,’ he
says. ‘Advertising costs enormous amounts of money these
days. | just announced in India that | was setting up a
domestic airline, and we ended up getting on the front
pages of the newspaper. The costs of that in advertising
terms would have been considerable.’

What is the most important quality of a good leader?
‘Being someone who cares about people is important,” he
says. ‘You can’'t be a good leader unless you generally like
people. That is how you bring out the best in them.”

How does a man who owns 350 companies get it all

R ichard Branson — the founder and owner of the Virgin

skills. As chairman of a large group of firms, Branson says he
spends about a third of his time on trouble-shooting,
another third on new projects, both charitable and business,
and the last third on promoting and talking about the
businesses he has set up. ‘As much as you need a strong
personality to build a business from scratch, you must also
understand the art of delegation,’ says Branson. ‘I have to
be good at helping people run the individual businesses,

done? Branson places enormous value on time-management

~ the ins and outs, and then give chief executives a stake in

and | have to be willing to step back. The company must be
set up so it can continue without me.’

In order for this process to work, employees must be
happy. Branson says his philosophy of ‘look for the best and
you'll get the best’ helped him build an empire recognised
for its young, fun culture. ‘For the people who work for you
or with you, you must lavish praise on them at all times,’
Branson says. ‘It's much more fun looking for the best in
people. People don't need to be told where
they've slipped up or made a mess of
something. They'll sort it out themselves.’
Branson feels strongly that if an employee is
not excelling in one area of the company, he
or she should be given the opportunity to
do well in a different Virgin Group job.

Firing is seldom an option.

Motivational strategies extend to
innovative ideas. The key to encouraging
innovation within the Virgin ranks,
suggests Branson, is to listen to any and
all ideas and to offer feedback. Employees
often leave companies, he reasons,
because they are frustrated by the fact
that their ideas fall on deaf ears. Interaction between
employees and managers is fundamental.

Branson has developed a level of trust with his top
managers by setting the direction and then stepping back to
let them navigate. ‘I come up with the original idea, spend
the first three months immersed in the business so | know

,p

the company and ask them to run it as if it’s their own,’
explains Branson. ‘| intervene as little as possible. Give them
that, and they will give everything back.’

A
v

Read the text again and check that you have
understood the main points by choosing the best
answer, A, B, C or D, to these questions.

What is Branson’s business aim?

A To diversify Virgin’s activities

B To make Virgin a global company

C To survive longer than other business leaders

D To enhance Virgin’s brand image

What, according to Branson, is the business advantage

of being well known?

A Itis easier to establish new ventures.

B It saves money on publicity.

C He is offered special advertising rates.

D It makes his brands easily recognisable.

What, for Branson, is the key to managing his workload?

A Being continuously involved at all levels of the
enterprise

B Concentrating on problem-solving

Making his companies independent of him

D Continually expanding his empire

@

From http://www.knowledge@wharton

4 How, according to Branson, can you ensure optimum
performance from staff?
A By having an enjoyable corporate culture
B By pointing out your employees” mistakes
C By dismissing incompetent workers
D By telling people that they are performing well

5 Why, says Branson, do many businesses lose good
employees?
A Managers do not listen to employees’ suggestions.
B Managers do not know how to communicate with

staff.

C Managers do not encourage innovation.
D Managers do not delegate.

6 How does Branson optimise performance from his
CEOs?
A By giving them specialist training
B By giving them a financial interest in the company
C By giving them a three-month trial period
D By offering them innovative ideas

Leaders and managers
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Vocabulary 1

Find words or phrases in the text which mean the
following.
1 someone who establishes an organisation (para. 1)
founder.
2 anew activity, usually in business, which involves risk
or uncertainty (para. 1)
3 which are real but not immediately obvious (para. 1)
4 very confident behaviour (para. 2)
5 from the beginning (para. 4)
6 say a lot of nice things about (para. 5)
7 made a mistake (para. 5)
8 dismissing (para. 5)
9 completely involved (para. 7)
10 the detailed or complicated facts (para. 7)
11 share or financial involvement in a business (para. 7)

Talking point

Discuss these questions in groups of three.

e How much of Branson'’s leadership style do you think is
a question of personality, and how much is a question
of technique?

e Which things do you most admire about Branson’s
leadership style?

* Would you like to work for him?

Listening

@ Listen to Rachel Babington, Head of PR at Disney
Channel UK, talking about leaders and managers.
Complete the notes at the top of the next column, using
up to three words in each gap.

Company background
Disney Channel is a cable TV network run by

The Walt Disney Company and started in 1983.

© Disney Enterprises, Inc.

Leader%andfrnanagers
@

Task tip

Before you listen, read through the notes and predict:
* what type of information you will need in each gap
* what type of words (nouns/adjectives, etc.) you will need.

whb bbb dbbbOBLOEGALAD @
Crood leaders ...

o Pt , e to make the business progres \
- ingpire ¢taff. i
Managpm deal withthe 2 ..o, of leaders’ ideas.

‘
Good leaders also ...

- avoid kingm , Sr e
- are not too invelved when WUY’kjﬂg,_WH"’\

- 51\/c leblo s TRl st their meo;;'ronaf [ives.

Grammar workshop

Asor like?

Study the examples from the text about Richard
Branson (a—d) and say which one includes as or likein a

1 means ‘he is that thing’ (e.g. a brand builder)

2 means ‘for example’ or ‘such as’

3 means ‘similar to’

4 isincluded in an expression which means *and also’

5 can be used with adjectives or adverbs as a form of
comparison

a ... an empire of 350 companies that includes Virgin
Atlantic airlines as well as ventures in other industries
like telecommunications, trains, cosmetics and credit
cards ...

b Branson’s skill as a brand builder is one of the reasons
underlying his longevity as a business leader.

¢ ... reinforcing his good-natured, visible, jet-setting,
billionaire reputation - a reputation like the reputation
of the companies he owns.

d As much as you need a strong personality to build a
business from scratch, you must also understand the art
of delegation.

€© page 27 (Some meanings of as and like)



Vocabulary 2

Match these management expressions (1-7) with their definitions (a-g).

1 time management a direct management of staff

2 quality management b how a company tries to control its brands and brand image

3 line management ¢ level between senior management and junior management

4 middle management d managing systems in a company so that each department works effectively and
produces products of the required standard

5 brand management e process of dealing with difficult situations

6 crisis management f process of assessing and measuring possible dangers and evolving strategies to deal
with them

7 risk management g the skill of administering your time so as to work effectively

Managing staff Talking point 2

Talking point 1

Discuss these questions in small groups.

What things can managers do to get the most from their
staff?

What typical mistakes do managers make when
managing staff?

Listening

You will hear Rachel Babington talking about
empowerment.

1

"2

Before you listen, work with a partner and predict
what she might say to complete the notes below.

Listen and complete the notes on what she says,
using up to three words for each space.

THLLEGLOGL BV ALV RV SV AL e DV G GOV GG PLLVOLAE GEEY &)

Empowerment
Workers empowered. by:
- deciding their job’s 1 ...

Changes in management style
In last ten years, management has only
changed. at a3 ... ;

Work in groups of three or four.

Your local Chamber of Commerce has asked you to
investigate ways of motivating staff in local companies in
order to produce a happier, more effective and more
productive workforce. Study these ways managers can
motivate staff:

performance pay and bonuses

annual performance reviews/appraisal
competitions for new ideas
empowerment

working in teams

regular training

What are the advantages and disadvantages of each?
Add two or three more to the list.

3 Which would you recommend companies in your area
to adopt and which would you ignore?

[\ S

Managing people

People need.:

Wi s i in the future to work towards
* reasonable work pressures

T ol to help them progress.

Leaders and managers
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Internal communications

Getting started

1 Discuss these questions in small groups.

1 Which of the methods in the box do you use most
often for communicating with colleagues?

2 Does your choice depend on ...
* who you are communicating with?
* the purpose of the communication?
* something else?

email

one-to-one interview

memo

meeting

handwritten note

notice on the notice board
suggestion box

article in the in-house magazine
informal chat

phone call
2 What methods from Exercise 1 would you use to Internal messages
communicate each of the following inside a
company? Reading
1 Informing office staff of a visit by senior managers (you 1 Read the four internal messages (a memo, an email, a

are the office manager). note and a notice) on page 19. Decide which of these

2 Reminding staff about the annual meeting to discuss the statements (1-8) refers to which message (A-D).
sales budget and sales targets next Wednesday morning.

3 Asking for staff suggestions on ways in which 1 Could you deal with this urgently? [c]
production could be streamlined. 2 Employees can arrange how they want to put this

4 Informing a manager that his present job is being Ch‘mﬁe into eifect. . . O]
transferred to another office in another city (you are the 3 Irealise my colleagues are making a considerable
human resources director). e,ffort. . g

5 Communicating the need for better timekeeping to % ¥egoia techinieal poblem.. o
unpunctual staff (you are the team leader). 5 It’simportant to keep costs within the agreed limits. []

6 Informing staff about changes in the way they will work 6 This is where you can find further information. O
(you are the managing director). 7 We want to be able to check the types of problems

7 Asking your assistant to address envelopes and send QME cl.ients are.haw‘n.g. =
letters (he’s out at the moment and when he comes § Workmg pr.ach peswill underse some 0
back, you'll be in a meeting). scorganisation,

Internal communicatians



A memo B email

m (® E B 5

/@ & s

To: New Product Development Team Delete  Reply Reply All Forward New Mailboxes GetMadl  Junk B
me Max Faure.i To: Jennifer Lang
Subject: Timekeeping From: Mohammed Aziz
Subject: Our phone conversation
Dear all,
I've noticed in the last few weeks that a number of HiJenny,

team members have been arriving late for work
and, as a result, arriving late for our daily team
meetings. This unfortunately means that:

Good to talk to you on the phone this morning, and thanks for your
useful ideas. Here's a summary of what we decided. Let me know if
you disagree or understood something different from the points

» the meetings themselves start late and as a below:
consequence, we don’t have time for all the * Customer-service staff to work half an hour more Mon-Thurs and
items on the agenda . have Fri p.m. free in lieu. |
- vai(;:abl:‘a t'm;'_ is wasted Wh";e Iatie'.::omars are » Members of existing staff to organise rota amongst themselves so
updated on discussions and decisions. that there is one member of staff on duty on customer service desk

I'm very aware of the hard work and long hours
you are all putting in on this project, so, rather
than speaking to the individuals concerned, |
would ask you all to please make an extra effort
with timekeeping. This will help to ensure that the

on Frip.m.

+ | will advertise and recruit one more part-time post to provide
extra cover at peak times.

« Staff to keep a computerised record, from now on, of all customer

v ke queries and complaints and the action they have taken.
project finishes on time and within budget. BW

Mgy thiiie, Mohammed

Max

C note D notice
/
o 4 / Carl,
&
SOYY‘] — 1o time to ';P“k‘h ‘Iou 5
divectors’ meeting starting. in 5
ming. Can't get my Pﬁm‘b vk,
— ple d yov print ovt the envelopes
for these letters on yr printer and
Pog.f- the letters 353?? Thanks, =

Janice

il .

Yl

2 Work in pairs. Read these statements (1-7) about the style and match them to the messages (A-D).
Some statements refer to more than one message.

1 None of these messages is written in a very formal style, but this is the most formal.
2 Some of the sentences in these messages are not complete sentences.

3 There are some abbreviations in these messages.

4 These messages use bullet points.

5 This is the only message which does not have a subject heading.

6 This message contains informal punctuation.

7 This type of message does not need to be addressed to anyone.

Internal communications 19
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Writing

1 Work in pairs. Choose one of these tasks (1-4).
Decide what would be the most appropriate format
for your message (memo, email, note or notice) and
write your reply together.

1 Reply to the memo. Apologise for your poor time-
keeping and explain the reasons for it (e.g. heavy
traffic). Suggest team meetings be held later.

2 You are Jenny: reply to the email - there are two points
you think are not exactly what was agreed. Point these
out to Mohammed.

3 You are Carl: reply to the note - you printed out the

envelopes, but haven'’t posted the letters. Give a reason.

Also, the technician has fixed her printer. Say what was
Wrong.

4 Reply to the notice. You want to go to the coffee and
chat (give a reason). Ask if this is possible.

2 Exchange your message with another pair of
students. Discuss how the messages could be
improved.

Useful language

Thanks for your email, etc.

Just a brief note to say / let you know ...

There are a couple of things I’'m not sure about: ...

Do call me if you’d like to discuss this further.

Apologies for ... This has been due to / this is because ...

Vocabulary

1 Work in pairs. Decide what these abbreviations from
the messages mean.

1 BW 4 cd 7 PA

2 mins 5 yr 8 CEO

3 pls 6 asap

2 Complete the phrases (1-9) used in written

messages with the words from the box.

advance  answer
hearing  input

details  further  good
know note refereree

courses in negotiating skills, ...

2 srea to our discussions this morning, it occurs to me

F s talking to you on the phone this morning and
thanks for your very useful .......... to this project.

Internal communications

4 Asvyou probably .......... , Don Grant will be retiring at the
end of this month and ...

Just a brief .......... to say ...

Thanks for this information. In .......... to your queries ...
Many thanks in .......... for your co-operation.

Further .......... can be obtained from ...

I look forward to .......... from you.

O e NG :n

Grammar workshop

Future simple or future continuous?

1 Read the four messages again and underline the
examples of the future simple (will do) and future
continuous (will/shall be doing).

2 Complete these rules for using the future simple and
future continuous (1-4) with one of the phrases (a—d).

The future continuous is often used ...

The future simple is often used ...

The future simple is also used ...

Stative verbs (e.g. know) are not normally used ...

[

in continuous tenses.

to express a decision, promise or offer.

to express the writer’s opinion about a future event.
to talk about future plans and arrangements.

W a0 o

Say which of the verbs you underlined in the
messages are examples of each rule.

© page 27 (Future simple or future continuous?)

Advice for communicating with colleagues

Listening

You will hear four people at a training workshop giving
advice on how to communicate effectively with colleagues.

B 1 Listen and decide which piece of advice (A—H) each

speaker gives.

Avoid interrupting their work
Always be polite

Keep to the point

Be grammatically correct
Avoid over-formal language
Don’t send too many emails
Have an email routine

Send a clear message

TOMmOO®E >

Magdi: ...
Théreése: ...

2 Work in pairs. Which advice do you agree with? Is
there any advice you disagree with?



Vocabulary

o5 Listen to the recording again and read the transcript

printed at the back of the book at the same time. Find
words or phrases which mean the following.

1 do something in a way that is too extreme

2 stop working, usually at the end of the day

3 walking into a room quickly, without being invited

4 question

5 polite behaviour

6 having to work too much

Writing

1 You all work in the same company. Work in pairs and
choose one of these tasks (A-C).

Task A

Write a memo to your department:

* informing them about a change in working
procedures which is going to be implemented

* explaining the reasons for the change ‘

* inviting suggestions for further changes. .

Task B

Write an email to your manager (who is on an

extended business trip):

- * informing him/her that you wish to apply for a post
in another department of the company

* explaining the reason(s) why you are applying

* asking him/her to recommend you for the post.

Task C

Write a notice to all staff:

* telling them about a big contract the company has
landed

* explaining why it’s so important

* thanking them for the part they played

¢ informing them that there will be a celebration in
the office.

) qal
@ he got the Feelgood Toys combract.' | =/ ||

1l

2 Pass your memo, email or notice to another pair of
students and do one of the tasks below. (Before
writing, decide whether you should use a memo,
email, note or notice to reply.)

Task A Reply to the memo

*® saying that you think the change(s) are unnecessary,
and explaining why

® suggesting an alternative procedure.

Task B Reply to the email

* explaining why he/she is not ready for the post

® suggesting you discuss the matter together when you
return from your business trip.

Task C Reply to the notice

® expressing congratulations about the contract

® saying you will attend the celebration

Pass your reply back to your colleagues.

Talking point

It is often said that a good manager must be a good
communicator. Work in small groups and discuss these
questions.

® How true do you think this is?

* How can managers learn to communicate better?

® What can managers do to improve communications
within their organisations?

Useful language

Well, | think there’s a real need (in companies) for ...

Another requirement of managers is ...

One weakness which many managers have is ...

Where many organisations fail is ... , and so managers
should ...

Managers have to make sure that / ensure that ...

Another thing we should take into consideration is ...

Internal communications
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Chairing meetings

Getting started

Discuss these questions in small groups.

e What is the function of the chair (or chairperson) at a
meeting?

® What personal qualities should a good chair have?

e What things should a chair do to make sure a meeting
achieves its aims?

® Does every meeting need a chair?

Advice for chairs

Reading

You will read some advice for people chairing meetings.
The advice comes under four headings: impartiality,
assertiveness, staying on course and summarising.

1 Before you read, discuss in small groups: what
advice would you give about these four aspects of
being a chair?

2 Read this advice for chairing meetings (ignore the
gaps for the moment). Was the advice the same as
yours or different?

22 Chairing meetings

Chairing a meeting means ensuring that a meeting
1...E.... its aims. The meeting should have been

2 .......... for a specific purpose, and all discussion at the
meeting must be conducted to this end. These are some
of the skills required:

A chairman should ensure that all participants have an
opportunity to express their point of view.

Assertiveness

Ensuring that everyone getsa(n) 3 .......... will almost
certainly involve stopping someone from dominating the
4.....Themore5.......theissue, the more likely
you are to require firmness, although phrases such as I
think we should hear from Ms. Smith on this’ or ‘Can we
have some comments from the engineering department
on this? should be sufficient in most cases. Once you
provide this opening, however, you need to ensure that
there are no interruptions while the next speaker has
their6 .......... .

Staying on course

A chairmust 7 .......... the importance of each item on the
agenda, and 8 .......... time to each topic as required. If
one issue begins to dominate, the chair must take
control. You might9 .......... a further meeting to discuss ‘
the issue at a later date, or that the main parties v
concemed could continue the discussion at the end of

the meeting.

Summarising can be used at the end of a meeting to
ensure that everyone hasaclear 10 .......... of what took
place or what action is now required. It is a skill which is
| I for a chair and which requires active 12 .......... :
You have to state concisely what was said and end with a
clear statement about what is expected to happen next
and what each participant has agreed to do.

oSN

4 )

From http://www.meetingwizard.org




3 Read the text again and choose the best alternative, A, B, C or D, for each gap. This 4 Compare your answers

will help you to study a number of useful collocations connected with meetings. with a partner and

1 A meets ’\I;’q,-achieves C arrives D manages discuss the following.
2 A summoned B required C called D gathered e Which do you think is
3 A listening B attention C notice D hearing the best advice? Is there
4 A procedure B proceedings C dealings D undertakings anything you disagree
5 A contentious B argumentative C disagreeable D quarrelsome with?
6 A speak B say C state D opinion ¢ What training could you
7 A assess B advise C weigh D appraise give someone to become
8 A share B set C budget D allot a good chair?
9 A suggest B advise C indicate D move
10 A insight B preview C hindsight D overview
11 A valueless B invaluable C valued D priceless
12 A hearing B audition C attention D listening
Key phrases for chairs 5 Jane, could you give us your .......... on this?

6 So,iflcouldjust.......... up, what you think is that ...
Listening 7 Thanks very much for that. Now can we hear what

You will hear five different extracts from business meetings
where people are discussing problems.

%1 Listen and for each meeting (1-5), decide which
problem (A-H} is being discussed.

Meeting 1: ........ Meeting 2: ...
Meeting 3: ........ Meeting 4:
Meeting 5: ...

How to deal with a late payer

How to improve timekeeping

Whether a product is suitable

Who would be the best person for the job
Which would be the best hotel to use
How to treat a potential customer

When to hold an event

Why a deadline can’t be met

N TOTEOO®E>

Complete these sentences (1-14), used by the chairs
of the meetings, with the words from the box.

about break copy @&et have look
minutes  other purpose sum  summary
to views what

1 OK, let’s.4¢L. started.

2 Haseveryonegota.......... of the agenda?

3 Would anyone like to take .......... , or shall we just keep
a list of action points?

4 Thank you all for coming. The .......... of this meeting’s
to...

other people .......... to say?

8 Look that’s all very interesting, but can we keep ..........
the issue in hand?

9 So,in anutshell, .......... you think is that ...

10 Well, we don’t have to decide on this today. Let’s think

.......... it a bit more and come back to it next week.

11 Now, let’s take a five-minute .......... and then start on

point number 6.

12 So we need more information on this issue. Sandra, can

you.......... into it for the next meeting?

13 So,in ... , we've agreed about where we’re going to

stay ...

14 Well, thanks all of you for your time. I think this has

been very profitable, and we’ll meet again to talk about
the ......... points on Wednesday 4th at the same time.
See you all then.

3 Listen to the conversations again to check your

answers.

4 Classify each of the sentences from Exercise 2 by

writing a number in the table below.

‘Startingand | Asking | Keeping the | Summarising |
'managinga |forother | meeting
| meeting opinions | focused

1

Chairing meetings
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Holding meetings

Speaking

Work in groups of four or five and take turns to chair the meetings below. Each meeting should take about five or
six minutes.

The chair should: The other attendees should:

e start and administer the meeting ¢ study the agenda of the meeting beforehand
e get everyone's opinions and give everyone a chance to speak e quickly prepare a few ideas or opinions.

e keep the meeting focused

* make sure the meeting finishes on time

L]

summarise discussion points or decisions when necessary.

Meeting 1

You work for a large company. Your meeting is to consider the
regional sales conference to be held next autumn. You have the
following points on the agenda:

e conference location (somewhere attractive and enjoyable)

* length of conference

® suggestions for entertainment of delegates during conference.

Meeting 2 Meeting 3
You work for a medium-sized company. Each of you is from a Your company is thinking of moving its head
different department. The chair is the training manager. The office. You are meeting to discuss this. Points on
meeting is to discuss training needs for next year. The points the agenda are:
on the agenda are: e where the new head office should be located
e training needs for managers (city centre / near the airport, etc.)
¢ training needs for other staff ¢ design of the offices (open plan, individual
e training budget (the company has a turnover of $7m and offices, etc.)

gross profits of $2m p.a.). e facilities for staff which should be provided.

Meeting 4

You are all senior sales personnel. Your company is expanding

rapidly, and you are going to take on new sales staff. Your

meeting has the following agenda:

e whether to recruit experienced sales people or train up
relatively inexperienced sales people

e the most suitable incentives for new sales staff.

Meeting 5

You work for the sales department. An important customer is
visiting the company next week. Your meeting is to decide:

e where she should stay

® how to entertain her

¢ who she should meet when she visits the company.

Chairing meetings



Vocabulary

1
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Study these common words and expressions used in connection with meetings (1-8) and match the words in bold

with their explanations (a-h).
Which meeting was the most productive?

a
Were any of the meetings totally unproductive? b
Which chair was most successful in making people c
stick to the point?

Was anyone guilty of wandering off the point? d
Did anyone miss the point? e
Did any of the chairs let the meeting run over time? f
Did all the participants get a chance to make their point? g
Did all the meetings have satisfactory outcomes? h

a complete waste of time
digressing
misunderstand what someone was trying to say

results

express their opinion
take longer than scheduled
talk about the matter in hand

useful

Work with a partner. Discuss the meetings you have just held by asking the questions above.

Summarising action points

Reading

Checking writing for mistakes is an important business
skill. Read this memo from a chair to participantsina
meeting. In most lines, there is one word which should

not be there. Write the extra word in the space on the right.

If

you think a line is correct, write correct in the space.

To: Departmental Heads
From: Human Resources Director
Subject: Meeting to discuss new recruitment procedures

Dear colleagues,

Many thanks for attending 14 the highly productive meeting held yesterday
and apologies also for letting it run somewhat over time. | hope this did not
cause any of you too much more inconvenience. As promised at the end of
the meeting, here is the list of action points and decisions which we were
agreed on during the meeting:

1 The HR Director will look into the suitability of doing psychometric tests
for all of applicants to management positions within the organisation and
report you back at the next meeting in a month’s time.

2 In future time, when interviews for posts in the company are held, a
trained interviewer from the HR department will chair the interview
panel and the head of the department concerned will also be at present.

3 The HR Department will design a standard application form intending to
be used by candidates for all posts at all levels in the company.

4 The HR Director will propose in writing down to the Board of Directors
that there should be made a change in company policy to the effect that
all vacancies should, if possible, be filled up internally and that external
applications should only be sought for if no suitable internal candidate
can be found.

Many thanks for your contributions on these subjects.
Amalia Fayed

Human Resources Director

Task tip

Although you have to find exira words in lines, the mistakes
are at sentence level, so you should read the text sentence
by sentence, rather than line by line.

Writing

Write a memo to your
colleagues summarising
the action points and
decisions taken during the
meeting you chaired. Use

the corrected memo as a
model if you wish.

Chairing meetings




Defining and non-defining relative clauses

m Defining relative clauses are used to define what we are talking about. They give essential information:
The contract which we want to negotiate will run for six years.
The relative clause (in bold) tells you which contract is being talked about.
m Non-defining relative clauses give extra, non-essential information:
My contract, which I negotiated last week, runs for six years.
You already know which contract - it’s my contract - and which I negotiated last week does not tell you which
contract is being talked about.

Both defining and non-defining relative clauses use the following relative pronouns: who, whom*, which, whose, where,
when, why. There are differences in grammar:

Defining relative clauses
m have no commas
m can replace who or which with that
 m can omit who, which or that when they are the object
of the clause:
The contract we want to negotiate will run for six years.
(We is the subject and the contract [which] the object of the clause.)

* whom is used instead of who when preceded by a preposition in formal written English, e.g. The person to whom you
are referring is unfortunately no longer employed in this company.

Non-defining relative clauses

®m use commas (or pauses in spoken English)
m do not use that

m cannot omit the relative pronoun

1 Write a relative pronoun in each space, or -’ ifa 10 The woman .......... we really want for the job is asking

relative pronoun is not necessary.

1 My company has introduced a strict dress code, Which.
we will all have to adhere to.

hard for, was a disappointment.

4 He had forgotten about the budget-planning meeting,
.......... incidentally is being held in the boardroom, until
I reminded him.

5 Thereport .......... he wrote was well received by the
board of directors.

6 Mr Samuels, .......... you met last year, is taking over as
chief accountant.

7 The sales manager .......... left the company last month is
now working for one of our main competitors!

8 Our former sales manager, .......... left the company last
month, is now working for one of our main
competitors!

9 He turned the company around at a time .......... things
were going badly for us.

2 Grammar workshop 1

for rather a lot of money.

Join these sentences from an email about a report
using a relative clause.

Thank you for circulating the report. You wrote it.
..Thank you for clrculating the report (which/that). ..

The head of the department would like to discuss it
with you. I work there.

She would like several of the marketing people to be
present at the meeting. You obtained their input.
Could you suggest a time? It would be convenient for us
to meet then.

Please pass my congratulations to Andy Drake. He did
the graphics.

The report contained a number of statistics. I thought
they were surprising.

I had an interesting conversation with Maria Kalitza.
You included her comments in the conclusion.




ne meanings of as and like

As

You use as:

a to say someone or something is that thing, or has
that function:

He works as an accountant.

She uses email as a way of keeping in touch with
her friends.

Can I give you some advice as a friend?

b before a subject + verb:

Things happened exactly as I had predicted.

¢ to mean ‘because’:

As Brian’s away today, I'm going to chair this
meeting.

d as a preposition after certain verbs, for example
describe as, consider as, regard as:

I know it lost money, but it was regarded as a good
investment at the time.

e with adjectives and adverbs to make comparisons:
It’s not as profitable as our other businesses.

f to mean ‘for example’ in the phrase such as:
Several producers, such as Repsol, have increased
their prices.

g with the same... as:

You work exactly the same hours as me.

Like

You use like:

h to mean ‘similar to’:

Our company is like one big happy family! We just
love working together!

i tomean ‘for example’:

Several companies, like Shell and Repsol, have
achieved record profits this financial year.

Wiite as or like in each gap and write the correct
meaning (a-i) from the box above after each sentence.

1

2

..A8.. someone who’s new to this department, she’ll
need a bit of guidance. ...4....

-eenero. YOU already know, we’re going to close these
offices and move to Prague. .......

He was recruited into the company .......... a trouble-
shooter. .......

L, .......... you, think that it’s time to change. .......

I can’t see any difference. It looks just the same ..........
the previous model. .......

It’s just .......... | thought - they’ve sent the wrong
instructions! .......

Our company, .......... Virgin, is a privately owned
business. .......

8 Several depariments, such........... budgeting and
accounts, are going to be amalgamated. .......

9 There are several aspects of our culture, .......... not
wearing ties or having flexible working hours, which
are quite informal. .......

10 They closed the factory, .......... it was no longer
profitable. .......
11 This factory is often described .......... a showcase for

good working practices in the region. .......
Future simple or future continuous?

You use the future simple:
m in written English
The meeting will be held in the boardroom at 10 a.m.
m to make predictions based on our opinions
He’s highly ambitious. One day he’ll be head of this
company.
B 1o express a decision made at the moment of speaking
Oh, that’s the phone! - Don’t worry, I'll answer it.
m to make an invitation, a promise, or an offer
Will you have lunch with me?
I'll send you the report by Monday at the latest.
I'll ask him if you’re too busy.

You use the future continuous (will + be + —ing):

m to talk about a future event that is going on at a
specific time
No, you. can’t use the boardroom tomorrow - they’ll
be using it for a board meeting all morning.

m to talk about a future activity which is the result of
a previous arrangement
We will be showing some Japanese clients round
the factory on Thursday afternoon.

Stative verbs (e.g. appear; believe, contain, own,
remember, seem, suppose) are not normally used in
the continuous.

Choose the best form of the verb in each of these
sentences.

1 To all staff: Javier Muiioz will be giving / will-give a
presentation on The Future of Solar Power in the
meeting room tomorrow at 12. I hope you can all
attend.

2 She's not determined enough. 1 honestly don’t think
she’ll make / she’ll be making it to senior management.

3 In five years’ time, our factory in Mainz will produce /
will be producing 50,000 units a year.

4 Don’t worry about the design problem for now. I've
talked to my colleagues, and we'll discuss / we’ll be
discussing it at a management meeting next week.

Gf(i‘“ nar workshop



Customer relationships

Getting started

1 Discuss the following in small groups.

Look at these aspects of customer relations and categorise
them according to whether they are:

a something companies look for in the relationship
b something customers look for in the relationship
¢ both

e after-sales service * information about
* |oyalty product updates
* information about ® cost savings
future needs * personalised treatment

2 Brainstorm a list of activities companies can do to
build customer relationships, e.g. publishing a
company newsletter.

3 Talk about the company you work for, or a company
you know about. What methods does the company
have for building customer relationships? Which do
you think are more successful?

Problems with customer relations

Reading

1 Work in small groups. Make a list of things that can
go wrong in companies’ relationships with their
customers.

2 Skim the article from The Economist. Which
problems on your list are mentioned in it? Does it
mention any problems which aren’t on your list?

Giving people

what they want

Companies are still failing to
put their customers first

by SHOSHANA ZUBOFF

home computer breaks down. Result: it no longer talks

to your printer. You telephone the PC maker’s
helpdesk, only to be told to ‘press nine for immediate
assistance’ and ‘your call is important to us’. After 15 minutes
of nasty music, a voice tells you to call a different number: that
particular widget is their responsibility, not ours. Eventually, a
new widget is said to have been shipped to you. Two weeks and
many phone calls later, it has not arrived. You throw the PC
away and start again.

Life is full of experiences such as these, curiously different

from the silvery promises of television advertisements and the
salesman behind the counter. A chasm now separates

Y OU know the feeling all too well. Some widget in your




individuals and firms, and that gap is the next big business
opportunity. People long for support to help them through
life’s complexities and those moments when the promise of
reliability turns sour.

Everyone has stories of how firms fail to give consumers
the service they have promised. Managers talk of taking care of
customer relationships; the reality is the frantic woman
dashing from one airline’s gate to another, trying to get onto a
flight home and finding one cancellation after another and
unpleasant, unhelpful staff. When firms cut costs, they often
do so in ways that upset consumers: they put pressure on
frontline staff who handle complaints, cutting the time each
call-centre operative is allowed to spend on a pacifying call; or
they use customers’ data to pretend to an intimacy and
understanding of their needs that does not really exist; and
when they raise prices, it is sometimes in ways that turn a good
deal into a lousy one when something goes wrong.

Promises, promises

The difficulty begins with companies promising customers
support that they cannot deliver. Electronic networks mean
that firms now know more about their customers than ever
before, so they believe that they can treat customers as
individuals. Meanwhile, customers’ expectations have risen:
they want choice, reliability and to be looked after as
individuals. This is, after all, what the advertising promises.

Every manufacturer these days wants to offer service asa
distinguishing characteristic; and every service business wants
to build relationships with its customers, because it knows that
retaining existing customers costs far less than recruiting new
ones. But providing services turns out to be expensive and
complex. Outsourcing services, whether a bank outsources its
credit-card business or a hotel its reservations, is harder to
manage than outsourcing the manufacture of chips or tyres.
Besides, the prices of many goods have been falling; but the
cost of services, including the helpdesk, continue to rise. And
the more reliable goods become, the fewer customers need
help — and the more redundant (and expensive) the helpdesk
seems to be.

But does the solution really lie in new corporate structures
and new businesses, designed to support customers in trouble
with their airline or computer company? That depends on
whether consumers are willing to pay for support. If they are
not — which many firms fear — support will remain a cost with
no matching benefit, at constant risk of being squeezed.

From The Economist

3 To check your understanding of the main points, read

the article again and choose the best answer, A, B, C
or D, for each question.

What is the purpose of the story in the first paragraph?

A to criticise the speed at which companies respond

B to complain about unsatisfactory customer care

C to show the shortcomings of new technology

D to highlight the unreliability of some computer
manufacturers

What does the writer say is the result of the difference

between promises and reality in the second paragraph?

A Customers no longer trust the companies they buy
from.

B Consumers now have low expectations of customer
service.

C There is an opening for businesses to exploit.

D Companies and customers are unable to cope with
difficulties when they arise.

What effect do budget cutbacks have on the way

companies service their customers?

A Less personal attention is given to customers with
problems.

B Products become more expensive than before.

C Companies misuse private information about their
customers.

D Products become more unreliable than before.

What is the effect of new technology on customer

relationships mentioned in paragraph 42

A Customers expect more from companies than is
reasonable.

B Companies use advertising to mislead their customers.

C Companies treat each customer differently.

D Companies think they can offer a better service than
is in fact possible.

What incentive is there for companies to provide a

customer helpdesk?

A Customer helpdesks permit companies to provide
better services than their competitors.

B Customers increasingly require after-sales service
when they buy a product.

C Customers are prepared to pay extra for after-sales
service.

D Keeping the customers they already have happy is
more cost-effective than finding new customers.

In paragraph 6, what does the writer imply would be

the benefit to customers of closing the helpdesk?

A A source of irritation with the company would be
removed.

B The company’s products would be less costly.

C Companies would find alternative methods of
dealing with customer problems.

D Companies would make their products more reliable.

Customer relationships
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Vocabulary

Complete the following sentences with a word or phrase
from the article about giving people what they want.

H 1 [If you have difficulty installing your new software, you
should ring the manufacturer’s .helpdesk . . (para. 1)

2 Your new computer was .......... to you this morning, so
it should arrive in the next couple of days. (para. 1)

3 Our company’s products have an unrivalled reputation
for.......... . However, if they do break down, we promise
to replace them immediately. (para. 2)

4 One of the duties of our customer-service staff is to
.......... customers’ complaints. (para. 3)

5 Our marketing budget is directed at .......... existing
clients more than at recruiting new ones. (para. 5)
6 We can reduce our exposure torisk by .......... many of

our services to other companies. (para. 5)
7 New computerised data-collection systems have made
more traditional systems .......... . (para. 5)

Talking point

Discuss these questions in small groups.

1 What are the implications for businesses of these
statements?

a The truth is that not all customers
are equally valuable to your
company. The well-known 80-20
rule of business says that 20% of
your customers will account for
80% of your sales - or even more
in some industries.

b One study indicates that it’s five
to ten times more expensive to
gain a new customer than it is to
retain an existing one. Other
studies show that increasing
customer retention by just 1%
can produce an 8% increase in
profitability.

¢ Domino’s Pizza tells its
franchisees that the lifetime value
of the average customer is more
than $1,000. So when that
customer says he doesn’t like his
$10 pizza and wants a new one
free, the lifetime-value formula is
simple: make him another pizza.

2 Itis often said that ‘the customer is always right’. Is this
true? Why? / Why not?

30 Customer relationships

112 Listen and complete the

Customer Relationship Management (CRM)

Listening

You will hear an interview
with Boris Shulov, a lecturer
from a business school, about
Customer Relationship
Management.

1 Before you listen, read
the notes and decide
what sort of information
you need to complete
them.

notes by writing up to
three words in each gap.

whotbbobe sl GO OO QD ¢ |

Cugtomer Relationship Management (CRM)

CRMi¢:  infegyation of marketing, Sales and after—<ales

service within an orgamgaﬁon.

10 WGIIAIGE A of evstomer

relationships.

CRM aPFliwﬁong allow meanioQ to be different from

Centralfo CRMare 3 ..o :

K&v‘ areas inclvde:

B Mar‘k&ﬁn& avtomation: best customers hrgpfod %o
R e,mlpl'ou!cd more raﬁonall’q.

= Sales avtomation: Pm/ioloc Support dvring_fha
o T g :

= Cugtomer Service: resolves cuctomer icgues and theveby
builds cuctomer 6 ..o ;

CRM ‘;qgfomg delivered over F ... are the norm,
Parmi‘l‘ﬁng_ofﬁoion)r communication between véers.

Firpose:

Discuss these questions in small groups.

1 From the article on pages 28-29 and what you have just
listened to, what do you imagine are the shorticomings
of CRM systems?

2 When do you think computer databases are better at

predicting customers’ comments and needs, and when
is this done better by sales people on the ground?

3 What information do you think it is acceptable for

companies to keep on their databases and what
information is not acceptable?



Reading

1 Skim the extracts below fairly quickly and note down all the ideas for how CRM can be used by companies.

2 Work in pairs and compare what you have noted down.

A

Customer relationship management (CRM) is a business strategy
that helps a company integrate itself and forge a tight connection
with the customer. The promise is that by using technology and
human resources strategically, businesses can transform
themselves into the proverbial friendly general store — to provide
the same levels of customer service that were typical decades ago.

But the goal goes beyond simply satisfying customers. While
providing customer service, clever companies are also gathering
data on their customers’ buying habits and needs, then storing and
analysing that data and using it to improve products or services as
well as management policies, with the ultimate aim of turning
consumers into customers for life.

Managing customer relationships is only part of an overall
business system that links internal quality (both with respect
to people and internal processes) to customer experiences,
satisfaction, loyalty, retention and profitability. This is not

an easy undertaking. It simply can’t be the ‘project of the
month’. To be customer-oriented, organisations must excel
at understanding their customers and providing them with
improved goods and services.

From Darwin Magazine

Unfortunately for telecoms companies, how they handle
even the most general customer queries remains the
cause of the most dissatisfaction. Consumers’ greatest
angstis one of astounding simplicity - that customer care
representatives do not have all the required information
to hand. According to our research, 87% of operators said
bill inquiries were amongst the top three most common
queries they received. The implication is that companies ‘
need to urgently reassess their customer-care and billing
systems to address this significant shortfall in delivering
up-to-date information to the customer.

The customer is more interested in service than the
technology that delivers it. By reversing the current
dissatisfaction in the telecoms industry, companies can
really begin to address their profit margins and secure
their future.

e

From Communications Week International

panies should be
ight, some of
e cut are for marketing and IT,
to help compan

s better

roduct-development
g them that are
they

From Optimize

From CIO Magazine

Our view of customer-based strategies suggests that
companies should organise around customers rather than
products. A bank should not have one manager for checking
and savings accounts, another for investments and a third for
credit cards. Such an organisational structure makes it difficult
to comprehend the total value of a customer and therefore
can't capture important opportunities such as cross-selling.
Businesses should have customer managers, not product
managers.

3 Read these statements (1-8). Which of the five
extracts (A-E) does each statement refer to?

From Optimize

1 By changing management organisation, companies can

sell a wider range of products to the same customers.

E

2 CRM combines customer care with consumer research.

3 Itis a mistake to reduce spending on customer
relationships when money is short.
4 CRM should be seen as a long-term activity.

5 Technology can be used to create a similar relationship

with customers to one that existed in the past.

6 The ultimate purpose of consumer research is to create a

long-term relationship with the customer.
7 Consumers give priority to quality over processes.

8 Companies concentrate too much on product innovation

and not enough on attracting new customers.

Talking point

Work in groups of three or four to do the following task.

Your company has decided it needs a Customer Relationship

Management sirategy. You have been asked to decide how

to implement this strategy. Discuss and decide together:

® how Customer Relationship Management can make a

company more competitive

® how companies can reorganise themselves to improve

their customer relations.

Customer relationships
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Competitive advantage

Getting started
1 Work in groups. Combine the words and phrases on 1 aproven track a identity
the left (1-7) with the words on the right (a—g) to form 2 being one step ahead of the b management
elements which give companies an advantage over 3 clear brand c money
the competition. 4 competitive d prices
2 Explain how each of the things in Exercise 1 can give 5 customer relationship e record
& i s corfiatin 6 good value for f research
pany g : ) 7 market g competition

Which do you think is the most effective?

Submitting tenders

Listening

Public organisations which require private companies to carry out work for them usually organise a competition to find which
company will do the best work at the best price.

1
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You will hear a consultant engineer, William Brook-Hart, talking about what gives his company, Gifford Engineering
Consultancy, a competitive advantage. Before you listen, match the words and phrases (1-8) with their definitions (a-h)

atender a amount of money paid for a particular piece of work

procurement )b computer program, used especially in business, which allows you to do financial calculations and plans
to assess ¢ detailed description of how something should be done, made, etc.

to itemise d aformal written offer to do a job for an agreed price

specifications e the obtaining of supplies or services

fee f to compete against other firms by offering to do a job or contract for a certain amount of money
spreadsheet g tojudge or decide the value of something

to bid h to list things separately

Read the notes below and decide what sort of Company background .
information you need in each space. Gifford Engineering Consultancy is an Gifford

engineering and design consultancy employing 600 people, m

Listen and complete the notes by writing up to three based near Southampton, UK.

words in each gap.

PHLOEGLL O ALV AL SO N 4
Prospective eliemts interested in Piﬁdma o SO
at cheapest price.

Chhenpest contract not aEwaUs Flae bech 2
Gifford demonstrate excellence turovgle:

o excellemce of theird ...

¢ froek vecord obtained from4 .. ...

Competitive advantage




Speaking

Task tip
1 Work elone for two or three mlnu.tes. Prepare to give a short talk (of about o Mitlie Birief ks with sbotit thise
one minute) on the following topic. main points. %
How does the company you work for (or a company you know well) achieve a */Think Orf examples il ‘
.. support your points.
¥ el r4
competitive advantage? * | ook at your partners more than
2 Work in groups of three and take turns to give your talk. al Voif notes when you are
speaking.

3 Discuss which is more important to clients and customers: price or quality?

Reading
1 Read this account of how the JJ Group prepares

tenders and briefly, in your own words, answer these Company background
questions. The JJ_Group is a full service agency

based in Oxford, UK.
1 How does the JJ Group avoid submitting tenders for the
wrong contracts?

2 How do they find out about contracts?
3 Who works on preparing the tenders?
4 How do they co-ordinate their work? H ow th e J J G r o u p
5 How do they set their price? re are S te n d e rs
2 Complete the text by writing one word in each gap. p p
wo years ago, we 1 2¢L. up a dedicated team to co-
Task tip ordinate tenders 2 ......... part of our growth strategy.
i / ; We began by reviewing recent contracts, analysing
* Gap-filling exercises help you to focus on grammatical revenue versus costs. We also identified which r;larket
details. i
1,
e |fyou can't think of the word, decide what type of word eectors e company. t.yp ; i to’target. i
you need — preposition, pronoun, modal verb, etc. important to be specific3 ........ you don’t waste resources
: ; : T
¢ The context is important, so read the sentences before Cha?:g tenderls :Sai don tftfovgral Itb‘:)smiss o?eci;"e:
and after the gap. ere are lots of ways to find out about contracts. As
wellasd ... menibers of relevant professmnal bodle ;

monitor the trade p

i . an online tool for tr,
3 Find these words (1-8) in the text and then match the Gutset ar & gand ick a team to work on it,

them with their definitions (a-h). balancing skills reg gainst existing workloads.

1 dedicated a good understanding of someone always allocate the pEGple who will actually work on the

and ability to communicate well business 6 ......... we win 1t, and we include 7
the tender document.

w1th- them L We hold meetings at key stages and map critical paths
2 resources b particular way of considering so everyone knows 8 . they have to produce and when.
something Our golden rule is to focus9 .......... what the client is askmg
3 tracking ¢ beginning for. I we have queriés', contact the client, 10 .. also
4 outset d choose to work on a particular job helps to build a rapport before the tender document i
5 allocate e designed for just one purpose submitted. i ‘
6 rapport f measure the quality of something Most tender bri come with a budget to work to We

regularly benchmark ourselves against similar=sized
agencies so we know our pricing is competitive. Tender
documents will be read by several people within an

by comparing it with something
else of an accepted standard

7 benchmark g money and people organisation, 11 .. with a different perspective. We .
8 perspective h  recording the progress or structure ours so that they re easy to read and the clint can
development of something quickly reference the part they're interested in.

From http:/www.businesslink.gov.uk
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Winning contracts

Task tip
Listeni ng * Take about a minute to read the
" — . . . . . questions before you listen.
ﬁ You will hear William Brook-Hart talking about how Gifford Engineering o Ciricentyats Hhestions

Consultancy wins contracts and sets prices. rather than the options while you

Before sten, discuss . pairs are reading.
1 youl d thifollasdng ) * Concentrate on the options while
How can innovative designs (such as the ones shown below) give an engineering you are listening.

company or an architectural practice an edge over the competition?

132 Listen and, for each question, choose A, B or C.

1 How were Gifford given the contract for the Gateshead Millennium
Bridge?
A They had a well-recognised brand.
B They had worked on previous projects for Gateshead.
C They competed successfully against other firms.
2 In what way has the bridge project benefited Gifford?
A They have been able to reduce their promotional budget.
B They have improved their reputation worldwide.
C They have gained valuable experience in bridge construction.
3 How do Gifford find out about large new public projects?
A They read about them in a periodical.
B They are approached by potential clients.
C They have personal contacts inside public organisations.
4 How are prices set on a ‘top-down’ basis?
A Dby charging a fixed designer’s fee
B by estimating the amount of work involved for the designer
C Dby charging a proportion of the total value of the project
5 How are prices set on a ‘bottom-up’ basis?
A by estimating how much the client would be prepared to pay
B by adding up the cost of all the work involved
C by charging less than your competitors
6 How do companies meet the costs of unsuccessful bids?
A The costs are paid by income from successful contracts.
- £ B The costs are shared with other consultants.
West Bay Harbour, Dorset C The costs are not recovered.

Vocabulary 1

There are many phrasal verbs connected with business, although they
are generally used in more informal contexts.

1 Match these phrasal verbs (1-8) from the two listening exercises
in this unit with their definitions (a-h).

1 bid for a addupto

2 come out with b approach the problem

3 cometo c calculate

4 go about d offer to do some work for a particular price
5 gofor e prepare/organise

6 put together f produce

7 team up with g trytoget

8 work out h work together with
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2 Complete these sentences using the phrasal verbs from Exercise 1 in the correct form. The sentences are all taken

from the listening exercises.

1 Ifyou.42.70" the lowest price, you may not get the best value for money.
2 And Gifford .......... aleading architectural practice, Wilkinson Eyre and Associates, and jointly we .......... a completely

new concept for a bridge.
3 How do you or Gifford's .......... getting new contracts?

Soyou'd .......... all the time on a spreadsheet from the bottom up and see whatit .......... :

5 How many of the contracts that you

.......... do you expect to win?

6 ........aproposal or bid must be expensive and time consuming,.

Grammar workshop

Speaking hypothetically

1 Study this extract from the interview and answer the

questions below.

Interviewer How many of the contracts that you bid for
do you expect to win?

William We’d expect to win about one in three, one in
four of straight competitive bids where we're
competing against maybe six other similar
consultants. And we would hope to achieve
that rate.

1 Which verbs are in the conditional?
Why does William use the conditional in this context?
3 Which other tenses are used by William and the
interviewer?
4 s William talking about past, present or future time?

2 Complete the dialogue below by putting the verbs in
brackets into the conditional where possible. Where
it is not possible, use a present tense.

Interviewer How does your company react when you

1 don’t land  (not land) a contract?
Interviewee Well,it2 ........ (not happen) too much to us
actually, butwe 3 ... (have) a very good
marketing director, who, if necessary,
Ao (approach) the potential client in a
very diplomatic way, and he5 .......... (ask)
the client what it 6 .......... (be) that we are
doing wrong. We 7 .......... (hope) that this
8 ......... (give) us a clue so that, the next
time, we 9 .......... (manage) to get the
contract ourselves. Qur company 10 ..........
(rely) on building rapport with our target
customers, sowe 11 ... (do) alot to
maintain good relations with them.

€© page 44 (Speaking hypothetically)

Vocabulary 2

Collocations are words which are often used together, e.g.
raise prices.

Complete these sentences using the verbs in the box in
the correct form. They all contain collocations which
have occurred in this unit.

assess compete  cover devote  establish
go itemise  submit

1 How do you go about .#22€95i14. the value of a
contract before .......... your tender?

2 We.. . a lot of time to building relationships with
important private clients.

3 With our costs, it’s sometimes difficult to .......... on
price.

4 Ifyoudon’t....... costs, you will almost certainly ..........
out of business eventually.

5 We..... all the work we have to do on a contract; we
find this is the best way to .......... a fair price.

Talking point

Work in pairs. Imagine you are the sales and marketing
directors for your company (or a company you know
well).

1 Discuss how you would go about establishing a price
for your products or services.

2 Which other members of your organisation would you
need to involve in your decision?

Task tip

Before you start, look back at the vocabulary and grammar
you have studied during this unit to see if you can use any
of it during your discussion.

Competitive advantage

35



A proposal

Getting started
Discuss these questions in small groups.

1

2

Think about:

W

Why might a company decide to extend or diversify its
product range?

When should a company decide not to extend its
product range?

extensions of the same basic product
competitors’ activities
diversification and market changes
the company’s skills base Extending the product range
brand identity

marketing and product development costs Listenin g

company expansion versus specialisation You will hear a conversation between Devika Chowdry,

CEO of a dotcom company, and Naseem Bakhtiar, the
company’s marketing manager.

141 Listen and complete the notes Naseem took during
the conversation.

bl e e iV el T\ 12T

Proposal

TobereodbyT.......

Subject of proposal: extendingour 2 ...

Main reason for new activity. demond from3 ...

Also nclude in proposal.

* reasons for adding +o product ronge

*4....,eq stock-control tools, online ordering opplications, etc
e5 .. .. ,ie stoff etc

L

Deadline. 7 .......... (weds 17T

2 Discuss these questions with a partner.

1 What information should the proposal include?
2 Who is going to read it2
3 Should it be in a formal or an informal style?

36 Aproposal



Reading

1 Read Naseem’s proposal below. Has he covered all the points in Devika’s instructions?
(lgnore the gaps at this stage.)

Proposal for adding to our product range

questions with a partner.

1 What do you notice about the layout of the proposal?

Does the proposal have an introduction and a

conclusion?

Which is more important in the proposal: the current

situation or discussion of future activity?

Is the style formal or informal? Find examples to

illustrate your answer.

1 Purpose 20 Resources
The aim of this proposal is to suggest new products we could Our programming department5s........... employs six systems
add to our existing product range and to 1 o, ways in engineers and produces regular updates for existing
which the products could be developed. products, while6 .......... them to suit individual clients.
Although two engineers could be assigned to the
5 Our current product range 25 development of the new programs, it would probably be
At the moment, our company produces accounting software necessary to recruit two further engineers for the new project
for small retail outlets, the purpose of which is to take team. This, in turn, would give rise to higher overheads and
managers of small businesses 2 .......... the process of other costs, particularly for salaries and equipment.
producing legally acceptable accounts step-by-step while at Ienvisagethatthe 7.......... project will take 18 months, but
10 the same time producing VAT returns and, where necessary, 30 atthe end of that period will generate profits which will
the payroll. justify the 8.......... ;
Other costs
a?? nee|d forf neW products h oy Apart from the recruitment requirements mentioned above,
) ulz wfre KOOW rogl the reedback L aL_wg are achieving high the only extra cost I have identified in connection with this
T rcive d CLfStOmeI """"" with our existing Pmd“ms' We 35 project is a requirement for extra office 9........... to
™ gve e recognklse ;‘hat ;;v e operate in a dynamic and swiftly accommodate the project team. Since the new products are
e anglrlllg THArEL, u‘; em;fe' more extensive market being developed in response to demand from our existing
research among our clients has uncoveredad........... for clients, I do not foresee extra marketing costs at this stage.
compatible software to perform stock-control and ordering
functions. Recommendation
40 TItherefore recommend that we 10.......... with this project as
500N as s convenient.

2 In order to focus on the vocabulary 1 A discover B search (C)identify D underline
of the proposal, read it again and 2 Aover B into C across D through
choose the best alternative, A, B, 3 A happiness B interest C satisfaction D pleasure
C or D, for each gap. 4 A demand B request C necessity D interest

5 A presently B actually C meanwhile D currently
6 A matching B tailoring C fitting D meeting
7 A first B initial C entry D introductory
8 Ainput B down payment C output D outlay
9 Aroom B sections C space D capacity
10 A carry B engage C provide D proceed
3 Study Naseem'’s proposal and discuss these Vocabulary

1 Match these linking words and phrases from the

O 0Ny e W N

proposal (1-9) with their meanings (a—g).

at the same time (line9) ———a also

while (line 13) although
furthermore (line 16) ¢ asaresult (of)
in turn (line 27) d because

apart from (line 33) e for this reason
in connection with (line 34) f in addition to
since (line 36) g relatedto

in response to (line 37)
therefore (line 40)

A proposal
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Complete these sentences using words or phrases from Exercise 1. You will need to use one phrase twice.

,,,,,, gince..... our profits have fallen in recent months, it is unlikely that we shall be able to reinvest so much in

new marketing initiatives.

weeenen. We have met our targets in all of the last five years, this year we look likely to fall short by half a

million euros.

Interest rates have risen, and this .................... has led to an increase in the price of components.
The purpose of this proposal is to suggest a restructuring of our marketing department and .................... to

propose new marketing strategies.

There have recently been a number of errors in our stock-control system. .................... we should seriously

consider implementing a computerised system. This ...........

<veeor... Will reduce staff costs.

We're introducing a flexible working system .................... requests from a number of staff.
Our sales force is looking rather depleted just now: two senior.sales managers retired earlier this year and,
.................... this, several other sales staff have transferred to our overseas offices.

Unfortunately there have been a number of complaints ......

We need to launch new products. ............
individual customers.

Find words or phrases from the proposal which
mean the following.

1 present/current 5 money paid to employees

2 find 6 improvements

3 shops 7 create

4 tax declarations 8 expect

Grammar workshop

1 Compound nouns

1 Write compound nouns to express these ideas. Then

Lo = I & O R T S

check your answers by reading the proposal on pag
37 again. '
range of products .product range.

software used for accounting

small outlets for retailing

products which already exist

the satisfaction which clients feel

research which is carried out on the market
requirements for recruitment

costs incurred by marketing

38 Aproposal

vevereeeennn. OUT latest advertising campaign.
........ , these products need to be tailored to suit the needs of

Compound nouns are very common in business
English, e.g. product range, software solutions,
business start-ups.

In this case, a noun or a verb is used as an adjective to
describe the noun which follows, e.g. managing

director (the director who manages), Internet service
provider (a company which provides service for the

_ Internet).
The compound element, e.g. product, managing, etc.

usually follows the rules for adjectives:

e [t goes before the noun.

® Jtis normally not plural (exceptions to this are
items 1 and 8 in Exercise 2 below).

L N e W

2 Write compound nouns to express these ideas.

[y

"manager responsible for the services provided to
customers (three words)

box where suggestions can be placed (two words)

pay you receive during your holidays (two words)
management of resources (two words)

satisfaction a person feels from doing a job (two words)
process of selecting candidates (three words)

response from clients (two words)

procedure for dealing with complaints (two words)

© page 45 (Compound nouns)



2 The passive

In formal business writing, such as proposals and

reports, the passive is commonly used because it is:

® more impersonal (and therefore more formal)

® often not important or necessary to say who is
doing or who did something.

The passive is formed by the verb to be + past
participle:

The product was launched in January of last year.
This product could be sold at twice its present price.

Remember: the passive is used more often in formal
writing, but it is not used all the time.

Rewrite the phrases in jtalics in these sentences using a
passive form. (Be careful: you may have to make a
number of other changes.)

1

The market research, which we carried out in Liverpool
between May and September, revealed that we could
raise the price by 50% with only a 5% loss of market
share.

They have interviewed 27 candidates for the job, but
they don’t consider any of themn to be suitable.

We received your order the day before yesterday, and we
have just dispatched the goods, so the shippers should
deliver them within the next 24 hours.

We will not supply you with any more goods until you
have paid the outstanding invoice.

Wiriting a proposal

Reading

Complete this email by writing one word in each gap.

(®

Delete

e s / o ]

7l
Reply Reply All Forward Compose Mailboxes Get Mail Junk

e

From: Natalie Bowes

Date: 19th May

To: Francesca Jiménez
Subject: Finding new markets

Dear Francesca

Further 1...£€... our discussion last week, I think it would be a
goodideato2......... our ideas about investigating new markets
for our products a stage further, especially as we've 3 ..........
expressions of interest from distributors in other parts of the
country.

I'd be grateful, therefore, 4 .......... you could write a proposal for
this activity 5.......... we could then put to other managers for
their reactions.

6.......... your proposal please include:

+ reasons for researching new markets

+ the types of market we might break into

* how the research shouldbe 7 ..........

+ the resources which will be needed for carrying
B the research.

* your recommendations.

Ilook forward to having your ideasas9 .......... as convenient.
Many thanksin 10 .......... .

Natalie

Writing

1

Write the proposal outlined in Natalie's email above.
Before you start, work with a partner and do the
following.

Underline the points in the email that you must deal
with in your proposal.

Decide what details you must invent in order to write
the proposal, e.g. the type of company you work for,
what new markets you should research, etc.

Decide what sections and section headings your
proposal should have, and write a plan.

Discuss what ideas you can express in each section and
include these in your plan.

Compare your ideas with the rest of the class.

Work alone and write your proposal, following your
plan. You can use the proposal on page 37 as a model.

When you have finished writing, spend some time
checking what you have written to improve it and to
correct mistakes.

A proposal
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Presenting at meetings

Getting started

Discuss these questions in small groups.

® Who do you think eats more ice-cream in your country: children or adults?

e Which are the dominant brands? Are they local, national or multinational %
brands? ﬁ‘

e Which factors are more likely to give an ice-cream company a competitive o
advantage in your country: price, advertising, quality, variety, tradition,
fashion or something else?

The Chinese ice-cream market

Listening

You will hear an extract from an Export Depariment meeting at Helsingor Foods,
a Danish ice-cream producer. Catalina (Cati) is giving a presentation to her
manager, Nils, and to Paul and Tanya, European sales managers based in London.

1 Before you listen, discuss in small groups: What do you imagine are the
opportunities and dangers for a company trying to break into the ice-
cream market in a different country?

15 2 Listen and complete these notes with up to three words in each gap.

e Totol1 ..o dmst pear: 23 billion yuan (€2.3bn)
G M of 107 pa.
* Five companies have S3%of3 ... (30% -Foraia-u

companies, 237% national companies).

s Avernae 4 ... of ice~cream: | Litre per capita
(compared witih 23 Litres in USA)

* Largest mationad producer, Yili, swys it plans to:
i o G

- tailor products toT ...

* To capture market share, all companies have been
involved ina 8 . ... .

* Main products cost 2 puan (10-2.0 cents)

Presenting at meetings



3 Complete these charts by labelling the gaps (1-5) More on the Chinese market
with information from the notes in Exercise 2.

Chart1 Speaking
Ice-cream o [ . ; " ; 0
companioe You are going to present information at a meeting about the 5
Market share Chinese ice-cream market.
in China
:Otal value: 1 Work in pairs and together study either File A or File
oo %) B. Discuss together how you can present the
4.

information. If necessary, look at Catalina’s
presentation again and decide what features of her
presentation you can use.

. 20 //”’ 2 Change partners and work with someone who
- iad studied the other file. Take turns to present your
é I information to each other.
- 5. 3 While you are listening to your partner, take notes
5 . | , ' . and think of a question to ask at the end.
5 years 4 years 3 years 2 years Last
ago ago ago ago year
Useful language
4 Decide whether these statements about Catalina’s Structuring your talk
presentation are true or false and say why. (You can I’'m going to make three main points. The first one is ...
look at the transcript for track 15 at the back of the The market has been growing for two reasons: firstty, ...
book.) There.are three factors to be taken into account. The first
1 She starts her presentation with a brief introduction. N‘ﬁ ﬁé;ling on to point number two, ...
2 She speaks in a quite formal style. The second thing I'd like to point out is ...
3 She uses formal vocabulary. Finally, ...
4 At the end of her talk, she offers conclusions. And my third and final pointis ...
S She structures her talk, so we know where she has
reached in her presentation.
6 She makes clear which part of Paul’s question she’s China: number of ice-cream China: number of ice-cream
anSWering_ products sold to general public products sold to general public
by price two years ago (estimated) by price last year (estimated)
18% 20% 10%

7%

Grammar workshop

Embedded questions

Rewrite these questions beginning with the words
given.

1 What are the total sales for the Chinese market? 75% 70%

I'd just like to know ... What the total sales forthe ... [Diessthanzyuan M2-5yuan M6 or more yuan
Chinese market.8re. ... % —ae = o
2 Tow are Chinese companies reacting to this
competition from abroad and also, how are these . 5
. . . X . China: population by age group 8%
competitors going about increasing their market share? Total population: 1.3bn (estimated)
Canyoil tell Me s ? - .
3  What sort of price do you think we could sell our | Mo-1a | e
products at? | O15-64
TWORNAET ..o J gox |
4 How would we position them? 68%
How do you thinK .........ccoooveiiiiie e ? Income per capita: €1,000 p.a.
Economic growth rate (estimated): 8% p.a.
© page 45 (Embedded questions) /
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Trends in the ice-cream market B

Reading and speaking

Work in groups of three. You have been carrying out
further investigations into the ice-cream market. Each
student should:

* read one of the three texts, A, B or C and take notes on
the essential information in order to present the
information at a meeting later

e present the information to your group using your notes
as a guide

e listen to your partners’ presentations and, while
listening, take notes and prepare to ask a question at the
end of the presentation.

Nestlé in Thailand

Swiss food giant Nestlé has said that its Thai division is
about to introduce another major drive in its aim to
consolidate the still fragmented ice-cream market in
Thailand.

ESTLE ICE CREAM has said that it intends to invest

a total of €23.4m in an attempt to further expand
its business. The company said that approximately 75 per
cent of budget had been allocated towards marketing
activities which will feature new products and advertis-
ing. The company says it is also planning on doubling
production capacity from 30-35 million litres a year to
60-70 million litres over the course of the next few years.

Currently Nestlé Thailand has a 36-per-cent share of
Thailand’s ice-cream market, which is estimated to be
worth a total of €113m, but the latest programme aims
to push that market share up to 40 per cent. Nestlé is
keen to gain some ground on rival ice-cream maker
Unilever which currently has a 40-to-45-per-cent leading
share of the market.

Last year, the company successfully increased its share
of the market by launching a range of take-home ice-
cream products for the market, which helped to boost its
market share from around 30 per cent. Nestlé launched
seven varieties of ice-cream, including traditional flavours
made with coconuts, peanuts and condensed milk.

Meanwhile, Unilever is also looking to maintain its
leading position in the market by announcing this week
the launch of a Wall’s brand low-fat version of its ice-
cream in an effort to capitalise on growing niche markets.

From Dairy Reporter
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The Philippine market

The Philippine market is dominated by three
companies, namely: Selecta-Wall's, Nestle
Philippines and Universal Robina. Selecta and Nestlé
each claim market shares of 46%. There are also
imported brands in the market, such as Dairy Queen,
Haagen-Dazs and Baskin-Robbins.

Ice-cream consists mainly of milk. Since the
country imports 99% of its milk, the ice-cream
industry is vulnerable to foreign exchange
fluctuations. Another concern is the presence of
adequate storage and handling facilities, since ice-
cream easily melts. The product’s shelf life usually
ranges from two weeks to one year, depending on
the conditions of its storage.

Consumption is largely influenced by quality,
such as flavor, body and texture, appearance or color
of the product, and packaging. Increasing
competition in the market has also led
manufacturers to develop and launch new
production techniques, flavors, and products.

Overall, there is still a large market for ice-cream.
In the Philippines, where ice-cream is considered as
a traditional dessert, there is definitely room for
increasing the low per-capita consumption. The key
is in providing quality products at competitive prices.

From Asia Week
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Nestlé expands ice-cream

lines in China

SUPPLIERS OF ingredients
to the developing ice-cream
market in China will
welcome news that Nestlé,
the world’s number-one
food maker, will deepen
penetration and sharpen
competitiveness in this
burgeoning market through
new launches.

Ken Donaldson, head of
Nestlé’s ice-cream business
unitin China, announced
the firm will launch 29 new
ice-cream products onto the
market, targeted at
consumers of all ages. Nestlé
hopes to attract new
consumers with low-priced
products as well as take-
home items, which are
specially designed for kids,
teens and adults’.

Foreign giants Wall’s,
Nestlé and Meadow Gold
have 30 per cent of the
Chinese ice-cream market,
while the two domestic
brands, Yili and Mengniu,
hold 27 per cent.

Growing affluence in
China is transforming the
landscape for food: industry
sales took off in the mid
1990s, rising from under
100 billion yuan (€9.2bn)
in 1991 to well over 400
billion yuan (€37bn) just
ten years later. Driving the
market is the increased
spending power and
changing eating habits of
China’s 1.3 billion people.

There has been an
increase in per-capita
income levels, and the
consequent increase in
disposable incomes has
brought about a shift in
favour of branded and
packaged food. Changing
lifestyles and growing
urbanisation in larger cities
have also contributed,
bringing a wider acceptance
of newer products and
driving sales for foods like
ready meals, pasta and
frozen food.

igator.com

Helsingor Foods: meetings

Speaking

1 Work together in groups of four or five. Study this
information about Helsingor Foods. -
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2 Decide the best way for Helsingor Foods to break
into the Chinese market. You should consider the
following points:

* what price you should set

¢ whether to market the product nationally or in one
or two selected cities

* whether you need a local joint-venture partner for
marketing, storage and distribution

* how you will advertise.

Note down a brief suggested plan of action from
what you have decided.

3 Now change groups and present your ideas and your
suggested plan of action to your new group. One
person in the group should act as chairperson.

Decide which is the best plan.

Writing

Write a proposal (about 250 words) for how to break into
the Chinese market. Use the proposal on page 37 (Unit
7) as a model.

Presenting at meetings
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Speaking hypothetically

m To speak hypothetically about the present or
future, you use the second conditional. This is
formed by if/unless + past simple tense +
would/could/might + infinitive.

If a customer didn’t pay, we would stop giving
them discounts.

Note that in this type of sentence, either was or
were can be used as the singular past tense of be;
however were (a subjunctive form) is more formal.
If the company were/was to go bankrupt, it would
have huge implications.

m To speak hypothetically about the past, you use the
third conditional. This is formed by if/unless +
past perfect tense + would have / could have /
might have + past participle.

If we hadn’t landed the new contract, we might
have had to make some staff redundant.

m Often the conditional clause (starting with
if/unless) is understood and therefore omitted.
How would you deal with a customer who didn’t
pay? - I'd be very careful to give him every chance to
pay (We understand the conditional clause: If this
situation arose.).

What would you have done in that situation? - [
might have offered to lower the price.

m [f one part of the sentence speaks about the
present/future and the other part about the past,
you can ‘mix’ second and third conditionals.

If 1 hadn’t done that MBA course last year, |
wouldn’t be working here now.

I wouldn’t have replied to that email if it wasn’t
part of company policy to reply to all
correspondence.

Write the verbs in brackets in the correct forms in the
following sentences.

Do you advertise your pmducts on telewsu:u"l2 -No, if

.................... (find) our costs too hlgh.

We’ve always maintained good relations with our
customers. If we .................. (not manage) to do so, 1
think we ..o (go) out of business long ago.

44 Grammar workshop 2
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I’m not sure about CRM. [ mean, if we ..................
(have) a complete database with all our customers’

o (< 1) R p e ML D D N e (be) able to use it
efficiently?

It’s a pity that, with all his expertise, Don left the
company. Ifhe ................. (stay);he .....cccconvianc
(know) how to deal with the present situation.

I've never had such a terrible boss. Ifhe ....................
(be) more polite when he speaks tome, [ ...................
(mind) so much, butifl............ (realise) he was
so rude when he came, I ................... (leave) the
company months ago.

If we .................... (put) in a lower bid, we ....................
(land) the contract, but as it is, we’ve lost it.

Many business courses put too much emphasis on the
technical aspects of business. If they ...................
(teach) more people skills, many managers ..................
(be) better at their jobs.

Fortunately we didn’t buy that new machine which
was recommended to us. If we .................... (order) it,
we could never have paid for it.

Ifwe........... (notwin) that contract we tendered
for last month, we .................... (probably be) out of a
job now.
Fermal, as a company, is well known for paying their
invoices on time. If they .................. (not have) such a
good reputation, we .................... (not sell) them all that
‘machinery last year.
Put the verbs in brackets in the following

conversation into the correct tense to express
hypothetical ideas.

How would you go about deciding whether to adopt
some new piece of technology?

Well, that very much depends. I think we 1 .. s
(first have) to look at whether it was likely to produce
real cost savings. The question of productivity

2 ............ (also need) to be taken into account. I
mean, sometimes we have adopted new technologies in
the past which haven’t proven very satisfactory. For
instance, if we 3 ................... (budget) correctly for the
real costs in staff training, in many cases we

AT e (not buy) into new equipment so quickly.
So, nowadays when considering these things, we

e e (look) at training costs, and we
pREle. (even assess) the level of staff



dissatisfaction that implementing changes

7 i (cause). In our business, we make it very

clear that staff contentment comes first and leads to
contented customers, sowe 8 ................. (not want)
do anything to upset our staff unnecessarily.

Compound nouns

m Compound nouns are formed by putting the noun
or verb you want to use as an adjective before the
noun you want to describe:
shareholder meeting = a meeting of shareholders,
i.e. describing the type of meeting
meeting room = aroom used for meetings, i.e.
describing the type of room

m The first noun or verb is usually singular:
cost savings, six-month contract

m To make a compound noun plural, add -s to the
final element:
retail outlets, customer complaints

m To make a compound noun using a verb use the
verb + -ing:
working party, negotiating skills
but if there is a corresponding noun, use the noun:
application form, selection board not epplHsg
feti, seteetia-board

m Sometimes compound nouns can have three
elements or more:
basement meeting room, customer helpdesk

® Some compound nouns are written as separate
words: office worker
Some use a hyphen: risk-taking
Some are written as one word: businessman,
database
A good dictionary will tell you how a compound
noun is usually written.

® When compound nouns are formed with three
elements, sometimes a hyphen is needed to show
which nouns are being used adjectivally. A
working lunch arrangement is a lunch arrangement
that works; a working-lunch arrangement is an
arrangement to have working lunches.

m The first part of a small number of compound
nouns is plural, e.g. complaints procedure,
suggestions box.

What do you call the following things?

1 a procedure for doing the accounting
2 acompany which manufactures cars
3 asession used for negotiating

4 a firm which is a rival

to
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the director in charge of finance

a list of prices

a survey made when researching a market

forms you must complete when applying for a job
a service for delivering things by motorcycle

an error made when typing

Embedded questions

:
i m You put a short introductory phrase before a

question to make it less direct and so more polite. |
When you do this, you do not invert subject and
verb as you would in a normal question (auxiliary
verb + subject + main verb):

How long have they been operating in China? —
Can you tell me how long they have been operating
in China?

m If the introductory phrase itself is not a question,

m If the question expects the answer yes or no, use if

do not use a question mark:
I'd like to know what their market share is. \
I'wonder how much they spent on advertising and
promotion.

or whether between the short phrase and the main
part of the question:

Could you tell me if you have been expecting me to
call?

Rewrite these questions, beginning with the phrases
given.

When will the new factory site become operational?
I wonder ...

How long is the construction work expected to take?
Do you have any idea ...

Why couldn’t the goods have been delivered on time?
Could you please tell me ...

Do we have to send the invoice with the goods?
Several people have asked me ...

What time did you finally finish writing the report?
Tell me ...

When must we have the work completed by?

I'd be grateful if you could tell me ...

Did they bring the samples with them?

I'd like to know ...

Could you answer a few questions for me?

I'd appreciate it ...

Prepare to ask your partner a few questions about
his/her job/studies. Introduce the questions with a
short phrase from either the grammar explanation or
Exercise 1 above.

Grammar workshop 2



Advertising and customers

Getting started

1 Complete these reasons for advertising using the
words in the box.

awareness  boost building customer
launch  market
® Asabrand-1....... activity
* Toincrease 2 .......... of the brand
* To3..... anew product onto the market
* To4.....salesandtoincrease5....... share
* Tomaintain 6 .......... loyalty

2 Work in pairs or groups of three. Discuss these
questions.

* Which do you think is the main reason for each of the
advertisements a-e?

® Can you think of other advertisements which are
examples of each of the reasons for advertising above?

* Can you think of other reasons for advertising?

* How effective do you think advertising is compared
with other promotional activities?

The effectiveness of advertising

Vocabulary

1 Complete questions 1-5 using the words in the box.
Then match each type of publicity (1-5) with the
photos (a—€).

Eorae
street

classified endorsement point-of-sale

the Internet? . 4 .

2 Haveyoueverputa........ ad in the newspaper? ......
3 What sort of things are advertised on .......... hoardings
in your country? ...

46 Advertising and customers
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4 When you visit shops, do .......... displays ever persuade
you to buy things? ...

5 Would you ever buy something as a result of a product
.......... from a famous person? ... .

2 Work with a partner and discuss your answers to the
questions.

Reading

1 Discuss this question in small groups. Give reasons
for your answers.

Do you think consumer advertising is becoming more or
less effective?



2 Read this text (ignoring the gaps). Does the writer believe that advertising is becoming more or less effective? Why?

] L] *

The effectiveness of advertising g
eople still enjoy ads that are creative and entertaining. i want, whenever you want, has given shoppers 9 ..........
Butit1..A.... an awkward question: does it actuallysell { strength. In markets with highly transparent prices, they are

any more chocolates or cars? Although TV viewers tend to i kings. The 10 .......... for business are enormous. For instance,

beableto 2 .......... a particularly good commercial, many i the huge increase in choice makes certain brands more

cannot remember the productit3 .......... . And for the most 1 s , not less. And as old business divisions crumble, a

e  they try to avoid the rising barrage of ads. Getting i  strong brand in one sector can provide the 12 .......... to enter

their attention is becoming increasingly difficult, because i another. Hence Apple has used its iPod to take away business

Shom i, are splintering as people use different kinds of i for portable music players from Sony; Starbucks is

media, such as cable television and the Internet. The choice ;13 .......... to become a big noise in the music business by

of products and services available is multiplying, but at the i installing CD-burners in its cafés; and Dell is moving from

same time, consumers have become more sceptical about i  computers into consumer electronics.

Bt made for products. In today’s 7 .......... : ‘l am constantly amazed at the 14 .......... level and

consumers have the powerto 8 .......... and choose as never i sophistication of the average consumer,’ says Mike George,

before. i Dell’s chief marketing officer. If Dell changes prices on its
This new consumer power is changing the way theworld i  website, its customers’ buying 15 .......... change literally
shops. The ability to get information about whatever you i  withina minute.

From The Economist

3 Choose the best alternative, A, B, C or D, for each gap in the text. Talking point
1 Braises B arises C arouses D lifts Discuss these questions in small
2 Aremind B memorise C recall D retain groups.
3 Aincluded B featured C revealed D offered
4 Apart B time C ways D place * How does the company you
5 A groups B audiences C samples D viewers work for (or a company you
6 A messages B suggestions C proposals D claims il we.ll) advertise: How
7 A shopping mall B open market C retail sector D market place effective is the advertising?
8 Acatch B pick C hold D take s Hiowshou o husieses.decile
9 Arecord B unique C unprecedented D abnormal the size of their advertising
10 A meanings B suggestions C connotations D implications brdget
11 A valuable B worthwhile C worthy D essential
12 A trust B credibility C belief D fame
13 A targeting B designing C aiming D directing
14 A belief B confidence C assurance D esteem
15 A patterns B systems C activities D customs
Grammar workshop
Adverbs 2 asingle-word adverb which means in fact
. o o o 3 three single-word adverbs which modify adjectives
Adverbs can be single words, e.g, often, yesterday, | 4 an adverbl:al phrase whi'ch means more than ever
quickly, or phrases, e.g, every few weeks, in fact, before 5 an adverbial phrase whlc.h means for example
A 6 asingle-word adverb which means always/repeatedly
7 asingle-word adverb which modifies an adverbial
- phrase
E:d sar;-n“"?s ax:m SR youcanuse 8 an adverbial phrase which says how quickly something
1 two single-word adverbs which come between the happens
subject and the verb € page 62 (Position of adverbs)

Advertising and customers 47
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162 Listen and complete the notes with

Listening

You will hear Neil Ivey, a director of
MediaCom, talking about the effectiveness
of advertising.

1 Before you listen, read the notes on
the right and decide what type of
information you need for each gap.

up to three words.
—exfent of 3 ...

—the 4 ..

Porfumo

Company background

MediaCom was founded in 1986 and operates in
over 80 countries. It provides media solutions for some of the world’s largest
advertisers and has sales of over $13 billion.

MEDIACOM

Peaple First » Better Results

Voo Lot st Ol ¢ e \t GO OG e

- TVgoanq A e B
- But acz.ord'rng_'fb Some, consumers decide o buy at 2 ...
= Decigion about which medivm determined bq:

way To reach audience (despite expense).

—when ad\/w'hgmg_ M” fak:c lofaw
... of the hrgd‘ avdience
Mani‘h!b] magaz.mc; wore uitable for adw,rhgmg_a 5. e OF 3

- For a vva;hing_—-up liguid, TV more quitable.
« To achieve marimum avdience, television adverts broadcact

Talking point

Discuss these questions in small groups.

* Do you think television is still the most cost-effective advertising medium? Have you ever bought anything

as a result of seeing a TV advertisement?

* When do you make the decision to buy a new product: when you see an advertisement, at the point of

purchase or at some other time?

Measuring the effectiveness of advertising

Reading

1 Discuss these questions in small groups.

Why is it difficult to measure the effectiveness of advertising?
2 Why is it important to measure its effectiveness?
3 How can it be measured?

[a—y

2 Read the five extracts A-E to find answers to the questions in
Exercise 1.

A variety of methods will be used to find out how members of the
households spend their day and what they buy. Nielsen's Homescan system,
for instance, uses scanners to read the barcodes on all their purchases. Linda
Dupree, in charge of new-product development at Arbitron, explains that
although marketers gather lots of information, it has always been difficult to
put it all together to establish a link between exposure to ads and buying

behaviour. This is what Apollo is designed to achieve. _/

48 Advertising and customers

The most ambitious effort to measure the
effectiveness of advertising is Project Apollo, which
is now recruiting 30,000 households in America to
become the most closely studied consumers ever.
Apollo, run jointly by Arbitron and VNU, will
collect information on these families’ lifestyles. To
measure their exposure to electronic media, they
will carry an Arbitron device called a ‘portable
people meter’. This device, the size of a pager, was
initially developed to detect inaudible codes placed
in radio and TV commercials, as well as other
forms of electronic media ranging from the cinema
to background music in places like supermarkets.

Portable peaple meter




Mr Gossman, of Revenue Science, has his own ideas about the
way advertisers will reach consumers in the future. His
behavioural targeting software is already at work on many
websites. For instance, it was used by the online edition of the
Wall Street Journal to try to establish which readers were
frequent flyers from their reading of travel-related stories and
sections. Individuals using the websites remain anonymous, but
they can be identified as users by ‘cookies), electronic tracers that
show which websites they have visited. When the frequent
travellers returned to the Wall Street Journal site, they were
presented with American Airline ads in whatever sections they
read. “The response to the ads increased significantly, says Mr
Gossman.

“The consumer experience with advertising will improve,
predicts Arbitron’s Mr Morris. The advertising industry must
hope he is right. People are increasingly able to filter out ads.
Whoever wishes to can pay to avoid them, use technology to
block them or simply ignore them. The average American is
now subjected to some 3,000 marketing messages every day
and could not possibly take all of them in. Two-thirds of
consumers feel ‘constantly bombarded’ with too much
advertising and marketing, according to a survey by
Yankelovich Partners, a firm of marketing consultants.

e
From The Economist

Read these statements (1-8) carefully. Which extract
(A-E) does each statement refer to?

Advertisers will be able to target consumers who are
using a variety of different media. ./A.

At present, most people feel excessively exposed to
marketing. ......

Consumers will not be shown the same advertisements
too often. ......

It will be possible to relate what marketing messages
people hear with how they shop. ......

Nowadays, consumers have more ability to prevent
advertising messages from reaching them. ......

This device will log what people listen to at different
times of day. ......

This method boosted the effectiveness of the
advertising. ......

This technology allows advertisers to target individuals
without them being identified by name. ......

Task tip

If you think carefully about the meanings of the statements
before you read the extracts, you will aimost certainly have
to spend less time reading the extracts.

As most networked electronic media will probably be using
Internet-based technology, the same user could be tracked even
when he uses different devices, such as a mobile phone or an
interactive TV set. This allows audiences with common interests
to be grouped together, making them commercially attractive to
advertisers, wherever they happen to be. Apart from delivering
ads that are more likely to be relevant, the advertisers will also b
able to limit the number of times an ad is shown to an individual
in order to avoid irritating him.

worrr -

Vocabulary

Find words or phrases in the extracts which mean the
following.

1 groups of people, often families, who live together
(extract A)

2 experience of (extract A)

unable to be heard (extract A)

4 devices for relaying information into a computer
system (extract B)

5 patterns of black lines which can be read by and
recorded on a computer (extract B)

6 devices which allow movements to be followed
(extract C)

7 followed/monitored (extract D)

8 remove (perhaps using special equipment) (extract E)

9 forced to experience something unpleasant (extract E)

(98]

10 given so much information that it is difficult to deal

with (extract E)

Talking point

Work in pairs or groups of three.

Your company sells software to other companies, not to the
general public. It has decided it needs a new advertising
campaign to promote its products. You have been asked to
consider what form this should take.

Discuss and decide together:

what forms of advertising you think will be most
effective

how vou can measure the effectiveness of the
advertising campaign.

Task tip

» Take a minute or so to gather your ideas before you start
speaking.

* You may have to quickly invent a company and its
activities with your partners before you start.

Advertising and customers
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Advertising and the Internet

Getting started
Discuss this question in small groups.

How/Why would you use the Internet when buying each of these products or services? You can choose from
options in the box and use ideas of your own.

1 acar 5 abook
2 acomputer 6 groceries a tocheck prices e to check availability
3 aholiday 7 . housa b to find the nearest f totrack delivery
4 acourse of study, e.g. 4. & cifsnaticket retailer/dealer g to make a reservation
for an MBA ¢ to customise the purchase h to make the final purchase
d to compare different products
Internet sales
Listening

You will hear part of a radio programme in which five people talk about why they used the Internet to buy things.

17 For each person, write down the product or service they 7
were buying (from the list 1-8 above) and how they used Task tip
the Internet (from the list a~h above). You will hear each extract twice. When you listen the first

time, try to complete as much as possible of both columns

— == S —don’t do one column the first time you listen and the other
Product/Service Why used Internet | the second time. The second time you listen, check your
7Bn: é; N N T R answers and fill in the gaps you haven't managed to

S e ol ! complete yet.

Tanya

Paddy . Talking point

Petra o - r Discuss these questions in pairs.

Salim : Do you ever ...

® click on banner ads?

» filter out online ads, e.g. in pop-up boxes?

e click on sponsored links when using a search engine?
* use online yellow pages or classified ads?

50 Advertising and the Internet



Reading

1

You will read an article about how customers and
manufacturers are using the Internet to buy and sell
cars. Skim it and decide which paragraph (a—g)
explains:

how car buyers use the Internet to decide which car
they want. .¢..

how much interest the Internet arouses amongst
customers as opposed to other forms of advertising.
how people bought cars in the past.

how the Internet can be used for obtaining customer
feedback.

Motoring online

a The Internet has transformed the car trade. Selling cars used
to be a relatively straightforward business. 1 ..H. They
would then decide on a model, haggle over the price and the
trade-in value of their own car, order and take delivery.

b With so many of its customers using the Internet to
research their planned purchases, Ford is changing the way
it is spending its marketing budget. Four years ago, most of
its advertising dollars went on traditional media, such as
television, print and outdoor hoardings. Non-traditional
forms, such as the Internet, accounted for only around 2%
of the total. Now the share is 20%. 2 ...... For instance, a
click on a banner ad on a website can be traced through to
the company’s own website, the selection of a model, the
response of a dealer and ultimately a sale.

¢ A website works like a living brochure. For example, Ford’s
F-150 pick-up truck, of which some 900,000 were sold last
year, is shown in graphic detail. 3 ...... Users can check
models and prices, browse through the inventory of local
dealers or get a quote for the one they have designed for
themselves using Ford's build-your-own option.

d So why bother with dealers at all? ‘The dealership is even
more important than it used to be,” says Mr Sullivan, a Ford
director. ‘4 ...... ' Besides demonstrating the product, dealers
are also needed to manage the purchase and after-sales
support. Moreover, they can play a big part in customising

e Indeed, car makers

f The company also has a good idea of what people say about

g As the car makers have discovered, a website has become an

Task tip

When you do this type of reading activity, match the idea of
each paragraph and the ideas expressed in the sentences.
Check also that the sentence fits grammatically. Read the
whole passage again when you have finished to make sure
it reads logically.

5 how the Internet can be used for sales forecasting.

why buyers still need to speak to a salesperson before
buying.

7 why car makers are spending increasing amounts on

Internet advertising.

cars for buyers, fitting
anything from different
wheels to instruments
and DVD systems, all of
which could make a
handy contribution to
profits.

would do well to study
the way people compare
vehicles online. Edmunds, an online car-buying service, has
found that by tracking the behaviour of website users, it can
predict with considerable confidence how many cars
different manufacturers will be selling four weeks hence,
and where. 5 ...

different cars. Its website receives 2,000-3,000 reviews a
week from buyers of new cars who fill out an online
appraisal form. They also suggest improvements to future
models. 6 ...... Edmunds is now developing new products to
commercialise this information.

essential part of doing business with consumers, and almost
all their advertising now gives their website address. That
makes a lot of sense. A typical television or print ad might
get a few seconds of attention, but a website typically holds
the browser’s attention for two to five minutes. 7 ... This
makes it rather puzzling that many companies devote only
around 2% of their advertising budget to it.

Choose the best sentence (A-H) for each gap in the
text. There is one sentence you will not need.

If there is anything wrong with a vehicle, complaints
will soon pop up here.

In Britain, the Internet is now the third most popular
media form.

It uses special software in order to screen out car
enthusiasts who are just looking for information.
Nowadays, dealers report, there are few people who
visit their showrooms without a recommendation from
a satisfied customer.

From The Economist

E One of the attractions of the Internet is that its effects

can be measured.

F People want to touch the vehicle, to smell the inside, to

kick the tyres and take it for a test drive.

were cut apart and their components compared, to
support their claim that theirs is the toughest.

H Customers might see an advertisement in a newspaper,

perhaps pick up a brochure, visit a couple of dealers.

Advertising and the Internet

There was even a series of videos in which rival models
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Vocabulary

Match these words (1-8) from the text on page 51 with
their definitions (a-h).

1 straightforward a amethod of buying a new
product by giving your old one

as part of the payment for it

2 haggle b appear

3 trade-in c argue/negotiate

4 browse d easy to understand / simple

5 handy e filter out / remove

6 appraisal form f place where you can write your

opinion of something

7 popup g look at information on the
Internet

8 screen out h useful

Talking point

Discuss these questions in small groups.

* How do the methods described in the article for buying
and selling cars compare with how you would buy a car /
have bought a car?

* What parts of the process do you think are a good idea?

* Which methods used by the car industry could be used
by your company (or a company you know well) in its
website?

|
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Grammar workshop

Although, however, despite, etc.

Despite a massive advertising campaign, brand
awareness hardly rose.

Despite mailing 30,000 households, the new product
range didn’t catch on.

During the recession their sales fell. However, their
market share remained unaffected.

In spite of lowering the price, they were unable to sell
the old factory site.

QOver-the-counter sales have fallen. In contrast, e-sales
have rocketed.

They managed to increase sales, although they had
reduced their media advertising budget.

While television advertising is able to reach mass
audiences, the Internet is able to target more
specialist audiences.

1 Answer these questions.

Which word(s) or phrase(s) (although, however, despite, in
spite of, while, in contrast):

1 join two sentences, each with a verb in a tense?

are followed by a noun phrase or an -ing form?

start a new sentence and refer to the sentence before?

joins two sentences and contrasts two similar but not

necessarily related facts?

5 contrasts two similar but not necessarily related facts in
two separate sentences?

= W o

2 Rewrite or join these sentences using the word(s)
given in brackets. Remember, if you use however or
in contrast, you will need to write two sentences.

1 Few people buy cars on the Internet. Many people
research cars on the Internet. (while)

2 People study new cars on the Internet. However, they go
to showrooms to buy them. (although)

3 Although it’s difficult to measure advertising’s
effectiveness, few companies believe they can do
without it. (however)

4 They employed a consultancy, but they couldn’t
improve their company’s image. (despite)

5 While many dotcom companies have been struggling,
eBay has been growing by 40% a year. (in contrast)

6 They had a large advertising budget but they kept their
product prices low. (in spite of)




Advertisers and the Internet Advertisers and their target audiences
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Writing
1 Your manager has asked you to research how RS
advertisers reach their target audiences. You have reiciic
found the information in the chart on the right. Work in
pairs. Study the chart and discuss what it shows. magazines
2 Read the first half of a report based on the information Internet h ki
in the chart. Write one word in each of the gaps. ! . ; < - e

0 5 10 15 20 25 30 35 40
" e
As the chart shows, there is a disparity | between | : I US media ad spending on: [E] Time US households spend with: |
the quantity US advertisers spend on advertisingin | o
of the main media and US consumers’ use of

From The Economist

the media.

3 What method of advertising household
While advertisers spend 38% of their budget on products on the Internet does Neil

television advertising, US households nowadays outline?
spend only 32% of 3 ... time watching A People go directly to the advertiser’s
television.The difference between advertising website when looking for a solution
spending and consumption of newspapers is to a problem.
more accentuated, 5 advertising . B People looking for a solution on the

taking up 36% of the budget, although people 6 : Internet are told about the
an average of just 9% of their time reading them. { advertiser’s website.

C When you go to a search engine, you

see banner ads for the product.

4 What are ‘viral ads’?

A Advertisements invented by people who are not

3 Complete the report with information from the chart
about magazines, radio and the Internet. Use the first

half of the report as a model. advert.isers to m:’:lke fun of re..al advertisements. ‘
B Amusing advertisements which people send to their
i . friends by email.
Listenin d C Advertisements which infect computers with
You will hear Neil Ivey, a director of MediaCom (see Unit destructive programmes.
9), talking about advertising and the Internet. 5 How could a small e-commerce company compete with
large corporations?

18 Listen to the interview and, for each question, choose . ;
A that t be bought
S answer, A, B or C. by offering something that cannot be bough
elsewhere on the Internet

1 Why, according to Neil Ivey, is Internet advertising so B by having a more attractive website than large
successful at selling cars?

manufacturers

A Customers feel more receptive towards car C by undercutting big manufacturers
advertising while online.

B Internet advertising provides useful information Talking point
rather than publicity.

C Advertisements on the Internet are more interesting Work in groups of three. Your manager has asked you to
than TV commercials. investigate ways in which your company could benefit

2 What is ‘direct-response advertising’2 from advertising on the Internet. Work together and

A Advertising where companies can respond discuss the following points.
immediately to questions from customers. e How the Internet can be used to promote products.

B Advertising which allows sales people to get in touch ¢ What types of company and product benefit most from
directly with the customer. Internet advertising.

C Advertising where the customer can get in contact * How Internet advertising can be combined with other
with the advertiser. forms of promotional activity.
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Sales reports

Getting started

Discuss these questions in pairs.

1 Which of these sales activities do you think is most
effective for selling the products or services in the box?

1 telephone sales ; ;
2 mail order a atime-share holiday home
3 e-sales b advertising space in magazines
4 sales events ¢ clothes for older people
5 visits from company reps d corporate catering services
6 retail sales e lifeinsurance i
f machine tools
g rare books
h theatre tickets
i

web-design services

2 Which of these ways of selling does your company
(or a company you know well) find most effective?
Why?

3 Which method does your company (or a company
you know well) use most often to source services or
products? Why?

54 Salesreports



Evolving sales

Listening
You will hear Mehtar Tilak, a sales manager at a professional conference, talking about how sales
activities in his software company, Software Solutions, have changed over the last ten years.

19 Listen and complete the chart with some of the activities (1-6) listed in Getting started. (Note:
The answers to the questions are not mentioned in the same order as they are presented in
the chart, and there are two activities you will not need.)

Software Solutions: sales by sales activity

Task tip 1
Before listening, study the Wiz ———‘
chart and what it shows. IS Framy
Familiarise yourself quickly company reps
with the statistics it
expresses. Do
3.
4 ..
0 10 20 30 40 50
%
[ —— e |
[T RS |
Vocabulary

19 1 Listen again and say whether these verbs mean ‘to increase’ or ‘to decrease’.
1 decline 2 plummet 3 soar 4 rocket 5 recede 6 shrink

2 Work with a partner. Brainstorm other words you can think of to express ‘to increase’ or ‘to decrease’.
When you have finished, compare your ideas with the rest of the class.

Reading

1 Mehtar Tilak wrote a brief report of the main points shown in the chart above. However, there is one wrong
word in most lines. Correct the wrong word. If you think a line is correct, put a tick (v’) by the line.

Breakdown of sales

In the last ten years, retail sales had fallen from 30% of total sales to just 1 have
20%, while at the same time, sales resulting of visits by company 2.
representatives have more that halved from 40% to 17 %. Similarly, mail- . N—
order sales have dwindled from 15% ten years ago too just 3% this year. 4 ...
In the other hand, during the last few years, we have been concentrating T
more on e-sales. These have expanded spectacularly from 5% ten years ago 6 ...
to 35% now. Telephone sales had also taken off, increasing from 10% to A
25% over the same period.

2 Find other verbs in the report that express ‘to increase’ or ‘to decrease’.
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Grammar workshop

Present perfect simple or continuous?

1 Study these two sentences from the corrected report and answer the questions below.

On the other hand, during the last few years, we have been concentrating more on e-sales. These have expanded
spectacularly from 5% ten years ago to 35% now.

1 Which verb form (present perfect simple or present perfect continuous) do you use when you focus on the activity
and length of time involved?
Which verb form do you use when you focus on the results or the quantity completed?

Choosa the correct altemative for each of these sentences.

Dell, which was founded in 1984, has been manufacturing / has manufactured computers for more than 20 years.
Industrial output has been rising / has risen by 3% in the last year.

She’s worked / She’s been working in this department since she graduated, which is a really long time now.

Due to unfavourable exchange rates, several of our customers have been going / have gone bankrupt, and this is
causing us real problems.

B W=y N

e page 62 (Present perfect simple and continuous)

60

Writi ng Software Solutions: software sales by category
1 Work in pairs. Study the chart on the right and discuss
what it shows. payroll
2 Write a short report (120-140 words) covering all the tracking of
information in the chart. shipmerts
customer relationship
. management
Task tip
¢ Use the short report on page 55 as a model. B eo)
* Use some of the vocabulary and grammar you have just )
studied. accounting _
é 1'0 2'0 3'0 4'0 5'0 '
3 Exchange your report with another pair of students =
and di??,cuss what things they did well and what they B Now [ 10years ag“o
could improve. Then give them feedback. ‘ —

Report on a sales event

Reading

Recently, Software Solutions invited 145 of its clients to a sales event in Seville, Spain. Software Solutions’
marketing director asked Mehtar Tilak to write a report on the Seville Sales Event.

1 Discuss these questions in pairs.

e What are the advantages of sales events for the company which holds them?
¢ How are they different from conferences or trade fairs?

2 Scan the report to find out a) if the event was successful or not, and b) what outcomes and
reactions there have been to the event.
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Introduction

The purpose of this reportisto | B the success of the Seville Sales Event and to make recommendations for how future events of this

nature are organised.
The Seville Event

One hundred and forty-five key clients from a range of European industries were invited to the Espafia Hotel, Seville on 6th and 7th January
at our company’s 2 .......... for a range of demonstrations of our new software packages. Also, talks were given by a number of expert guest
speakers. During the event,the 3 .......... were given the opportunity to network and share experiences with our software, and at the same

time, we took the opportunity to obtain feedback on our products.
Sales

The event was highly successful. The initial investment of £550,000 4 .......... in immediate orders of £1.6m of software, and we have
achieved a further £2.2m in sales inthe 5 .......... four weeks,

Feedback

Comments from clients have 6 .......... a need for payroll and accounting software which allows companies to calculate their tax liabilities
more easily over a number of EU countries. Several clients expressed a reluctance to invest in our CRM software, which was thought to be
more? ...k to the US market.

Conclusions and recommendations

Guests stated that they would be 8 .......... for this event to be repeated in two years'time. It was also suggested that more informal
presentations could be givenby 9 .......... clients speaking from their own knowledge and experience. Moreover, several clients requested

that the next such event be held in a more central European venue, thereby 10

most clients’ journey times.

3 Read the report again and for each gap, choose the best word,

A,B,CorD.
1 A value _l:?.;,-e\'aluate C appraise D estimate
2 A expense B cost C outlay D charge
3 A assistants B attendants  C representatives D delegates
4 A ended B finalised C resulted D closed
5 A latest B subsequent C past D coming
6 A revealed B disclosed C demonstrated D uncovered
7 A matched B adapted C linked D suited
8 A interested B enthusiastic C keen D excited
9 A single B individual C sole D only
10 A declining B dropping C reducing D falling

Writing

Talking point

Discuss these questions in pairs.

1

What similarities can you see between this report
and the proposal on page 37 in Unit 7?

How do you think a report is different from a
proposal?

How would you describe the style of this report
(formal/neutral/informal) and why did Mehtar
choose this style?

This report is divided into sections with headings
(Introduction, The Seville Event. etc.). Why are
headings and sections useful? Can you think of
other typical section headings for a report?

The company vou work for has recently held a sales event to launch a new product. Your managing director has asked you
w write a report on the effectiveness of the event, including the following points:

N = e e —

who was invited to the event
what guests’ reactions were
how successful the event was

what recommendations vou would make for future sales events of this kind.

Discuss these questions in small groups.

What would be a suitable new product to choose for this writing task?
What sorts of activities are held at new product launches? Brainstorm ideas.

What sections/section headings would be suitable for this report?

Who will read the report? What style would be suitable for this reader?

Work alone and write the report.
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The sales pitch

Getting started

Cold-calling is when you phone someone you have never
spoken to before to sell them a product or service.

Discuss these questions in small groups.

1 How do you react when you receive a cold-call?

2 What are the problems of cold-calling for the
salesperson?

3 When is it necessary to cold-call prospective customers?

4 What advice would you give to cold-callers?

5 Do you ever cold-call prospective customers?

Cold-calling

Listening

You will hear Rosa Levy, a salesperson from CSS Ltd, a
security firm, ccld-calling the human resources manager of
Vogel Leblanc, a large property-management company.

1 Before you listen, discuss these questions with a
partner.

What do property-management companies do?
2 Why might they need the services of a security firm?

58 The sales pitch

20:2 Listen to the conversation and complete Rosa’s

notes with up to three words in each gap.

WOOLLOOGO ALV OO S AN

Vogel Leblone

Contoct. Richard Siade, HRM

Says employees are occasionally verbally or

i

TIncidents occur on phone, in of fice and when
Pre\sev;\."f. pro+ec+|cm for lone worKers through o
3 company

Normal procedure:. call the worker and possibly
4 i

ShOr‘+COmings of system.
® nocover when5 ... isempt
e difficult +06 ................... worker in difficulties

Meeting # pm. Fridoy, ot office 7 ..

\m. T =

3 Work in pairs. Say whether these statements are true
or false.

1 Rosa states immediately what services she wants to sell.
2 She apologises for taking up Richard’s time.

3 She spends time gathering information.

4 She asks for names of competitors.

5 She does not close a sale during the call.

4

Check your answers by listening again and reading
the transcript for track 20 at the back of the book.

5 Match these phrases from the questions in the
telephone conversation (1-5) with their function (a—e).
1 Doyoumind...? 5 a starting an opening question
First, can you ... 2 / b signalling that the questions
are finishing
3 WouldIberightiny ¢ checking an assumption
thinking ...? \
4 And one last d asking whether someone
question: tell me .. .?) wants to do something
5 Would you be Ce asking permission
interested in ... ?



Speaking

1 Work in pairs. Try to recall the questions Rosa asked using the phrases in Exercise 5.

When you have finished, check by looking at the transcript for track 20 again.

2 Take turns to ask each other questions using the phrases from Exercise 5 to find out
about problems your partner has at work or when studying.

Role-play 1

TopPlant Repairs Ltd is a company which specialises in repairing factory tools and machines. Technicians visit
factories when required at any time of the day or night and either repair the equipment on site, or take it back to
TopPlant Repairs” workshops and, when they have repaired it, they deliver and reinstall it.

1 Work in pairs.

Student A: You are the sales manager for CSS Ltd. Turn to page 118.
Student B: You are the operations manager for TopPlant Repairs Ltd. Turn to page 119.

Study your role cards carefully for a few minutes before
you speak and decide what you are going to say. Use
some of the phrases for questions you've just studied.

2 Imagine you are going to cold-call someone in
another company to sell one of your company’s
products or services (or a product/service of a
company you know well).

¢ Tell your partner which company and which person in
the company you would cold-call.

e Ask your partner to role-play that person and then cold-
call them.

Providing services to large companies

Speaking

1 Work in groups of three. Read the
problem in the speech bubble
and answer the questions below.

1 What service does this person
want to provide for large
companies?

2 What does he want suggestions

3 What advice would you give him?

2 Compare your ideas for Question
3 with students from other
groups.

‘My problem is thatl own a
chain of auto-repair shops. My
latest idea is a service that goes
to corporate workplaces, picks

up employees’ cars, services
and repairs them, and returns
them the same day. My target
market is large companies in
my area. But it seems
for? impossible to crack the big
corporate HR departments for a
pitch. Any suggestions?’

Useful language

Dealing with cold-callers when you are busy

OK, I've only got a few minutes, so could you make it
quick?

I'm sorry, it's not convenient at the moment. (Could you
call my assistant / call back ...7?)

I'm afraid I'm rather busy at the moment. (Could you put
all that in an email?)

Speaking to reluctant prospects

I'm sure you're very busy, so I'll be brief.

With your permission, I'd like to ask you a very few quick
questions.

| won't take very much of your time.

If you've just got a minute, I'm sure you'll find what | have
to say interesting.
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Reading

1 Scan the advice in this article and then discuss with your group whether it was similar or
different to the advice you thought of.

Nsuggests
and CEO of
provides out

and HR service:

= ﬁ ‘-ﬁd%{ess they see a &
#. “‘company beneﬁt ‘they tend to focus on Bt
" the things that could go wrong (for T
example, liability, upset employees
complammg about poor screening of
service providers, and so on).
“Find out which other local
. businesses provide employee services to
the companies you're pursuing. What do
- those businesses offer that makes them
" unigue? How is the large company
'b'eneﬁtmg? Can you track down the
owners of those local busmessesmd &
ms:ght into the relationsh
ture and the decision *p%cess th.at
~_got them on board? [k
" “One last note: In my experience,

company an
know someor
then educate tl
about the
big company
else.

“Make s
company more

From Inc Magazine

2 Choose the best answer, A, B, C or D, to these questions.

1 According to Martin Babinec, how should you go about landing contracts with big
companies?
A Dby cold-calling the members of the board of directors
B by using the Internet to contact their top managers
C by telling someone outside the target company about your products and services
D by explaining to the top managers why your products or services are unique
2 Why are large companies frequently unwilling to give contracts to external service
providers?
A They are reluctant to make life too easy for their staff.
B They consider the problems which can arise from using service providers.
C They believe that few service providers provide quality services.
D They see no advantage for the company itself from the services offered.
3 How can certain local business owners help you to understand your target
customers?
A They can explain the type of service you should be offering.
B They can explain how they managed to land contracts themselves.
C They know what goods and services large companies need to procure.
D They have a track record which makes them an example to follow.
4 According to Mary Naylor, what is the problem with landing contracts with large companies?
A You may find the decision-making process slow and complicated.
B Your company’s efficiency may be adversely affected.
C You may find big companies reluctant to work with a small company.
D You may not have the capacity to provide the required services.
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Vocabulary

Match these words and phrases from the text (1-8) with their definitions (a-h).

examining someone or something to discover if there is anything wrong with them

all the achievements or failures that someone or something has had in the past

It's that sort of situation that we want to avoid.

1 solicit a when you are legally responsible for something
2 ﬁsk-averﬁ b operating

3 liability / ¢ made them part of a group or team

4 screening ,«/ d have a strong dislike for taking risks

5 got them on board ﬁ/ e find a solution to a problem

6 up and running f

7 crack g ask someone for money, information or help

8 track record h

Making a sales pitch o
Listening

You will hear Rosa from CSS Ltd giving her sales pitch at a
meeting with Richard Slade of Vogel Leblanc.

Listen and complete the notes Richard made during the
meeting with up to three words in each gap.

POLOLOLLOOGOELLLOBLOGAAD o)

Service available every oy For .. hours
Sac:uri’rn stattd for hﬁﬂdii'ﬂa
eEmeraenties

To maKe an emergency siamﬂ ) workers just

When securit company receives call, Hﬂ.&’U:

* coll the worker to4 .. ................

¢ inform our of fice about 5 ...

¢+ inform the Poﬂice.

Eg«ipmn’r allows workers to be located to withhin
o

Prone calls often mean that the attacker stops.

Security ¢ W

« calls :g? O“"Pa 10 ........ wihen office &upr.

* monitors po!lica e,w;ra 8 ... wminus.

Costs inelude:

o charae For9 ool (sophisticated mobiles)

* payments:10 (similar amount to
burahr aloym connection)

Grammar workshop

Cleft sentences

1 In which sentence of each pair is the information in
italics focused on more strongly?

We provide a more complete service.

What we do is provide a more complete service.
All he or she has to do is press a button.

He or she only has to press a button.

38}
oM O

b We want to avoid that sort of situation.

We don’t want people to be calculating the cost of

calling for help.

b The last thing we want is people to be calculating the
cost of calling for help.

Which one of each pair did you hear in Rosa and
Richard’s conversation? Listen again to check.

3 Rewrite these sentences starting with the words
given.

1 We deliver the pizzas to your home.
What ...

2 You only have to provide the venue.
All ...

3 We find the paperwork too time-consuming.
It's the ...

4 You shouldn't settle the invoice before you've received
the goods.
The last thing ...

e page 63 (Cleft sentences)

Role-play 2

Work in pairs. Before you do the role-play, work with
another partner who has the same role as you and
prepare what you are going to say. Then do the role-
play.

Student A: You are the sales manager for CSS Ltd. Turn to
page 118.

Student B: You are the operations manager for TopPlant
Repairs Ltd. Turn to page 119.

Speaking

Work in groups of three. Take turns to give a sales pitch
for a product/service your company offers (or a
product/service you know well).

The sales pitch
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Position of adverhs

Dear Mike,

— | 1 The advertising campaign which we carried out has
m Adverbs can be one word (e.g. yesterday, | proved a great success. (last month / in major European
unfortunately) or several words (e.g. in the past, on ‘ L

the telephone). There are three main positions for The advertising campaign which we carried out
in major European hewspapers last month has

A ' roved a great success
- front (i.e. at the beginning of the sentence): P g C
Last year, sales exceeded €100m. 2 Brand awareness rose. (by 5% / in the first three months /

- middle (i.e. between the subject and the verb interestingly)

: L 3 Thisis due to our having targeted our audience. (very
t auxiliary]): :
[bugater e fista D carefully / in my opinion / before we started)

Microsoft have recently launched a new operating
4 We have managed to meet our sales targets for several

systern. .
or after the verb to be if it is the main verb: ]fnes' (already / consequently) .
He is undoubtedly the best-qualified candidate. 5 Sales of our most popular brands have risen.

| (spectacularly / for example / since we began advertising)

6 Qur top-of-the-range brands have not performed.
(unfortunately / so impressively / however)

- end (i.e. after the verb [and the object if the verb
has an object]):
Our advertising budgets have been cut

drastically. 7 Sales of these have stayed, or dropped. (even / slightly / at
. m Adverbs which can go in the front are: Hee 'fame level) ) )
1 - linking adverbs: However, Consequently 8 I think we should meet to discuss this. (as a result / soon)
- time and place adverbs: By next year, In a 9 Weneed to ﬁnd a solution, although it shouldn’t prove
——re | difficult. (especially / urgently) .
- comment adverbs: In my opinion, Probably 10 Could you call me? (later today / on my mobile)
® Adverbs which can go in the middle are:
- frequency adverbs: usually, never Thanks
- degree adverbs: totally, slightly Hoang

- these adverbs: already, finally, now, recently,
soon, still
m Adverbs which can go at the end are (in this order):
1 manner: impressively, carefully

2 place: in the boardroom . Present perfect simple and continuous
| 3 time: in the last three years | | i i 71

m Both the present perfect simple and continuous
talk about something which started in the past and
* either has a result in the present:
He’s lost his job (i.e. he’s out of work now).

Notes
1 These are not absolute rules: adverbs can be placed
in other positions, but these are the most usual |

:ges. ) o I { We’ve been working hard at the office this
| 2 dif;i;l: can also modify adjectives: extremely | week, so we're feeling pretty tired.

| | i ® oris still happening now:

i E e =y ' Nestlé has been running a publicity campaign
Rewrite the sentences in the letter at the top of the next ‘ on healthy eating (and they are still doing so).
column by putting the adverbs in brackets in the most - m Often they are interchangeable. However:

likely positions in the sentence. I A .
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Choose the best alternative in each of these sentences.

O 00NN U W

The present perfect simple

¢ emphasises the result:
We've discussed the problem and this is our solution.

® says how much we have done:
We’ve sold over 100,000 units.

* may give the idea that something is more permanent:

I've always worked in sales.

* is used when we want to say how many times
something has been repeated:
I've spoken to Anne several times, but she’s still
arriving late for meetings.

The present perfect continuous

¢ emphasises the activity:
We've been discussing the problem all day - we’re
finding it extremely complicated to solve.

* says how long we’ve been doing something:
We've been selling these machines for 40 years now.

® may give the idea that something is temporary:
I’'ve been working in sales since they moved me from
accounts.

* isused when we want to emphasise the process of
change over a period of time and that these changes
are not finished:

Have you noticed how the company has been
changing since the new IT system was introduced?

The board has just decided / hasfust-beer-deciding - they're transferring head office to New York.

I've tried / I've been trying to decide where to put the new workstation, but I can’t make up my mind.

Since he graduated, he’s worked / he’s been working in 16 different companies.

He’s our most successful graduate: he’s made / he’s been making a million dollars and he’s only 25!

Have you always occupied / Have you always been occupying this office?

You haven’t sent / haven’t been sending me that report. What have you done / have you been doing all this time?
I've worked / I've been working from home while the offices are being redecorated.

I've phoned / I've been phoning your office about 20 times this week, but you’re never in.

It’s very encouraging how the staff have got / have been getting to grips with the new system. I'm sure they’ll all be

proficient in a couple of months.

Cleft sentences

m Cleft sentences are a way of adding emphasis to
what we want to say.

m These are some ways of forming cleft sentences:
They advertised on television. = What they did was
advertise on television.

I'd love a job in sales. = What I'd love is a job in
sales.

I don’t understand the theory. = It’s the theory that
Idon’t understand.

I was persuaded to buy it by the discount. = It was
the discount that persnaded me to buy it.

It just needs time. = All it needs is time.

She definitely doesn't need her workload increased.
— The last thing she needs is her workload
increased.

Change these sentences to cleft sentences, starting
with the words given.

1 The CRM system had a positive effect on sales.
What had ...4.posgitive effect on sales was the

2 They outsourced their production to Indonesia.
What they did ...
3 They sold paper products.
What ...
4 The problem is the time it takes.
It's: ...
5 Our biggest problem is Internet fraud.
s ...
6 He does nothing but complain.
Al
7 This shop only sells paint.
All ...
8 Ireally don’t want your advice.
The last thing ...

Grammar workshop 3
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Forecasts and results

Getting started

Discuss these questions in small groups.

1 How can each of these help companies to make sales forecasts?

computer projections

predictions about interest rates

reports from sales teams

intuition

the political situation

the success of competitors’ products

past experience

the marketing budget

2 Which factors, in addition to the sales forecast, will help the
finance team produce a profit forecast?

NG WA W

Forecasting sales

Listening

You will hear five different people talk about how they
contribute to their companies’ sales forecasts and why the
forecasts turned out to be inaccurate,

2 2 Look at the events in the ‘Reason for inaccuracy’
box. Listen again. Which reason does each person
mention as to why the forecast was inaccurate?
Complete the second column of the table.

221 Listen and look at the elements listed in Getting
started above. Which of them does each person
contribute to the sales forecast? Complete the first

Reason for inaccura
column of the table. i

a There was a shift in fashion.
Contribution Reason for inaccuracy b We were affected by a press report.
[ Olivia ¢ There was an unexpected disaster.
d There was a lapse in quality control.

Jaime i
e Our advertising was poor.
Gary f Our publicity was more effective than we expected.
| Sylvie g There was a change in government policy.
Kesipen h We experienced a shortage of qualified staff.

Forecasts and results



Vocabulary 1

Match these phrasal verbs and expressions (1-7) from
the listening exercise with their definitions (a—g). If
necessary, look at the transcript for track 22.

1 catchon a approach (a task/problem)

2 up-and-coming b be successful/profitable

3 fall short of ¢ become fashionable/popular

4 talk someoneinto d fail to reach a target

5 pay off e persuade someone

6 go about f refuse/reject

7 turn down g successful, likely to be successful

Talking point

Work in groups of three. Your company has sent you to
a seminar on predicting business trends. The speaker at
the seminar has asked you to work in small groups and
discuss how businesses can improve their sales
forecasts. Work together and decide:

e what things can make sales forecasts inaccurate
e what problems can arise from inaccurate sales forecasts

e what general advice you can give for companies to
improve their predictions

You can include ideas you heard during the listening
exercise if you wish.

Reading

1 Work in small groups. Discuss whether you agree or
disagree with the following statements (and give
reasons why).

1 “Business people find it difficult to make pessimistic
forecasts.

2 ‘Making business forecasts should be a group activity,
not the responsibility of a particular individual in the
organisation.’

3 ‘Computers are better than people at forecasting sales.

4 “The main problem with making forecasts is predicting
what your competitors will do.

2 Scan the article below to locate opinions about the
four points you have just discussed. What is said
about each of them?

FORECASTING DISASTER

ave you imagined some of the ways
H_\'nur company might go bust? Not
likely. Most companies create forecasts that
reflect rising sales, docile competitors, happ)‘
customers. “It's emotionally difficult for

Ertel at (]lnbal Busmess Netw ork (('Bl\'

damages morale as well as the stoc L price.

Creating rainy-day scenarios and
knowing when toimplement themis a
rare but essential competency in

unpredictable tin n the pastsix

months, compaz s that never expected an
een wrecked by
economic tremors. 2 ... While even the
best economists can’t spot turning points
in the country’s economic direction,
forecasting experts do ha\e advice that edn
help produce clearer v iews in cloudyt umt‘
and backup plans fgrdea ﬂmg w lth e
unexpected twists. 4 R
s However, Joh
chairman of Technology Futtires
itis useful to bring together people from
various departments who think about the

i identified five different approaches to,
thinking about the [u
see the future asalo
past. Pattern Ang
people to do negative scenarios,” says Chris

i depend on their subconscious mi
i useful insights. “You want all fived
i peopleinvolved in your for

i futurein different ways. His company has

unchers seek a high degree of flexibility

i and responsiveness, and Intuitors gatheras
i much information as they can and then

d for

cause that produces muc

1man forecasts every month,” says

i Jeremy Wise, a senior forecast analyst at
i Callaway Golf. °5...... If they’re not, Wise

ypes of

s to know why. But when in doubt, he
ys the human forecast, derived froma
road cross-section of employees in sales,
production, and finance, wins.
Scenario-planning is different from
traditional forecasting.6....... The goalisa
number of stories and scenarios, along
with a sense of their relative likelihood,
that can help a company be more flexible
and resilient when it encounters
challenging situations.
“The challenge of getting peopletodo
negative scenarios,’ says:El:;el of GBN, “i

ake umertamty
go away,” t “But you can
certainly improve your warnmg systems
and your ability to deal with it.”

From Darwin Magazine

Forecasts and results
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3 Choose the best sentence (A-H) for each gap in the text on page 65. There is one sentence you will not need.

= >

how they would react.

T OTmOgOn

can’t possibly meet.

Vocabulary 2

This has led to sweeping changes in the way businesses operate.
It’s designed to get groups to imagine dramatic discontinuities and tell stories about Task tip

When you have finished the

Most companies have relatively narrow forecasting teams, if they have them at all. task, read the whole text
The numbers have got to be in sync with each other. again with the sentences
They then try to understand their objectives. you put in the gaps. Does it
They’ve announced earnings shortfalls, layoffs, and reorganisations. read logically? If not, think
When you get managers together, they look for the axe first.

The result is that companies continue to operate on optimistic projections that they

again!

Find words or phrases in the text which mean the following.

go bankrupt
share price

redundancies

nm o W N =

Speaking

6 typical sample
7 sudden changes in business trends

lower-than-expected profits 8 able to recover quickly

9 encourages

correspond with each other 10 economies, reductions

You have been asked to give a short presentation to students visiting your company from

a local business school.

1 Work in pairs. Prepare a short presentation on one of these topics:

Task tip

e Structure your talk by
introducing your points

Finance: How to prepare a sales forecast with firstly, secondly,
Finance: The importance of accurate sales forecasts for managing a company

finally.
* Conclude your talk by

2 Change partners and take turns to give your presentation to another student. saying In conclusion, ...
* Instead of repeating
important several times,
Useful language vary your vocabulary by
; y ; i a3 using alternatives from
It's panfgulaff,v useful / absofqtgly essent:a! / vital + infinitive the Useful language
It's of prime importance to + infinitive box.
Accurate sales forecasts are essential/vital/crucial/critical/key because ...
Grammar workshop

Conditional sentences

1 Read paragraph 3 of the article Forecasting disaster again. Work in small groups and match each of these types of
forecaster (1-5) with the statements made by each one (a—e).

1 Extrapolators a

2 Pattern analysts b

Forecasts and results

‘According to my sources, Paltech, the American producer, are thinking of breaking into the
European market, and I think they’re chasing our business. Unfortunately, I don’t have
information about what their strategy will be, but if they were to starta joint venture with

A ’s, it could seriou fect our mark !
‘I think that there are a series of circumstances which could reduce our sales: new products from
our rivals, a change in interest rates, the political situation overseas and a change of government
at home. We have to have strategies in place to react to all these possibilities. I mean, as things
turned out, if we’d planned for a rise in property prices last year, we could have almost doubled
our turnover.”’




Goal analvsts ¢ ‘lf you look at sales for the last three years, you’ll see they have risen by an average of 10%. If

ontinues, ne

ear we'll be looking at sales in excess of three million euros.

Counter punchers  d “There are a whole range of factors to take into consideration and it’s almost impossible to reach
an accurate figure just by analysing them. I would guess, though, that the key factor will be the
emerging markets in South America, which will have an extremely positive effect on oor sales in
the next five years. [ mean, if in the last five years we’d been cautious about emerging markets in
Asia, we’d have missed a major opportunity.

Intuitors e ‘When we introduced the RD10 in 1995, it had sales of 50,000 units by the end of its first year.
The RD20, which we launched in 2001, had sales of 55,000 after one year. I know circumstances

are rather different now, but if we followed a similar strategy for the RD30, by my estimate we’d
be selling in the region of 50-55.000 units by the end of next year.

Study the underlined conditional sentences in the statementsabove.  [alking point

Which refer to past time and which refer to present/future time?

Discuss these questions in small groups.

Which combination of tenses are used in conditional sentences which

talk about the past?

Which combination of tenses are used in conditional sentences which

talk about the present or future?

© page 80 (Conditional sentences)

Reporting results

Vocabulary

1

Complete the accounts of Presto
Bearings, a company which supplies
machine parts, using the words/phrases
in the box.

debtors  dividends  equipment
equity liabilities tess  pre-tax profits
profit and loss for the period  turnover

Find words in the accounts on the right
which mean the following.

Buildings and land used by a company
Loss of value of an agset such as machinery
over a number of years

Money borrowed from a bank

Part of a company’s profit which is not
distributed to shareholders as dividends
Things betonging to a company which
have a value

Supply of components or raw materials
kept by a company to be used in
manufacturing their products

The vailue a company has in addition to the
value of its assets, e.g. from its reputation

1 Which type of forecaster do you think
you are / would be? Why?

2 Which type of forecaster would you pay
moest attention to if it was your
responsibility to make the final sales

forecast?
Profit and 1 /095 _account Balance sheet
€m €m

D (sales) 840 Cash in bank 140
Cost of sales (360) Stock 22
Depreciation (110) T, 55
Operating cost (100) Total current
Operating profit 270 assets 217
Interest payable (35) Premises 2,450
I 235 Bt 480
Tax 58 Total fixed
Profit after tax /net assets 2,930
profit V727 Goodwill 320
4. (100) Total assets 3,467
L —— 77 Creditors (27)
Retained earnings 89 Overdraft (420)
Shareholders’6 .......... 166 Total current

8 e (447)

Total assets

less liabilities 3,020

Talking point

Discuss the following questions in small groups.

1 What should companies take inte account when deciding what
dividend to pay shareholders?

2 What can companies do to reduce their tax liability?

3 Why is goodwill such an important asset?

Forecasts and results
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Financing the arts

Getting started

Discuss these questions in small groups.

1 Which of these arts have to be subsidised in your country in order to survive?
» classical/traditional music e pop/rock music e theatre e cinema ® painting e dance
2 Do you think artistic activities should be subsidised, or should they be subject to the laws of the market place?
Why? / Why not?

The theatre business

Listening

The marketing director of Continental Bank, a large international bank with its head offices in London, has asked
the marketing team to investigate the possibility of financing an arts activity, such as a theatre production.

You will hear Philip Franks, an actor and theatre director, talking about the theatre business in Britain.

1

Before you listen, match each item of theatre vocabulary (1-6) with its definition (a—f).

1 cast a furniture and other scenery used in a play to make it seem realistic

2 choreographer b objects used by actors during plays

3 set ¢ person who plans the movements dancers make

4 costume d the actors in a film, play or show

S props (properties) e clothes worn by an actor

6 repertory house f theatre where one company of actors performs a number of different plays

Financing the arts



232 Listen to Philip Franks and choose the best answer,

6

A, B or C, to each of these questions.

Task tip

Take some time before you listen to read each of the
questions and underline the key words.

In what way is the theatre business different from other

types of commercial activity?

A It needn’t be a product that people want.

B It’s not subject to the same criteria for success.

C It needn’t make a profit.

What is mentioned as a good way of guaranteeing

commercial success?

A having a well-known actor or actress in the cast

B having a small cast

C having a well-informed audience

How can you reduce the risks involved in putting on a

new play?

A by choosing the theatre carefully

B by restricting the length and size of the production

C Dby keeping actors” salaries low

What, according to Philip, are ‘running props’?

A the length of time the play runs

B things which must be replaced with each
performance

C the costs of lighting and heating the theatre

What is the main danger of firing actors you’ve hired?

A They may take you to court.

B The cast may go on strike.

C They may refuse to work with you in future.

How might ‘angels’ help finance a production?

A by providing a theatre which belongs to them

B by guaranteeing a loan from a merchant bank

C by putting their own money into the production

Why is theatre production so risky?

A The majority of productions are unsuccessful.

B It takes a long time for a play to break even.

C It is almost impossible to keep a production within
budget.

Vocabulary

1

Match these words and phrases from the listening
(1-8) with their definitions (a-h). If necessary, look at
the transcript for track 23 at the back of the book.

break down a
running costs \b

cover costs, start to make a profit
money you need to spend regularly
to keep a system or organisation
functioning

group of people who give financial
support to something

a wealthy person who invests
money in new business projects
provide or lend an amount of
money for a particular purpose
separate figures into different parts
so that the details can be
understood

flutter g small bet

break even h take legal action against a person or
organisation

sue C

=9

put up (money)
backers e

angel f

Complete these sentences with the words or
phrases from Exercise 1.

How do the costs ................... 2 | want to see exactly
how the money will be spent.

Electricity and actors” wages are .................. and will
form the main part of our expenditure. ‘

If you're going to put on a commercial production, you
will need some rich .......... e who you will need to
askto .................... the money for the play.

The play will have to run for at least ten weeks in order
W ; otherwise it will run at a loss.

They are liable to .................... you if you don’t honour
the terms of the contract.

Sponsoring the arts

Talking point

Work in pairs or groups of three. As members of
Continental Bank’s marketing team, discuss these
questions.

How can sponsorship promote a company’s image?
What artistic activities are most suitable for this type of
sponsorship?

Are there any risks for the sponsors of arts events?

Financing the arts
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Grammar workshop

Infinitive and verb + —ing

One of your colleagues has found this proposal from a company she worked for previously.

1

1
2

Scan the proposal to find out the following things.

Why the company should sponsor the festival
What sponsorship would involve

2 Put the verbs in brackets into the correct form: infinitive or verb + -ing.

Proposal for Sponsorship of the | Fendara o%.crnational
Wimhborne Theatre Festival

INTRODUCTION
Fendara Intemational has been approached by the organisers of the Wimborne Theatre Festival with a view to our

1 5ponsoring  (sponson the festival next July. The purpose of this proposalis 2 .................... (examine) the benefits and
feasibility of 3 ...........c.cc.. (do) so.

BENEFITS
The Wimborne Theatre Festival is a high-profile event dedicated to 4 .................... (promote) the work of promising young
writers and actors. It attracts a wide range of audiences from all over the region, while the national mediatend5 .................
(give) it wide and favourable coverage. By 6 .................... (back) the festival, we will improve our image as a company which

participates in the local community and gives opportunities to talented and creative young people.

COSTS

e TR, (sponson the festival would be relatively economical. The festival organisers have budgeted for costs of
approximately £30,000. These costs include 8 .................... (hire) the theatre, actors’ wages, publicity and miscellaneous
running costs. A breakdown of their projected income reveals that they expect® ... (receive) approximately £15,000
from ticket sales and £5,000 from advertising. 10 .................... (cover) the deficit, they would therefore require us to invest a
total of £10,000.

SPONSORSHIP PUBLICITY

In return for our investment, Wimborme Theatre Festival would undertake 11 .................... (include) our name and logo on all
their publicity material and theatre programmes. Our logo would also appear at locations 12 ................... (be agreed) in the
theatre itself.

CONCLUSION
| recommend that we should agree 13 .................... (fund) this festival because it represents a relatively low-cost opportunity
14 ... (enhance) ourimage both locally and nationally. What is more, it is possible 15 .................... (offset) our

sponsorship against tax, and it therefore represents a relatively economical marketing activity.

N R W - )

Check your answers in the key at the back of the book. Then work with a partner and find the following.

four examples of a verb + -ing following a preposition

one example of a verb + -ing as the subject of the sentence

one example of a verb + —ing following another verb

four examples of a verb + infinitive

two examples of the infinitive used to express purpose

one example of a noun + infinitive

one example of the infinitive used to express something which will happen in the future

e page 80 (Infinitive and verb + -ing)

Financing the arts




24

Listening

You will hear an interview with Paul Keene, an expert on
arts sponsorship, who talks about corporate sponsorship of
arts events.

Listen and choose the best answer, A, B or C, for these
questions.

1

What, according to Paul, is the main advantage of arts

sponsorship for large companies?

A They have parts of buildings named after them.

B They improve their reputation.

C They reach a wider audience,

Why, according to Paul, do companies sponsor operas?

A Members of the board enjoy them.

B 1Itis good for brand image.

C They hope it will boost their share values.

What recent development has encouraged greater

corporate sponsorship in Europe?

A lower government funding for the arts

B changes in tax rules

C more aggressive fund-raising

Companies nowadays are more interested in sponsoring

A art exhibitions.

B classical music concerts.

C theatre.

The main reason large arts organisations tend to attract

more sponsorship is because

A they are situated in the capital city.

B they are more widely known.

C they employ more people to obtain finance for their
activities,

What, according to Paul, is the main advantage of arts

sponsorship for smaller businesses?

A It improves their image in their local communities.

B It ensures better treatment by local authorities.

C It promotes staff loyalty.

According to Paul, an organisation needing sponsorship

should approach businesses with

A a brief statement of their aims and financial
requirements.

B a folder containing high-quality publicity material.

C a personal letter from their chief executive.

Paul says organisations should sponsor events which

A fit their corporate image.

B attract large numbers of peaple.

C attract good press reviews.

Role-play

You are going to hold a meeting to discuss sponsoring a
series of modern-art exhibitions.

1

Work in pairs or groups of three. Each pair/group
should choose Role A or Role B.

Role A: You are the Marketing Team at Continental
Bank. Turn to page 118.

Role B: You are the Exhibition Organisers at the Tate
Modern gallery. Turn to page 119.

Study your role carefully and work together for about
ten minutes to prepare for the meeting.

When you are ready, hold a meeting with students
who have chosen the other role. One of the students
who chose Role A should act as chair.

Tate Modern

Writing

1

Work in pairs. Read the following writing task and
discuss what information and ideas you could use.

Your CEO is interested in using sponsorship as a way

of promoting your company and its products. He has
asked you to make a recommendation about how this
can be done. He would be interested in sponsoring |
either an arts or a sports event.

Write a proposal for the CEO including the following
information:

® the type of activities which might be suitable

* the benefits of this type of sponsorship for your
company

¢ the costs involved

* your recommendation.

2 Write your proposal. Use the proposals on pages 37

and 70 as models.

Financing the arts
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Late payers

Getting started

Copyright 2002 by Randy Glasbergen.
www.glasbergen.com

Discuss these guestions in small groups.

1 Why do you think some companies are
habitual late payers?

2 What are the effects on a business of
customers who are late paying their

invoices?

3 If a business pays its suppliers late, how
does this affect the business

relationship?

4 How can suppliers deal with late

payers?

GLASBE RGEN—

“There's an error in my bill. You accidentally sent it to
someone who has no money.”

Late payers and small businesses

Vocabulary

Match these words and phrases (1-11) with their definitions (a-k).

1 bank charges
2 bookkeeping

cash

credit limit

credit worthiness
debtor

(=20 E 4 B = O ]

~

factoring
outgoings
9 overdraft

o]

10 overtrading
11 shortfall

Late payers

a
b

f=nille i} - M o0

—

calculation of someone’s ability to pay back money which they have borrowed
amount of money that a bank customer with an account is temporarily allowed

to owe the bank

amount which is less than the level that was expected or needed

amounts of money that regularly have to be spent

money which is immediately available

operating a business while not having enough money to pay creditors and
employees

someone who owes money

sums of money paid by a customer for a bank’s services

system of buying debts for less than they are worth and then obtaining payment for
them from the debtors

the job of keeping a record of the money that has been spent or received by a business
the maximum amount of money a bank will allow you to borrow



Reading

i

Work in pairs. Each pair should read Text A, Text B or

Text C. Work together and make sure you understand
the main polnts of your text.

Form groups of three with students who have read
the other texts. Explain the main points of your text
to your partners.

When you have finished, check together what the
texts say in answer to the questions in Getting
started.

Text A

The impact of late payments on small husinesses

1 Late payment continually features in the list of top
constraints on business, and the problem is on the increase.
If you are on the receiving end of late payment, it cannot
only have a significant impact on your cashflow, leading to
unauthorised overdrafts and punitive bank charges, but it
can also eat into your precious time and cause undue stress.

2 But what if you regularly make a habit of paying late? What

are the impacts on your business? Research shows that more
than one in ten (13%) of all businesses that have

4 Find words or phrases In the three texts with these
meanings.

things which limit your freedom of action (text A)
without official permission (text A)

charges which are used to punish someone (text A)

to a level which is more than is necessary or reasonable
(text A)

in advance (text A)

late (text B)

organised (text B)

reasons for something bad (text C)

L R
RINT
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experienced late payment wouid never do business with that
customer again. Furthermore, 17 % would only do repeat
business if they were to receive cash upfront and a further i
2% would have less trust in the late payer in the future. A i
staggering 52 % do nothing — not out of choice but because i
the clients’ business is too big and important for them. The
message is clear — if you are paying your suppliers late, you
stand a very good chance of losing their supplies.

4p

Text B

What can you do if you are
suffering from late payment?

1 Make sure that you have a process for checking the credit
worthiness of new and existing customers. A simple and
cheap solution is to use a credit-checking service which, for a
small fee, will enable you to assess the financial standing of
your customers.

2 Set credit limits for your customers.

3 Have effective processes in place for sending out invoices and
monitoring payment from your debtors. In fact, around a
third of small businesses only look at their overdue debtors
every month. A simple and cost-effective way to put your
finances in order is to automate your bookkeeping.

4 Work out what would happen to your cashflow and overdraft
if your customers were to pay you late — could your business
afford it? Keep your bank informed, as they may be able to
help, either by providing an overdraft or suggesting an
alternative way of financing your debtor, such as factoring.

5 Have sound procedures in place to recover overdue debts.
When you contact your customers, record what has been
agreed — when they will pay and whether you are going to
charge interest. If they fail to pay, consider using a debt-
collection service.

Text C
What should you do if

you are a late payer?

1 Paying late generally arises from either jack of |

cash or poorly managed finances. If you are %
. having difficulties with financial management,  :
’ talk to your accountant. /
2 1f you do not have the money, then youneedto | |
: lock at the root causes as to why you do not
9 have the cash. These might be:

— suffering from late payment yourself

¥4 — falling order book. You need to look at how
Wi you can reduce your outgoings.

— suffering from overtrading. If your business
is experiencing rapid growth, then you may
not be abie to generate cash quick!y enough
to pay your bills. Talk to your bank, as they
may be able to provide overdraft financing.

3 Talk to your suppliers. If you cannot pay, give

your suppliers a realistic time when you will be
able to pay.

o 4 Ensure you have budgets and forecasts in
v place, as these will show you in advance when
you may run out of cash. Contact your bank A
il early to seek funding to cover your cash v
shortfall.

All texts from http://www.clearlybusiness.com

Late payers 73
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Letter to a late payer

Talking point Listening 1

Discuss these questions in
small groups.

1 How should you deal with
late payers?
e by telephone
e by email
e Dby letter

e through a lawyer
2 When should you do so?

Kaiiv Naraqan

You will hear Astrid Kloof, a credit controller, talking to
her opposite number in another company.

21 Listen to the conversation and complete her notes
below with up to three words in each gap.

THOLEOOLLHG dRAL LS OGN S &

- Reagon for noanameon'h 1

3¢ a regult:

haven't Paid — ha¢ 2

¢ immediately a payment - Informed him we have asked for an extengion of 3 oo,
becomes overdue = Hi¢ company ha reached T I )
after a few days - lg conding_ written commitment L today.
after a month or two - Will pay within 6 .................

2 Discuss these questions in small groups.

1 How effective do you think a phone call like this is?
2 If Rajiv doesn’t pay, what should be the next step?

Grammar workshop

Complex sentences

1 Complete the letter on the right using the words
or phrases from the box below.

accerdingte andthat as

asaconsequence butalso  however
notonly since  which  with whom

2 Join the sentences below using the words given
in brackets.

1 The bank has agreed to extend our overdraft for
another month. They normally handle our
transactions. (which)

2 Tregret to inform you that we keep a list of late
payers. We share this information with other
suppliers. (not only / but also)

3 We may have to put this matter in the hands of our
lawyer. We would regret having to do this. (which)

4 We shall not be supplying you with any further
goods. | informed you about this in my previous
letter. (as)

5 We should set a credit limit of £5,000. My
accountant tells me this. (according to)

© page 81 (Complex sentences)

Late payers

Dear Mr Narayan,
I am writing to remind you that payment on our invoice no. 472/f for the

amount of £3,760 is still outstanding.

ago. you explained to me that your company was itself suffering from
cashflow problems and awaiting payments from some of your suppliers.

B . you assured me that you expected payment shortly.
& would mean that you would be in a position to settle your

account with Prudhomme Ltd by the end of the month at the latest.

Unfortunately, that deadline has now passed. and your failure to pay is
beginning to cause our company serious problems. 4................
lindicated during our telephone conversation, the costs to us of your non-
payment have included taking out an overdraft, with the resulting bank
chargesand interest.5............... . Thave no choice but to inform you
tharty. /00007 do we expect prompt payment of the invoice,

e you will have to pay interest of 3% per month on all unpaid debts
with our company until the invoice is paid.

I deeply regret having to write to you in thisway, 8 ................. .until
now, you have always been a valued customer 9 ................. weenjoyed a
mutually profitable working relationship. I sincerely hope that this
temporary unpleasantness can beresolved 10 ................. We can return

to normal business dealings shortly. Until such time, I regret to inform
you that we are unable to supply you with any further goods.

Yours sincerely,

Astrid Kloof

Astrid Kloof
CREDIT CONTROLLER




Vocabulary

The underlined words and phrases in the letter are
formal expressions. Match them with the following,
more informal meanings.
1 able in.a position_ .
2 amVerysorry e e
3 awkward problem = e
good forbothofus
more e e S

4
5
6 pay what you owe to
7
8
9

promised
quickk =000 sessseowsarmeses
gaid @ smmeeasw
10 soon
Ianpaid @ = === scsssacnaesss
12 waitingfor L

Listening 2

You will hear William Brook-Hart talking about late payers

at Gifford Engineering Consultancy.

3/ Listen and complete these notes by writing up to three
words in each gap.

PHLLOLOLAGS PVLHLOHLOS SHAD @
* Concentration on late payers in order o reduce
problems with 1 .................
o Cuystomers contacted and told t0 Z ..................

e Other methods used when theyhave3d ...
for late settiement of debts

* The people who remind late payers are members of

thed ...

* Some companies have 5 ............... for withholdi
payment, eg becouse not 6 .................. yob Gifford
has done

Speaking

Your manager has asked you to give a short talk (of about
one minute) to the finance department of your company on
one of these two subjects:

1 How to deal with late payers
2 How to avoid taking on clients who are late payers

1 Work with a partner. Choose one of the subjects and
together prepare what you are going to say.

2 Change partners and give your talk to someone who
has prepared the other subject.

Writing
Work in pairs.

1 Study Astrid’s letter on the opposite page again. In
which paragraph does she:

state the reason for writing?

refer to a previous phone call?

outline Rajiv’s excuses and promises?

explain how Rajiv has broken his promises?
explain the consequences for Prudhomme Ltd?
explain the consequences for Rajiv’s company?
express the wish to continue working with Rajiv’s
company?

NG R W

2 Study the following writing task. Discuss which of the
points in Exercise 1 you could make in this letter and
what details you will have to invent.

You work for a company which produces ready-
prepared food for restaurants. On several occasions
recently, one of your main customers has been late in
settling their account. This has caused your company
cashflow and other problems. Write a letter to the
customer:

e complaining about the late payment
e explaining the consequences for your business
¢ saying what you will do if payment is not made.

3 Make a brief plan for the letter in note form.
4 Work alone and write the letter.

Late payers
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Negotiating a lease
]

Getting started

1 Work in pairs. Discuss one of these questions. Take
notes.

What would it be useful to know and how can you prepare
before negotiating:

e your salary at a job interview?

a lease on office space for your company?

a sales target for your team with the sales manager?
a production target for your factory with the CEQ?
a sales agreement with a customer?

N

Work in groups of three with people who chose other
questions. Give one another a brief presentation of
what you discussed and decided.

Hard bargaining

Listening

You will hear five people on a training course talking about
their experiences of negotiating business agreements.

4/ Listen and complete the table to show:

® which type of negotiation each of them mentions
¢ what problem arose during the negotiation.

Choose your answers from the boxes below.

Type of negotiation

terms of a joint venture

a distribution agreement

a discount on a purchase

a service agreement

terms of payment for a purchase
method and frequency of deliveries
a leasing agreement

penalty clauses in a contract

I B Mo e

76 Negotiating a lease
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Type of negotiation

Vasili !

Melinda

Glenn

e —— | : m——

Carla

Naomi

e _— l

Problem

They were unwilling to commit to a delivery date.
They had to consult with head office.

They were in too much of a hurry.

They were too inflexible.

They were not ready to sign an agreement.

They did not state their terms clearly.

They did not understand our situation.

They set their demands too high.

SEEY 2 R e



Vocabulary

Match these words and phrases from the listening (1-8) with their definitions (a-h). If necessary, check with the
transcript for track 4 at the back of the book.

an agreement in a negotiation in which the people involved reduce their demands or change

a situation in which agreement in a negotiation cannot be reached because neither side will
negotiation which requires bargaining and each side reducing their demands

something which controls what you do by keeping you within particular limits
something which someone else wants that you are willing to lose in order to reach an agreement

What sort of things do you have to negotiate / have you had to negotiate? (If you don’t work, these could be, for example,

1 compromise —~_- 2
their position in order to agree
2 the bottom line b apoint in a discussion on which it is not possible to reach an agreement
3 sticking point c
change its demands or accept any of the demands of the other side
4 deadlock d
5 bargaining point e power to influence people and get the results you want
6 horse-trading f
7 constraints g
8 leverage h the lowest amount acceptable in a negotiation
Talking point
Discuss these questions in groups of three.
1
the rent of a flat, something at the place where you study, or an arrangement with your family.)
2 What problems tend to arise during these negotiations? Give examples.
3 What advice would you give to people who are new to negotiating?

Leasing office space

Reading

|

Discuss this question in pairs.

What issues should a company consider before negotiating
to lease office space (e.g. length of lease)?

Negotiating your office lease

Your lease of office space will have a large 1 ../Mpact
on the future of your business. While you will need
somethingthat 2 .......... your current needs, keep the future of
your businessin3 .......... aswell. Take 4 ......... of your present
requirements and your plans for the future.

Think about the 5 .......... of your lease. Do you want to
6 .......... in stability of location and possibly price by
negotiating a long-term lease? Or do you need the flexibility
to move to a bigger, better location? How much of a(n)
7, to your business would a future change in location
cause’! Thinking about your business plans for the future, is
there any time that would be better or worse for your lease to
- e up for renegotiation?

2 Read the following legal advice about leasing office
space. How does the advice compare with the issues
you suggested in Exercise 1?

Make sure you know exactly what you are leasing. You
will want to measure the office space for yourself to make sure
you have envisioned it accurately. What kind of parking is
there and how much of it is included? Who will be
responsible for the costs of repairs or renovations? What, if

any,arethe9.......... on your use of the property?
Whenic10.......... to renewals, you want to avoid any
terms that give the landlord 11 .......... ability to increase your

rent. If your business becomes very successful and would suffer
from a change of location, the landlord will have a lot of

| P to raise your rent at renewal time. Instead, try to
negotiate a formula for increases upfront. This will give you
added stability and predictability.

3

Complete the advice above using the words in
the box.

come
meets

From http://www.alllaw.com

comes
mind

et

restrictions

interruption
stock

leverage lock
term unlimited

Negotiating a lease
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Listening

You will hear part of a conversation in which the company
secretary and the regional director of an insurance
company are discussing a prospective landlord’s
conditions for leasing office space in Warsaw.

5/ Listen and complete the regional director’s notes with

up to three words in each gap.

PHLOLELHOL GG FLLBL GBS B QD @ )

Landlord’s conditions:
o gix montihs'rent as T ol

e mochange of Z ..o without Landlord’s
written permission

o annual revision of rent in Line with

+ lenseholder must pay cost of 4 .o,

o terms of lemse 5 oo, after five years
* option tolease & ... bemeath buiidiﬂa
Grammar workshop

Conditional sentences: alternatives to if

5:1 Listen to the conversation again and complete these
extracts with one word for each gap.

1 o we offered them two months and settled for
three, do you think they’'d accept that?’

2 “...we’ll have to keep to the same commercial activity

... we obtain the owner’s approval in writing.

3 ‘I mean, we’re an insurance company, and .......... ........
.......... we continue to be an insurance company, we
won’t have anything to worry about.

4 “We’ll need a thorough survey, and we can only agree to
this .......... we're given a fairly long lease.’

5 ‘Infact,I'd only take the lease .......... ..c.c.cc. v we
had a ten-year agreement.

2 Complete these sentences in any way you like.
Supposing that our competitors lowered their prices.

2 Imagine............. . How would you react?

3 We’ll give you a five-year guarantee on condition that
; . as long as you sign a four-year contract.

We 1l pay you a 10% bonus on condition that

L% B

e page 99 (Variations on conditionals)

Negotiating a lease

We can use other phrases instead of if when
forming conditional sentences.
* Typically in questions:
- suppose / supposing (that)
Suppose we offer you an increase of 3%.
Will you sign a productivity deal?
- imagine (that)
Imagine that the inflation rate goes up.
How will that affect productivity?
® Making the condition more emphatic:
- provided / providing (that)
We’ll give you a discount providing that it
doesn’t affect our profit margins.
as long as
We'll buy your goods as long as you
guarantee to deliver them at the times we
specify.
on condition that / on the one condition
that
We'll buy the machines at that price on the
one condition that you install them free of
charge.

® Unless means ‘if not’ or ‘except if”:
We won’t supply you with goods unless you
pay for them upfront (i.e. if you don’t pay for
them upfront / except if you pay for them
upfront.)




part of the negotiation? Choose from the list on the right (a-o).
1 meeting and small talk a [think that’s too high. That wouldn’t give us enough profit. How '

2 agreeing an agenda about ...2

3 stating and finding out positions b I'd be happy with that. What about you?

4 bargaining ¢ [D'vedrawn up a rough agenda for discussions. Is there anything you'd

5

6

7

clarifying positions like to add?

reaching agi d Let’s see if I've got this straight. You want us to pay £500 upfront and the

' rest in a month’s time.

e Now, let’s see what we’ve got to discuss. I jotted down a few things here.
What about you?

f Good to see you again. Did you have a good trip?

g OK. Solet’s just go over the points of our agreement again.

h Perhaps we’d better get down to business. Would you like to state your
requirements first?

i So,let’s see. What have we agreed?

j So, the first thing we have on our list is the price. We want £60 per unit.
How do you feel about this?

k So, what you're saying is an increase in rent for this year, but nothing
next year. Am I right?

1 How was your summer?

m Suppose we paid the price you're asking. Would you be prepared to give

us a discount if we place an order of more than 1,000 units?

We’ll give you that increase, as long as it’s part of a two-year agreement.

Well, it’s not ideal, but I think we could do it.

Role-play
1 Work in pairs. Here are some typical stages in a negotiation (1-7). Which phrases might you use in each
3

[=l=]

Add one more phrase or sentence of your own to each stage.

w N

You need to negotiate an agreement for leasing office space in the
centre of Warsaw. You should work in negotiating teams of two or
three and take the roles of either landlords or leasers.

Landlords: Turn to page 119.
Leasers:  Turn to page 120.

Read your role card and spend some time preparing.

4 When you are ready, work with another team and negotiate the
leasing agreement. Go through the seven stages outlined in
Exercise 1.

Writing
1 Write an email to your colleagues (business partners or fellow

managers) summarising what you agreed in your negotiations. You
can start your email:

Dear colleagues,
1 am writing to inform you about the results of ...

2 Compare your email with other teams’ emails. Decide who got the
best deal.

Negotiatingalease 79



Conditional sentences

by - _

m first conditional: If + present tense, future tense /
modal verb (can, might, should, must, etc.)
If the Central Bank raises interest rates, that will
affect the exchange rate.
The first conditional is used to talk about real,
possible or likely events, in present or future time.
m Unless means ‘if not’
Our sales may fall unless we develop some new '
products. (= ... if we don’t develop some new I
products.) |
m second conditional: If + past simple/continuous, |
would/could/might + infinitive |
If we had a fire in one of our factories, we would !
almost certainly have difficulty meeting our orders, ‘
and this could adversely affect our market share.
The second conditional is used to talk about
imaginary, hypothetical or less likely events, in
present or future time.
m third conditional: If + past perfect simple/
continuous, would/could/might have + past
participle
If we had paid attention to our computer forecasts,
we would not have had such a large production
shortfall this year.
The third conditional is used to talk about things
which did not happen in the past.

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

1 If, as seems likely, our competitors ./8U1ch. (launch) an
updated version, we .................... (almost certainly lose)
market share.

2 It's never happened before, so I don’t think this is very
probable, but if the prices of our raw materials

e (§0) dOWR, We ................... (b€) able to
reduce prices for our customers.
3 Ifwe............. (¢not run) such a disastrous
advertising campaign last year, we ....................

(might/meet) our sales targets - but we didn’t.

4 You know, it doesn’t necessarily follow that if our
turnover .................... (increase), our profits ...................
(rise) as well.

8 Grammarworkshop 4

5 Ifwe............ (be) more successful breaking into

the Far Eastern market, we .................... (could/make)
record profits last year.

6 It’s almost impossible to recruit trained staff, but if we

Infinitive and verb + —ing

vevereree e (CATL) TECTUit them, the company
wnnenneeenene (D€) far more efficient than it is.

' m Infinitives are used:

® {0 express purpose:

The purpose of this proposal is to examine the
feasibility of sponsoring an arts festival.

They sold the land to finance the building of a
new factory.

® after adjectives:

The New Theatre have indicated that they would
be delighted to accept our sponsorship.

® after too and enough:

It’s too far in the future to decide yet.
The offer is not high enough for us to accept.

* in a formal way, after the verb to be, to say
something will happen in the future:
Volkswagen are to open a new factory in
Romania next month.

* after certain verbs, including afford, agree, aim,
appear, arrange, ask, attempt, choose, dare,
decide, demand, deserve, expect, fail, happen,
help, hesitate, hope, intend, learn, manage,
mean, neglect, offer, plan, prepare, pretend,
promise, prove, refuse, seem, tend, threaten,
volunteer, wait, want, wish:

Don't hesitate to contact me if you require
assistance.

m The verb + —ing form is used:

e after prepositions:
They are looking into expanding their operations
in the Middle East.

® as a subject or object of a sentence:
Financing the arts is an expensive form of
publicity.
They fixed breaking into the Japanese market as
their main objective.



* after certain verbs, including admit, appreciate,
avoid, celebrate, consider, contemplate, delay,
deny, dislike, enjoy, face, fancy, finish, imagine,
involve, keep, mention, mind, miss, postpone,
practise, report, resent, resist, risk, suggest:
They postponed launching their special offer
until after the holiday season.

® after while, after, before and when:

After completing his MBA, he got a job in a
bank.

When implementing a new project, it’s
irnportant to keep to budget.

Complete these sentences using the correct form of the
verbs in brackets (infinitive or verb + ~ing form).

1 .G0iNg (go) into business involves ........... ... (take)
a certain amount of risk.

2 That production method is not cost-effective enough
.................... (continue) with; werisk .................... (g0)
bankrupt unless we modify it.

3 Hewas quick .................... (spot) the mistake in the
accounts, and without even .................... (run) them
through the computer.

B s (discourage) their workers from
.................... (go) on strike, Fendara has been
threatening .................... (close) its Italian operation.

5 Doyou happen.................... (know) if Mr Woodward is
considering .................... (visit) Zurich during his
European trip?

6 Could you arrange..................... (hold) the meeting after
.................... (complete) the proposal?

BX sentences

There are many ways of writing complex sentences.
You can:
® include a relative clause (see Grammar workshop 1
on page 26)
m include a subordinate clause, e.g.:
® a conditional (see page 80)
® a concessive clause
Although the shareholders were against it, they
decided to reinvest most of the profits.
® atime clause
We'll order the goods as soon as we receive your
cheque.
® aclause giving a reason / expressing a
consequence

He failed to gain promotion as he lacked the
financial acumen.
We didn’t meet our sales targets, so we were
forced to lay off a number of staff.
® add a prepositional phrase
Under the new tax regulations, we have to declare
all income paid within the European Union.
m use an infinitive phrase
We'd be happy to supply you with the goods you
require.
He flew to Dubai to see whether he could land a
lucrative construction contract.
B use a participle phrase
They returned all the goods damaged in transit.
He met her working in the accounts department.

Write one complex sentence containing all the
information in the following groups of sentences. Make
any changes to vocabulary you think are necessary.

1

We experienced a shortfall in earnings last year. We lost
one of our most important customers. This customer
started buying from our principal competitor.

.We experienced a shartfall in earnings last year ...
.48 aresult of losing one of our most important .
.customers, who started buying from aur principal .

I’m writing to thank you. You dispatched goods to us
last week. They arrived at our warehouse in record time.
This means that our production is now ahead of schedule.
Martin Peters has decided to leave the company. His
appraisal was not very satisfactory. You may remember
this. Therefore, we will have to start recruiting a
replacement. We must do this as soon as we can.

I was travelling home last night. I came up with a
brilliant solution to our staffing problems. I’'m going to
put this in an informal proposal. The proposal will be
circulated among senior managers.

Tasker Ltd will never manage to reach a productivity
agreement. To reach a productivity agreement they will
have to offer their employees more attractive financial
incentives. The productivity agreement would put them
ahead of the competition.

There’s a shortage of skilled workers. The shortage is in
the chemical industry. It’s because there are insufficient
numbers of young people. They don’t study science
subjects at school.

Redland Electronics have announced record profits.
This is the fourth year running. It is because of their
partnership with Kawasaki Electronics. This is a firm
from Japan.



Getting started

Work in small groups. Say whether you agree or
disagree with these statements.

1 ‘Paying people at the same level in the company at
different rates of pay introduces competitiveness and
raises productivity.

2 ‘Jobinsecurity encourages people to work harder.

‘People want to feel their job is important.’

4 ‘Few people are capable of managing themselves. They
need firm management from above.

5 ‘People need continuous praise and encouragement to
prevent them from slacking off”

6 ‘Peer-group recognition means more to people than
management recognition.

%)

Motivating employees

Reading

1 Skim the article in two or three
minutes. Which of the things in
Getting started do you think
David Sirota would agree with?

2 Read the article again and check your

comprehension by choosing the best answer, A, B, C

or D, for each of these questions.

1 In paragraph 1, what effect of high morale is
mentioned?
A Employees stay with the company longer.
B Employees work harder than their counterparts in
other companies.
C Companies produce better results than their rivals.
D Companies with high morale are more respected.

2 Which of these does Sirota suggest is a good reaction for

a company with financial problems?

A reducing the workforce

B outsourcing to reduce costs

C reducing the rewards packages

D transferring employees to other jobs

82 Workplace atmosphere

Giving employees

what they want:

The returns are huge

avid Sirota, co-author of The Enthusiastic Employee: How
DCampam’es Profit by Giving Workers What They Want, finds
that firms where employee morale is high tend to outperform
competitors. He told us: “People at work have various basic goals.
First, they want to be treated fairly. Employees want to know they
are getting what is normally defined as competitive pay. I I feel
underpaid, there is not much an organisation can do to boost my
morale. Second, employees want a sense of achievement from

How did Toyota motivate workers on assembly lines?

by asking managers to rotate workers

by letting groups of workers make decisions on their
work organisation

by allowing teams to take over the whole process of
production

by rewarding them for achieving their production
targets

How should bonuses be awarded, according to Sirota?

A

B
C
D

They should be decided by people at the same level
in the organisation.

They should be given on a monthly basis.

They should be based on routine work.

They should be awarded as a result of evaluation
from line managers.

What, nowadays, is the typical management-worker
relationship?

A

one where workers have to be cared for by their
managers

one of hostility

one which is purely economic

one of co-operation on equal terms
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work. The key element is to be proud of your job and proud of the work, including the employee-of-the-month one. Organization-
organisation for which you are doing it. The third element is wide awards should be like the Nobel Prize, where peers are
camaraderie. This is also not mentioned much in our field, but it’s involved in the selection of the individuals who receive the award
key — not only in the sense of having a friend, but working well for outstanding achievement, not day-to-day work.
together as a team. 40 “The traditional merit pay systems with an appraisal and pay
And, he says, there are a number of other things companies can increase are quite negative. Workers feel no relation between what
do to boost morale: “First, provide security. Laying off people they do and their pay increase, A reward has to be felt as such.
should be the last resort, not the first thing you do. Some Research has verified a system such as ‘gain sharing), in which a
companies use a ring of defense. If the business is having group of workers judges its performance over time. If productivity
difficulties, they retrain workers or bring work inside from 45 goes up 20% and the workforce increases 10%, then that means
subcontractors. There are 2 number of steps you can take before there is greater efficiency. That result should be shared with the
making people redundant. workers 50% and management 50%. This has a tremendous
“Second, where there are difficulties in getting work done, we impact on productivity and morale.
suggest self-managed teams. Toyota, which has been an incredibly “In the 1980s and 1990s, we had a reaction to particular forms
successful company, is an example. In the 1970s, Toyota wanted to 50 of management. We talk about four kinds: the first one is
know how to enrich the job of assembly workers and thought paternalism, where workers are treated as children. Then there is
about having groups of employees build an entire car. But that adversarial, where workers are the enemy. Then there is
would have been so inefficient. Toyota said instead it could have a transactional, where workers are like ciphers. Management does
team of workers manage part of the assembly line. The team could not know what they are like as individuals. The attitude is, "We paid
look at quality and at what kind of maintenance and support were 55 you, now we are even. We don’t owe you anything’ That's where
needed, and it could decide how to rotate workers. As opposed to most companies have gone today. Loyalty is dead.
the usual top-down management, this approach is tremendously “Ihe fourth is what we have been talking about, which is the
satisfying for workers, and thus reduces the need for bureaucracy partnership organization. It does not mean that because I paid you,
because the people essentially are managing themselves. we are now even. You don’t treat partners that way because you
“Recognition is also important. Employees do not have to be 60 might need them to help you out sometime, and they might need
told that you love them, but you want to be appreciative of good you. It’s more like a relationship between mature adults — not like
work. People need this kind of feedback. A lot of rewards don’t children or enemies, but allies.”

Talking point

Discuss these questions in small groups.

From http://www.knowledge@wharton

David Sirota talks about four types of management-employee
relationship: paternalistic, adversarial, transactional and
partnership. Which:

* is typical of the organisation where you work (or one you
know well)?

¢ would you feel most comfortable with?

* would you find least comfortable?

e is most likely to cause conflict, and which is least
conflictive in your opinion?

Grammar workshop

Reference devices

1 Study these two extracts from the text. What do the underlined words refer to?

1 The third element is camaraderie. This is also not mentioned much in our field, but it’s key — not only in the sense of
having a friend, but working well together as a team.

2 Some companies use a ring of defense. If the business is having difficulties, they retrain workers or bring work inside
from subcontractors.

Workplace atmosphere 83
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2 Work in pairs. Read the text on pages 82-83 again
and say what each of the underlined words or
phrases refers to.

3 Which of the underlined reference devices in the text
is/are:

1 relative pronouns?

2 pronouns referring to something in the previous

sentence?

a verb referring to an action mentioned previously?

4 a pronoun referring to something which occurred in the
past?

5 anoun phrase which refers to a way of doing things
mentioned previously?

6 aword which means ‘in this way’?

7 words and phrases which are reference devices within a
list?

8 a way of avoiding repetition of the same noun in the
same sentence?

9 page 98 (Reference devices)

(9%}

Stress in the workplace

Reading

1 Work in pairs. Study the charts below and discuss
what they show.

Fatal accidents at work in the UK
4001

350 +
300 1
250 1
200 A

150 1

' I i I ! I T !

1990 92 94 96 98

T T 1

T
2000 02 08

Work-related stress in the UK (000s)
500 7

400 A

300 4

200 4

100 4

0

1990 95 98-99 2002-03

Workplace atmosphere

2 Complete this report using the reference devices

from the box.
the following  theformer  the same
themselves  they this

This report summarises trends in fatal workplace
accidents and work-related stress during the period
1990-2003; while 1 .......... fell in Britain from 350 in
1990 to 180 in 2003, the latter rose during 2 ..........
period from 200,000 cases in 1990 to 450,000 in
2003. The most pronounced decrease in accidents
occurred between 1990 and 1995, when only 190
took place. During 3 ... years until 1998, they
underwent a slight increase to reach 205, before
falling to an all-time low of just 160 deaths in 2000.
. ST then rose to 210 in 2001, before decreasing
to 180 in 2003.

Work-related stress, on the other hand, underwent a
constant increase during 5 .......... period and shows no
signs of peaking. The largest increase occurred
between 1995 and 1998-9, when the number of
cases climbed from 260,000 to 420,000.

In conclusion, the two charts show that, while British
workplaces are becoming safer, employees feel
R to be under greater pressure.

e

3 Find words or phrases in the text which mean the
following.

general developments or changes
very noticeable

experienced

small

the lowest it has ever been
reaching its highest point

Sy o W b -

Talking point 1

Discuss these questions in small groups.

1 Are the trends in accidents and stress similar in your
country, do you think?

2 What do you think are the main causes of work-related

stress, and what can employers do to reduce it?
3 How do you think stress affects business performance?

Listening

You will hear a television programme in which an
occupational psychologist, Mariella Kinsky, is interviewed
about work-related stress.

6:1 Listen to the interview and take notes on what she
says in answer to Question 2 in Talking point 1 above.



§ 2 Listen again and check your understanding of the
details by choosing the best answer, A, B or C, for
questions 1-8.

1 Which workers are most likely to suffer from stress?
A shopfloor workers
B non-managerial white-collar workers
C managerial staff
2 According to Mariella, what is the principal problem
doctors have with stress?
A It’s hard to diagnose.
B It’s hard to treat.
C It’s hard to cure.
3 What indicator of stress has been increasing in recent
years?
A staff turnover
B absenteeism
C workplace sabotage
4 According to Mariella, what is the principal cause of the
increase in stress?
A longer hours in the office
B increased management supervision
C increased workloads
5 According to Mariella, which of the following was the
main reason why people suffered less from stress in the
past?
A a friendlier working atmosphere
B a better work-life balance
C stronger unions
6 What contemporary social circumstance has probably
increased stress levels?
A richer lifestyles
B reduced family sizes
C higher expectations
7 According to the speaker, why has stress become
‘respectable’?
A It doesn’t reflect on your ability to do your job.
B It doesn’t show you have a weak character.
C It reflects the importance of the work you do.
8 According to the government, what is the most effective
way for employers to reduce stress?
A Dby offering counselling
B by involving employees in decisions affecting their
working lives
C by organising employees in teams

Talking point 2

Work in small groups. Which of Mariella’s statements
(1-3) do you agree/disagree with? Why?

1 Negative stress comes ... from a perception one has of
lack of control over one’s life.

2 ... work-related stress has become an acceptable, even a
respectable thing to complain about.
3 ... we have more time to worry ...

Writing

A recent survey of managers revealed the following
information.

1 Work in pairs. Study the charts and say what they
show. Are there any statistics which surprise you?

Effects of stress on organisations

Accidents 30%
Lack of creativity [ 1 31%
High staff turnover 31%

Poor customer care 141%
Poor quality 1 154%
Poor judgement 1 ] 54%
Decreased productivity | ] 71%
Increased absenteeism | ] 76%

Annual cost of absenteeism per employee
to small businesses

600 -

\ \
500 - ‘ [ 5 years ago ‘
400 4 M present

€ 300
200 1
100

0 T 1
Less than 100 employees 100-249 employees

2 Your human resources director has asked you to
write a brief report (120-140 words) based on these
statistics. Before you write, study the Useful
language box and discuss with your partner how you
should structure your report.

3 Work alone to write your report.

Useful language

Expressing causes and results

* X causes + noun/pronoun + infinitive:
Excessive stress causes empioyees to make poor
decisions.

* Xleads to/givesrisetoY:
Excessive stress leads to / gives rise to poor decision-
making.

= Y (often) arise(s) as a resuft of X:
Wrong decisions often arise as a result of excessive
stress.

* Y is/are a frequent consequence of X:
Wrong decisions are a frequent consequence of
excessive stress.

Workplace atmosphere
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The workforce of the future

Getting started

1 Work in pairs. Match the types of worker (1-10) with their definitions (a-j).

1 shop-floor worker

blue-collar worker
project manager
freelancer
knowledge worker

(8 B e

=]

self-employed person
7 semi-skilled worker

8 union rep

9 temp
10 white-collar worker

a

o QL o

—

person employed to work for a short period, while another person is absent or when
there is extra work

person who works in an office, doing work that needs mental rather than physical effort
person whose work requires specialist knowledge

person who coordinates and supervises different elements of a job

worker elected by other workers in a factory or business to represent them in
discussions with the management

worker in a factory

worker who does not work for an employer but finds work for himself/herself or who
has his/her own business

worker who does particular pieces of work for different organisations, rather than
working all the time for a single organisation

worker who does physical work rather than office work

worker who has or needs only a small amount of training

2 Discuss this question in small groups. Give reasons
for your opinions.

Which of these types of worker do you think there will be
more of in the future, and which will there be fewer of?

The workforce of the future

Useful language

Giving tentative opinions

| imagine/suppose/guess that ...

It could/might be that ...

It's a possibility / It's (very/quite) possible that ...
...arelikelyto ...



The millennium generation 2 Read the five extracts (A-E) from an article about
how young people entering the workforce now, orin
Reading the next few years, are different from older
i . . . generations. Decide which paragraph each of the m
1 Work in pairs. Decide which of these statements you statements on the left refers to. 9
agree/disagree with, and why.
‘Young people joining the workforce now ... Vocabulary

1 are likely to take a short-term view of work. .E. Find words or phrases in the extracts which mean the
2 are more entrepreneurial. following.
3 are not so worried about job security. 1 fewer commitments (text A)
4 find it easy to fund their own business ventures. 2 extremely active, excited or uncontrolled (text A)
5 identify with their own abilities rather than their 3 notin use any more, having been replaced by something
employment situation.’ newer and better or more fashionable (text D)
6 may continue their formal education when they are 4 present or noticeable everywhere (text B)
older’ 5 especially values (text E)
7 may have little time for people who avoid working with 6 move with no particular aim (text E)
the new technologies. 7 growing quickly (text C)
8 take advantage of work opportunities where they arise. 8 starting doing something new, independently of other

Young adults are by nature well-suited for the unpredictable
workplace of the future. They have less baggage and can therefore
afford to take risks. People today get married later, and women have
children three years later in life than their mothers did. Each
generation is born into an era of more rapid change than their
parents, making them ever better adapted for the frenetic world they
are about to enter.

One of the most pervasive business trends of the past decade has
been the rise of the ‘free agent’, caused both by the breakdown of
the social contract between companies and employees, and by the
growing share in the workforce of knowledge workers with portable
skills. They define themselves by their skills, not the firm they work
for. ‘The overwhelming majority of graduates see their career at
graduation not as a straight line of advancement in one company
but as a zigzag path from company to company, job to job, skill to
skill,” writes author Meredith Bagby.

.

people (text C)
D

Where years of education, training and
experience were once necessary to succeed,
now they are increasingly seen as irrelevant,
even a liability. This trend is already showing
up in teenagers with self-taught technical
skills. They know that they will never again be
as quick-learning and full of energy as they are
now. These young programmers are starting to
question the point of university. In a
technology industry changing so rapidly, goes
the thinking, skills quickly become obsolete,
and in this market four years of studying
history — or even computer science at an
academic pace — is just four years wasted. “You
can always go back to college, but you can’t

regain your youth,” says one. M,‘

d

With a booming economy, capital for the taking and unprecedented
technological opportunity, it is no surprise that more young people
have been striking out on their own. Rebecca Smith explains that
when she arrived in New York last year, she had to choose between
a job with a prestigious advertising firm and one with a tiny dotcom
start-up. She chose the start-up, even though it paid $10,000 a year
less. ‘It was a choice between being someone’s assistant or getting
real responsibility and challenges,” she says. ‘I think that a lot of
people in my generation are going to smaller companies that allow
them to grow much faster.’

M

According to Bruce Tulgan: ‘All they’ve known
is a technology-based economy that moves
quickly, downsizes constantly and places a
premium on change.’ The daily USA Today
makes a similar point: ‘Raised on a diet of
MTV and video games, young managers arc
quick to roam from job to job, hungry for quick
results, willing to do things differently and
intolerant of technophobes.” Margaret Reagan,
a consultant, predicts that barely one-third of
young people will take steady staff jobs with
companies. Instead, most will freelance, work

under contract or part-time. P

From The Economist

g
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Job sharing

Talking point
m 1 Match these ways of working (1-6) with their definitions (a—f).

1 flexible working a doing part of a job with someone else, so that each person works part-time
2 part-time working b doing particular pieces of work for different organisations, rather than working all
the time for a single organisation

3 home working/teleworking ¢ working at home, while communicating with your office by telephone, fax or
computer
4 job sharing d working for a short period, especially in an office, while another person is absent
or when there is extra work
freelancing e working for only some of the day or the week
temping f working without strict times for starting and finishing

Discuss these questions in small groups.

Which of these ways of working do you think will
become more common in the future?
Which of these ways of working would you welcome?

- N oW

\S}

Useful language

Giving strong/direct opinions

It’s quite clear that ... One thing for certain is that ...
|"'ve no doubt that ... [t/He/They is/are sure o ...
Listening

You will hear an expert in organisational management
giving a lecture about job sharing.

7/ Listen and complete these notes by writing up to three words in each gap.

I I IS Y Y a Y YIYIYY XYY

Advuﬂfmas of job Sb\.urmq for &h.plm,rws
. Provides1 .. . for empll ees witih other interests
« Flexibilit f'or WKers A P S

* Gives people who have a-rvaﬂ up wWKm.a oppc'r‘l’«-ui'f"a' s i1 [ Y Speakmg

Disadvantages for employees ? 1 Work in groups of three or four.
o Wbl Fo A o a_joint basis . Discuss the advantages/

o Revrive S [0 S0 , 08 this is more cogHﬂJ for two people disadvantages of one of these
* Not &iia—ibl& ‘POY o sub]ects for Bl-nployws and
Advantages for employers ; employers.

* Two part-time emploreesT ... than one Full-time enpﬂovu _ s teleworking

* Reduetion in8 ..., _ e flexible working

A .. also reduced ‘ e freelancing

Dlsadvamifaaes for employers ‘_

VN aod i T gitas S \ 2 Pmr_)areashorttalkonthe

i N between sﬂperwsem; and Job-stn.are parfw,rs . subject.

* Training - thotgh can be done b’ﬁ the 1Z .. 3 Change groups and give your talk

to your new partners.
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How people feel about their jobs

Listening

You will hear part of a radio programme in which five people talk about how they view their present job and what
their hopes for the future are.

18

81 Listen and complete the table for each person using the lists below.

2 Discuss this question in pairs.

Whose ambitions do you think are the most realistic?

Vocabulary
1 Work in pairs. Complete the sentences below using
the words from the box.
apat cut dire go going good run
stuck  taken

1 Basically, I like my job, ZP2rL.. from the smell.

2 TI'm hardly getting what'’s the .......... rate for my job in

this part of the world.

IfeelI'm......... in a rut and stagnating.

4 TI'monthe....... all the time and don’t get much chance
to wind down.

5 The job is pretty high pressure, and I sometimes worry
that in the long .......... , it will affect my health.

6 The place I'm working at the moment is pretty .......... ;
actually - I mean, no one seems to speak to anyone.

7 Mydreamistoget.......... on by the Royal Shakespeare
Company.

8 The money’s.......... because we geta .......... of the profits.

1% 2]

Viswry ol Bopes I Views of the present Hopes for the future
the present : the future
A not enough job security G to be self-employed
Lechsinska B not trusted enough H to start own company
G h C bad workplace atmosphere | totake acareer break
e D underpaid J toretrain
L —— E no career advancement K togopart-time
F too much stress L tobe given a permanent contract
Darron
Irenke

Check your answers by listening to the recording
again.

if you are working, tell your partner which sentences
are true for you and why, and which are not true for
you and why. If you are not working at the moment,
talk about a relative or someone you know well.

Speaking

1

Think about these questions and prepare answers
for them.

If you are working at the moment, how do you feel
about your present job? What things do you like about
it, and what things dissatisfy you?

What would you like to be doing in the future, say in
five or ten years’ time?

Work with a partner. Interview him/her and ask the
questions above which apply. Follow them up with
extra questions where necessary.
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Productivity

Getting started
Discuss these questions in small groups.

1

2
3
4

What is productivity?

What factors do you think have affected productivity in your country in recent years? &
How would what is happening in the picture on the right affect productivity?
Is productivity always a good indicator of a company’s performance?

Productivity at Magro Toys

Speaking

Magro Toys S.A., based in Villena, Spain, is the Spanish subsidiary of a leading European toy manufacturer.
Below are four charts which show aspects of Magro Toys’ performance over the last five years.

1

Number of employees
800 7 Magro Toys

4

5 years ago 2 years ago '

Annual turnover
34 1 Magro Toys

$ milion 30 4

Syearsago 2 years ago now
Work in pairs and discuss these questions.

What do the charts show?

What might have happened in this company to
produce these results?

What other information would you need in order to

have a more complete picture of the company’s
performance?

Change partners and present your conclusions
to your new partner.

90 Productivity

- Cost of payroll
17 7 Magro Toys
16 1
15 -
$ million
14 4
13 |
12 : -
5 years ago 2 years ago now
4 Productivity ratio
60,000 - Magro Toys
50,000 - i
40,000 A n
$ 30,000 - i
20,000 4 i
10,000 1
0 T — T
5 years ago 2 years ago now
Useful language
Speculating
They might have ... Perhaps they ...
They could have ... It's possible that ...

Maybe what happened was (that) ... It could/might be that ...

e page 98 (Modal verbs to express degrees of certainty)



Reading

1 Read this report to find
out what happened at
Magro Toys to produce
the results shown in the
charts on page 90.

2 Inmostlines of the
report, there is one
extra word. However,
some lines are correct.
Find the extra word or
put a tick (v) if the line
is correct.

3 Read the report again
and find examples of
these features of a
formal style of writing.

1 use of the passive

2 using noun phrases
instead of verbs (e.g. an
increase in turnover
instead of turnover
increased)

Grammar workshop

Magro Toys - Report on productivity
The purpose of this report is to summarise changes in productivity at
our Spanish subsidiary, Magro Toys, over the last ef five years and to

suggest reasons why productivity gains were achieved up until two
years ago have not been maintained yet.

Automation

Five years ago, it was decided to reduce the payroll costs by automating
our labour-intensive manufacturing facilities where possible and
thereby in shedding workers. The implementation of this decision

had involved reducing our labour force through natural wastage and a
voluntary redundancy scheme. This was carried out over a three-year
period.

Financial performance

The automation of our Villena plant resulted in a reduction of payroll
costs of an 8.7%. Furthermore, a vigorous marketing campaign, aided
by a booming world economy, which gave rise to a 15.7% increase in
turnover, though interest payments and capital depreciation costs
resulting from the automation programme kept profits low.
Productivity, however, rose up by 15.3% over this period.

Labour costs

One consequence of our successful marketing campaigns it has been a
considerable increase in sales. This, in turn, has meant that we have had
to hire on more staff, especially, due to the increased automation of our
production facilities, are more technically qualified and therefore more
expensive staff. While the sales have remained buoyant and
profitability has improved, productivity has undergone a slight
decrease.

Conclusion

Productivity is forming only one measure of our company’s
performance. Financially, and in marketing terms, our company
continues to perform ahead of the competition companies. While we
should be continue to look for ways to streamline production, this
should not be allowed to interfere with our broader objectives.

Expressing causes and results

1 Underline the two phrases in these sentences which express causes and results.

The introduction of a new computer system led to an initial decrease in productivity. However, as a consequence of
an intensive staff training programme, productivity soon rose to record levels.

2 Find and underline other phrases and expressions in the report which also express causes and results.

3 Match these causes (1-6) and results (a-f).

Cause

higher interest rates —’/_z/
incentive scheme for sales staff

market research

new machines in the factory
staff training programme

Write sentences to express each cause and result using a variety of phrases from Exercises 1 and 2.

1
2
3
4 new environmental regulations
5
6
4

Result

50% increase in sales

cashflow problems

higher shop-floor productivity

more efficient use of computer systems
products more suited to our customers
reduced pollution from our plants

Lo T ¢ = P e T = ]

sulted. in caghflow problems.
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Productivity concerns

Vocabulary
Match these words and phrases (1-10) with their definitions (a-j).
1 assembly line a ability of a factory to produce more than it actually does
2 churn out b activities are determined by the requirements of the product (as opposed to

customer-led)
erode the manufacturing base
excess production capacity
hire and fire
output

[= B R
= o Q0

along
product-led
retool
stockpile
10 technical glitch

O o N
— = o

Listening

You will hear a television interview in which three
production managers, Lee Kah Seng, Ferenc Kovécs and
Mike Drewer, talk about issues of productivity.

8. Listen and choose the best answer, A, B or C, for each
of these questions.

1 Why, according to Lee, did productivity in his company

fall?
A There was a decrease in orders.
B There was an interruption in the supply chain.
C There was an improvement in product quality.
2 Which of these factors make traditional productivity
measures unreliable in his company?
A variations in the prices of components
B variations in lead times of manufacturing products
C the complexity of factory systems

92 Productivity

amount produced by a person, machine or factory

build up a large store of goods which have not been sold yet

employ and dismiss

series of machines and workers in a factory where a product is built as it moves

produce large amounts of something quickly, usually of low quality
reduce the factory facilities in a region or country

replace machinery in a factory

small problem or fault that prevents something from working well

Which measure does Lee consider most usefui when

compared to traditional productivity measures?

A the cost in man-hours of making a product

B the speed at which customer orders can be met

C the value added to each unit produced

Why, according to Ferenc, are traditional productivity

measures wasteful?

A They record past performance.

B They require specialist personnel to record them.

C Theyresult in misguided decisions.

What does Ferenc say is the major pitfall of automation?

A It makes the production process more expensive.

B Machines tend to break down.

C It does not result in a reduction in staff costs.

What does Mike say is the danger of industry

concentrating too much on productivity?

A Tt may lead to a drop in consumer demand.

B It can adversely affect the morale of the workforce.

C It can make companies too reliant on technology.

Why, according to Drewer, are productivity measures

irrelevant in his company?

A Work is largely outsourced.

B Products are modified too often.

C His production facilities are more modern than
others.

What does Ferenc say is likely to drive productivity

improvements in the future?

A moving production to cheaper locations

B the emergence of new technologies

C more flexible labour laws



bl

Speaking

You have decided to attend a symposium on productivity in |- 3 A —
vour industry and to make a short presentation at the A0 i
symposium.

1 Work in pairs and choose one of these topics.

1 Productivity: the importance of increasing productivity in
a company

2 Productivity: the dangers of making productivity the
central goal of your business strategy

3 Productivity: strategies for higher workforce productivity

Then work together and:

® brainstorm two or three ideas you want to express

¢ brainstorm vocabulary to use

e think of (or invent) reasons and examples to back up
your ideas.

2 Change partners and work in groups of three. Take
turns to make your presentations. While you are
listening to other students’ presentations, think of
one question to ask them at the end.

Manufacturing and services

Speaking

You and your partner work as production manager and
human resources manager in your company. The company
needs to raise its productivity to remain competitive in
your industry. Your managing director has asked you to
suggest ways in which this can be done without creating
unnecessary conflict with staff.

The division of the company where you work has
recently made changes which have resulted in
spectacular gains in productivity. Your manager has
asked you to write a report for the board of directors of
your company so that they can implement similar
changes in other divisions of the company.

Write the report for the board of directors and include
the following information:
1 what steps you can take to raise productivity with the » what changes you made and the reasons for them

co-operation of the staff o the results of your changes
2 how you can communicate these proposals to staff.  your recommendations for other divisions in the

company.

Work in pairs to discuss and decide:

Writing

1 Work in groups of three or four. Read the task in the

2 Writ ort.
white box and discuss these questions. o

1 What changes could you mention and what reasons
could you give for them?

Task tip

Before you start writing:

2 Who will read the report and how will this determine
the style you use?

3 What details could you include in your report to give it
authenticity?

e study the report on page 91. Underline any words or
phrases you think would be useful. When you write your
report, try to imitate the style.

= revise reference devices on pages 83 and 98 and see if
you can use some in your report.
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Staff negotiations

Getting started

Discuss these questions in small

groups.

1 When a company is considering
reorganising its operations, which
of these considerations should be
foremost in its thinking, and why?
® shareholders’ interests

employees’ needs

customers’ interests

pressure from the competition

public opinion

2 Which of these elements should
be given the lowest priority?

3 How should companies consult
staff when, for example, they are
thinking of closing a factory or
relocating people to offices in
other parts of the country?

Travelsafe Insurance

Listening

Travelsafe Insurance is a small insurance company specialising in travel
insurance with 450 employees based in Norwich, UK. You will hear Peter
Fletcher, a trade-union representative, collecting opinions from staff members

before a meeting with managers to discuss working conditions.

1 Work in pairs. Study the staff complaints and demands below and:

e (if you are working) say which ones you think also apply to you
® (if you are studying) discuss which are the most serious complaints, and

which are the most reasonable demands.

Complaints

I want to be sure | won't be relocated.

I'm not trusted enough.

| feel I'm not being treated fairly.

I'm not being paid a competitive salary.

I'd like a more transparent career structure.

| would not know what to do in an emergency.
Id like a reduction in my workload.

I’'m not given enough recognition for what | do.

Demands

I We should all receive higher salaries for
what we do.

J We should be consulted more by our

managers.

We should get more recognition for

what we do.

We need more management support.

We need less supervision.

Our offices should be better equipped.

We should receive incentive payments.

We should be given more training.

X
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10°2 Peter talks to five people. Listen and decide which

i ; r Complaint Demand |
complaint (A-H) and which demand (I-P) each of — - — —
the five people makes. Wen;dy " :

Demitri '

S — S—

Naline |

Claudio ‘

Toya ]
Vocabulary

10' Match the phrasal verbs and expressions (1-8) with their definitions (a-h). Then
check your answers by listening again and reading the transcript for track 10.

1 round the clock a chosen frequently and unfairly to do
something unpleasant
get hot under the collar all day and all night

picked on

put their money where their mouth is
passed over

breathing down my neck

get on with

become angry about something
continue doing work

ignored

of an acceptable standard

show by spending money that they
believe in something

8 up to scratch h watching everything someone does

NG s W
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breathing down my neck

Grammar workshop
Variations on conditional sentences 1

Study these sentences from the listening activity and

answer the questions below.

a ... Ifitweren’t for us, this company would fold overnight.

b ... had the bosses spoken to us about this possibility, I'd
have told them what I thought.

¢ ... what would we do in the event of a fire?

d [I'd be happy to do all this, provided other people were
being asked to do the same amount.

e ... if they were to say something, then they’'d have to put
their money where their mouth is and give us a bonus.

1 Which sentences are second conditional ( e page 44)?
2 Which is third conditional () page 44)?

3 Which words or phrases are used instead of if? Can you
think of other words or phrases which can replace if?

(€ page 99)
4 Which sentence contains the following construction: if it
weren’t for + noun/pronoun?

5 Which puts the auxiliary verb before the subject to
replace if?

6 Which sentence contains were + infinitive?

Norwich Cathedral €© page 99 (Variations on conditionals)

Staff negotiations



Reading I
1 Read the memo opposite g &
- which the CEO of Travelsafe A
’1'% Insurance sent to all the staff. ? ‘{‘t R
Briefly discuss these gaﬁf
questions with a partner. ﬁif?j:?ﬁt %
1 If you received a memo like e ' el

this in your place of work, how ?r i
would you react? l
What demands would you
make to your representatives if
you were a member of staff
affected in this way?

Complete the memo by
writing one word in each gap.

Grammar workshop

Variations on conditional sentences 2

Several people at Travelsafe Insurance expressed disquiet
about the company’s plans for relocation.

1

o N O

"2

Match phrases 1-8 with phrases a-h to make
sentences said by Travelsafe’s employees.

Had I known about the company’s plans,

I guess several people in my department would be
interested in relocating if

I'd jump at the chance to move,

I'd regard this as a great opportunity to go to a big city
with more scope

I'll happily move back to Liverpool,

I'll only move to Glasgow on condition

If it weren’t for my wife’s job,

In the event of my entire department being relocated,

Check your answers by listening to what the
speakers actually said.

3 Complete these sentences in any way you want.

[= N7, T~ FU I SR

Then compare your ideas with a partner.

She would have left the company had she ...

I'll change jobs providing ...

He wouldn't stay late at the office if it weren’t for ...
Many staff will be made redundant in the event of ...
I'll go on the training course on condition that ...

He’s happy to accept more responsibility as long as ...

96 Staff negotiations

Memo

To: All staff
From: CEO

As 1.part of our expansion plans, and with a
>R to closer contact with our key markets,
we are planning to open new offices in
Glasgow, Liverpool and Plymouth. 3 ..........
decision will involve reducing the size of our
Norwich office 4 .......... about 20% during the
next 18 months and relocating staff to form a
nucleus of experienced staff in the new offices

mentioned5 .......... . We hope to achieve our
goal of 20% staff reductions 6 .......... Norwich
by providing incentives 7 .......... early

retirement and, if necessary, voluntary
redundancies. Staff wishing to know 8 ...
about our plans and how we aim to
reformulate the organisation should consult
the company intranet. We shall also be
discussing our plans with staff representatives
- IR a forthcoming staff~management
meeting. If you would like to ask any questions
(2] L RN any comments, please don't
hesitate to send me an email.

Many thanks
Frank Magon
Frank Mason
CEO

as long as I'm given a section supervisor’s job.
providing I was offered some sort of permanent
contract.

I wouldn’t have bought a new house here just six
months ago.

I'd consider moving as a possibility.

I'll move with them to stay with the team.

if it weren’t for the fact that I have all my friends and
family in this area.

that they give me a generous resettlement package.
the company were to offer the right package.

Taiking point

Discuss these questions in small groups.

1

Would you be prepared to relocate? Under what
circumstances?

Which reasons for relocating / not relocating given in
the listening exercise do you think were best?



Horse-trading at Travelsafe Insurance

Listening

You will hear Travelsafe Insurance’s CEO, Frank Mason,
talking to Peter Fletcher, the staff representative.

12 Listen and complete Peter’s notes with up to three

words or a number.

PHLLOOOGB ABBVOLOOLAD @
Managpman'f' offer

1 Redvetion in ghff numbers at Norwich office:
1l el HEH DD omP[o ees
Z Max:mum of 6O Q‘f‘aff to relocate — onc.ourag;,d bt}

a 5’/ nmmodr;#o Gy (LA
b B2 A o cover cost of move.
¢ two vvwk.g' G P e B at time of move.
3 Incentive to take \/olun‘hrb] r&dundancﬂ one monthg
%t'oéé Sal arv; in addition fo each cxmpl'oo';co‘;
- . and free F .

Talking point

Discuss these questions in small groups.

1 How generous is the company’s offer?

2 What actions can their employees take if they are not
happy with the offer?

3 What could be the company’s next steps if their
employees don’t accept the offer?

Role-play

You are going to negotiate an agreement between
management and staff at Travelsafe Insurance,
concerning the relocation of staff to new offices.

1 Divide into 2 groups.

Group 1: You represent management. See page 120.
Group 2: You represent staff. See page 120.

2 Complete the Useful language box by writing
phrases 1-15 in the appropriate spaces.

Another thing we/our staff want is ...

For us, the most important thing is ...

Here’s another possibility. How about ...2 Why don’t
we ...?

Yes, | guess that’s acceptable. (However, if ...)

L

=N

5 I'm afraid ... is out of the question. On the other hand,

we could ...
6 No, I'm afraid we couldn’t possibly accept that. What
we wantis ...

7 Now, let’s just check I've got this right: what you want
I8
8 Yes, that’s fine. No problem.
9 OK. Let’s just make sure we agree.
10 That’s an interesting possibility. Can we come back to
you on that?
11 We can’t answer that one straight away.
12 What we’d like first of all is ...
13 We’d have to consult on that one.
14 Yes, that would be OK (but only if ...)
15 You're saying that if we ...

Useful language

A Introducing demands or proposals
Here’s what we suggest:

B Buying time
Well, we'd have to think about that.

C Rejecting offers/making counter-proposals
We're not prepared to accept ... However, ....

D Agreeing/accepting (with conditions)
I'll have to think about that, but | think it's all right.

E Summarising
So, what you’re saying is ....

3 Form groups of four, with two management
representatives and two staff representatives. Take
fifteen minutes to negotiate an agreement for the
relocation of staff. Try to reach an agreement.

4 Compare your agreements with those of other
groups. Decide who negotiated the best agreement.

5 Work in pairs with your partner from your negotiating
team and follow the instructions below.

Management representatives: Write a brief memo to the
board of directors outlining the agreement you reached.

Staff representatives: Write a memo to all staff
summarising the agreement you reached.

Staff negotiations
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Grammar workshop 5

Use reference devices from the box on the left to

Reference devices

m This, that and it can be used to refer to the things last
mentioned, though this and that are more emphatic:
Our employees have been asking to participate in
management decisions. It/This/That is something
we will have to consider.

m This is usually preferred if you want to add
something new to your argument: ;
We have decided to involve our employees in I
management decisions. This will mean us having
to supply them with more information.

m One is used to refer to singular countable nouns
from a group. A(n) ... one is used with an '
adjective: '
Several companies are active in this field. One is
Vodafone.

There are a number of reasons for making the
investment. An important one is to stay ahead of
the comnpetition.

m Another is used if you are adding to a list started
with one:

Several companies are active in this field; one is
Vodafone and another is Nokia.

® The other should be used if there are only two
things on the list:

Two companies have been trying to dominate the
market; one is BT and the other is Telefonica.

m Do is used to refer to a previous verb:

1 know our suppliers are going to raise their prices,
and when they do, we'll drop them.

m Do so is used to refer to a previous verb and a
complement (i.e. the words following the verb):
Please contact the production manager, and when you
have done so, ask her why she missed the meeting.

m Thus means ‘in this way’:

They raised prices and thus increased their per-unit
profit.

m The former and the latter can be used to refer to
two things mentioned together:

Both Ford and Nissan are active in the lucrative
Brazilian market. The former has a joint venture
with a Brazilian company. The latter has opened a
factory near Sdo Paulo.

Grammarworkshop 5

complete these sentences (you may need more than
one word)

1

you know.

He made a number of interesting points during his
presentation. A particularly interesting .................... was
about the consequences of an increase in value-added
tax. .................... concerned our suppliers’ different
invoicing systems.

Many of our customers have threatened to change
providers, but so far few have .. oo

The company decided to stop televmon advemsmg and
increase its Internet advertising, and .................... target
potential customers more exactly.

There are two scheduled airlines flying to Cape Town

from here. .................... is South African Airlines and
.................... is Iberia. .................... leaves at 10 p.m., so
you fly overnight. .................... leaves in the morning, so

you arrive quite late in the evening.

We are moving a lot of our resources into e-commerce.
] . is a comparatively new area for us and we

have a lot to learn.

We are undertaking a company-wide drive to reduce

absenteeism. .................... is something which, if

successful, will greatly improve our bottom line.

Modal verbs to express degrees of
certainty

Present/Future time

m May and might mean ‘it’s possible, but not certain’:
You'd better leave early because the traffic might be
very heavy.

B Must means ‘I think this is true because | have
evidence’:
The company must be profitable because their
market share has reached 50%.

m The negative of must is can't:
They can’t be losing money when they’re selling so
much.

m Should means ‘I expect this is true”;
You should find your new job very enjoyable - it’s
totally suited to you.



m Could usually means ‘this is a remote possibility’:

I don’t know where the key is. It could be at home,
but I don’t think so.

Past time

The past of all these modal verbs (with these
meanings) is formed by have + past participle:

m may— may have:

She may have been delayed.

might — might have

miist — must have

can't — can’t have

should — should have

could - could have

Complete these sentences using a modal verb from the

box above and the verbs in brackets in the correct form.

(In some cases, more than one modal verb is possible.)

1

It’s strange there’s no one in the boardroom. The
extremely urgent.

Is the Japanese delegate here? He .................... (arrive)
by now because his train was due in half an hour ago.

There’s a rumour going round that they’re going to
close this office, so this ................... (be) our last week
here.

I wonder why they’re going to close this office. We
<.ceeenn.. (lose) money - after all, we had record

profits last year.

Well, if the meeting hasn’t been cancelled, they
veeeerner. (old) it in another room because it should

have started ten minutes ago.

[thinkI............. (dial) the wrong number. I'm

supposed to be calling Germany, and they keep

answering in Spanish!

You can’t assume that everyone has read your report.

Some people .................... (not have) time.

You .................... (find) your trip to Switzerland very

interesting. | found it fascinating the last time I was

there.

tions on conditionals

Here are some other ways of expressing conditional

sentences:

Second conditional

® [fit weren't for + noun / verb + -ing, would +
infinitive
If it weren't for the price, we would buy one
immediately. (= If the price were lower ...)

m [f + subject + were + infinitive, would + infinitive
If they were to pay a more competitive wage, [
wouldn’t think of leaving.

Third conditional

m Had + subject + past participle, would have +
past participle
Had they sent the goods on time, we would have
been able to meet the deadline.

Any conditional

m [nthe (unlikely) event of + noun / verb + -ing
In the event of the workforce going on strike, we’ll
have to offer them a wage increase.

m provided/providing (that)

I'd change offices, provided I was given promotion.

m aslongas
We’ll continue with this product line as long as no
one complains.

For questions

m Suppose/Supposing (that)

Suppose we close this office, will we lose any
customers, do you think?

Rewrite these sentences starting with the words given.
Make any necessary changes to keep the same
meaning.

1

If we had a good view, these offices would be perfect.
If it weren’t for the view, these offices would be perfect.

If the transport costs were lower, I'd place an order.
Ifit...

If the staff went on strike, the company would go
bankrupt.

If the staff were ...

There would have been no problem if management had
been ready to negotiate seriously.

Had management ...

If our supply chain is interrupted, we’ll need to be able
to source alternative parts quickly.

In the event ...

I’ll do the extra work on Saturday morning if you pay
me overtime.

Providing ...

The customer has promised not to complain unless we
refuse to replace the part.

Aslongas...

How would you react if they raised the price?
Supposing ...

Grammar workshop 5



Corporate ethics

Getting started

Discuss this question in small groups. You can use
ideas from the box if you wish.

What responsibilities do you think large companies have
to...

* their shareholders?

¢ their stakeholders (their customers, employees and
suppliers)?

* soclety in general?

continuity  ethics  loyalty profit safety tax

Useful language

They have adutyto ...

One of their main/prime responsibilities is to ...

They must not, under any circumstances / on any
account ..,

An area of particular interest (to shareholders) is / would
be...

Corporate Social Responsibility (CSR)

Reading

1 Read the article on the opposite page about
Corporate Social Responsibility carefutly, ignoring
the gaps for the moment, and note in just a few
words the main idea of each paragraph. When you
have finished, compare your notes with a partner.

... [aragraph I; Larae companies must be socially...........

100 Corporate ethics

3]

==l

Work in pairs. Looking only at your notes, speak
together and reconstruct the argument of the article.

Complete the article by choosing one sentence (A—H)
for each gap.

Thus, making money serves a social purpose.

They, at least, are accountable to voters.

The problem is that the profits of private enterprise go
exclusively to shareholders.

One solution many companies have adopted is the
appointment of so-called ‘ethics managers’.

The policy may in fact harm precisely those it is
supposedly intended to help.

However, the one thing that all these ideas have in
common is that they are based on a faulty analysis of
the capitalist system they are intended to cure.

But that does not fully discharge the enlightened
company’s debt to society.

Companies at every opportunity now express
agreement with the principles of corporate social
responsibility (CSR).

Task tip

Paying careful attention to the subject of each paragraph
(as you did when you took notes) should help you to
choose the right sentence. Also, look at clues within the
sentences which link to what comes before and after.



It will no longer do for a company to go  their obligations to society — to ‘stakeholders” o little else but the selfish pursuit of profit.
quietly about its business, tellingnoliesand ~ other than the owners of the business - will ~ This s the very reason capitalism works.

breaking no laws, selling thmgs that people  that broader soc:al interest be advanced. Unfortunately, in the name of socially
want and making mon is s0 out of ' such  responsible conduct, some multinational firms

a well run companmay be to
1ts shareholders, h;%t merely

in ‘unethical’

mdusmes or in

. products: the transaction makes them t : ments. 7 ...

. off also. All the while, for " )

reas% well-run companies wi ‘1#,

friend] ng~term mlanonsvfx 1 employees,
AL

asic capitahsm fails to ser‘g%.:,

et 3, What about & e

From The Economist

Vocabulary 1 Vocabulary 2
Match the words and phrases from the article with their definition. 1 Study these adverbs and adverbial
1 benefits a idea or theory on which a statement or phrelases from the article, which are used
atbtanis hased to signal how the argument is being
2 premise b indirect results of other events or situations developed. Then answer the questions
3 discharge a debt ¢ try very hard to make something happen below.
4 stakeholders d p.ef)ple such as erpployees, c.ustomers or allthewhile  all things considered
c1t12.e1:|s vtrho are involved with an - atleast merely simply put
f)rg.amsauon and therefore have an interest supposedly thus  unfortunately
in its success
5 better off e richer
i ial
6 strive for f things such as medical insurance that Wbieh advart, adveArbla plhirase o
employees receive in addition to money 1 isused to emphasise that something is
7 fall short of g fail to reach a desired standard _3°°d in a bad situation?
8 knock-on effects h pay a debt completely 2 is used to emphasise that you mean
exactly what you are saying and nothing
Talking point more?

Discuss these questions in small groups.

1

2

3 isused to indicate what should happen,
but in fact does not?

Do you agree that ... 4 means ‘at the same time’?
e companies have a debt to society apart from paying taxes and 5 means ‘for this reason’?
obeving the law? 6 means ‘taking everything into account™?
* by concentrating on making profits, companies are contributing 7 says ‘I'm going to express something
enough to society? complicated in an uncomplicated way’?
e managers should concentrate on making profits rather than CSR? 8 signals that the sentence which follows
What relationship do you think there is between CSR and corporate will express some bad effects of a
culture? situation?

Corporate ethics
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2 Complete these sentences using an
adverb/adverbial phrase from the box on page 101.
(In some cases, more than one answer is possible.)

o ORI Sovpn capltahsm is a system based on the
private ownership of property and the pursuit of profit.

2 He seemed to be an excellent team worker, but we
didn’t realise that .................... he was passing our
company secrets to a competitor.

3 The government’s job is to ensure that companies

adhere to regulations. .................... , there are too many
companies which consistently try to evade their legal
responsibilities.

4 QOur financial results look remarkably healthy,

. I mean, with the economic downturn and
rising energy costs, it’s surprising we managed to break
even.

S The government is .................... working for the benefit
of its citizens, and not .................... to keep itself in
powerl

[ .. our customers are happy, even if our
employees complain! : -

7 We sold our factory in Hanover and .................... we
were able to reduce our losses.

Fair trade

Talking point 1

Discuss these questions in

small groups. . ! " |2 better deal

1 What does the logo on the k Ve
right represent? FAIRTRADE

2 Which of these statements do
you think companies should agree with?

We always look for the highest quality at the lowest
price from our suppliers.

We like to work with our suppliers to improve the
products they sell us.

If a provider’s quality slips, we’ll give them one chance
to improve, then we’ll drop them.

Our suppliers’ economic situations interest us. Also,
how much pay the farmers and workers receive and
how they treat them.

Our duty is to our customers - to give them the best
deal possible.

3 What is “fair trade’ and how does it break with
conventional business models?

102 Corporate ethics

Listening

“You will hear an interview with Professor Bernard Hill on
the subject of fair trade.

131

1
2

132

Listen and take notes on the following.

factors driving the growth of the fair-trade movement
benefits of fair trade for suppliers

Listen again and choose the best answer, A, B or C,
for these questions.

How has the fair-trade movement benefited the Maraba
region of Rwanda?

A Farmers get better prices from intermediaries.

B Farmers can raise money against future harvests.

C Farmers can buy equipment for schools.




Why, according to one large supermarket, have they

started stocking fair-trade products?

A to satisfy customer demand

B to conform to corporate policy

C toimprove their image

What has been the fair-trade movement’s most effective

publicity tool?

A advertising

B word of mouth

C television reports

What, according to Bernard Hill, is the main obstacle to

the development of the fair-trade movement?

A higher prices

B lower quality

C government policy

Why, according to Bernard, is it in the interests of the

rich world to promote fair trade?

A ltinvolves consumers in aid programmes.

B It will reduce conflict between rich and poor
countries.

C It promotes self-sufficiency in poor countries.

Talking point 2

Discuss these questions in pairs.

1
2

Are you prepared to pay extra for fair-trade products?
Why is it in the interests of big businesses to treat
suppliers in poor countries well?

What is the connection between fair trade and CSR?

Grammar workshop
Articles

Complete this text about the difficulties of engaging
employees in ethics programmes by writing a, an, the or
' (if you think no article is needed) in the gaps.

The effort of ethics

Critical to 1.2, successful ethics programme is 2 .........
leadership. It is surprising, then, to find only 3 ...
quarter of chief executives consider themselves directly
responsible for4 .......... ethical conduct of their companies.
Another curious omission is 5 ......... lack of relevant
training for 6 ... staff, surely another obvious
component to 7 ...... effective implementation of
8 .......... company’s stated ethical policies.

L companies find it surprisingly difficult to
translate 10 .......... standards in their codes into 11 ... ...
case studies that 12 .......... employees can take away and
apply to their day to day existence,” argues Martin Le Jeune.
head of corporate responsibility at communications firm
Fishburn Hedges.

Despite A3 (/00 difficulties of engaging 14 ..........
employees in 15 ... ethics programmes, many
companies continue to believe that 16 .......... employee
discretion is 17 .......... more effective long-term tool than
AR mandatory compliance.

o R
From The Guardian

© page 116 (Articles)

A proposal

Writing

1 Read the task below and work in small groups to
discuss these questions.

1 Who will read the proposal?
2 What style would be appropriate and why?
3 What details could you include/invent?

Your manager has asked you to investigate CSR and in
general how your company can generate a more
ethical image. Write a proposal in which you:

® suggest some ways in which your company can
operate ethically (you can consider employment
policies, environmental policies, treatment of
suppliers and customers)

® give reasons for a more ethical policy

¢ recommend a plan of action.

2 Work alone and write the proposal in about 250
words. You can invent the details and you can invent
the company. See Unit 7 for how to write proposals.

Corporate ethics
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Expanding abroad

Getting started

Discuss these questions in small groups.

1 Why, increasingly, do companies have to
expand into foreign markets?

2 What are the advantages and disadvantages
of each of the following methods of breaking
into a foreign market?
® using a local agent or distributor
e starting a joint venture with a local

company
* acquiring or taking over a local company
¢ marketing directly yourself without a
local collaborator

3 How does the company you work for (or a
company you know well) sell its products
abroad?

Wolseley's strategy

Reading

You will read about Wolseley PLC, an
international company which pursues a
vigorous strategy of international expansion.

Company background ~WOLSELEY

Wolseley PLC operates in 14 countries in Europe
and North America, employing over 67,000 people.
Wolseley is the world’s number one distributor of
heating and plumbing products to the professional
market and a leading supplier of building materials
inthe USA, the UK and Europe.

1 Skim the webpage (ignoring the gaps at
this stage) to find out:

1 how Wolseley expands (two ways)

2 how different aspects of their business drive
their expansion.

When you have finished, compare what you
have found out with a partner.

104 Expanding abroad

Our strategy

The strategic direction of Wolseley is1... 5. toits
future success. Here are the main drivers in that
overall strategy.

Growing through acquisition and
organic growth

Our target is double-digit growth, year on year. We
aim to achieve this through a combination of
organic growth, including new branch openings and
acquisitions. We continually 2 .......... and evaluate
possible acquisitions, 3 ......... particular attention to
evidenceofa4 ... financial position and the
ability of the 5 ... company to grow.

Continuous improvement

Although we set the highest standards in
ek of sustained growth and profitability, we are

text.

1 A main 'f_j}"key C chief

2 A follow B monitor C track

3 A placing B drawing C directing

4 A correct B proper C feasible

5 A objective B aimed C target

6 A terms B ways C means

7 A chase B search C pursuit

8 A line B link C sequence
9 A finding B locating C sourcing
10 A reliable B faithful C trustworthy
11 A field B location C place

12 A promise B commitment C undertaking
Vocabulary

= = 8 o [ = = I = [ o [ = = = = =

2 Choose the best word, A, B, C or D, to complete each gap in the

prime
trace
paying
sound
focused
types
quest
chain
procuring
sure
ground
dedication

Find words and phrases in the text which mean the following.

1 buying new companies
2 continuing for a long time



never complacent. The7 .......... of double-digit
growth demands continuous improvement from
all Wolseley businesses.

Leveraging our international
position

With almost 4,000 branches in 14 countries, we
have access to a tremendous pool of experience
and expertise that we are increasingly leveraging
in order to share benefits across the business. We
plan to develop a diverse footprint through an

international supply 8 .......... , the establishment
of synergies across our European businesses,
increased global 9 .......... and international
purchasing.

Enhancing our business diversity

Construction, plumbing and heating ]
professionals depend on Wolseley for the timely
and 10 delivery of a vast range of
products. We aim to increase their choice
through a strategy of diversification: of
geography; of lines of business; and of products
and services.

Developing our human resources

We rely on people onthe 11 .......... to drive sales.
We continue to expand our12 .......... to A
developing human resources, ensuring that we v

attract and retain the best and brightest people.

From http://mmww.Wolseley.com

3 so satisfied with our abilities or situation that we feel
we do not need to try any harder

using, exploiting for our benefit

a varied or mixed presence or operation

the combined power of groups of things when they are
working together which is greater than the total power
achieved by each working separately

[=x NS5 B =

Talking point 1

1 Discuss this question in pairs.

What impression do you have of Wolseley from reading
this webpage?

2 Review the vocabulary in the text and the exercises.
Choose words and phrases you could use to
describe the company you work for, or a company
you know well. Describe the company to another
student.

Listening

You will hear Richard
Coates, the European
finance director for
Wolseley, talking
about how and why
Wolseley expands
into new markets.

14/ Listen and complete the notes below by writing up to

three words in each space.

WHHOLOOS UL OB OO EN &)

Wolseley:

* acquires people and companies 1 ............... n
sector they wont 10 breok mnto

swoudovoidZ ...

* speciality distribution, not 3 ... of
products

* size of market

Reasons for selling companies to Wolseley |
®ownerscond .. ...

* manogement con toke odvontoge of 9 ...
* torget componies gon know-how 10 expand in

w0 m“h

i

Talking point 2

Discuss these questions in small groups.

1 What do you think of Wolseley’s expansion strategy?

2 Is this a strategy companies in your country use?

3 Do you think it is always a good strategy, or might it in
some circumstances give rise to problems?

Expanding abroad
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Wolseley's Chief Executive

Reading

1 Before you read, work in small groups and discuss what qualities you would expect the

CEO of a company like Wolseley to have.

2 Scan the article about Wolseley’s Chief Executive, Charles Banks, to check yourideas.

Charles Banks’s business is on a non-stop
expansion drive. Its low-profile and mundane
product range mask a £6bn world-beater.

Banks has headed Wolseley, the British firm that has
become the world’s biggest plumbing-products distri-
bution business, for four years. In that time, sales and
profits have surged, and the share price — nearing £10 last
week — has doubled, giving the company a market value of

and Build Center chains in Britain, and similar operations
in America and continental Europe, with a huge trade
customer base. But previous bosses, while building
Wolseley into a FTSE 100 world-beater, had decided that a
low profile for the group was the smart approach.

ii ‘I was told, “Charlie, if you stick your head up, people will
want to shoot it off”} says Banks. 2 ......" And the answer is:
pretty good, at the moment. Sales topped £10 billion last
year, and double-digit growth is promised by Banks for this
year, as for every year since he took over. That is achieved
through a mix of continual acquisitions — another four,
costing £41m, announced last week — and organic
expansion.3 ......

iii Last month, Wolseley, which does two-thirds of its business
in America, emerged in the top ten of Britain’s most
admired companies in a survey by Management Today
magazine, and many now rate Banks among the most
successful American bosses over here. 4 ...... Co-workers

iv

describe him as a hard-driving
boss who has pushed his way up
from the bottom and prides
himself on his inquisitiveness,
competitiveness and straight talking. There’s an old-
fashioned quality to his leadership, too: no computer on his
desk, a reliance on one-to-one briefings.

Previously boss of Ferguson, Wolseley’s American
plumbing-supplies arm, he arrived here four years ago with
a clutch of ideas on how he wanted to make the size of the
group pay off, and practical experience of what annoyed
him about reporting to a foreign head office. ‘I didn’t think
we were creating enough value for the companies that were
part of Wolseley, he says. “There had to be some value in
putting it all together.5 ...’

Previous bosses had pulled Wolseley away from
manufacturing so it could concentrate on distribution —
getting plumbing and heating products and building
materials to its trade customers, both big and small, at the
right prices. 6 ...... And he has not stopped. ‘Part of the key
to our growth is that we have to do acquisitions, as that is
the foundation for future organic growth, and it allows us
to broaden our customer base, our geography and our
products.

3 Choose a sentence (A-G) to complete each gap.
There is one extra sentence you will not need.

A And the business world is beginning to take notice.

B Banks improved efficiency and started buying bolt-on
acquisitions.

C But we have thousands of investors and we have an
obligation to let them know how we are doing.

D His main objective is to make Wolseley a global
distribution business.

E He brings an interesting mix of qualities to Wolseley.

F There was lots of talent here, creative ideas and buying
power, but how do you go about it?

G Yet many outside the building trade have no idea what
Wolseley does.

Expanding abroad

From The Sunday Times

Vocabulary

Find words or phrases in the text which mean the
following.

1
2

increased suddenly and greatly (paragraph i)

average of the prices of the stocks of the 100 largest
companies on the London Stock Exchange (paragraph i)
exceeded (paragraph ii)

making other people work hard (paragraph iii)
meetings where information and instructions are given
(paragraph iii)

group (paragraph iv)

produce success (paragraph iv)

acquire a wider range of customers (paragraph v)



Supervising overseas subsidiaries

Talking point
Discuss these questions in small groups.

1  What can parent companies do to supervise their

subsidiaries?

How can they communicate their corporate culture to

their subsidiaries?

3 Inmarketing, what advantages do local brands have
over global or international brands?

4 What advantages do companies have when they expand
or go global?

(29

Listening

You will hear Richard Coates talking about the points you
discussed above.

151 Listen and take your own notes about what he says.

2 Work in pairs and, from memory, complete these
notes with up to three words in each gap.

THOL*OLHOLOEDLG VLB OLG & A& & )
Surawicion of local managpr(
. mwﬁngs Hob s and evalvate P&Vformancc

- Managers cubmit monﬁafq L AL [ of
buciness and oPora'Hon*;

Implantation of company evltvre

= communicated 1o local managers S s inanniosns
- mcoﬁngs of EuroPoan managers ol b T

- d&\/olof;od by recrvitment ‘H'}rov5h e R
- cmPfob]oag 7 ol A i 4 are moved o different

posts acvosg Europo

Fromotion
- novvl'v, aacﬂrod buginesses promoted fhrougb:
—F e (while kocp?ng_l'ooa[ brands)
— mark_oﬁng_oampaigng F0 FAHCE B . ...oensiinenaes and
eveate demand

5+31in5_ national or 5pin5. multinational?

. Chuling. national a poggibility for 9 ...................
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ioading_fb lower costs

. Wokoicbﬁ Suecess dve fo concentyation on
b e rather than Pric&

153 Check your notes by listening again.

Vocabulary

1 Putthese adjectives/adverbs in order from the most

frequent to the least frequent.

annual(ly)  biannual(ly)  daily  every half hour
every twomonths  fortnightly  hourly ~ monthly
quarterly  twice weekly

Complete these sentences using the words and
phrases from the box in Exercise 1.

Wehold ................. team meetings - on Mondays and
Thursdays.

The .................... sales conference always takes place in
February.

The airport bus leaves ................... - at ten to and
twenty past.

Have you seenthe .................. sales figures? The
January-March ones are particularly disappointing.
The trade journal comes out .................. on the 1st and
15th of every month, which means I often don’t have
time to read it all.

Speaking

|

Your company is thinking of buying a foreign
company as a subsidiary. Your managing director
has asked you to investigate the opportunity. Work in
pairs and discuss these questions.

What are the advantages of buying a company in order
to expand into a new market?

What activities are useful when trying to incorporate a
new company into your company’s culture?

Change partners and take turns to present your
conclusions to each other. Each of you should speak
for at least a minute.

Expanding abroad
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An overseas pa

Getting started

1

1
2

The problems of expanding into a new market
Advice for foreign companies thinking of expanding into
your local market

Think about the following points:
language

laws and regulations

local tastes and customs

local collaborators and competitors
finance

Finding an overseas partner

Listening

Magiczne Lustra SP Z0.0. is a small Polish
company which produces components for
scientific instruments. It is currently interested
in expanding its export market.

Marion Armley is British and works part-time as
a PA for Aniela Polanski, CEO of Magiczne
Lustra. You will hear a message which Aniela left
on Marion’s voicemail.

16 1 Listen and complete Marion’s notes with

rtnership

Work in pairs and spend a few minutes preparing a short (two-minute) presentation on one of these topics.

Task tip

* For each point you make in your presentation, give
reasons and examples.

* Make brief notes and decide who is going to say what in
the presentation. When you speak, use your notes but
look at your audience.

Change partners and work with someone who prepared the other topic. Take turns to give your presentations.

Hhe bbb LV OB OO e o b &b &

Write T . i,
Use their names where poss. and write ina Z

Tell thewm about product and include 3
tHaree wears

to people on list made last Frida:U

Give info about improved 4 and SUmmarice

future plans

SWU we are S&&Ki‘ﬂa distributor or 5

next monti
imto other

Tnform them Anieln 80”‘5 onan b

Where possible, will 5e’r agency to7
European Euﬂguaaas

up to three words in each gap.

2 Work with a partner and decide the
following.

®* Who will read the letter and why the style
should be formal

* How many paragraphs the letter should have
and what each paragraph should contain

3 Work together and write a plan for the
letter.
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Reading

1

Complete Marion’s letter by
writing one word in each space.

Compare the plan you made
with the letter you have just
read.

Grammar workshop

Complex sentences

1

189

[§)

Find phrases in the letter which
mean the following.

situated in

it's possible you've seen this in
specialist journals

the way it was designed at first
because of our favourable sales
forecasts

can now also start

planning to achieve that aim or
purpose

being developed

with the intention of

Dear Mr Lee,

We are a specialist producer of top-quality reflective optical components for
microscopes and 1 2£hér scientific instruments based in Lublin, Poland.

2 v you may have read in the trade press, just over a year ago we patented an
improved version of an extremely compact mirror whichis3.......... of reflecting
almost 100% of the light it receives. Sales of this mirror (in4.......... original form)

to our customers in Europe and the US have risen from US $1m two years ago to
Just S US $4.5m last year.

[ to our excellent sales projections, based on market research in Europe and
America, we have increased our production capacity by 100% and are now also

e e a position to begin supplying other markets with our products. Our plans,
therefore, include an Asian presence,and 8 .......... that objective in mind, we are
seeking a distributor,9 .......... possibly a joint-venture partner in your country. Other
products which we have in the pipeline and 10 .......... we should be launching within
the coming year include a refraction-free liquid lens for microscopes and a self-
cleaning eye-piece suitable 11 .......... a wide range of optical instruments.

Aniela Polanski, Magiczne Lustra’s CEO, 12 .......... be undertaking a tour of Asian
countries next month, witha 13 ......._.. to identifying possible sales partners, and
would welcome the opportunity to meet with you to discuss our plans and
demonstrate our products. Please 14 .......... me know if this possibility would
interest you and what dates would be the 15 .......... convenient for you.

We look forward to hearing from you.

Yours sincerely,

Mavrion A’leov’

Marion Armley
PA to Aniela Polanski

Rewrite these sentences using the words in A trade sales letter

brackets.

Writing

We are a large chemical company and our main offices

are situated in Bahrain. (based)

1 Work in pairs. Read this task and answer the

We are a large chemical company based in Bahrain. questions below.

We are thinking of moving our offices to Abu Dhabi,
and it's possible you heard this on the news. (as)

This book sold very successfully in the USA and Canada
in the way it was designed at first. (form)

We are launching an updated version of this product
because we have made some technological innovations.

(due)

Your company has a new product/service which is
doing well in your existing markets. You are now
planning to launch it in a new market and will have a
stand at a trade fair for this purpose. Your manager has
asked you to write a letter to prospective customers:

® giving them details of the new product/service

Our training budget has been approved, so we can now * describing its success in existing markets

run the course. (position) * explaining your future plans for it

We are hoping to increase our sales in India, and, in ® inviting them to visit the stand and meet the
order to achieve that purpose, we are launching a multi- marketing manager.

million-rupee advertising campaign. (mind)

We have various new products being developed at the 1 Who will read the letter and what style would be
moment. (pipeline) appropriate for these readers?

We shall be launching a new publicity campaign in 2 What points must you deal with in the letter?
order to increase our share of the North American 3 What details will you have to invent in order to

market. (view)

complete this task?

2 Work alone and write the letter. Write about 250 words.
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Going into new markets

Listening

You will hear five managers talking about their
reasons for moving into new markets and the
problems they expect will arise.

1 Before you listen, work in pairs and do the
following.

1 Decide which words in the box below you might

hear with each of the reasons on the right (A-H).

2 Write two words or phrases you think you might

hear with each of the problems on the right (I-P).

3 Compare your ideas with the rest of the class.

affluence  anapproach  cut costs
agapinthe market  global ambitions
gointo awhole new area keep to targets
meettargets  move a lot of product
move upmarket  an opening

spending power  spread risks
undercut the competition

writetoaccept  wage a price war

122 Listen and, for each speaker, decide which
reason and which problem they mention.

Speaker Reason Problem

1

2
3
4
5

Replying to Magiczne Lustra’s approach

Speaking

Reasons

A to achieve a corporate objective

B to achieve economies of scale

C toreach richer customers

D to confront their competitors

E toexpand their sales areas

F torespond to an invitation

G to maintain sales levels

H to take advantage of an opportunity

Problems

I We'll face strong competition from local firms.

J We'llfind it difficuft to communicate with local managers.
K We'll find it difficult to recruit high-calibre personnel.

L We'l have to adapt to local working methods.

M We'll have to change the packaging of our products.

‘N We'll have to make a large capital outlay.

O We'll need a different advertising message.
P We'll need help from a local firm.

Grammar workshop
Tenses in future time clauses
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Put the verbs in brackets into the correct tenses. (All the
sentences come from the Listening activity, but some have
other possible answers.)

... when we .......... (get) the whole operation going, we’ll have
taken one step further in satisfying the company’s ambition of
becoming a global presence.

And once the operation really .......... (get) off the ground,
there’ll be plenty of profits for us there.

I'll show you one as soon as he .......... (send) me a sample.

... when we .......... (sell) our products there, we’ll have to take
account of the local culture,

Check your answers by listening again.

e page 117 (Future time clauses)

Read Marion Armley’s letter again (page 109) and discuss these questions in small groups.

1 Which of the points (a-j) onthe a
right would it be appropriate to b
include if you were replying to c
Marion’s letter? d

2 Put the points you want to e
include in the order you would f
include them in the letter. g

h
i
j

110  Anoverseas partnership

details of who your other suppliers are

a reference to Marion’s letter and the date of the letter

a summary of your company’s activities

an offer to arrange her accommodation during her visit

how successful your company is

that you would like a meeting with Aniela

the purpose of Marion’s original letter

what type of working arrangement you think might be suitable
when you could meet her

who your main clients are



Singapore

Writing
1 Work in pairs. Read the writing
task on the right and discuss

what details you could include
in your letter.

2 Work alone and write the
letter. Write about 250 words.

Reading

1 Read the letter below. In what order does Oliver Lee
mention the points a—j on page 110? (He does not
mention all the points.)

2 In most lines, there is one wrong word. Delete the
wrong word and write the correct word in the space
provided. Some lines are correct. If the line is correct,
put a tick (v).

Dear Ms. Armley,

Thank you for your letter of December 8th in £hat you mention your 1 which
interest for seeking a distributor or joint-venture partner to market your 2
products in our country.

Like I am sure you know, Singapore Instruments are the leading local .
distributor of optical and electronic components for scientific 1 ——
instruments, not just in this country but too in the region, for clients 5
who are major manufacturers of scientific and medical apparatus. For 6 ...
addition, we distribute scientific and medical apparatus to universities Z e
and hospitals throughout the region, together with replacement pieces L2 ——
when necessary. Our sales in this sector last year are in the order of 9

$3.2m.

We have been aware about your company and its ground-breaking 10 .
innovations for a number of years now and could welcome the i i Qe
opportunity to meet your CEO, Aniela Polanski, seeing samples of your 1 L J—
products and hear her proposals. We would certainly be interested in 13 ...
a arrangement whereby we acted as exclusive distributors of your 14 ...
products, and we would also consider the possible of a joint venture if 15 oo
this appeared to be the best way to proceed. 16 ...
I personally will be absence from the office during the first week of 17
January. Although, I would be most interested to meet Ms. Polanski 18 ...
when I return, and we would be delighted to do the necessary 19 s
arrangements for her while she is here. Please finalise the details of her 7] |
visiting with my assistant, Miss Cheung. Coz; L—

I look forward to meeting Ms. Polanski.
Yours truly,

Oliver Lee

Oliver Lee
CEO

An important foreign associate has written suggesting a visit to your company
in the near future with a view to discussing a new business project which your
companies could undertake together. Your manager has asked you to write a
letter to him/her:

» welcoming the visit and expressing interest in the project

* summarising your company’s activities and its performance

* suggesting how your companies could cooperate on the project
e proposing a convenient time for the visit.

An overseas partnership

m



A planning conference

Getting started

Discuss these questions in small groups.
1

Which of the following do you think are good pieces of advice for people

giving short business presentations?

* Avoid using PowerPoint or other visual aids, as they are distracting.

s It’s all right to give your presentation sitting down.
» Make eye contact with your audience.

s Make two or three important points and repeat them.

* Rehearse your presentation in advance.

* Speak quickly and say as much as possible in the time.

e Start with a joke.

Write two or three other pieces of advice. Then read them to the rest of the

class and see if they agree.

Listening

destroyed byZ ...

Bronds must be protected by

. c0n+inually yeeting 3.

* strict quolity control, where quality not affected

Al
* ethical corporate behaviour, e g by not
B , not outsourcing 10 companies which
G , ignore safety rules, etc.

Best achieved in companies which are 7
ie +he health of brand +he 8

112 Aplanning conference

Making presentations to colleagues

Ascendor, a large multinational company whose activities include aerospace, electronics, consumer
products, financial services and insurance, is holding its annual planning conference, where staff from
different divisions and departments talk about the opportunities and threats facing the company and
discuss solutions to various challenges. You will hear the group marketing director, Fedor Bredsky, giving
a presentation on ‘How to protect your brand’s reputation’.

18 1 Listen and complete these notes with up to three words in each gap.

2 Study the transcript for track 18 and discuss in
pairs whether these statements are true or false.

The speaker ...

makes a brief introduction.

makes a joke.

says how many points he is geing to make.
illustrates all his points with an exampie.

says which point he is making before making it.
gives reasons for everything he says.

includes statistics where appropriate.

finishes with a brief conclusion.

[+ -BEEN B« SV -



3 Find phrases in the transcript which have a similar 2 Despite pressures from shareholders, the customer

meaning to these phrases. comes first in any business ...
1 The subject of my talk today is ... Although there may ...
2 Tdlike to start off by saying that ... 3 ... although your finance department may want to
3 I'd like to make three main points ... implement cost-cutting exercises, brand quality should
4 The first one is that ... NEveL be com;?romised.
5 My third and final point is ... Despite your finance department ...
6 Tooshelads. 4 ... people will just stop buying them, even though you

spend millions on advertising.

€© For other useful language for presentations, People will just stop buying them, however many ...

see Unit 8 (page 41). 5 ... whatever you do in whatever area of corporate
activity, you should first consider whether this could
affect the health of the brand ...
Grammar workshop T—
Concession e page 117 (Concession)
: * Although ; Even though / Everi if + subject + verb Speaking

| Although they spent millions on advertising, the
brand never took off.
She wasn’t interested in the job, even though the
money was good.

|

|

‘ 1 Work alone. Choose one of these presentation topics
\ and prepare a short talk (with a brief introduction,

\ two or three points and a brief conclusion). If

i ] ‘ possible, give examples from the place where you

| Inspite of / Despite + noun / noun phrase / [ work or describe how your company deals with

verb + —ing | :
L . . ' these things.
Despite his producing proof of his identity, she |

refused to give him details of his bank balance. |

: * However, No matter how + adjective/adverb : A d PLANNING

| However hard [ work, I never manage to reduce my sce n o r CONFERENCE

| inbox.

| However safe the investment seems, dort't risk all : PRESENTATIONS AGENDA

| your moitey on it.

| No matter how expensive it is, we need that
machine.

® Whatever + noun

Whatever the risks, we are determined to

Staff management: How to optimise the performance
of your staff.

Corporate Social Responsibility: Companies’
responsibilities to the community.

implement the proposals. Customer relations: How to maintain customer

| * Whatever / No matter what + subject + verb loyalty.

. Whatever you do. don’t press the red button. Marketing: The factors involved in deciding how to
No matter what the risks are, we are determined to price products and services.

implernent the proposals.

Advertising: How to choose the most effective
= advertising medium for your products.

; . ) Sales: Methods of motivating sales staff.
Rewrite these extracts from the presentation, starting e e R

with the words given. Finance: How to ensure a healthy cashflow.

1 ... however good a brand reputation is, it can be ruined Exporting: How to identify potential new markets.
overnight by critical media coverage ...
Even if a brand .. has a dood reputation, it canbe. . . ) _
. ruined overnight by critical media coverage. 2 Work in groups of five or six. Take turns to give your
presentations. While you are listening to your
colleagues’ presentations, think of a question you
can ask about it at the end. Follow up each

presentation with a question-and-answer session.

A planning conference 113



Risk management

Talking point 1
% At the planning conference, you have been asked to discuss

various eventualities using your previous experience.

Work in groups of three or four and discuss this question.

Which of these risks does a company you know well, or a
company you have worked for, face? How could they affect
the business?

* industrial accidents

* negative publicity Useful language

* mnovatlc‘ms by competitors o An industrial accident such as a(n) ... is a risk because it could ...
* changes in the world economic situation We are not at much risk from competitors’ innovations because ...
® mistakes made by people in the company The chances of ... affecting our business are high/low/remote

* hacking and industrial espionage because ...

o others (please specify) One/Another thing which could damage our businessiis ...
Reading

1 Work in pairs. Look at these statements and decide which ones you agree with and which you disagree
with. Give your reasons.

1 ‘Businesses face many more risks now than in the past. 6 ‘Risk management is more complex than other
2 ‘Damage to arival’s reputation can also damage yours. management issues.’
3 ‘Damage to the company’s image is one of the biggest risks. 7 ‘It is much easier nowadays to discover damaging
4 ‘It is important to have contingency plans in place for the information about companies.

various risks a business faces.’ 8 ‘One area of risk concerns businesses you employ
5 ‘Preparing for risks can be costly and the cost may appear to do part of your work!

unjustified.

2 Work alone. Read the five extracts from articles about risk management. Match the statements in Exercise 1 with
the extracts. Some extracts match more than one statement.

\
Managing risk is one of the things that bosses are paid for. Yet risk is trickier to
handle than mergers or product launches. It does not lend itself to forecasts or
plans, but requires managers to look at a range of possible outcomes. Most
people who run companies would be more comfortable with a single figure to
aim for, even if in the end it turns out to be wrong. Financial tools such as
derivatives have enabled them to trade away many risks, but there are plenty
left that are simply part of doing business. /

Darrell Rigby of Bain, a management consul-
tancy, explains that managers now have to be
prepared for a range of risks that were
unthinkable not long ago. Global supply chains
expose them to potential calamities, not only in
their home country but all over the world.
These disasters can range from forest fires in
— California to dock strikes, power cuts, Internet

attacks and even top managers’ hands in the till.
C The traditional advice to managers is simple:
identify your risks. Be prepared for each of
them individually, and for the possibility of
many of them occurring at the same time.
Monitor and track your risks as you go along.
And when something untoward happens, make
sure you move quickly to deal with it.

One reason why risk management is difficult to grasp is that it is, by its ’
nature, defensive. In the late 1990s, companies spent millions on updating ‘

their computer systems to guard against the Y2K bug that was expected to
create havoc on January 1st 2000. When nothing dreadful happened on the
day, many felt duped. Managing risks can seem a waste of time and money —
until something goes seriously wrong. —

114 Aplanning conference



If a company suffers a blow to its reputation, it can collapse
with astonishing speed. Arthur Andersen’s clients deserted it
long before the accounting firm had its day in court. When
Putnam Investments, a mutual-fund company, came under
scrutiny by Eliot Spitzer, New York State’s attorney-general, its
clients began to pull their money out of its funds literally
overnight. Even if a company survives damage to its

reputation, the loss of business can be devastating, i

Companies have also become much more concerned about
other reputation makers and breakers: the government, the
public and the media, and, increasingly, the Internet, which
has greatly improved transparency. Corporate secrets are
becoming ever harder to keep. Businesses are now finding
that, perhaps unfairly, they are being judged by the company
they keep. As they rely more on outsourcing, they may be held
responsible for the sins of their subcontractors. Wal-Mart, a 1
giant American retailer, was recently sued by the government
for illegally using foreign workers to clean its floors. They
were working for a subcontractor without Wal-Mart’s
knowledge, but the company still got a bad press. More
unfairly still, the misdeeds of one company can tarnish all its
competitors as well.

- -t

From The Economist

Listening
You will hear Nicole Frére talking about risk in business.

191 Listen and note down what
factors she says have increased
the risks businesses face these
days and what factors have
reduced the risks.

19 2 Listen again and check your
understanding of the main points
by choosing the best answer, A, B
or C, to each question.

1 According to Nicole, in what ways
is the world riskier for business?
A There are more natural disasters.
B Businesses are more globalised.
C News reports are more likely to alarm markets.
2 What has made doing business safer?
A It’s easier to quantify risks.
B It’s easier to spread risks.
C The workplace has become safer.

3 What is the main obstruction to effectively dealing with
risks?
A Decision-makers do not have an accurate view of the
risks they face.
B Investors are increasingly risk-averse.
C People tend to be slow to react to new situations.
4 What does Nicole say about computer models?
A They cannot cope with the unexpected.
B They tend to be inaccurate.
C Business people are unwilling to trust them
completely.
5 Why, according to Nicole, should business people
accept a certain level of risk?
A It creates profit.
B It makes business more interesting.
C ltis unavoidable.

Talking point 2

In the third part of Ascendor’s planning conference, you
have been asked to work in groups and discuss different
possible risks and scenarios which could affect the
company.

1 Work in pairs or groups of three. Choose one of the
scenarios below and brainstorm vocabulary
connected with the topic.

Discuss the problem for three or four minutes.

w

When you have finished, report your conclusions to
the whole class.

Staff retention

A number of key staff have left your company in recent
months. You have been asked to recommend things
the company can do to keep staff.

Discuss and decide:

* how losing staff can damage a company

* what makes an organisation an attractive place to
work in

e what conditions your company can offer to keep staff.

Market share

A competitor has been waging an expensive
advertising campaign in order to capture part of your
market share. Your manager has asked for suggestions
about how to deal with this threat.

Discuss and decide:

® why market share is an important measure of a
company’s success
¢ how the company should react to this challenge.

A planning conference
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Articles

The definite article
m Theis used:

m An is used instead of a:
¢ before vowels
an email
but not when u or e produces a y sound
a union, a European manager
e when h is silent

with things we have mentioned before or when
it's clear who/what we are referring to from the

context

We've found a new supplier. The supplier is e, hour o RoREsE mdn

based in Malaysia. EE st =

Could you take these packets to the post office, Compiete this text using a, an, the or -’ if you think no

please? (i.e. the post office near here) article should be written.
with things which are unique T ——
the Internet, the global economy

Nestlé launch of fair-trade coffee divides

e when the noun is followed by of company'’s critics
the price of coffee Nestlé, 1 The  world’s largest and most ethically
e when the noun is followed by a defining relative questioned food-and-drink company, yesterday
clause launched 2 .......... fair-trade-certified coffee brand in
The profits we’ve made have all been reinvested. Britain. But 3 .......... initiative divided 4 ..........
e with adjectives to express groups company'’s critics, some of whom congratulated it for
the unemployed, the rich, the French encouraging 5 ........ growth of 6 .......... fair trade,
e with superlatives | while others said it was 7 .......... cynical attempt to
the best, the longest | improveS§ ... company'’s global reputation.
e with names of some countries Nestlé, which has a turnover of $67bn and buys
the United States, the Czech Republic 750,000 tonnes of 9 .......... coffee beans 10 ...
e with names of rivers, mountain ranges and seas year, refused to say how much 11 .......... fairly traded
the Nile, the Alps, the Mediterranean coffee it was expecting to sell under its new Partners’
m Do not use the: Blend label, but said it was serious about wanting to
e when talking in general and in the plural  improve 12 .......... conditions of 13 ...... ... small
Coffee farmers are struggling with low prices. \ farmers in Africa and Latin America.
e when using abstract nouns " “This represents 14 .......... fundamental, serious
Trade between our two countries is increasing. ' - commitment to help some of 15 .......... poorest
The indefinite article . farmersin 16 .......... world. We want 17 ... whole
m A oran are used: fair-trade market to grow, 18 ......... company
e with singular, countable nouns 5 spokeswoman said yesterday.
a company car, an independent financial adviser ~ Nestlé said it was spending £1m promoting its new
® {0 express rates : brand and 19 ......... similar amount supporting
S0 kilometres an hour, $50,000 a year | 20......... health and education projects for its new
® A or an are not used with plural or uncountable | suppliers in Ethiopia and El Salvador.
nouns .
Companies try to make profits. Money is the basis
of business.

Grammar workshop 6
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ire time clauses
m In time clauses which refer to future time, use a
present tense (after when, while, as soon as, until,
after, before and as)
I'shall retire when I am 60 (not when [ willbe 60).
® Use the present simple in time clauses for things
which will happen
- at a particular moment in the future
We'll start the meeting when she arrives.
- for the same length of time as something else
mentioned in the future
I'll type the report while you do the graphics.
® Use the present continuous for something
- which will happen for longer than something
else mentioned in the future
I expect we’ll reach agreement while we’re
having coffee after lunch.
- in progress at a time in the future
We won't be able to entertain visitors while we
are refurbishing the offices.
m Use the present perfect for things which have
finished before a time in the future
Our output should double when we’ve built the
new factory.
Note: In sentences like this, the present simple is
very often also possible
ILwon't tell you the contents of my report until I
finish / have finished writing it.

Put the verbs in brackets into the present simple,
continuous or perfect in these sentences. (In some
cases, more than one answer is possible.)

my job prospects will have been greatly improved.

I won’t have time for a holiday while 1 ..................
(work) on this project.

We won’t come to any firm decision until the market
research ................. . [be completed).

Why don’t you drop by our office while you ...
(visit) Hong Kong?

I won’t be able to finalise the sales forecast until I
.................... (speak) to all our sales managers.

Complete these sentences in any way you think
suitable.

I'll be happier with my work when ...

I won’t stop studying English until ...

1 hope to make my first million before ...

Next year, while ...

Concession

You will find some ways of expressing concession in

Unit 24, page 113. Here are others:

m Although and though are conjunctions and are
used to join sentences. Though is more informal
than although.

Although I don’t believe our costs are lower, we still
manage to undercut our competitors.

We managed to recruit someone pretty good,
though there weren’t many applicants for the job.

m However, nevertheless and though are adverbs
(compare this use of though with the one above).
However and nevertheless start a new sentence;
they refer to the sentence immediately before.
Though is used at the end of the second sentence.
We’re able to undercut our competitors. However, |
don’t believe our costs are lower.

Our sales this year have not been encouraging.
Nevertheless, we think next year will be better.

We managed to recruit someone pretty good. There
weren't many applicants, though.

Compare the use of however here with its use on
page 113.

Join these sentences using the words given in brackets.

1

Profits are up. Productivity is down. (though)

Profits are up, thouah productivity is down. . . ..
We won’t be able to meet the deadline. We’ll work very
hard. (however hard)

You can pay him a high salary. He won’t work harder.
(no matter how)

He made a good keynote speech. The shareholders
voted him off the board. (despite his)

Interest rates are falling. Consumer demand is not
increasing. (even though)

He may ask you anything. Don’t reveal our commercial
plans. (whatever)

We run excellent psychometric tests. We never manage
to recruit the ideal candidate. (in spite of)

We have a very small budget. However, the project will
go ahead. (however small)

Our model won an innovation award. Sales never really
took off. (despite)

Grammar workshop 6
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Communication activities

Unit14

Unit 12

Cold-calling
Role-play 1

Student A
Sales Manager for CSS Ltd

Your company supplies satellite tracking devices for
vehicles and for packages. By means of these devices,
companies can instantly locate company cars and
delivery vans, as well as individual packages or
containers. This enables companies to check where
their employees are and what they are doing. It also
helps to prevent theft of valuable consignments.

You have decided to cold-call TopPlant Repairs Ltd to
see if your devices would suit them. You want to try to
set up @ meeting where you can make your sales pitch.

Making a sales pitch
Role-play 2

Student A
Sales Manager for CSS Ltd

Prepare your sales pitch. Use the information below to
help you. You want to sell satellite tracking devices for
vehicles and for packages.

These can be used for:
® |ocating company vehicles and employees

* checking that employees are doing the job assigned
to them

* tracking packages and equipment

* preventing theft.

You know that TopPlant Repairs Ltd has problems with:
* theft of equipment

= supervision of maintenance staff.

Charges
There are fixed monthly charges for lease of equipment.

Communication activities

Role A
Marketing Team, Continental Bank

You are members of the marketing team of Coritinental
Bank. You have been approached by London’s Tate
Modern gallery to sponsor a series of high-profile
modern-art exhibitions over the next three years. You
are going to meet the exhibition organisers to explore
the possibilities.

Before the meeting, work together and:

e discuss what possible benefits and dangers there
might be for a well-known bank to spensor modern
art

e prepare a list of questions and discussion points to
talk over with the exhibition organisers connected
with
— types of exhibition
— image
— visitor numbers
— finances
— publicity opportunities for the bank
— other co-sponsors (their image / are they

competitors?)

» other perks the exhibition organisers can offer, e.g.
private viewings.



Landiords

You have an office block with 2,000m? of office space
which has now been unoccupied for 18 months, so you
are keen to lease it.

These are the points you have asked for in the leasing
agreement:

¢ rent: €550 per m?
» deposit: six months' rent in advance

» annual revision of rent in line with index of rental
prices in Warsaw area

® length of leasing agreement: five years

e no change of commercial activity without your written
permission

e leaseholder must pay cost of alterations and repairs to
property
° terms of lease to be renegotiated after five years

There is also the possibility of leasing space to park 30
cars in basement of building.

Discuss these terms with your partner(s) before you
start the negotiation and decide how important each of
these terms is and how much you are prepared to move
on each.

Student B
Operations Manager for TopPlant Repairs Ltd

You run a highly efficient and profitable operation and
you employ a team of highly trained technicians.
However, instead of phoning them and interrupting their
work whenever you need them, you would like to be
able to locate them at the touch of a button. Also, on a
few occasions, valuable equipment belonging to clients
has been stolen from your company’s vehicles, and you
would be interested in ways of preveniing this.
However, you have to chair an important meeting in five
minutes, so you don’t have time for a lengthy phone
call.

Student B
Operations Manager for TopPlant Repairs Ltd

Prepare questions to ask the sales manager from CSS.
You are interested in equipment which will allow you to:

* track vehicles and maintenance staff at all times
without having to ring them

* track equipment belonging to your customers.
You have had problems in the past with:
e theft of customers’ equipment

* maintenance staff who have not been working when
they should have been.

You are interested in how the equipment works and
how much it costs.

Unit 14

Role B
Exhibition Organisers, Tate Modern

You are organising a series of high-profile modern-art
exhibitions at Tate Modern gallery, London, over the
next three years. You have approached the Continental
Bank, a large international bank, to invite them to
sponsor the exhibitions.

Before the meeting, work together and decide:

* the type of exhibitions, the amount of money you
require irom sponsorship, what other revenue you
expect (from entrance fees, government grants, etc.),
visitor numbers, etc.

* how the exhibitions will enhance the bank's imags
and contribute to their marketing effort

* what opportunities you can offer the bank for
publicity, e.g. logo on the exhibition guides, a room of
the gallery named after the bank, etc.

® other perks you can offer the bank, e.g. private
viewings, etc.
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Leasing ofrice sp

Unit 16

Leasers

You work for a large insurance company which wants to
open an office in central Warsaw. At present, you need
approximately 1,400 m? of office space, but you are
expecting to expand and would be prepared to lease
more.

The office block you have seen is in an ideal location
but:

¢ the rent being asked is high — you have had other
quotes for €450—€500 per m2

* you would like to pay a deposit of two months' rent in
advance

* you are prepared to pay rent increases in line with
inflation based on the retail price index

¢ you would like the leasing agreement to be for ten
years minimum

* you will need to make fairly extensive alterations to
the property and you think some of the costs should
be met by the landlord, since they will actually be
improvements

= terms of the lease cannot be altered without both
parties’ agreement.

You understand there is the possibility of leasing parking
space, and you would like to take this option if the price
is right.

Discuss these terms with your partner(s) before you
start the negotiation and decide how much you are
prepared to move on each.

Communication activities

Unit 20

Group 1
Management

You should take about ten minutes to work together and
discuss the following points.

* What are likely to be the staff’s counter-demands to
your offer (made in the listening activity)?

* \What would be reasonable concessions to make
during the negotiations? Prepare some fall-back
positions.

* \Which would probably be a more successful strategy
in order to achieve your aims: incentives or coercion?

When you have finished your discussion, prepare your
negotiating strategy.

Group 2
Staff representatives
Take ten minutes to complete the following three steps.

1 Read the counter-demands below, which you
established at a staff meeting:

e all 90 employees from Travelsafe Insurance should
have the option of relocating if they wish.

® incentives for relocation:

— 8% increase in salary and promotion from current
staff grade to next level.

— £16,000 payment to cover cost of move + £1,000
for each family member who also relocates.

— three weeks' paid leave at time of move.
e guarantee that there will be no forced redundancy.

® incentive to take voluntary redundancy: 3 months'
gross salary in addition to employee's legal
entitlement.

2 Discuss the following questions:

* what would be reasonable compromises to reach
between these demands and management'’s
original offer (in the listening activity on page 97)?

* what industrial action would it be reasonable to
threaten in order to achieve your aims?

3 Prepare your negotiating strategy.
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About BULATS

BULATS stands for Business Language Testing Service. It is a service for companies designed
to help them find out the level of language skills among their staff, trainees or job applicants.
It assesses language skills which are needed for the workplace, and for students and
employees on language courses or on professional/business courses where foreign-language
ability is an important element of the course.

BULATS provides tests for all learners of a foreign language. There is no ‘pass mark’. This
book is designed for students at advanced level, so it does not contain advice on how to
approach BULATS tasks which are too easy for you. BULAT'S candidates are placed in one of
six levels. These levels are expressed as ALTE (Association of Language Testers in Europe)
levels, which are linked to the Council of Europe Framework (CEF) levels. This is explained in
the table below.

| ALTE levels Council of Cambridge ESOL
Europe (CEF) Level | BULATS scores Level description certificated
examinations at
these levels
Level 5 c2 90-100 Upper-Advanced CPE
Level 4 C1 75-89 Advanced CAE, BEC Higher
Level 3 B2 60-74 Upper-Intermediate FCE, BEC Vantage |
Level 2 B1 40-59 Intermediate PET, BEC Preliminary |
Level 1 A2 20-39 Elementary KET
Level 0 Al 0-19 Beginner -

The test is carefully designed to be suitable for a wide range of people at work - technicians,
secretaries or managers, in banking, in education or in manufacturing, in administration,
research or marketing. It does not require any previous business experience, and so it is also
suitable for students who may need to use the foreign language in the future.

At the moment, four different types of test are offered: the BULATS Computer Test, the
BULATS Standard Test, the BULATS Writing Test and the BULATS Speaking Test.

The BULATS Computer Test assesses your ability to use the foreign language by presenting
questions via a computer. The computer test is adaptive. This means that according to your
answers, the computer program chooses each new question for you. (Your Business
Benchmark CD-ROM allows you to practise for the Computer Test, but it is not adaptive: this
means that you can try all the questions in the Computer Test, not just those chosen for you
by the program.)

Test Lengths

The Standard Test lasts 110 minutes and tests listening and reading skills, and knowledge of
grammar and vocabulary. The Computer Test is shorter than the Standard Test because it
chooses material at a suitable level for the candidate. The Computer Test usually lasts around
60 minutes.
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The Standard Test

Part or Type of task Number of
Skill section questions
Listening 1 Understanding short conversations or monologues 10
2 Taking down phone messages, orders, notes, etc. 12
3 Listening for gist: identifying topic, context or function 10
4 Listening to extended speech for detail and inference 18
Reading 1.1 Understanding notices, messages, timetables, adverts, 7
and graphs, etc.
language 1.2 Gapped sentences 6
knowledge 1.3 Reading passage with multiple-choice questions 6
1.4 Short reading passage; gap filling 5
2.1 Four short reading passages; sentence matching 7
2.2 Short reading passage; multiple-choice gap filling 5
2.3 Short reading passage; gap filling 5
2.4 Gapped sentences 6
2.5 Long reading passage with multiple-choice questions 6
2.6 Error correction 7
The Writing Test
Part or section Type of task Time (approx.)
Writing 1 Short message/letter (50-60 words) 15 minutes
2 Report or letter (180-200 words) 30 minutes
The Speaking Test
Part or section Type of task Time (approx.)
Speaking 1 Interview 4 minutes
2 Presentation 4 minutes
3 Information exchange and discussion 4 minutes

Exam skills and Exam practice
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Listening Paper Part 4: Exam skills

Part 4 consists of:

three interviews, discussions or conversations with two
or more speakers or a presentation or report with just
one speaker

six multiple-choice questions for each section.

You must choose A, Bor C.

You practised similar skills in Unit 14 (pages 69 and 71)
and Unit 21 (pages 102-103).

This part of the exam tests your ability to:

listen for the gist or general idea of what people are
saying, specific information and speakers’ attitudes
interpret what the speakers say in order to choose the
correct alternative.

Multiple-choice questions in the Listening paper

The words you hear when listening may not be the
same as the words you read, but the meaning will
coincide with one of the options.

Something connected with each of the distractors is
usually also mentioned, so you have to listen very
carefully.

Suggested exam technique

1

Use the pause between hearing the instructions and

listening to the recording to:

* read each question and underline the key words so
that you know what you are listening for

e study the alternatives for the first few questions (if
you have time) and predict how these might be
expressed.

The speaker will probably say something about all three

alternatives. Listen carefully to discard the wrong

alternatives.

Remember: the speakers may not use the same words as

are used in the questions - you will have to listen for

the same meaning.

Use the pause between listening the first time and

listening the second time to check the questions which

give you problems.

Exercises

1

You are going to hear an interview with Jeremy
Pollock, a psychologist who has investigated
decision-making in business. Before you listen:

Exam skills and Exam practice

e underline the key words in the questions below

¢ check with a partner, and then discuss how Jeremy
might express each alternative in the questions using
other words.

Listen and answer the questions.

What is the result of over-optimism in decision-making?

A Managers generally perform better and produce
better results.

B Managers concentrate on things they would do
better to ignore.

C Managers underestimate the abilities of their
company’s competitors.

What example does Jeremy give of how Americans are

over-optimistic?

A They overestimate their future incomes.

B They invest too heavily on the stock market.

C They pay more than the market value for their homes.

What influence does the “anchor effect” have on

business negotiations?

A Negotiators do not investigate beyond a narrow
range of options.

B Negotiators tend to discuss the asking price rather
than a realistic figure.

C Negotiators refuse to discuss compromise solutions.

According to Jeremy, why is having large amounts of

information a problem for decision-makers?

A They find it hard to distinguish relevant from
irrelevant information.

B They find it hard to reach a final decision.

C They spend too much time on small decisions.

How does stubbornness affect decision-making in

pharmaceutical companies?

A They develop unsuitable products.

B They devote too much of their budget to research.,

C They take on new members of staff.

How do bosses typically treat unproductive staff who

they personally have recruited?

A They fire them.

B They pass them to another department.

C They keep them.

What is the negative effect of “home bias’ on investment

decisions?

A Investors tend to invest in unprofitable ventures
close to home.

B Investors do not spread their risks sufficiently.

C Investors invest too much in property and not
enough in shares.

Check in the transcript to see how each option is
discussed and which one is correct.

To try areal exam task, go to page 125.



Listening Paper 4: Exam practice
#Section 1: Questions 33-38

* You will hear a discussion between Brian, the managing director of a company, and Judy, its finance director,

about premises for a new head office.

¢ For questions 33-38, circle one letter A, B or € for the correct answer.

* You will hear the discussion twice.

33 What is the location of the building that they are
considering?
A inaresidential area
B inthe town centre
C inthe countryside

34 What do they agree needs to be done to the
building?
A Some internal changes should be made.
B A great deal of repair work should be carried

out.

C Anextension should be constructed.

35 What might cause difficulties?
A the amount of parking space that is available
B the entrance to the premises from the road
C the distance from the site to the motorway

.,g‘fiSection 2: Questions 39-44

*  You will hear a radio interview with a man called Gary Waters about how advertising agencies can win new business.
¢  For guestions 38-44, circle one letter A, B or C for the correct answer.

e You will hear the interview twice.

39 New clients usually contact Gary's agency
because
A the agency has been recommended by
another company.
B theywantto compare the prices of several
agencies.
C they are familiar with some of the agency's
work.
40 Gary thinks the best way to start getting ideas for
aproposal is to
A become familiar with the product.
B talk to somebody from the client company.
C look at campaigns for the client’s
competitors.
41 Gary thinks that presentations and proposal
packages written by several people may
A give a poor impression of the company.
B take too long to write and check.
C leave out some important points.

36 How much does Judy think the company shouid
pay for the building?
A £1,250,000
B £1,500,000
C £1,750,000
37 According to Judy, why do the owners of the
building want to sell it quickly?
A to purchase another company
B torepay its debts to the bank
C toinvestin a new building venture
38 What do they decide to do next?
A discuss the possible sale with colleagues
B make an offer to buy the building
C arrange avisit to the building

42 Gary emphasises the importance in
presentations of
A speaking without hesitating.
B seeing the audience's reactions.
C keeping to what he has planned.
43 How does Gary prepare for difficult questions he
may be asked at a presentation?
A He gets his colleagues to ask him what the
client might ask.
B He asks the client in advance what they want
to know.
€ Helists questions he thinks he might be
asked.
44 Gary thinks the presentation should
A last at least 20 minutes.
B be entertaining.
C focus only on the main points.
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84 Section 3: Questions 45-50

¢ You will hear a radio news itern about Ben Miller being appointed as the new European Chairman of GTR, a big
advertising group.

¢ For questions 45-50, circle one letter A, B or C for the correct answer.

* You will hear the news item twice.

45 According to the reporter, what action did Miller take last week?
A He signed a contract with GTR.
B He left his own agency.
C Herecruited a new partner.

46 Some people at GTR believe that
A there was not enough consultation over Miller's appointment.
B Miller's vision for the future isn’t suited to the group's set-up.
C Miller is unwilling to move to Europe.

47 When Miller was at Jackson Media, what was his working relationship with Mark West?
A They were compsting for the same business.
B West was Miller's boss.
C They collaborated on setting up the Manhattan office.

48 Why did Miller leave his job with Jackson Media?
A He was held responsible for some financial irregularities.
B He had a dispute with some of the company's biggest clients.
C He found it difficult to work with his new boss.

49 How did Miller’s agency, Hudson, get Yellowstone as a client?
A Miller kept their account when he left Jackson Media.
B Miller's contacts at Jackson Media had recommended him.
C Miller had established a relationship with them while at Jackson Media.

50 What interest did the Outward Signs agency have in Miller?
A They wanted him to become their chairman.
B They wanted to take over his agency.
C They wanted to collaborate with his agency.
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Reading Paper Part 2 (Section 4):
Exam skills

Part 2 Section 4 consists of:
* six sentences with gaps

You must choose the word or phrase, A, B, C or D, which
completes the gap.

This part of the exam tests your knowledge of vocabulary
and to a lesser extent grammar, especially:

* meanings of individual words

* collocations

Suggested exam technique

1 Decide if the question is testing your vocabulary or
grammar.
2 Ifitis testing vocabulary:

* choose the word which sounds natural in the context

* look for clues in the sentence: prepositions,
collocations, etc.

¢ [f you don’t know, discard the answers which you
think are wrong and choose one of the others.

3 Ifitis testing grammar:

* which word fits the sentence grammatically? For
example, is there a verb + -ing (e.g. hoping) or an
infinitive (e.g. to hope) after the gap? If there is a
verb + —ing, perhaps the word you need is a
preposition.

® [f youdon't know, discard the answers you think are
wrong and choose from the others.

Exercises

1 In this exercise, all the alternatives have similar
meanings, but only one is correct in the context.
Work with a partner. Choose the alternative which is
correct.

1 Unless production is kept on ...... , we will fall behind
with our orders.
Atimetable Bschedule Cagenda D programme
2 It may be difficult to raise money for your new venture,
as many banks are risk- ...... .
A unwilling Breluctant C averse D shy
3 Inthe past, fluctuations in the ...... rate have adversely
affected our exports.
Aexchange Bchange C conversion D money
4 Toyota are planning to launch a new ...... in their Lexus
range in June.
A make B brand C model D trademark

He’s a skilled negotiator who is known to drive a

hard ...... .

Abargain B deal C agreement D contract

As a result of the favourable economic ...... , Aviva have
made record profits this year.

A weather Bclimate C development D combination

In this exercise, some of the alternatives are wrong
because they require a different preposition, e.g. in
question 1 need is followed by for. Work with a
partner. Choose the correct answers and say why the
other alternatives are wrong. Where possible, say
which preposition the wrong alternatives would
need.

Comcam Ltd are looking for local suppliers in order to
reduce their ...... on imported components.

A necessity  Brequirement C need D reliance
One of the best decisions we ever made was to ...... part
of our profits in a new fleet of vans.

A invest B spend Clayout D buyup

If you’re sending the goods by sea, it is essential to ......
against any accidents which might happen during the
journey.

A guarantee B cover Cinsure D assure

In this exercise, each of the alternatives is a
‘grammar’ word. Work with a partner. Choose the
correct answer and say how you would need to
change the sentence to make the other alternatives
correct, e.g. an —ing form would be necessary after
despite: Despite their sales undergoing a record
expansion, ...

Comcam’s profits in the last year were disappointing,
...... their sales underwent a record expansion.

A despite B although C however D nevertheless
Dieter Lichtenberger has just taken over as managing
director after working as head of human resources ......
the last five years.

A for Bin C over D while

We won’t consider stocking their products ...... them
giving us a hefty discount.

A providing B unless C without D except

To try a real exam task, go to page 128.
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Reading Paper Part 2 (Section 4): Exam practice

Questions 1-6

Choose the word or phrase which best completes each sentence.
For questions 1-6, mark one letter A, B, C or D on your Answer Sheet.

Advertising should be sustained over timeto .................... creditable results,

A collect

B harvest

C vyield

D eam

We can’t hold the meeting externally .................... Finance agrees that the company will fund it.
A unless

B without

C despite

D except

The new director has transformed the company by .................... several brands.
A detaching

B loosening

C demerging

D shedding

They launched a new productina .................... to capture a larger share of the market.
A proposal

B bid

C submission

D tender

Desks need to be at least 1 metre wide to .................... a monitor.

A lodge

B accommodate

C house

D contain

The plan that the board .................... was received favourably by most staff.

put forward

went in front

pushed up

forged ahead

OO0 m@>»
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Reading Paper Part2 (Section 5):
Exam skills
Part 2 Section 5 consists of:

s one text of 450 to 550 words
¢ six multiple-choice questions where you must choose
the best answer, A, B, C or D.

You practised similar skills in Unit 2 (page 15).
This part of the exam tests your ability to:

¢ read in detail
¢ interpret opinions and ideas expressed in the text rather
than facts.

Skimming

Skimming consists of reading very fast to get a
general idea of the meaning and contents of the
whole text (for example, you get a long email
marked urgent just before you are going into an
important meeting and you have to decide what
action to take very quickly).

¢ When you see unfamiliar words or sentences you
don’t understand, do not spend time trying to
understand them - continue reading.

e Only worry about difficult vocabulary or
sentences if you find there is a question about
them.

Suggested exam technique

1 Skim the text first to get a quick, general idea of what it

Says.

Read the stem of the first question (the part before the

alternatives A, B, C or D) and underline the key words.

3 Find where the question is dealt with in the text. Read
the four alternatives and find which one is correct.

4 Remember: the words of the text will not repeat the
words of the question. You will have to find the same
idea expressed in a different way.

5 Make sure there is evidence in the text to support your
answer.

6 The answers to the questions come in the same order in

the text, 50 when you have answered one question,

move on to the next part of the text to answer the next
question.

Be careful about time. If you take too long on this part,

vou won’t have enough time for other parts.

3]

~1

Exercises

1 Skim the article on page 130 (it is about half the
length of an exam text, so take a maximum of three
minutes to do this), then say which paragraph(s)
talk(s) about:

problems for workers caused by customers
how workers’ feelings may affect their work
which personalities are best for call-centre workers.

N Wb~

a Underline the key words in the stem of each
question, then answer the questions.

1 According to Wilk, it is important to reduce stress in call
centres so that staff
A perform their job more efficiently.
B stay in the job for longer.
C treat customers more politely.
D make their organisation more profitable.
2 According to Rothbard, what is most likely to improve
workers’ feelings at work?
A awkward customers
B satisfied customers
C ahappy home atmosphere
D a friendly work atmosphere
3 How do difficulties at home affect workers’
performance?
A They show more commitment to their work.
B They lose interest in their work.
C They transmit negative feelings to their customers.
D They start looking for another job.
4 According to Wilk, what is the main problem call-centre
workers encounter in their job?
A difficulty speaking to their supervisors
B lack of empowerment
C not knowing how to help callers
D dealing with angry callers
5 Who does McCulloch say is more suited to working in a
call centre?
A someone who likes to take the initiative
B someone who understands the aims of the
organisation
C someone who wants to feel part of a larger team
D someone who does what their superior asks them to
do

b Compare your answers with your partner, and
highlight the evidence in the text which supports
your choices.

To try a real exam task, go to page 131.
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CALL CENTERS:

How to reduce burnout, increase efficiency

With an estimated 3% of the U.S.
workforce employed in call
centers, the emotional labor of
dealing with customers can lead
to employee burnout and high
turnover rates, according to
Steffanie Wilk, a Wharton
management professor who has
done extensive research on call
centers. It's important, she said,
to figure out ways to counter
stressful situations so that
employees “are not feeling
overwhelmed by their work, so
they are not building up more
steam”.

Nancy Rothbard, professor of
management at Wharton,
presented the results of research
on workers’ mood, performance,
and burnout conducted by her
and Wilk at a large property and
casualty insurer. “When we think
about call-center workers, one of
the biggest challenges is
remaining resilient to the anger
and hostility that can come their
way. That’s the negative side,”
said Rothbard. “But what about
the positive side? If a client is
pleasant and cheerful, does that
infuse you with energy in the
way | found it does when a
positive mood from home spills
over?”

Earlier work, she added, shows
an emotional spillover between
home and work for employees.
She suggested that problems at

home do not necessarily lead to
problems at work. “l found there
was more evidence of
enrichment —where positive
emotions from home spilled
over and caused people to be
more engaged with work.
Negative emotions also spilled
over and caused people to be
more engaged with their work.
Employers fear spillover from
home will cause workers to be
disengaged, but people try to
escape from a negative
experience by throwing
themselves into another role.”
Preliminary results of the
insurance-company call-center
research show that workers’
moods coming into the job
surface throughout the day,
Rothbard said. If workers arrived
in a positive mood, they were
likely to stay that way, and the
same held true if they arrived in
a bad mood. As for the
contagion effect of customers,
Rothbard said there is spillover,
but more for positive
interactions than for negative
ones. “My guess is employees
are skilled and able to segment
that away from themselves, but
they let in the positive if the
customer is cheerful and happy
... Perhaps it's a coping
mechanism.”

In focus groups, according to
Wilk, call-center workers

routinely say the hardest part of
their job is that they know how to
help the customer, but do not
have the authority to take action,
such as waiving a late fee. This
forces the customer to get angry
enough that he or she asks to
speak to a person who has
authority. “It's incredibly
frustrating” for the initial call-
center representative.

Malcolm McCulloch, senior
research consultant at LIMRA
International, suggested
companies make a better effort
to hire employees who will fit
into the culture of their
organization. McCulloch defined
what he calls
“person-organization fit” as the
match between an individual’s
values and preferences and the
characteristics of the work
organization. He used the
example of a claim center where
accuracy and attention to detail
are important. An individual who
avoids risk and accepts
supervision is likely to feel
satisfied and comfortable in the
job and develop a commitment
to the organization. “On the
other hand, a misfit at the claim
center may have an
entrepreneurial spirit. They're
not going to be happy campers.
They won’t commit to the
organization and they will soon
leave.”
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Reading Paper Part 2 (Section 5): Exam practice
Questions 7-12

* Read this article about what makes a top company successful, and answer questions 7-12 on the next page.

e For questions 7-12, mark one letter A, B, C or D on your Answer Sheet.

The Louis Vuitton Money Machine

If you look through the pages of the glossiest fashion
magazines, you'll find pages and pages of top
models displaying handbags and accessories from
Louis Vuitton and its rivals Prada, Gucci and Hermes.
At the glamorous end of the fashion market, Vuitton
is great but not alone. So what makes it unique?

Well first, there's the relentless focus on quality. At
all Louis Vuitton factories, employees work in teams
of 20 to 30. 'Each team works on one product at a
time, and team members are not only encouraged to
suggest improvements in manufacturing, but they
are also briefed on details about the product, such as
its in-store price and how well it is selling,’ says
Stephanie Fallon, a former manager for Michelin who
runs the Vuitton factory in Ducey, Normandy. "Our
goal is to make everyone as multiskilled and
autonomous as possible,” says team leader Thierry
Nogues.

The teamwork pays off. When a prototype for a new
bag design arrived at Ducey last summer, production
workers who were asked to make a test run quickly
discovered that decorative metal studs were causing
the zipper to bunch up, adding time and effort to the
assembly process. The team alerted factory
managers, and within a day or two, technicians had
moved the studs a few millimetres away from the
zipper.

Such efficiency helps compensate Vuitton for its
decision to keep most manufacturing in France, one
of the world’s most expensive labour markets. Of

the 13 factories that make Vuitton bags, 11 are in
France, and the other two are across the border in
Spain. The reason for this decision is simple, but is
often asked about: ‘The question gets raised all the
time, and the answer is that we feel more confident
of quality control in France,’ says Head of Production,
Emmanuel Matthieu.

Productivity alone won't sustain growth, so while
most luxury groups cut their ad budgets last year,
Vuitton boosted spending by about 20%, using top
supermodels in the campaigns. Even so, Vuitton is
so big that analysts reckon that it still only spends
about 5% of revenues on advertising, half the
industry average.

However, as Vuitton expands, hazards appear, with
counterfeiting rising sharply in recent years. ‘It's a
menace we take very seriously,” says Bertrand Stalla
Bardillon, Director of Intellectual Property.

But for Vuitton, the biggest challenge may be to
keep this powerful machine under control. The
company opened 18 stores last year, about twice the
rate of store openings a decade ago. ‘The temptation
with a lot of brands is to immediately find new
outlets, new sources of distribution, and price
points,” says New York-based brand consultant Marc
Gobe. 'But Vuitton are extremely disciplined,” Gobe
says. Vuitton Chairman Bernard Arnault promises
that Vuitton will never lose its discipline or focus on
quality. ‘That's what differentiates Louis Vuitton,” he
says.
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7 To help the Vuitton workforce become ‘multiskilled and autonomous’, they are given
opportunities to contribute ideas on product marketing.

information about the bags’ retail performance.

training in enhancing product design.

experience of all the manufacturing processes.

ooOow>»

8 How did a production team at Ducey make the production of a new bag more efficient?
They asked technicians to alter some of the parts that they had to assemble.

They redesigned the parts that opened and closed the bag.

They discovered the fastest way of attaching some decorative parts.

They reported that the position of some parts slowed production down.

OO0 wm>»

9 What does ‘the question’ refer to in the fourth paragraph’?
A How many Vuitton factories are in countries that have high labour costs?
B What are the disadvantages of manufacturing in France?
C Which countries do Vuitton manufacture in, apart from France?
D Why don't Vuitton manufacture their products somewhere cheaper?

10 What comparison between Vuitton and other similar companies is made in the fifth paragraph?
A Vuitton had a smaller increase in advertising than most other companies last year.
B Vuitton still spend less of their income on advertising than most other companies.
C \uitton need to run fewer campaigns than other companies because it is such a big brand.
D \uitton’s advertising costs are lower than the costs of 50% of other companies in the industry.

11 Marc Gobe's opinion is that Vuitton

need now to focus on speeding up their brand expansion.
opened too many new stores last year.

have managed to resist the temptation to expand too quickly.
may have to sacrifice quality to sustain brand growth.

OO m>»

12 What is the writer's overall point in this article?

The luxury goods sector is showing others how to succeed.
Manufacturers can become more successful by opening their own outlets.
Success comes from concentrating on quality and attention to detail.
Every employee should benefit from a company’s success.

o0 w>»
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Reading Paper Part 2
(Section 6): Exam skills

Part 2 Section 6 consists of:

* one text of about 100 words; the
text contains seven lines, each of
which may contain one word
which is not correct.

You must find the word which is not
correct and write the correct word.

Some lines may be correct.

You practised similar skills in Unit 23
(page 111).

This part of the exam tests your:

* ability to identify and correct

erTors in texts
* knowledge of grammar.

Suggested exam technique

N

Exercises

Wrong words

You should look for ‘grammar words’. Here are some examples with the

wrong word crossed out. The correct word is in brackets at the end of the

sentence;

* pronouns, e.g. We put the product on the market last month and ke is
selling well. (it)

¢ relative pronouns, e.g. 'm happy to stock your product, but thes I don't
want is for it not to sell. (what)

® conjunctions, e.g. #f we can sell the product immediately, we will
withdraw it from the market without hesitation. (unless)

e auxiliary or modal verbs, e.g. Over the last five years, job cuts in the
industry awe lowered morale among workers. (have)

» prepositions, e.g. We need to concentrate ir quality. (on)

* small adverbs, e.g. Running your own business is se a challenging job; it
should not be nndertaken unless you are prepared for hard work. (such)

* wrong type of word, for instance an adjective where there should be an
adverb, e.g. Your firm has been high recommended as a supplier of cotton
goods. (highly)

Skim the text quickly to get a general idea of what it’s about.

Although there will be an incorrect word in most lines, read the text by sentences, not by lines.
There will not be more than one wrong word per line.

Remember that some lines are correct, but read each sentence carefully to make sure.

1 Some of the lines in this letter have a wrong word. Cross out the wrong word and write the
correct word in the space provided. If a line is correct, put a tick (v) in the space. All the

wrong words are parts of verbs.

Dear Barry,

As you know, 1 as hoping to visit you next month during a visit I had been
intending to make to Australia. However, a number of important
commitments have arose recently in connection with our factory in Chile
and I think I would better delay my visit until December. I hope this does
not cause you too much inconvenience. | will be grateful, therefore, if you
could cancel my appointments and let Frank knows that I continue to be
interested in the project and that I would like to go ahead with it if we
reached agreement on terms and conditions when we meet.

Many thanks,

Sheila
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Some of the lines in this memo have a wrong word. Cross out the wrong word and write the
correct word in the space provided. If a line is correct, put a tick (v) in the space. All the

wrong words are prepositions.
Memo

To: All staff

From: CEO

Subject:  Staff meeting

Management is considering changes ef working practices, and we would
welcome suggestions from staff. For this purpose, we will be holding a
meeting at 4 p.m. on Wednesday 4 August by the staff canteen. You can
either put your suggestions on an email to me, or you can make them at
the meeting. Some ideas to think of include:

e career breaks for staff from over ten years’ service

e flexitime, especially to parents with young children.

Many thanks

Some of the lines in this letter have a wrong word. Cross out the wrong word and write the correct
word in the space provided. If a line is correct, put a tick () in the space. The wrong words are all

the wrong type of word, e.g. an adjective instead of an adverb or a noun instead of a verb.

Dear Mrs Pereira,

You may semesy that we met at the Footwear International Fair in
Santiago last year. At present, we are extreme active in developing

our business with South America and are particularly interesting in
expansion our imports of clothing products from all over the continent.
I shall be in Sao Paulo brief next month and I would welcome the
opportunity to meet you and discussion the possibility of us distributing
your products in Europe (which you mentioned at the fair).

If you still find this possible of interest, please let me know, and we can
arrange a meeting. My diary is already quite fill, so please let me know
soon when you would find a meeting most convenient.

Yours sincerely,

Pierre Lauriac

1

remember

To try a real exam task, go to page 135.

134 Exam skills and Exam practice




Reading Paper Part 2 (Section 6): Exam practice

Questions 13-19

¢ Acolleague of yours wants you to check this article for a company newspaper.
* In some lines there is one wrong word.

* Ifthere is a wrong word, write the correct word on your Answer Sheet.

¢ [fthere is no mistake, put a tick () on your Answer Sheet.

Example:
One of the items you ordered from our catalogue 1] v
is temporary out of stock 00 temporarily

All change for new identity

Business sites throughout Exeline are busy implementing the changes to the company’s
13 new identity. Work does accelerate in the coming weeks as the distinctive new logo and livery
14 spread for factory and office signs, vehicles, work wear and literature. Establishing the
15 new identity is seen as a vital element in the build-up of Exeline, and has been giving
16 priority attention. ‘It was one of the first things we had to do because it was such
17 important,’ says Don Watkins when he addressed the conference in Disseldorf which
18 launched the identity. ‘The two merged companies which created Exeline has a long and
19 illustrious past, with much to be proud at. But we were clear that Exeline must look
forward and outward, not backward and inward.’
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Writing Paper Part 2: Exam skills

Part 2 consists of:

either a letter or a report of 180-200 words.

You can choose to answer one of two questions.

You have a maximum of 30 minutes.

You practised writing:

a report in Unit 11 (page 57) and in Unit 19 (page 93)
a letter in Unit 15 (page 75) and Unit 23 (page 109).

This part of the exam tests:

your ability to do a longer writing task, including
planning and organising your writing in a logical and
coherent manner

whether you can use the correct format and appropriate
register for the type of task (letter or report) and the
target reader

your knowledge of grammar and vocabulary.

Who is the reader?

It is really important to identify in the question who
you are writing to or for. Is it your manager, the
board of directors, a customer or your colleagues?
This will decide the register and tone of your writing.

When you are writing, a good technique is to
imagine that you are playing a role and to imagine
the actual manager or customer who you are writing
for. This will make the exercise feel more authentic,
and you will forget that the real reader is the person
marking your exam!

Suggested exam technique

1

Read both questions and choose the one you think is

easiest to answer.

Read the instructions carefully, underlining key

information:

* What type of task is it (letter, report)?

* Who is the reader - a customer, your managing
director, etc.? (This will decide the register.)

Write a plan. Make sure your plan covers all the points

required in the question. Organise your plan in a

logical way.

Write your answer from your plan using:

* the correct format

® an appropriate register.

Use linking words and phrases to connect your ideas

(e.g. however, although, also, as a consequence, as a

result, etc.).

Check your answer for mistakes.
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Exercises

1

Read this question and answer the questions which
follow.

You have recently returned from a two-day training
course which you were sent on by your company.
Your human resources manager has asked you to
write a report, evaluating how useful the course has
been.

Write the report including the following information:

¢ what the course consisted of

¢ how useful the course was for you

¢ how your training will benefit the company

* advice for colleagues on how to benefit from
courses like these.

Write 200-250 words.

Who will read this report: only the human resources
manager or other people as well?

What register would be most appropriate in this case:
formal, neutral or colloquial?

Before you start writing, what details will you have to
invent?

What would be suitable section headings for your
report?

Work alone and write a brief plan for this report.
When you have finished, share your ideas with a
partner. Add any of your partner’s ideas which you
think are useful to your own plan.

Planning before writing

When you do the exam, you may well see people
who start writing their answers as soon as they sit
down. This is a mistake. It is much better to take
your time to:

* analyse the question

® think about your answer

® write a clear, logically structured plan

® write your answer following your plan.

By doing this, you are dividing the task into different
activities. First, you are thinking about and planning
the content of your report. Then, when you start
writing, you only have to concentrate on how to
express your ideas, i.e. the language you need.




When you get back writing tasks you have done for
homework, analyse your mistakes. If you make the
same mistake more than once, record it in a section
of your notebook called ‘My Favourite Mistakes’, The
next time you do homework, when you have
finished, check for those ‘favourite’ mistakes.

When you go to the exam, you will be very aware
what your typical mistakes are and you will be able
to avoid them. Take five to ten minutes at the end of
the writing paper to check what you have written.

To try a real exam task, go to page 138.
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3 This answer to

the question Report on time-management course

contains an Introduction

incorrect word Eike a junior sales manager, [ was sent on a time management course at the local 1 A

in most lines. Chamber of Commerce by my department two week’s ago. 2 e

However, The course

some lines are The course consisted in a series of workshops and practical exercises designed to - ——

correct. Read improving the trainees’ time management skills. During the course, we analysed 4 ...

the report and how we spend our time before learn techniques for reducing the amount of time 5

correct the which is wasted. This should result in us being more efficient and also reduce 6 ...

mistakes by work-related stress. We were also showing how to employ our time better when 7 .

crossing out no working as a way of improving our work-life balance. 8 s

the wrong The course had benefited me by allowing me to spend my working time more 9

word and profitably and consequently more enjoyable as I have learnt techniques which 1| L

writing the reduce time-related pressures. o

correct word. Benefits for the company

If the line is Apart of the obvious advantages for the company in having a more efficient 12 ..

correct, write worker, one of the conditions for me going on the course were to cascade my B[ p—

correct. learning experience to my colleagues. This should result in clear benefits for the 14 ...
whole department. 1 A—
Conclusion and recommendations
I think short courses like this are some really useful break from work routine. They | 16...........
allow you to think of how you work while at that same time giving you the chance L7 s
to exchange experiences with employees from other companies. To obtain 18 ..........
maximum benefit from them, trainees should be ready for talk about their |2 —
experiences and mistakes, and be prepared to try new working techniques. 20 ...........

Checking for mistakes
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Writing Paper Part 2: Exam practice
Task A

A number of visitors who recently visited your department complained about the quality of the hotel
accommodation your company booked for them. You have decided to write a memo to the Managing Director
about this.

Write a memo to the Managing Director.
Write about:

s the types of complaints visitors made;
* why itis important to use a good hotel for company visitors;
* which hotel your company should use instead

and any other points which you think are important.
Wiite about 180-200 words.
OR

Task B

You are unhappy with your company's current website. You have decided to write a memo to your Managing
Director about your ideas for setting up a new website.

Write a memo to the Managing Director.
Write about:

* the problems with the current website;
* the kind of information a new website should contain;
¢ who should be involved in setting it up

and any other points which you think are important.
Write about 180-200 words.
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Speaking Test

The Speaking Test lasts about 12 minutes. You are assessed
by the examiner and a recording is made, which is assessed
by another examiner later.

In the test, you are given marks for:

e accurate grammar and vocabulary

¢ range of grammar and vocabulary

* discourse management (your ability to speak fluently
and logically)

e pronunciation

* jinteractive communication (your ability to share and
participate in a conversation with the examiner).

Speaking Test Part 1: Exam skills
Part 1 consists of:

¢ general questions which the examiner asks you about
- where you are from and your interests
- your job or your studies
- your hopes for the future.

This part of the test lasts about four minutes.
This part of the exam tests your ability to:

¢ talk about yourself and your professional background
¢ perform functions such as agreeing, disagreeing and
giving information.

You practised speaking about yourself and your job in Unit
18 (page 89).

Suggested exam technique

1 Make sure, before you go to the Speaking Test, that you
can:
e describe what your job or your studies
consist/consisted of
s talk about your ambitions/hopes for the future
e say what you like/dislike about your job/studies.
Check the vocabulary you will need before the test.
2 At the interview, speak clearly so you can be heard.
3 Don’t answer the questions with one or two words -
answer with one or two sentences.
4 When you answer a question, give a reason for your
answer or an example.

Some exira advice

s Try to speak naturally and confidently.

» Smile and make eye contact with the examiner.

* If you don’t understand a question, ask the
examiner to repeat it.

* If you notice you’ve made a mistake, correct
yourself.

Exercises

1 Complete these sentences about yourself. Then
compare your answers with a partner.

1 My job/studies consist(s) of ...........

2 The thing I enjoy most about my job/studiesis ..........
because ...........

3 There are some things I don’t like, for example ..........

4 1 chose to do this job/this course because ...........

5 Iuse/expect to use English in my work in order

6 In the future, I hope to be working ........... because

2 a Work alone. Study the questions below and think
how you could best answer them.

¢ (Can you give an example?
* (Can you add a reason for your answer?

b Note down two or three words you would like to
use when you are answering each question.

Where do you come from?

What do you like about the area where you live?

Is this a good area to work in?

What does your job consist of? / What do you study?
What do you most enjoy about your work/studies?
Is there anything you don’t enjoy?

Why have you been studying Business English?

How important is English in your job? / How important
do you think English will be for you in the future?

9 What would you like to be doing in, say, ten years’
time?

0o NN A W=

3 a Work with a partner. Take turns to interview each
other using the questions from Exercise 2.

b When you have finished, discuss how you could
improve your answers.
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Speaking Test Part 2: Exam skills

In Part 2:

* You are given a page with three tasks. Each topic begins

Talk about ... or Describe ... (for example: Talk about
how your company markets its products or services).
* Some questions are printed below each task to help
you.
® You are asked to choose one of the three tasks.

* You have one minute to prepare your answer and make

notes.

* You must speak for one minute about the topic.

e When you have finished, the examiner will ask one or
two questions about your talk.

This part of the exam tests your ability to:

e speak for a longer period of time, as you might have to
do when giving a presentation or speaking at a business

meeting
e communicate a series of ideas clearly
® siructure your speech and connect your ideas.

This part of the test lasts about four minutes.
You practised similar skills in Unit 24 (page 113).

Interview nerves

It is natural to feel a little nervous about this part of
the interview. Overcome exam nerves by telling
yourself:

* you have something interesting and important to
say

* the examiner wants to hear your ideas

* he/she would be equally nervous if he/she had to
give a talk in your language!

Above all, keep speaking. If you dry up, take a
breath and start again.

Suggested exam technique
A You have one minute to prepare. Use it to:
1 choose the topic you think is easiest
2 think how you can give longer answers to the
questions by:
® giving reasons
* giving examples
3 make brief notes while you are thinking

4 note down key business vocabulary you want to use.

B If you can, use your own experience to answer the
question.

Exam skills and Exam practice

C When speaking:

1 refer to your notes, but look at the examiner

2 introduce your talk by saying what topic you have
chosen

3 sequence your talk by saying firstly, secondly,
finally, etc.

4 signpost your talk with phrases like this is because,
for example and as a result of this

5 watch the time and try to finish your talk with a brief
concluding sentence at the end of the minute.

Exercises
1 a Workin pairs. Study Topic 1 and discuss how you

could answer it. Take two or three minutes to do
this and take notes.

b Change partners and give your talk. Your partner
should listen and, at the end, ask you one or two
questions about your talk.

¢ When each of you has given your talk, give
feedback on what you did well and what you
could improve.

d Do the same for Topics 2 and 3.

Topic 1: Talk about the meetings you have to attend
in your company.
You should say:
¢ how often you go to meetings
e what sort of meetings you have to attend
® how effective the meetings are
How could the time spent in meetings be
improved in your company?

Topic 2: Talk about how your company promotes its
products or services.

You should say:

* what promotional activities your company
uses

e who decides which activities to use

* how effective you think these activities are,

What changes would you like to see in the way
your company promotes its products or services?




Topic 3: Talk about a job you have applied for.

You should say:

¢ what the job was

* why you applied for the job

* what happened during the application
process.

Was your application successful? Why? Why not?

2 a Sanjay, a test candidate, decided to talk about the
best office he had ever worked in. Read what he
said and complete his talk by writing one of the
words or phrases in the box in each space.

All those things
as | was saying
as you might say
Finally
Firstly
[ mean
) .
S0 you could say
that was before
The second thing which made it such a good
office was that
k tocome to the main point of the question
| To start with, | should say that

EtiNenio 2 e R o B < B o R & e

Well, 1 .........4......... the best office I've ever worked in.

2 .................. this office was in Bangalore, that’s a city in
southern India, and it was an office in quite a modern
office block, not far from the city centre. I was working
there as a graduate trainee, basically learning general
management skills -3 ............... I became an assistant
human resources manager, which is the job I do now, but
here in Chennai and for a different company. So,

Ao nguses » | was there basically learning the job or,
5. general managementand, 6 ................,
what I most liked about the office was a combination of
things. 7 ................., the physical surroundings. It was a
light, airy office on the seventh floor of the building. It was
well decorated, 8 ................... it had good carpets on the
floors, interesting pictures on the walls and comfortable,
ergonomic office furniture and of course the latest
computer equipment, so pretty well perfect as an office.
Interestingly, it also had areas for workers to relax - a good
canteen and a comfortablerest area -9 ................... we
were quite spoiled, although I think we probably worked

harder and were more motivated as a result of feeling so
well treated. 10 ................... we, that is the trainees, felt so
motivated and stimulated. The place had a real buzz, and
at that time the company was growing really fast and we
felt we were part of something which was going to give us
great opportunities. Rightly, as it turned out.

) RO , my fellow trainees, who were some of the
most talented people [ have ever met. 12 ................... make
that the best office I have ever worked in.

8:b Check your answer by listening to Sanjay giving
his answer during the test.

3 In his talk, Sanjay does the following things. Read
what he said in Exercise 2 again and find where he
did them.

introduces his talk

makes three main points

gives an example

explains what he means using other words
concludes his talk

uses business vocabulary

bR W N

To try a real exam task, go to page 142.
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Speaking Test Part 2: Exam practice

INSTRUCTIONS

Please read all THREE topics below carefully.
Choose ONE which you feel you will be able to talk about for one minute.

You have one minute to read and prepare your talk.
You may make notes.

Topic A
Talk about how your company assesses the performance of its staff.

You should say:

¢ how often staff performance is assessed;

» who is responsible for assessing performance;
¢ how performance is assessed.

How is performance rewarded in your company?

Topic B
Talk about how the Internet has affected your company.

You should say:

* how it has affected communications;
* what effect it has had on business;

* how staff feel about using it.

Will the Internet become more important for your company? Give reasons.

Topic C
Talk about a business trip you have been on.

You should say:

* where you went;

* why you went there;
¢ who you met there.

Was the trip a success? Why?/Why not?
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Speaking Test Part 3: Exam skills
In Part 3:

* you are given a task with a role-play situation

* you ask the examiner questions to get the required
information

* you must then give your opinion about the information
the examiner has told you

* you then discuss a related topic with the examiner.

This part of the exam tests your ability to:

* ask questions

& express opinions

* agree and disagree.

This part of the test lasts about four minutes.

You practised similar skills in Unit 12 (page 59) and Unit 14
(page 71).

Asking questions

You can ask questions directly by saying things like
How much does it cost? or When will you be able to
deliver it?

You can also ask questions more indirectly by saying
Can you tell me how much it costs? or I'd like to know
when you will be able to deliver it.

It’s a good idea to practise asking both types of
question before you go to the Speaking Test.

Suggested exam technique

1 Read the task carefully before you start speaking.

2 Greet the examiner and introduce the questions before
you ask them, e.g. Good morning, I'd like to ask you a
few questions about ... The examiner will answer with
something like: OK, what would you like to know? You
can then sequence the questions, e.g. using Firstly,
Secondly and Finally.

3 Make sure you ask the questions correctly.

4 Listen carefully to the examiner’s answers and at the
end give your opinion about what he/she says.

5 Be ready to disagree with the opinions or ideas the
examiner expresses.

Exercises

1 Read the task sheet at the top of the next column
and complete the questions below it with one word
for each space.

TASK SHEET
Car suppliers

Find out this information:
1 types of car available
2 prices

3 terms of payment.

Your company has decided to buy a new fleet of cars
for its executives. The examiner is a representative of
a firm which supplies cars for companies. She/He is
visiting you to discuss the matter.

Question 1

* What types of car ..8r&.. ...

.......... you tell me what types ofcar .......... ...........2

Question 2

* Howmuch....... thecars ........... 2
e I'dliketoknowhowmuch...................... oo, .

Question 3

e What.....eo. e terms of payment?

* What terms of payment ....

2 a Study these ways of sequencing questions and
introducing indirect questions.

Ways of sequencing Ways of introducing
questions indirect questions
First I'dliketo ask ...

First of all, I'd like to know ...
Another thing Canyoutellme...?
Also I was wondering ...
One last thing Could you tell me ... ?

b Combine phrases from the table above to ask
questions for this task sheet.

TASK SHEET
A business hotel for a conference

Your company is looking for a business hotel for a

conference they are going to hold in your city. You

are visiting a hotel in the area. The examiner is the
manager of the hotel.

Find out this information:

1 facilities available at the hotel
2 prices of rooms
3 discount for group booking.

You will then be asked to give your opinion about
this information.
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3 a Combine a comment from each column to form
ways of expressing an opinion.

I like the price, but ... I don’t think you are
offering me a big enough
discount.

The price is a bit high, but ... the facilities sound
excellent.

I think the price is fine, and ... I'd prefer a hotel with more
facilities for business

people.

b Read the information below, which would be
given by the examiner. What opinion(s) could you
express about it?

e Facilities at hotel: bar, restaurant, discothéque
and business centre. No Internet connection in
rooms.

e Price: $150 per night (single room), $200 double
room

¢ Discount for group booking: 10% on groups of
ten or mare

4 Work in pairs. Student A should take the role of
candidate and Student B should take the role of
examiner.

Student A (candidate)

Read this task sheet. Find out the information and give
your opinion when the examiner asks for it.

TASK SHEET
Advertising in a newspaper

Your company is interested in advertising its
products in a regional newspaper. Your examiner
sells advertising space in the newspaper. He/She is
visiting you to discuss the matter.

Find out this information:

1 types of space available
2 price of full page
3 number of readers of newspaper

You will then be asked to give your opinion on this
information.
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Student B (examiner)

Look at Student A’s task sheet and answer with the
information below. When Student A has finished asking,
find out his/her opinion about the information. You can
ask: So what do you think of the information I have given
you?

1 Types of space available: full page, half page and
smaller sizes.

2 Price of full page: $6,000 per day

3 Readers: 50,000 a day

5 Work in the same pairs and change roles.

Student A (examiner)

Look at Student B’s task sheet and answer with the
information below. When Student B has finished asking,
find out his/her opinion about the information. You can ask:
So what do you think of the information I have given you?

1 Spaces available: 50

2 Rates: 20% discount on normal price for one-year
contract

3 Security: People park cars in car park at their own
risk. Car park has no insurance.

Student B (candidate)

Read this task sheet. Find out the information and give
your opinion when the examiner asks for it.

TASK SHEET
Car-parking facilities

Your company is considering renting car-parking
facilities in a public car park near the office for office
workers. The examiner is the manager of the car
park. He/She is visiting you to discuss the matter.

Find out this information:

1 Number of spaces available
2 Special rates
3 Security in car park

You will then be asked for your opinion on this
information.

To try a real exam task, go to page 145.




Speaking Test Part 3: Exam practice

Air Conditioning System
Information Exchange

Your company has decided to install air conditioning in its offices. The examiner is a sales representative of a firm
which supplies these systems. She/He is visiting you to discuss the matter.

Find out this information 1 types of system available
2  cost
3 terms of the service agreement

You will then be asked to give your opinion on this information.

Discussion
Now discuss this topic with the examiner.

How important is a comfortable working environment?

Exam skills and Exam practice
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Answer keys

UNIT1 Corporate culture

Getting started

1 1b 2g 3e 4d 5f 6¢c 7a

2 1mentor 2dresscode 3goals 4 autocratic 5 bonuses
6 do things by the book 7 vision 8 entrepreneurial

Aspects of corporate culture

Listening

1 1g 2j 3a 4i 5d 6e 7c 8b 9f 10h
2 Candela:5 Henry:4 Sonia:7 Omar:3

Vocabulary
lout 2through 3upwith 4to 5turn 6getting 7 down

Creating a corporate culture

Reading
1 1 The board of directors

2 It can affect ethics, risk-taking and bottom-line performance.

3 Board members often lack an understanding of corporate culture.
3 1G 2F 3D 4C 5A 6E

Vocabulary
1b 2g 3c 4a 5d 6f 7e

Grammar workshop: defining and non-defining

relative clauses

1 How should a director think about the “corporate culture” of the
company on whose board he or she serves?

2 Consult a management text on organizational culture and you’ll
find a chapter or more of definition which/that boils down to
something like “a pattern of shared basic assumptions.”

3 Every organization has a culture which/that manifests itself in
everything from entrepreneurship to risk-taking all the way down
to the dress code.

4 An understanding of corporate culture is one of the main things
missing on boards, but they really need it if they’re going to
monitor what's going on inside the corporation.

5 Nucor's culture, which he describes as “extraordinarily powerful,
effective, and unique,” can be traced back to the values and vision
of its legendary founder, F. Kenneth Iverson.

UNIT2 Leaders and managers

Getting started
1 1h 2f 3b 4c 5e 6g 7a 8d

Great leaders and great managers
Reading
3 1 D ...says his goal is to turn Virgin into ‘the most respected
brand in the world’. (paragraph 1)
2 B ‘I think being a high-profile person has its advantages,’ he
says. ‘Advertising costs enormous amounts of money these
days. I just announced in India that I was setting up a
domestic airline, and we ended up getting on the front pages
of the newspaper.’ (paragraph 2)
3 C [ have to be willing to step back. The company must be set up
so it can continue without me. (paragraph 4)
4 D Porthe people who work for you or with you, you must lavish
praise on them at all times (paragraph 5)
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5 A Employees often leave companies, he reasons, because they
are frustrated by the fact that their ideas fall on deaf ears.
(paragraph 6)

6 B ... then give chief executives a stake in the company
(paragraph 7)

Vocabulary 1

1 founder 2 venture 3 underlying 4 flamboyant 5 from scratch
6 lavish praise on 7 slipped up / made a mess of something 8 firing
9 immersed 10 the ins and outs 11 stake

Listening

1vision 2implementation 3 handson 4 experienced, good
people 5 opportunity to develop

Grammar workshop: as or like?
1b 2a(like) 3¢ 4a(aswellas) S5Sd{as...as)

Vocabuiary 2
lg 2d 3a 4c 5b 6e 7f

Managing staff
Listening

2 1 directional strategy 2 (responsibility and) ownership
3 superficial level 4 opportunities 5 (kind of) mentor

UNIT 3 Internal communications

Getting started

2 Suggested answers
1 memo
2 memo or email
3 email or suggestion box
4 interview

5 memo or informal chat
6 meeting
7 note

Internal messages

Reading

1 1C 2B 3A 4C 5A 6D 7B 8B

2 1D 2B,C 3B,C,D 4A,B 5C 6C 7D

Writing

1 Suggested answers

1 Dear Max,
Apologies for my lack of punctuality recently. This has unfortunately
been due to roadworks on the way in to work, which are making
journey times rather unpredictable at the moment and, although
I'm leaving home earlier, sometimes I'm delayed in traffic jams for
as much as 40 mins.
Can I suggest that we start team meetings half an hour later from
now on? This should ensure that no one is kept waiting.
Best wishes,
Angela

2 Hi Mohammed,
Thanks for this summary of our meeting. Just a brief note to say
that there are a couple of things which I think we agreed slightly
differently:
* Staff will have Fri p.m. free from 2 p.m. onwards.
* We agreed to one more part-time post to provide extra cover at

peak times and on Saturday mornings.

Do call me if you'd like to discuss this further.
Best wishes,
Jenny

3 Janice - envelopes as requested — haven’t posted letters 'cos I've
got an urgent meeting. Phil fixed yr printer - it was unplugged!
Cheers - Carl



4 Dear Melanie,
I would be interested in attending the coffee morning on Thursday
morning for the delegation from the Haneul Corporation. This is
because | am hoping in the future to form part of our sales team in
East Asia.
Although [ am not a member of the management team, | wonder if
it would be possible for me to do so.
Yours,

Vocabulary

1 1Bestwishes 2minutes 3please 4could 5 your (can also
be year, but not here) 6 as soon as possible 7 Personal Assistant
8 Chief Executive Officer

2 lreference 2 Further 3 Good;input 4know 5 note
6answer 7advance 8details 9 hearing

Grammar workshop: future simple or future
continuous?

1 Future simple: will help (A), will advertise (B), will ... know (D),
will all make (D), will include (D)
Future continuous: will be visiting (D), shall also be showing (D),
will be meeting (D)
1d 2b/c 3¢/b 4a
3 1dwill be visiting, shall also be showing, will be meeting

2 bwill advertise, will include

3 c will help, will all make

4 awill ... know

)

Advice for communicating with colleagues
Listening
1 Larry: G Marina: DorH Magdi: A Thérése: B

Vocabulary

loverdo 2knockoff 3 barginginto 4 query 5 courtesy
6 overworked

Writing

2 Suggested answers

Task A
To: Customer Services Department
From: Customer Services Manager

Subject: Change to customer complaints procedure

Dear colleagues

Following a couple of incidents last month where customer-

service staff gave inappropriate replies to customer complaints,

I have decided to change the procedure for handling such

complaints. In future, the procedure will be as follows:

1 Staff will continue to reply to written complaints in writing,
but all replies must be signed by me personally. This is to
ensure that answers to customer complaints and
suggestions are handled in the same way and written in the
same style. As you know, model letters are available on file
for you to use when drafting your reply.

2 Spoken complaints, either when talking directly to
customers or by telephone, will be dealt with according to
existing procedures.

Thank you for your co-operation in this matter. Please let me

know if you have any further suggestions for improvements in

procedures.

GC

To: Giovanni Castelli
From:  Franz Craven
Subject: Change to customer complaints procedure

Dear Giovanni

With reference to your memo about changes to the customer
complaints procedure, could 1 just point out that many staff
will probably find these changes demotivating, as it appears
we cannot be trusted to handle complaints responsibly. I
would also like to point out that the incidents in question were
the fault of one temporary member of staff who is now no
longer with us and therefore the change is not necessary.
May I suggest instead that all written complaints are handled
by permanent members of the customer-service team, rather
than temporary workers?

Best wishes
Franz
Task B
To: Nagwa Moulid
From:  Kamal Salim
Subject: Post of Human Resources Manager (Recruitment)
Dear Nagwa

As you may know, the HR Department is advertising internally
for a Human Resources Manager responsible for recruitment.
Although I'm happy working in this department, I’d like to
apply for this post, as it represents an opportunity for
prometion within the company and is also the type of
challenging administrative post which I think I'm now ready
for.

The application form states that applications should be
accompanied by recommendations from the applicant’s line
manager, and I'd be very grateful if you could do this for me.

Many thanks

Kamal

To: Kamal Salim

From: Nagwa Moulid

Subject: Re: Post of Human Resources Manager
(Recruitment)

Dear Kamal

Thank you for this. I regret to say, however, that I don’t
consider you ready for the post you mention, as you've only
been in your present post for six months. [ believe, both for
your own benefit and for the benefit of the department, it
would be better if you stayed with us and built up your
experience and competencies for at least another six months,
after which time we could review the situation.

I would be very happy to discuss this with you when I return
next week. I'm sorry to give you this disappointing news and
would like to add that I consider your work to be satisfactory
and that you are a valuable member of our team.

Best wishes
Nagwa

Answer keys
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Task C

Contract with Haneul Corporation

Following the very successful visit of the delegation from the
Haneul Corporation last week, I'm delighted to announce that
they have signed a contract with us for the purchase of 40 of
our SN printing machines for a total price of €72 million,
including installation and after-sales service. This is excellent
news for the company, as it represents a major breakthrough
for our marketing effort in East Asia. It will also allow us to
expand our production facilities here at home, as we had
hoped.

I would like to thank all of you for the part you played in
landing this contract, both those who contributed directly to
the marketing effort and negotiations with Haneul, and those
of you who, through the high quality of your work, have made
us the supplier of choice for Haneul.

On Friday lunchtime, we will be holding a brief celebration of
this good news in the Directors’ Boardroom. You are all most
welcome to join us there.

Manfred Schiiller
CEO

Dear Manfred,

Just a brief note to congratulate you on this important new
contract. It really is splendid news! I'll be delighted to attend
the celebration.

See you then,

Sofia

L

UNIT 4 Chairing meetings
Advice for chairs

Reading

3 1B 2C 3D 4B 5A 6B 7A 8D 9A 10D 1B
12D

Key phrases for chairs

Listening
1 1D 2A 3H 4C 5G
2 lget 2copy 3minutes 4purpose 5views 6sum 7 have
8to 9 what 10about 11break 12look 13 summary
14 other
4 Starling and managing a meeting: 1, 2, 3,4, 10, 11, 12, 14
Asking for other opinions: 3, 5, 7
Keeping the meeting focused: 8
Summarising: 6, 9, 13

Holding meetings

Vocabulary
1 1h 2a 3g 4b 5c 6f 7e 8d

Summarising action points
Reading

lto 2also 3more 4were 5correct 6of 7you 8time
9correct 10at 11 intending 12 correct 13 down 14 made
15up 16 for
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GRAMMAR WORKSHOP 1

Defining and non-defining relative clauses

1 1which 2whose 3-/that/which 4 which 5-/that/which
6 who/whom 7 who/that 8 who 9 when
10 -/that/who/whom
2 1 Thank you for circulating the report (which/that) you wrote.
2 The head of the department where [ work would like to discuss
it with you.
3 She would like several of the marketing people whose input you
obtained to be present at the meeting.
4 Could you suggest a time when it would be convenient for us to
meet?
5 Please pass my congratulations to Andy Drake, who did the
graphics.
6 The report contained a number of statistics (which/that) 1
thought were surprising.
7 1had an interesting conversation with Maria Kalitza, whose
comments you included in the conclusion.

Some meanings of as and like

las(a) 2as(b) 3as{a) 4like(h) 5as(g) 6Gas(b) 7like(h)
8as(f) 9like(i) 10as(c) 1 as(d)

Future simple or future continuous?

1 will be giving 2 she’ll make 3 will be producing
4 we’ll be discussing

UNIT5 Customer relationships
Getting started

Suggested answers

1 a loyalty, information about future needs
b after-sales service, information about product updates
¢ cost savings, personalised treatment

2 Other activities can include: interactive websites. after-sales
services, call centres and helpdesks, regular updates on products
by direct mail or email, loyalty cards, discounts for existing
customers, clubs and competitions

Problems with customer relations

Reading

3 1 B (the whole paragraph)

2 C ...and that gap is the next big business opportunity.

3 A When firms cut costs, ... they piut pressure on frontline staff
who handle complaints, cutting the time each call-centre
operative is allowed to spend on a pacifying call

4 D The difficulty begins with companies promising custormers
support that they cannot deliver. Electronic retworks mean that
firms now know more about their customers than ever before,
so they believe that they can treat customers as individuals.

5 D ... becauseit knows that retaining existing customers costs
far less than recruiting new ones.

6 B That depends on whether consumers are willing to pay for
support.

Vocabulary
1 helpdesk 2 shipped 3 reliability 4 handle 5 retaining

6 outsourcing 7 redundant
Customer Relationship Management (CRM)
Listening

2 1 profitability 2 (their) competitors 3 information systems
4 (marketing) budget 5 sales process
6 loyalty (and) satisfaction 7 (the) Internet



Reading

3 1 E Suchanorganisational structure makes it difficult ro
comprehend the total value of a customer and therefore cani’t
capture important opportunities such as cross-selling.

2 A While providing customer service, clever companies are also
gathering data on their custommers® buying habits and needs
(the whole extract)

It simply can’t be the ‘project of the month’.

... businesses can transform themselves into the proverbial

friendly general store - to provide the same levels of customer

service that were typical decades ago.

6 A ... with the ultimate aim of turning consumers into
customers for life.

7 C The customer is more interested in service than the
technology that delivers it.

8 D While investors implicitly value product-development and
R&D expenditures, considering them assets that are
potentially useful over a long period of tine, they undervalue
marketing and customer-acquisition costs.

L]
>wm g

UNIT6 Competitive advantage

Getting started
1 le 2g 3a 4d 5b 6c¢c 7f

Submitting tenders
L.istening
1d 2e 3g 4h 5¢ 6a 7b 8f

3 1 sufficient quality 2 value (for meney) 3 documents
4 past projects

Reading

1 1 By looking at recent contracts and comparing revenues with
costs, and by matching tenders to business objectives.

2 By being members of relevant professional bodies, monitoring
the trade press, attending networking events and using an
online tracking tool for public contracts.

3 People with suitable skills, who have not too great a workload.

4 They hold meetings at key stages and map critical paths.

5 They study budget briefs and compare their prices with other
similar agencies.

2 lset 2as 3so 4being S5At 6if 7 their

10 which 11 each

3 le 2g 3h 4c 5d 6a 7f 8b

8 what 9on

Winning contracts

Listening
2 1C 2B 3A 4C 5B 6A

Vocabulary 1

1 1d 21 3a 4b 5g 6e 7h 8c
2 lgofor 2 teamed up with; came out with 3 go about
4 work out; comes to 5 bid for 6 Putting together

Grammar workshop: speaking hypothetically

1 1 We'd expect, we would hope
2 To say this is an imaginary rather than an actual situation.
3 Present simple and present continuous.
4 None really; the time is indefinite.

2 1ldon'tland 2dcesn’t happen/hasn’t happened 3 have
4 woulld approach 5°'dask 6is 7’d hope 8 would give
9 ('d) manage 10relies 11 ('d) do

Vocabulary 2

1 assessing; submitting 2 devote 3 compete 4 cover; go
5 itemise; establish

UNIT?7 A praposal
Extending the product range

Listening
1 1 Board of Directors 2 range of software 3 (our) existing clients

4 types of product 5 resources 6 extra costs
7 next board meeting

Reading

1 Yes, he has.

2 1C 2D 3C 4A 5D 6B 7B 8D 9C 10n
3 1 Ithasatitle, and it's divided intc sections with section
headings. 2 Yes. 3 Future activity. 4 Formal.

Vocabulary

1 1a 2b 3a 4c¢c 5f 6g 7d Bc Ye

2 1Since 2 While 3inturn 4 at the same time
5 Therefore; in turn 6 in response to 7 apart from
8 in connection with 9 Furthermore

3 | existing 2identify 3 retail outlets 4 VAT returns
6 updates 7 generate 8 envisage/foresee

5 payroll

Grammar workshop 1: compound nouns

1 1product range 2 accounting software 3 small retail outlets
4 existing products 5 client satisfaction 6 market research
7 recruitment requirements 8 marketing costs

2 1 customer service(s) manager 2 suggestion(s) box 3 holiday
pay 4 resource management 5 job satisfaction 6 candidate
selection process 7 client response 8 complaints procedure

Grammar workshop 2: the passive

1 The market research, which was carried out in Liverpool between
May and September, revealed that the price could be raised by
50% with only a 5% loss of market share.

2 Twenty-seven candidates have been interviewed for the job, but
none of them are considered to be suitable.

3 Your order was received the day before yesterday, and the goods
have just been dispatched, so they should be delivered within
the next 24 hours.

4 No more goods will be supplied (to you) until the outstanding
invoice has been paid.

Writing a proposal

Reading

1to 2take 3 had/received 4if 5 which/that 61In
8out 9soon 10advance

7 done

UNIT 8 Presenting at meetings
The Chinese ice-cream market

Listening
2 1market 2 (market)growthrate 3 marketshare 4 annual
purchase/consumption 5 production facilities 6 transportation
costs 7 regional markets / local tastes 8 (fierce) price war
3 123 billion yuan (2.3 billion euros) 2 foreign companies (30%)
3 national companies (27%) 4 others (43%)
S market growth (rate)
4 1 ‘lrue Itis, however, very informal and fairly brief.
2 False Sheuses contractions, informal phrasal verbs (e.g. get in)
and adverbs (e.g. preity) and asides (e.g. I'm not sure ['ve
got the right pronunciation there).

Answer keys
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3 False See above.

4 True She says you can see that, as Chinese incomes rise, ice-
cream consumption is a pretty hot prospect.

5 True She says how many points she is going to make and uses
markers (e.g. firstly; Now, my second point; And now my
third and final point) to indicate where she is in her talk.

6 True She says That, I think, answers the first part of your
question as far as I can; as to the second, ...

Grammar workshop: embedded guestions

1 I'djust like to know what the total sales for the Chinese market are.

2 Can you tell me how Chinese companies are reacting to this
competition from abroad and also how these competitors are going
about increasing their market share?

3 1wonder what sort of price you think we could sell our products at.

4 How do you think we would position them?

GRAMMAR WORKSHOP 2

Speaking hypothetically

1 1 advertised; would/’d find 2 hadn’t/had not managed; 'd/would
have gone 3 had; would... be 4 had/’d stayed; would/’d have
known 5 were/was; wouldn't/would not mind; had /’d realised;
would/’d have left 6 had/’d put; would/’d have landed
7 taught; would be 8 had/’d ordered 9 had not/hadn’t won;
would/’d probably be 10 did not/didn’t have; would
not/wouldn't have sold

2 1°'d/would first have 2 would also need 3 had budgeted
4 wouldn’t/would not have bought 5 (would) look 6 (would)
even assess 7 would/might/may/could cause
8 wouldn’t/would not want

Compound nouns

1 an accounting procedure 2 a car manufacturer 3 a negotiating
session 4 arival firm 5 the finance director 6 a price list

7 a market research survey / a market-research survey 8 (job)
application forms 9 a motorcycle delivery service 10 a typing error

Embedded questions

1 1 Iwonder when the new factory site will become operational.
2 Do you have any idea how long the construction work is
expected to take?
3 Could you please tell me why the goods couldn’t have been
delivered on time?
4 Several people have asked me if we have to send the invoice
with the goods.
Tell me what time you finally finished writing the report.
6 I'd be grateful if you could tell me when we must have the work
completed by.
7 I'd like to know if they brought the samples with them.
8 I'd appreciate it if you could answer a few questions for me.

[5,]

UNIT 9 Advertising and customers

Getting started

1 1building 2awareness 3launch 4 boost 5 market
6 customer

The effectiveness of advertising

Vocabulary

1 1banner (a) 2 classified (e) 3 street (d) 4 point-of-sale (c)
5 endorsement (b)

150 Answerkeys

Reading

2 The writer believes advertising is becoming less effective because
there are more types of media and consumers are becoming more
sceptical.

3 1A 2C 3B 4A 5B 6D 7D 8B 9C 10D 11A
12B 13C 14B 15A

Grammar workshop: adverbs

1still, actually 2 actually 3 particularly, increasingly, highly
4 as never before 5 For instance, Hence 6 constantly 7 literally
8 within a minute

Listening

2 1 (the) most cost-effective / (possibly) the best
2 point of purchase 3 budget 4 mood 5 cosmetic brand
6 throughout the day

Measuring the effectiveness of advertising
Reading

2 Suggested answers

1 There is no reliable correlation between the amount of money
spent on advertising and how this affects consumers” decisions
to buy. Advertising campaigns are not carried out with just one
advert in one medium, but as part of a larger marketing
campaign, so even if sales increase, it is usually not possible to
know which part of the combination has been more effective
and which less effective.

2 Because it is a cost, and costs have to be justified. If you can
measure the effectiveness of advertising, you can make
informed decisions for future publicity.

3 Only approximately, by using market research, i.e. asking
samples of customers and target audiences, by monitoring
changes in sales figures coinciding with advertising campaigns.

3 1 A ...developed to detect inaudible codes placed in radio and
TV commercials, as well as other forms of electronic media
ranging from the cinema to background music in places like
supermarkets.

2 E Two-thirds of consumers feel ‘constantly bombarded’ with

too much advertising

3 D advertisers will also be able to limit the number of times an

ad is shown to an individual in order to avoid irritating him.

4 B it has always been difficult to put it all together to establish a

link between exposure to ads and buying behaviour. This is
what Apollo is designed to achieve.

5 E People are increasingly able to filter out ads.

6 A To measure their exposure to electronic media, they will carry

an Arbitron device
C The response to the ads increased significantly
8 C Individuals using the websites remain anonvimous

Vocabulary

1 households 2 exposureto 3inaudible 4 scanners 5 barcodes
6 (electronic) tracers/cookies 7 tracked 8 filter out / block
9 subjected to 10 bombarded (with)

UNIT 10 Advertising and the Internet
Internet sales

Listening
Product/Service Why used Internet |
Bruce 3 a
Tanya 1 b
Paddy 7 e
Petra 2 f
Salim 4 d




Reading

1 1lc 2g 3a 4f Se 6d 7b
2 1H 2E 3G 4F 5C 6A 7B

Vocabulary
ld 2¢ 3a 4g 5h 6f 7b 8e

Grammar workshop: although, however, despite, etc.

1 1 although, while 2 despite, in spite of 3 however, in contrast
4 while 5 in contrast
2 1 While few people buy cars on the Internet, many people
research them there.
2 Although people study new cars on the Internet, they go to
showrooms to buy them.
3 It'sdifficult 1o measure advertising's effectiveness. However,
few companies believe they can do without it.
4 Despite employing a consultancy, they couldn’t improve their
company's image.
5 Many dotcom companies have been struggling. In contrast,
eBay has been growing by 40% a year.
6 Inspite of (having) a / the / their large advertising budget, they
kept their product prices low.

Advertisers and the Internet
Writing

2 lbetween 2each 3their 4 even/far/much 5 with 6spend

3 Suggested answer
As the chart shows, there is a disparity between the quantity US
advertisers spend on advertising in each of the main media and US
consumers’ use of the media.
While advertisers spend 38% of their budget on television
advertising, US households nowadays spend only 32% of their
time watching television. The difference between advertising
spending and consumption of newspapers is even more
accentuated with advertising taking up 36% of the budget,
although people just spend an average of just 9% of their time
reading them. Magazines reflect a smaller disparity with spending
of 8% by advertisers whereas consumers spend only 6% of their
time reading them.
In contrast, advertisers tend to spend less on radio advertising
(14%) in relation to audience (19%). The most surprising
difference of ail, however, is between the time people spend using
the internet (34% of their media consumption) compared with
advertising spending on the Internet, which comes 1o just 4% of
the total advertising budget.

Listening
1A 2C 3B 4B 5C

UNIT 11 Sales reports
Evolving sales

Listening
1 retail sales (f) 2 e-sales (¢) 3 mail order (b) 4 telephone sales (a)

Vocabulary

1 1decrease 2decrease 3increase 4 increase 5 decrease
6 decrease

Reading

1 1hadhave 2effrom 3thetthan 4teeto 54 On 6v
7 had have

2 increase: expand, take off
decrease: fall, halve, dwindle

Grammar workshop: present perfect simple or
continuous?

1 | present perfect continuous 2 present perfect simple
2 1 has been manufacturing 2 hasrisen 3 She's been working
4 have gone

Writing

2 Suggested answer
Software Solutions: software sales: by category
Over the last ten years, sales of our five main categories of software
have undergone quite important changes. Ten years ago, our main
product was accounting software, which constituted 55% of our
total sales. This category has more than halved to just 20%
nowadays. The other line which has not performed so successfully
is stock-control software, whose sales have shrunk from 20% of
the total to just 12%.
On the other hand, other categories have been remarkably
successful. Our CRM software has soared from just 5% of the total
to 27% at present. Similarly, our payroll software has trebled its
sales, rising from 5% to 15%, while our shipment tracking
packages have taken off and now account for 25% of sales where
ten years ago they stood at just 15% of the total.

Report on a sales event
Reading

2 a Successful (orders and sales exceed investment in the event,

attendees have asked for it to be repeated).
b Outcomes: immediate orders of £1.6m and £2.2m in sales in the

future.
Reactions: need for EU payroll and accounting software, lack of
interest in the CRM software, more informal presentations from
clients, next event in a central Eurcpean location.

3 1B 2A 3D 4C 5C 6A 7D 8C 9B 10C

UNIT 12 The sales pitch
Cold-calling
Listening
1 1 Property-management companies generally let or lease or rent
out properties on behalf of their owners. They find people or
companies who want to rent the properties, they supervise the
contract and also make sure that the people renting the
property (or the owners, if it is their responsibility) maintain it
in good condition.
2 1 physically threatened 2 visiting properties 3 (large) mobile-
phone 4 (call) the police 5 (the) office 6 locate (the)
7 reception desk
3 1False 2False 3°7rue 4False S True
5 le 2a 3c 4b 54

Providing services to large companies

Speaking

1 He wants to service and repair their employees’ cars by collecting
them and returning them while the empioyees are at work.

2 He wants suggestions about how to get a chance to make his sales
pitch to the companies’ human resources departments.

Reading
2 1 C Oneway we solicit referrals is by identifying the decision-
makers in a big company and then determining if we know
someone who knows them. We then educate the person that
we know about the things we can offer that the big company
couldn't find somewhere else.
2 B theytend to focus on the things that could go wrong

Answer keys
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3 B Can you track down the ouners of those local businesses and
gain insight into the relationship structure and the decision
process that got them on board?

4 A you'll be trying to crack a bigger bureaucracy

Vocabulary
1g 2d 3a 4f S5c 6b 7e 8h

Making a sales pitch

Listening

124 / twenty-four 2 (are) specially trained 3 press a button

4 give (them) advice 5 the (potential) problem 6 a few metres

7 contact number 8 five orten / 5-10 9 leasing (the) equipment
10 (fixed) monthly charge

Grammar workshop: cleft sentences

1 1b 2a 3a 4b
2 1b 2a 3a 4b
3 1 What we do is deliver the pizzas to your home.
2 All you have to do is provide the venue.
3 It's the paperwork (that) we find too time-consuming.
4 The last thing you should do is settle the invoice before you've
received the goods.

GRAMMAR WORKSHOP 3

Position of adverbs

Suggested answers

(The second and third alternative answers, where given, are possible,

but perhaps not used so frequently.)

1 The advertising campaign which we carried out in major European
newspapers last month has proved a great success.
The advertising campaign in major European newspapers which
we carried out last month has proved a great success.

2 Interestingly, brand awareness rose by 5% in the first three
months.
Interestingly, in the first three months, brand awareness rose by 5%.

3 In my opinion, this is due to our having targeted our audience very
carefully before we started.
This, in my opinion, is due to our having very carefully targeted
our audience before we started.
This is due, in my opinion, to our having targeted our audience
very carefully before we started.

4 Consequently, we have already managed to meet our sales targets
for several lines.
Consequently, we have managed to meet our sales targets for
several lines already.

5 For example, sales of our most popular brands have risen
spectacularly since we began advertising.
Sales of our most popular brands, for example, have risen
spectacularly since we began advertising.
Since we began advertising, sales of our most popular brands, for
example, have risen spectacularly.

6 Unfortunately, however, our top-of-the-range brands have not
performed so impressively.
However, unfortunately, our top-of-the-range brands have not
performed so impressively.
Unfortunately, our top-of-the-range brands have not performed so
impressively, however.
However, our top-of-the-range brands have unfortunately not
performed so impressively.

7 Sales of these have stayed at the same level, or even dropped
slightly.

8 As aresult, I think we should meet soon to discuss this.
As a result, I think we should meet to discuss this soon.

Answer keys

9 We need to find a solution urgently, although it shouldn’t prove
especially difficult.
‘We urgently need to find a solution, although it shouldn’t prove
especially difficult.

10 Could you call me later today on my mobile?
Could you call me on my mobile later today?

Present perfect simple and continuous

1 has just decided 2I've beentrying 3 he’s worked 4 he’s made
5 Have you always occupied 6 haven't sent; have you been doing
7 I've been working 81I've phoned 9 have been getting

Cleft sentences

What had a positive effect on sales was the CRM system.
What they did was outsource their production to Indonesia.
What they sold was/were paper products.

It’s the time (which/that) it takes which/that is the problem.
It’s Internet fraud which/that is our biggest problem.

All he does is complain.

All this shop sells is paint.

The last thing [ want is your advice.

@ N R Wbk~

UNIT 13 Forecasts and results
Forecasting sales

Listening
1/2
Contribution Reason for inaccuracy
Olivia (2) predictions about (a) There was a shift in
interest rates fashion.
Jaime (6) the success of (f) Our publicity was
competitors’ products more effective than
we expected.
Gary (4) intuition (b) We were affected by a
press report.
Sylvie (8) the marketing budget | (c) There was an
unexpected disaster.
Nesreen (3) reports from sales (h) We experienced a
teams shortage of qualified
staff.
Vocabulary 1
lc 2g 3d 4e 5b 6a 7f
Reading
2 1 It's emotionally difficult for people to do negative scenarios.
(paragraph 1)

2 itis useful to bring together people from various departments
who think about the future in different ways. (paragraph 3)

3 “We compare the machine forecasts to the human forecasts every
month ... The numbers have got to be in sync with each other.” If
they're not, Wise wants to know why. But when in doubt, he
says the hurmman forecast ... wins. (paragraph 4)

4 Ertel prods them instead to look for ways they can take
advantage of competitors’ inactivity or retrenchments. The goal
isn’t to predict what’s ahead precisely but to imagine both
positive and negative outcomes, understand what might prompt
them and consider how you might handle each one.

(paragraph 5)
3 IH 2F 3C 4E 5D 6B 7G



Vocabulary 2

1gobust 2stockprice 3 earnings shortfalls 4 layoffs 5 insync
6 cross-section 7 discontinuities 8 resilient 9 prods
10 retrenchments

Grammar workshop: conditional sentences

1 le 2c 3a 4b 5d
2 1 a,cand e refer to present/future time; b and d refer to past
time.
2 If + past perfect, would/could have + past participle
3 If + present, future simple/continuous; If + past, would/could
+ base form (simple or continuous)

Reporting results

Vocabulary

1 1loss 2turnover 3pre-taxprofits 4 dividends 5 profitand
loss for the period 6 equity 7 debtors 8 equipment
9 liabilities

2 1premises 2 depreciation 3 overdraft 4 retained earnings
Sassets 6stock 7 goodwill

Talking point

Suggested answers

1 The share price - especially in relation to the value of the
company. A low share price may lay the company open to a
takeover bid.
How much profit has been made and what the company can
afford, especially in relation to the company's other expenditures.
Shareholders’ expectations

2 They can spend money before it registers as profits, for example by
reinvesting it in company operations, or by spending it on things
which are tax deductible such as charities.

3 Goodwill includes the good reputation of the company, the
reputation of its brands and its brand names and brand equity, and
the value of its customer relations.

UNIT 14 Financing the arts
The theatre business

Listening

1 1d 2c 3a 4e 5b 6f
2 1B 2A 3B 4B 5A 6C 7A

Vocabulary

1 1f 2b 3h 4e 5¢c 6d 7g 8a
2 1break down 2 runningcosts 3 backers; putup 4 break even
5 sue

Sponsoring the arts

Grammar workshop: infinitive and verb + ~ing

1 1 Because it represents a low-cost opportunity to enhance the
company’s image both locally and nationally; sponsorshop can
be offset against tax.

2 It would involve investing £10,000; in return, the company
would have its name and logo on all publicity material and
theatre programmes, and the logo would appear in the theatre.

Z Isponsormg 2toexamine 3 doing 4 promoting 5 to give

6 backing 7 Sponsoring 8 hiring 9 to receive 10 To cover

11 toinclude 12 tobeagreed 13tofund 14 toenhance

15 to offset

3 1 (to) sponsoring (1), (of) doing, (to) promoting, (by) backing

2 Sponsoring (7)

3 include hiring

4 tend to give, expect to receive, undertake to include, agree to
fund

5 toexamine, To cover

6 opportunity to enhance

7 tobe agreed

Listening
1B 2C 3B 4A 5C 6A 7A BA

UNIT 15 Late payers
Late payers and small businesses

Vocabulary
1h 2j 3e 4k 5a 6g 7i 8d 9b 10f 1llc

Reading

3 1 Lack of cash (because you are a victim of late payment / falling
order book / overtrading due to rapid growth) or poor financial
management.

2 Cashflow problems, unauthorised overdrafts and high bank
charges, time-consuming and stressful.

3 Businesses which are victims of late payment may refuse to do
business, may only accept cash in advance, will not trust late
payers in future,

4 Check credit worthiness, set credit limits, automate
bookkeeping and monitor payments of invoices, keep your
bank informed, have procedures for recovering debts.

4 1 constraints 2 unauthorised 3 punitive (bank) charges

4 undue 5upfront 6overdue 7sound 8 rootcauses

Letter to a late payer

Listening 1

1 1two (major) customers 2 cash-flow/cashflow difficulties
3 (our) overdraft 4 credit limit 5 (a) registered letter 6 11 days

Grammar workshop: complex sentences

1 1 Accordingto 2 However 3 which 4 As 5 Asa consequence
6notonly 7butalso 8since 9 withwhom 10 and that
2 1 The bank which normally handles our transactions has agreed
to extend our overdraft for another month.
2 lregret to inform you that not only do we keep a list of late
payers, but also we share this information with other suppliers.
/ ... but we also share this information with other suppliers.
3 We may have to put this matter in the hands of our lawyer,
which we would regret having to do.
4 Aslinformed you in my previous letter, we shall not be
supplying you with any further goods.
5 According to my accountant, we should set a credit limit of
£5,000.

Vocabulary

1in a position 2 deeply regret 3 unpleasantness 4 mutually
profitable 5 further 6 settle your account with 7 assured
8prompt 9indicated 10shortly 11 outstanding 12 awaiting

Listening 2

1 cash flow / cashflow 2 pay promptly 3 no good reason

4 (finance) team 5 (very) legitimate reasons 6 satisfied with

Writing

1 1paragraph1 2 paragraph2 3 paragraph2 4 paragraph 3
S paragraph 3 6 paragraph 3 7 paragraph 4

Answer keys
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UNIT 16 Negotiating a lease
Hard bargaining

Listening
Type of negotiation Problem
Vasili C J
Melinda G 0
Glenn D L/P
Carla H I
Naomi B M
Vocabulary

la 2h 3b 4c 5g 6d 7f 8e

Leasing office space

Reading

3 limpact 2meets 3mind 4stock Sterm 6lock
7 interruption 8 come 9 restrictions 10 comes 11 unlimited
12 leverage

Listening

1 (an) (upfront) deposit 2 (commercial) activity 3 (the) inflation
(rate) 4 alterations or repairs 5 renewable 6 (staff) parking
space(s)

Grammar workshop: conditional sentences:
alternatives to if
1 1Supposing 2unless 3aslongas 4 provided
5 on condition that
2 Suggested answers
Will we be able to undercut them?
Imagine that you were suddenly made redundant.
... you pay the additional premium.
We'll reduce therent by 5% ...
... you achieve all your performance targets.

(¥ I R TUN SR

Role-play
1f,1;2c,e;3b,h,j;4a,m,n;5d,k; 60;7g,1i

GRAMMAR WORKSHOP 4

Conditional sentences

1 launch; will almost certainly lose 2 went (were to go/go);
would be/will be 3 hadn’t run; might have met 4 increases; will
rise or increased; would rise 5 had been; could have made

6 could; would be

infinitive and verb + -ing

1 Going; taking 2 to continue; going 3 to spot; running

4 To discourage; going; to close 5 to know; visiting 6 to hold;
completing

Complex sentences

Suggested answers

1 We experienced a shortfall in earnings last year as a result of losing
one of our most important customers, who started buying from our
principal competitor.

2 I'm writing to thank you because the goods you dispatched to us
last week arrived at our warehouse in record time, which means
that our production is now ahead of schedule.

Answer keys

3 Martin Peters, whose appraisal, you may remember, was not very
satisfactory, has decided to leave the company, so we will have to
start recruiting a replacement as soon as we can.

4 While travelling home last night, I came up with a brilliant solution
to our staffing problems, which I'm going to put in an informal
proposal to be circulated among senior managers.

5 Unless Tasker Ltd offers its employees more attractive financial
incentives, they will never manage to reach the productivity
agreement which would put them ahead of the competition.

6 There's a shortage of skilled workers in the chemical industry due
to insufficient numbers of young people studying science subjects
at school.

7 Redland Electronics have announced record profits for the fourth
year running as a result of their partnership with Kawasaki
Electronics of Japan.

UNIT 17 Workplace atmosphere
Motivating employees

Reading

1 David Sirota would probably agree with 3, 5 and 6. He would
probably disagree with 1, 2 and 4.
2 1 C firms where employee morale is high tend to outperform
competitors.
2 D they retrain workers
3 B The team could look at quality and at what kind of
maintenance and support were needed, and it could decide
how to rotate workers.
4 A Research has verified a system such as ‘gain sharing’, in
which a group of workers judges its performance over time.
5 C Then thereis transactional ... The attitude is, “We paid you,
now we are even ...” That’s where most comparnies have gone
today.

Grammar workshop: reference devices
1 1 This and it both refer to camaraderie.
2 they refers to some companies.
2 for which (line 10) = the organisation
it (line 10) = your job
This (line 11) = camaraderie
it(’s) (line 11) = camaraderie
do (line 16) = laying off people
they (line 18) = some companies
that (line 25) = having groups of employees build an entire car
it (line 29) = the team
this approach (line 30) = Toyota said ... rotate workers
thus (line 31} = as opposed to the usual top-down management
this kind (line 35) = recognition, appreciative of good work
such (line 42) = a reward
That result (line 46) = greater efficiency
This (line 47) = The result should be shared with workers
the first one (line 50) = form of management
Then there is (line 51) = form of management
That’s where (line 55) = the transactional form of management
The fourth (line 57) = form of management
It (line 58) = the partnership organisation
that way (line 59) = because I paid you, now we’re even.
3 1forwhich 2 This,that 3do 4that
5 this approach 6such 7 the first one, Then there is, The fourth
8§ it, they

Stress in the workplace

Reading
2 1theformer 2 thesame /this 3 thefollowing 4 They
S this / the same 6 themselves

3 1trends 2pronounced 3 underwent 4 slight
5 an all-time low 6 peaking



Listening

1 Suggested answers
Causes of stress: perception of lack of control over one’s life,
harder work, close supervision, changing jobs, faster lifestyles,
more intensive work, less social cohesion at work, work more
invasive of non-working time, more time to worry about work,
work more central to our lives and fashionable to complain about

2 1B 2A 3B 4C 5B 6A 7C 8B

Writing

3 Suggested answer
This report summarises the findings of a survey of managers
conducted to investigate the effects of stress on organisations.
The main effect of stress is an increase in absenteeism, which 76%
of managers reported. This is reflected in the figures for increased
costs due to absenteeism in small companies, which have risen in
companies with fewer than 100 employees from €250 to €320 per
employee over the last five years, while in companies of between
100 and 249, these costs have increased from €310 to €510 per
employee.
Stress also leads to decreased productivity (reported by 71% of
managers), poor judgement and poor-quality products (54 % each)
and lower standards of customer care (41 % ). Managers also
complain that staff leave the company more frequently, are less
creative and have a higher rate of accidents.
In conclusion, stress-related problems are a major cost for
organisations.

UNIT 18 The workforce of the future

Getting started
1f 2i 3d 4h 5c 6g 7j B8Be 9a 10b

The millennium generation

Reading

2 1 E hungry for quick results
more young people have been striking out on their own.

C
A
C capital for the taking

B They define themselves by their skills
D You can always go back to college

E intolerant of technophobes.

E most will freelance

o~ R W

Vocabulary

1 less baggage 2 frenetic 3 obsolete 4 pervasive 5 placesa
premiumon 6roam 7 booming 8 striking out on (their) own

Job sharing

Talking point
1 1f 2e 3¢ 4a Sb 6d

Listening

1 career continuity / (flexibility) 2 family responsibilities 3 rejoin
(the) workforce 4 go for promotion 5 less training 6 overtime

7 more productive/work harder 8 staff turnover 9 Sickness
absences 10 job functions 11 communication (problems)

12 more experienced partner

They have less baggage and can therefore afford to take risks.

How people feel about their jobs
Listening
1

Views of the present | Hopes for the future
Lechsinska D G

Ganesh

Francesca

E
F
Darron c
B

Irenke

Vocabulary

1 lapart 2going 3stuck 4go 5run 6dire 7taken
8 good; cut

UNIT 18 Productivity
Productivity at Magro Toys

Reading

2 1v 20f 3were 4vyet S5the 6# 7in 8had 9v 10v
11an 12which 13+ 14+ 15up 16it 17¢ 18on
19are 20the 21v 22forming 23+ 24 companies 25be
26v

3 1 were achieved, have not been maintained, was decided, was

carried out, should not be allowed

2 the automation of our Villena plant, the implementation of this
decision, a reduction of payroll costs, increase in turnover,
increase in sales

Grammar workshop: expressing causes and results
1 The introduction of a new computer system led to an initial

decrease in productivity. However, as a consequence of an
intensive staff training programme, productivity soon rose to
record levels.
2 resulted in, gave rise to, resulting from, one consequence of ... has
been ..., this in turn has meant that ..., due to
3 1b 2a 3e 4f 5c 6d
4 Suggested answers
1 Higher interest rates have resulted in cashflow problems.
2 Our incentive scheme for sales staff has given rise to a 50%
increase in sales.
3 One consequence of doing market research has been that our
products are even more suited to our customers.
4 New environmental regulations have meant that we have had
to reduce pollution from our plants.
5 Due to the installation of new machines in the factory, we have
managed to increase shop-floor productivity.
6 Asa consequence of our staff training programme, our
employees are making more efficient use of the computer
systems.

Productivity concerns

Vocabulary
1f 2g 3h 4a S5e 6c 7b 8i 9d 10j

Listening
1C 2B 3B 4A 5C 6A 7A 8C

Answer keys
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UNIT 20 Staff negotiations
Traveisafe Insurance

Listening

2 Complaint Demand
Wendy H I
Demitri A J
Naline F P
Claudio C K

Toya B M
Vocabulary

1b 2c 3a 4g 5e 6h 7d 8f

Grammar workshop: variations on conditional

sentences 1

1 acde

2 b

3 in the event of, provided (other possibilities: providing, suppose,
supposing, imagine, as long as, unless, on condition that)

4 a

5 b

6 e

Reading

2 lpart 2view 3This 4by 5above/earlier 6in 7for
8 more/details 9 during/at/in 10 have/make/offer

Grammar workshop: variations on conditional
sentences 2

1 1c 2h 3b 4f 5a 6g 7d 8e
3 Suggested answers
... not been given promotion.
... I'm given more responsibility.
.. the amount of work he has to get through.
.. a factory closure.
... L have a chance to put my training into practice.
.. he’s given a pay rise.

[= T O R TR R

Horse-trading at Travelsafe Insurance
Listening

120% / twenty per cent 2 financial incentives 3 salary increase
4 one-off payment 5 paid leave 6 legal entitlement
7 outplacement service

Role-play
2 A:1,2,12 B:10,11,13 C:3,5,6 D:4,8,9,14 E:7,15

GRAMMAR WORKSHOPS
Reference devices

1does 2one;It/Another 3 doneso 4thus 5 One; the other; The

former; The latter 6 This/It 7 This/It

Modal verbs to express degrees of certainty

1 can’t have been cancelled 2 should/must have arrived
3 may/might/could be 4 can't be losing

5 must be holding 6 must have dialled

7 might not / may not / can’t have had

8 should find / must have found

Answer keys

Variations on conditionals

1

2
3
4

If it weren't for the view, these offices would be perfect.

If it weren’t for the transport costs, I'd place an order.

If the staff were to (go on strike), the company would go bankrupt.
Had management been ready to negotiate seriously, there would
have been no problem.

In the event of an interruption in/to/of our supply chain / In the
event of our supply chain being interrupted, we’ll need to be able
to source alternative parts quickly.

Providing you pay me overtime, I'll do the extra work on Saturday
morning.

As long as we replace the part, the customer has promised not to
complain / the customer won’t complain.

Supposing they raised the price, how would you react?

UNIT 21 Corporate ethics
Corporate Social Responsibility (CSR)
Reading

1

3

1 Large companies must be socially responsible, not just
profitable.

2 Examples of how to be socially responsible.

3 Corporations should recognise their obligations to society,
either voluntarily through CSR or through government
legislation.

4 How everyday business activities can be made to appear to give
a social benefit.

S Seemingly worthy actions can have an unseen detrimental
effect.

6 Maybe it would be better if businesses concentrated on making
profits and left governments to help other countries.

1H 2F 3C 4G 5A 6E 7B

Vocabulary 1
1f 2a 3h 4d 5e 6¢c 7g 8b

Vocabulary 2

1

1atleast 2 merely 3 supposedly 4 allthe while 5 thus
6 all things considered 7 simply put 8 unfortunately

2 1Simply put 2 all the while / unfortunately 3 Unfortunately
4 all things considered 5 supposedly; merely 6 Atleast 7 thus
Fair trade
Listening
2 1B 2A 3B 4A 5C

Grammar workshop: articles

la 2-
n- 12-

3a 4the 5the 6-
13 the

7the 8a 9- 10the
14 the/- 15- 16- 17a 18-

UNIT 22 Expanding abroad
Woiseley's strategy
Reading

1

2

1 Wolseley expands organically, i.e. by opening new branches,
and through acquisitions.
2 They achieve this through:
e continuous improvement
¢ using their international position both to sell and to
purchase
¢ providing customers with an increased choice of products,
etc.
® attracting the best employees.
1B 2B 3D 4D 5C 6A 7C 8D 9C 10A 11D
12B




Vocabulary

1 acquisitions 2 sustained 3 complacent 4 leveraging
5 a diverse footprint 6 synergies

Listening

1 with experience 2 joint ventures 3 manufacturing 4 growth
potential 5 expertise 6 outlets / financial performance 7 financial
performance / outlets 8 realise cash 9 lower purchasing prices /
experience and expertise 10 their own markets

Wolseley’s Chief Executive

Reading
3 1G 2C 3A 4E S5F 6B

Vocabulary

1surged 2FTSE100 3topped 4 hard-driving 05 briefings
6clutch 7 payoff 8 broaden our customer base

Supervising overseas subsidiaries

Listening

2 1discuss (the) objectives 2 (the) financial performance
3 senior management 4 annual conferences 5 (European)
graduate programme 6 mid-management level 7 own branch
network 8 awareness 9 (many) retailers
10 economies of scale 11 service

Vocabulary

1 Order from most frequent to least frequent: every half hour, hourly,
daily, twice weekly, fortnightly, monthly, every two months,
quarterly, biannual (ly), annual(ly)

2 1twice-weekly 2annual 3 everyhalfhour 4 quarterly
S fortnightly

UNIT 23 An overseas partnership

Finding an overseas partner

Listening

1 1same (basic) letter 2 formal style 3 (some) sales figures

4 production capacity 5 joint-venture partner 6 Asian tour
7 provide (a) translation

Reading

1 lother 2As 3capable 4its 5 over/under
6 Due/Owing/Thanks 7in 8with 9or 10 which/that
1 for 12will 13view 14let 15 most

Grammar workshop: complex sentences

1 1basedin 2 Asyou may haveread in the trade press 3 in its
original form 4 Due/Owing/Thanks to our excellent sales
projections 5 are now also in a position to begin 6 with that
objective in mind 7 in the pipeline 8 with a view to

2 1 We are a large chemical company based in Bahrain.

2 Asyou may have heard on the news, we are thinking of moving
our offices to Abu Dhabi.

3 Inits original form, this book sold very successfully in the USA
and Canada.

4 We are launching an updated version of this product due to
some technological innovations. / Due to some technological
innovations, we are launching an updated version of this
product.

5 Our training budget has been approved, so we are now in a
pusilion to 1un the course.

6 We are hoping to increase our sales in India, and, with that
(objective) in mind, we are launching a multi-million-rupee
advertising campaign.

7 We have various new products in the pipeline at the moment.

8 We shall be launching a new publicity campaign with a view to
increasing our share of the North American market.

Going into new markets

Listening

1 1 A global ambitions, move upmarket

cut costs, move a lot of product

affluence, spending power

undercut the competition, wage a price war
go into a whole new area, spread risks

an approach, write to accept

keep to targets, meet targets

an opening, a gap in the market

2 Suggested answers

TOmMmgOw

I cut-throat, fierce rivalry
J language problems, hard to get our ideas across
K problems finding top-quality employees, good staff
L change the way we work, accept their way of doing things
M adapt appearance, change the packet
N invest heavily, spend a lot of money
0O new publicity, new promotional material
P seek a local partner, get assistance
2 Speaker Reason Problem
1 A N
2 H M
3 E I
4 B J
5 D o

Gramrmar workshop: tenses in future time clauses

1 1havegot/’vegot/ (get) 2gets 3 sends/hassent
4 're selling / (sell)

Replying to Magiczne Lustra’s approach

Reading

1 1b 2g 3e 4c¢ 5f 6h 7i 8d

2 lshatwhich 2ferin 3Like As 4+ 5Sieealso 6GFer In
7v 8pieees parts 9eare were 10abewtof 11 eewdd would
12seeingsee 13+ 14aan 15 pessible possibility 16+
17 absenee absent 18 Adtheugh However 19 de make 20¢/
21 Hsiting visit

UNIT 24 A planning conference
Making presentations to colleagues

Listening

1 1 good markeling activities 2 critical media coverage
3 customer expectations 4 cost-cutting exercises 5 polluting the
environment 6 exploit (their) workers 7 marketing led
8 prime objective

2 1True 2False 3True 4True 57True 6True 7 False
8 True

3 1 TI'mgoingto talk to you, briefly, about ...

By way of introduction, [ should say that ...

I think there are three main points in ...

First, ...

for example

My third point concerns ...

In conclusion, ...

NGB W

Answer keys
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Grammar workshop: concession

1 Evenif a brand has a good reputation, it can be ruined overnight
by critical media coverage.

2 Although there may be pressures from shareholders, the customer
comes first in any business.

3 Despite your finance department wanting to implement cost-
cutting exercises, brand quality should never be compromised.

4 People will just stop buying them, however many millions you
spend on advertising.

5 No matter what you do in whatever area of corporate activity, you
should first consider whether this could affect the health of the
brand.

Risk management

Reading

2 1 B managers now have to be prepared for a range of risks that
were unthinkable not long ago.

2 E the misdeeds of one company can tarnish all its competitors
as well.

3 D Ifacompany suffers a blow to its reputation, it can collapse
wirh astonishing speed ... Even if a company survives
damage to its reputation, the loss of business can be
devastating.

4 B identify your risks. Be prepared for each of them individually
5 C companies spent millions ... to guard against the Y2K bug ...
Managing risks can seem a waste of time and money

6 A Yertrisk is trickier to handle than mergers or product
launches.

7 E the government, the public and the media, and, increasingly,
the Internet, which has greatly improved transparency.
Corporate secrets are becoming ever harder to keep.

8 E As they rely rnore on outsourcing, they may be held
responsible for the sins of their subcontractors.

Listening

1 Increased risks from: natural disasters, international nature of
business,
Reduced risks because of: insurance, limited-liability companies,
government regulations, computer projections

2 1B 2B 3A 4C 5C

GRAMMAR WORKSHOP 6

Articles

l1the 2a 3the 4the S5the 6-
12the 13- 14a 15the 16 the

7a 8the 9- 10a 11-
17the 18a/the 19a 20-

Future time clauses

1 1finish / have finished 2 am working 3 is completed / has been
completed 4 are visiting 5 speak / have spoken
2 Suggested answers
1 ... Iam paid more for it.
2 ... [ have perfected my pronunciation.
3 ... Iretire.
4 ... they are retooling the factory, I'll take my annual holiday.

Concession

1 Profits are up, though productivity is down.

2 We won’t be able to meet the deadline however hard we work. /
However hard we work, we won’t be able to meet the deadline.

3 No matter how high a salary you pay him, / No matter how much
you pay him, he won’t work harder.

Answer keys

4 Despite his good keynote speech / Despite his making a good
keynote speech / Despite his having made a good keynote speech,
the shareholders voted him off the board.

5 Even though interest rates are falling, consumer demand is not
increasing. / Consumer demand is not increasing, even though
interest rates are falling.

6 Whatever he asks (you), don’t reveal our commercial plans.

7 In spite of our excellent psychometric tests / In spite of our running
excellent psychometric tests, we never manage to recruit the ideal
candidate.

8 However small our budget (is), the project will go ahead. / The
project will go ahead, however small our budget (is).

9 Despite our model winning an innovation award / Despite the
innovation award (which was) won by our model, sales never
really took off. / Despite winning an innovation award, sales of our
model never really took off.

EXAM SKILLS AND EXAM PRACTICE

Listening Paper Part 4: Exam skills

2 1 C Moreio the point, though, is that managers start thinking
that everything they are doing will go well and they tend to
forget that they have rivals out there who might be even
better than them. That's when things really start to go wrong.

2 A inarecent survey it was discovered that 40% of Americans
thought that eventually they would end up in the top 1% of
earners.

3 B the first price mentioned, the opening position, becomes the
point of reference around which all discussions seem to
revolve

4 C The problem really arises when managers spend too much
time analysing the information for each decision. I mean
some of the decisions are guite trivial

5 A they continue to pour money into researching and developing

a no-hoper

6 C They just continue to live with them.

B especially if you're a serious investor, investing in a variety of

markets and properties is a much safer and more reasonable

decision.

Listening Paper Part 4: Exam practice

33A 34A 35B 36A 37C 38B 39C 40B 41A 42B
43A 44C 45B 46A 47B 48C 49C SO0B

Reading Paper Part 2 (Section 4): Exam skills

1 1B 2C 3A 4C 5A 6B
2 1D 2A 3C
3 1B 2A 3C

Reading Paper Part 2 (Section 4): Exam
practice

1C 2A 3D 4B 5B 6A

Reading Paper Part 2 (Section 5): Exam skills

1 1 paragraphs1,2and4
2 paragraphs 2, 3 and 4
paragraph 6
B high turnover rates
C positive emotions from home spilled over and caused people
to be more engaged with work
3 A Negarive emotions also spilled over and caused people to be
more engaged with their work
4 B the hardest part of their job is that they know how to help the
customner, but do not have the authority to take action
5 D Anindividual who avoids risk and accepts supervision is
likely to feel satisfied and comfortable in the job

[F]
b= W



Reading Paper Part 2 (Section 5):
Exam practice

7B 8D 9D 10B 11C 12C

Reading Paper Part 2 (Section 6): Exam skills

1 lamwas 2v 3aresearisen 4 weuldhad 5 will would
6kmews know 7+ 8 reached reach

2 lefin 2v 3byin 4emin 5Sefabout 6éem with
7 ¢e for

3 1 memeryremember 2 edtveme exitemely 3 interesting
interested 4 expansien expanding 5 beef briefly 6 diseussion
discuss 7+ 8 pessible possibility 9&Hfull 10v

Reading Paper Part 2 (Section 6):
Exam practice

13deeswill 14ferto 15 giwing given
18 has have 19 at of

l6suwekso 17v

Writing Paper Part 2: Exam skills

1 Suggested answers
1 Probably colleagues as well.
2 Neutral, since it’s for colleagues also.
3 What the course consisted of, how useful it was, how it will
benefit your company, advice for colleagues.
4 Introduction, The course, Usefulness and benefits, Conclusion
and recommendations
3 lhike As 2weel’sweeks 3imof 4 imprewiagimprove
5learn learning 6 correct (though reduce could be changed to

reducing) 7 shewimgshown 8menot 9hadhas 10 emjeyable
enjoyably 11 correct 12 effrom 13 wese was 14 correct
15correct 16eemea 17efabout 18correct 19 fefto

20 correct

Writing Paper Part 2: Exam practice
Sample answers
Task A

Report on accommeodation for company visitors

Introduction

The aim of this report is to surnmarise the complaints visitors to our
department have made about the accommodation we provided and to
recommend changes.

Visitors’
Several visitors complained that the Queen’s Hotel, where we
normally lodge visitors, is too far from our offices and that they spend
too much time travelling here. Also, it is situated in a very noisy part
of the city, and several people complained about difficulties in
sleeping.

The need for a good hotel

Most of our visitors are important, lucrative clients, so it is essential
for them to have the best possible experience of their visit to our
company. By providing them with excellent accommodation, we will
improve our company image.

Recommendation

I have investigated hotels in the area and found a new five-star hotel,
the London Palace, which has recently opened just five minutes’ walk
from our offices. It is situated in a quiet area surrounded by gardens. I
recommend we contact the hotel and negotiate special rates. I also
suggest that in future we provide a taxi service for all visitors from the
airport to the hotel and from the hotel to our offices.

Task B

Report on the company website

Introduction

The purpose of this report is to outline the shortcomings of the

company website and to suggest improvements to make it more

suitable.

Prob] ith ] bsi

I have identified two main problems. Firstly, the website is in only two

languages: English and Spanish. However, more thar 50% of our

customers are either Chinese or Japanese, and the website should also

be available to them in their own languages. Secondly, although the

website provides a full catalogue of our products, we do not include

prices. This means potential customers have to contact us to obtain

this information, which generates extra work for us.

Changes to the website

I recommend we make the website available in Japanese and Chinese.

I also think it would be a good idea to include the prices of all the

products listed on the site. In order to do this, we will have to:

1 engage a specialist translation service to provide a full translation
of all pages of the site;

2 contact the web-design company we normally use and ask them to
include the information about prices and set up the Chinese and
Japanese versions when these are available.

Speaking Test Part 2: Exam skills

2 1g 21 3i 4b 5c 6k 7e 8f 9h 10j 11d 12a
3 1 Well, I'm going to talk about the best office I have ever worked in.
2 Firstly, the physical surroundings ...
The second thing which made it such a good office was that we,
that is the trainees, felt so motivated ...
Finally, my fellow trainees ...
3 Imean, it had good carpets on the floors, ... the latest computer
equipment
4 thatis, the trainees
All those things make that the best office I have ever worked in.
6 graduate trainee, assistant human resources manager,
ergonomic office furniture, etc.

wn

Speaking Test Part 3: Exam skills

1 1 What types of car are available?
Can/Could you tell me what types of car are available?
2 How much do the cars cost?
I'd like to know how much the cars cost.
3 What are your terms of payment?
What terms of payment can you offer?

Answer keys
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Transcripts

UNIT1

@ Listening, page 11

Omar:

Candela:

Omar:
Henry:

TH

Henry:
Omar:

UNIT2

So, Candela, what's it like working for a large car
manufacturer?

You'’d be surprised, actually. You hear so much about
cut-throat competition amongst managers in my type of
company, but in fact, as someone starting out on the
management ladder, I get a lot of back-up from senior
staff. We have twice-weekly get-togethers where we
talk through our difficulties and come up with ideas
and solutions. It’s great. I don't get the feeling that it’s
‘sink or swim’ at all.

And you, Henry?

Well, as you’d expect working in hospital
administration, there’s plenty of red tape. We have to
stick to the rules fairly carefully because at the end of
the day, people’s health’s involved, and we’re publicly
accountable. But that doesn’t mean there’s no room for
inventiveness. We’'re always looking for ways of
streamlining procedures and making efficiency gains.
And saving taxpayers’ money.

That'’s right.

Now, Sonia, what’s it like working for a dotcom?

It’s not exactly a dotcom. As a matter of fact, it’s more a
software developer. And it really suits me, you know, I
nearly always turn up at work wearing jeans and a T-
shirt, which is great for a manager, and everyone talks
to everyone else in a really relaxed way. There’s none
of that ‘them-and-us’ feeling between management and
staff that you get in other industries. I mean, in most
ways the staff are more expert than the managers! And
what about you, Omar?

My company, as you know, is a consumer products
company, and we’re all organised in divisions, and the
divisions in teams, and we’re all competing against
each other. Our pay is performance-related, and
nobody gets the same. Getting ahead and even keeping
your job depends on your performance.

Um, and how’s performance measured, Omar? Is there
a yardstick?

Not really. In the end, it boils down to performance in
comparison with other teams and divisions.

Sounds quite a rat race.

For me, that’s business!

@ Listening, page 16
I = interviewer; RB = Rachel Babington
I:  What do you think makes a great leader as opposed to a
great manager, because they’re quite different things, aren’t

they?

RB: I think I've worked in a lot of places where a lot of senior
people haven’t really been leaders, they’ve been managers,
and I think I'd say probably a ... a good leader has vision
and can see how to develop and take things forward and is

Transcripts

inspirational. Really, a manager, I think, is more about the
implementation of that vision, and I think too many people
who are in leadership roles get bogged down with the nitty-
gritty management side, which is probably not what they
should be doing, but I suppose it takes a strong leader and a
confident one who believes in their team to take a step back,
um, and I think really they should. I don’t think they should
be too hands-on.

Can you describe a bad leader to me?

: [ think someone who ... has a team of quite experienced,
good people who won’t give them the space to get on and do
their job and is overbearing and involved, um, and doesn’t
take a step back and give ... give people the responsibility to
get on with their role, and I suppose who doesn’t give a
person room to grow and the opportunity to develop their
career, because I think that happens a lot, that you just are
expected to tick along and not expect anything back from
your job. Whereas if you're good at it and reasonably
ambitious, you want to know you're going somewhere.

UNIT 2
o Listening, page 17

RB:

RB:

= interviewer; RB = Rachel Babington

What ... How would you describe empowerment? And how
can workers be empowered, do you think?

I think empowerment is ... um ... giving someone the
opportunity to decide the directional strategy of a job and
agreeing on it, and then leaving them to get on and do it and
be in the background to help them if they need it, but not to
be breathing down their neck. Um, and I suppose it is that
feeling of responsibility and ownership that makes people
feel empowered. I think if you work with someone who
really lacks confidence to give their team responsibility, it’s
very difficult to break out of that cycle.

And has managing techniques, or have managing people,
changed over the last ... in the last ten years?

: Idon’t know, I'm probably a bit cynical, but I think there’s a
lot, certainly, that I have noticed in the organisations I’ve
worked in, there are a lot of steps that are taken and to be
seen to be empowering individuals, and so I think things ...
probably at a superficial level look to have changed, but
whether they really have deep down, I'm not so sure.

How do you think people could be managed in order to get
the very best from them?

I think to get the most out of them, you want them to feel
empowered, that they’re achieving, that they’re, they’re um,
developing, that there are opportunities ahead of them that
they can strive to work to, that they’re ... um ... under a
manageable amount of pressure, um, that they’re getting the
right kind of support. I think what a lot of people lack is a
kind of mentor and someone that’ll help them develop in
their career, and you can become very stale if you don’t have
that. So I'd say that would be important to people as well.
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o5 Listening, page 20

Trainer:

Trainer:

Marina:

Trainer:

Magdi:

Trainer:

Thérése:

Trainer:

UNIT 4

So, we’'ve seen a bit about how internal
communications is quite a neglected area in business.
Now I'd like to go over to you and ask you if you have
any ideas how it can be improved. Larry, what about
you?

Well, I guess we all have a tendency to overdo things a
bit. I mean, we think we have to reply immediately to
everything that comes in, and it becomes a bit of a
time-waster, always sending off messages left, right
and centre. I think it’s probably better to have a fixed
time - you know, that quiet time just after lunch or just
before you knock off for the day - and deal with them
then.

Erm, well, possibly. I guess this might depend on the
type of job you're doing. Er, still, that’s something we
can discuss in a minute. And you, Marina?

I'm very interested in the quality of the message - it
says so much about the person - and if it’s well
written, it's a good deal easier to understand, so I'd say
to people that they should avoid incomplete sentences
or sentences without verbs — when writing, of course.
Good English creates a good impression.

Um, an interesting point and that’s another one we can
come back to. I mean, it might depend who you're
writing to and what you're writing about. What’s your
advice, Magdi?

Mine’s a question of respect for colleagues and basic
working formality. If you're busy, you can be sure that
most of your colleagues are too, so they don’t want you
barging into their offices without warning with some
minor query or being continually phoned up. Let them
get on with their work and, if they're not urgent, save
your queries for coffee time.

Um, thanks, Magdi, that’s partly a time-management
question, isn’t it? Er, now you, Thérése?

I just think common courtesy is such an important part
of office life - greeting people when you arrive at the
office, not losing your temper or shouting at people,
however overworked you may feel. You have to work
with each other and you might as well make the
circumstances as pleasant as possible.

Um, I absolutely agree ... um, so now let’s take those
points one by one and see how you all feel about them.
Now, the first one was about ...

® Listening, page 23

1
Chair:

OK, let’s get started. Has everyone got a copy of the
agenda?

Other participants: Yes. / Thanks.

Chair:

Piotr:
Chair:
Piotr:

Great. Would anyone like to take minutes, or shall we
just keep a list of action points?

Action points would be fine, Mat.

OK, Piotr, would you like to do that, then?

Sure, no problem.

Chair:

Jane:

02
Chair:

Woman:

Chair:

Woman:

Chair:

083
Salim:

Chair:

Chair:

[ )
Chair:

Martin:

Chair:
Martin:

Liang:

Thanks. So, anyway, thank you all for coming. The
purpose of this meeting’s to discuss how we go about
investigating the East European market and seeing
whether our products would have an outlet there, so
the first point today is who should actually go and have
a look around. I, personally, am pretty tied up till the
end of May, so it might be better if it were someone
else. Jane, could you give us your views on this?

Sure, thanks, Mat. Um, I honestly don't think it’s that
urgent. I mean, it can easily wait till June, which is less
than a couple of months away and then we can make
sure we have enough time ...

So, if I could just sum up, what you think is that even if
he hasn’t been on time this time, as a custorner he's too
valuable to lose, so we should remind him, but in a
very friendly and polite way.

That’s right. I mean, he really does give us a lot of
business, although as you can see from the books, if
something doesn’t happen soon, we’re going to have
problems with our cashflow. I mean, we've got our
invoices to pay as well.

Point taken. Let’s remind him and give him another
week, then.

Fine.

Anything else to be said on this, or can we move on to
the next point?

... 80, quite frankly, I don’t think it’s good enough. I
mean, we agreed to have the new procedures in place
by the end of the month, which is in two weeks' time,
and we’re going to be nowhere near that target because
the people responsible for training haven’t even
scheduled the training yet.

Thanks very much for that, Salim. Now, can we hear
what other people have to say?

Yes, it's all very well to criticise, but we’ve had plenty
of problems, you know. In my last job, people used to
just criticise. I had a boss who ...

Look, that’s all very interesting, but can we keep to the
issue in hand? The point is, there is a risk, and it would
be bad to have an accident just when we’ve fallen
behind with our training schedule, so let’s get to the
reasons for it and see how we can get things back on
the rails.

... 80, we clearly all agree on this, so let's not waste any
more time and move on to point number five, which is
whether the component really meets our specifications.
Any thoughts on that? Anyone? Martin?

It clearly performs to specifications. All the tests I've
run so far show that. It’s just that we might have
difficulty fitting it into the space we thought we had for
it. It might mean we have to do a little bit of
redesigning.

So, in a nutshell, what you think is that it’s too large.
Well, it might be, but if they can’t make it smaller, then
we’ll have to make do with it.

But that would add to our costs. I mean, redesigning
our machine at this stage has all sorts of other
implications.
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Chair:

Sandra:
Chair:

Man:
Chair:

UNIT5

I know, but the alternative is to source the component
elsewhere, and I don’t even know if that’ll be possible.
I wonder whether it’d be worth it just for one relatively
minor component.

Um, we’d have to look into that.

Well, we don’t have to decide on this today. Let’s think
about it a bit more and come back to it if necessary
next week. Now, let’s take a five-minute break and
then start on point number six.

So we need more information on this issue. Sandra, can
you look into it for the next meeting?

Sure.

So, in summary, we’ve agreed about where we’re going
to stay and Sandra’s going to investigate prices, which
potential customers we're inviting and what
entertainment we’re going to give them, so we’re just
left with the question of the timing of the event. Any
ideas, anyone?

Um, [ don’t think we want to get everyone together
when it’s too hot, so I guess spring would be most
suitable.

: Yes, because if we’re going to do it in January or

February, really that’s too soon.

Yes, if it was up to me, I'd go for April.

OK. Let’s come to a quick decision on this. How many
people are in favour of April? Five. Anyone against?
No? Well, thanks all of you for your time. I think this
has been very profitable, and we’ll meet again to talk
about the other points on Wednesday the 41" at the
same time. See you all then.

1 Listening, page 30

Interviewer: Boris Shulov, we hear a lot nowadays about

Boris:

Customer Relationship Management, or CRM for
short. Can you tell us what it is?

Er, yes, in simple terms, Customer Relationship
Management is the process of integrating marketing,
sales and after-sales service within a business or
other organisation with the objective of ensuring
that customer relationships generate maximum
profitability for the company. While, in the process,
maintaining and enhancing those relationships. In
other words, by working on these relationships, we
can produce more revenues for the company and
provide a mechanism which permits companies to
stand out or differentiate themselves from their
competitors. What I mean by this is that nowadays,
as we all know, the products companies produce are
frequently almost identical - at least in the eyes of
the consumer - and what gives a company a
competitive edge is the difference in the quality of
service it offers.

Interviewer: This is achieved largely by the use of computer

Boris:

technology, isn’t it?

Um, that’s right. At the centre of CRM are
information systems; with computer technology, it's
now possible to store and transmit huge amounts of
data about individual customers - you know, their
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Interviewer:

Interviewer:

preferences, their free-time activities, the make-up
of their families and any other details which you
think are interesting or useful. And all this
information can, at least theoretically, be acted
upon by organisations to give their customers
personalised individual treatment. Er, to give you a
... rather basic example, your customer, Mrs X, buys
cosmetics from you. You know from information
you have gathered that she has a teenage daughter.
Perhaps she’d also like to buy cosmetics for her
daughter - you could interest her in a younger range
of products maybe.

In which areas of an organisation is CRM most likely
to be used?

Well, clearly in those areas which have most contact
with customers. Er, to give you a few details, er,
there’s Marketing Automation, which allows you to
concentrate your marketing efforts on your most
profitable customers and manage your campaigns
so that your marketing budget is spent in the most
cost-efficient and profitable way. Er, you've perhaps
heard of the 20-80 rule, which says that 20% of
your customers generate 80% of your profits. The
common-sense conclusion to be drawn from this
statistic is that we should be spending a larger
proportion of our marketing budget on that 20% of
customers to keep them happy, to encourage them
to spend more with us - and proportionately less on
the remaining 80%.

Interesting. I've also heard of Sales Automation. Er,
can you explain for all of us what that is?

Sure. Sales Automation is information systems
providing key back-up for the sales process, for
example, products a particular customer has bought
in the past, discounts they've been given, problems
that have arisen when selling to that client, etc. All
this makes the sales staff’s task much easier. They
can offer similar discounts; they’re not going to
make a mess by offering a far larger or far smaller
one - at least, not unless it’s part of an informed
strategy. They know about problems which have
arisen in the past and they can avoid irritating the
customer by repeating them. Then there’s the final
area ...

Customer Service, isn't it?

That'’s right.

Can you explain it a little, please?

Yeah, Customer Service, as a part of CRM, is being
able to deal efficiently with problems and queries
when they arise in such a way that they actually
enhance the customer’s feelings of loyalty and
satisfaction. After all, the main thrust of CRM is to
have loyal and satisfied customers. These are the
ones who are most profitable to a company and who
pass the company’s reputation on by word of mouth
to other potential customers.

The process must be very complex. How is all this
data collected and transmitted with a large
organisation?

The most normal way nowadays is via the Internet
because this allows both employees and customers
to access information and communicate with each
other efficiently.



Interviewer: Very interesting. But, 1 wonder, do organisations
manage to handle these vast amounts of data
efficiently and effectively? | would have thought
these systems are fraught with pitfalls.

UNIT6

12 Listening, page 32
I = interviewer; WBH = William Brook-Hart

I: How does your company achieve the ... an advantage over
its competitors?

WBH: Well, 1 suppose the prime way you’d get an advantage is
by offering, um, sufficient quality at the lowest price. And
clients are always looking for the, er, lowest-price tender,
and nowadays designers and consulting engineers have to
compete a lot more on price than they had to maybe 30, 40
years ago, so price is certainly probably the major
element. Um, but in more recent years, there’s been far
more recognition by clients that actually the quality
dimension is also needed. If you go for the lowest price,
you may not get the best value, the best value for money.
Um, so now client procurement is much more directed
towards getting the right match of quality and price. Um,
the result of that being ... is that when we're submitting
tenders to clients to win work, um, we have to devote a lot
of time to demonstrating the quality that we can bring to a
particular project, and ways of doing that include the
quality of our documents and what we say in our
documents. Um, it’s also, er, developing a reputation and
having past projects that we can show clients and say,
look, there’s a fantastic quality of job we did on that one,
um, why don’t you employ us because we’ve got the track
record and experience.

13 Listening, page 34

I = interviewer; WBH = William Brook-Hart

I: So how would you describe the Gifford’s brand?

WBH: Er, the ... the Gifford’s brand, well, that's quite a tricky
one. I think we’re branded a lot by the, er, projects, the
past projects that we’ve worked on, so very much in
projecting what we’re about, we look towards recent
projects which have been particularly successful, and,
um, one of those has been the Gateshead Millennium
Bridge, which ... for which Gifford had to enter a design
competition which was, which was supervised by the
Gateshead Metropolitan Council, and there were about
200 entrants. And, um, Gifford teamed up with a leading
architectural practice, Wilkinson Eyre and Associates, and
jointly we came out with a completely new concept for a
bridge. I don’t think this type of bridge has ever been
constructed before ... Um, this bridge had a horizontal
axis so that the entire bridge rotated horizontally to lift
over the river to pass, um, ships underneath. And this
particular structure’s got a lot of international attention
since it’s been built and has been quite successful in
promoting an image of Gifford, er, more widely.

I: So you'd use this project as a means of, um, obtaining
further contracts, possibly?

WBH: Yes, I think it’s demonstrated our, er, creativity and
potential for innovation and problem-solving, in a way
which others couldn’t do.

I: That'’s very good. Just tell me, how do you or Gifford's go
about getting new contracts?

WBH: Well, um, I suppose one prime route is to look at
advertisements, and, um, nowadays within the European
Union, um, all contracts or all public works over a certain
size have to be advertised in the Journal the European
Union. So we keep an eye on that and identify contracts
which look, er, look interesting to us. Um, other routes
apart from advertisements - and really a very important
route - is through personal contact and, um, preferably
through having done previous contracts with a client and
establishing a relationship, er, and particularly if they are a
private client, or a private company, er, if they like the
work that you've done previously, then they may feel
there’s no need to advertise. They’ll come back to you for
future work. And, um, establishing those business
relationships and friendly partner relationships with
clients is ... is really vital.

I: And how would you go about deciding a price for your bid
when you're in competition with others?

WBH: Er well, with great difficulty. There’s ... there’s two, well,
there’s a number of ways you look at it. One is to assess
what the value of the constructed works would be and
assess in percentage terms what a reasonable fee for a
designer would be in relation to the ultimate value, er, of
the works as constructed, so that would be um, on a
percentage basis or a top-down basis. Um, the other main
route would be bottom-up in terms of ... you're itemising
the work and all the tasks that you have to do in order to
prepare and design, um, prepare the contract document,
the specifications and probably also, um, supervise the
construction and the works or supervise the works
construction contract, um, so you'd work out all the time
on a spreadsheet from the bottom up and see what it
comes to.

I: How many of the contracts that you bid for do you expect
to win?

WBH: We’d expect to win about one in three, one in four of
straight competitive bids where ... where we’re competing
against maybe six other similar consultants. And we
would hope to achieve that rate.

I: Putting together a proposal or bid must be expensive and
time consuming. How do you cover the costs of this if you
don’t win the contract? Or is that just absorbed into a
future contract?

WBH: The only way you can absorb the cost is out of fees earned
on other contracts, so all ... all tenderers have to
effectively either recover their costs on other contracts or
go out of business. It’s as simple as that.

UNIT?Z
14 Listening, page 36

Naseem: Naseem Bakhtiar.

Devika: Hi, Naseem. Devika here.

Naseem: i, Devika. What’s up?

Devika: Ithinkit’s time to get that proposal together for the
board of directors. You know, we were talking around
the subject last month when we were having our
round-up of points arising from the sales conference -
at least, it was one of the things that we were talking
about.
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Devika:

Devika:

Naseem:

Devika:

Naseem:

Devika:

Naseem:

Devika:

Naseem:

Naseem:

Naseem:

Devika:

Naseem:

Devika:

Naseem:

Devika:

Naseem:

Devika:

Naseem:

Devika:

Naseem:

Devika:

Naseem:

: That’s the proposal for a wider range of software, isn’t

it? Let me just note that down.

That’s right. I've just been talking to Lena and we were
both saying that now could be the right time ...

Right, well, Lena’s the finance director. Does she
reckon we’ve got the budget for it?

Yes, that’s the point. She says that since profits are
definitely up this year, we should be looking to plough
something back and reduce our tax exposure.

OK, but the main reason for getting into a new project
like this - and it would be a pretty big one - is that our
existing clients have been asking for it. That would be
the main selling point, er, in the proposal. Qur clients
want a whole range of compatible applications -
compatible with the stuff we’re selling them at the
moment.

Exactly.

OK, and what do you want to see in the proposal,
Devika?

The reasons for adding to the product range, I guess. I
mean, our existing products do well enough, but with
the cut-throat market we're in, it wouldn’t look too
good if we spent a lot of cash developing a whole load
of new products which just lost us money.

Well, that doesn’t sound too likely at the moment.

No. And could you also specify the types of product we
are going to work on, you know, especially stock-
control tools and applications for automatic online
ordering, that sort of thing.

OK. Those will do for a start anyway.

And you’ll also have to cover resources in the proposal.
Yes. Right.

I mean, this will mean quite a lot of people working on
it and it will swallow a fair amount of cash before we
start getting any return on our investment. Fortunately
Lena will be keeping us to a tight budget, though.
Quite. But it would be useful to know what the extra
costs involved in this are likely to be.

OK, so you'd better include a section on them in your
proposal, and then hopefully we should have
everything pretty clear.

Great. When'’s the next board meeting?

Wednesday of the week after next. Do you think you
can get your proposal together by then?

I'll try to get it ready by Friday of next week if possible
so we can mull it over a bit before giving it to the
board, though I can’t promise that. Otherwise,
definitely by the Wednesday.

That sounds fantastic. Thanks a lot, Naseem.

My pleasure. I'll get cracking on this right away. ['ve
been wanting it to happen for some time now.

Sure.

Anything else, Devika?

Not just now, Naseem. Thanks.

OK, bye, then.

Bye.

Bye.
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15 Listening, page 40

Nils:

Catalina:

Nils:
Catalina:

Nils:

Paul:

Catalina:

Good, thank you all for coming. Shall we get started,
then? As you know, the purpose of our meeting is to
start thinking about expanding our operations to
China. Before getting down to the finer details, please
remember that our discussions in this meeting are
confidential, OK? So, Catalina’s going to get the ball
rolling by giving us a brief run-down of the Chinese
market. OK, Cati?

Sure, Nils, thanks. Now, I'm just going to give you a
number of key facts, which should help you to
concentrate your minds on the opportunities and
difficulties of breaking into China, OK?

Sure, go ahead.

Right, well, I've got three main points to make: firstly,
the Chinese market, unlike markets here in Europe or
the US, is growing steadily and rapidly, so it represents
a major business opportunity. Last year, the total
market in terms of ice-cream sales was 23 billion yuan
- that’s about 2.3 billion euros - so pretty considerable.
I've been reading recently that China is likely to
overtake the USA as the leading market for consumer
goods within the next 25 years, and when you take into
account that the market growth rate is a steady 10% a
year, you can see that there’s an opportunity there, if
we can get in. Now, my second point: at the moment,
there are five major players selling on the Chinese
market, along with a lot of smaller local companies.
These big ones have a market share between them of
rather more than half - 57% to be exact - and that's
split up between our usual competitors: Nestlé, Wall’s
- that is, Unilever - and Meadow Gold, with 30% of the
market, and a couple of local companies: Yili and
Mengniu - I'm not sure I've got the right pronunciation
there — but anyway they’ve got about 27% of the
market.

And now my third and final point: to give you a bit
more background, in China, on average people buy far
less ice-cream than in Europe - the annual purchase is
about 1 litre a head which is still a lot less than the 23
litres per head of the Europeans, so you can see that, as
Chinese incomes rise, ice-cream consumption is a
pretty hot prospect.

Thanks, Cati. That was interesting. Now, any of you got
any questions?

Yes, Cati, can you tell me how Chinese companies are
reacting to this competition from abroad and also how
these competitors are going about increasing their
market share?

Sure, Paul. I've got something on the biggest national
manufacturer - that’s Yili. Apparently, they recently
announced plans to build more production facilities in
different parts of the country. The reasoning behind
this is logical. China is a huge country - the distances
between major centres such as Shanghai, Beijing and
Hong Kong are vast — so they’ll then be able to save a
lot on transportation costs. Also, if you have a factory
in each region along with a regional product
development team, you can adapt your ice-creams to
regional markets more easily and thereby satisfy local



tastes. That, I think, answers the first part of your
question as far as [ can; as to the second, while
companies have been advertising pretty heavily, their
main tactic for gaining more market has been to fight a
fierce price war. Most products sell at about 1 to 2 yuan
which is between 10 and 20 cents. So you can imagine
that, even with cheap production costs, no companies
as yet have been announcing big profits there,

Nils: Any more questions? Yes, Tanya?

Tanya:  Our products, as you know, are a bit more upmarket
than the companies you've mentioned so far. | wonder
what sort of price you think we could sell them at. What
[ want to know is how we would position them.

UNITY

16 Listening, page 48
I = interviewer; NI = Neil Ivey

Ni:

What in your experience is the best way to advertise?
That’s a very difficult question to answer because there are
different answers for different types of product. And in some
cases, the most cost-effective can be the most expensive, so
television still remains probably the most expensive
medium, but is possibly the best way still of ... of ... of
getting to people, and given that our biggest ambition is to
sell as much product as we can, then we want to reach as
many people as we can most effectively.

And is advertising always the most successful way of
promoting a product?

Not entirely. I think there are a number of people who
believe that a decision about, a final decision about a brand
is made actually at the point of purchase, so anything that
can be done within the store to attract a person, whether it
be some sort of promotional activity within the store or
something that actually sits on the shelf and attracts your
attention or just simply the price.

And who decides where something should be advertised?

: We in the media company make that decision. We put

together a proposal based on the size of the budget, which
is, um, a major factor, because television is obviously the
most expensive medium we can use, but also the ... sort of
time of day or the sort of, er, mood that the person is in will
afiect the ... the place that we’ll advertise. So, for example, if
we were advertising a cosmetic brand, we might think that
women reading a ... a glossy monthly magazine might find
that a more appropriate place to see an advertisement for a
cosmetic brand or a fragrance, for example, whereas Fairy
Liquid might well be suited much more to the television and
have less of ... of an appeal to people reading a newspaper
or a magazine.

And who decides when to go on air on television?

The media company would ... would decide on that, and we
would have a budget which we would, which would mean
that we would have 10 buy a certain number of, er, slots
within prime time, which is generally from about 5.30 in the
evening until about 10.30 in the evening, but then again, to
get a ... a broad range of potential consumers, we would
advertise throughout the day. And, for example, the morning
time is cheaper than evening time.

UNIT10

17 Listening, page 50

Presenter:

Bruce:

Tanya:

Tanya:

Presenter:

Paddy:

Presenter:
Petra:

Good evening. I'm Serena Godby, and tonight on Your
Computer, we’re talking about how you can use the
Internet to buy things and what sort of things the
Internet can really help you to purchase, Now that
questions of security and Internet fraud are no longer
such an issue, e-commerce and e-shopping are
becoming an increasingly attractive option 1o both
businesses and consumers. I have five people with
me in the studio: the writer and broadcaster Bruce
Myers, up-and-coming young actress Tanya Balham,
computer programmer Paddy Smith, Petra Ferriero,
the fashion critic, and of course our regular expert on
this programme, Salim Mahmud. Now, if I could just
kick oif by asking each of you about something you
bought recently and why you used the Internet to buy
it. What about you, Bruce?

Well, you know, I use the [nternet quite a lot for my
work - I research articles and the like, stuff on the
economy, background facts and what have you.
Anyway, I’d been thinking for some time that it was
time for me to get away from it all and take a break.
Normally [ just call in at my local travel agent’s while
I'm in the High Sireet, and they book the tickets and
send them round. Anyway, almost subconsciously the
other day, while I was reading the online edition of
the Financial Times, I clicked on this banner ad, just
to see how much things might cost, you know, I
certainly wasn’t thinking of booking anything up
there and then. Still, it came as a bit of a shock, I must
say, to see how much cheaper things are online and
how much money [ could have been saving.

Yes, they say you can pick up some great bargains on
the Internet, but I still think that unless you shop
around plenty, you can get taken for a pretty big ride.

: Tell us about it, Tanya.

Well, before I buy something I like to see it, touch it,
get the feel of it, so I'm most likely to use the Yellow
Pages online to find the local showroom and one or
two others — which street they’re in, that sort of thing.
It’s not bad, because nowadays you can filter out pop-
up boxes and such like. Then I go down there and
check if they have any special offers, see what’s
going, perhaps kick the tyres and take a test drive if
they’ll let me. I mean, I don’t think we’ll ever want to
make a purchase like that online, do you?

Well, not as yet, but you never know. It could come, [
suppose. Paddy, you're next.

Er, well, I've just changed jobs, and that’s been a
pretty big thing for me. 1t means ['ve had to move and
I've been using the web for checking out estate agents
and what they’ve got on their books, see what’s going
in the area and look at a few photos before getting on
the phone.

Petra. How have you used the Internet for shopping?
Not for shopping, actually. Last time [ was in London
I bought a new PC, but they didn’t have the one |
wanted in stock - only a showroom model - so I
arranged to have it sent on, which they did. I used my
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old one to check where it had got to and when it was

Tanya: I think that’s wonderful, actually, to be able to do
that.
Petra: So do I, because at least [ knew it was coming - even

if it didn’t get here any quicker!

Presenter: Finally you, Salim.

Salim: Hmm, I've been thinking about doing one of those
online degrees, you know, so initially I went to
Google and typed in the words, and then actually I
clicked on various sponsored links which were pretty
good, because, you know, they took me direct to more
or less what I was looking for and I was able to look
at the different options and what they were offering
all in less than an hour. | mean, ten years ago it would
have taken me weeks!

Presenter: Great. So let’s go on from there and just consider
together what options there are for ...

18 Listening, page 53

[ = interviewer; NI = Neil fvey

I: How can advertisers use the Internet, do you think?

NI: The Internet is a ... is a difficult one for advertisers at the
moment because it’s so new. I don’t think a lot of people
know quite how to use it. People tend to use the Internet for
things that they’re interested in ... The places where the
Internet can be very successful are in ... in areas where there
is high interest in the product involved, so for example, the
motor-car industry, where you do a lot of research before
you buy a car. Nowadays, most people do their research on
the Internet, and therefore to advertise on the Internet is an
obvious way to get people when they’re again in the right
frame of mind to ... to be advertised to. And, that can be just
simply brand advertising which tells people a little bit more
about the car or redirects them to ... to the website which
will give them more information, or it can be direct response
advertising, which will encourage them to send off for a
brochure or to send ... to ... to ask for a test-drive which
then gets them into the dealership in order to get the dealer
himself then to persuade the ... the customer that he might
want to buy that particular model.

I: Can the Internet be used to advertise normal household
products as well?

NI: There are ways that people try and get round that issue by
the website or the advertisement on the Internet actually
trying to give a solution to something, and ... and what I'm
thinking of here is that Persil, for example, the manufacturer
of detergents, has a ... has a part of its website which talks
about tips and hints of how to get rid of stains out of clothes,
so you might go and say, you might ... you might go into a
search engine and ... say I want to get rid of a stain on my ...
on my shirt, a wine stain, and the search engine would then
direct you to the Persil site which would then possibly
encourage you to buy Persil to get rid of that stain if it was
the right solution.

I:  So how would advertising on the Internet increase sales or
attract new customers?

NI: Um, I suppose in ... in the same way that advertising in any
medium will work - it’s ... it’s not a static medium, so it’s
probably mistaken to use static images on the Internet. It's
... iU’'s very much nearer, very much nearer ... more akin to
television in that respect, so that you can do a lot more with
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it. There’s a lot of what are called ‘viral ads’ being put out
now by fairly, um, normal major international companies,
who are making ads to look like they’re spoof ads, but
they’re actually made by big advertising agencies at vast
expense, because they might be a spoof ona ... on an
existing ad or they might do something that you wouldn’t
necessarily expect an advertiser to do, and then they’re sent
around to a few people, who will then pass themon to a
hundred of their people in their mailing list, who will then
pass them on and on and on, and that’s ... that’s an
interesting way where advertising is developing, because at
the end of the 30 seconds or whatever, you suddenly realise
it is actually a brand message.

I:  If a business wanted to set up an e-commerce operation or
sell its products over the Internet, what would be the best
way to go about it?

NI: I think it depends very much on what brand they're ...
they’re trying to sell and, um, the danger is that there are
now so many different websites that it would be a very
difficult thing, I think, to set up a ... an e-commerce site
from scratch that ... that could be successful because just
about every market that you would want is catered for. The
main reason that people go to the Internet, [ think, is
because they can shop around for price, and if you’re
offering something that offers people better value for money,
then there’s an opportunity then to attract people’s
attention. Otherwise I think small companies trying to set up
e-commerce nowadays would find it very difficult to achieve,
because most of the major manufacturers in the world are
now savvy to ... Internet and setting up their own websites
which have a lot more, um, money spent on them.
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So, our company’s been in existence for more than 15 years now,
and during that time, we have, of course, I s’pose just like
everyone else, experienced big changes. Probably more than
most industries. Our products have evolved, and our production
processes have changed out of all recognition. Our customers
have also become more savvy and more demanding. And the
whole global marketplace has been transformed, so, we’ve had
to adapt our sales activities to meet the challenges. I mean, ten
years ago, most of our sales were done by sales staff making
personal visits to prospects and explaining our products, how
they worked and their selling points. Now all that area of activity
has been declining because our customers know more now, and
our products, of course, are much more intuitive. So there’s not
so much explanation needed. Sales by visiting reps have
plummeted from about 40% to less than 20.

And another big change that you can see on the chart, although
not quite so big, is that people just don’t buy our software in
shops so much these days. Over-the-counter sales volumes are
about 10% lower than they were ten years ago.

On the other hand, though everyone hates being rung up about
products, we find it surprisingly effective and comparatively
cheap. Less time-consuming, no travel expenses. You know, what
we do is actually call up prospects - that is, likely companies,
potential customers - and make an intelligent sales pitch. Over
the past ten years, these sales have soared from just a ... a tenth
of our total to around a quarter of our products, which is pretty
good.



Our ... our other big success story, I s’pose, is fairly predictable
because, of course, ten years ago, few companies - well, or
perhaps almost none - were online and the whole concept of e-
commerce was in its infancy. I'm proud to admit, though, that we
were among the pioneers, and this has really now rocketed to
become our most important sales activity. As a result, we can sell
much higher volumes nowadays with just about the same
staffing levels as a decade ago. That in turn means better
margins, and these are really driving our profitability.

The only other sales activity we do has been receding, and we’re
hard put to really know the reason: that’s this one here, which
has shrunk from 15 to just 3 per cent. People just don’t fill in
coupons or write in for things any more. I mean, we still advertise
in the trade press and in specialist magazines, more than
anything to maintain brand awareness, but I s’pose people like to
go online and find things through Google, or some other search
engine where they can download things instantly. Of course,
people feel a bit more confident about using credit cards online as
well ...

UNIT 12
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Richard: Richard Slade speaking.

Rosa:  Hello, Mr Slade. You don’t know me. My name’s Rosa
Levy, and I work for CSS Security.

Richard: OK. I've only got a few minutes ...

Rosa: Yes, I'm sure you’re very busy, so I'll be brief. We
specialise in providing security not just for buildings
and properties, but also for employees so that they can
do their jobs in the safest possible conditions and work
with confidence.

Richard: So why do you think we need your services?

Idon’t know at the moment, Mr Slade, but with your

permission, I'd like to ask you a few very quick

questions to see if there’s anything we can do which
your company could benefit from. Do you mind? It
won’t take long.

Richard: OK, go ahead, but make it quick.

Rosa: Thank you very much. First, can you tell me: have any
of your staff ever been attacked by members of the
public or by clients of your company?

Richard: Well, that’s rather a sensitive question, so I'll only

answer very generally. From time to time, we’ve had

members of staff who’ve been shouted at, or on one or
two occasions physically threatened.

And where have those incidents happened: in the office

or when, for example, they’re showing a client a

property?

Richard: From time to time, on the telephone, though our staff

are trained to deal with that. On odd occasions, here on

our premises and several times, as you say, when
visiting properties.

And these members of staff, would I be right in

thinking, when they visit properties are generally

working on their own?

Richard: Generally speaking, yes.

Rosa: Can you tell me what protection you offer them when
they’re working alone outside the office?

Rosa:

Rosa:

Richard: Well, we have an arrangement with a large mobile-
phone company. If one of our staff members presses a
number on their phone, a call comes straight through
to us. We then ring the person concerned - you see, if
they’re in a dangerous situation they can press the
number without anyone realising. If necessary, after
that we call the police.

I see. And one last question - do you find this works

satisfactorily? Is there anything you would like to see

improved?

Richard: Frankly, it’s not too satisfactory because sometimes

there’s nobody in the office. And there was one

occasion quite recently when the worker in question
felt threatened - she wasn’t actually physically
attacked - but she didn’t feel it was safe to answer her
mobile and we were unable to locate her exactly.

So, you’d like to be able to offer your workers round-

the-clock protection and be able to locate them

automatically if an incident occurs?

Richard: That would be ideal.

Rosa:  Well, Mr Slade, that’s exactly the sort of service we’d
be able to offer you, and probably at a price that you
would find very competitive with your present service.
Would you be interested in hearing about what we
have to offer?

Richard: Yes, I think so. Quite probably.

Well, that’s great. Perhaps we could set up a meeting

and I could show you exactly what we can do.

Richard: OK.

Would sometime this week suit you?

Richard: Let me have a look in my diary. 1 could do Friday

afternoon at about 4 p.m.

Friday at four. That’s fine by me. I'll come to your

offices, shall I?

Richard: Yes, I'll meet you at the reception desk.

Rosa:  OK, fine. I'll look forward to meeting you then. And
thank you very much for your time, Mr Slade.

Richard: You're welcome. Goodbye.

Rosa:  Goodbye.

Rosa:

Rosa:

Rosa:
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Richard: So, come in and take a seat.

Rosa:  Thanks, and thanks for finding the time to see me.

Richard: Not at all. Sorry it’s a bit late on a Friday afternoon.

Rosa:  No, that’s fine. I'm used to working all hours.

Richard: Right. Now, tell me about your company's staff

protection service. What does it consist of?

OK. Now, as | understood from our phone

conversation, you already have a service with a mobile-

phone operator. They alert you when a member of your

staff presses a button to signal that they’ve got a

problem.

Richard: That’s right, but the service has its limitations, as I
mentioned to you on the phone.

Rosa:
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Right, so what we do is provide a more complete
service. When a member of staff feels threatened or in
danger, they press a button and alert us. Our service
operates 24 hours a day, seven days a week, which
means first that your staff know that they’ll always get
a response, second that the response will always be
immediate, and third that the people dealing with the
call - that’s us - are specially trained to deal with these
types of situations.

OK so far, but what do you do when you get an
emergency call?

Well, it’s not exactly an emergency call. The employee
doesn’t have to call us. All he or she has to do is press a
button and that alerts us. We then call the employee
and if they answer, we ask them the nature of the
problem and take it from there.

Take it from there?

Well, clearly, in some situations the worker may just
want to let someone know that the client is acting
strangely, but they don’t feel in any immediate danger.
In this case, they have a code word, and we can give
them advice, you know, tell them how they should
proceed and perhaps just generally to calm them down
so that they don’t feel quite so threatened. You know, it
really helps in these situations if they know there’s
someone there if they need them. We can also alert
your office of the potential problem, and if the situation
warrants it, we can call the police.

How will the police know where to go?

Because your staff will be supplied with equipment
which is basically a slightly adapted mobile phone, but
which also contains a satellite tracking system, so we
know where they are to within a few metres. Of course,
we make sure that the employees know this and sign
an acceptance form when they get the equipment - you
don’t want to be accused of spying on them when
they're not working!

No, of course not - that’s a good point. But I'll tell you
why I'm interested. In the last year or so, we've had a
couple of incidents involving staff. Of course, they're
given some training in how to handle difficult
customers or tenants, but about three months ago, a
member of staff was visiting one of the properties we
manage, and he was actually physically attacked by the
tenant of the property. You may have read about it in
the local press. He had no opportunity to make a phone
call, let alone have a phone conversation. Fortunately,
he wasn’t badly hurt, but he was badly shaken and was
off work for a month after that. It’s that sort of situation
that we want to avoid.

Precisely, and in that case he’d just have pressed the
button and not responded to our phone call. Often just
the fact that the phone rings is enough to make a
potential attacker desist. We’d then have alerted your
office, or if there was no one in the office, we’d call a
contact number you’d have supplied us with, and at
the same time we’d have phoned the police.

That sounds fine, but the other incident we had was
when one of our workers called in saying she was
being threatened, and we responded by calling the
police. The police, however, took nearly 45 minutes to
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come to her rescue. Again, fortunately, nothing very
serious happened to her, but it could have been very
serious.

We actually try to keep track of the police. | mean, we
direct them to the location, we phone every five or ten
minutes to find out what the situation is and if they've
resolved it. Qur aim is to provide the completest
possible protection without actually giving your staff
bodyguards. But if the police have been informed, it's
the police who have to deal with the situation. You and
we have done everything we can.

And the cost of this? What’s the bottom line?

That’s the interesting part. It really isn’t going to hurt.
The costs you’ll have are for leasing the equipment - a
more sophisticated mobile phone. The charge you'll
have to pay for that is really not very high, especially
when you consider it in the context of the confidence
and security it will give your staff. All you have to pay
apart from that is a fixed monthly charge, about the
same as you'd pay if your burglar alarm was connected
to us and nothing else. There are no extra costs and no
hidden charges.

Not even when one of our staff presses the emergency
button?

Certainly not. The last thing we want is people to be
calculating the cost of calling for help. Look, I have a
list of our charges here.

And can you tell me the names of other clients you
have, other companies who use this service?

Richard:
Rosa:

Richard:

Rosa:

Richard:
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Presenter: Good evening and welcome to Business Growth, the
weekly programme about business and finance. My
name is Max Edwards, and tonight we’re going to
look at that recurring nightmare, the sales forecast,
where sales and finance directors bang their heads
together, supposedly gaze into a crystal ball and then
pull some figures out of the air. Or perhaps it’s not
quite like that! We asked five company directors to
tell us how they do it and how accurate their
forecasts have been in the past. First, Olivia Howe of
SPG Holidays. How do you do it?

Well, I'm basically an economist, so sales forecasts
are really not my speciality. But 1 am asked about
how general circumstances might affect our sales
figures and I usually give a projection for bank rates
and how they’ll affect demand. Last year, though, the
company actually underestimated its sales forecast
duite considerably when the holidays we sell
suddenly rather unexpectedly caught on, and
everyone, it seemed, was wanting to go on one. |
mean, we used to think of our holidays as a niche
product and suddenly they seemed to be
mainstream.

So, you were running to catch up with demand?
Exactly.

Jaime Almendro, you're a director of the up-and-
coming Spanish clothing retailers, Préximo, which is
appearing in every shopping mall in Europe. How do
you predict sales?

Olivia:

Presenter:
Olivia:
Presenter:
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Sylvie:
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Nesreen:

Oh, in any number of ways, but my particular
contribution comes from my involvement with
marketing and market research. I and my team track
our rivals’ activities and likely sales, and, on the
basis that whatever they can do, we can do better,
we work out what they're selling and add on a
percentage. Like Olivia, we also fell short of our
forecast last year when a Spanish Formula One
driver won the championship and at the same time
we talked him into wearing our clothes. That really
was a knock-out, and we hurriedly had to source
extra suppliers.

Fabulous. Gary Summerwell, managing director of

staffing levels right, we have to be training the right
number of new personnel, and we have, like
evervone else, to keep a tight control on our
cashflow. So we do sales forecasts and cashflow
forecasts, and my part is to get our agents in the field
to tell us what their likely needs are going to be. 1
then collate this information and pass it on. Even so0,
over the past few years, demand has been growing
faster than we can train new personnel and retain
them - a lot of staff after a time tend to go freelance -
and this has meant that rather too frequently recently
we’ve had to turn down lucrative contracts that we'd
counted on in our forecasts.

the bicycle importers, ‘Free Wheel’, how do you do Presenter: Very frustrating.

your sales forecast? Nesreen:  Very, and in a labour-intensive industry like ours, not
Hard to tell, really. I mean, I've been to business one with an easy solution.

school and learnt all the conventional techniques,

like making computer extrapolations based on past

sales and such like, but honestly I think, in the end, 1 UNIT14

just go on a hunch and, as you so nicely put it, pull a
figure out of the air. You know, what I imagine will
be the sales for next year, because however much
calculating you do, you're never going to get it quite It
right. It’s always, in my opinion, better to be
optimistic and plan for more sales than fewer.
Sometimes you have a hiccup, though, like the time
a year or two ago when someone comparing bikes in
a magazine said ours were overpriced for what they
were. Completely untrue, of course, but sales took a
bit of a nose-dive for several months. We survived,
though. I think good quality and good service always
survive if you stick in there and believe in what
vou're doing.

Thanks, Gary. Sylvie Lemaitre, your company, ‘La
Chaise’, is a leading player in the French furniture I:
market. How do you go about making sales
predictions?

It’s a complex process as you know, Max, and 1 really
don’t agree with Gary about computer
extrapolations. I do think they have a place. But my
role is more to look at how our promotional activities
can affect sales figures and what we can do as a I:
company to increase our sales. So, I look at the
money we're thinking of spending and what bearing
this will have on how much we sell. I really believe
that what you spend in that area should have a
quantifiable effect on what you sell. You've got to
know that your investment is paying off. Of course,
there are always the things you can’t predict, like the
fire that destroyed our factory in Cognac last winter
and meant we couldn’t complete all our orders on
time.

Bad luck, in other words.

Very.

Thank you, Sylvie. Finally, Nesreen Nasr. You're
director of one of the Middle East’s most important
translation and interpretation consultancies. How
important are sales forecasts for a company like I
vours?

Very important, though I should say that, though we
make annual forecasts, we do adjust them on a
monthly basis, as 1 expect all the rest of you do.
They're important because we have to get our

PF:

PF:

PF:

PF:
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How do you think the theatre business is different from other
businesses?

Um, well, probably in no way at all. But the theatre business
isn’t just a business. The business side of it, i.e. something
which has to produce a product that people want and which
people are prepared to pay for, is exactly the same as any
other business. It must be planned, it must be budgeted, it
must be marketed and it must be successful in order to
survive. However, the theatre’s also an art form, and you
can’t, um, apply strict business standards to art. You just
can’t. The theatre has to have, in some way shape or form,
the right to fail and the right to be unpopular.

And when a new production is going to be put on, where
does the initial impulse come from?

A commercial producer, er, for whom money is absolutely
paramount, because they're not supported by the state in
any way, um, will find a star, somebody maybe with a high
film and/or television profile, and try and build a production
round him or her.

How would you go about, um, setting, putting on a
commercial play?

Well, if ... if [ was, if ... if  had a play in my head that I
wanted to direct, and it had a cast of more than, say, ten,
um, I'd be pretty foolish to take it to a commercial
management, because they would just say, I'm sorry we
can’t afford it, unless you have Brad Pitt in it, in which case
we’ll fill every theatre in the country. Um, we simply can’t
afford it. You have to be practical about these things. You
have to know your audience, you have to know your
producer. And most commercial, most theatre managers
spend most of their time trying to second-guess what an
audience will like. And more often than not, the things that
are huge runaway successes both artistically and
commercially, you couldn’t have predicted in a million
years.

How would you go about making financial forecasts and
budgeting for a new production?

How would I go about making financial forecasts! Um, |
suppose if you knew that you had a certain bankable star,
um, then your forecasts would be higher than if you were
just taking the risk on a new play. If ... you were performing
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a brand-new play with a good but not necessarily bankable
cast, you would limit the number of performances. I think it
would seem wise to do maybe 20 or 24 performances of ... of
a new play, not try and run it forever. Um, and be very
careful about the size of cast, because an awful lot of the ...
the budget of a production goes in, um, actors’ wages.

Yes, when you've got a budget, say you’ve got a production
that you’re going to mount and you're doing the budget,
how does it break down?

It breaks down into, um, creative team’s fees, i.e. director,
designer, lighting designer, sound designer, choreographer
maybe - this is at sort of full stretch - actors’ fees, a set
budget for ... for building, making and maintaining the set, a
costume budget for either hire or making of the costumes,
um, a properties budget, i.e. the things that are on the set,
the objects that you will either have to, again, either hire or
buy, um, and certain, some of those will be called ‘running
props’. That might be things that are consumed, er, cigarettes
that are smoked, food that’s eaten, plates that are broken.
That has to be budgeted for as well. Um, and then, e, it’s the
running costs of the building, and that differs from, if it’s
again, if it's, if it’s a subsidised repertory house or if it’s not,
if it’s commercial. For instance, many subsidised reps have
their own workshops where things are built, so you don’t
have to budget that over and above. Commercial projects
which don’t have a fixed building home, you would have to
budget for having your set built out and then transported in
to wherever you go.

And ... a budget then has to be reduced, are there certain
things that you would always go to first to cut?

: Um, I think you would look at, you would look very, very,

very carefully at how many people you could afford, because
to change that at a late stage is fraught with peril, er, not ...
not only from a sensitive and emotional side, but from a
legal side - if somebody is ... is sacked without deserving it
simply because you can't afford to hire them, then they
would be well within their rights - and I'm sure Equity
would, Equity, the actors’ union, would help them - to sue
you and management for every penny they had. So you get
the people right and you stick to it. Scenic elements are the
next most expensive thing. You might find that a set has a
piece of very expensive technical equipment for instance, a
video screen or something like that which you might decide,
we just can’t afford it, or a revolving stage, we just can't
afford the revolve. Or, for instance, many plays are set in
rooms with three walls, obviously not four because you
wouldn’'t be able to see.

So how would you finance a production? A commercial
production, we’re talking about.

A commercial production, er, I would go to a producer.
Assuming that I'm the director, I would go to a producer and
say, ‘T've got a marvellous idea. Let’s do A Flea in her Ear by
Feydeau ... I've got actors X and Y lined up who are
interested in being in it. Can you do it for me?’ If the
producer says, yes | think we might be able to do this, itis
then his or her job to raise the money ... They ... they would
either put up money of their own, or, if they’re the big ones
and they own theatres, then that makes it a little bit simpler
because you'd go into one of their theatres. ... Or a smaller,
more independent producer ... would go to some rich
backers, known as ‘angels’, and they would say to them, we
have this production coming out, do you want to buy a share

Transcripts

PF:

PF:

PF:

in it? Um, they might be sent, they might, for instance, sit
down and say, ‘OK, we’ll ... we’ll send a hundred packages
out to people who we think might be interested in investing
in our production and they can invest in it at a level of their
choice’. They can buy units, if you like, in the ... in the
production. And if ... if you just fancy a flutter, you can buy
a couple of units. If this is what you do and you want to take
a big financial gamble in order, possibly, to reap a big
financial reward, then you’ll buy correspondingly a lot more
units.

How long do you think a play has to run before it can break
even in the West End?

I think, um, a play that’s been carefully budgeted and is not
a hugely expensive one to front can probably break even in
about 12 weeks.

Can you think of the proportion of London productions that
make money versus the ones that don’t make money?

Um, no, [ don’t ... no I don’t know the answer to that. |
would have thought that the ones that don’t make money
are ... massively outweigh the ones that do. However, if you
get one that does, it can be a cash cow for years and years.
Mm, and also, presumably, if the production company don’t
make money, they don’t get to produce much ... much more
because they haven’t got the money to put it on.

No, although producers are huge risk-takers.
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Jenny: First tonight, we talk to Paul Keene from the National

Paul

Jenny:

Paul:

Jenny:

Paul

Jenny:

Gallery in London about corporate sponsorship of arts
events. Paul, is sponsorship growing or is it going out of
fashion?

:  Huh! Definitely not going out of fashion, Jenny.

Corporate sponsorship of the arts is up about 50% on ten
years ago.

So it obviously takes quite a whack out of their budget.
Why do they do it?

Well, there are lots of advantages to it. It can be great
publicity if you get the right event or activity. You can get
to people who would normally be impervious to your
advertising, you can leave a pretty permanent reminder
of your company'’s existence in a high-class public place,
for example a theatre bar might be named after you or
have the company logo in it, and you can associate
yourself with some really high-class art or music or
theatre which does no end of good for your company
image. Actually, for big organisations, I'd say that last
point is the one which really gets them on board.

We hear about companies sponsoring arts events which
actually appeal to quite a narrow audience, such as
opera or ballet. Why do they do that?

:  Mm, that’s interesting, but you must remember it’s not

the quantity of the audience but the quality which
counts. These elitist events tend to attract people with
money - not necessarily company directors, though I
suppose there are a few of them, but certainly people
who are likely to put money into the stock exchange. I
mean, you may not sell more product, but you bring
your company name to people who invest, and up goes
your share price, hopefully. Neat, isn’t it?

It sounds clever if it works like that. We've always heard
about corporate sponsorship in the United States. Is it
something which is catching on more in Europe?
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[n the last ten years or so, certainly. Governments used
to subsidise the arts much more than they do nowadays,
$0 arts institutions have to get out there and find
backers. Though they’ve really been helped in a lot of
countries by bigger tax breaks. You know, what costs the
company in real terms just about £200,000 can mean
income of up to a million for the organisation receiving
it.

What sort of activities do companies most like to
sponsor?

I'd say that exhibitions in world-class galleries like the
Tate are just about the most popular. It depends on what
they're exhibiting though. Music concerts are still pretty
popular, although not so much nowadays, because
they're fairly one-off. Er, exhibitions, on the other hand,
um, go on for months and have people strolling around
and taking their time and can be very beneficial for
corporate image. Wouldn't you like your company to be
associated with Matisse or Picasso? Then you read in the
papers about Barclays Bank sponsoring the National
Theatre, so there are no clear trends.

What gives an arts organisation an advantage in
attracting money?

They need to be big and well known. Nowadays, they
have full time fund-raisers - perhaps as many as 20 or 30
- working for them, and I think that’s the crucial point.
They’re able to put a professionalism into it that smaller
organisations find hard to compete with. Although it also
helps to be located in somewhere like London, Paris or
Berlin. Places out in the provinces are at a disadvantage
unless they’re really well known, like, um, the Salzburg
Festival or that sort of thing.

Now, what about smaller businesses? How can they
benefit from sponsoring the arts?

In a number of ways, actually, and they can do it on
(uite a modest scale and still reap the benefits.
Particularly, their employees feel that they're working to
put something back into the local community and that
the profits are not just going to the shareholders. It
makes them feel more motivated and more closely tied to
the company. A lesser point is that people in the local
community may also view them differently, and
companies may hope that they’ll get more favourable
treatment from their local politicians. But politicians are
a changeable lot, and I wouldn’t count on it.

Now, say an organisation - a theatre or an orchestra -
was going to approach a company for funds, how should
they go about it?

Um, good question. One thing which is definitely not too
effective is to flood people with glossy brochures and
videos and the like. Company decision-makers see
hundreds of them. No, the personal approach is better -
one of your executives should go along and give a
presentation accompanied by a two-page executive
summary explaining goals, needs, budgets and activities.
Something snappy and ... and businesslike.

OK, and one final question: when a company is looking
for something to sponsor, what criteria should they use?
In my opinion, you shouldn’t look too much at visitor
numbers. It may be OK, but it can rebound on you - you
know, those exhibitions which attract thousands of
people, long queues, many of whom are tourists from

overseas and are never going to be your customers
anyway. The main objective is that the event is
compatible with the way you want people to see your
company. What the newspapers say doesn’t matter
because they're not going to mention your sponsorship.
Basically, the event has got to look right for you. Nothing
else.

Jenny: Thank you, Paul Keene. And now, troubles in the fixed-
line phone industry. Is it an obsolete technology, or can
it adapt to changing times?
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Astrid: Hello. Could I speak to Rajiv Narayan, please?

Rajiv:  Speaking.

Astrid: Hello, Rajiv. It’s Astrid Kloof here.

Rajiv:  Hello, Astrid. Er, what can I do for you?

Astrid: It’s about this invoice which you still haven't paid, and I
was wondering when you were intending to pay it.

Rajiv:  Oh that. Yes, I'm terribly sorry. We're hoping to pay it as
soon as we possibly can.

Astrid: And when do you think that might be, Rajiv? It's
beginning to cause us serious problems.

Rajiv:  Well, the problem is that two major customers haven’t
paid us for what they owe us, and so were also having
cashflow difficulties.

Astrid: 1 see. So that’s causing a sort of chain reaction, and we're
at the end of it.

Rajiv:  Yes, it's very embarrassing for us. We are hoping to pay
you.

Astrid: Yes, but when?

Rajiv: Hopefully by the end of the month. Just as soon as we
have some cash available. Our customers have promised
to pay us by then.

Astrid: You know, Rajiv, the trouble is, it’s beginning to cause us
problems, too.

Rajiv: Oh dear.

Astrid: Yes, we’ve had to ask our bank to allow us to extend our
overdraft, which is working out pretty expensive.

Rajiv:  1'm sorry to hear that. In our case, to tell you the truth,
we just can’t ask the bank for any more money. We're
right up to our credit limit now.

Astrid: 1see - I'm sorry to hear it.

Rajiv:  Look, Astrid, I'll keep you informed, and just as soon as
the money comes in, I'll let you have what we owe you.
Is ... is that all right?

Astrid: OK, Rajiv. I suppose it'll have to be. What I'd really like
is a firm commitment to pay this month.

Rajiv: I think I can give you that, Astrid.

Astrid: I'd like that commitment in writing, Rajiv. Can you do
that for me?

Rajiv:  Sure. 1 don't see why not. I'll put a registered letter in the
post to you today. You should get it tomorrow.

Astrid: OK, Rajiv. Today’s the 20, [ look forward to receiving
your cheque within the next 11 days.

Rajiv: Fine, Astrid, and thanks for calling.

Astrid: You're welcome. Goodbye.

Rajiv:  Goodbye.
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I = interviewer; WBH = William Brook-Hart

I: Does Gifford’s have problems with late payers or non-
payers? And if so, how do you deal with them?

WBH: Well, er, that has been a theme of recent years, and the
need to er, improve our cashflow is something which
we've targeted during the last few years. We have a team
of very friendly people, um, who contact our late payers
amongst our clients and, um, politely remind them of the
need to, er, pay promptly. Um, so it’s very much done on a
friendly, er, basis of encouraging to start with, um, but
clearly if we have a client who, um, who’s a very late
payer and they had no good reason for ... for delaying
payment, then ... then other measures have to be taken.

I: So this is outsourced from Gifford’s, it’s not a department
within ...

WBH: No, it’s within Gifford, yep, so they’re very much part of
our team.

I: Part of the finance team.

WBH: Part of the finance team who’ll ... who'll look to recover
late payment. And because we’re looking to, um, have
future jobs with clients, of course, um, it’s preferably done
on a very friendly, amicable basis.

I: But does it happen often that, um, that people are, that
companies don’t pay or that, um, I mean, they can be a
slow payer? | suppose you get to know them.

WBH: It’s ... very rare that a company won't actually ever pay.
There are some who are slow payers, but of course some
of them may reckon that they’ve got very legitimate
reasons for paying slowly. They may not be satisfied with
the work we’ve done and they’ll hold back payment until
they’re satisfied that we’ve done everything that we have
to do.

UNIT 16
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Tutor:  So, let’s initiate today’s session by talking about
negotiating problems and things we can do to get
round them or get over them. Negotiating is a big part
of all your jobs, er, so let’s have a quick buzz session
where each of you briefly describes a negotiating
problem you’ve had in the past, and then we’ll go on to
look at how we can deal with these things. How does
that sound to you? All right? So, um, who’d like to
start? Vasili?

Vasili: Er, sure. Um, this wasn’t in my present job, I'll start by
saying. Er, [ was working in procurement for a
processed-food manufacturer at the time, you know a
... a large multinational, and, er, working on a deal for
a pretty large consignment of flour, and by that I mean
several hundred tonnes. Of course, | wanted them to
knock something off the price, I mean, taking into
account the fact that we were buying in bulk. I was
expecting to haggle a bit. You know, I'd ask for six and
settle for three, reach a compromise, but when I put it
to them, their sales people, I mean, they said that they
didn’t have the authority and would have to ask
someone higher up. [ mean, that's pretty frustrating
when you think you're talking to the right people and

then it ... it turns out you’'re not.
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Melinda:

Glenn:

H

Tutor:

Um, so, pretty irritating. Er, who’s next? Melinda?

Yes. This was, er, before | was promoted, when | was
still a fairly inexperienced office manager and we were
talking about installing a new computer network in the
office. I ... I should say that we were running a pretty
big but temporary operation to meet an order that had
come in, so we were in larger temporary offices and,
since it was just for a few months, we didn’t want to
buy the stuff, just hire it. Being relatively junior and
fairly new in the job, I didn’t have much leverage - you
know, bargaining power. Well, when I met their reps,
they only wanted to sell us the stuff and didn’t seem to
take in the fact that we wouldn’t be needing it in six
months’ time. And they refused to take me seriously
because I was so young.

Um, ageism in reverse. And you, Glenn?

I work in air-conditioning, and we were working on
this deal with one of those big hotel chains where
they’d buy the stuff and we’d install it. Then they
insisted that the maintenance should be thrown in free,
even when we’d already given them quite a hefty
discount. I mean you can’t do that; one thing is the
price and another thing is the cost of labour and parts
over years and years. Even when I told them what my
bottom line was, they just refused to budge. I mean,
their buildings manager said take it or leave it and that
was it; we’d reached a deadlock. So, no deal.

Very disappointing. Carla?

We import clothes from the Far East and really we have
to have them in the stores by the beginning of October
to make the winter season. These were a range of coats
that we’d had designed and ordered and we were
negotiating all the terms. The real sticking point was
that if they were late delivering, we said they’d have to
pay, or rather, they’d only get 50% of the final price.
think the real problem was that they didn’t even know
when they’d be able to get the things out and they were
afraid of taking on something they couldn’t do.

Mm, frustrating. Finally you, Naomi.

Well, these people had outlets all over the country, so
we were hoping they’d agree to stock and sell our
products. You know, they didn’t have to do much more
than that, except perhaps organise the publicity, which
shouldn’t have been a problem for them. Everything
was going fine, you know, I was talking about the
constraints on us caused by our suppliers’ prices - it
was just a bargaining point, really, because that’s one
of the enjoyable parts of my job, you know, the horse-
trading - when suddenly my opposite number
interrupted me by saying that it was too soon to be
talking about this and that the market was not right
yet. I was very put out because we’d already been
discussing it for several months. I mean he could have
come out with this information sooner.

Um, well OK, thanks all of you. That was very good.
Um, now, let’s take all of these one at a time and
analyse them and see exactly what’s happening and
what we can do about it ...
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Company Secretary; RD = Regional Director

S0, um, let’s go over what they're asking for again.

Fine, I'll just get it up on the screen and then we can go
through it point by point and see what we think. Um ...
That’s it.

OK, here it is. First, apart from the monthly rent, which we
discussed before, they’re asking for another half year as an
upfront deposit. What do you think of that, Ramén?

It’s a bit steep. Supposing we offered them two months and
settled for three. Do you think they’d accept that?

Mm, it’s possible, | suppose. We could try - after all, I don’t
think there are too many companies who’d be willing to
shell out six months’ rent as a lump sum.

No, still, let’s go through the rest and then we can put
together a counter offer.

Right. The next point, which shouldn’t give us too many
problems, I imagine, is that we’ll have to keep to the same
commercial activity unless we obtain the owner’s approval
in writing.

Mm, no problem there. I suppose if we were to start doing
something different, they could use it as an excuse to try to
up the rent. | mean, we’re an insurance company, and as
long as we continue to be an insurance company, we won't
have anything to worry about. We could perhaps use it as a
bargaining point, though - you know, pretend that we
might change and then haggle over it to get an advantage
somewhere else.

Um, possibly. Er, there’s one thing here which I'm not too
keen on - they want the right to raise the rent every year
according to the inflation rate, and I think we’d be better
going for a two-year deal on that.

Mm, OK, but provided rents didn't rise by more than that,
I'd be quite happy with that clause myself. [ don't see it as
a big issue, frankly.

True, so perhaps we could let that one pass, though again
we might use it as a bargaining point.

Um, quite.

Er, another point in this document is that we, the
leaseholders, must foot the bill for any alterations or
repairs we might decide to make. This is quite serious, as
we have to be sure the building is in good condition before
signing anything. We’ll need a thorough survey, and we
can only agree to this provided we’re given a fairly long
lease. I mean, we don’t want to go to the expense of a lot of
building work and then be evicted soon afterwards.

Um, correct. So we should look for some guarantees there.
Sure, and I think they’ll be quite amenable on that one,
because there aren’t that many companies looking to lease
round here at the moment. Er, the only thing about it that [
don’t like is that they want to reserve the right to change
the conditions of the lease - i.e. making them renewable -
after five years.

Um, personally, I think we should go for ten.

Mm, me too. In fact, I'd only take the lease on condition
that we had a ten-year agreement.

Good. Well, we have the basis for a counter-offer then. I
think we should be able to negotiate something very much
to our advantage. And the landlord should be happy,
because we're prepared to offer him a pretty generous rent.
True. And he’s thrown in something which is quite
attractive - it’s not here on the document, but his secretary

phoned to say that there was also the possibility of us
renting staff parking space in the basement as part of the
deal.

RD: Well, that’s pretty attractive. If we were to get that, it would
make life much easier for everyone. Did he mention a price
or how many places were available?

CS: Mm ... he told me there was room for up to 30 cars, which
might mean we had some room for customers as well.
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Good evening and welcome to Business Night. Now,
stress has been a favourite topic amongst workers and
employers for a good number of years, and according
to recent figures published by the Health and Safety
Executive, it’s still on the increase. The government is
worried and has issued new guidelines to employers on
how to deal with it. Tonight, we have in the studio
Mariella Kinsky, an occupational psychologist who's
just written a book about stress. Mariella, who is most
likely to be affected by stress?

Not an easy question to answer, because stress is such
a subjective thing, and one person’s stress is another
person’s excitement. Rather flippantly, I might suggest
that housewives suffer the most from a fatal
combination of boredom, isolation and low status, but
there are no figures on this, because of course
housewives don’t come into data on work-related
stress. The people who statistically come top of the
league are routine office workers, which is surprising
when you consider that, in many ways, their working
lives are more comfortable than their predecessors’
lives ever were. In general, their bosses seem to thrive
on it, which perhaps explains in part how they became
bosses in the first place. It also shows that it has its
positive and negative sides. Positive stress is seen as a
challenge which gives you a ... a zest for living and
doing more. Negative stress comes, I think, often from
a perception one has of lack of control over one’s life.
Mm ... interesting. What is stress exactly? Can you give
me a definition?

Not easily, and that’s the major problem doctors have
when faced with a patient who says he’s too stressed to
go to work. I mean, how do you diagnose something
you can’t measure or examine? In that sense, it’s a bit
like pain; I mean, if you say you've got it, you've got it.
So, what do they do about it?

Well, you can’t just tell someone they’re not really
stressed and that they should pull themselves together
and get on with things. Doctors do have a number of
things in their armoury, though. They give people time
off, they prescribe pills, in extreme cases they send
them to a therapist ...

Like you.

Like me.

And are these things effective?

In some cases. Not many.

So, how is stress affecting productivity, Mariella? Is it a
major industrial problem or just something we all like
to complain about?
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It’s certainly something we like to complain about
nowadays. In the old days, people had other ways of
letting off their stress, I think. They weren’t so
supervised, so they could get their own back on their
employers, you know, by not working too hard,
perhaps even by stealing or damaging things at work,
though I like to think that those were extreme cases,
and this was part of the sort of ‘them and us’ battle
which was fought out in the workplace. That’s not so
easy to do nowadays - I mean, it’s socially frowned
upon, and people can get found out more easily,
especially as most of them spend their days sitting in
front of a computer, not operating a machine at the
back of a workshop. On the other hand, people change
their jobs more frequently than was possible in the
past, though it’s hard to say what part stress plays in
this, or whether it’s due to other factors. After all,
starting anew in a new place must be at least as
stressful as staying put. What we can measure and
what shows a sharp increase is sick leave due to
workplace pressure.

Mm ... and what’s causing it? Is it boredom, or
surveillance, or overwork, or what?

Again, there’s plenty of debate about this amongst
occupational psychologists. We certainly don’t spend
so much time at work as we did in the past. All the
figures will bear me out on that one. While we're at
work, the pace has certainly hotted up: they give us
perks like laptops and mobiles, and as a result we're
always on call and we end up working very much more
intensively than we did in the past. I think it has to be
that. I mean, you mention that Big Brother bugbear -
they can monitor your computer activity, they can
record your phone calls and so on - all technically
feasible, but it only happens in large companies with
the resources to do this. Most companies really don’t
have the time or the personnel, while reports of
workplace stress are pretty much across the board. So
the cause has to be what I mentioned before.

Do you think the way our work is organised has
changed, and that that’s a stressor?

Well, that’s an interesting point. There’s no doubt that
our parents and grandparents in general lived harder
lives, they worked more for less, but their work gave
them a social cohesion which isn’t so evident now.
They got companionship from work, they were
protected by their trade unions and professional
associations in ways which disappeared 20-or-so years
ago, and when they stopped work, they stopped
thinking about it and really devoted themselves to their
family and freetime activities, and I think that last point
is the one which has really made the difference.

Mm ... we often hear the consumer society cited as a
reason for stress. What part does it play in the
equation?

Clearly, we’re better off than our parents and
grandparents, and this means that we’re liberated from
a lot of the routine drudgery which they had to put up
with in their non-working time. This means we have
more time to worry, and not only that, I think we even
expect and want to worry about our work. Strange isn't
it, considering that in most ways we're safer and more
prosperous than was ever the case in the past?
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Mm ... you say we're expected to worry. What exactly

do you mean by that?

Mariella: Yes, our work has become very central to our identity,
who we are as people, and work-related stress has
become an acceptable, even a respectable thing to
complain about. You can do it, and the fact that it’s
stressful is almost a sign of how difficult the job is and
how hard you have to work, and therefore people will
look up to you for doing something despite the
difficulties.

Sue: So, finally, what can employers do to cut down on
stress in the workplace?

Mariella: 1don’t think you're going to like my answer to this one,

but, frankly, I think there’s almost nothing to be done.

It’s a fashion and a reflection of our social climate. You

know, you can, individually, get advice from

professionals. In my experience, it’s hardly ever cost-
effective, or effective in any sense. Giving people social
support by organising them in teams might, you would
think, bring a favourable outcome, but it often results
in more pressure on individuals prone to stress. What
the Health and Safety Executive, a ... government body,
seem to think can improve things is getting people to
take part in the change process within their
workplaces. The idea is that they have a feeling of more
control over their lives. [ personally see very little
evidence for this being effective; people were less
stressed in the past when they had even less control.

Sue:
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... and in actual fact, there are more than a million people in this
country participating in some sort of job sharing scheme, so it’s
not all that unusual, really. What are its advantages and
disadvantages? Well, for employees, if they have other things
they want to do in life, for example, sing in a professional choir or
do a university course as a mature student, career continuity is
one of the main things in its favour. You don’t have to totally give
up one thing in order to do something else and, while you’re
satisfying your other longings, you can carry on working and
earning a living. People who need to juggle their jobs and their
family responsibilities get an element of flexibility which lets
them carry on working when they might otherwise not be able
to. Similarly, people who have had to give up working for one
reason or other, can, through job sharing, rejoin the workforce in
a way which they find practicable, er, especially if they can’t
work full-time.

There are a number of drawbacks for employees. First, for people
who are a bit ambitious, job sharing lessens your chances of
climbing the corporate ladder. The way round this is to put in
your CV alongside that of your job-sharing colleague and go for
promotion on a joint basis - and, er, this can work very well if
both people in the partnership are performing well. Another
drawback is that you’re likely to come in for less training just
because the cost of sending two people on a course is twice the
cost of sending just one. Finally on this one, you'll probably
never be paid overtime, as each of you is counted as a part-time
worker, and you never get up to the maximum working hours.
There are quite a lot of advantages for employers to job sharing.
Er, to start with, part-time workers generally work harder than
full-time workers because they don’t have to pace themselves



through an eight-hour day or a five-day week. As a consequence,
job sharers tend to be more productive, and this can reflect very
favourably on the overall profitability of a department. Also, job
sharing schemes can make the difference between employees
going off somewhere else and staying, so staff turnover on many
occasions is lower in companies operating these schemes.
Another thing: because job sharers have that extra flexibility to
look after sick children or parents, they're less likely to take
sickness absences than their full-time colleagues.

Finally, to ... to wind up, I'd better just point out the difficulties
for employers when they want to implement a scheme like this,
and it’s not necessarily easy to do, even with the best will in the
world. Because job sharers sometimes don’t see each other, it can

Francesca: My name’s Francesca Morelli. My parents are
Italian, though I was born and brought up in South
London. Recently I've moved to Prague, where
work as a loss adjuster for a big insurance company.
I'm on the go all the time and don’t get much
chance to wind down, not even at weekends,
because they give me a mobile phone and I'm
expected to be on call. Working hours are
reasonable, in fact, but the job is pretty high
pressure, and I sometimes worry that in the long
run, it will affect my health. Well, basically I enjoy
it, but I think I probably need a break from it for a
year or so to take stock - just temporarily, | mean.

mean that job functions suffer - er, a task started by one person Darron: My name's Darron Corral, and I do temping for an
may not be continued by the other, so it takes longer to complete. agency just filling in for people off sick, or on
Also, because working hours are different, bosses may not see maternity leave, or when there’s a rush on. The
the employees on the scheme regularly, and this can lead to place I'm working at the moment is pretty dire,
communication problems. Finally, there’s the training problem actually - I mean, no one seems to speak to anyone,
mentioned earlier and the costs invelved in training two people and when they do, it’s only to complain - but, in
instead of one. There is a way round this, which is to get the general, I like temping because it suits my lifestyle.
more experienced partner to train up the less experienced one. can work when I want to work and I can
However, I think that where employers and employees are willing concentrate on my career when I’'m not. Er, in case
to make the effort, job sharing can be a very positive experience you don’t recognise me yet, I'm an aspiring actor
for everyone involved and well worth giving a try. Thank you. waiting for my big break, and this job makes ends
. . meet between the bit-parts I'm getting offered at the
Listening, page 89 moment. My dream is to get taken on by the Royal
Presenter: In today’s edition of The Lowdown, we talk about Shakespeare Company and work for them till I retire
work and how it’s changing. To start with, we in 40 years’ time, ’cause this temping will become a
invited five people from around the world to our bit of a strain if I carry it on for too long.
studios to talk about their present jobs and their Irenke: So, I'm Irenke, and I'm from Hungary. At present,

future ambitions. Here are some of the things they I'm working as a trainee stockbroker with a big firm
said. in Budapest. We don’t stop and there’s lots of
Lechsinska: Well, my name’s Lechsinska, and I’'m an industrial excitement because I'm buying and selling millions
electrician working in a large food-processing plant of euros” worth of shares every day. I think my boss
in Gdansk in Poland. Basically, I like my job, apart supervises my work too much, which annoys me.
from the smell, but you can’t have everything. I get know he’s worried I'll make a mistake, but I haven’t
on pretty well with my colleagues and I think so far. Still, I suppose it’s his responsibility if I do.
they’re pretty good to have placed their confidence The money’s good because we get a cut of the
in me, being a woman doing what’s traditionally a profits, and when I've made enough, I'll probably
man’s job. On the other hand, I'm hardly getting launch my own firm, but perhaps not a
what’s the going rate for my job in this part of the stockbroker’s.
world, and unless I get a more competitive wage, |
think I'll soon be moving on, because I think, with
my skills, I could make a better living being self-
employed. I mean, 1 can’t see myself working for
them forever, even though I like the social side of
things there.

UNIT19
8:Listening, page 92

Presenter: Tonight on Business Night, we look at productivity.

Ganesh:
Swiss multinational as a pay clerk. Er, the job

doesn’t sound too exciting and it isn’t. I've been in it
for a few years now, and while computerisation has

meant big changes in the way we work, I feel I'm

stuck in a rut and stagnating. It’s a sort of feeling of

‘once a pay clerk, always a pay clerk’. I'm in my

early thirties and with not too many commitments -

I mean, I can easily make ends meet so - I'm
thinking of doing one of those distance-learning
courses where [ can convert to being a proper
accountant rather than what I'm doing now.

I'm Ganesh and I work for the Indian subsidiary of a

Lee:

With the advent of information technology, robots
and the Internet, the drive towards increased
productivity has become increasingly intense. I have
in the studio three production managers, each from
different industries: Lee Kah Seng of Radiolux, a
manufacturer of household appliances, Ferenc
Kovdcs from Kovécs Shoes, and Mike Drewer from
the producer of frozen convenience foods, Unifreeze.
First, I'd like to ask Lee: should production managers
always be looking for higher productivity?

It’s one of the factors, but really they should be going
for efficiency, reliability, quality, satisfying customer
requirements and a whole range of requirements
which are central to competing effectively, not just
churning out products at the lowest possible price. In
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Presenter:

Ferenc:

176 Transcripts

my company, in one factory, productivity actually
went down quite sharply a year or so ago. Alarm
bells started sounding at Head Office, but when they
came for an explanation, there was a perfectly simple
answer: the gadgets we were making were more
reliable and more complex, with more added
features, so they took longer to produce. But they
met customer needs better and, while we produced
less, we stopped producing things and stockpiling
them because we couldn’t shift them quickly
enough. Our activities as a provider of unwanted
goods with excess production capacity were cut
short, and everyone was happier! So no, productivity
is one of the factors to watch, but it’s not the be-all-
and-end-all of a production manager’s life.

In today’s highly complex world, how reliable are
traditional ways of measuring productivity?

Quite unreliable. You know, you're measuring output
per worker, but in an industry like ours where we're
constantly innovating, large numbers of man hours
are swallowed up in developing and modifying the
product, designing, preparing and testing the
production process for the new product, modifying
the assembly line, and so on. It’s a very complicated
business, which in some cases can take months or
years, and in other cases be comparatively quick.
You have also to take into account the parts you’ll
need to buy in, get these designed and budgeted for
and ordered. So, with so many people involved in
the process, productivity measures are bound to
suffer.

S0 what would you rate as the best measure?

Well, we’ve got to look at profitability and what we
can bring to a product to make it worth buying at a
price which is going to earn us revenue, I suppose.
Though this may involve a loss of productivity and
an increase in the time it takes per shop-floor worker
to produce each product. Traditional production
managers used to be very much product-led in their
attitude to how the company should be run, but
we’'ve moved on from there and become more
centred on bringing the product to the end-user
when and where they want it. And measures of how
successfully and consistently you can do that are
what I would rate most highly. That’s, after all,
what’s going to keep you in business and add value
to your company.

Ferenc, what’s your view on this?

I'm also pretty sceptical about productivity
measures. Trouble is they tend to measure what’s
happened rather than what’s happening, and it takes
up a whole load of your time and leads to nothing
useful, even though you have to be highly trained to
understand them. You could probably make the
same or better decisions without them. On the other
hand, I'm a big fan of automation. It’s taken over a
lot of the more unpleasant manufacturing jobs and
made us less reliant on the vagaries of the labour
market. It has its downside, of course, like anything
else - you know, technical glitches, need to hire
more expensive technical operators, that sort of
thing, which all mean that very often you’re not

Presenter:

Drewer:

Presenter:

Ferenc:

saving on production costs at all; you’re just
streamlining the process.

Mike Drewer?

Can I just come in here to say that [ think there’s a
serious hazard involved in industry’s collective
fascination, as it seems to me, with productivity.
Productivity increases are usually at the expense of
jobs, as companies replace workers with obedient
technoelogical marvels. What happens, though, to all
those depressed redundant workers? Qut of a job and
no money to spend. Unlikely to find another job
because companies prefer machines or outsourcing,
so they stop spending because they’ve got nothing to
spend and, hey presto, we’ve lost our customer base!
But isn’t that being a little alarmist?

I don’t think so. But to move onto another point: a
lot of our stuff is now not made by us at all. We give
that job to modern specialist producers and then buy
it in according to demand. It allows us to switch
products, innovate relatively cheaply, since we don’t
have to retool and concentrate on marketing the
product, an activity where productivity measures are
largely irrelevant.

Ferenc Kovdcs. Do you think productivity has a
ceiling, or will it continue to grow?

1t’ll grow, and in Europe it’s got to grow. I don’t
know if there’s some great new thing on the horizon
like the Internet has been in the last ten years, and
outsourcing will undoubtedly erode our
manufacturing base, but I'm quite sure that sconer
or later employment regulations in Europe will have
to change to make it easier to hire and fire workers,
reduce their holiday time (as has happened in the
United States), otherwise we just won't be able to
compete, and productivity, you know, is really about
making the product in the cheapest and most
efficient way and increasing profit margins while
giving customers the best value for money possible.
Gentlemen, thank you. And now to France, where
the French prime minister appeared on television last
week to announce a shake-up in their
telecommunications industry ...

UNIT 20
w Listening, page 95

Peter:
Wendy:
Peter:

Wendy:

Peter:

Hi, Wendy, have you got a few minutes?

Er, sure, Pete. You got my email, then?

Yeah, and I'd just like to clarify a few things before my
meeting with management next week. What exactly is
it you want? It wasn't terribly clear from your email.
Sorry, I wrote it in a bit of a rush. Um, my point is that
we're all working round the clock here to make this
company a success, and management don’t give any
sort of acknowledgement of our hard work. I mean, for
what we do, I think we should all be moved up a point
on the pay scale. I mean, if it weren't for us, this
company would fold overnight, wouldn’t it?

I agree with you and, er, I'll put it to them, but I don't
think they’ll jump at that one. Thanks anyway, Wendy.
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Peter:

Peter:

Peter:
Naline:

Peter:

Naline:

Peter:

Peter:

Claudio:

Peter:

Claudio:

Peter:

Claudio:

Peter:

Er, Demitri, I was looking at your comment before the
meeting we’'ve got with management next week. Could
you talk me through it, please?

Sure, Pete. You know the rumours about plans to open
offices in other parts of the country? Well, 1 know
they’re only rumours, but, before they become reality, I
just want to say that I don’t want to be relocated to one
of those against my will. I mean, I've got my home and
family life here. Now, had the bosses spoken to us
about this possibility, I'd have told them what I
thought, but no doubt it never occurred to them,
because they never ask us, and we're left to get hot
under the collar and channel our complaints through
you. It’s them who should be asking us our opinions,
not you!

Er, thanks, Demitri. So, er, next week [ must go into the
mecting and demand a complete change in
management style! They’ll love that! But you’re right,
of course.

Hi, Naline!

Hi, Pete. Here for one of your chats by the water
dispenser?

Well, it seems a convenient moment. I've, um, got this
meeting with management next week. What was your
email all about?

Something which a lot of us think is a pretty big issue
round here. We've got all this newly installed electrical
and electronic equipment in the building, and no one
seems to have much idea what it’s for, but my question
is what would we do in the event of a fire? And by the
way, I think there’s quite a good chance of one, the way
this place is wired up. They could at least show us
what to do, give some time to basic safety procedures
and how to get out of this fire trap, don’t you think?
Erm, you're right there. I was going to bring that up
anyway, but, er, thanks all the same. I'll let you know
what they say.

EE R

Hi, Claudio, er, is this a good moment?

Good as any. What brings you to this remote
workstation on the 7t floor ... Pete, isn’t it?

That’s right. Your staff rep.

Now | know why you’re here. It’s that email I sent you
a week or so ago, isn't it?

That’s right, because we’ve got the meeting with
management next week, so, um, could you fill me in a bit?
Yes, I'll tell you. What I like to do is get my desk clear,
know what I mean? And as a result they keep putting
more on my plate. It’s not as if I'm averse to a bit of
hard work, but I do feel that I get picked on just
because I'm a fast worker. I mean, I'd be happy to do
all this provided other people were being asked to do
the same amount. But the managers give the hard
workers like myself extra stuff to do and they never say
a word. [ suppose they think that if they were to say
something, then they’d have to put their money where
their mouth is and give us a bonus. But as long as I'm
not passed over when the next round of promotion
comes along next year, I'll be happy. You got that clear?
Thanks, Claudio. Pretty clear, er, it’s not me you should
be angry with, you know.

* %k

Peter:
Toya:
Peter:

Toya:

Peter:

Toya! You got amo’?

Hi, Pete. Long time no see. You been on holiday, then?
Er, not exactly. I've been completely caught up in a new
project. Now, I ... | want to consult you about the
meeting with the bosses next week, following your
email.

Oh, right. Well, yes, it ... it’s not such a big deal really,
Pete. I just get a bit fed up with having the bosses
breathing down my neck all day, and that goes for all of
us round here. We wouldn’t mind it if they just let us
get on with things instead of continually checking what
we're doing. I mean, I've been here a few years now
and given the circumstances, [ think that they should
know that my work is consistently up to scratch, don't
you?

Toya, you're not the first person I've consulted who is
looking for a change in management style. Still, I'll find
a way of suggesting some changes, 1 s’pose.

v Grammar workshop, page 96

1

Honestly! They could have given us more notice instead of
springing this on us almost at the last moment! Really, those
managers seem to live in their own little world and have very
little idea of communication. I mean, in my case, had |
known, I wouldn’t have bought a new house here just six
months ago!

For me personally, it would be a big upheaval. [ mean, er, I've
got my kids in local schools and so on. On the other hand, |
guess several people in my department would be interested in
relocating ... if the company were to offer the right package. It
would have to be pretty generous, though.

This is the sixth job I've had in five years and I’ve really had it
up to here with these short-term contracts. I'd jump at the
chance to move, providing I was offered some sort of
permanent contract, but I guess it’s just as likely that they’ll
just lay me off instead.

Well, you know Travelsafe’s quite a small, limited place for
someone who’s interested in building a career, and I'd regard
this as a great opportunity to go to a big city with more scope
if it weren’t for the fact that I have all my friends and family in
this area.

Actually, I'm originally from Liverpool, as you know, so for
me the thing isn’t as awful as some people seem to be trying
to make out. I'll happily move back to Liverpool, as long as
I'm given a section supervisor’s job as an incentive. You see, |
want to get on and I'm not prepared to move just for the sake
of it.

My line manager told me that they had their eye on me to
move to Glasgow and that I'd get a pretty decent promotion if
I agreed to go. I'm not sure I like the way things are being
handled, with people being taken on one side like this, but
anyway, apart from promotion, I’ve told him I’ll only move to
Glasgow on condition that they give me a generous
resettlement package as well, because I'm not prepared to end
up out of pocket as a result of all this. I'd have to sell my
house as well, you see.

I'm quite a lowly employee in the hierarchy of Travelsafe
Insurance and frankly I'm not the principal breadwinner in
my household. That’s my wife, who’s running her own
business here in the town. I mean, if it weren't for my wife’s
job, I'd consider moving as a possibility, but as it is, I can’t
expect her to close down her company and follow me. That
would be totally unreasonable.
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8 The trouble is, most of it’s still just rumours, you know. For
instance, one rumour that’s been going the rounds is that
they're going to close departments here completely and open
them again in places like Plymouth. I don’t honestly know
how much truth there is in the rumour, but [ must say that in
the event of my entire department being relocated, I'll move
with them to stay with the team. That’s if they all agree to go,
of course. Which is unlikely, I guess.

12 Listening, page 97

Frank: So, Peter, I called you in to just let you know in advance
what our plans are for reformulating the company.

Peter: OK, Frank, go ahead. I'll just take notes and listen at this
stage.

Frank: Fine. First, I'd like to start by saying that this re-
formulation is an expansion of the company and an
expansion of our operations. Our total projected number
of staff is set to rise from 450 to 600, although a certain
amount of decentralisation will take place as we open
offices in different cities, and so there will be a certain
amount of cutting back here at our head office in
Norwich, where we plan to make cuts of 20% - that is,
90 out of our 450 staff. However, that said, I'd like to
stress that nobody'll be out of a job unwillingly. We’'d
like a maximum of 60 employees to go to our new
centres in Glasgow, Liverpool and Plymouth, and we’ll
give them financial incentives to do so. To start with,
anyone who transfers will get a 5% salary increase
straightaway, independently of whatever post they
transfer to. Also, we know that there are a lot of costs
involved in moving to another part of the country - you
know, buying and selling houses and so on, so we're
prepared to foot the bill by giving a one-off payment of
£12,000 to anyone who goes to make sure that they’re
not out of pocket. Finally, to cover the time involved in
uprooting themselves, all these people will get two extra
weeks’ paid leave when they transfer. We are, as you see,
keen to get experienced and trustworthy staff from our
head office into our new operations.

The other aspect of our reformulation is for those who
don’t want to or can’t move, and here we’re offering
totally voluntary redundancies for people who want the
opportunity for a career change or a career break. What I
mean is to arrive at the correct numer of posts, we’ll pay
people to leave to the tune of one month’s gross salary
on top of their legal entitlement. In other words, if they
were to be made redundant for other reasons, they’d get
whatever the law states, but we’ll give them a month
extra on top of that. And to help them find a new job if
they wish to, we’ll provide an outplacement service
entirely free of charge so that they can do so.

I do want to emphasise most strongly that we want to
make these changes with a maximum of goodwill and a
minimum of friction. Now, Peter, what’s your reaction?
Are there any questions you’d like to ask?
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UNIT 21

13 Listening, page 102

Presenter:

Hill:

Presenter:

Hill:

Presenter:

Hill:

Hill:

This week is fair-trade week, and tonight I have in
the studio Professor Bernard Hill from the University
of the South Bank, an expert in fair trade. Professor
Hill, how does fair trade benefit third-world
producers?

Er, producers are paid more for their produce, often
cutting out the middle men who may take an
enormous cut, and selling directly to ethically run
businesses in richer countries. This is what, for
example, has happened in the Maraba region of
Rwanda, where, as a consequence, farmers can
devote part of their land to growing a variety of crops
to feed their families and another part of their land to
a cash crop against which they can raise loans and
develop their business, er, buy equipment and send
their children to school. It can and, in the case of
Maraba, has, transformed the region.

Fair trade has been taking off in this country. Growth
in sales according to many reports has been in the
region of 40 or 50 per cent over several years now.
How have the big supermarkets reacted to it?
Supermarkets have a reputation for driving down
prices from their providers, er, and they do this with
a view to maximising profits and making the
products they sell cheaper in turn. On the other
hand, they all have to look good to their customers.
Customer loyalty is something no supermarket can
count on once they start getting a bad reputation,
and in view of this, their mission statements and
other literature usually pay lip-service to ethical
trading and ethical treatment of their suppliers. Still,
the main reason given me by someone speaking on
behalf of one of our best-known chains, was that it’s
what people want, just the same as a few years ago
they started looking for organic food, and that, rather
than publicity-seeking, is why they carry these
products on their shelves.

And how do you account for the success of the fair-
trade movement in this country? Programmes such
as this one, perhaps?

Oh, these undoubtedly help, but they’'re
comparatively few and far between, and frankly, I
think the media have been a little slow on picking up
on this story. Similarly, the fair-trade movement has
been loath to spend money on spreading the word
and, er, more interested in spending the money they
have on developing their fair-trade activities. Really,
this is one of those things which people have just
told each other about. The idea has got round, and
it’s been helped by having fair-trade shops in the
high streets and shopping centres.

So is fair trade something which will continue to
grow and eventually become a touchstone of the
world trading system?

I'd like to think so. But there are many hurdles in its
way. Eventually, trade tariffs and subsidies to rich
world farmers will disappear, I think - I mean,
they’ve got Lo, though that’ll take lime. What may
prove a greater difficulty is that fair trade, almost by



definition, means paying more than would be the
case if the market was just allowed to find its own
level, and it’ll only bear these artificial levels, | mean
consumers will only accept this in the long run, if
they feel they’re getting value for money in terms of
quality. S, long term, it’s a complicated question.
On the other hand, also in the long term, it’s in the
interests of all of us that this movement is successful.
The current differences between rich and poor
countries can’t be maintained indefinitely. It’s not
reasonable to continue to pour aid into poorer
regions forever. This movement helps people to
stand on their own two feet and become self-
supporting. Quite apart from that, many people in
rich countries like the idea of paying a fair price. It
makes them feel good - they feel they’re co-
operating and not exploiting. People become
interested in the places their coffee and other
products come from and they become interested to
know about the lives of these producers. It’s all part
of a developing educational process.

Presenter: Bernard Hill, thank you.
Hill: It's been a pleasure,
UNIT 22

w Listening, page 105
I = interviewer; R = Richard Coates

R:

Can you tell me about how your company breaks into new
markets?

Mm, going into new markets, our company tends to acquire
businesses. Er, if you look, for example, to the electronic
market, a very big market, or the construction industry
across Europe, it’s an area in which we really don’t have a
customer base, a supply base, so what we use primarily is
acquisition to acquire people and a company with
experience in that sector.

Mm ... OK. Do you ever choose to have distributors instead
or form joint ventures with other organisations?

We are a distributor ... what we ... we wouldn’t generally
take on a joint venture, as it’d be difficult to see what a joint-
venture partner would add to us. If we were taking over a
distributor, that would be our area of expertise. We are
primarily, as I say distributors ... however, we don't do
manufacturing. The products we distribute, we primarily
source from a supplier or the original manufacturer.

Mm ... how does Wolseley identify the markets it would like
to expand into?

When you look at any market, you're looking at size and
growth potential. So when we look across countries or we
look to a new product range we can get into, we’re looking
for something where there’s a big market and which is also a
growing market so we can, in entering into that market, we
can see lots of potential for further growth of the business.
Uh-huh. So once you have decided on a country, how do you
identify a company in that target market which is suitable?
What we look for, what we acquire is expertise in the
management group, so what you’d be looking for is a
business that we believe is well run. You can assess that by
how good their outlets are, their size, their growth rate
within that market, through contact with the management

and through the finances of the business; is there healthy
financial performance and is it growing?

So why would an overseas company want to be acquired by
Wolseley?

The owners of an overseas company might want to sell
because it allows them to realise cash. Management would
potentially want to join Wolseley because being owned by a
business that is in the same trade allows them to benefit
from, for example, lower purchasing prices, from the
experience and expertise that Wolseley has in other markets,
to help them grow and develop in their own markets in a
way that they potentially couldn’t do on their own.

15 Listening, page 107

I = interviewer; R = Richard Coates

R:

And how do you supervise the companies once you’ve
acquired them?

When you acquire a business, you ... the first thing you need
to do is share with them your view of the business plan you
formed in advance that, as likely as not, you’ll have
discussed to some extent with them. You then set out the
requirements of that, and then the supervision is done
through regular contact that can be quarterly, semi-annually,
where you'd meet with them face to face and discuss the
objectives and how they’re performing against those
objectives, and then you have routine management reporting
that comes in every month, which reports on the financial
performance and that allows the business to report on the
day-to-day running of the operations.

And how do you go about incorporating these companies
into the Wolseley culture?

Ah, the important thing is about contact with senior
management. Our senior management at a European level
need to have contact with them, that’s how you get
alignment at a management level. There are then events and
processes that they will get tied into ... as I said, they’ll tie
into six-monthly reviews, they’ll meet with group
management, they will get tied into annual conferences that
we hold, where management groups from across Europe
come together, and slowly, over time, they come to see the
way Wolseley works and the people within it.

So that’s how you create an international culture then for
your management, is it?

Yes, the international management culture comes really
down from the senior management. There are also processes
ongoing within the business to develop our international
management and the culture. We’re currently in the second
year of a European graduate programme, where we take
recently graduated individuals of high calibre and get them
working within our business, trained and developed, to
enable them to grow and work across our European
network. We also recruit at senior and mid-management
level to bring different expertise and different management
potential. We’re looking to then move certain people across
Wolseley Europe at mid-management level.

Um, OK, and when you expand into a new market, what sort
of activities does Wolseley undertake to build up its brand
and make itself known to customers in the new market?
Mm, there’s ... the major form of expansion that you'd ...
um, we tend to take a business we’ve acquired and look to
develop it through its own branch network. What we’ve
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tended 1o do is to retain the local brand. Wolseley believes in
the power of the local brand, the individual business that
we’ve acquired. So we’d retain that local brand that’s
operated by, um, in that market and then look to grow their
branches. As we open new branches, we do leafleting and
other sorts of marketing campaigns to increase awareness
and develop a customer demand prior to opening.

So do you think that it’s an option for any company to say
no, we don’t want to grow — become international we’re
happy as we are?

For other companies, that may be the case, it won't be the
case for Wolseley, though.

So it is possible then?

You could ... I could imagine a business that ... um, would
want to stay entirely local. If we're a service business, I
know many retailers are actually ... have entirely focused on
national boundaries only and haven't sought to go
international.

And they could survive like that?

I think, in the longer term, they’ll find it more difficult.
Generally, those that have gone further and developed

about our future plans, you know, marketing other products that
we have in the pipeline, that sort of thing. Then you could also
tell them that we may need someone to distribute our products in
their country or even perhaps a joint-venture partner. I know
that’s not true in all cases, because it will really depend on the
country and the type of operation they're running, but it could
get some people interested, so that at least we can talk to them.
You'd better also say that I'm hoping to go on an Asian tour in the
next month or so, so we’ll need expressions of interest from
people pretty quickly and then we’ll take things from there. I
think that’s all for now, Marion. Don’t send the letters
straightaway, because we might just think about asking
someone, perhaps an agency, to provide a translation of the letter
into some other European languages. Not sure which languages
at the moment. Perhaps you’ve got some ideas on that one or you
could look for an agency on the Web. Oh, that’s my flight being
called, so I'd better run. See you at the beginning of next week.
Bye.

12 Listening, page 110
1 The initial investment is going to be pretty heavy, because

further are bigger. Therefore they’ve achieved economies of
scale. The reason why ... um, one of the major factors in
international development is to achieve greater economies of
scale through, for example in our business, purchasing
greater volume of product which would then achieve lower
costs.

I:  Uh-huh, what do you think it is that makes Wolseley
products so successful?

R: Hmm! Wolseley is a service business, it’s about the service
that’s provided to the professional contractor who visits our
branches. What makes the service so successful is the
experience and the service provided by the people in those
branches, the availability of product, the service that’s
provided to deliver any products that aren’t available the
next day, and also other services, for example providing
credit. So we primarily focus on service as opposed to price.

UNIT 23

18 Listening, page 108

Hello, Marion. Sorry to miss you this morning but I had to rush,
as you know, so [ thought I'd better just give you these
instructions before I go, as I'd like to get this moving as soon as
possible. You remember we were working on a list of contacts
last Friday? Could you please draft the same basic letter to all of
them, and then perhaps we’ll be able to work out an itinerary
when I get back from Shanghai? Write to them by name where
possible - [ know for some we only have the name of the
company - and use a formal style. You're better than me at that,
so it’s better if you do the letter and you can email your draft to
me later today if you want, and I'll send you any suggestions
when I get to my hotel. I've got a few notes of what you should
include in the letter. Give them details of our new product - the
mirror, [ mean - and also put in some sales figures from two or
three years ago till now, as those should impress them a bit. |
don’t think you have to go into too much detail there - just the
basics, really. Then tell them why we want to expand into Asia - [
mean, we’ve increased our production capacity - and you know,
we're now looking for other markets. Something fairly vague like
that, but it sounds impressive. Also, you could put in something
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we'll be opening and equipping a whole chain of outlets, so
that’ll eat into profits in the first year or so. Still, we should be
able to lure some pretty good local people, especially if we
offer competitive salaries, and when we’ve got the whole
operation going, we’ll have taken one step further in satisfying
the company’s ambition of becoming a global presence. And
once the operation really gets off the ground, there’ll be plenty
of profits for us there.

Well, you know, when there’s an opening, you can’t just pass
it by - and, er, with the things we have in the pipeline just
now, we just have to be in the North American market, I
mean, with the spending power they have there. Um, of
course, we’ll have to present things a bit differently to satisfy
their rather different tastes, and, um, we’ve got a design
consultant working on the boxes right now. I'll show you one
as soon as he sends me a sample.

The competition in our main markets is just getting fiercer and
fiercer, so I reckon that unless we move into other areas and
spread our risks, so to speak, we’ll find ourselves in real
danger. Even so, any new market we move into will also be
pretty tough, so we’ll have to run some very streamlined
operations when we do so, otherwise we'll never undercut the
local players.

People sometimes say that business is the same the world
over, but frankly that’s not my experience, and it takes
managers in the companies we take over some time to cotton
on to our working methods. I expect that’ll be the case this
time, too. Often one of the most immediate problems is
language. On the other hand, the effort will be worth it,
because the enlarged distribution chains will allow us to cut
costs and sell our products considerably more cheaply than
our local competitors.

Quite frankly, I reckon they’re asking for it - they’ve really
pushed us into it with the price war they’ve been waging - so
it seems the most logical move is to take over one of their
competitors as close to home for them as possible and try and
rob market share from them there. And we’ve got an agency
working on the publicity already, because when we're selling
our products there, we’ll have to take account of the local
culture. Otherwise, all we’ll succeed in doing is alienating a
new market, and that would be a real flop.
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Good morning. My name's Fedor Brodsky and, for those of you
who don’t know me, I'm marketing director for our consumer
products division. I'm going to talk to you, briefly, about how to
protect your brand’s reputation, a question which should interest
all of you in this company. By way of introduction, I should say
that good reputations — both for brands and for people - don’t
come by accident but from good marketing activities, including
particularly building up consistently high-quality, excellent
packaging, shrewd pricing and, of course, effective promotional
activities over a period of time. Remember, though, that however
good a brand reputation is, it can be ruined overnight by critical
media coverage, and companies have to do all in their power to
avoid that.
I think there are three main points in defending one’s brand.
First, we have to make sure that we always satisfy customer
expectations. Despite pressures from shareholders, the customer
comes first in any business, and with good ongoing market
research, we should always be aware of what our customers want
from us. Second, we should never make sacrifices in quality. In
particular, although your finance department may want to
implement cost-cutting exercises, brand quality should never be
compromised. Once it gets into the media that, for example,
you're putting cheaper ingredients into your pies, people will just
stop buying them, even though you spend millions on
advertising. My third point concerns protecting the general image
of the company because damage to company image will damage
the brand. This is the area of corporate ethics; we know so many
famous examples of companies polluting the environment - oil
companies immediately spring to mind - though damage of this
kind is often unintentional or accidental, or - another instance -
companies passing part of their operations to subcontractors who
then exploit their workers or don’t pay attention to safety '
procedures. ’
In conclusion, the company has to be marketing-led. In other
words, the company puts the customer and the customer’s needs
at the centre of all their strategies. This is really one of the golden
rules of corporate culture, that whatever you do in whatever area
of corporate activity, you should first consider whether this could
affect the health of the brand, which must always be your prime
objective.
Now, if you have any questions, I'd be happy to answer them.
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So, following on from Fedor Brodsky's talk earlier today, I'm also
going to talk about risk, but in more general terms. My first point
is about risk in general. Many people have the perception that the
world is a riskier place nowadays to do business. I'm not so sure
that’s entirely true. We hear much more about disasters and the
like from the media, and this leads to scares, which in turn can
affect consumer confidence and share prices. Then again, we
keep hearing about global warming and how this is creating even
more natural disasters, but these tend to affect business only in
exceptional cases. What'’s true, though, is that business is far
more international than ever before, and this means that
something that happens in one part of the world can have
unforeseen consequences somewhere quite different. A hundred
years ago, a disaster in Europe would almost certainly not have
affected businesses in Japan or Argentina the way it might in
today’s world of global supply chains and global sourcing.

The second thing I'd like to say is that in some ways, people in
business run fewer risks. They can take out insurance against
many things, and insurance companies make a living from
calculating what the probability of a risk is going to be. Business
people set up limited-liability companies, where they are not
responsible for all the company’s debts if it fails financially. And
government regulations, linked with technological
breakthroughs, have made the world and the workplace safer
places to live and work in.

There are a number of problems connected with handling risk.
While investors’ willingness to accept risks varies according to
their level of confidence at any one time, this is something which
has always been part of the economic cycle. The principle
problem is that managers find it hard to assess the real degree of
risk that they face in their activities, and some risks seem far
greater than they actually are, and so they waste resources
preventing something which is unlikely to happen, while they’re
taken by surprise by something quite unexpected. We see the

_same with politicians, too.

Nowadays, of course, computer projections can predict the
probabilities of all sorts of untoward events occurring, and these
are the basis of how the insurance industry works. While there’ll
always be things computers can’t predict, from rail strikes to
storms, if used with confidence, they can be a useful tool. Having
said that, managers feel very often that they’re paid to assess
risks and take appropriate action, and they feel a certain loss of
control if they put all their faith in the machine.

Finally, I'd like to say that business is about taking risk; you have
to take risks to make money, and it’s this element of risk and
gambling which attracts many people to become entrepreneurs.
Risk is part of life, and our job as business people is to accept it
and handle it responsibly. Thank you.

EXAM SKILLS AND EXAM PRACTICE

:Listening Paper Part 4, Exam skills Exercise 2

I = Interviewer; J = Jeremy

I: Thave in the studio this evening Jeremy Pollock, lecturer in
psychology from the University of Leeds, who has made a
study into the psychological factors which influence poor
decision-making in business. Jeremy, are business people
such poor decision-makers?

J: Um, not all of them, but a lot of them could improve, and one
of the reasons is that, while they invest a lot of money in fancy
computer equipment to help them make decisions, a lot of
them don’t like what their computers tell them and so they
rely on their intuition instead.

I: And how does intuition lead to bad decisions?

J: In a number of ways. The first one is over-optimism. When
people are optimistic, this reflects heightened morale, and as a
result people often do better-quality work and produce better
outcomes. Obviously a good thing, and footballers are a great
example of this. That’s not a problem. The problem is over-
optimism, and in business it may lead managers to put too
much effort into something which is not going to produce
such good results as they expect. They waste resources, and
the business in general would benefit from a more modest
approach. More to the point, though, is that managers start
thinking that everything they are doing will go well, and they
tend to forget that they have rivals out there who might be
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even better than them. That’s when things really start to go
Wrong.

As a matter of anecdote, which nationality do you think is the
most over-optimistic?

: 1guess the Americans. They think their houses are always

going to appreciate in value, they never expect to lose money
on shares and, most tellingly, in a recent survey it was
discovered that 40% of Americans thought that eventually
they would end up in the top 1% of earners. I mean, how
unrealistic can you get?

What other psychological influences are there on decision-
making?

. The next one Id like to mention is what’s called the ‘anchor

effect’.
What's that?

: Well, in negotiation, this is where the first price mentioned,

the opening position, becomes the point of reference around
which all discussions seem to revolve. Negotiations become
distorted because negotiators should be looking at real values
s0 that they reach realistic agreement, rather than one which
is based on an outrageous opening bid.

Can you give an example?

: Sure. You're interested in buying a house whose market value

is really £200,000, but the sellers are asking a million. The
chances are your discussions (if you have any) will centre
round the million figure, not the 200,000 figure. It’s clear if
you reach a deal that you’'re going to lose out.

Many people find it hard to make decisions when there is a
wealth of information, don’t they?

: Maybe, but you know for ... for business managers, actually

making decisions is a central part of what their job consists of,
so that making decisions as such is not generally the problem,
and as long as you can differentiate useful from useless
information, having lots of information is a bonus. The
problem really arises when managers spend too much time
analysing the information for each decision. | mean, some of
the decisions are quite trivial: where to place the photocopier,
when to have the Christmas party. This distracts them from
analysing information for big decisions like that looming
merger, for example.

I know managers who, once they’ve made a decision, find it
very difficult to admit that the decision was wrong. Is this
something which came into your study?

: Mm, very much so. This is the stubbornness factor.

Pharmaceutical companies who find it hard to admit that the
product they decided to develop has no future, so they
continue to pour money into researching and developing a no-
hoper. Er, another more typical example is the manager who
recruits a new member of staff who turns out to be a dud -
just no good at the job. What do they do? Well, it’s hard to
believe on a theoretical basis, although we all see it every day:
they stick with them. They don’t give them the boot and admit
their mistake, and they don’t send them off to some other part
of the company as an advertisement for their bad judgement.
They just continue to live with them. Amazing, isn’t it?

Yes, but it does sound very familiar. Are there any other
psychological factors that affect decision-making?

: Mm, just one more, called ‘home bias’. This is where people

tend to put money into things in their region or in their
country, rather than looking further afield - I'm talking about
stock market investments and also business investments.
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I:
J:

Reasonable, you may say, after all you probably understand
those things closer to home better. But you can also get your
fingers burnt, and, especially if you're a serious investor,
investing in a variety of markets and properties is a much
safer and more reasonable decision.

Jeremy Pollock, thank you.

My pleasure.

3:Listening Paper Part 4, Exam practice

Section 1: questions 33-38

You will hear a discussion between Brian, the managing director
of a company, and Judy, its finance director, about premises for a
new head office.

For questions 33 to 38, circle one letter, A, B or C, for the correct
answer.

You will hear the discussion twice.
You have 20 seconds to read the questions.
Now you will hear the discussion.

B

c®

= Brian; J = Judy

Well, Judy, now that we’ve both had a chance to visit the two
buildings, let’s compare notes. Do you think either of them
would be suitable for our new head office?

: I rather liked the location of the Carter House, Brian. About

three kilometres from the town centre, but still within the
built-up district, and mostly surrounded by housing. It
seemed a very pleasant area.

: ... and not far from open country. Yes, [ think that was very

much in its favour. I could imagine working there. And it'sin a
reasonable state of repair, isn’t it? Though it’ll certainly need
some work to make it suit our requirements. It’s a bit small,
but we could build onto it.

: Don’t you think we could get away with removing some walls,

to turn two or three small rooms into one bigger one? Then we
can use the existing space more efficiently.

: Good idea. Anyway, there’s space for an extension, if we

decide we need it in the future.

: We need to consider access, though. We don’t want to have

problems with that.

: Mm. It wouldn't be difficult to reach the place from the

motorway, which will help with deliveries, as well as staff
getting to and from work.

: 1didn’t like the fact that the only way into the car park was

near a bend in the road. It might be worth changing that, to
approach the car park from the other side of the building.

: Yes, that might be better. Did you have time to talk to the

agent about the price?

: Yes, I did. The asking price is one and three quarter million.

But the agent hinted that the company that owns it would be
prepared to come down to one and a half. My guess is that if
we made an offer in the next couple of weeks, we could get it
for one and a quarter million. I really don't think it's worth
more than that.

: But do you think they’d accept that?
: The agent gave me the impression that the owners want to

complete the sale as soon as possible. Apparently one of their
subsidiaries is planning to construct a new shopping centre in
the town, and the holding company is trying to raise as much
of the finance as they can from their assets, to avoid having to
borrow it all from the bank and pay interest.



B: That certainly seems to work in our favour! Well, it's worth
taking this further.

J: What do you think should be the next step? Our board
members will want to have a look at the building before we
purchase it, won't they?

B: Yes, but [ think time is the most important factor here. I'll get
onto the agent straight away and put in an offer. We can
always withdraw it if the directors decide against it. If the
owners accept it, I'll brief the board next week, and fix up a
visit for them. Then we’ll be in a strong position to go ahead
with the purchase.

F: Good idea.

Now you will hear the discussion again.

ﬁSection 2: guestions 3944

You will hear a radio interview with a man called Gary Waters

about how advertising agencies can win new business.

For questions 39 to 44, circle one letter, A, B or C, for the correct

answer.

You will hear the interview twice.

You have 20 seconds to read the questions.

Now you will hear the interview.

I = Interviewer; G = Gary

I: With me tonight is advertising executive Gary Waters to talk
about planning an advertising campaign. Gary, how does it
start?

G: Say a company wants us to plan a campaign for a new product
- it could be in magazines, on TV - whatever. We have regular
clients, of course, but a lot of work comes from people who've
seen work of ours and like it. Usually they call us first, and at
this stage it’s really exploratory, to see if you're on the same
wavelength - we don’t usually get into a discussion of money
yet. Next they send a written brief, outlining what they want,
and we agree on a date to present our proposal to the
company. That presentation’s really important, because it’ll
help them decide whether or not to give us the job. So we
must have good ideas, and present them convincingly.

I: Iow do you get ideas for your proposal?

G: I may do some background research, and play with a few
ideas, but I make sure [ have a preliminary meeting with the
client - usually their marketing manager. That’s when I pick
up the image they have of the product, any problems they
might be having, what they’re really looking for, and what

pressures they’re under - say from their competitors. I need to -

get a feel for the company itself - that’s actually more
important than the product, and that’s when the campaign
usually takes shape in my mind.

. What do you do next?

G: I put together a team. That way we get far better ideas than by
working separately. Once we’ve got an idea we're happy with,
we work on it till we know exactly how we see the campaign.
Then we start planning the presentation we’re going to give
the client. That's an oral presentation, followed up by a
written proposal package, but we prefer to do that part of the
proposal individually. A lot of agencies write both the
presentation and the back-up as team efforts, but the danger is
that you can end up with a mixture of styles, which would
make both your work and your agency seem disorganised.

I: Do you write out the presentation in full?

G: Some people do, but it’s much more effective not to. I plan it

carefully, and just write down key words to remind me of the

points I want to cover. That way I can talk to the client in a
much more natural way than if I'm reading aloud. I can also
keep an eye on how they’re responding, and modify the
presentation if I see I'm losing them.

k. Do you ever get asked difficult questions?

G: Oh yes. We always practise giving the presentation to
colleagues, to make sure everything’s clear, and the people
listening try to anticipate the clients’ questions by asking as
many as they can think of - particularly difficult ones. That
way, we're hardly ever taken by surprise when we present to
the clients.

I: Finally, Gary, what’s the secret of an effective presentation?

G: Some people like to make it funny, but I think it’s important to
keep it clear, short and simple. People can’t usually
concentrate for longer than about 20 minutes, and you can’t
cover everything in that time, anyway, so the detail can go in
the written proposal package.

I: Gary Waters, many thanks,

Now you will hear the interview again.

qSection 3: questions 45-50

You will hear a radio news item about Ben Miller being appointed
as the new European Chairman of GTR, a big advertising group.
For questions 45 to 50, circle one letter, A, B or C, for the correct
answer.

You will hear the news item twice.

You have 20 seconds to read the questions.

Now you will hear the news item.

First some marketing news: Ben Miller, former Creative Director
with American advertising group, Jackson Media, is expected to
move to the GTR marketing group in the newly created role of
European Chairman. The surprise move follows the launch of his
own agency, Hudson, in the US earlier this year, in partnership
with Susie Thomas. Miller confirms that he quit Hudson last
week, but declined to comment on his new job. It’s understood
that he has yet to sign the contract.

Inside sources at GTR suggest that Ben Miller won't be welcomed
by everyone in the group. This appointment is unsettling,
especially since it comes at a time when GTR is still in a state of
transition. The company was only created last year, as a result of
a merger of three European and North American agencies, so it
sorely needs stability and clear vision. It's felt by certain key GTR
staff that the decision to appoint Miller was taken at the group’s
New York headquarters, without any discussion with senior
management of the European division, whom Miller is expected
to join in London.

Miller’s move to GTR will reunite him with the man he used to
report to at Jackson Media, Mark West. In fact, West recruited
Miller to join him in Jackson’s Manhattan office, having done
business with him some time previously. West is now president
and chief operating officer of GTR.

West was ousted from Jackson Media at the beginning of last
year, after investigations into the agency's finances by the US
Securities and Exchange Commission, and Ben Miller left the
company soon afterwards. Apparently, Miller didn’t get on with
West’s successor, and when he left, he took some of Jackson
Media’s biggest clients with him, which gave Miller’s own
agency, Hudson, a good start.

Hudson finds itself in trouble now that Miller has left. The agency
was recently responsible for an advertising campaign on behalf
of Yellowstone, the American food and drinks giant, and was
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expecting to pick up further business from the client. The initial
deal was down to Yellowstone’s seven-year relationship with
Miller, built up while he was at Jackson Media. Yellowstone had
subsequently moved their business to another agency, but Miller
picked them up when he founded Hudson, this year.
Commentators are surprised at Miller’s move, not only because it
means leaving his own newly emerging agency, but also because
there were rumours that he had been approached by the
chairman of another big marketing agency, Outward Signs. It's
thought that Outward Signs was interested in acquiring Hudson
from Miller and his partner, with a view to strengthening their
own position. The agency is now expected to look elsewhere.
Now for news of the manufacturing industry.

Now you will hear the news item again.

6:Speaking Test Part 2, Exam skills Exercise 2b

Well, I'm going to talk about the best office I've ever worked in.
To start with, I should say that this office was in Bangalore, that’s
a city in southern India, and it was an office in quite a modern
office block, not far from the city centre. I was working there as a
graduate trainee, basically learning general management skills -
that was before I became an assistant human resources manager,
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which is the job I do now, but here in Chennai and for a different
company. S0, as [ was saying, I was there basically learning the
job or, as you might say, general management and, to come to the
main point of the question, what I most liked about the office
was a combination of things. Firstly, the physical surroundings. It
was a light, airy office on the seventh floor of the building. It was
well decorated, I mean it had good carpets on the floors,
interesting pictures on the walls and comfortable, ergonomic
office furniture and of course the latest computer equipment, so
pretty well perfect as an office. Interestingly, it also had areas for
workers to relax — a good canteen and a comfortable rest area -
$0 you could say we were quite spoiled, although I think we
probably worked harder and were more motivated as a result of
feeling so well treated. The second thing which made it such a
good office was that we, that is the trainees, felt so motivated and
stimulated. The place had a real buzz, and at that time the
company was growing really fast and we felt we were part of
something which was going to give us great opportunities.
Rightly, as it turned out. Finally, my fellow trainees, who were
some of the most talented people [ have ever met. All those
things make that the best office I have ever worked in.
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