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T Making contacts
l Your boss tells you shc s sendingyou to i thr.c day lnte.n al nnal .onfere..e.
Which ofthe followjng cities do you liopc it's i! lhis year?

Abu Dhabi Bd.elona Budapest Bu€nosAir€s chicago Edinburgh Johannesburg
Milan Moscow Mumbai Pragu€ Rio deJaneiro Shandai Stockholn Sydney
Tokyo Toronto Warsaw

2l-xplarnyourprcfcrcnftroarartnerandtcllthenruhatyouttliketodoifyou<uld
addone extra dayonto yo(r trip.

3 rhc Ul"gUa"*"". post.d on abusjn.ss travel messase board. A buslness iravellcr is
rsking for idvi.e. Write down t$'o orthrc. t,ps Iof him.

4 SLQp :n,J Jr.cr* trpr wirh : par tn.r

,4 .onferefte is d gatbting
oJ inPortant ?eo?t. @ho

rin&lt can da iotbing bit
tot tber de.Lle that 

"ohn,{

Fred Allen, US com€dian

arrcnd or rake pdt in

Learning objectivesl
Unit I
S$iness communication skilh
r)la.rbin! pcoPle: Diids. nr

(frl)in!rl,er!n!!rrano!
!,)i i! lhierT \.nr.n(jrl
!l([.olltasucsandb's f ,s

Lislenina An eir r,n 1 ldn.,
htri n.s,,u.1rn)!'iuirc
.r 1,!,l.isxe rnuc.; It!pl.

GrammarlrPiPnr ltripi.f

Ph6* bank Vr\orl'rr.__ 
] 5 Re.rd some of thc rcplics lhis postirg re.cived. Speaker A see Prse 1 2 6 SPeakcr B s.e

prge I39. Comparc the tips one by one with t(nrr Prlner. Whnh .dvice sounds thc besl

Conference venues
I t.ot t.isten to thrcc
Which venues below do yotL

Vcnuc A Extract

D

cxtracts frcnr i busincss travcl prograftne.
drink thc cxtr?.ts r.fcr to?

D

ASK

2 october 2014
3.55 pm

52 ve\\'s

Any advice for . firtl tlm€ corrJerefce-goer,
ir qo iil ra ny i 1i !o i:nen.e nex: r'orll' ,j dam ookrqIor

sore qener; I os r_i aN! ce i'or erl]e'etu€.j (o'Jerer@ goss

uh.h !e nele been to, so mcut.eKledaboulqonq'm
qensd v d b l +ry rr inqe qrours, but trou d kelo ny ard us
rhe 0!!_r;! a nct,\'0rk rq opport-n ll.r! !!e ,n a e.rn nq

expere .e. L:r. dr',re d.v eierrl.ril d re(epto' alenx;rd5.
l'rf j? on t reaod represeri:n9 ny (onrr.y.: rie (oierentc.

folu_atet,l'a io: !tr nq a p?scninlonl 8ullv 50$ h:! to I
ne 10.one bn.k r!lh some "set- .onl;.r. llc.l



l.0l LisrL! again .n,l,!it.h tle frgurrs (,, i( h \.!iuc \{i,.r do thf hgtre!

g

-

3 \{lll,,rhrifa.n,ties,heserchvtnuehavc?\{;,r(lrrheLollo.afo,i\1,, (,\r

Tre) werc .rll in rhe extrJ.r! )ou j,,si listenc.i r!

brni*r,r,;\-'- 2 oLrlLirr

I actvt€s
2 atri,rsphere

a 24 hour

b hcalth 2 serv.e blrft
c teafrbu d ng 3 ce lre

I poob

e g0rl

d bafquet ng 4 tour'rarnents

5 space e exc usve pnvale 5 checKoul

6 lac tes 6 lrca.f

4 n,u., u,,,p."ry 
"g."", 

tr) se,rd t!u ro an nrler'!,!(J,,.J.oifFr.n( e ,, ,! !t th! !c,,!e,i
in I $4tr.h would you.l.osc,r(1why?

Who's who?
I Oncoitlrr nurnreasols lo, rn),ng ro.onlefc,rL\ F ro,neer rhe !igJ,r tr upl.
ConrIl.r. rl)e 1,)ll{Niig qu.st,o,,s.,,(i Jnsw.fJ w,rli t],f f,efosi|nr,j !, thf r.r

at (x2) b) for in {x2) on to with

rrrr,lirs- hLi,r na r.l1:
the ltnig dr, L hril?
the l{,ud voiLci

thc bluc suit?

the table in the <orner?

tail.jns the waiter?
" those people?

is 6nan(ial services.

works,Chase-Manhattan.
is staying the Hilton.
is giving a talk -. globa.lization.

oh, thaCs Kift Lane. (l think) she/he...

t

n

I

lvhosth.t$,y./L{otua.ov.r th(n .

2 Use th€ model in 1to make new senten es with the phrases in th€ box.

herba.k to us n.goriating skills pharma.euticals Renadt the awfultie th€ butrct
thcconfercnce organizer theSlasses rhe Hyatt the ltaliana.c.nt theiongdress
$.moustache theponytail



I}

3 r.oz-r-os Listcn Lir n)m e d.lc8i!(,s {:hatting at i (o,,feren.ck{eftion. Deo.l.
wi,ilr tour pe.pl. iD tlk fhoto thcy are trlhng about.ri)d onllcte (lp jnfornatroD Lrdi\t

D
Kar I Sc:lellrng l"iiLlia:x F:al1

D
Name: Trena Stef anolvitz

D
Namer Margo Timmerman

Based in:

subiecr of talk:

Gossip:

Hotel:

Subject of talk:

Gossip:



Taboo or not taboo?
I Work with a partner. You mcct some
business p.ople ara (onferen.e for th.lirst
iime. Whl.h of the folloi{ing topi.s ar.:

. .onvcrsationkillers?

boolis dothes family food and {Li..k
gadgets howwork's going jewellery
movi€s music people you both know
politi.s reiigio! sport
$e.jry you re i. the hotel you re staying.t
th€ news thewe.ther your country
yourhealth your holiday plars

2 r.os-r.ro Listen to some peoplc socjatizing at a conference.
What are theytalking aboui? I)o theyger oD with cadr orher?

Topics of conversation Do the speakers get on?

Keeping the conversation going
I r.OO-r.rO lhc cxpfcssions below were jn rhc conversarjc,ns you just lisrened to
\,Vrite in the first three words of ea.h expression. C()nft:ctrcns (rr!,1,,1,1/, ft, etc) count
as one word. lf necessrry, lis ten .gain 

'nd 
chc.k

b

d

I

e
h

j
k

I

2
a

b

frrst visit to Russia?

do, by the way?

you a drink?
busnress are you in?

these they're deljcn)us.

me, I have t(, make a phone.all.

yourtalk this morning.
cnjoying thc.onf.rcncc?
ah'ful? Halfa mctrc ofsnow rhis morning, theard.
mc a momcnt? I'11b. fight ba.k.
go and say hello to $neone

you anything frdm the buffer?

Lookar the erplcssions in 1

Which would be goodu'ays ofopening a.onversarion?
\\rhich would hclp you ro kecp a.onversarion gding?
llThjch.ould you lse to politelyend a enversation?

O1 MAXING CONTACTS



At a conference party
Wo* as a dass to keep thc conversation gojng at a confcren.e patty at Disneyland!, Paris.

It s a warm summer evening and the place is tull of delcgates. lhe conference thenle is

Web 2.0: Business in thc .onnected e.anony.

I Invent a fantasy busincss.ard foi yoursel{!Inchde the following information:

. nane (You.ould ch,ng. nationalityl)

. conpany (You could choose a company you've always wanted to work for )

. brietcontact details (mobile phone, email)

2 write the questions below I}ink ofpossible answe.s for each and make notes in the

know many people herc?

And what / do ihere? C:n/get/drifL?

How /enjoying /conlerence? So. where / staying?

Where / trom org nally?

q ving / presentalion? Can/ get/ anlthlng /buffel?

3 when cveryone is teady;

. mingle with the other pcople in the class

. introdu.e yourselfto ns nanypeople as possible andshowintetest inwhat thev tell you

. use thc q uestions in 2 to try to kccp thc .onversat ion going (Rcmember thar you can

talk about orher pcoplc nr the room as welLas yourself)

. ex.hange business c.rds and lir appointnents with anvonevou.ould do business with

see how many.ards you can colle.t

10 0l raKr{G co trcls



01 Making contacts

Conferences
When business people ger rogether, they oftenjust talk about work. this is called
'talkingshop. Complete the senten(es with the pairs ofwords in the box.

doh + factory for + @nEa.t in + diltributd of+job off+ worLers
out + prcdu.t to+oftce uder+t kFE up + plant with + supplid

bA

c A T}ey,ay cM are taying

enleriainment system

e A I hear you're rhinking

I hear GEC are setting-
in Walsaw.

Warsaw? I thought it was Prague.

---in Naples

t A I understand you rebeing transfered
head in Stockholn.

B Yeah, that's dght. In fa.t, we've already rea.hed an

Wen, it's not ofhcial yet, but I'mgoingafter

'Ihey saytheyie --, .-- threat from a hostile
bid.

Really? Its the lirsL I ve heard ofit.
Someone told ne they re doinga deal
a in Iel Aviv
Well, that mel(es sense. They do most of their

I hear you're biddinS -,--
in Sjngaporc.

Yeah, we are. Irle negotiations are going quirc well.
Someone told ne they're closing the
Liverpool

lr dup\ni qurpri\r ne F'om whri I hprrd, ihcy rF

trying to centratize production.

B

8A

I
hA

s

iA

B

ja

I

5,000
in the UK.

g Is tbar righr? Well, I knew they were doMsizing.
d A S.,meon' rold m' Sony ar. bringints

in December.

B Yes,l heard that too. Sone kind ofmultimedia

.- at Hewlett Packaid.

B Well, yes. Just betwecn us, I m moving to Sont

Present Simple
lbort hrrll,n r1l sgrlren Ilrglislr ii iir r l,! I).cse.r Sin,tne ]itrL rL\
to rilk rb,\,r r.tions i(l itle vhiclr rrc rl'v.rrs orgenerrlh rrLrl

.\-cgxti!c I ntc.rogrrirc
l

-ll,cr

t IL,

SLc

li

Il,cr

Do
Dont

S pclli rtg ch rnges

rcrb t'c/shc/it

IIc

h
iirr

I

o

2

b

Coftect the conversatjons using the inforftation above.

A Works heforthe BBC?

I No, he don't wolk for them anymore. He wolk for
CNN.

A Where workyou?
B I works foradesign company in Frankfurt.
At our firn, we doesntwolk on Friday afternoons.
On Mondays ourCEO usualtyflys to Oslo.

Match the sentences (a h) to their functions (1 4).

I livejust outside Muni.h. l l
He runs five kilometres everyday. n

Youi Fesentation is this aft*nooi. fl
'I}re United States has the world s strongest economy. !
ftat's a sood idea! I
she works on sarurdays. !
I lovc Vlenna at Chrlstmas. fl
My train leaves at 7.30. l-l

describes habits and routines
refers to schedules and timetables
expfesses thouShts, feelings and opinions
refers tolong teh situations orfacts

c
d

I
a
n

I
2

1

llol MAt(t{G CONTACTS



Present Continuous
You use the ?rcscnt Continuous to talk rbout cunent siturtions in prog.c$ an(l luture .urangemcnts:

. thej ft sta|ing d/ tb. Htkbn.

' His gieing d talk o" glabalizatia, rt thr.. aito.R

Negativr SI[lling(h rges

dropting
working?

Ilet
Shc's

k's

forget!ing
lying

it

3 Read the conversation.

B Yes. whot calling? (a)

A It's Paco... About ourappointment, we're meeting (b)

on Drursda, right?
B 'Ihat's right. Are you flying (c) to Heathrow?

A No. I'n working (d) in Zalagoza this month. So

Catwickt easier for me.

I Fine. OhlThebatteries are going (e) on ny mobile. Can

I call you back?

In the.onversatrcn. find dmple" ofthe fo)Jowing.

I something happening right at this monent[ !
2 something happening aro6d ihe present tine n
3 a rutue aangement [ !

Present Simple or Continuous?

Sonc vcrbs are rot rction verbs rnd rrc nor usu.Iv used nr

thc continuous fonn.

bc believe hear

see seem think
know likc mean necd

4
A

B

B

Choose the best altematives h the folowing convercation.

what (a) do you do / are you doing2

\4,) I'm / I'm being an ele.tiical €ngineer fo! Siem€ns.

Rcally? Herc in Munich?

ftat's right. (c) Do ),o& ft,ow / Arc yau knowingMtfich?
oh, yes, great city. So, how G) do you enjoy / ale yau

e,joying the conference so faf?

WeI, itt a nghr, (e)Ig@s / I'mgue$ing.(, Doyoueive /
Are you eiring a talk?

No, no. (d I anly cone / In only cofting to these things
to get out of the of6ce for a {ew days. Where (h) do 

''or2stay / are you staying, by the way?

Af rhe Avalon. (i) I usualt stay / I n usually staying 
^t 

the
BauerHotel in Mun.henerstrasse, but itws tull-

we1L, tf ()) you don t da / you drcn t doing antthinglater,
do you want to go for sometling ro eat?

Phrase bank: Networking

Match the sentence besinnings (a k) to thepairs of
endings (1 11).

a What do you 1

b who do you 2

c Wh€re areyou 3

d How are you 4

e Isnt this 5

f who's the guy 5

g I think he's 7

h Can I geLyou 8

i Letme 9

j Ifyou ll ex.use ro

k lt's been 1l

aE b! cE
c! hn i!

introduce you to someone.

enjoying the conference?

getting back lo youl hotel?

a preasurc neetlng you.

staying?

anything from the buffet?

a moment, I'I be light back.

I have to make aphone call.

think of the venue?

in logistics.

giving a talk on PR.

D"nrn
!ktr

d
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02
Ob tel.phane antl!.in{
qsten h6 btoI.n lo@n.'IhL
is a hutun bei af,. I Io@ .an I
hel? )ror2

Anonymous cust0.ner serv c€

llo* often do vou usethc

Business comdunicarion

L.rv,r!rcnrrr l\ Rnlit)L)l
rrr.hrreL.g L.i.nn kD !r iht

Listening,l,LDri,\j,, :f L.f l).n.

Giammar r,,sr 5!rlil, rrnr.
Jdr.,b5 agd, rfr,r" J,,r'r,, /,"

Phrase bank l.L.l,). rLi!

Making calls
I How comiorrable arc you spcakins Enslish on the
ConrpleL. thc qucstionnairc r{ith the verbs in thcbox

have keep lose ftisundefstand shout sound

phonc? Work rvith a partnef
in thc (orre.t form Ihen discuss.

ty want wFn

Lea rn Ing
Unit 2

objectives:

Can you remember a time when you ..

totally 

- 

what lomeone said on the phone?

Oh, yes

really 

- 

rud€ and unhelpfulbecause you were b!sy?
Oh, yes No

.onstanily .. . ...-. .. . . to ask the other person to rep€at what they said?

Oh, yes

just putting off a call because you didn't want to speak English?

Oh, yes No

actually at someone on the phone?

Oh, yes No

completely - track ofthe <onversation?

you could talk to the other
person face io fa<e?

Oh, yes No

pretending you were
out to avoid taking a call?

Oh. yes No

really to kill the pe6on (
on the other end ofthe phone?

Nlaknrg phone calls in a foreigD languase requires planning. Its espe.ially imponanr k)
know what to say right at thc bcgjnning ofthe.all.

2 r.tt t.isten to th. phon..all. Whydo€s rhe.allef get angry?

3 LtZ listcn to abctr.f vcrsion ofrhe sarne phone .all an{l .omplere ihc fdlowing

Marius Pot

4 r.tS I'low listcn to,DorhcL phonr call. ilhy.locs thc.allcrsoun.l so

5 r.14 Again,listen to a bcrtcr vcrsioD ofth. sihc phon..all and conrplctc the

--- :" '*'r:_."if:,:"i#:il1":I111,
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6 Al.rfoffh.lr\tislryornee.l.nrh.rhoncsjusrrs,iJlrnn,berofkcytror.lsuse.i
ni (lil+irent .oDrbir)r1 ors Work s'ith a partDcr Ilow nr,riy lelef|or. .xpressions (an
you .rake nr two minrLles !sjng oD. wor.L or phfis. fe)n) 1w. or nror. s..tions bel,x!
(e.g (:dn lhav. prr hutnt t)lds.?)? nrritc th.!i down.

Can

8ve

get

t

about i

r,,r llr you

!r tir I ttre hour

.a ing

!,r'hen he /shc be brck

7 You ovcrhcar r,,,llergu. sry rl,e ll)lloNinq things (ir I h. phonc. Whar quesrions d,)
you thinksh. Nasisk.(ll tlse some o f the telephone ext)r .ssi.ms you nad.ln 6

a Yes,Id like to sp..ik to llrkrt Krrsii. plerse

b \ts, its ]!,anr Nle(lre(l.vi
c iU E D V F: l) l, \'.\. \1.dv.dev..
d les. Can 1ou 1,st full h.r llana .allcd?

€ \'es, I'll tell hD is so.D is h. gcts ir.
f Of.ourr. Yourr.t.(r!e,ju.,befir.15 610il9 K\'1 olay?
g Sorrl,,s drar bcttcr?

h An,und rhree, I shol rl thlnk
i Ca. r'c llrlt. tlirl 1n(i l!)!rs?
j cerfa,nly Can you sLvc n\. youi numbcfl
k Sur.. nhen.rn I e\Uat to heir lrom )ou?
I Surc. lust i Din|rc llher. s my !en? Oka.!. g..rhe,rl

8 r.rs Li't"n 
"ud.h.{ 

k !our anssers.

Voicemail
I t.to t-irr". r,' 'i,
voi.eniail messag.s. lakc
notcs. Whi.h mers)ge js
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2 r.re t.irt"" .g""r ind.rnswer the qucstions.

M6sage I How mrny timcs did cheryl phone yesterdry?

M€ssag€ 2 h'hatt theeood ncws aboutphasc one?

Message 3 What did Zolrin trr.lude in hii report?

Message 4 When s'as the delivcrr?
Me3sage 5 When s{s th. cstinate duc?

Message 6 tvhat do you think is haptening!r thrcc tomorrow?

3 l.lo tt'" -"'".ges in 2 ontrin the foll(NiDg vcrbs

a phoncd, (rfe.ted, fded
b lranted, iinished, explain.d
c started, enrailed, includcd

d talked, despatchcd, delivered

e called, dlscussed, expected

f tried, waired, booked

'Ite 
"d 

cndings of,egu] i verbs jn the Past Sinplc.an be prcnoun.cd in thfee diflirent
s'ays: d , I or rcl . Listen to the nessagcs again. Whidr vcrbs take the r(1 .ndnrg? Why?
Prt thed in the third colL,mn ol thc.ha.t

Now put thc othcrverbs in the (ofre.t.olumn.

4 ft e f"lkrving messages w.r. reken by your se.fcr.lry Work with r pa I r ner Crn you
recreat.lhc original voi.em ails? The first on. has b..n done for you.ls nD.xamplc

Hi, it s Svetland. Listen, my fliqht's been delayed dnd it looks like |n going
to be late fur the neeting Can you start with item two on the agenda

andf join you as soon as I.dn? Thanks! See you latel

&.+la^a eafig

Ai41+ dda+ - Ia+.
laau+\.
g+aoi tny''. i+.$ 2

U ioi,. asq.

D
SeiJi (VagoP)

V orrio+io-lr goi'ag well -
deodbc{€d o.\ Frice A.tkro.ize
r+Z dircqrh+ o.\ 5O,@O w\its?

o
T*)
Sn t ih F€eti^4 ar tlQ
Co.{er€ce affa.€.e,.\+r
pro3resr? PB co.\+;r rpeoxtrs

B
UROEVT!

Veedr T(n-;h r€po.1 - +o-,orro",
pn b+es+l Call bad i{ Frobbr'\r.

D
UROEVTI

Jir (Expo ir DtrlrLih) Los.t mencl
J+ cl {o^ prese^+a+,o^! Ps eYdil '
Poret^Poin-f sides,uapl

D
Ka+e (Sea++le)

l-n{oT@ 4F\ir.4 qrr invoce {ot^
Q3 AC "a.io;+s"io cr€ck {qires
. reinvoce ;f r6cessar.J.

B
Ail(e

Har appo,nt6e,11 here trl
Ae€4) coffee?
1ah sen& his rgdr

l l7 Lisren n) the original voicemails and comparc thern with your answers
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Returning a call
1.18-1.19 Listef r. ttro lclephone ca s rnsrcr the qresr ,,rrs

Call 1
a \\'h,re an$!cfphoi..tr, $c listcnirg to,
b \rtrhrt doFs drc .aller h'.nt?
c l\rl the lines of thr etlnd.d m.ssajtc ni
| ' ] H"tlo. tt'" I' rott*o,n tr't".'r,,
I hrt ii Iou{l lik,r r,r l(v-"

fof.alnjg.I m afraL{1

aft.f th. toneand lllg.t br.k
Sylvia Nrighfs offrn.. lhi.kyou

r(i you as soor.,s T,.ir

Call 2
a \\jlio {lidni com. to th. .,eeting?

2 Sre|hJie Hugh.s
b Who docs lin Jr€,(1y kf.i!?

2 St.phanie Hugh.s
c l\rhat dldn t the v,s,n)6 ffolr the

I dre pfo.esrinll pl.rt

3 .h.pa.king.leprrlnr.rr

3 t,,nrtl,r,, Porrell

4 \l.lini. Lnddt

3 .1(rr,rlh)n lr.well
4 t\l,If ie BunE

4 lh. lf.cre, unrts

5 r tr.!e,,trtnnr

e \\'hat Nere thc lritisl, vnin,r h1rne.l rbo,,t?
f \!ouldthe pfodn.t th(1 ,rme toseebepopnlrr in )our.ountry? \{(r,l(lyou iryiL?

2 l'rt thcse lrregular vc,lx lrodi Call2 nlto 11,r I',,sr Si,ntle You ha!. 45 sf(nnlsl

d'1 m w:s int.rmpt.d.ltrnng the phone.all. C.upl.t. ja'hat h. s.Lnl 1o Sylv i

oc .oDre oo 9., g'vo

8o nave m€{ say sen.
spcak tak€ telt think

3 UnL ot Lhe irJk,wrng r\tr.Lt5
is ffo'n the phone.all
is Drcrect. Whi.h is

a S. who else d .oii,e? Can.
Stephanie Hughes?

b Sowho clse.an€? Di(l
Stephanie Hughes .onre?

l}'e
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Finding out
\\,,,1i,1 1lr,,r).r.ti.r.Ph(iii...,,l,,,tl,,Lrrofd.rrntii,l,,Lr':nf,,: ri,i.,!r.:r,rn1,,l,,.lt,r.u

. ,l ' l.,iqrn.ss i, r a.r fd, 1,

l,LlLtr{ f.LLft.nti.rl)rll,,r f,L lr1,,i.rrL.l..ld..!r1,.\Ll,t.(r.i,..trrtiL.ji.(.,11:, lji rk
or tl,t .,f,lu.tn !.uLlill,x.a r,, L,.L

ll, !,ri \ i,iLj tlj.rr .Jll ,jj 11,j., ,1 rr

,1. rou. i.,, Li,( , . f.rD. ,:. ri|,.trm. i!r.,t i ,'.
r',,.' i . jr. ' i iri:, .i. '

'h,.nLr,,:,.not..b.i.,inrli, r,\,,1 isrr.,,,.!,-rr,,.', \i[,'th.intr.!riorrLl,.,,L.il.(

Listen, I'm going to (cit?) on business in a coupte ot
weeks. lknowyou did some buslness there a white aso and tjust
wanted to ask you how it went.

a Whch atr ne/ iy wth?

d \r',/hat / Iood ike?

e Vr'hal,/ peop e ike?

f easy lo work wrth?

b How long / lak-A/ prepare?

c Ho\, big / audEnce?
d How long / speak for?

t use PowerPo n1?

g meet nqs go okay?

h anquage prob ems?

i chance / sae inlch / c ty?
j Wlrat,/ do,ieven ngs?

k Invite 'llre r lron're?

Listen, I'm giving a presentation at {a meeting?
a conterence?l in a couple of weeks. I know you hact to give a
presentation a while aga ancl I just wante.! to ask you how it went

g How many / visuals?

h telljokes?

i gve/handouts?

i take questions / lhe end?

k any d fficuli ones?

I How / deal with them?

Listen, t'm going for an interyiew at (company?),, a
couple of weeks. I know you had an interuiew with thetn a white ago
anc! I just wanted to ask you how it went.

3 A job interview

a How ong / interview / last?

b How many iniervrewers?

d say what / lookng iof

g trickesi qleslion?

h ask/ personal questions?

i have / do/a test?
j ask lhem /qlestions?
k Whai/ salary / rke?

I How inieresled / quailficalrons? | offer you /lob?
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O2 Making calls

Telephone expressions
ln business, phone.alls are ofren interrupted. Match
the difaculties and distractions (a i) to the appropriate
responses (1 9).

a A colleague wants you to sign something.

b Your coll€ague leaees a few seconds tater.

c l}lprps a lor ot norse right ourside youroft.p.
d Your boss wants a word with you - now!

e Someone else is trlngtocauyou.
t l}le caI€rgivesyou theirname it's unplonounceablel
g You think you misunderstood tbe information the other

personjust gave you.

h You gave the caller a lot of information very quickly.

i the other person just won't stop talkingl

"! rE c! o! e! t!
8! hE ifl

Look,I've Bot someone on the other line.

Anywa, I won't keep you any longer.

18 02 MAr(r{G CALLS

Past Simple
Vr use the Prst Sintle to tilk xbour.onrlncrcd p.st
cvcnn. Ntost vcrbs arc rcgulir,but thcrc lrc dhout 100
irnpormnt irregular verbs thrt rc !scinl n) lc.rn.

Ncgntivc

l

IIc
She didnt work.
It

1trcl

Spcllngchuges

I{c

Lr

Did
Didnt

I

ir

to be

1

IIc
She

It

Y*

l
He

k

I:

itl

'lt,ey lhcv

I Correct the conversation with the infoimation

A Phon€dEnnque about those 6gures?

B No. I wait aI moming, but he phoned not.
A TypicallAnd I suppose he didn t th€ report erther
g No. Did he went to the deeting yesterday?

A No, but I not expected him ro.

2 Write the Past Simple of the verbs b€low Why don r
the ve$s on the right follow the same spellingchanges
as the velbs on the left?

flop

plav

commit 

-

transmit



Time adverbs

3 Time adverbs help us to be mote specific about the past.

Complete this short ptesentation about the development of
a new produ.t with the time adverbs in the box

ago t)€fore duing for in oE

As you know, we 6rst 8ot the idea for the newpro.lu.t a

year (a) 

-, 

but (b) 

- 

we could go to
market wi$ ir, there was alotofwork to do
(c) 

- 

sjx months, the product was in development

at ou research ceDtre in Cambridge. We then rd tests

(dl - r Lhree-month pFnod (e) 
-that time, we also conducted inteMews with sone of our b€st

cutomers to 6nd out what they wuted flom the product
(f) 

- 

March we were nnally r€ady for the lauch

4 Complete the joke with the Past Simple of the verbs in

A busin€ssman (a) 

- 

(want) lo ntediew
applicants for the posilion of divisaonal managsr There
(b) 

- 

(b€) severalstrong candidates,
so he (c) 

- 

(d€cide) to devis€ a simple
t€st to s€l€ct ths most suitable percon for the pb.
He (d) 

- 

(esk) each applicant the simple
questioa, '!ryhat is two and two?'

The fnst applicant (e) 

- 

(b€) a

iournalist. He {0 

- 

(light) a cigarett€,

G) 

- 

Ghink) for a moment and then
(h) 

- 

(say) '22'.

The second applicant (i) 

- 

(have) a d€gree
in enginsedng. He 0 

- 

Gske) out his
calculator, (k) 

- 

(pr6s) a tew buttons and
(l) 

- 

(show) the answer to b€ b€tw€€n
3.999 and 4.001.

The n6xi applicanl (m) 

- 

(work) as a
coporat€ lawyer He (n) 

- 

(state) that
two and two (o) 

- 

(can) only be fou( atd
(p) 

- 

(prov€) it by ref€ting to the w€ll-
known case ol Gates v Monopolies Commission.

The last appljcant {q) 

- 

(turn) out to be an

accountant. The busin6ssman again (r)

(put) his queston, 'What is two and two?'

The accountant (s) 

- 

(get) uP from
his chair, (t) 

- 

(go) over lo the door,
(u) 

- 

(clos€) it. then (v) 

-

{come) back and (w) 

- 

(stt) down. Finally,

he (x) 

- 

(lean) across the d€sk and

6/) 

- 

(whisps4 in a low voice, 'How much
do you want it to be?'

5 Read the conversation and answer the quesrions.

AIne Who did you tell?

Eeigt Just Claire.

anne And who told you?

Ann€ And nobody else knows?

Benst Onlyyou.
Amo Well, ofcourse,I do.I told Stefan-

I Anne 2 Bengt 3 Claire 4 stefan

How did Bengt find out?

Who was the last to know?

I Anne 2 Bengt 3 Claile 4 Stefan

Read these t$/o questions and underline the subject

Who did you tell? Who told you?

Corre.t the six errors in these €onversations.

A'Ihey'ie movingus toa newof6.€.

B Who did say so?

A I}leboss.I spoke to him this mornlng

B Oh. So where saidhe we r€ moving to?

A well, I went to th€ inierview.

B And? What did happen?

A I gotthejobl
B What said I? I knew youd get it- Congralulationsl

A I spok€ to Amy at the meeting about ouf idea-

B And hat thought she?

A She liked it.
B Good. So who else did come to the meeting?

D

c

6

Phrase bank: Telephoning

I Look at the phrases below and decide who
probably said then:the caler or rhe personwho
received the call. Markthem C or R.lf you think it
could equallybe both,wrjte8. Ihe frrst one has been

a ]}is is lJohn White] f.om tNovaltisl. E

b about an invoice. !

c speak to Jane Green, please?[
d ck who's calling, please?!

I
e
n

i

k spelt $at (fo1n€), please?!
I holdon a moment, please?!
m read thatback to me? !
n ten me when she ll.4re n be back? [
o ask her to callmeback?!

2 Can /... ? r. pe' fe. rly polir". Whv do vou rh,-h
couldyou ... ? is beuer than Canyau ...?

take a nessage? !
get back toyou on that? n
leave it with you? E
call vouback (in a few
mrnutes / an hour)? fl

speak up, please? !
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It'hnthe rcs t ofa neeting
n h rh.d'le 

'aote 
neeb'gs,

it $ualf tit ah ttuubb.

Keeping track
I When you take part in mectings in English, it is easy ro lose tra.k of what pcoplc arc

saying. Who do yougenerallyfind thc hardest to understand?

mtive sp€ak€.s other non-n.tiv. speakere peopl€ who speak too fast

PeoPle with strong accents

2 Hcrc arc six simplc ways of ch..kingwbar someone hasjust said. Complctc thcrn wnh
thepairs ofwords in thc box.

.at h+slow follow+run m+go missed+say see+be undebtand + explain

a

I

jt aganr?

Sorry, I

didn'r that. Couldyou doin a bit?

don't . Could you whrl you near?
nol with you. Could you

Mike Murytry, business wnie.

llo$ do \ou enire thar
thc'ncctings!od itiend

3 Which of the phrases in 2 do you use when you:

l did"\ h*.? nL ]
2 didn t undelsr.nd? tlLLl ..
4 u't.h th" phrasal verbs (a .) n) their n,einings (1 3).

don'r un(lerstand dot withyou
explih wha! go ov.r again?

1o'r o i,l r, 'r rfr irl rhir lAa n

what you mean. Colld you

2 speak more slowly

3 examine, discuss

5 Can you reme'nber thc phrases in 2 when you need rhen? \^rork with a panner.
Tak€ turns to throwdicc and try to prcduce &e e$.t phrrses using the words

again?

a A the problen is nlDcy.
B Sotty, did you say?

A lhc problcn is horlcy.

don't{ollowyou don t quitcscc
run through hean - bit mor.

again? speci6c?

b A We have torcach a d€cision byncxtweck.
B Sorry, did you say?

B Oh,I see.

Learning objectives:
Unit 3
ausinsss commlnication
skalls( h..kltr! i.d,hr ryln!
1rr! rnd f$ftjiFluc..y
()LL.f yin! nrlornJ.on; ahrnng

ilNtnr,l5; ]\ bnrhn! n..iing
Vocabul.ry tsusn.s phrtrsrl

Grammar C..Urturvcs trid

b In codp.ny intediews

Sorry?
I h ncctings whcrc you nrc dis.ussing facts and ligures, saying'Sorry? or'l don t
undcrstand'is not alw:rys cnoulh. Sometimes ydu need to be more pre.isc. Look .t lhe
fo on'ingsho.r exui.ts froDr Neetings. Complcte the se.ond speakeis responscs with
the qucstionwords lrom thc box.

bow long how mu(h what wh€n where who
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EA
B

A

I
,A

I

B

^s.oo|qos
2 ! r.zo li"t"n to tt'e conversations in l and check your answers.

3 Work w:th a partner to practise clarifying specifrc points. You are going to read about
two famous sportswear (ompanies started by two brothers in the same town. speakerA
see page 127. Speak€rBsee page 139.

4 How m:ny cornparative and superlative expressions can you find in the articl€ you

iust r€:d?

5 With a partner, conplet€ the following quiz about comparative and superlative
expressions. The article you just read should help you with most of them.

[-'r

What! the opposit€ of'things got
better and bettef'?

. Things got 

- 

and

What are two other ways of saying
'the numberone brand of sports shoe'?

The wo d's 

- 

brand of

FrilnY

What do you call a company which is
bigger than all th€ othors sxcspt on6?

The--

What doyou calla company which is
more prolilable than all the olhers excepl two?

Ths--
_ company,

What's the opposite ot 'one of the
most profitable'?

One of the 

- 

pfotitable.

What's another way ol saying 'easily
the most succasstul'?

c A An upgrade will cost $3,000.
g Sorry, 

- 

did you say?

A ftr€e thousand dollars, at least.

B Oh, as much as that?

d A lldik6 Dudas spoke to me about it

B Sorry, 

- 

did you say?

A lldik6 Dudis from th€ Budapestoftce.
B Oh,yes, ofcourse.

What are two oth€r ways of saying
'much more than this'?

A more than this.

A morc
than thas.

What do you calla company which is
100% bigger than anothef

D19,

What do yo! calla companywhich is
50% smaller than another?

- - 

big.

What do you calla company which is
bigger than another by a factor of four?

- - 

Dgger.

What's another way of saying 'there
has nev6r b€€n a mors successlul company'?

It's the successful

the company is based in Taipei.

Sorry, 

- 

did you say?

InTaipei.

Oh, really?

Tte whole project night take 18

Sorry, did you say?

Eighteen months.

oh, as long as that?
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B

Didn't I say that?
I Peoplc sometines disagreeabout facts in m€etings. One wayofpolitcly querying
somethingis simply to repeat the part you think is wrongand ask a quesrion. Look ar the
examples on tbe left.

2 Work with a partner. Take turns to read out the following false information.
Query each other usingthe correct information in the box. ftre 6rst one has been
done for you as an example.

1997 Finland coogb rorean muic softwar€
Tatr Motore rhe Buri Kh.lifa tHffi
a I})e bigSest B€nelux country is Belgium.

Belgium? Don t you mean the Ncthetldnds?

b Hyundai is a well-known Japanese car manufacturer.
c China regained control ofHong Kong in 1998.

d Microsoft" is theworldls Ieading computer hardware manufac!utcr.
e Jaguar cars are owned by Ford''.
f America has more mobile phones perhousehold than any other country.
g MTV* is the biggest news chann€l in thc world.
h Yahoo^ is th€ most popular search engine in th€ world.
i the tallest skyscraper in the world is theTaipei 101.

3 Write down a aew falsebusiness (acts ofyourown. Read th€m out to the rest of
the.lass. Can they correct you?

4 ;e r.zt t i"t"n to 
"n 

extracr from a meetingand tick the sentences which are(orrect.

a 'Ihe me€ting is being held to discuss last month's sales 6gu*. I
b Overall, sales are up by 2.6?,. [ '
c Th€ best results are in Denmark and Norway. I
d 30,000 uDits have been sold in Scandinav'a- L-
e Last month was June. -l
f John Munroe is head of Northern Europe. -Jg Munroe is in Scotlandat the mornent. __j

5 3 r.zr Listen again and corr€ct the mistak$ in 4.

6 rh" rotto.i"g e'prcssions are used to query information you are Iess sure
'nrey were allin the conversation youjust listened to. Conplete th€n witb th€

mistake nght sund sule

. A.r€ you 

-?

b 'Ih€re must be some 

-.

c 'Ihat can't be 

-.

d 'Ibat doesn't 

- 

right to me.



7 Horvgood is your business gcnc ral knon4edge? Underllne the.orrc.t lnfofnution bclow

3appara Bank

Now work {irh r partn.f ro pracrisc queryidg infornrrion. Tal<c turns ro r.ad our youl
answers to fie quiz. Query;rDythingyou think is $rong.

8 Sometimes nhat pcoplc say in meetings .onlli.ts nith lrhat thcysaid carlicr.

A light out of ten nrenrbers ol strlllikcd thc proposal. So,90{, is a good result.
B Wait a minute. \incty pcr.cnt? I thought you said eighr out of t.n..
A Oh, ycah. Sorry, 80%, of.(rrse

Work hith a partner n) practlse pointing out discrcpancics. Speaker A see fage l:15
Speaker B see pige 140.

The briefing meeting
1.22 A ne/gers and icquisitions spe.iallst has been transfei/ed td lhe lbkyo ofacc of

his bank to work as fan (,f. project t€ad duringa tak.ovcrbid. He is atrerding hjs first
briefing meeting, bur $nrBs doD t 80 quitc as hc expe.ted ListeD and .oFplete Iis 

'btcs.Th€n check with a partncr.

4cryrs'r a6 - vr.)zc+ +eat^
. lt i, nt.,..: ):

(i)

l
iranr (.1

l|:ri i.n ,i ..,rl,,I!t I I

l

!.1.ri rr)

WORLD BUSINESS RECORDS
According to Forbes magazine, the
wor dl biggest public cornpany (lnc.

sales, prolits, assetsand marketvalue) i5

Erxon [4obil / Royal Dukh shell/

The wo/ds best-selling mobile phone

the iPhone / rhe Nokia r 100 /

Thewo/d3 ben-relling model of cat

the vw Beede / theToyola corolla /

Theworld3 oldest airline is
KLl\I / Edtish Akways /5ingapore

The worldl most popularwebsite is

Yo uTube / Fa c€book / Google

According to Brandz, the world s

argest brand equity database, the
world3 most valuable luxury brand is

Louis Vuitton / Gucci' / Canier

The wor d's oidest bank is
the Eanca 

^4onte 
d€i Pas(hi di Siena/

Sumitomo Mitsui/the Bank of
England

The single invention with the highest

the pe6onal comp0ter / the ele.trk
lightbulb/rhe.!tomobile
The world! biggest expo(er of

theuSA/lreland/lndia

The countfy with the highest tnde

France/Sweden/ Russia

The world s richest country in GDP

Qatar/ Liechten(ein / Switzerland

B€for€ n finallywent into liquidation
in 2006, Japanese architectural 6rm
Kongo Gumi was the world! oldert
family firm, having been in bosines! for
350 yea6 / 700 yea6 / 1,400 yea6

!,i4 ,r1]rtr ri.lr.(irlr4ij I
iilt c. ()

ti.4 .t a..:4 ta... ) h.t

t(.4 t.ur.i .- 
^..1. 

t ra1F^.:
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05 Keeping track

Business phrasal verbs
Complete each conversation with onc of the 6ve words in the box.
'Ihen natch the phrasal verbs in thc conversation to the verbs similar iD Dreaning.

a Theproject meeting

A Okrllrhat\ itcn nvo.l.etl. rrorc
B Noq jun hold

A Kim.Iin countn,g

B ilut this is lot dre tirne to be trkiuq

n, ite,n three: new projccrs.

Io! tu gcr us thc Zrri.h.onir/ct.

.tr.!tri

b I11e troubleshooting meeting

A Right. Flave you nlnaged to vrrt
B To be honest, rve harcdt rcally tiurd
A Wcl1. cin Iju( point

B Yes, I lniolv Weie (irfl ing

the tn)i)lenr {ith ,u computcsi
cxr.d1 trhrt ihr fn'blem is rtt.
thrr itis norv riTectdg everyone o! rhe inst door.

tests ,n thc slstcm row Gne us r couplc oihours.
.|sou =

C I}Ie unbn negotiation

A the quesrion is, s ill l,ou asee to crll
B r"oi ii rourc strll i)lxdnn,g ro l,\
A Iin iir thrr'.< r dc.isnD \r. trni tur
B Theo,I n sormrc rh,rllhar to hrcik

r llu.,ricr ol rhe N orkiorce. no.

d

- erJ ,.1:rcl

'lhe m.arketing meeting

A We retrlh mu* n\
I Our trice! drc finc.\V.rc t.!n)s n) build
A \ts,bur our orerberds hrrc sonc
B I knor; but that'. no reason to prr

r m.crnrg to dncu's our pricins srrireil\

m.rkcr sbxrc, Ott{). Proits can rrait

n(drly 20oa orer rhc list 18 nlrrths.

Iri.6. \\]c lljusi l,se (usronrcF.

e hebudget meering

(n\L ,if

A lir aiiaid rherrvc turncd

I llut\ bec,ruse group r

A We could surt by cuttnig

B Norv calm

rrrr rpplicttnr irr r bigger budqct.

,Urir. So rlhere irc wc supposcd to rrrtke cutsi

tlre rmount oftimc {r waste in rhese mectingsl

c!cr!l)odj, Wc ncr{l to he prN(ricrl.
,e(lu c = rtlrr rct( I Llcrersi =

Comparatives and superlatives

L or'l)n'rnr | \rt'r'l'rirr I Clas'ify the adJe.tive' bd.,w ar t}"e I 6.

i inpo|rtun 
'nore 

in,t\trt.,,,r
6 good betrer

high ] sad

global I thin
bad ] fat
wealthy I hte
easy ] efiective
rich ] felable

big !t'!!r:I
helpful

nn
trn
n
a]

What generalizarions can you make about one sy able,
two-syllablc and three syllablc adje.tives?
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2 Lt*'yo"r o'uu p".*,",1 e\p.rien..s ro.olnplete the

follos'ing scnt.n(.:s. Ifne.ess.ry, usc a di!Ln,nrry t(, hcll) Phrase bank: Checking understanding

I ook at th. phrascs Ir(l expressiors bclow
nihi.h do you use wlier you:

. undc,stooddif€rertl)?

. didn't un{lerstand?

you (hoos. thc rghl a.lle{:tivds.

a th.job Iv€g()t nowis a lot
pr, f," . , .,' , ' , rh- 'rh,r l'.r'd.i t' 1t...

cily,
Lu ' h r'

c 'lo be honesl,l don't really likc mrsi. l
pr.feisoniething. bit

d I'll neve/ f(,rg.i the vicw fron . It's cvcn
rl, rh- n" f, I

Sorry, I )

Could you jusr -

b
n, not (quil.) \rith !(r.
{lon't (!uitc) iolld\. t,r,.
.lo. r i9,rii.) sec \!hil tou

.xplail wliat yo! mcndl

b. (a bit) rro'e 5pc.ih.?
sa.v (a bit) nnne abo{t tlDl?

e

h I drive a thcsc days. li terms of

nor quitc as as peoPlc think.
I driDk thc building I'vc .v.r seer nrust
b. . llthcf that or , whi( h

\!rs 

'usr.* 
. but in:.lilf.rent tlay

lhc people in ar. som. (n the
I've ever.lol aprrl fron, the

, who are cvcn

3 Conplcte thc l,nl{ru ing h ! nrorous .rtjde with the

.onrpnfttivc rnd sul,erlati!e fxprcssioDs ir !heboxes.

aloi nore by farthelowest .ompared wnh
even wo6e liitlcsafer nuchbeti€r worlds hiShest

10'n,longer .s Iamous as a little more
signillcanllyhappicr twiceaslikely

shoul.ln t that be

I tlurght you arid

\\jhal! the.l{ect ofusing lhe rlotis,n brack.ts ( )?

I youle a man, th nk of becoming a woman. On averaqe

but its not rs
Qr I ve ever hid,

as thc I used

try notto breathe. The po ulion's (e) lhan
n [,4ex co Cily.

Don t get slck n EquatoralGuinea There's only one
docrorto every 70,000 patents and no anaesihetc. f
yoJ ndv- ro oe rll b^ 1 KLsdr ll I as /'l
death rate in lhe word. Only 3 1 peope perihousand dre

Become a chocoholic. Chocolaie |sn l good ioryo!. but
it releases chemica s n the brain thal make you
(j) And il's a medica facl thai happness

Become famous like Elv s, James Dean and John
Lennon People w bejleve you re a ve even aner you re
dead. Even fyou caf1be (k) Marilyn
N.4onroe or Kurl Cobain, you can be 0
careful lhan they were. Don l acl crazyl You wonl aclually
ve onger lt willlust seem like itl

How to live forever:

Don l live in ceand.Wth ongdarkwinters, sub_zero
temperatures and aclive vocanos. ii has the
(a) suicide rale. t!4ove to Palm Beach,

Floida, wherc yo! have a (b) chance oI
hv.g obao!e' 00 1e !e dsroflie 'FqidFnls

Don i go to Johannesburg. lt's the murder cap talof the
world. Slatislically, its (c)

Sao Paulo or New York. Milan's a (d)

(0
womal sLay srnoLe. Cri-F ligu'e" siow wo-en are

to be killed by iher parlnerthan anyone

annua yi €J 11 2 in Britarn.
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04t,".'*
Learning objectives:
Unit 4
P.opr 5i r !ff.(ivclBtening
te.hn,qu.s; Flucn.y: AdiYs

Readn'tj A{kl. ibour efiediva

Listei r! Pbblcrati. and
.onnrudiv..oivenrtion!

I Have you hadbosses like the CEO in the c:rtoon?
Who s the lest listener you know?

2 Complete the following senten.es and share views with

n When someone is lalking,I think its rud€ to...
b One thingI find really irrjtating when lln speakingt{r

. If I m bored ida neeting,l often 6nd nyself...
d Wheo people just wont get to the point, then it s okay

3 Read the article and answer the quesuons.

In what.ontext are the followi.g statistics mentloned?
Do any ofthem surprise you?

''H€ s a good listeh€r but o,ly to
thc aound of nis omvoice,"

2:180% 4 5 700wpo y, v. 25Vr $50,000 $14,000

lo, but they
30 00€a
tnr6 ln th€

bad.rtfiip
It nN|nrgers do

4 ,t' t zsls agroup,lisren to extra.ts from three conversations (a c)anddiscus
what's goingwrong. Summarize the main problem in each conversation.

Extract a

Extract b

Extract c
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5 one way of maling sure you're a good listener is to employ the L.l S T.E.N. met}lod.
witla parrner, match theguidelines (a O towbatyou n€edto do (1 6).

b Inquire

d Test understanding

aftentiol'
t N€utralize your om attitud€s 6 maLe polite noises, show support, repeat

keywords

6 t l.2a-1.27 No- listen to extracts from four more constru.trve convelsatrons
What's the main topic ofconveisation and which ofthe six listening skills in 5
is tbe listener using?

Exfact 1 Topic:

ski[:
Extract 2 Topi(:

skill:
Extract 3 Topic:

ski :

Exttact 4 Topic:

7 E t .zt r .zt c^n you iemember in which extracts in 6 you heard the following?
Listen again if you need to.

1 seek further information, prob€ with questions

2 resist the temptation to judge or criticize too soon

3 .larify any points which are unclear to you

4 establish eye contact, adopt an open, alert posture

5 paraphrase regularly to show you re paying

Uh huh, go on.

Really?

Oh, lhatt interesting.

tught, I mwirhyou. Cood point.
Hmm, nice idea. I lik€ it.
Exlractl

How is that going to affect...?
But wouldn't that mean...?

Why do you say tha|?

Do you have figures for that?

Okay, fine. Jusr one question...
Extract:-

So what you re saing is...
It sounds like you think...

Okat so thewayyou see it is...
So, for you, it's a question of...
Extract: 

-what do you mean by..-?

Sort l'm not quite with you.

How do you mean exactly?

Extraclr-

8 Work with a partneL Each read out one of the meeting extacts below slowly and
cleafly.lhe other should list€n and folow the iDstructions inbnckets. Spend a few
minutes preparing yout questions and answerc before you start. Some of the €xplessions
in 7 rnight be h€lpful.

a okay, well, in ny opinion, our sales team is badly und€rperforming (./a/it). I think we

definitely ne€d to introduce some kind of in.entive s(hene (pn.o!rage)- We must also

do som€thing about poor performers (.lalit). At the sarne time, we have to build team
spiit (eneowage).l'm .oncerned that theret curr€ntly too litde .ommunication and
collaboration between tean members (sunmarize and ask one o/ two futther questions).

b Okay, this is just an idea, but why don't we do more to celebnte successes amongst
our sales staff (.ldrit)?'Ihis wouldbe agreatwayto reinforce theidea that we're a

winningteam (en.orrase). Perhaps we could also develop a mentoring system (clarit).
If iunior staff codd turn to mor€ €xpeneDced team members for advice, I lhink it
would improve overall performance and boost norale Gn otdqe). ln fe.t, maybe

mentors couldgetabonus bas€d on the peformance ofthepeople they're m€ntoring
(summdrize and ask one or two fwthet qtustions).

9 Work with a partner to pEctise your active listening skius. Both speakers s€e page 127.
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MANAGEMENT
SCENARIO

a Tre autobrographer

The networking event

1 |loi{ lnforniaton Sysrcms (|I5) rs a Lond(iir l).r*,(l orlany r},ir ,l.signs .,,(l sers
up .omputcr nerwo/ls .1nd databascs for small rrrd Inedi,,n sired fi.ris. AIror \resa rs

thc s.rlcs nrorger,rL flS.rrd hc! about to art.f(l l)is li,sr bre.lf.n,,el!r,r'kinserenti.
l.(nrdon Rcad thc c!.nr:r neb page and ansNer (l). quL'stions.

a Where trnd when i\ rl,f rvent b.nrg h.ld'l
b l{har do yon rhn,k clO in.l \1lS stand f.r?
c llhar s rhe ev€nr sll\cddc?
d llh.rts the d.dn.Ltod wcbsitc for?

SMALL BUSINESS NETWORKING EVENT
Help your IT business grow

A free networking work\hop lo help 5mdll buriness owners grow

Monday 27|'June - 0XO2 Events Space tevelTwo
oXOTowerWharI-South Bank London 5E1 9PH

0f 27 JL r! rrr: l ll l. ll.r.. lJI. Hctc ' ill (l, Aa a. r]ore lr,r( L,i 10

tf. :rnl eLJi i.:: Nrr.,cfk rr F!€.r ir L or(or. i i..rl. OXO Trf.cr. Arl-ia,r't
5lrort<et,o:e ai.L,(: Ba!.i lrlrraq..r.r t lrlc f.i.fS!itilr; !\ir n.
'. .r.r b! i .r.L.rr rt lfia<lan as t!r. r.r r n r. .r'r.l . rirf j.rii li iir.!j
or..'s, L I .l -..1.) \.r r l,'ll: pf.! re'i f r' i .!.f E!fop.. A rc.lcirlcd
f/e,rs le !r r. rrl t-. nltt, tlre elerrt t. -" tr yoLr <..r r i.r. r r ja r lrf() .rl
yor | .e{ brs r.ss lr aL o i(lrip!... Imor€]

2lloNuscfuldoyotrtIinkthcseelents.,e?llivcyou.r.crattcn.lcdarnn'lar.v.nt?
lf so, drd you nakc iny us.ful .oni:.ts?

3l,lrt.hthenerwork.frypcs(ad)torheD(lei(riptioD!(1 4).llavcyoumctinyonc

'thisp.rsoniskihrLsytellingyourll,rln)\Ll th.mself ind
&en.onprny, thry ba,elv have t;n€ r,) rsk,rl!,ur y.u rn(l

nls pe*on rrlks busin.ss from rhe monnrr you,neer
rndgi\.cs )ou thtif busmess.ardb.for! rou vc clen
irtrodu.ed yorrs.ll
thjs person se.rri v.igu.lf jntcr.stcd in (hnt lou havc
to offcr, bu s.lerdy not s eriorsly .ors id0finf doing

'lhispe,$)n irtftxluccsyoD to sonlFone ol,babll'a time
raster), rnd thcn le.ves youi'ith theD nhilst theygo and
ralk ro son,eonc.l5.

Learning objectives:
Manage m e nt
Scenario A
Busine$ communication

Rrlf, i,r . i, ".{.i r! r:<,.k:n:.
Ftr.nrr .\ rf(,,ork:nr' r'.n:
Reading l\lrrr:r rhr mxt.r
hLriirjr r.:$f r(jtri, r'.nt!
b In company in action
Ar rrr n, trfl i!erc.
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'" llTlill El 4 Nowwar.h video 
^r 

to se€ Anton n.tworkins er the event and put the tvp.s ol
oeoolehe mccrs in thc orderhe nrccts tbem How welldo€s hc deal with thcm well (O),

ol<ay (O) oL badly (@)?

:, o e @
Ll oo@noe6

5 Olscuss these questions ('ith a partncr.

a What can you renredberabout each of the people Anton spoke to at thc cvent?

b How might he improvehis networkjng skills?

6 Rcad lhe.rti.le on business neiworking events and .onrplele lhe comm.nts on the

righ t. 'lhen .ompare with a pattnet.

networking
events

Rule numbcrso: l{ve sinr.gics lor

cndi',9 !rprodu(ti\t.onyentrions-
l.ron rin)e to imc, we allqc' {uck in

conversxiidrs rhl rrc going no$hcic. Ii\
ru,le to ulL1cn1l'st,p, t'ur doni fall intr
rhe polircnc$ urt rrd .,is\ rhf opponuniil
o talk rc oth{s. i)repare a ({Ple ofgd)d
cxcurcs ri,r"h' *rr ha.c o nm'e on. lf
yotrie {rddhg ific crcnt sirh !.ollsguc,
rgree a rvry ro sign.rl ro each orhcr "lcn

Rule nunrbcr drrcc, Find out wlut you

crn do l;r othe6. h{ead ol lo(sinsotr
what othcr poplc lr r}c crcrr.in do htr

you whicl mry n,tkc lou ncrrous rnd

ov*ly rnxious to rio busincss !!kt I.reilct
cntrcptn.ur Guv KlwNkii rdli.e,nd rr)'

lbclsi.gon \rtrt you.an do fi,r th€d lbh
*illborh rcluvot rnd encotQse vou n:

lisrcn,.s wellas n,ilc ),ou nrore PoPuldd

Rule runrbcr four: Kccp ir shon and

rrange rc oect €rin. tloni dtag our thc

co.lcalion too knrS:,vou both {2't rc

Deet orhcr pcopl. ii the.vc.t E$rblidr the

b$n ior r.lki.g busincs now lrd ar.ngt

Workwith a parher t{r pra.tise networking. l\rn lo pigc 128.

Nowevaluate your perforlnance using the feedback form on page 127'

Making
the most
ofbusiness

I think the arti(lc makes

attitudd lo smalltalk is

For m. person.lly, tle
most importinr pleces

But Ii! not sure I aglee

with the point about

Next lime I network
with poiential busincss

.ontacts, l'll defhitely

'" llTsiil b, 7 Now w,r.h vi.leo A2 to scc Anton having more suc.€ss makins a uscful business

contact. Whkh of the advice in ihe arti(lc in 6 has he rrken?

8

9

From Small Thlk

'"BigThlk
Ttr rhe'e d.yr of rori,l mcJia, vou

I'niehr think thar mrking pcrsonal

contad is much lcss inrPortanl than

ir uscd to be. HaNa.d business

professor, Al Roth, disagrees and

has shown rhrt even tht shortcst

conversation before dis.ussing a deal

vill nrake porctrtial business Parrneis
six or socn tiNes morc likelv to

co-opeate. Here, rhen, are the rules

Rule nunber one Sun with snull
t lk. ID some culrures, bnrnress Peod!
thhk smalltalk is nor as in,foihnr
a5. r.xlbuincrs conv*srtion Bui rs

conounicarion spdi.list t)ebrr Iinc
reninds us, r'irhour sNlltlk, y,rr mrely

g€t o rhe reil dDve6dnrn . 'Ilc se(rc'

tr to rroid borirgsmrllialk drc rcnu.,

the {c!fier rnd lrv io fird somcrhing

p€Nnrrl rnd positnc ro My 
'o 

drc fcoPle

_vou n,cer. It.ould ios b( t..on, in,cn'

rh.nr on o nen, ofclorhing Bur, if
Iou'( donc youl ho.rcwork, you nright

b€ rbl. ro sal nn!.thnlg n!trc PcsonJ or

busnrcsjehtcd. Enher *rI ) ou vc nrited
a convcsation rrd !rc rceiv to alk
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nE-r - r *,lsinesstravglvv vu

Iherca,iotn &to st
alJo non air?b"ejoumers.
A n! thi" g r dtto*ab le nu st
be db6rtua!, 

'o tou d.fhe a
gndiiSht br negatitues: wu
didnl get hdaca.n, tot didnl
.rath, jou didnlbtuMp,
ttol lotat tat ,!au @q.nl
hauseated br thefoon.

Paul Tl'eoux. tavel witer

Ilaveyouhrdany
'renarkablc' .i rplrnc

Learning objectives:
Unit 5
Alsiness contnunication
skillr Expr.ssinS t es rnd

.n lusinesi l\'likrng polile
rcqu.ns and rrtuiri.s; Fluri(t:
Deiling kith rivcl siturtions
lds.r fy,ne siSns,x Ff irt\li.f
lmornan En8il+i Rolrphy

Reading Ainl(, t.on n.,r{a.t
:hrrr !Pdtle rvlr. Itv. n rir,

listening RusiD*s rrrvet
.onv..sations Short cx.hinscs

Englishi Convoharions rt rhc

Vo.abulary Buslness ripr
Grammar P.lnf qLe*nD tnnx
Phrase bank Busnres rrivpl

I Do yo" e"er travel on business? If not, would you likc to?

2 Conbine one word from ea.h section to hake at least ten sentences. Start by making
.ollocations from.olumns 3 and 4. Add yolr own jdeas, ifyou ljl<e.

don't like

can't stand

gellrng

osng

the endless

flght

rneet ng

tght
mrs9ng

fnd ng out

strange

language

jet

nterestrng people

problerns

larns

tag

my uggage

n ghts

tost

my ramry

aboot d fferent cultures

lorergn p aces

oerays

enJoy

getirng away from

tralfc
favrng

berng away lrom
vrstrnS

Look at these ways ofemphasizing your opinions.

What I feally like is hnding aut about diffetent cuttures.
What I hate most is being awdy fton ny fanily.
The thing I love most is visiting fareign pla.es.
me best rti',g fot me ie getting aut af the offr.e far d few days
Ihe uors. thing for me i, fliuht delays.

Work in groups.'IeU orher people jn the groupwhat
you like and dislike mosr abouftr,velting.



On the move
1 t ze Listen t. 16 't.,i.on\er\r|ons i ,,l$ns
prople tl:vcilurg rn Lusur.si w'h.rcu.rhe spcrl..rs?
Wfite t|e runlr.rs ()f th..on!.'sations,rirdcrthc ((irrc.t

Ir thc ta\l Ar .he.k nl

l- lrl
l)" ,h" pl.- r\i iustos

AmE llfr. BrE .tL I L ,

AmE,rr,.l r,t.i BrD

l\,4ix (a) .- and . lf I am going
someplace nice, ltryto bring my wife.

Use hoteltrme wisely. Wor\ oul. Walch {b)

tl^at your panner wrll lever want to watch, Asl for a ,rice

Stay away from amateur (c) whenever
possible, especially in .. and on planes,

The most important (d) l've learned
is to beZen when travelling. Whenever there is a

t helps io be almoslemolionless.

Avoid le)- whenever possible-take direcl

2 Nol r,rr.h thc !,,.flon L,rltirnings (., l,l t{, rh. .,,.Lings (l 81. lh.I1r.re ill ,n thc
r,),'rersatn,ns Io! jusl lnrencd to

a coul(] I I s'l,ir tin. y,iu stop !,, lnrg d!),,er?
b cr d you 2 lrrvc your r,rm nunrher, plcasr?

c \\buld )(n, r.ind 3 snrt.h offf,trrr lapbl) no\i. pl..,\e, sir?

d c:n tou r.ll nF 4 )r.r snokirg, tleas./
e \4oul{1v.tr plcase 5 to oper lour luggage, plcasc, .ir{lan?
f could I isk \'ou 6 t'turn l() y,trr sears'

g Do ),,n, tl)ink 1..r la hav. 7 s.Dd e lx lron?
h lsthere{.nrcwh.r.l(.uld 8 rn alarm c.rll rt half prsr six r,)frorroh' n,,nlng?

3 \\ihi.h qu.stior b.luniigs ir ? could uo b.fore rh. follor!,iB et.lrn$l
. l,l,r.ou' yo trf m.b l.? . whi.h tcnni,trL I Def{l-?

. bu) soni. srrmps? r lrndDg nr w,me nrficI until I Inrd a .ishPontl?

. hurr)'o, l'llmissi)i) flanc, . l,) !!ait oulsill€ lo.1i!. nrirut.s)

Travel tips
I tlru.. l(lg:nisthfchOollirrn.rker'lhinkin!1,,(.rherLrlho.of[/!]rr,!r}, lir/rrrf

t',i1,iaddrjie\penen..dburi rss rrar.ellef aomplct.histfr\el nf:nith rh.pri*r)t

bLLsin.ss r tl.nsure drildr.r , l)rsslngeb .onn€.tion! I {l,ghls evennrS * dcsti.iliin
mrEazines . ff$sp.prts mori.s r vn\ i reiPts + (ifds lhirg ' Problem
tlav€lle6 + ln$ Nrr.r + bags ,tork t rlanf

I L-l

LI L

Itry not io do serious'(0
concentration on the 

-,

about half as elfecfive as norma.

For USAto Europe, leave in lhe (g)

whenever possible, sleep on the plane, wake 
'rp 

in the
mornrng at your

Bring eaplugs in case of (h) 
- 

. Give very
cold vibes lo talkative

D nk tons of{i) . Packvery light. Never

Use plane lime wisely. Sle€p. read, sorl [)
and business 

-.Use airport lime wisely. Stretch, walk, read
(k) and while you re waiting-
Make phone calls.

2 Discuss lLrLgans t rel ti]rs I'ith apaftnef Do !oushar.hi\rtt,:ud.s?

The nightmare journey
ll|tr \Lell do I.tr Lope 1,r busin.ss LfiPs? \vr' k r:ith .r pr!rnel r0 sort out r seI ies r)l

t,,,bl.m. 5r)o,ker A sc. pa!.1ill) ste:ker B s.c Pirl( 135
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Transatlantic crossing
I lfyour company askerl you to relocate to Britain or theUnited States, which would

2 Look at the article below What do you think thc ritle means? Read the lirst paragraph

3 Now read the arriclc and think about rhc questio ns below Ihen discLrss them with

4 Try r' ' s,e*. rhe m".nrng" ol the words rnd pypr(\\ 
^-. in bold ln'm I hpir (onrpxl

ot the world s financial cenires combined. The
boom in financiai services attracted advertising
agencies, accounling firms and managemenl
consultancresio both cities. Then came hotel
and reslaurant businesses, architeciure and
design, realestate and conslruction, air
travel, touisn and olherservice industries.

Trevor Beatte, the London-based crealive
director ol ad agency TBWA Woddwide,
says, New York and London are both so
tr€ndy and so modern now in terms of
fashion, ad, photography, music.' 'We
dream about each other's cities,'says
JoelKassin, a New Zealanderwho atier
25 years ir London boughl a penthouse
on New York's Fifth Avonue. 'lf you're in
New York, your dream is London and if
You?e in London, your dream is

a ls business class really that much bener than econorM
b Would vou like Bon Kastnels life?
c Oo vou have a favoudte airlin€?
d Do New York and London shafe a cuhur6? Or even a tanguage?
e What oth€r financial centres could ev€ntuattv ov€rtake London

f What are the olher boom induslrjes thgse ctays?

9 Which two cities would you like to hav€ homes in?

ROn KOStnef i" a ctassic New yorker: nrst
ofl the plane, first out of the airport. Carrying a singte
small bag, he walks straight thrcugh imoigration and
cusloms. He doesn t look ,ihe hes spent sr)\ hours in
the air (bus ness class will do that to vou). He owns
an apartment in the East Viltage in Manhatran, but
tonight London is home: a tlat in Betglavia, Lonoon s
weafthiest neiohbourhood. Kastner is a resident of
a place called NY-Lon, a singte city inconvenienfly
s€parated by an ocean. He fties betwe€n the two
cjties up io five times a month- David Easlnan tives
there too. A Londonerwho ls aVP al Agency.com in
New York, he travels the JFK-Heathrow route so ofien
hes on a tiJstnam€ basis wirh the Virg,n Atannc
business class cabin crew-

As drfferent as New Yolk and london are, a growing
number ol p€ople are living, working and ptaying
in the two cites as if they werc one. The cities are
drawn togelh6r by a shared language and cuttu.e,
but mostly by money - more of which ftows throuoh
Wall Street and the Cty each dav tl-ar a,rhe rest

l.



!

I.0i .'

.,1;l.:,:.ii,:

Where in the world?
I Irlcrr,.,,L:lJ:bf,,nrlsln!.li.f5ei,Ll,1(,11.{l|,t)lh,f(,r rli.if:rL in\.r1 \tr k

h.,h !,r L(,ri,1,,,, 11.','n ' i Lrf . ,, \r r,) ai( r,

a \1,it.t lri,rj l .r.rll j Ofrn \l,in thr.L li:,
b ,r..r,.rr t) \ k lhrkrri't ,,r

I

d U.sr ffr:Lj.r m a:r tr , Jull

e Ihlergr,,rrnrl n clicri \rl
i I !r(,,11 ,r !'.1€f o IIL:.| .r,'lr

I ais strrr,, , p Lol,n,, , ,'l,r.s l.il'
h \1.1.r$rr,5crrinr! LlrLjj q SLrbtr.r!

l\)u.JrlrrLj::rr..lL r LfoL..!.

I 29 .rsler r,, r|. f.(o,,1 rrg \\ r.r,' rio th. ir,!!-"rs:rl rDr tak. IL.r(.)
l1r,,n, th. nL,,,i!.fs i,, rl,e bor..
.L,.dor
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In arrivals
I r.:o-r.:: Lisrcn to four conversations in whicli pcople Feet at the airporr nn.]
answer rhc qucstions.

Conversation 2 Conv€rsation 3 Conversataon 4

Have the speakers
met before?

What topics do
they discuss? F
What plans do
they make?

2 conpletc the following table witl onc wordrn ea(h g.p. AIL the expressions wcrc in
the conveFations youjust listencd to.

.-qwa]!!! 19!19
be hred alter your

ong fl ght.

. . il thals

I hope ihat's

Hc

l-
.,. wtrn you.

j" 
"p"be"t

/hr me take lhose lor you

rne lrelp yoLr w th loLr b.gs
Susan

[4art n

(a) her love

n s regaros.

We

(() 

- 
-

rto the Savoy.

a table lor 1.30.

LLrcliy, lmanaged lo
pane.

IthoLght we could (h) sorne lunch.

So
Now et's see f r,!e

So lid p'oFcnl o Vr F L

Thanks for cornrng to

'd ike yo! to craham Banks

Pleased to you

So rs bLsness?

So was your flight?

(e)
upgraded

a taxrwad ng oltsrde.

3 nro roa 
"y" ".tong-taulnishr 

ni8hr. l{ork h'ith a p:rrner ro fra.rise meering.
colleaguc offthe red eye jn NewYork. SpcakcrA see page 136. Speaker B see pase 138.



05 Business travel

Business trips
'Drink about thebusiness tiipsyou'vebeen onin the past lhe ev€nrs b€low are listed in the

order they usuallyhappen. Complete th€m with the woYds in theboxes

checL-in &stination fli8ht loEge
liwie pLDe shoPleg slaP th. .nPort

a conirrn your

b take a tdi to

c queue aL 

--
d do some .-
e wait in the deParture-
f board the 

-

g watch an in flighr 

-

h trytoget some

i arrive alyour

arne.l arriv.L bigs codrol cultoE!
hotel ltiht l'a6. Futbrngs

i go throryhpasspott-
k collectyour-
I go through 

-

m rle met rn-
n get stu.km 

-

o check into your-
P unpack-
q go out fot 

-

r g€t an €ely-

Polite question forms
Whcn rou makc enqriries nnd requcsrs folite questnn lorms ind indirc't qucsthns xre

or!' I r{(.,1r'1 r:rrf h r' r.D(r'tr('.'r d J:r( -'l ! i"{"

Inrp(rrrivc/rlirc.r qucrrion I'olirr quc.rion tbrm/in.l'rect que\tn,n

Wu vn AnP n. uirh h\ bdgll

Wa li ).1nn h.hiltgt,.'xilh rybr{!/

e Check these ngures againl

could you tell
g What's the dialling code fof Greece?

h You'll have to work overtime this elening

tl:l vtt ":vtt: l:t:t!t+!!t!1!!!L!iL! ' :j!- ,
wt-): .1. Jlt\^t ,.1.,, 1 tt1,ut\' l,..a1tL t:t Ia t // rtttlt^th'tl lttdyx:

L)t,t, hdbr to la"; -ht the lliKhr ^,|./ar '1"
- _- ' ';C.,,i"t..," 1/'.r,- ' (qr(' i t:a tl P ttc ^t"Jo '

D' rtu n' 1 ifl olt" tht u"'ta('
Wb l wr ftind il I a!.,.1 tb. uindau?

tti$,", iit,i1t'g't 1,,,r, "") coutJ yt htlV ne dttt n1b.ag't

I You've just got a new boss Your old boss was rude and a nightmare to work for'

Fortunateit y;rnewboss is much nicer' Lookat some ofthe things vour oldbossused

ro ,av to vo' i"lo- a.d .hange them into what vour new boss would probablv sav using a

polite question form. ftrink.alefullv about word order and gramnar

a Coffeel

b Remember lo use the spell check in futurel f Howdo€s this damn (omputer wotk?

c lwant a woYdwith You In Pdvatel
Could

d Where do t plug rhismobile in?
Do you think I could ask
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2 wtre" you'- r"st'i.g 
"roun.l 

on business, it's easy to sound more aggressive than you mean to. Use polit€ question
forms orindirect questions to malG rhese enquiries and requests sound nore polite.
a I want a windowseat. f Lend me your mobilel

b Help me with mybagsl g I need to re.harge my laptop somewhere.

c Wheret a cashpoint? n You l'l^rve ro givp me I h,ee sepdrure 
'eleipr<

d Change this X20 notel

e Don rdive so fastl j How{aris it to the aitport?

Phrase bank: Eusiness travel
Complete the followinS expressions with thewotds and phrases in the box
Cenyou Could I Coutd you tett ne How lerme
Okay, tI We'vebooked What time do youDstbe

In arrivalt

ln tle taxi

At th€ hot€l

tired afteryour long flight.

was your flight?

help you with your bags.

see ifl can get us a taxi.

you into the Hyatt.
a table for 8.30.

you onro a larer rerurn flight.

drop you offar you/ hotel6rct.
pickyou up at eighr, shall I?

drop me on thc cornerofNew Stect?
give me a receipt, please?

change sone money, please?
have an alalm call at seven?

havebleakfast sent to tny room?

you start serving bfeakfast?
you stop serving dinner?
I need to be out of my.oom?

how I gct Wi Fiin my room?
how I can get a line out?
if there s a bank nearhere?

E-
waiting for me.

- J Ms Suzuki.

--)
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06
lh. redson rch?utcr\.an
ta uot @ork than f*oPh 

^tbat oatprtm ieslr hdxt ta

I

b

Handling calls
Work in groups and discuss th. questions

What pe(.ntage ofyour tnrr at work do you sfend on the phon.1

How mrny ofthe.alk you nakc and re.eive arc esseDtial?

Canyou not answe/ rhc phone? Whcn you answcr,,s,t:
. outof.uriosity it might be somc goodnews for r.hange?
. ('ilh a sich ofrelief it Drust be less boring thin whatevcryou re doing?

. bccruse you'rc so in.lispcns)ble, no one else is.apable oFdealiDg with it?

. for(c oihtrbit ilr. phone rings, you pick it up?

. b€.aus. ifyou don t, no oDe else will?

. forfear ofwhat night hJppen toyou ifyou doD't?

Rcad the statistics belor'. Wlrarpoints are thcy makingabout pbon. calls at work?

Do 1ur plctcrto rnake

phonr trlls alvork or
2

Learning objectaves: 
I

Unit 6
Susiness communication
skills LrL. tr-n,svorr nru,l.
ro uiing t|l r.leph.trP: \l.rking
prl,ic t.l.|l'o.r rque5rs uue
ii d Inrl,il.r .?;U,rk'ng
ielednrLr .ipro3sions qirh I'iri
Rol.ph) l).rLingrrirh !trotr's

Reading M,,' rexis ir !ph...

VocabularY r)llrr lril
Gr.mmar , 11

Phrase banl I L" " f, d5 j

Jr)(e,-crnsmc.ERh\''f According to an anrcle in ihe
Assoc]atcd Press, aD increasing
nun$er 0f the worl.t s 2.5
mrllionBlacklrerry owners
arc so useo to mcessanr
calls they report fceling
'phantom vDrations even
when they don i have their
snrartphones on thcm.
Compulsrve te:ting has
also given rhem a medrcal
colrditron kno n as
'Blackberry ttLumb

Accor.hng to a survey
by markeiing and neclra
consultancy BBDO. 159/" oi
ccllphonc users are so addrciod
!o rhet mobrles they are
prepared to interrupt anylhing
to answer rheDl People can t
bear to miss a call,'says
Chnstine Hannis. head

for BBDO Europe.

be somelhi g really

Til e managemcnl consultancy Prrorlty
Management lourri that 55% of all calls
received by axec'rl'ves are less rmpolmnt
lhan the work they j terrupt and 21'l.
aro a complete wasto of tine To test
rhis theory. the Nolrhweslcln Mutual
LLf e Assur.rxce ComDanv.lccided t.r

i#iY:ij"#:i:J:ir,fi 
e':" I
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3 Conplete the sentcnces wirh rhe pairs of words h rhe box

busy + iing disturbed + hold expeding + pick up important + leave out + divert
po$ible + answer real + unplug

d

f
g

, ljust let th. phone

IJ l don t want to b. ,I tdll myse.rctary t(r all n,y calls

If , I try to th. pho.e bcfore the fourth rina
If lin a .allftom the boss, I rlie phone imhedia|tly.
lfl\n nr rhe middl. of n,m.tbing , I lct thed rvoicemail
lf I m havinga c)isis, I the damn thing
lf I m going to be ofrhc ofii.e,l my.alls.

4 Ilow maDy of the datcments in 3 are hre foryou? Compirc (,ith : parrner.

Asking politely
I l)se the words and phrases in rhe box ro make sevcn useful expressions h,hi.h

can Sota ninute got tihe not too busy notroonlch trouble possibte would

b

d

t

2 Oi;d"th" t"*t i.t,' rz rhings someone nighr phone to ask you to do.
Allthe fequests srarr wirh Coul.l y.r...?
Could you ...?

emailmcmyfl ightdcrailsletmehavea.opyof rherepof tSen)nt(Dursupplicrger
ba.ktom.withinthchourtakeaqui.klookatthepropos:larrangeforsomebo<ty
romeettheniatth€stationsetup.rheetingwirhrh.hcadsofdeparnnentsend
!heira..ountsdcpartrheDtareminderfunrcanappointnentbooktheconference
roomforthreefaxthetrguresrhroughrom.organizear(^rof rhcptrnrfo/sonevisi!(xs

3 W"rL."th r po.t.*.l,,takc and anseer poLire retcphonc r.qucsts using thc t.nguagc
fron l and 2 above. SpeakerA sec page 130. Speaker B seepigc 136.

-{ +2

VfrT ti

'|r\1,1

ix
s.

qs.- 06 {AXDLI G

\ .a
{\.

CALIS

li



Call 1

CalL 2

Call3
Call4

Unexpected phone calls
1 r.s+l.:z Listcn to folrt tclcDhone calls and nrat.b then to lheir des.riplioDs

a Thc caller is kcplwriting
b A business .(t1ta.t.nlls lo rsk a favour'

c A salcs.xecotive calls !!ith a quote

d 'ftere is a.omtunnratron brcal<down

l-34-1.37 l,istcn again.nd anslt.r thc quesrrcns

call 1
a ulhat s thc misunderstandlng?

b How does thc rnar receiving th..nll deal wjth thc ploblerr?

c Do you cver have diftrcultics answerins.alls in Inglish?

Call 2

a llo\! does the person fc.civn,g the callavoid another.rll?

b Do you thn,khe is really a meeriDg?

c Do you ever prctcnd you re busy just to gct s'm'one off the

Ca.ll3

a Howwould tou {les.ribe thc telephonc manner ot the perso'

re.civitrg thc.all?
b $7h.t is the .alLcr .illing .bdut?

c Havc you cvcr been tteated unPt)fessi on ally on lhe phone?

Call4
a Wherc did dl. sp€rkers nleet?

b wbat docs th..allcr Rant?

c Havc you cvcr fec€jved a phone crll from someonc vou havc

net but can t femenrber?

call l
nc through to Yvcs DuPont?

rnorc slowly, plt,se?

!hos. prnes you wanted

can t talk righr now.

3 All th! cxpressions beL{N were nr the tele}rhone 
'onvcrsaIlons lou iusr listened to

can y"u remembcr thc fitst thrcc $'ords of ca.h cxprcssion? lrls and i'n co!nt as on' r'ord'

c^ll2

b

b

Call 3

call4

In. b.ck say in an hour?

do for You?
when he ll be back?

sPeaking to?

b
me a .onta.t number?
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4lrr.rlLeph,.rscslnrli!bornirr)akeri,i,,n'nnnisrsrofhesLrt.dr.rtsbeoi!
-q 4,,.,cip.ni.! \'er.,ii rhe ielcl)lxmc .o,n.e, satio,rs Iou ju\r tistcn.{tnr

ba.k later bark ro you L(,n.rrow iil.nn rri.h h1,,, (nlhis cd\n,ore
!or,.thmgout som.ri.c who spoil(s beitEr lir.llisl that,ight rwaf
to h.ir tom fou then !r flu lat(r r(hi1 I .an do

a Lree{l t.l. on th. nfxL llighr ro Osl(i
b lkrcp.ill ii,il\lrKirk.,thisolli,ean(l$.t|in!ni]ri,sr,,u
c | trr:franl AnSelas nr,r h.rF ir thc.julr.nr
d C{)L,l(l r.tr l,r\ !r'.r rr.t ot lli..ltI.cnt I c?

e l\.totrort,. I'.rr1r,rid l\'c1t,r.r nre.trn!
f Ish.rklbr,rl)le t., ULvc l ou i .rns,!ef l)v rlris rlt.fdoon.
g I f..d 3rn.hxll l(i ( {rm. and h.!e r Lr,li rt Drv l)(l
h I ni sorrt.l(lon t slk,rk cen.ln
I lo

(l(in,t)lel( rl,e br)r.s b.ior lrrth th. r.mc! oi n{r pe,,t)te lrtr. tf|i.ally phou.
!(r rl w,rk n, rsk )l)u to (l() rhnUs Wfirc down,xt,.r ttre_! !$r.) _vaslr you ro do.
lDdudr pfifJre !.,lls if Iou irk..
Crleg.r'e e:(h,.rll: urBe,,t (nusr t,t do..n(tr'l,i,nf,)rrrnfihLLr.,nh,r(),so.i.il
ltusr ke,,J)iiig in k)!( h)..r I(Lis.u.. (1 N.r,aerif!l
5\)p b.\.s sith.r J)afr..f tnd pra.r,\c phon,r! e:.h or|e, \rhir er.uscs.in
yo(L give lo.^1)ld ,k,jn! wh.rl th.l Nltt OrUhrf.an you ()flcr to dr) ro jr.t

(i l

Okrt, lll

5 l^/,nkH,rh.rfi'rn{r,)frr{:ri!rd..rtn\trjthin.,nningflj,ne{::lts Sl)e3}er A se e fa!l,1.::l Sl)e:ker ll \ee p:ge 137

6a

b

Who s callin g ?

What do they want?

how rmportanvurgeft s it?

Whal excuses can yo! make lo
avo d do ng it?

Whal can you do to help ihem oul?

How ftportanV!rgent s it?

What excus€s can you ma ke Io
avoid doing t?

What can you do to help them out?

Who s callinq?

How rmportanvurgem is it?

What excuses can you make to
avoid doing it?

What can you do to help them oLtt?

Who s cal if! ?

How rmportanvurgent is ir?

What excuses can Vo! rnake to
avo d doin! rl?

What can you do to help the n out?
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Olfice life
Complete the poem abouta day at the ofhce using ihe verbs on the
right. Use the rhyme to help you.

To do today
Firsl. th6r€'s a r€porr ro I

Then l'll, 

- 

thoss figures through.
Flight d6tails.
3 

- 

€mails.
Don't worry l'll. 

- 

back to you.

Nasty job6 to 6

Travel mll6s.

'- fil€s.
Can't atop nowl l'm 3 

- 

late.

'- my calls till haf past ten.
Should have ro 

- 

my desk byth6n.
rr 

- 

a copy.
r? 

- 

a coff€e.!3- English class againl

M€ssag€s to ra 

- 

to.
One moment, pl6as€, l'll15-you through,

'o _ at thre6.

rs 

- 

anoth€r interuiew

rt 

- 

up clients st the station.

'?o 

- 

a fomal pres€ntation.
?r-a list
Of derdlines 2 

-

oft the n€gotiationl

1- supplier in Milan -
,5 

- 

an appointment if you 16 _
,? 

- 

that phonel
Must 6 

-

The teleconferdnce with JaFran.

€ 

- 

work at haf past €ight.
[rust s- hom6- | may be tate.
3r 

- 

the car.
e 

- 

the bar.
Damn it - why not s 

-?

So, yot g 

- 

the pre€€ntation!
36 

- 

up the n€gotiationl
$ _ b6tt€r?
t _ a letter
Now o 

- 

in your resignationl

Is your ofhce anything like this?

running

print

arrange

give

gei

feeling

will
,/i// is r nn)dal verb (like, dt, t st rnl \hdtt,4.

I

IIc
She

It

'lhev

Ncgatit.
r T 

-She

It

'the!

I

ir

sin Cll)

will Dot
(\vont)

\vill

I Correct the following sentences using the

a Doyou will help ne?
b Srop maling personal (alsor II (o.hdrge you

c I erpect the.ompanywill to do well.
d I don t will accept anything iess than 2%.

e Don t wor , hp wilt phon" you ba, k wirhir

I I'[ ro take thar ca]I, ifyou Like.

8 I'll sendins the figules right away.

2 Match the corrected senrences in 1 to their

I aplediction aboutthe future
2 aspontaneousde.ision/rea.rion

6 a refusal

n
n
n!!
n
n
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3
I

4

Match |he followins to rnake five short conversations.

A I really need that report today.

A My plane gets in at seven.

A I'm just offto a meeting.

A Eva's otr sick today.

A She wants to se€ you - nowl

B I'll have to speak to her, I'm afraid

B I llbe right there.

B I'll6nish it this moming.

B I ll phone youlater, then.

A Great.I'll seeyou there, then.

A Okay, I'll look forward to seeing

B I'll come and me€t you at the airport.
A Good.I'11re her you re on your way.

A Fine, I ll just give you my mobile number.

A okat I'll see if I can reach her at home.

Vtu cxd otie. quilii srDtclccs cortrnring rrtl/rirh I
. I'll tt| ta g\'t yot.rlt n4. /kr fi.<ht if I nu
. IJ lor'u got rnxa I ll shou yor rand th. /ixor)
. I' vd wu t ap,-.loutltutbtu iJ roa hkL

' IfJo,l4n1 I'I t tt )''r nt fit nttiail

4 Cornplete the conversation with the pairs of words in

busy + Lter desk + look give + tidt leav€ + ok y
mke + know nothing + away try + time Eit + details

J6zsef knocl.s on his boss s doot and goes ih Ton is wo*tng
hard at the computet and doesn't laok up

J6r..r Oh, soiry. If you re (a) 

-, 

I I come back

-ron No,no, (ome in, J6zsef.If you (b) 

-me

two minut€s,l'll be 

- 

with you . . I tl just

save what I'm doing ... Now, what can I do for you?

J6:s€r Well,l just needyou to check and sign th€se

documents for me-

rom Sure. lf you leave then on ny (c) 

-' 

l n
have a 

-at 

them this afternoon.

Joz.€4 Fine. I'[ jusl put them here, then.

IoD Bytheway, itk noturgent, but did you call Budapest

about next week's meeting?

J6:.€r Er, no. I ll (d) 

- 

to do it before lunch if I
have 

-.

J6u 6€r And l']t g€t someone to (e) 

- 

the travel

arrangements ifyoulet me 

- 

how many

people are coming.

Iom Oh, nght. I think ris four' I( vou (fl -
a second, I ll give you the
they're sending their manager and thtee sales

Jdlb.t OI',at I'll see to it.
Ion Good. AndI'[ (g) 

- 

itto you ro soitout
the conference room, if thaCs-. Well
need the usual AV equipment andtefreshments

Joz6€r Of course. Well, if there's (h) 

- 

else,I lt
get on with it right

Tm Tltanks, J6zsef
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Phrase bank: Polite requests

Lookat the following requests. which refer to
people, which to events and whi.h to documents
orfigures? Write P, E or D.

you re

nol Io0
0usy

minLte

coud
you

(a)get on to .. n
(b) take a quick look

at .,, tr
(c) let me have a

copy ot .,, n
i0J organEe n
(e) sei up a meetrng

wlih ... n
(1) tax through n
(g)check the
arrangemenIs r0r tr
(h) gei back to tr
0 send them ... n

offedng assastanc€

Coftplete the following ofiers ofassistance with th€

verbs in thebox.You lln€ed somc more than on.e

cal do get se€ $rt sPe.k

0kay,
no problem,

ftL

Ending a call

Complerc the expressionswith the words in the box

atd g.t got bave leeP sPeak

a I'll- to go,I m afraid.

b WpU, I won t I m sute You re

c Okd). I lllet voJ 

- 

ur' 
-

d Look, I've a meeting

- 

you latei, okay?

(a) 

-what 

lcan do.

(b) 
-ontoft

strargm away.

(c) 

- 

il I can feach

her on her mob le.

{l) you back wrth

the fgLres.

(h) _-._. 

- 

what I can,

all right?

0)_ 

-onto(l) sorneone ro

dealwith ii.

(g) 

- 

to the People
In marketing about it.



07
;'othiry i ftore .Iilfiqlt,
dhd th. r.lbrc tuata Prc.iaus,
tl1d, to h. dbL to .t..rle.

\\buld you describe
yoursclfas { de.isivc

Learning objectivesl
Unit 7
Business communication
s*ills l).int a que{i,,dnim
of trrki,rltdc.isnnrs Llsnig
I'red.rD'css,ons t' r'Pennesl
F uen,l: lk'ngthr l,,r!!,,ga ol

Readiog ,\rt,.I€ abotrl J.tr.P.
llond hlrni Ador pdrlor:

Listening ttxti:dstroD.r
d..unonr)f yj Ar.xf3.t irom r
m..b.a; rnrervLerLs th Jam's

Vocabulary Nloncy inn ",a,L.rrGrammar (irndit,orrrr (trru,.

Phrase banl De.isn,n nakins
!t In company interuiews

Making decisions
I Arc yougood at nakingquick decisn)ns orare you amorc me$odical thinker?
Answcr ).,s, no or ir depends to thc followin,l queslions ln under 9{l scconds.

HOW DECISIVE ARE YOU?
You re wnl'ng a report The deadhne's lomofiow, but il s your parlner's
brlhday ';i 1::

Y{)u rc with a major client who wanls !o stay oul clubbrng aI mghl
You clon f wanf to : .: ,'.... .

Q You re sh<rpplng for a suit. bul rhe only one you tike cosls rwlce whar
you want lo pay il r1,.11, ,Jr1 r'r1,r ;)
A frlend in bankrng gives you an invostment trp You could makc or
losc a lol of money i .,r,

Q You ie leaurng you r bGs aL goli and ho s a reatty bad loser You could

lf,t c 'roo4 j|l.n.1 s Ldrt.no h-r L wn L,u"rr"s. Sh. "sxs;ou . . "" ":n
l)orrow $10 000 You car affod it

You're offered twice your currenl salaty ro take a bormg iob jn a

2 Who do you think is ihe nost de.isiveperson in your class? Malrc your decision, rhen
look at the analysjs on pase 12tl ro check.

The art of decision-making
I Discuss the following I'ith a paihe/. How far do you agrec with .a.h point?
a Busn,ess is more aboutthe abjlity to make decisions than about making rhc

b thc morc decisioDs you nake, thebeuer de.ision maker youlbecome.
c Sometimes tbebest de.ision is no decision.

d lfyou discuss $nething ior tong enough, thc righr de.ision witl cventuaLly cnerge.
e Most dccisions are h(rre a marter ofemorion andgut insrinct rhnn logi.at rcasonjnS.
f We are less in.ontrol ofwharwe d€cidc to do than we rhink wc afc.

2 t.ee Lirt". to. pod..st on the art of decjsion makiDg in business

3 Cnr"pare yo". 
"otes 

*ith a partn.r. To what exrenr alc the vrews eipressed in rhe
podcast sim ilar or diffcrent to the points you dis(ussed in 1?
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The decision-making process
I Put the followingstagcs in the de.ision naking pro.ess into the most I'lcly ord€r.

d moDitor thc effe.ts
e implementyourd.cision
f choose the besr course ofaction

!
ll

a consider fhe oprions Ll
b deline your objectivcs I
c colle.t iniolmalion .l

2 Look at the.igenda fora decisn)n makingme.tirg on the boardbelow Decide which
two stntements below were made at ea.h stage in the mecting.

, we'te here to d€cid€ whethcr n, so ahcad with the frojccr.
b ODe option would be to do dctailed mafket resear.h.

c Th€ most inportant thhg ii: can s'e nrke this profitablc?

d Th€ advantag€ ofdoinsmafkc! research is we rcduce risk.

e Have a look at thcsc 6gures.

f Above all, w€ must be sure tbcfe's a market to
g What w€'ve agr€€d, th€n, tu to start mark€ting this servic. now.

h Anothet alt€rnative is to ofJcr the service on: trialbasis.

i Onth€ otherhand, market rcs.ar.h takes tirne.
j Our aim is to find out iftherc s a good chance of suc.ess.

k As you <an see,.lienl fcedback is very positive.

I So, that's it - we're goingah€ad with thc proiect.

AGI\JDA
I CL'\ecl ives

: !-'r_ior'" 'e_r l ^cl 
d''' s on

- T-l

r,

I
n
il

n
n
tl

" 'l.r,a 
a-o,',a't fl I

!"



The language of meetings
I rt'" r"lo.i"g 

"rp.essions 
are useful in meerings, butsometettels aremissingfrom

the 6nalwotds. When you have completed them, the lerters dowr the middle spell outa
sood piece of advice for the chairpersonl

b

d

I
g

m

n

I

j

k

okay, Iet's get down to ...

Can I just stopyou there fora...

I totally ..

Perhaps I didn't make myself...

With respecr, you don'tquite seem to...

I agree withyou up to a...

If l.ould just Iinishwhat I was...

I'm af/aid thaCs completely out of the ...

Perhaps we.ancome back to this..-

Maybe we should take a shorr...

Does anyone have any...

Can I just.ome in ...

Sorry,l don'tquite see whatyou...

I think thatt as faras we can go.-.

We'lIhave to break otr here,l m...

I open a me€ting?
2 ask for an opinion?

4 preventinterruption?
5 get sone ftesh ajr?

6 speed things up?

7 ask for clarili.ation?

a Ijust don't see howwe can go on
b No,I thinkwe'll be okax
c Maybe, butunless we do,
d In myopinion, wed save a lot of

e Look, wete in ahi te.hindustry.

f No, wajt.lfwegave them a stake in

g No, no, no. How is that gojng to work,
h Okay. Look, ifwe can't reach ah

agreemenron this,

I I suggestwe break otrhere.
2 theymiSht stay on. Orhow about

3 our people will simply go and work for
the.ompetition,

4 ifwe keep overspending like rhis
5 ifwearen't naldng any profit?
6 we're going to be in serious financial

7 ifwejust reduced wages. Our wage
bils are enornousl

8 providing we ger rhis Russian .oncract_

\

N D s N

P

R E

s G E I N s ?

H E

M

T v
F R D

2 -* f.Sg Lirt". to or ertract from a meeting about acompany relocating to the UK
and tickthe exptessions in 1as you hear them. Which one is notused?

3 Whi.h expressions in 1 are used to:

8 disagree? D
9 harf aeree? fl

! lo exptain? l-l fl
ll delay? !
12 ask forideas? !
!3 reje.t aproposal? !
l4 close a meelirs? !tr

4 Sone managos ne racins a cash flow crisis. Mat.h the sent€n.e beginnings (a h) to
their endings (1 8).

!n
tr
tr!!!
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The decision-making meeting
I One of the toughest businesses is the film business, wirh millioDs of dollars made or
lost on a single decision: who to cast as the slai. lirst, work with a partner to match and
check the rneaningofthe collocations below in a dictionary. Then read the article-

a .uftent\ brand
b pro6t \ tunover
c best-s€lling margins

d conbined earnings

e key

f brand factor

g commercral
h front-page series

i fitn

The James Bond movies are the longest-running film series in history-and the
second-highest grossing alter Harry Potter. Current turnover stands al over

$5 b llion. And even franchises on the sca e of Star Wars, Pirates of the

Canbbean and Batman all fall billions short of Bond at the box ofiice lt is said

thal half th€ oopulation of the wodd has seen a James Bond movie

Bond is also the mosl profitable film series ever The speca €itects may

cost much morethesedays, but thefilms slillenjoy 30% prolit marcins, not
including merchandising. Even Stephen Spielberg's blockbuster.s FI, Ju.assic
Pafu and the lndiana Jones series can t compele

Bond aooeals to men and women, adults and chilclren alike. From

Russ,a wrth love was apparently one of Prssident Kennedvs top ten

favourite books. But James Bond ls no longerjusi a Hollvwood hero;

he's a besfsellinq brand- Although the actor playing Bond has

changed severallimes overthe lasl50 years, although the studio
producing the moviss, MGM, almost faced bankruptcy in 2010

and although there are no more lan Fleming novels on which to
base lhe filfis, the series goes on and on.

Thefilm business is isky - seven out of ten movies lose

money- But brand awareness of Bond is so strong that
even peoole who don'l I ke the i ms instant y recog nize the

Bond music, iast cars and glamorous women Thev know
that James prefers his favourite drink'shaken not siirred'

And then there is Bond himself - certainly ihe key faclor n

007's commercial success. With so much money al stake,

the choice of a new Bond always makes tront-page news. Not
everyone agreed n 1962 wilh the decision to choose a vidually
unknown Sean Connery as the lirst James Bond and Connery was
only paid C7,000 for D/ No, but it was perhaps one oJ the best recrurtmenl

decisions ever made. And lhe rest, as they say, s hrslory

2 Accordins to the article, what are the main reasons for the success of the Bond 6lms?

Tick *Le correct answers.

. th€ special effects

. the 007brand name

. the actors playing Bond

e thenovels the 6lms arebased on
. the Bond.haracter

3 Now work in small groups to detide who s going to be the next Bond! Firsl' make a

tist of the qualiti€s you think an ideal Bond a.tor should have lhen look at the a'tor
profles on the next page and read the agenda ofthe cas$lgmeeting You mav6nd the

exprssions on pages 44and45 us€tul in your d€.ision-making meeting

!
n!n
tr
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CASTING MEETING

I Appoint a chairPerson

2 Review actot proiles
3 Discuss altermtives

4 -? l.4o Listento intetvi€w exttacts

5 Make 6nal decision

name and age
Peter Aston-Sha rpe 40
n.tionality
English
marltalstatus

helght
1.83 m
physi(al puBuits

nameand age
Jon Mccabe 35
n.llonallty
Scottish
ma talstatus
rn9le
helght
1.83 m
physic.l pursuits
shooting, clambing, riding
experien(e

mma and aga
sam Landon 37
natlon.lity

m.rltal rtatus
single
height
1.90 m
physl.al pu.iults

nahc Ind age
Charl€sFox,l4
nationality
English
marital statu3

height
1.88 m
phyrlel pu.tuitt

scuba-diving, aikido black belt, pilot's licence
experien<e
Leading actorforthe lasteight yea6 with the Roya
Shakespeare Compa ny, Stratfod. Has ako done a lor
ofTVwork, playing mostly romanticleads in costume
dramar. Has rtared in several fant bw-budget, but
successful, British fi lms.
a(hievements
Won a BAFIA award for has pan in Shodows, a
psychological th i ller.
u5ualfee
Doesnteam much in the theatre, but was paid 53
million for hi9lanTV series about an international
jewelthiel

5upelb dGmatic actor whol a lso good at comedy.
Hasn'tdone an action movie before.
Some say he can be moodyand dafficlllt to work with_
tx'wife says:'He'sjost the sort ofmale chauvinist pi9 you
need to play Bondl

body. building. kick-boxing, jet-skiing
elpeden<e
Dis(overed by Hollywood while wo*ing as a cochail
waiter in LA. Ha5 stared in seveGl high-adion
blo(kbusters, ahhough his last film, a comedy, was
poorly received. Best known for his cop moviecharacter,
Detectiv€ Eddie Stone.
a(hhval||€nts
surprise winner ofan Oscaf for Best Supponing Actor
for hB role as a digbled war veteran with post-traumatic
stress disorder.
usualfcc
A run of boxrfrce hits behind him, he is now firmrv
established a9 a Sl0million a,film actor
comments
A big Hollywood star with plenty of phystcal presence.
Seems easygoing, with none of the ego problemr big
stars usualty have. Har calmed down a lot since his ea y
'hell"raising'd.ys.

lvlixed martialarts champion turned male model.Very
little acting, but his re(€ntsupporting role in 6 London
gangster movie won pEiseon both sides oftheAtlantic,
Has just (ompleted filming a high budget science-fi.tion
movie in which he plays a cyborg as5assin.

MlvlAchampion thfeeyea15 running in light-
heavryeiqht division.
usualfee
As a model, he earns S15,000 a day, but he accepts his
inexperi€nceand is prepared to dohisfrst Bondfitmfor
what he call5'minamum wagel

A cha smatic and very funny man. Not well known
outside Europe,

canoeing, passion for cals and motorbikes
exp€ an(e
Big &iti5h rtar who hai not yet quite tived up to his
potential. lvas considered for the leadinq role in Robrh
Hoo4 but lost out to Russell Crowe.
achievemedts
Won a Golden 6lobe for his ponrayalofa classical
musician who!alsoa serial killer. Voted ,World3 Mosr
Attradive Man'two years ru nnhgby Top Womon
magazine,
usualfee
Make5 S3-5 million per6lm.
comlnents
A very versatlleactor- action, romantic and dramatic
rolet but not much comedy. Apparently very keen
to get the Bond part. He wanted it last time it was on
offer, but was unable to break hts contract with another
studio According to his agent, (harles js ob6essed
with Bond.'

4 If you .le unable b reach a de(ision, see page I 39
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O7 Making decisions

Money and markets
I al *'" u".t" 

""a 
aa;ecrives in rhe box can be used to

rdll dboui b,sseror5mallerin, rpasesand decreasesin
prices. Iit them into the diagEm-

F,t faling fteea
raise dsing slash

v€rbc

0c
+d.,,/-

hike plsSing

Adiectives

3 Mak collocations containing the word ftarft.r by
writing the words in the boxbefore orafterit. Add an

be forced out of H€r.t€ .halloger competitiv€
dedin,n8 domjtur" enrFr flood rorce6 8rcwing
l€adership mars niche e6ear* sturation she
sPPlv

2 Put the two sets ofadjecrives below in oder ofscale
from the smallest to biggest.

huge mod6t nsomble rEod

-e

t_
| 'ne 

company maoe a

aipplinS heavy moderate

A

I Tre company ,utrered
t

4 conplete the folowins sentences using some of th€
collocations you made in 3.

Market dccurswhen the demand for a

p'odu.r i\ \arrs6ed. bu' you .onr inJp lo 

-
Even avery small ot- .-- markelcan be

profrtable if you totally it.
Pepsi has alwaysbeen thenumber 2, the market

threatening Coke's6 global market

d ?re PC ftarket has been so fiercely that
manyEuropean fitms have it altogethe.

c
prics h

)

profitb

o

slight

e

f

n

Conditionals (future reference)
You car eornect trvo relatcd idels in onc scntencc usitig I
Look et thc convcrsrtirn bchu
tl Il',!., tdl. n rn.tb.:.r1r4j41, a;1! tL|t/ nat. \ti/l:
It Bnt Li//,aJ t hi$a a!;.t !u. t\,?k: uqr ?e!h.
C N4 

"rt if.ue bn1 tulL-atl.h, ue uo" 1.

Thc scnrcnccs in the.onvcr\rtioD lLre darltlcs oicorditnn)rls
Trc /:.husc (underlined) i,,r.odL,(cs x Possibilio (e.s. ,f.1,tc,,
dutho I'raJtt).']l\em :Irhuse shovs $'lut thc 

'peakcr 
thnfis

thc rcsultofthxr possibilit\ 'rilbc (..{ r!? mJ nDd 4n
lhc y'r.lausc (in .on,. ir ihe begirnlng or cnd o{a scttcoce

Whcn it conrei it the bcsinning. it is tbllorerl bv a corrra
(, ).Wher n c,ues rt the cnd,thcrc c no comnia ailcr rhe

I Mat.h the sentence beginnings to their endinSs in the fotlowing erttacts from a meeting about a product that is stiu in

ExtEct 1
a could we have it ready for the Seoul Tiade lair?
b if it means we make a superior pfoduct.

c if we don't get this product out before our comperitoE?

d we won t have time to run the final tests

e if we had more people working on the project

I there's no way we're going to be ready.I'm sory
g if you had to deal with tbe markeling dePartment!

h I'll have to take them otr other projects. And I can t

A Look, Jean, the p'oduct is still in developm€nt
If we rushthe launch through,

B I realize that. But if I gave you another six weeks,

A Well, we might be able to

A hn, you know if I give you nore people,

A Wen, if you can't give me any more stafi,

B You realize we may lose our technolosi@l lead

A Yes, but IA prefer to be second onto the market

B Hfrm. Youwouldn't say that
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Extract 2

A Well, ifwe re goingto mcct our deadline withdut cxtra staff

B okay, fair cnough. And ifigetyou ihat bigger budget

A I promise. But ifwe spent morc,

B We'Lllel linan.e worry about that.If wc.an solvc this
probl.m withabit of ovcrtime,

A Ex.ellen!. Bccaus€ we'tc missing the publi.ityevent of

it wouLd be a disaster

ifweic not at Scoul.

can youpromise ne we ltbe readyon

I'll buyyou rhat drink I owe youl

1'lldo what I can togctyou thc budSet for that.
wouldn t that affect our pro6t margiDs?

1m going to need abiggerbudgct, Jean, so I

can pay my pcople ovenrme.

ifyouget head offi.c to okay a budget increase

b

B You're tellingne! Ifwe didnlhave a standat the fai!,

Okay. Thal's de.ided then.l'llgetus lo the launch srige

creat. Now, ifyouie not rushing otr home,

d

I

h

2 Look rgain ar rhe cxtracts in :l Which ofth€
gremnati(al stru.tures below cone in the il.lausc,
whichin the main.lause and uhi.h in both?

can + infinitiv€ coul/ + ininitive gdirg ro + infinrtive
hay + in6litiv€ 4igir + ininirive P.st sinple
Presentcontinuou Presentsimple dili+infnitive

A. rell is i/, wc .d usc orl)!' \rords r) ,(f!r..i t1!. rerrtcd
Irtr',h nr a rorrlirionaL scfrrn.c.

. Urlss :t, idi r Jii'i', h tti! ttlr) n..n, i/,ttt /. t..
ltrh. t- ll rr.l0,l \\,/t n ln^;.t )

. Tt.lalrttltil [t inrh' it / i ot ?ro(iienQra{iditg
(thar, /ar/so \a"tdt, t,r\,)t. l.tt ri,tt;'nt. t -... t. txt
rirlr il., , ttt.n.lrt\ r.,, t:,1- I

. s'?los./s,ppositlg t/r t.!J;\tin,th,t,\ tt d,,t.\t, t,:/\tt I
ti /l' tltrt (= llthttt il llt lditilt trtl,n\ . ,

3 R.phrasc th" sentenccs below usingthe word(s)

a IfLheyofferyou a promotion, what willyou do?

Gupposing)
b We'I go abead with the ncw design, but only ri the

markeL rescarch is positivc. (provided that)
c We ll lose the conbact ifwe don't lower the pnce.

d You caD Bo to the conferen.e, but only if you give a talk.

Phrase bank: Decision'making

Mat.h cnch of the six st.gcs of a de.isbn making meeting (a f) to two things you mighr say (1 12)

a Dcfineyourobjc.tives 1 lhemostimpo*antthingis:willthcrcbesynergy?
2 As you can se€, they do have exa.tly thc expertise we nc.d.
3 So, that's it:we ve de.idcd togo ahend h'ith atullallian.e.
4 On€ optior| would be to work Mth thcn on just this proje.t

b Sct pri./iries

d Pfeseni alternativcs
e W.igh !p pros and conis 5 W€'re h€r€ to de.ide wh$h er to pfocecd with this allian.e
f Make finaldc.ision 6 Ih€ nain advartag€ of an allian.c is reduced.os!s.

7 Hav€ a look at ihis feasibilitv studv.

8 What w€'v€ agr€e.I, th.n, is to accept rhcirproposal.
I Ourain i6 to rca.h a finalde.ision by rhe end oflhis mccting.

lO Anothd altehative i6 to form a nrore slrategic allian(e
t1 OD the other ha|1d, this wouldbe a very serious stcp ro take.

l2 Aboee all, w. nnrstbe sure otr tLro cultur.",'

" lbLln"n atrfl "_ rflll
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lnfluence
1 Haveyou cverbeen ln a necringlike the one in thc crrtoon? What happened?

-><
''Il,ey r€ all i'volved ir th. d€.ition makingpro.ess."

2 tn yo"..u-pr"1"." 
"lll.veb 

ofmanag.ment involv.d in decision making or are

de.isions hostlyhanded do('n from the top? Whefes your firm on the scale below?

TOP.DOWN < } INCLUSIVE

I 1 2 Now lisicn to short extra.ts from six conversations. De(ide what the topic is

Toprc of con!ersat o,r

Learning objectives:
Unit 8
Pl.qJ, rtrl1., lnlil.n.n,gF.€n
and rhordn,atcs: Rol, phy,
UsinA nritr{r.in3 re( Iiniques
rrerJ ' MamgtrCap d.Nn

t , !!-i, r: lnHu.n.Dgridns

3 Is it possiblc to be influcntial even if you are not in a position of luthority?

4 ln your cxpcrience, how is gettingwhat you wanl fronr peers and subordinales
difierent from gettingwhatyou want from your superDrs? sharc your thoughts with a

5 Work in groups ofthtcc. lach tead ihe introductory parasraph and one other
parag.aph in th. article on thencxt page. Discuss what you ve rc.d (in parlicular th. parts

in bold) and conpare iwith whal you talked about ii 1-'1

and thcn Li.k the boxes in rhe chart b.low a..ording to whcther the sPeaker is managing

up (t), do-n (l) or sideways (+)
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It's a lact of business life that very few managers ever reach lhe
boardroom. But nowadays we're all encouraged to be'leaders'and
leading from the middle is a lot more challenging than Ieadinq from
the topl As a middle-manage( then, partway up lhe corporate ladder,
you need to adopt three separate management styles, each requiring

very ditferent tactics.

l. I\IANAGING II0WN Som€ companes are obvously more hiefarchical than

others. But,whllst the commafd-and-conlrolapproach may occasonally be necessary

when dea ing wilh subordinales, those who report to you wil generaly prefer to be

motivated rather thai d ctated to. So varythe tasks you deegale €nphasize how

mission-crilicallhoselasksare ailowacertanamounlo{autonomyanddon'tbe
slow lo praise good work. show you understand the pressure your team s wo*ing
under And don llor0etyour non-verbal commuicalion - even a tolch on the
shoulder last nq lust 1/40th ol a second has b€en sc entil cally prcven n foostcutures
lo in.'ease people s wrrliTness lo conply wrlr a r"qupql.

2. lllAN AGI N G SID EWAYS Belore try n0 to p€rsuade your peers rnake sure \/ou ve
builta good wo*ing relationship with them iirst.01couse, you don t wanl to abuse
your fiiendship, bul psychological research confirms that liking someone does make
us mucn more responsive l0theu requests - asdoeslhe fee ng that w€ aresomehow
r theirdebl and owe them a favour. So don I hesilale lo.emind lhe other oersonol
lhe lasi I me yo! helped them out - especialy il t was recent. Research also sugqesis
lhal peop e lik€ lo seem consistent n lherbehaviour. So don I hesilate to remind thent
of lie last time drey helped you oul eitierl And never underestimale lhe power of
llattery. Used wfi sincerly it always works

3. |\4ANAGINU LJP The man liing when atlempting 10 infLuence yolr boss is lo put
yourselt in their shoes - rf you were lhem whal would mosl inlerest you aboLn he
proposalyoule about to make? So, do they lke theirmanagers to do non-job-retaied
work, toT example? lf yor know your boss s panicuiarty cosl conscious, pont oul the
savings your idea wil achieve. lf. on the olher hand, they?e more custornet-c€dric,
locus on imprcvino client seruices or product benelits.It they tke lo keep up wth
the laiesi manaqemenl praclices reler to what your coripetilorsare akeadydoifg

appea lo consensus. Bul if lhey prefer to sland out forh tie comoetitjon. tatk
mslead about whal no one else s do ng yet - appeal io Uniqueness Femember,loo
lhat those n althor ty wi I lend to respond wetl to l,te views of other authorilies _ so
prov de one or lwo convinc ng pieces of dala ftom rEliable exoert sources,

7 ! r az n'e erp."*tnns below are in rhe order you heard rhem in the extracrs vou iust
listenedto. Listen again anddecidewbat inAu€nce ractic in the article are beins used_

I realize you alreadyhave a lot ofworkon this week,
but... t
Its absolutely essentialthat we g€t back to the client
on this by Friday. t
I think you mayfind it an interesring change from
what you nornally do. t
I klowbowyou likc to encourageyour trainers to
gain sone ourside exper'ence. I
You said yours€lfwe need to make savings and with
business a little slowthis qcrrer...I
I know I already owe you one forsrandingin for me

To be honest, you'te nuch berter at this sort of
thing than me, anyvay. +

h Just about €verybody whob anybody is going ro be
there - ell our.ompetitors, forsure. t

i Now,Iknow you re worried abour rhe.ost, but have
a took at this repolt I just rec€ived.1

i Listen, mate,I've got abit ofaproblem and I was
hoplne vou miglr be dblF ro help me our. +

k You remember a .ouple of weeks ago I took the
Moreli a.count otrydurhands...? +

I You said how much you enjoyedit last time. Andit
would be a realh€lp to me if... +

m I was v€ry pleased with rhe way you handled the

n I think you're ready to rale on a bit more
responsibitiry.I

o What do you say? Do yo! tbink you're up ro it? I

8 Work with a pannet to pnctise your influenc'ng skills in sohe of th€ same situarions
as the ones youjustlistened ro. SpeakerAseepage 126. Speaker B seepage 129.
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MANAGEMENT
SCENARIO

Learning objectives:
lllanagement
Scenario B
Business communicalion

r .pLrr r rr Ll rrr{' r!

O Ln company in action

lj] rrr .L rir, , lirir

Meetings on the go

1,\1.m sr:r3h[ ls asrlc. refti.nl.]ri!ef.' l lolr l,,nrn irhn 5t.r..\ ililSl
Rf,,1th.f.,3il1,,rrn L,llf.LLli,'!sh.t!od.,,,,.th.,:rrs'rfr.s.,rrtr!.. 1r

ariir'.rt rLuest ,dr

a 1\'hrir ,\Lji' lrobl.ni? Iil)r !ig.tr,\irl
b l{l,at s Lht 1rr,ru hc s rsk,rrl foi?

c 1loli.l,,ri if n,und?
. f.,,lrn. . (l.stef,1. . ,r,r!rl

d l!,)Lr.rrr is il r,i sar \f ro n,ltresr. I 1,. ll.,,r !?

To: h.sherwood@ris.com

flopetsal gorq!"eLrthtiepeopeftofirAB lfrf-'a y sor|t to liother 
"'o!

!Ll. e yo! re n lhe.n.l.l o o! rellot at o.s Dll L halc a 5 g :alour lo tsk 
-\ oL ano

!rlodLrnaLoy ieed an answcf pretty q!cKy

As lou knolr I dr dle lo speak at the l,riollcli confer-'n.e I Pars r€xt r'eek olt
llst rec€ ved so ne bad fows lfo.r lrorrre. Yori reme lber ho\ iol.r vo! abolt nrv

ora.dfalher? \!ell t seenrs h s cord I o. has qoi worse rray.eentcltoLtlotfe
States b he o nl fam ,' So 1 qLess !o! knce thal s clrm .g do !o! ih 

'k )'oJ d ce

able 10 sland I lor me I Pars?

p ease clon i sa! No slrarghta'Ja-v h s onl! r 20 mtrrlte prescntal on ano | !c ool aLl

the s des ]oltcthe Can we a1 .ast ta k aboLt 't rh-'rr vou llci back o' \tc'l? You re

Speak 10 yo! r a coup e of days Goo.l Lck ,r Nr;. rl

'"iiT3ill b, 2 ,\land,,frnr!,ranif,dr.di,,.,efl, n.r. lliith.r.LrnLtrl.da\ill'fhrrikh"uo
wirl,l,eri,rth.(),iiJ., rr.h.r S oi:](, !r L.rrrlon W.r.h tlrr frhtrrrrtoivi(1e'Bl nr

srrhei,-,rrcrs.rr0n.r,,.lti.irh.dilf,,enr!irrt.gi.\,\l..nr're5F'rr!a".LrlrtH'ithcr
to srJ,tl,f ior hr,:, rr rl,r (n,1.i.n.c n1 lri is l!linlr siret.tl !'eIir: r' b' ili' nro\r

. .,norr,)nil peri,,e

. .rpp€rL r1, t:ri rr$J
I
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'" ilT3ill Et, 3 shortlyafterhcr talk wirh 
^]nn, 

Heathcrbumps into her assistanr'fony in rhc kit.hen.
Watch the scrcndpaft ofvideo B1 to s.c thejr conversation and cvaluate theirbehaviour
on the scalcs below.

slbmissive accommodating disfespe.tful

4 lf you werc Heathet, wouldyouhave handledthe twoconvcrsationsdjff.renrly?

5 Rcad the a rticle on handling h ee tings on the go Whi.h of the a(lvicc in the a I ticle did
Alan, I lcaiher .nd Tony tale or fail to t.rkc?

How to Hondle Meetings
'r Be caielul not to have a coridor meeting when

you re in a rush to get somewhere else orthe
person you're talking to is. Bosses won'r thank you
for making then late for an jmportant meeting or

2 Feeling hunied also means youprobablywon t be
paing fuD attenljon and wil be more ]ikely ro maxe
dec.s-ons vou ll ragrer So belor. vou sdv v-, jusL .o
maxe your escape, m61(e sure you leally meab yes'
It would be bette! io say 'OK, let me rhin} about rt
and l ll g6t back to you'

3 Sohetjmes, iJ you re busy, you 11auromatica|y
sdv No ro mo e work dd mat russ a tdniasrrc
opportunityto advance your career Bur jJ you realy
do mean'no', just say,Vo Ii helps to give a reason
for saying No, but keep ir bnefand vague.II you
go into lensthy explanations, you !e inviiins rhe
othe! personto start negotiaring wirh you. And you
haven t got tioe foi tharl

How rEny ol tour meetings tako place in ofnce
corridors, at the coff€€ rracbine or wat€r coolef
In today € fast-peBd busine$ €nvironment, ch4es
d6 quite a few! Not that the @ridor m€eting i5
uythtng n€w ]/vay back in the 1970s, e*€otivos
at Hewlett-Packard w6re eDcou6ged to get out of
th€n offices, and walk dound the wo*place solvinq
probleG and building relatiochips. They ca]leo !
MBWA - maDaq€msnt by wand6ring a.round_ Forry
yeds laler, the EEnagement culture at compmi66
like GE, Disneyo, 3M', Pepsico, LucasFilm atd
Walmalt iE largely baed o. MBWA. But if vou're
going to hold meetidgs on the ru4, ther6 de one or
two things you should know:

'" ilTiiil b, 6 Now ratch video 82 ro scc rbnyhavins r molc constructiv€ conversarion h,ith Anton,
thc sales manager. How doyou fate Antons leadefshjp skills?

7 After spcaking to T{;ny, Antm has a hceting withAtrn abour rhe Infore.h.onieren.e
jn l)aris. Whar do you rhink thc mecting is going ro bc iikc? What ivould be Lbe bcst
apprcach f(tr Anton to take2

'" liT:ill b, 8 f inaliy, q,:tch vjdeo 83 rd sec Anton tarkins to Alan and che(k your predicrions in 7.

9 Wofk witb apartner ro fricrise nakiig the most ofmeetiDgs on thc go.
Turn 10 page 126_

10 I'.low cvrluate y"urperfornance usurg the feedba.k fornr on pagc 130.



,r l; ioulshi? lbxut\t a"
hr\ire$ I bdtet tlra,
a tihlihs: lnn"t.n on

Small talk
I \vhl exa.tl!,s snrall Lrlk? HoN i.,port,,,ir do I ou think rt is in buJi.ss?

2 tt<,wculLLLnl vr€rerf.)ou? lrl i.rllurals.rsitilitt rert.Spe.rk.rAseef.r!e I2l
Spcaker B sc. t.,{. 137.

Getting down to business
I L, Ir',/l!, C'ii frr"! c,,/h1.,.ross ( !ltuiil( (iris!ltanl Rn],ard L) le,'is lrils abo(l the
rcleotsnulltaLhinirterr.iri.n.,lbulin.ss lIedia$.rhbelo!shosshor lo.!tir rrkes
{liffcn,rl natior,rl,tics to 8er dowr io busif.ss Tr) li,,o:np1.t1 1le drirt,r.r \!itl, rhe

nam€s r)l thc ()Lrntncs xr llre Iox

lirlrnd Fran(e Cermint Jipar Spinrandlt.rly tJK USI

t-""-'* "oi"*""f

Jorrn fJ Rockele ler Amer rr i

fricnd\hips in busintssi

Business communrcanon skills
ao, I d'r! i.r, \r on::. L

on!r\r, ntrr', rlsr lril ir
rh.L 

' 
.r0ei r(!r ,i.Lrl, tr!

Vocabulary i \ i,t,t..I r n,l

Grammar Pi.L rrrp..,

Phrase bant l,i:t.Lrr,:N. :.:

at
Formal ntroduciion. St down Begin.

b)
Forma introducl on. Cup of coffee. Sit down. Begrn

")
Informal ntroduction. Cup of coflee. Joke. Beg n.

d 

----------Forma inkoclucton Cup of iea and biscuiis. 10 m ns smalita k (weathe( sport)

Casua beginning.

Forma introducton. 15 mins smal talk {politics, scandal) Begin

Signalfrom superior Beg n
creen tea 15-20 mins srna llalk (pleasantries).

I
R.- 2t! 30 nr ns small ta k (lootba l,

Itr

fam ly) while olhers arfrve. Beg n when everyone's therc

'fo 15 20 25 30



2 I z.ot-'z.oz Listen to extracts from seven meetings. Check your answers in 1 by
matching each extract to the coyrect country.

3 E z.ot-z.ot Listen again and answer the qu€stions. Ilere is one question for each

a Whele exactly is Tom Pearson asked to sjt?

b How long is Dr Alan WiDter going to spend in Berlin?

c What was Miss Sterlingt fathert job?

d What kind of snack is served at the me€ting'
e Why was Catherine in Finland before?

f In thejoke, what score do both the nan and the woman get in the test?

g What commonly happens in their meetings these days?

4 Put your owj| nationality on the diagram, if it's not there already. If it is there, do you
agree with where it's placed?

5 ! z.or-z.oz Look at tbese €x.erpts from the .onversations you just listened to and
underline thebest gnmmaiical choice.'Ihen listen again and check.

a A Didyou try / Haveyau tried green tea before, MrPearson?

B Er, yes,I did / have. t had / have had it last tine I was / have been herc.Ilike ir vety

b A Idlike to introduceyou all to Dr Alan Winiet, who came / has cone ovet fromthe
Atlanta ofdce to spend a few days at ourresearch centre. Welcome to B€r1in, Dr

B llranl you very much, Wolfgang.Itwas / has been kind of you to invite me.

c A...AndthenJuventrsscored/hasscoredrhewinner.lt-as/lasbeenanincredible
eoall Did you see / Have yo& see, the Lazio gme last night, Miss Sterlina?

g ves, I did / have. wasn t it / Hasnt it been a grcat matd? One of the best I euel sa, /
have @e/ seen.

d A Rain stapped / has stopped play again yesterday, I see.

B Sorry?

A 'Ihe .d&t. they .ancelled / have cancelled r}'e march.
B Ob, r\ey didn t / haventl We[, we certainly drdnt see / la,er? seen much <icket this

e A I think this is youfirsttime in Finland, isntit, Cath€rhe? Or wefpro,r /
have you been hete hefote?

B Acrlt3'lly, I came / have cone here on holiday once, but that was / ias ,ee" a long

f A 'hatt a terrible joke, Marty-
B No, you see, he ropried / has copiedher test, nght?
A Maty, we heard / ve heard the joke b€fore. It's ancient. Okay, evetybody, time to

B lLhought / have rhought it was / hosbeen ttnny.
g A What I do worry about is whafs going on between our vi.€,pr€sident and our head

B theyrehavinganaffair?
A Didn't you hear / Havenl you hea ? I thought / have thoueht elerybody knetar /

B Nol No one ever tels me anlthing.
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Talking about experiences
I A goo{l wry to so.iaLizo in rn!4ish i\ 1. talk a lilrle about sorIc of the experienccs
y, !e hrd You re going t,) flay nrc lx/).ri.r.!s (,,o,.. Pfeprrt'br. thinlint rbour $llrt vou
({)uldpurinrh.sapsonrlieboardSo,ncofthe!erbsandJdj{.rilesinthcboxcsbel{tr1
,riiI bc nselol, bul you ll ,,ee{l fo .h.Dle rhcjr gf.uliian.al itrf)

be €ar go happen hate have hear know
like lovc m€ei read see spend stay

amazing attra.tive beauriful borinS briUiant dekious disgusring dull
.nle.talnnrS €x.rtiDg fahulous fas.lnating frightennr8 funny grear hard
intelligent ilteresting lousy iuxnrious marvellous n.sty ni.e reldi.g
strange snesstul stupi<l terriblc ugly violent wonderful

2l,laltl,eg.rrcLvithaB,,hrer.ChooseahoatoslrrfoDan{llhcndhveitr,undth.
borrd talkin! ibont I(r,f .xperien(\.

I\r

\i. tlL'.,u( !r \ $,!iuirl \\lr.llrlrl\

i,,idi\ l\f
$.i. trhrL I

Tli.

c:llL.l i{ ]nr. l

1' r!,r iiLi ,( r.L!

. lL'Lli r (Jf! !)l (lr rllf!\

\ l,,r ,il Inr)t) . , ri l\ i
.1. tl! ]|tft\\. ]L ] l

3 h convcrs.,r;or, rvc olr.r Llrnt n, (1,s, ribc our (xperien.cs Whnl do rhc [ollorrlrs
idj..t,ves d.s.ril,e? cho,,sc nouns fro I the horcs

.it7 clothes .conofry movie pcople book car holiday hot€l job news

a sophisln rn.d,'.orn.politin,industtirl

b n,andloui changc.nn. mserable

sn ong/w uk,'d eprc ssctL

,"rIi;, "
hiendli h.,rd \!orking ..rerpfirir!A k comfortrblc poor'lui,rfious

g gfcarth(!k,ng.lat.st
h securcr'ch.rLLng g/wclL Ir;J

i ..onomr.il luxu' f'Jl.Jh)

j f.Lu!,g/b.i.h./silhts..jnrl
d

.r.ilnr g,/{ lassioiun i trge trabl. dulL brillilrr /welL wrir1e,,
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Spe.kd A
Start the.onvcrsation:
'I thjnk that must be the longest opening speech I've

everheardl I'm (name), bythe way. I don't

Sp€ak€rA
Continue the conv€rsarion by asking about one or more

o yout partner s compay (location, roin activities)

. you partneris job (how long she s^e: had it)

. where you partnerk stayng (servi.e, (omforr,

SFakerA
Continue the conversation by talking about one or mole

At a conference dinner
Work wilh a parl ncf to pra{1is. snrill hlk at a confi'ren.€ diiner

\lrr rrc siftnrg ncxt to each othcr at a corf-"rtncc dinne/ in a ( itt you both h,row Lreli, and

havejustsat throush.rn in.r.diblr long and botins oPenins sl)cc. h You halc not been

r where rhc confcrcnce ,s ben,g hel<l

. \!hat the.onicrcn.e |hent'is
r Lrh-v rou aro thcre (e.g. ro sive i prcsent:Lion, n) netrork, ro do derls)

lhor Look at th. ()nvefsation notcs below xnd preperc irhat you are goirg to sry.

\

SFaL.r B

'Pleas€d to meet you. lm 

-.- 

(name)l

Continue the conversation by asking about one or more

ofthe folowin&
. what your peiEls thought of the conferen e

(tun? d'ill?)
. talks your partnev's b€€n to (any int€rcsting ones?)

. the dinner you've just eaten 0ocal dishes, drlnls)

Sp.rker B
Continue the conversation by talking about one or mce
ofthe folowing
. t]re .ity (archit€ctur€, people, pnces, Io(aI economy)

. t}te weadEr (typical for drc time of year)

. shopping (the best places you've formd to buy

Bfeal ofi the conversation:

'Oh, mit a hinute, it l@ks like the nelt speaker is going
to begin. Let's hope tllis one's better than the LLstl

. sighrseeing (aplace ofinterest youve visited)

. rhc nighltjtc (d resraudr. bar or club you ve been ror \

. r rp.pnr ir.m ot new. rpoLiri(s.spor r,5undalr J SPc.LerB



09 Small talk

Exaggeration and understatemett
Are 1ou the sort ofperson uho tcnds to exrggcrute or are

vou r mrster ofunde*trtement)

A I hur iltat d fuiil! tutJ I././.
R \db, it@6 absot e4tfltl:|!

.4 I h.at it a6 r fuirlrdi14 h.ttl.
B Wc//, it @asnI etuetl! the cleanest I ae e!.r nalel i,.

I Respond to rhe folowing statements using the words in
the box to eeggerat€.

boiling enorftou hsciEting fiezin8

aA
B

bA
I

cA
B

dA
B

eA
B

fA
B

I suppose Helsinl<i was prerty cold

'Ihailand is an interesting country.

So, he s got a big house 
'n 

the country2

Its acually a very smali place.

It s quite a beautiful sunset.

Ofcourse. Turkey'shot in summer.

2 Nowdo the same touderstate.
a A It's a dull book, isn'tit?

B (interesting / read)

bA So it was quite d ordinary meal?

(amzing / had)

cA
B

We[, tlat was a boring partyl

dA
s

It s been a stressful week.
(reluing / had)

EA It !6 a patheticjoke.
(funny / heard)

'Aa
Isn't Chicago dangerous?
(safe place / been to)

09 SMAII TALK

Past Simple or Present Pertect
The l'jrcscnt Peri.ct is i present tensc.You usc it ro talk

. thidgs that start i,r the pasr and conrinuc up $ thc

ru baodl se.n ,jturt ,rnk./ /bt nnnex
' pcople! spcricn.es, no nrttcr when thcv happened.

I te ti.d gtt!' /.a htJbre.
. th;ngs thxt havc rn obvious cornection to the present.

Dr Wirkt h6 cone.aerfrahj the Allattdallh.
(= hcls here now)

rlliiinniive/Negrtivc
I
You

lhey

Hc
she

1t

Have
Hawnt

Has

Hrsnt

I

Y"

Read the three sentences beiow
'Ihe monke fanily .ame to Anetica frcn Switzerldnd 40
yearc aga and started a business. (1)

Si^ce the 1980s they have been extrenely successfuI. (2)

In fdd, for the last fre yearc, they have been the narket
tedder in their freld. (3)

Which of tbe sentences abov€ refers to:

a point in rime?E aperlodoftine?! both?!
Which two pieces of information are basically hlrtory?
Which tense is used?

Which two pieces of infonnation are most relevant to
the family's 6wrent succsr? Which tense is used?

2 Look at the foltowing time expressions, ud decide
which are used before ago, after For and after sin.e. Fill in
the table. Some expressions canbe used more thanonce.

2001 a couple ofdays aldgttn€ awe€k ChristdEs
hafp.rtfou ra!t@!th ovlrdbou th.199ot
tbe &y bcforc yestadey tb€oildldt thutdit t@s



3 Using the rules you've woiked out so fai, try the folowing quiz about
the peoplewho said the sentences (a-f). Write Yes, Noot Maybe.

Does he live there now?

b I lited in Helsinki far six nonths.
Does she live there now? 

-
c I've lived in Torcnto.

Does he live there now?

4 Complete the conversation wirh the verbs in
byackets in either the Past Simple or Present Perfect.

Tibo. a sales nanagel, is planning to send his staff on a
t*n building sulvtual coufse.

nbor Right, now (a) 

- 

you all

- 

Get) my email yesterday about
the training course?

Fydd Er,yes... (b) 

- 

(be) itajoke?
nbor I certainty (c) 

- 

(not meD) it
tobe ajoke. Fydor. No. I(d)
(notice) recently that we need to work as a
team more. Lastyeart interpersonal skills
cou$e obviously (e) (notbe) as

successtulas I (f) 

- 

(hope) and so
1(g) (now decide) to sendyou aI
on a managemenr surv'var cource.

Fydor At tie Death or Clory Training Camp.

nbq ftat's right. (h) you
_ (hear) of it?

Eva Erm, you (i) -. (say) in youienail,
Tiboi, that you won'tbe comingon the course
with us yourself.ls that righr?

Tibor Er, unforrunately, yes. Obviously, I
(j) 

- 

(want) tojoiDyou, but lm
going to bemuch too busy, i n afraid. For ore
rhing, I still (k) 

- 

(not do) rhe
qurtetly sales 6gures.

rvan Tibo,. wbv 0) 
- 

you
(not tell) us about this at lhe departnental
meeling last week?

ribor well,l (n) 

- 

(not make up) my
m.nd unriJ roday Bor I, er. Inr 

-

(think) it would bring us all together.
Fydor lt (o) 

- 

(alreadybdng) us together.
None ofus wants to go!

Now, look, Fydot, don t be so negative- Wait
until you (p) 

-- 

(have) a chance
to thinkabout it.I (q) 

-even

(not show) you the course
brochure yet. Anlvay, what do the resi of you
think?
I think it's the mostridiculous thingyou
k) 

- 

Gvd 4k) us to do. And, r meau,
rhp interper.onal "ldlls rr ning {,r 

-

(be) bad enough.I an notbeingdumped on a
freezing hilside and told to find my way back to
civilization with a fruit knife, a cho.olate bar and a
ball of stringl

I re lived in Taipei fol thrce yearc.

Does she tive there now?

I rc been in all natning and she hasn t phoned.

Is he in now? 

- 

Is it stil morning? 

-
Iwasina noning and he didn t phone.

Is she in now? is it stil morning?

Phrase bank: Engaging in small talk

Lrsted below are some qLesrions which m,ght keep rhe
conversation going at abusiness event. Complete them with
the velbs in tbe box in the cotrect form. You'llneed to use
some ofrhem more than once.

be coa€ en oy fi.d go siE have
h.!t n k! Eet e.d e 3t y tly

the conference?

-nearhere?
-on 

after t}le conference?

-apresentation?- 

to tbe keldore
tomorrow?

o

d

14
l_.--__-l_"*,f-

@

t 

- 

to Brasilia before?
g _ to any interesting talks?
h 

- 

any usefulcontacts?
i 

- 

--_ the (larest) news?
j 

-much 

of fie city?
l( -- anynice resrau/ants?
| 

- 

the lo.al .uisine/wine?
m 

- 

Dr Wendel?

n 

- 

(somewhere) before?

o 

- 

wondertul weather
(so far)?

p 

- 

a good day?
q _ any interesting people?

r _ ro the conferencelast
yeat?

_ your name on rhe
pfogramne?

-an 

article by you in
Busineseeek?
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lfhcn Jro" uritc a lcttet,

!o! tak. tone .drc oazr
wn @or.lt. Il'hy h ti th41

uheruescrulan cnail @c

jttst @irte.tau unJo

no,setue? ad l,rcs s.'td tnd
th.t" boclJbr th. best r,.

Lucy Xellaway, F,nancral Lmes

I)o rou takc tnrc to

troofrcad )utr cnrail s?

Email

1 r^Ihen do yo,r eDrait nlhe, than pi.k ut) lhe phorrc? Dir.,rss $ilh r Partn.l

2 \bu'(,going to liste,r to soDi. business P.opl. ben,g rnrovietred ibout what

Lheylovc rnd hit. rbour enrail.lirst ilivi{lf rlre foll(n!n,g Phriscs bt(,lole rnd hate

I'm abigfanol... Imnot cra2y:bout... I'D not k.en on lidrivcsmenuts
Itsreally.ool. 'Ihat rcallybugs ne 'Ihereallyn€atrhingis .. whar Icantstandis
What r.allyannoys ne is

3 Workjngr,jth a partncr, see ii you.an p/cdnl w|it tl. int.rvieL'.es will sry
\4ak. rotes b.low i..o(ling to how lLkely y.u thinh lhey rre t. nr.nriol it.

Learning objectives:
Unit 10
Business comnunication
skills i)flusinge,r.nl lilie.,,rl
d n.lr\ (jridPlun. lorrrr ix,r.
srLll, !nrplLfr' r I r Ldigrl,)-
.0arL. l,r':Lrln!: ll(lrrns!.e

LasteninC r.nutr"lL n.rsadr\

What I love about email What I hate about email

Sure to mention ,,,

Might mention ...

4 2.08 Now list.r.ind tnk offthc lik.s rdd Llirlikes Nlakcrnoreof.nyyounriss.d

5lvhrr'syoutowrsp"rlrl'petha!c'wllh.rrrails?Tollthcrcslofthe(Lasswhrlreallybugs
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Writing emails
I How important is the ability to write in business? Read this elttact ftom the book
E WritihE. Do you aqtee?

The inportance of witing smnds to reason. Your boss, co-worker or cutomes dont
follow you around on rhe job. They dont see how you handle people or projecs day to day.

l}ley sinply see rhe rouls ofyour work - &tabae notes, email, reports, proposals. Clear
wriring reflccB cl€ar rhinking. Your wrhing b€comcs 

'our 
hce on thc pagc or screo. Not

only must your writing be cler, correr, onplclc and con.i*, bdr n also har b onnect.
Your enrirc rclarionship wirh co-workea or cusromer may et solely on your email

exchanges. In a world ofemodonal disconnetion, pcople long to be trcatcd c speial,
imponant individuals.

2 With a partner, thinkofshort, simple ways in which you can connect'with the people

3 ftere are no universauy accept€d rules for Miting email, but here are some useful
guldelines. Match $e rul€s (a-h) to $e reasons why theyare useful (1-8).

a Create a subject line with impact.

b Write short sent€n.es.

c Keep paragraphs short.
d Don't always trustyou!spell check.

e Put yoursignature on lhe message.

f Pfoofread the nessagebefore sending it.
g Use h*dings, bullets and nunbering.
h Add one personal touch to your message.

I It saves people scrolling down ro see if there's more text. n
2 Trese will guide tle r€ader and male the message easier to grasp. n
3 k cant tell the difference belweenyourandloute, o! tleirs and fnpretl n
4 It is more likely that someone will read your emall. !
5 On one level, allbusiness is personal. D
6 The.e s less.hance the read€t will missanything !
7 It creates a more professional image if there are no silly errors. !
8 You don't need complexgrammar orpuncruatior n
4 People you know well nay send you enails with certain graomar words missing.
Whdr rLree tlpes ofgrammar word are m ss,ng in these erdmples?

lmpresentingir to tlB boa today.

Fll speak to yot latet

Now put th€ missing words back into the emailbelow

HiRosa - been in meetings allday, so iust got your message plus attachmenl.
Sounds greai - panicularly ike yoursuggestion about discount rates. One
orlwo points a bit unclear perhaps, bul basically good stufi. Coud add
something aboul packaging. Nicejob, anyway.
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5 linails r..(r.lly.onrrii, tuser lixed cxprcs\i(r\ rnd ar.less l.rrrl rhJ. busrD.ss
lcllers. RclLrile llf folloNing exfracts fro!r l)rsi,,css lett.rs.s er,.,ils s'itli rhe e:pr.tsi,ris
Dr the lox.s !r tl,r.e of tl. word.:nd pll iscs in bold

Ilad!ows: Chee6. Couldyoudo n.i rilourand...? coodnews: tron,..
Gotyourmessageon... Ili.. Shalll ? Sorryabolt... Sotry, h{t I .:.\ make ...

ED

Thank you foryoorlcrrcroflhr llrlr 5.|r.frl)( . Unfortutratcly,
I shall b. unible t(, atrcnd rhr nrcrjnu o,, rlrc .l lrr. I would
appr€(iatc it if}ou ould \.rd d,. .L .,)l.r,n ,h. h nur.,

D
I"n dclighred n) t(ll you rhnt r\ or .l l.rn \f .,,r oil., in3

n,l){.!rriri,li\,n,r',,,i.,11 i)(lc,\.\., I Lr)00. lfronsish,I
$ould bc happv n, ! !1 \,r rinl,u Ll., ,,1. ., rl r oln ot o,L, ,i.n

D
I rcgret to infonD tou thrfth. botr,(l L!, Lfn r1.\ i, !o,,r p,ot,\.i1.
I would lik€ ro apologize li,r nor qfr fs l).tr1, 1(, !,iu n!)f., i,ri

.hi'. hu( I r( l)r, I i , \l(i,,,futrI rll \..1.

About AJewestillokayfor ? Followinll
I h scndingyou . as an attachment pleas€

D

It you have ant qucstions, Iet me lno\r.
Seeyou Sleakro yor soon Th.nls

I
Ianwritingroconfirmourappointncnton l,J \1.r. \lr lllll
g.r\ i,,.,hntr I | .!,i. Wnh rcgrrd (o n,\ l, (\i,r.,.i,,. ,ir (lr( +r1,.

.(n,ld ln, rrrkr rl,. rr, ( * Ln rrrnlrrn,d,,,: t enclose r lnr or ,li.

I look forard io mcctiDg you ncr r "crl.

d,

Fn
r.i

lll
I --r'ti

-I

Furthcrtoourrcirpl"n,,,i'r\.6.{ior rl|\rh,n.s, I'dbe
gratctul ifyou could .rrJ n,r : till ,l, r r pri,r, ol Llrt parhl, r
rr.i Illprss lro, L,,,rLr rr.l,rrc.n rJrp.,rLn,,rt

Thrnk you for trking the tin,c to do this ll I (an bc ofany
Iirrtherrssistaoce, pleastdo.onoct'ne.giin.

I look forward to hcaring from Yon
a
_l

il
-l

I
'l I
il.1

\\\\\\



Otto

How are you do ng? Gol lhe joke you sent me - very lunny. I ve emarled
you ihose stahsl cs you wanled. by the way. Hope they come In usetu ror
your presentation. Spoke to Chefyl n accounis the olher clay. She sencls her
regards. On ihe subtect ol accounis. d d yo! send your quarter es in? don't
seem to have them. Let me know how lhe presentat on goes And d on i forcet

6 Rearrargc rhe inforrnation in the cmajl hei(nv and rch'rite it to hake it .lerf.f.
Cive it paragruphs and a suitabl. subjcct line.

7 Nl.rk. th..nriiLbelow srnplcr ard clcarcr by deleting as nany unne.essarywonls.s

fossibl€ \lirhour dranging the ,,r'.ning.

8 Having edited the email in 7 down to a more manageabte sizc, add one or two
personal touches at appropriate points in the message. Yduknow that Niels Nordqvist
hasjust been promoted to vice-president (finance) and that his wife has just had their
6rst child.

*
I

I

rt

7

Dear Mr Nordqvisl,

On behal of mysef and my coleagle, Kafen Sharpe may ltake this opportun ty
to thank yo! and your team once again ior your kind hosp ta ly dur ng ou. brief
stay n Ma mo. Karen and lbolh iet thaithe two-horir meenng we had wth you
at your headquarters lasl week was. wiihoul doubt. 3 greal success. and we very
nruch ook iotuard 10 discuss ng our deas with you in much more deta than we
were able lo n thal exlremely shon bui h gh y prodlct ve meeling.

I am s!re you w I be pleased to know that passed on your valuab e comments 1o

our N,4anag ng D rector, Diane Lee, and she ass!res me lhai she w ll certa nly be in
contact wilh you overihe nexl couple oi weeks or so.In ihe meantime et me just
saythat t was a very greai pleasure meeting you. your managers and enthusrastc
stafi. and explorjng the possibill es of some k nd oi a joint vent!re between us n
the not ioo d stant iuture.

Wth my very besl w shes.

Sam While. Senior Product [,lanagef. Thermoflex (UK)

-'ti



Changing arrangements
I z.o+z.rr Sarah is organizinga business trip to Japan i/ hcrs.lfand hcr
.olleaguc, Peter. She has left three vojccmril messages for Koichi, hcr conta.t in Nasoya.
Ljstcn rnd answer the qucstions.

M€ssage 1

a When rdill Srrah and fererarrive in Nago),a?

b Why.re thcygoing to bc two days lare?

Me.rage 2
lreter sray ai lhc Radisson?

a How ktrlgwill Lhe trescntation be?

b What softwarc and hardware do they need?

2 the extra(ts from fhe mcssages in l
I arrive in Nagoya on Morday

possibl. now, I m afraid...

a Why.an t Srrah and

b What rloes Sarah:sk
Messag€ 3

That

EI
fWe
g ... r{e

get thcre by Wednesday ...

sray at the Radisson ...

etnailyou about this yesterday.

keep thc presentati{n itself quite short ...
use R)werPoint. .

1.cd a projc.tor and s.reen ...

l).d I r\a.l r. li, i p.lin.

,\ ier'.i us i r,trifning

3 whi.h ofth€ exrrJ.rs (a h)in2:
I are p.edictions?

2 refer k).urrcnt plans ()rinrenttuns?

3 reier to past plans or inrentions?

4 Writc lhe email rhat Koi.hi might write in resp(Dse to Saraht nressages.

You've got mail
Work ingroups ofth/ee or fourto cxchangc €mails.

. Writ. r short email ncssag. (no more than 60 words) ro each mcnbcr ofyour
group, slartingwith on. ofthc introdu.lory exprcssn)ns on the l.ft Nlakesurethe
informntion in your .nail is .onnc(t.d to yourown iob or exPcticn.c.ln.lude your
email address, that of lhe person you are emailing and a suitablc subj€ct li,c

. Aftcr nvc n,inutes, p lacc your nrcssag. iD the inbox trt the ffont of the dass and tale
out any nressages addrcssed to you.

. l\,ritc a reply to each message you receive directly bel.,w the original message lnvent
any information you have to.

. Aftef anothcr live nrinutes, pulyour replies back in the'inbox'aud take out any

addr€ssed to you.
. R.p..t the above proccdurc until you hrve dealt with atleast 6!c different iopics
. lnyour croup, conrparc thc sequcnces ofemails you have Produc.d
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I0 Email

Computers

I Combine the words in tbe box ro mak€ at iear ren
computetterms. Some are written as two words and some

desk disk

upgrade

BOM

A n 

- 

trlat iMacs. can rcad
But lost half the r? 

- 

on my hard
dl6k
So son!6how I mtlst have miskey€d.

Now nry spleadshoet haa lost all its

ls-onaniconto

Ard sadly no !a 

- 

wer€ made-
I phon6d up lhe 1s 

- 

at
Compaq.

help

Th6y told m€ | n€€d to i6

They finslly 6€nt s I'2 Mat.h the verbs (a n) to the phlases on the right that
they collocate most strongly with. Who d€bugged nry r. 

- 

whh

Bot sornet ngb goio wrong wfth my

'Cause wh€n I d 

- 

'd's it pfnts

| gu€ss I'm ,r 

- 

illit€ratE -
I don't know my z 

- 

from my

lvta 

- 

skills sr€ a disast€r
And my ornail has fill€d up with

d

e

g

i
j
k

n

3 Complete th€ song about computers with the verbs on
th€ right. Use the rhyme and rhythn to helpyou. Have you
expeden.ed sinilar problems?

My PC is Giving Me Problems
(to the tune of My Bonfle L/es Oyer lhe Ocean, rraditionat)

l\,4y PC is giving me problems.

My PC is givlng me helt.

It says it's got Intelinside it.

But its Inte inside is nol wel.

Bring bactt bting back, oh bnng back n y
tDewrite4 please, oh please.
Bdns bac& wing back, oh bdns bac* my
typewriaef please.

It r 

- 

oa me th€6 tim6s tht6
mornlng.

I tthk I should 5 

- 

down rny PC. Resources
Admit lhat l'm gdng - 

-. 

rctrain
Anange to a6e Human ?7 

-

And tellthom lwart too I

Future forms
ln linglish, rhde fe mtny ways ol ritking about rhc futurc.
'lLe tlitlerenccs bcftvccn thcm hak lcss to do with rine thdD
\!id) rhe spcikcr's aftintrtc to the future elent. Snrd! the
fi,lloring exarnples, all oi which reler ro rhe sxrnc point i!

. Ina0o Sthdar. (r)

. Ift bqr at shr t.(2)

. I ll let wx tn.a- an Sn"tdr. 6)

. Yo" uonl haoe dl'tol'hn g.t/i,u a tdxi an Sx,tn!. (1)

. Ingoi'19 to aLtu iryan Stnnt.t. (s)

' 
^'a! 

In uot @o.king oi Sn' hJ; \6)
. L\ goin{ to s"o@ ." Sunda!. (7)

' Ingoingta hape a ,{ood tzn or Sn,hJ. (g)

1Ie ftrm wc (hoose.r, dcperd on {ch things rs:
. rvhethcr we de t.]lknrg xbour r ftct or rn ot)inlon
. how $rc we arc

' wheth.r we hare !lrcrdr narlc plaos or tnngcncrrs
. horv detcrmincd rvc drc
. vhcthcr wc wanr rhc thing to hrfpen.

click

flles off the Net

data into a computer

CDs

And wouldnt connoci to th6 ,
It 3 

- 

my t"6h wtthout wrring.
It's som€ kincl of. 

-' 

I b6t.

l5-h€gdofficoamsno
S€oten.- b MloosofF \r,rord,

Ad HO's comput€G are Appl€P
Ald that's wh€n an 7 

-
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I Match the sentences (1-8) on page 65 to their main

In practice, the difference in meaningbetween certain
futureforms is often very srnall.

2 Match the s€ntences (1-8) on page 65 to the sentences
(a-h) which are sinilar in stru.tule and fun.tion.

a My plane leaves at frve.

b I'mgoing togo on a diet.

c It's going to be a difncult rneeting.

d Its Christmas in three weeks.

e 111get back to you within the hour.

f We're getting a new car on Friday.

g 'Ihere'll be a lot of irafdc on the roads.

h I'm not giving sorneone like him the job.

3 Look at the folowing structures for expresshE
intention. Put them in order of certainty.

ainingto goiDgto hopingto int nditgto pbmingto

4 Ulrlcrlile th€ most appropdate vetb forns in the

It s 8 pm. Cleo is just leaving work, when she sees the light

cleo HeIo, Eric. Are you sdll here?

Enc Hi, Cleo. Yeah,I'mjust checking everything for my
talk tomorrow

cf@ Oh yes, (a) ),rr'I gire / you rc gtuihg yort presentation
to the board. Are you netvous?

Enc Not yet. But (b).Iwill re / lan if I dont get thrs
PowetPoint thing to work properly.

cleo Oh,I use Pow€rPoinr alor. (c) I help / Ingoingtohelp
you ifyou like.

Eric ftanks, but I think I ve bad enough for tonight. Rre

presentation (d) is4'r reing / isa r till ll, so
(e) I'll still have / I n still ha,i,g a couple of hours
tomorrow morning to get things leady.

cts Well, some of us (t) wiligo / areSoi"g out for a Chinese

meal a.d then naybe to that new club if you wanl lo

Edc Hmm, sounds like ( s) youie having / yau re going to

/'are a prerty lafe night. I think (h) l give / I m giving
it a miss rhis lime.

ct6o \Nell, (i) we Eo / we're going for a drink 6ist. Why don l
you cone? l)) It'll takc / It's going to take your mind off

Enc We[, maybe ]ou're rtght. Look, (k) I'n just checking /
I'm just goingto .he.k rhis thing one last time and
(l) Ih / l?i re nshtwth you.

Cleo Okay. Seeyou there.

function (a h).

a a fixed arrangemenr

b a scheduled or timetabled event

c an informed predi.tion
d an offerorprohise
e a plan, intention or decision

f an indisputable fact
g a refusal

h an opinion about the future

tr
n!
tr
n
tr
tr
n

I
n!
n
tr
tr
tr
n

a

o

d

6

Phrase bank: Email

Mar.h the following informal email expressions anda.tonyms (a p) to theil
functions (1 16).

a Hi. I Can.elinga meeting

b Gotyour message, thanks. 2 lntroducing a toPic

c Sory, but I.an'tmake it. 3 Requesting information/action

d Could you do me a favour? 4 Civing positive/negative intormation

e Are we still okay for Fri? 5 GreeLing

t About the conferenc.,... 6 Referring to an exta do.ument

g Cood/Bad news. 7 Confrrming a meeting

h See attachment. 8 Replying to an email

"n bn "E dn "tr rn cn hE
i asap 9 Addingan extra Point
j Foltowing our phone ca]l,... lO Offefing to contact softeone again

k I llchase itup. 11 Sayinggoodbye

I BTW 12 Con6rmingan aPPointment

m ln's fineby me. 13 Showingjntetest

n Let me know how it goes. 14 Refeting ro an earlier conversalion

o I'llbe in lou.h. 15 Offering to look into something

p Cheers. 16 Reques ting/Otrering utgent action

itr jn kn rE .! n! o! oE
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IT
Talk loar, tal, slolt a,n donl

Presenting
l Think ofsuccessful talks you'v€ been to in thepast. What made them so su..essful?
Codrplete the list ofelenents that rnake agood presentation wilh thc words in the boxes.

To bc a goodpresent€a youneed:

John Watfie, Hollyu,ood frlm star

How often do you give
presentatioDs at wo.kl
Doyou enjoy thenl

talk

a snart and professional

e good eye

attitude Lnguge prepahtion

Learning objectives:
Unit 11
tusiness communic.tion
skllls Dis.ussins qualities of
i good prseniarionr Pausing,

tr.ine and senrcn.. str.ssi
Dclivenng r proronlihoni
5ti!.tr;iga flcsdnralioii
lJ3ing visuaLs, l:lucn.y: Gi!ing a

Rgading An erna( hon Fn$

Litlenins Prcdo.otrvcrsins
ind g'viry a Pr€Fntationi
l:rrnd fion a tlll byGuy
Krwrsrki: A prcaoni Jtion.bout

Vocabulary Presdntations
Gramnar Pist QDtinuousj
Pi{ Perre.t. Pr$ sihpl. vs Pan
Cont;nrou\ v\ Pst Pcrfe.t
Phrase bant rhc lrnsuscof

bln comp.ny intedies

g a strong
h a creative use of- -i expressive body 

-

j careful .-

2 With a paitner, discuss the elements in 1 and rank them in order of importancc.
Us. the phrases in the boxin your disession.

Another important thing is... ... can nake a Eal ditrs6<e.
I think ... is pretty inporknt too. h h+s tf..., but it's not esential.
Whatyouneedmostofdiis... You don t le€d ..., 6]ory a ...

3 Add your own ideas to the list in 1.



Delivery
I Re:d the text betow. ls itgoodadvice?

fiot olmosr 30 million business
presenrotion3 ore given every doy? And yer, in surveyr, mosl
monogers soy lhey ore more ofroid ofpublic speoking fion
onyihing €lss - even d€oihl To overcode nerues, o lol oi
p.esentolion lroiners odvise you lo'iu5r be youl36ll'.

2 z.lz l.lsten to threc people speaknrg. con.entratc on the waythey sound.

lro you think they arc having a .onversation or giving a presentation? Write CorP
next to each cxrra.t
t\trictr l\rticf L

L\trJ.th L\fract d I rxrract ( fl
3 Discuss with a partncr. How is spetrkins to an audience even a sDall one - ditrercnt
from speakjng to a group <)ffriends? T,ink about the following:

. howclearly you speak

. how cuicklyyou speak

. how olten youpause

. how emphati. you rre

4 , 2.13 cuy Kawasaki is Lhe co'founder ofAlltop com, Ga'ag€ I e.hnoiogy Venrutcs
and the former'.hief cvnngelisf at Apple'. Read the folbwingexttact from a talkhesave
at Stanford Universityon enLreprencurship. 'l}e extract is unpunctuated. Mark ( | ) whetc
you think Kawasiki paus.d. ]}Ien listen and che.k.

he first thing I 6gurcd out and

leamecl s,rmctnrcs the hard rvav

.rbout cntLepreneurship is thlt the
corc rhe cssence of cnireprencurship

is about rrlriking merning many many pc'iple

starr conpanics to urake moncy the quick flip
rhe dotconr phcnonrenon ancl I have noticcd

in both rhc companies that I ha'e stancd and

furrdcd antl been assrrciated with that drose

companies that are tirndamcnrally foundcd tcr

change the world to make thc w,rld a bc'ttcr
place to make mcaning are thc companies rhat

nrake a Jifference thcy are the companies to

succeed my nair'c anJ romantic belief is fiat
ifyou makc meaning you'll probably make

m,'nry l'rrr rl )nu 'er 'rrrr ro rrr,rlr m,'nu1 v"
will probably not make meaning and;ou won\

5 F z.rr ust"" 
"gai' 

andupdcrline the sTRoNCLY stressed words

. Is there a conne.tion between what wc stless and where we pause?

. Whats the effcct of pausing:

more often?
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When youjoin First Difect, you expetien.e something
unbelievable. A bank designed around you, which
doesn\ expect you to 6t roundit.

Funnykind of banl? Unbelievable? Even a littl€
magical?Yes, but also efficient, safe and se.ure.

tl

tslk ibout sortthing un..nne.red?
bcgh thc preserl.li(n? un-

A team presentation
I LookatthefoltorvinginformetidrfronrFr6tlli,cct.Yourrcltoingtousethis
informatLon topractise deliv.ring J presentition Nhrk thepaus.s and stressed words.

Wjth a I)artn.r, 6rsl Fesent thc nrfdmati(n d.arly and pft,fessionally. lhcr ir€scnt
the inlofn,ition cnihusiastj.ally ud dr:urri.allI. Wl)i.lr sou.ds bell.r?

Preselt r 2
A bank which recruits peopie who like to talk. A bank
which gives its peopl€ a! the information they need

to enabl€ them to help yoLr. A bank whi.h b€lievcs in
sortmgyour moneyout for you withoul you heving

Prer.lt€r 2
You can, naturally, choose when, where and how to

\

"/

\
p,€senerl ,/ i:*il:iJl-d:ffI_*;;::5i:"."*$l*i-'
And h he ev€r you right be in the world. you can bank f
onlne Be(eive inrornrrion orl ne. Buy onlr"e. We.-n .
pvpn \pnd binking m.ssages ro your mobile phone \ Prererts 2

J Join First Dirc(t and feelgood abour yourbank: ifs
your money, after all.

2 ln rhc cxtract:bovc, find exrmples of:

b rhct(tri.rl qn.stions
c gnuping poiDts ir1 thrces
d paiB ofcontrasLing poinrs.

3 Match the items (r d) ui 2 to wl)y rhey nrc effe.rive (1 .1)

I You irvite youf.nrdie,r.e ro lry to anticitite your insncr.
2 You crerte a satistying sense of conrpletenes".

3 / .'1" ,lo. ii r |,r,'po
4 You.mphasiz. nhat you\." saying by usjng Lhe powc. ofoppositcs

Structuring a presentation
l'lhcfollo!,'ingexprcssioDshehyouk,grvca.learsh.!.Lurcroiprcsentatidr.
t orpl, r rh, r- v,rh h" prJU.llr,,'.. , rhc bo_

b

d

t

h

2
I
2

3

4

5

6

'lb stirt , rh.n.
To nrovc t{) lry ncxt pojnt, ...

To go io wh.rt l was saying, . .

lo turn now a diffe.ent m.ttcr, .

To say a bit do( that, ...

n) Sive you an cxamfle what I nkr,,
1o digrcss f, n,oDrcnt,

To sunr , the!, ...

Whkh ofthe extressions ii I are used lol
re(rrn to an lnrportant ponrr? I l
rtpc.t the mrin poiDts?
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give

b

d

f

2

Using visuals
I You ran dnwattention to your visuls by using thc phrases bclxr'. Conplere them
with thenords in rbebox.

hea po,nt sec show

ld like to out...
'lhe figufes cl.arly
'lb yoLr th€ ba.kground to this ...

So, whar docs this in tcrms of...

Whr J ;,rrt.', g,' rh, g"'th.- rh" l-r do h" r, ll, wrngv'rb. -,, ro:
rise l- levclorT ! flucru,t" Tl pcak fl

A technical problem
I z.t+z.ts Listcn ro a stock trrding coDpany managcr des.ribe how his term
solved a problen with $-, company's websitc.

a llrderLinc thc two things lhe mirager do.s to ofen his presentarion.

I asks x qu$tion

4 quotcs *nne Fgurcs

b Whats th. signifr.anc. ot lhe folloMng ficts:nd liSurcs?

2 250,000

3 thrce

4 60,000

Part B
c What three problcms wrs the.ompany hiving with its websitc?

d Having jnproved thc wcbsile, \dhat are L S tock s two .urtent obje.lives?

Part C

e Which graph (r d) on thcleftdoes thespcakerrefer r{r?

f What thrce things docs the inJnager do to dose his tresentation?
I srms up his talk

2 quotes a well known person

3 r.fers pcople to his report

4 invites qu.stions

Itead thc foll('Mng senrcd.es fnnn $e fr.scntation n,1

Wh.n We iirstwent online, $'e w€re g€tting ovel25ll,000 hits tr day.

Thc probleilr was not lhe servi<e he were off€ring, but thc wcbsiLe itsclf
A faultwc haaln't noticed in the programm ing cau6ed 1,500 P.oplc k) invest h a

.orDany that djdn't even exist.
'lhe next thing was lnternet advcrtising, !tinning back the cust<,mer confrdence

ln which of the scnten.es above do thc vcrbs i!bold tefer to thjtigs:

. happcning.t the same ti'*z - 1 ! l

. hippeninil onc rfter the othq? l=l f l

b
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Giving a short presentation
Choose one ofthe situations belowand prepare a short presentation.

Sitttatlon 1

You have been given the job ofintroducing a celebrity guest speaker who has cone to give

a motivational speech to your company- You can choose anyone youlikefrom the worlds

of business, sport, entertainment, media, science or politics.

Use some ofthe frameworks b€low to help you prepare, but chabge whatever you Deed to.
Tryto use.ontrasts, repetition, rhetorical questions and groups of lhtee in your speech.

You should aim to speak for about two minutes. Your guest speaker is making a surprise
appearance, so don t announ(e who it is until the end ofyou introdudion. See if peopte

It was... who saicl... Our guesl
this evening is a perfect example
of that.

Not only is ourguest..., she/he
i6 al6o ... A good example of that

And at the age of..., sh€/he had
already ,,. and was beginning
to ...

Situation 2

You have been chosen topresent the Business World award for most innovative product of
the last quartei century- You can choose any product you like from holsehold to electrical
goods, cars ro clothes andmachinesto rnedicines.

Use some ofthe franeworks below to help youprepare, but change whatevet you need
to. Try to use contrasB, repetition, rhetodcal questions and groups ofthree in your
speech. You should:im to speak for about two minutes. Nobodyatthe awards ceremony
knows wbat the winneris, so don'tannounce rhe winning product until the end ofyour
introduction- See ifpeople canguesswhat it isl

Once ev€ry .., yea6 or so a
product com6s along whlch totally
changes the way we ,..

,.. i€/was such a product. Not only
ivwas it ..., it ivwas abo ... and

Icould also t6llyou that it b as
... and that . . . But that would fail
to do it iustic€.

How do you begin to d6cribe
somerhing which lit€rally
r€volutktnlz€d ltE ... indudnf?

tadi€6 and g€ntlem€n, the wlnner
of the awad for most innovative
product is -..

When ltellyou that it sold over
... million units. yoo will not b6
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tl Presenting

Presentations
Communi€:tion rkilt
I Complete the .ollocations by wdting the nouns in the
righr-hand boxes. 'Ihey are aI tbings you might do ina

a slaph a point an issue figuies ,okes quesnons

Tr€ndc and chang€

2 Read the following news headlines and mark each of the
verbs and nouns of change according to what it describes:
\, /', 'l., J, +, '-r, .y'.-,, ,,.., ..,,. Ile first three have been
done for you as exanples-

a Housrng slump [. ] as rntefest rates climb I . I to 7%.

b 0 pricesreachnewpeak[.. ]aslearof terrorsm
increases [ ].

c Asan stocks recover I I after sudden fa | [ ] to monthly
low I l.

d As Ch na rises I l, poluton soars I

hish I I.

Spanrsh market siabilzes [ ] alter two month stde I

Wld rrlualrol< [ ],r 'le prr e o pdpe de\rdb rze

I lihe pubishing industry

g Stocks rebound I I after substantial osses I
eany va0rng.

h Steady decline I I n whitecollarlobs In ihe West caused
by outsoLrcing boorn I l.

I io all.Ume

(d)

b)

(c,

I

He

She

Ir

Past Continuous
.lflirmrtirc/Neg.tivr

working. workingi

1 Match the enmpJes of the Past Continuous (a-d) to
what they describe (1-4).

a I met my wife while I war working as a teacher in

b He w.r rtu.lyiDg to be a doctor when be dropped out
ofuniversity and decjded to go inlo business instead.

c We were going to Vi.nna fora training we€kend, bu t it

d You were always working late when you had thar job in
the City.

2 Corre.t the following conversation. thlee of the verbs
in the Past Continuous should be in the Past Simple and

Inge Ah, Peter. I nas wondering if I could speak to you?

Peter Hello,Inge. Er, sure.Ijust wenloutfor lunch, but, er,
what was ir about?

Ince Weil,Iwas seeing Dieter the otherday and he told me

Peter Oh, well, yeah. Actually,l was de.idinga donth ago,

but I didn't thinkanybody was knowingabout ityet.
lnge Oh, yes. the whole department lalked about itwhen I

cam. in roday. I}ley still talked about it when I left.

'Ii€ l),sr Coninntrr6.in srg$.\t d.ontiDuirs tecliig or
dtiitr c, n) rou.rn use it 1vh.i, !.u {'inr ro put gentle

Ife$rr. on somernc to.lo sonrethLng.
. t@6 uand.ring l )ot trtlr h.U ht

I.ln,t 1'/iI.,t. S0 -ill vn ht+ .? )

' I unx l@king.l, tainelait* l).a?t:
l,'1nl I nil nrt. St ta. lotl ttt dn.\ lhrry tbtr?./? )

. u', u.ft ha?i"g l ra tjk(, h&unt.
,hd e. \riI dr Sa hal, tnott t biKqo nio"nt?)

Past Perfect

I

I a past action which was inteirupted or

2 the background to a more important event
3 lepeated actions in thepast

\tlirn{rire,\egrrre
n
n!
tr

I

He
She

Ir

*:,

I

had Had

l\ tA. tu". Io,lrdnt t4t lat,), txoto" hadleli.ll)
t 1!a! hntJ:dot to /b ditloi /,qire I &/iz rdfar{otten
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3 lookattheexanplcsonpage 72.

a What happened 6rst:myarrivalat the party oreveryonc cLse's departure?
b Put thc cvents in chronologjcal ordei, getling halfway to the airport, forgettingyour

PassPort, rolizing your mistake.

ll,. l).sr l'jd1Nr l. ,iiifr) n,.d nr l(r)k bi.k rfum lrrc in dr. nrlr n, !. cr.lier rirrc

Past Simple, Past Continuous or Past Perfect
4 Complete the fdllowing anecdote by underlining rhe most appropriate verb forns.
Read the whole scntcnce before vou malevourchoice.

'Apparenlly, there was this guy wo*ing for a financial services company in the City. An),vay, it (a)was belng / had
be€, a really tough year. so he 16) deciclecl / $Bs deciding to take a nice tong hotiday. He lc) iust cteated / was just
c/ear.'rg his desk when he (dl sudder y rcnenbered / hact suddenty rcmembeed \\hat le) was taryening / had
happered the fast time he (l was / was being oll wot*.. He Id was coning / had come back ro an inbox contaaning
hundreds of emails. So this lime he lh:) came up / had come up with a brighl idea to prevent it happening again.

What he li) did / was doing was this: he (j)set / rad s€t his computerio automaticatty s€nd a message to anyone
emailing him, telling lhemthat he (k)was / had b€e, inthe Caribbean for two w€€ks and not to emajthim again ti
ie ll) got back / was getting back. Then, iust as h6 (m) was leaving I ha.! teft lhe ottice, he ln) thought / was thinkjng
he would emailhis best friend and tellhim allabout his holidav olans.

Unlortunately, his bsst friend, who (o)was 9o,r9 / had gone on hotiday the day betorc, \pl was setting up / had
set !p his computer in exactly the same way. So the two PCs lq) prcceeded / werc procssd,rg to email each
other every lew seconds for the whole fortnight, while these two guys t) were er./b/ng I hac! enjoyed lhemsetles
on hofiday, totally unaware . I ls) heard / had heard lnat so many messages (t) werc fina|y buitding up / had nnaly
bullt up on the company! server thai it (u) crashed / yvas crashing, costing the fkm milionst Tru6 slory Austin in
accounts told m€.

Phrase bank: The language oI presentations

llle foll(,{ trrg .xprcssions are all lsefol in prescntations, bur some lett€rs ale missing
from rhe 6nal sords. When you have complered thcn, thc ldters down rhe middle should
nrake: good piecc ofadilce for a presenLer

a Can everybody hear me

I

Right, let s gei ...

l've divided my prcscnratioD into three main ..

Just to give you a brief. .

I'llbe saying morc abolt this nr a.

lln surc rhc implicatio!s ofrhis rre.lear to
There's an jmportint poinr to bc made ...

I'd like you n) look rt this ...

As you can see, the figurcs spcal for ...

To goback to what I rvas saying...

A,,r.p+ n) qu".tron youcl ,l.r",.r,"rrh,..
I'd like to l.ok at this in morc ..

L.tsjustpurrhisintosonrekindof ...

i'}.rhaps I should expand on that a ...

'lhat brings mc to the end of my...
'lhankyou.I n sureyou havc many

b

d

c
h

i

j

k

m

q

f

t

H

H s vl

-r: o

-1
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il+--
Eg[ lmpact

Learning objectivesl
Unit 12

Iir.r.niih.rs riili nLr,.r(:
FlLicn.!, Ipr.Cr, I rrccni$ior

How manybusiness prcs.ntations hiv. you srt th(ngh likc lhe one in thc ca(oon?
Sh:re soDre oflour experiences sth thc rcst ofyourgnn,p.

''okay,I d now goin8 to read out loud svery single 3lide to you, word for wor.l,
until you all kisb youdius die

. \(rhy do so many preseDters filldreirvisuals wilh drtJ ind then simply.eid thcnr oul?
Wh.t .re they trying to rchieve?

ll/har.r.ates impi.t if a presentation? lnd whrt kil]s it? With a partnef, nrak. two
llsts Thcn compare lists with the resr oflout group.

You are goingto read a tcxt about'thc fftrr Cs of pfesenting with impact
Cover thc text and work wth a partncr

Predict thc foui Cs. Then lookat dre text and.he.l your predi.tions.

StadentA read paragraphs 1 and 3. Student B readpatagraphs 2 and4.

ll!d!rli4 a.ypoints you in.luded in 3

Shar. and dis.uss what you read with



l.((,\lll,l l\\ F Vin\ pn\nrc--ur,.l
trom pre ialk ne^ts. lf )rou'.e one ol thrnl, don'l
tt$pairlThe art of ippea ring confideni .nn be leifred.
Step one: sknr dosr. Nothing sals'l'm nertous'more
th.n huftied speech. Step t$t: iflorc thc !s!41.dlice
ibout makjng su.r k) smilc. Ycs, a gcnuinc $nile reflecis
confidencc, bul.1 f(tctd onc only makcs you look more
.tr\ious. So smilc whon theret somethnrg k) smik,
ibout. Othcftisc, don'i. Step three: try idopinrg a

confident pose jrst b.ii)rc youic duc to sp,-',rk. Resedch
il Columbia Unilcrsilv his shoiln thnt this rais6
testoste.one lelels in both men an.l rLonrL)r b! nearlf'
20',,, makinS th.nr tcelmarkedlv moe.onfidcDl.lt also
cuts ihe stress hoflnoDccortisol bv a quartcr, helPingto
calm thos. ncrrcs So snnd tnl, he.d {p, hinds on hips
nnd let yorrbody chomistry do ifc rcstl

-. \ l(l lrll'll ll I Wl,.l.l!.'..rnJl n.rb.
n hou*hold narnc, you cnn siFlifi.antlv boost vour
prdlcssional crcdibilit\ iustbl doing l( r things. Firsr,
lndkesure rol,6i!c vour au.licnce at l.nstoDe reall!
rdlu.rble pieeof nrf(nnatnrn thc! d i't kno$'. Thev
$ill d.lighl h pissing thison b {)thers dnd th.y lllolc
yo( f{y iti Se.ond,.reiic ihe opportunllv lo Nentlon
hiSh-profilc frojccts yo!'vc b€€n in!oh .cl wiih. Thi s
tclls them you know \'o(r +!1f. Thnd, pau{,b.ide tour
most imporhrnt poi 5 ThN ijn es vour rdior.c time n)
.pprNiatc rh. si8nifi.,lnce of \ hat vou'rc about to sa\:
And, tuurth,ne\cr conrpctc rLith lour !irunls. A good
visual should onl) h ll hnlf the sbn lcilling rou to tell
thcothcr half. So kccp lhose shtes simdo.D.1sl,,m th.
d.t.rils in)'our hcid - wherc they'rc sl,pp.s.d nr ber

\.\ lral\i I T Wl,e-;,\,n.j:p--nr,'rFn h--.
nrrc.l), keep it 5hort ind simpl.. AId iflou can'i, then
brcik il into shori and sinrple se.tionslAloid unnocessarl

i.rryon. Decide ifa singlc !islalcould take the plice oi a

knr oiddtn. And tr\' b nnlicip.lL. potenlirl olri('cti('rs beforc
lhoy'rc r.iscd noihnlS mnl(es you look betkr frcParcdl lt
lho pu.poscofrour prcsLtrtdtnh is t. selltom.thiDg, thcn
ii'll ncod a clearnnd logierIstructurc. l hcsiinf(rct Mcthod,
kno*n ns N.A.B.C., pn^ides thai stru.lur. N - whnt's the
need ld what rou'r. olf.ring? A $,hat's lour approach
kr nL'eting thntneed? Il- rlhat are thebenefits t(' vour
(uslomcror compan\ ? r\rr,l C tfhai,ifantlhinS,.rcYour
competito6 doing k, mcct lhat samc nc.d?

-l. ( tiAl(l:r\l/\'.','?l\', ul rn''dn-.e. ll
yourhinds do somc of tho tilking. N.lroinrEins technoLogy
has shorvn that lh. snnlc,1red\ ofthebranl light Llp h'hen $'e
gcstlre ns h,hen \!€ sp.nk. So B.sturcs hclp us sperL more
flu.ntl),| Inc'ea*your imprct lurtherbv using ,ENCF

l.rn8uaSc'. lomrc. Appl. CEOStereJ{)bs \r$r n.st&of
this.I:o.him, no su(ess $rs .!er just 'bi8 ; it \?s'huge'
No producl was e\'.r iust .ritrdcti\e', it $is'gorgcou{. And,
finalllr tell stories. h dn (rpcrimcni at SLrrford Unilersit),
(rrly 5"i of an audi€n.e wcre able b.emctrbcr tho statisti.s
thcy'!l been pres€nte.l hrl63r, could rcm.nrbcr the snriesl
While gn ing a seri(rs l.lk on thc global thre.t ofmalaria,
phil.rnthrcpist uill C.lcs r.lcised somc mosqrikrs rntothe
ruditdium, sav'n8:'Thcn''s no reason $h\ onlv poo. p$ple
should hi\ e the expcri(nc('l'OI cou6e, the mosquitocs
$ (.ruiil infccted, but his nudience rlerc llLccling nbout it
f(tr lnonths afteNadsiThis is u'hat presen td ti(n1 conch and
nuthor \ancv Dunnc(nlls,r S.T.A.R. honlcnL sondhing
th('y'll.rlwa! s remenlbcrl

5 -* z tu z z,1Li"t"r to eight short extracts from presedtations. Thepresenters are

foilowingsome ofthe advice in the article. Decidewhat each speakeris doingand match Lhe

descrjptions (a h) to the speakers (1 8).

a quotes some surpdsing statistlcs

b refers io a visual

c rcfcrs toplevious personal successes

d draws a comparison with
comPetrnS Proclucts

! e tells a story tr
n f anticjpates apossible criticism n
! e uses'powcr language' n
I h makes theaudience laush :l

6 -s 2 I7 2.24 Look at the listening scripr on p.ges 152-153 and listen again.
Focus on thc prcsenters' stress, rhythn andintonation, and highligbt anyuseful
phrases and cxpressions youd like to tenenber.

7.{:zsList".tut-oentrepreneurspit.hingamobil.phoneapp$eyhavedeveioped
to agroup of ventufe .apitalists- Whichone ofa-h in 5 do theyNOTdo?

I -F z zs r,irt"^.gri. an.l make a note of thcir N.A.B.c.

c=

9 Now work with a partncr to practise pEsenting a product idea with idpact. See page 129.
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MANAGEMENT
SCENARIO

Learning objectives:
Management
Scenario C
gusihess conmunrcatian skilk

li.. ,r,.! , ilr
Lr.l,.rri:r.,i.n,r.,,...\ .

Readinsr.'.:,': rr , .::

r In company In acnon

Morale problems

I G.brreileTire,.ri,,rli(1,rl.lif..torfo,Iloh,hl.i,n,itn!,S)isL.nis(fl5t.lt.r.lrh.
er,:rl sle se,,t rl) r\:,1,j i \1(1r,i. th. salcs rrarage,, r,r1 r}rt', tIc {l!.strrns.
a I.o, ..r n,3nl n,,Dl hs l,.,. A,,lo) s r.it fa,l..l t.,ne.r ,: s !.,i,\,!(!,1.,s?
b Is rhere Ji) e( L \r ltr !1. t)no, D.rio,:n3r, e?

c coul.l rh.lo,, r.,lf: 1l]ui.r h. the,-",iu1t ol roricrhi.i'.1\r)
d l!harrlfo n,..r,f1]\,l,r!,\i,r.,,rxrl r..dto.,r:ns.)
e Hor L.oullr"LL J.-,,r1).(i.rrrr.lle.n,nc,ntr,c.rirL

'"llT3.'H b, 2 Atr"' 
" 

t..,,.,1,",,,',,)n !rrh Crb, ielle rhr folio(,inq di),  f1,',
r n:eer,,ig riai l,r r.r:r ]lj.rt, lr rrrleo C1 l,i s.. r|. m..rrnt.,ii,l 1i,

a ll.ll!n.i p.nplf

c He trlrkLi rttrt.,rr

3 Ilo" shou d lnnif li,ira.ltorc

d Hc lose' l,rs L.,rp!l
e He dn'id.! rl. n'.rn,

f llc be.omc burn'.

t1,rnff di$.r!nLlt ii ri,. nr.,.rl!!l

To: a.vega@fis.com

'm rather concerned ihal yolr !n t has la ed to nrccl ts sa es q!otas ior the
secof.l q!arlc' r!. r..1 Ol co!rse. |!rderstand lhat n ihe pfeseft firancra c mate
\""ie re a sirug!] ro 1lr gro\! olr c cn1 base. blt yolr tear rs noN s afri caftiy
u.clerperfonn na n conrpanso'r !r tr o!r othe. sales uir 1s suqgesl $e meet
somet me tomo(or monr r!t 11r d scLrss thLS

l.c denta \. \ e lre.r.j,uf ro{rrs that your tea.n are ha! 19 morale problems aga n
somo of yo!r rcps nor do n9 the r fa r sirare oi the fro'k olhers over oaded and

peope ge.era / !rrhippy w 1. the qua ly ol the leads:hey re gell.g lrodr our
te emarket ng teanr I th s rs lrue fs no !.,o.der the sa es i glres.re dorn You
m ghl rafr to ho d a motLval or session quite soon be.else dr s! re don t need 1o

rem fd !o! ihal ow nrora e I d sa es !n i s tata

Lei me k.ow ohen yo! bo frce to meet n the nronrn!.

Gabr e o

C IUORATE PROBLEMS



4 Bef,.e you read the article on notivating a team, cbeck ('iLh a partner that you are

familiar with thc words and phrascs in the box.'Ihen sce if you can work out the meanjng
ofthe ones you don't know from the context as you rcad.]}ey are in the order you meet

in entivee bonuses fringebene6ts deailineg
dismissal loutine initiative contribution
pat o! the back wodang relationdhip P4P

A question many
managers ask

themselves is:what's
the best way to

motivate my team?

Should I use the
carrot or the stick?

"T?ffH b,

Motivating Your Team

5 t'lake a note of two points you most aglec with and one you disagree wirh from the
arti.le. ften .ompare notes with a partner.

Disagree:

6 Now wat(h video C2 to scc Anton try to repair some ofthe damage he did in his 6rst
team meeting. Rate his closing presentaLion.

n.pp-t O O @
lmpacr O O @
D"ri"*y O e @

Compare you! raiings wilh yourpartner.

7 what did hc do rightthis time?

8 Practise delivednga notivation session. Turn to page 134.

9 loweva)uate yourpartnels perfdnan.e using the feedback form on page 136.

The carrot approach oflers employees
incentives such as a lugher satary, bonuses
or fringe benefits like free h€alth care -
gneat il you can atrord iu And lhe stick
approach L'nposes schedules, deadlines
and perhaps the threat of dismissal if
targets are not met on ume - a sure way to
become unpopular! But the real problem ls
that both the carrot and strck are extrinsic
monvators externalplmishmenls and
rewards desigrned to make us work harder..

And ln mosi oflice environments, these are

h his besfselling book Drive. Dan Pink
explains that whilst peopl€ in du-ll routine
jobs may improve thei.r performancefor
more pay, people jn jobs that demand
creaUvity and initiative actually find
such incentives stressiul and end up
pedorming worse! what knowledge
workers like these need is intrinsic
motvation the teedom to make their
ow11 decisions, a leeljng ol mastery in the
skills they use and a sense of belonging

to somethmg bjgger than themseLves

to whichthey can make a positive

contribution. So what can managers do
lo provide their people with the intrjnsic
molivation to improve lheir peformance?

Psychologist Dan Ariely says they need
to stop having a market relationship'
with their staff (I pay you 10 work hard
for me) and begn to develop a 'social

relationship with them as wel (l value
the contribution you make). You might
think a thousand'dollar bonus would be
more moUvating than a small thank you
present and a pat on the back from the
boss. but youd be wrong.ln fact. Ariely
claims that if a working rehnonship is
strong. paying for performance (P4P)

can actually destroy it, not strenglhen it.

Imagine. he says. offerlng to pay your

mother ln law for a beautiful meal she
just cooked for you. Shed never speak
to you againl ln the workplace too, good

social relationships n€ed to be sustained
and you can t put a prjce on them.
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15w
I Work with a partncr. Complete and discuss the statements beiow.

chat diticia dircuss

a an Ldeal opportunity to
b the bestpla.e ro 

-. 
keydecision!

c a safe environment in whi.h lo importrnt issues.

g the perfcctex.use to an entite morning

Which is closest to thc kinds ofmeetings you have?

2 ts z.ze li"t"n to eight business people from diffcrent .ountries complaining
about mectings. Match the cxtra.ts (1 a) b the corrc(t topi.s (a h).

a therek no 6xed agenda

b preparationisla.king
c only rhe boss's opinions <ount
d itt all about status

e the follow up is never clear

f meetings go on t(D long
g no decisions are nade
n intenuptionisaproblem

n'hf i' tb.r. no @nfi.t at

Learning objectives:
Unit I3
Business commonication
skills Dis.,*inB atriiudei
to 'nerringsi Conr erinsa
quctonnrft on,s*fuvc.€ss

Dis.ussing Dc€rinE$)lcs in

Lislening l,eoplo talki.s ibotrr
thenadtudca to nr.eiings:
Meetings nr diffrront.ounrries
Re.ding M.(ting sryles in

Phrase bank lnr.nuptingand

MichaelEisner, head oi Disney"

What doyou think makes
M effc.tivc m€eting?

o a rare chance to 

-.f an open invitation to

points ofview

with people from othcr departments.

out what's really going on

ea.h other.

tr!!
L]
tr
tr
tr
tr

3 Read the statements in 2 again. Which of them apply to the kinals of meetings you have?

4 Uo. 
"*".t1"" 

.." you in meetings? What if thc mceting is held in Engljsh?
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5 Codrpl.t. the questnrnrire wirh the $.rds in the bor TheD disess ea.h po,nt

.onfli(t .onvcrsation p.opl. rcom rubbish sil.n..s things rime

agrce

agree

aglee

agrce

agtee

agree

ag!ee

dfuagree

alisagree

alisagree

di3agree

disagree

disagree

disagree

disagree

2 lt \ i bad id.a
II

4 if's not !c..ss.rry f]
: rr i..PfrrD c

tl 6 ts nor a...p,ibl. tr

Culture 1

Cultur€ 2

Culiure 3

Cultural differences

Extfr(r 2

Ilxtrnc( 3

Questionnaire
a You sholr dn t nterrupt too much t just creates

b lf someone s ta king . I m afraid you just have to stop them.

c You should a ways try to avo d cmbarrassing in meetings.

d You must a ways thrnk before you speak take your

e Yo! can t cxpect evcrybody to see yolr way a the tLme.

f You mustn t let other

g You don t have to wait untiL the stops before you speak.

h lf people refuse to isten,youcanjustwalkoutofthe

l:o, tunrnrcDts on )our a.${ers see fage 131

6 L.d' *"t."* ". s .o"t.tlns n nro.hl v.fb. IlrrdL rhe,!o(l.l ver|s (a h) to th.ir

l lrlli*rrtrhrl4rnrrsofCrltr,?,(orn,nunn:ationsexpcrtlonslfompen.arssho$s
how di11.r.nl .ultures hav. diffcrcnt dis.usslon slyles fte iiigran bclow illuslrrl€s l)js
rcsults Lhc lin.s represenl the (wo spcakcrs and thc sp.i..s represent the siLcnccs Wh.I
ln)es .nd spa.es oErlap, this sl)olvs ihit people are spcrkrng nr thd strme hnie

Lons silences
No intenuption

Short silenc€s
Some intarruption

No silences
Constant interruption

2 Work lrirh a p..tner. OD thc di!s,rm in l, where would you typrally place:

a Asians? d Middlc lasterners? g Afri.ans?
b N,trthcrD llufopeans? e \_ofth Am.ri.ins? h Austnhrians?
c S(\rlhem Europcans? f Latnr lmcricans? i your oh,n nationaliiy?

3 Z.Zt-Z.Zg lisren ro cxrracrs fro,n three business hccri^gs. Ivhi.h of fh..u[ufrl
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lnterruption strategies
I l\hat do you thinh is thc most cffcct,rc ray ro do th. f,)ll,nling? Ti( k y,n,r.rf!n{s
Interiupt in me€tings Prevent intearuption
1nise dr hrnll. Ll l scstLrc that tharcn'r fifish.d. alr.oush tr l rJsc myvorct l
I 

'ay 
Ft-rn .. fl r rvo eye.ontr.t i'ith th".tt,"' p".'",. Ll

I saythc spcakcls namc ljusrk€epL king n
Ijusr sta,t speakins I t glat at thc pcrsor int.nnNjD! fl
2 Purrhtexprcssions1a-i)ifthe{o,,e.tof{ler. lhc)L!.r..i11j.rhc.onr.,s.rrio.s)oLi

c no ne out henr

d on hrng, sedn,d / i
e :grni, t. / si)rry/ nrtcftupt
f coul.l,'if / i.ish/ L /l(st
g here /..n /'llsr / T/ iril (onc / /

h jnsr / I 1'sonetl,x,s / snt /.i. / ?

i -/hat / 1/ finish /.ould /Nst / sayins 1'$rs / l l I

3 Labcl thc cxprcssnns in 2 intei,'ut{ilg oi prcvcnting intcrruption .

Whi.h two ain bc both?

Hang on a minute!
I \r'ork nith: prr tnrr Y.u i'c gorng to pra.tise intern,ptinq i.d pr.r.nrin!
inlerruption. Sporkrr A \cc pigc 1.10 SteakerBseepi!,r137

2 r'y tt ".'.n'iry og"i", rhrs tinrc \tithout the time litr,il. 1}\. fri.l.f s),.ukl rf.! to dc.l
sith each questjon bef.n, nr)ving on.

?

'tP
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Meeting across culture
I Work in four groups. Choose one of the scenarios on pages 81 82 desciibins a Brltish
salesman's expefience in four different .ountries. Read th€ lext and do thevo.abulary
exercises inyourgroup. then look:t 2.

ARABIA

Bhl ant wh(e wa s, L.rxJr oLrs carpels an{l lhe son hum ol a r condt on ng.

A Br(ish s:lesman sits a lne uncomfortably in lhe office ot a Saud manager.
An hoLrr passes in litle morc than small talk recenl ness, horse racing, the
Roya Farn y. The sa esman casual y comp iments h s host on h s laste n an
ancl, after several lu1 le attempts 10 reir]se. ends up accepl ng a va uab e- ookrng

\^hen lhe meeting finally gets undeMay, there are almost constant lnterrupl ons
and r1 s diffcu l to stick to any knd ot agenda. Peop e clnft ifto lhe oll ce
lnannounced. tak olrdy and exciledy, and eave. Severa sullects seern 10 be
unds discuss on at once lt s somet mes d if cult lo be heard above lhe no se
The salesman smiles uncertainly as he accepts a ihird cup ol hol sweel iea.

Fve days late[ a second meeting is in prog€ss Th s I me lhe qJesiions are
more d rect. A senior Arab managef is present on th s occas on blrl says very
itl e. The anivalol yel afother vslor hods up tre conveGaiion by a further 40
minltes. The saesman tries hard to hde h|S ftuslranon.

tvleel,ng thrce. Temrs are negotialed in a lively haggling sesson The salesman
iinds the Saudis mo€ easily perslraded by rhetor c lhan hard facts. They clearly
want to do bus ness The qlrest on s wheiher ihev wanl 1ir do business wilh
lr m. Tlre r Initaldeman.ls seem LJnrealst c. but sLow y they begn io make
concessions. As lhe Arabs say, When Gocl made lrme. he made plenty ol Il

a Match rhe followins to make collo.ations ftom the text.

E

b Find the words or phrases which mean:

start (paragraph 2)

be happening (parasraph 3)

argument about a pdce (paragraph 4)

impressive spe€.h (paragtaph 4)

z

=e,
IJ.I

o

Rain beats aganst the mrror.glass wndows ot
a Frankfurl offce block. The British salesman s
appoinhenl was lixed lor9.3o. A19.29. hes
shaking lhe hand of his prospectNe ci€nl an.l
stepp ng Inlo ihe spot i1 order iness of the German's
otfce Technica dragrams and fow crrarts cover
lhe magnelc whileboard. A secretary brings
machine coilee ln Styroloam cups and its straght lo

The salesman slarts to sel !p his PowerPont
presentation, bul lheres a prob em wih lhe disc
and he €nds up borrowing the Germans iop of the'
range Fujlsu. Helres to make a loke oi lhe problem

rather unsuccessfu y When he f nal y gets go ng,
oblect ons seem to be ralsed to near y everythrng
Ln his proposal. Are you sure th s is a more eific ent

sysiem?"Do you have tigures to back thai up?'
'Ah. we lried lhal belore and il ddn l work

Sixty m nules have been alocated to lhe fireel ng
An elecvon c a arrn on the German s watch marks
lhe hour Shoir y afle^ /ards, theres a ca iror.
'p-pprion lo c.) rle sales-d.\ lr\il_as rusr d|Neo.
He s accompanied to lhe lft. slagqerng uncler lhe
waiql- o'si( a.h-ca ra1'ds. a 200-pdqep .ro,
of prod L,ct on quotas and a pro.nol ona v deo.

Over the nexi l8 monlhs, the Germans have an
endless supply ot quest ons. Dozens ol emais
are exchanged and diag€ms tuxed before any
agreement s reached. Aflerthe dea goes through,
the sa esman s surpr sed 10 be inv ted to dinner at
lhe German manager's fam y home Blt he never
gets lo meet thebgboss.

c March the followhs to nFke collocations fron the text.

d find the words ot phrases which nean:
get something ready (pmgraph 2)

start (paEsraph 2)

support a fact (paragraph 2)

be completed {paragiaph 4)
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4
co

S:h Pallo.2 anr Alet laqtr-A.l Bilisn saasirar afd
l s celle. drossed B.az Laf . ent r,'ar oLrls oe ihe
c.ganl resiaurani n l,]hch tfey ve haroy taked
br,sness a rg . Tlre r car s dr ven r g ri LrDloih€

r 'cto .\'
l. be y,,ak r.l l.r:he park nlj l()l I a smarl $nt a|J

/.,r T'B/'f .9,6| ,..9' ...
br l t.nronorr's nr-Aetrg s schcciJ ecllor 9 anl

1,. I ' - g,,b
to be!1. The sacsman s ntrooL.rec 1r) cvo.Jro.e
'oJnd ltre labc In iu.n. A r.Lrroer of lhom seern k)
be reated Thc cor\,ersat or i rarges tom iootoa
10 iam es lo traflc prob e rs .rnc back to looiba .

TL .. olc
sta/red h s lcc rn ca presefl al on bciorc so |eone

culs tr, Sron clct,bodys jou r'g I llre drscusson
r/lrrw ai creat ve ceas o{ lror ornr I ths s.
rogotatcr. ls hard to see how lhc 8.az €ns are

llr,A sa-Dsnran s s.rri)rsed to 1.cl. s hosls so
e,nrn,sias:c aboL,l hs producl Did he realy wn
lfron nver tliai e.s ), orr! lriere b-o sroboms aler
.rfl lhe meel fg has olerrLn He decldes lo press
lfan. 1lr a de. son. A eyes lunr Lo thc boss. We
ncoci. t !,'orry a.out lhe cofrrac:Lra delals a1 ll) s
stag-.. sa),s lho serri(r Brazlan nranager snriir'9.
. S rrdn.n tho Brknils shoJdc. m sure \!-A oar
,"|/ork som.tn nq oul -eli trnk aboul the ILrlLrrc

.ontinue for roo long (parasraph :l)
6nd a solution (paragraph 3)

!f)ae.sLafd ng or s sfirpt a nratter oico|rnesy
Ar' rldpreter p()vd.s an onoo rg sllrnrarv
rrlr(ih o€aks the ilor! ol co.versalion. And
wrrirr o.e ol 

'e 
Br tr.s nten4)ls lo clear !D a

,f sL,raerstalij f.. there see.rs to be.lsapprola
)-o:

Ll, rlorlJnare \'. I 'e 
np€ss!efg.tresLrrcsacsraf

r t( rolcs dJnng h$ prcrertat or I oo .ol o\€dy mp€ss
lrs.lcntsl.daJ,afd :akoiclfrnlcis spolitey

resslaft T re src anrl mporTafloc of the Ci nese
r rar kel arir fepeal-bd )r cmphas 7ed as s the n.rcd 1o

r )!o !e lhe stakr cJovernmefi . a.y fnal Jec6 o.
srbslrrl al d scor r rls and prcducl drstomrz:llnn sc€m
ic be exoeclod \ryher ihe rrcot fq breaks Lrp. snraL

ftroups iorm and the rls.!ssof cont rres Hasaay
Oecs of becn mad-.lr no1?

e Makh thc following to nrke collo.atnms from the lext.

z
T
tvt

A lorma y acl oLrt boar.lrco r ov-orookfll1rre Hil
He 8ler 'Oolinto!r'n Tefl,r) AfLcr n.ofirs of
o.eLraralLon a.d enoless re(txrsts lrcn llre Olrinese
kr nr:hor lrackgftnnrl rfo.nalon abo!1 r's
c.mpany a Bnr$ sa.s raf an.l hs telfiihavc at
ast bee. gr ftc.l a mcel n(l wnrr a potonl a c ef1
for a frsl nroctn!. the saesdiar s slrpfseo 1(l

aa\r. IrrlpIorp,,-,o,,... r,.r- 1.,. .

Folotring proloco. ihe Chi,ies-oLrad onrercd lhe
room n slrclorcler cl sef.ir l! ed cy an e (lery
gentenian the saesina r n'mc.iat.y defiile(las
llro boss ts(rl hc s rysl lad wir-af ths gonl cman
laKes ar)osl .o paa( . the dro.Lrng.

Afler a lew nr futcs oi ch t-clral and i oll cr.r
rr'ecome speeclr lrus ncss Degfls Tlr-A rrcct nlt
s h ghy slrrcl']led. Thor'rs ots of forl(l E b|]t
lire sacsm|ri s fol slrc lth s sl.|)!s agrccFert

talk

f Fjnd thc words orphrxscs whi.h Incnn:

interrupr (paragraph 2)

persuade (paragraph 3)

g Mal.h the following to nake collocations from thc tcxt.
a misund€rstanding

6gures

h Fjnd the words or fhrrses whj.h mean:

surprised rndconfused (paragraph 1) poljtencss (paragraph 2)

sm:ll talk (paragraph 2) happcnnls too soon (p:rasnph 3)

2 lorn ncw groups with pcople who r.:d differenr s..narios. Discuss rhe differenr
attitudes to th. topi.s in thc box

comunication styl€ de.ision making deleg.tion fotlow-up formali9 hientchy
intemption power and statc relationship-building tedui@l matterc time

hr which of thc four ountrics would you fcel most ai home?
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15 Being heard

Meetings

I Complete the .ollocations by hriting the nouns and
noun phrases in thc rjght handboxes. they ar. allthings
you 

'night 
do beforc, during of rfle.a neeting.

a de.ision apoint ag.eement an action plan
a. opinion comfrents detans id€as th€ agenda

Comments and opinions
2 li heerings, .ertain cxpr.ssions help you to introdu.c
your.omdents rnd irdi.at. your opiDi(rrs rDore clearLy

l.ook at thc following hve extra.ts fronr nrecthgs Refla.e
th. phrases inbold lrith ones in the box which have a

As a matt€r of fa.t Cl€arly Ess€ntially Frankly
Ifyou ask me In short In theory Incidentally
luckny on the other hand overall strangely enough

set (a)

slick to

brainstorm (b)

excnange

hold

express

raise

clarify

rcach (e)

be in

make fi)

anvite

I A P€rsonaly, / (a) , I think this
whole proje.t has bccn a wast. ot time.

I Tobehon€st, / (b) ,ltendto

A However, / k)
mu.h moncy jnt{) it to.anccl it now

(c) rg,

(h)td)

draw !p
implement

go nto
sort ort

come to

reconsder

2 A Byth€ way, / (d)

B

3A

4A

B

5A

in touch with oLrr agent in Warsaw?

Actua y, / (., , sh. phoned me
I ll lalk b yot about it latcr.
Obwiously, / (l) , ne don't want
to have a strikc on our hands.

I Foatunat€ly, / (g)

have to. I spokc to the union fep this morning.

In general, / (h) , did peopte
like th-- ide.r ofopcn plan of6.es?

Fun ly enough,./ (i) , rhey
didn't. hlc may havd io rethink oqr proposal.

To 3umup, / (j) , by year cnd
we should be n.iring the break evcn poilrl

B Basically, / (k) , thcn, we'fe
going to makc i\ net loss?

A T€.hni6aly, / (l) , yes But
thats becausc weie channelling so much money
ba.l i.t.r t|c busnless.

Modal verbs
might will

You don't use do or does to
maxe qLre$ons.

C.t ti.l.it he attn.t ti,r'.teett.ti )

T
You don't use do or does to

make n€gatives.

hust shal should

You don'i add an -s in the ihrrd person s ngu a(
Moda vefbs are followed by the inf nitve without to.
lNB Afterouqhr, use to + nfif itive: She oughi to go. )

You lse modal velbs to express many
dltfercnt fLrnctons. (See page 84.)

be.ble to be allowed to have to

/1,r..',. t,.. ir.!rl,'., .. .', rr.,,rlri,.,J r i iir...i f,'\i.Ll,.rl'..
\,,1 L:\ Ili.!. \crh. Ir i\1,,r.- ..r,rcpt. d,.rt 1,. ,,,tr tx\.ifl. n tl, ,,'"1,1 rrhs

. ,l jll ..!tuuhtuhtrti,t,l.tq,tt.,t')..r.,1a1..-jli\4,,;;,,",,,,r 1"^.il,lcr
' I htl to rt/.riJ t r. tlt.\ ri\1 ,i.tl/ t,rr,/ l, L. ,!) trsr l,lrnl
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I Uodal verbs sav as much about the sDeaker's attitude as about the fa.tual content of thc sentence.
Match the modalverbs inbokl to theirmain functions.

A they shoutd behere by now (a)

B r'[ phone and.he.k. (b)

A No, wait a minute, that l[ult be them. (.)

A Coultl I leave early tomorrow, do you think? (d)

B Well, I might need you to check rhe monthly figures. (e)

A But I have to pick up the kids from school. (f)

Nowdo the same with these:

A You mustn't load rhat sofrware onto your company PCI(g)
A But I can't do this job without ir. (h)

A WeI, you ought to spelk to lT, then. (i)

I'm gettingadrink from the ma.hine. Can I getyouanything? (j)

Oh, thanks. Could you get me a Coke' or soheth ing? (k)

Sure. whaCs this?You don't hav€ to giv€ me the moneyl(l)

I expressingobligation

2 expressing certainty

3 asking for permission

4 expressingposs'bility

5 explessingprobability

6 taking the initiative

7 giving advice

8 saying something isn'tnecessary

9 expressing inability
10 makinga request

1l prohibitinssomething
12 malingan ofier

A

B

A

2 Try to complete the followingnodal verbs quiz in less than frve minutes.

a'Youmustn'tdothat,'

Willlh6re be trouble ifyou do it?

b 'You don't have to do that.'

Willthere be trouble ifyou do it?

c Put these sentences inlo the past:

I 'l can't talk to you now,'

2'lhopewe'llm6etagain.'

3 'lmustflytoGeneva'

d What's lhe opposilo of'That can't be right'?

e What does 'Sh6 should be here at nine' mean?

I Sh6's supposed 1o be he.e at nine.

2 | expect sh€'ll be here at nine-

3 Either

t 'lcould do it'relsrs to:

2 the pres€nt,

4ltdepends,

9 'They ne€dn't hav€ done it' Did they do it?

h 'They didn't ne€d to do it.' Did they do it?

i Are these two s€ntonces possible?

t 'l could swim by the age of two.'

2 'l was able to swim by the age of two

, Are lhese two s€ntences possible?

I I took the exam thre€ times and finally I could

2'l took the exam threetimes and finally I was
able to pass, '

Phrase bank: Interrupting and preventing
interruption

I add the cxpresslons below to thc diagran
r..ordrngtowhetLer tler rtc wav'of .nr'rruptrnp.
preventing interruption or bof h.

c.n I j6t @m€ i! heE? (a) c:n Iiuteysonethins? O)
could I just 6nbh what I {a 3.FnS? (c) ErE,... (d)

Hdson ani.ute. (€) Holdona &.ond- (O
lf I odd jBt 6nish ... G) ffii)
Let ne finish. (i) No, h.d n. out. (i)
Sonyto intdupt (.gain). (k) Wait a minute.0)

Preventing interiuptlon

a wh.rh or rhPsc sratcmenrs merns ( rr you wrnr
.Juan to stop speaking, and (2) youwant soneone
else ro stop speaking, so Juan can saysomething?

How does yourvoi.c go up and down when saying

the tvo expiessions above?Which sounds like thB:
\:? And which sounds like this: '! ?

3 Put the lines of the conversation in the corre.t
ordei. The firstone har been donc for you.

a Yes,whatisid tr
b YouwcresafDs... tr
c Ca.l comc ba.k to those later? tr
d Can you give us th. figures forthar? !
e Wherewasl? n
t Can I stop you therc? tr
I Okay, sorry. Go on. tr
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T4
Ilndng tuithott thinLi,tt i!
like shootint @ithDut ainnry

Doyou siill considcr

Learning objectives:
Unit 14
Bosine5s communic.tion
skills DK($irii d,ff ucnt tr"rs
or.onmUDtil.n:rort..rIng
: forn,illerr.r \\t,rn,g: Letl.L
fo oLrrigtrt) | \.rle5 n.dinSor

Reading ,{ b!sinr$ l.tter
Listening s.i!,.r...rPdiis r
nnF:gres Ltrsi^r!r L!trer
vocabularyl'rlposit,.nsi I
PrepGnnD.n phnrs, 

I

IprcPosnDn
Grammar Ilulrl v.fh
.xPr.$'.Ds
Phrase banl lerrP' wrltn,B

?

I Accotding to rnanagement guru Henry Mlntzberg, cv.n in th. age of thd electronic
offi.e dosi dfus stillspcnd r third ofour time doingroutine paperwork. Whatlind of
documcnts crcss your desk in: iypi.al day?

2 litt"." nt Inrn og"'" 
".e 

talking about the papcrwork they have to do. Complete whar

they sry below wiih the do.umcnls in lhe bor they arc rctcrriDg to.

contracts copies diagrams ngures forms invoices leite6 mail
memos Post it6 questionnaires re.eipts re.ord rcport tradejourhars

a'Ih€ fi6t dring I do when I lct into the of6ce is g.t tryself a (ofec rnd.he.k the
morning

b Whenever lhave important to wrlrc,I usuallydraft then several tidlcs
before finally s.ndingthem.

c One thing I.an t standjs lilling in they n.v.f give you enough sp:cc !o
$dte your a.swers!

d I tryto rcad as many aspossjblc just to keep up ltith s'hat'sgoingon.

e Iwork the legal departmenl, so t at means a lot ofdrafting.nd drawingup of

f I rvork for a design 6rm, so I oftcn find mysclf taxins

g I havc to keep a orilmy expenses, so I ahvays ask tor
I have a pilc by the end of the monthl

as qui.klyas possiblc', but l guery thenr inrnrediat€'ly if the

don't add up.

i I used to cir.rrlate ld othefpeoplc in thc d.paftment, but these days I
just enrail thcm on the intran€t or sticka on their desk.

In myjob, I have to desisn natket research , which usually means
putting togethersome kind of aftcrwards.
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Communication channels
I Underline the correct preposjtion in each situation below.

a introduce your .ompany lo / fola prospective client.
b complain aror./,fthe service at a hotel you stayed in.
c give instructions ofl or how to get to yourof6ce.
d confinn aD appointmcnt For / on tomotrow morning.
e sum ofl up what was agreed at a recen! rneeting.

t deal with / about 
^@nplaint 

from an imporrant .ustomer.
g follow up nith / on a sales presenration yolr made.

h raise the subject witA / ola salary increase withyourboss.
i thank soneoneyou stayed with lorlo, their hospitality.
j ask wrth /fora signatute on a conLract.
x scndofflo&rajob application and CV

I share a jokeyoufound on the Intehet wiri / dbour a friendl

2 What wouldyou do first in each situation in 1? Discuss with a parrn€r.

. speak to theperson face to fa.e

. send an SMS

I make a phone call

. arranse a meeting

In a rush
I Rcad the business lctrcr below. the person who wrote it was in a rush ro finish t an.l
made a lot ofmistakes. With a partner, try to frnd as manymistakes as you can. These
could rclatc to spclling, gramftar, pun.tualjon or wron&/unnecessary words. I}lele are
16 mistakes how manycan you lind? An inportant element ofa busincss letter is also
missing doyou knowwhrt it is?

xenod c,mmunicarions

In bu(h eiih rechnolog!

22sr lehru.ry
It.linquin 2tx)ut thc l)igi(tnn Sysr.:n

thrnk \ou fo. )1'u. len(r liun 9i !_.b rnd lbr tolr ini€r€sr in dk nc\r Xcnod diSir.l

I rn su.h so.4 yo! $crc disrbl€d b aterd our prc*ntatioo in sno Piul() l$t do h, hut I I
dcli,jhtcd ro tell you $( rr! p[nning anod]lronc in llrisiltu dn lo'h Afril,
ln thc nen tidc, I en.l('sc l .opy oaou. lasr Qtrbguc lrd ( urr.nt priru list.

Ifloo hrve any questi{nrs or sould like firtlw intifni.tios .onccrnnrg our ompany md iis
p(xluc, plc6c dor'r h$nnte hul onkcl n( rglnr.
I l(nk fom?rdi to hcnrin8 lhrn ,rou.

xliNOI) CornDuri.arions Irnir 4S Pinc*odl lndrstrirl Park oxfo.d OX7142

1(1. (.ri) (o)ra6t 156 777 rN.il xenod<r,nrnn'nicrtionsroremxil.net \rchsir( sa$-.r€n <l,.o.uk

2 f Z.aO lr'" p"*o. *ho wrote the email asked a .olleague to clicck it for him. Listen
to eight extracts from their conversation. Do they make th. samc (rrections you did?
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Could I see you a moment?
Work with a parrner to practise cbe.king each other's business letters. Both speal@rs see

page 131.

What's missing?
I Work with a partner. Replace the nissing words in the following sentences from
business letters. In sentences a-j, oneword is missing lnk t, two wotds are missing

the 6rst one has been done for you as an example
rlllt

a How are things you?

b I apologize not replyingsooner.

c Further our telephone conversation yesrerday, ...

d See you the weekend. Best wishes, Jim.

e I thougbt IA send you a copy thls eti.le.

I Sorrylwasn't there meetyou when you call.d

8 Sincerely, Brian Creen

h It was gieat pleasure meeting you last we€k.

i Take care yourself.

j How s soing?

Ik Thank you your l"rler 6 Mry. ,\AllI Ger br.i ro me soon y*.- t ' - . --..__

m I look forward hearing you.

n With referenc€ youf fd 3 June, ...

o I am Miting r€gard your tecent advertisement.

p I'll be touch the n€xt couple of weeks ot so.

q I can be any further assistanc€, do please contact me again

r Let know when you're nextzagreb.

s It was nice talking you other day.

t Please pass my regrds your sales manag€r, Ms Fontaine

2 Now wite the lett€rs of rhe sentences in rhe box below according to whether they
usually cone at the beginning or end ofa business letter, and whether they are formal or

14 SNAIL IilAIL 87



Crossed in the post
Work in groups to practise sendingand re.eivlng l.tters. Lveryten minutes, you will have
to mail the let ter you hnve writ t en to rnorh.f group and reply to th. onc you rc.c ivc.
Use the phrases and cxpressn)ns belorv as rhe basis fof yourlcttcrs, buiadd cxtra poinrs if
yoLr like. Ifnecessary, phonc the otherg()up to confirmyour arrangcmcnts wi!h rh.m.

Group BGroupA

In ygu! group, invent a sales meetng you
had with a potentlal cllent. Decide what you
were tIldig to sell, what the maln features
and benefits of the product are, ahd how it
compares with the competition.

Dear ' Thank you . ta.l.ing tlle time . seeus.
your offices in . During our meeting . I hop€ .
able . show you the benefits of . As you saw .
really 15 a superior product ln terms o, . I thin^
' meets your requfom€nts very well . Need
further hformation . feel frce . contact . again

Dear . Enjoyed meeting you in . Everyone
agreed . very interesting disclrssion .
UnJortunately . not in a posiflon . carry things
further ' the moment . Busy time oi the year for
us. When. hadlune. conglder. morcdetail.
will contact . again

Dear . Hov{ are things? . Hope . got olrer youl
busy period . As . haven t tleen in touch ' a
while ' wonderlng ' had more tlne . consider
oui conversation . conJerence . Ianuary .
In fact . have some news . n ght be . g.reat
inteG6t to you . when . convenient time ' talk?

Dea! ' Thar* ' your letter . copy new product
brochure . Very impress€d . specllications .
like ' place . initial otde! for ...

OR

De€r . Thar& . letter . Aftald . decided .
purchase . a.notlrer supplle! thls time . flave
kept . produd details . flle ...

lan

Feb

lun

In your group, invent a company you met
at a conference who might be interested
in using your service. Decide what the
service is and how you compare with
your compeurors.

Dear . A pleasure meeting you in . HOpe you
got back salely . I was wondering . youil
like . discuss lurther what we talked about .
conference recep on ' I ve spol.en . my boss
very interested . exploring the idea further . Il
you re interested . happy . set up a meeting

Dear . Thank you ' coming . talk to us aboul .
Very much enjoyed . presentation . eriremely
interested in ' At the moment, however '
considedng several alternative products '
haven t yet . final decision . Be in touch in due
course . Thank you once again

Dear ' As someone who . previously shown
interest in . wanted you to know . now a new'
improved version of the . at an even more
competitive price ' added features include .

This means you can . Enclosed . copy , new
prcduct brochure . Look forward

Dear . Thank ' ]etter . lun 15 . Now had time
. discuss your proposal . head office . like .

arrange . meeting . explore . more detail ...

OR

Dear . Thank . letter . Having considered .
proposal more iully . sorry . inform you . not
able . proc€ed at this time ...
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14 Snail mail

Prepositions
l'jttnt\skions (nt,ut, rJ,lbr, /,?"!.(r, ct.) xrc r restricted group
ofshort words, ercb hrving nrtrnr dilTercnt p{rl,oscs. lher
!n,Jlr trkr their trc.isc Incrnilq liod drt rvords rround

r\tirt from thcir sti"{hrd uses to refcr to tinrc, pttce anct

n()vcmcnr, treposiri,!rs ilso combinc with vcrhs, nouns and
..li'r\. o lo r l, r"i'." ;,1 olr'.'...'rrl,r1 rr i"n.
Such phrascs arc bcst lcrn,cd $hoie rs,rcn,s,,tro.abllinl

Prepositional phrases
I Twenty-three prepositions are missing from the
following letter. How many can you 6nd? Write them rn.

Drar Mr SavaSe

Th.lnk vou vour l.lter 12th April.l'm verv sorv ihe
difticuliies lou'\'e h.rd gettingone our enginr,ers cofre
nnd r.pair the alarm s!stcm k'e installe.t Januaryl
I'hase accept my apokrgics.I am as con(encd the

TL' n. ni6e rh.. ,- 1 +,n.il.lr o',r ifl( 111,-.p^,cc
ir ncw the departnent atrd not yet fatriliar all our
p()cedures,bLrt this i$ no cxcuse su.h;' long delay. Rest
rs{.e.1, he is no$ .hrn'lh. problem in.l Nillarnnge
rn.ngineercall slut.!.rlime ismost.onlcniL'nt
you. Obliouslt this willbe f.ee charSc. t halc also
ruthorired a 10'1, rcfunrl the purchasc price.

It you are still not fully satisfied fte svstcm, please
contd.t me person.llr nnd I shallbe happv supply you

N1y apologies oncc.giin the in.on\enien(e this has

Preposition + noun + preposition
2 Complete the followins extlacts from business letters,
faxes and enails with the nouns in the box. Pay parti.ular
attentionto the prepositions on eitherside of each noun.

&@tda@ @unt eddition agreern.nt behar
6e ef!.t Iavour pre$E legard t€rg

a I amwritingwith to yout advertisement
iA Marketing Week.

b We are basicaly in 

- 

with the main points
rD your proposal.

c Ive be€n in- with our distributors in
Poland concerning your enquiry.

d There are one or two points in 

-- 

to those
we di'cussed which we now need ro addrex

e No one at the fteetingwas in oftheidea.
f 'Ihe goods have been insuredin 

-.-. 

of
damage in transit.

g 'There wi bpr3dl,pri.ein(rea"ewirh -..
from 1st January.

h PlanAhas been rejectedon 

- 

oithe
considerable costs involved.

i We de.ided, in 

--. 

. - of rhe political dif6culries,
not to export to lraq.

j We are again under- from head omce to
reduce overheads.

k Certainlt in 

- 

ofexperience, she: the best
candidate we ve seen so far.

I We are .nvesligating ihe,omplairl' rn 
-with our normal procedures.

m May I, on 

- 

ofmyself and rhe whole team,
thank you for making our visit so enjoyable

Multi-verb expressions

\Vho rt conbnr nw, rcrbs in i senren.c, thc s..ond Ierb
.x,r iolLow scrcral tlxrcnrs:
1 l{odil verbs irc ibll,)wcd Lrv thc indnirivc widlout /,:

. n nntmake t hitn ot irit tadn{
2 N,n mdel rerl's rrc ti,llowcd eidrer br th. idli'litile

. It: agrPcd to r.!Ep t\.
,! br thc t,.( iitri,:
' lh) rcgr.tte,l bortouinq th. ontt.

3 SdDrc lerbs, nornrrl\'li)ll(Ntd br thc nr3 li rnr, cliangc
whcn rhcrc\ rn i',(lirc.t objc.r:

'I, rit rz?arka&in{ t/r'?tqlul
. I dl1^?Jot ta ftJd.kage /n. F dx.l
, I 'ry{en breakn'g all th, n?clitL! h.tt.
, t \tKt.ttu. brcaA alltt)t mnn\hot.

S,ne non-modxl Lc \ fI]n be fi,[oNcd b! borh rhe
infinitile qith ur md dre ngrbrn.Inrt bc crrcful.'Ile
r.rr rn3 ofr- . .1..' :-, ."n.cr n - ..rr , 

j,'rh .' r

, mcr sta??ed ta talk. (= thcvstotte{] d,,ins nrned\ing clsc
so rhrt rhcr coull trlk)

"/tt.! sta?Ped tat|int.l- the mllors st,)t)l)rd)

' I didal re n'e n'b. r to e n'ail ). ! | tr. rlr t t. l= Ilrrc \ras no

. I 4ar't r.n.ml,cr.nuitinK yn th. t..l.rt (= I Div hxr.
orriled n to irr,brn I dont rcmcnntr)

Whcn a verb is i;llowcd l)v a frepsiti,nr od,cr d,Nn /,,
thc r,3 fbrm is usrrllr'uscd:
. W sn..eedal ih g.uihg $.|'dn
. I hi thinkikg of .ha,gi ag h I t.b.
Whcn it isnl, thc llclDirs chugesl
. IL @eaton talhi,{ lbt ora,,l,pl(= hcwoulJntshltup)
. Hc @ent on to trlk rhot/l/lir: (= hc .hNs&l tu subieo
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Stndy the information onpage 89 and complete the followingadvice on how to produce
professional letteis and{axes bycombining the verbs, prepositions andpronouns in brackets.

(put otrl wdte back)

b Always with a proper salutation.
Geneftber/ open)

a Reply to incoming mail promptly. Don t 10-15 words per
for mole than a couple ofdays. sentence. (advise you/ not exceed)

Also 

- 

, long conplicated words when
shortones will do. (avold / use)

f lou hrve e lor of info rurion.
c Don't a subject line. (forget / a separate document. (.onsider / enclose)

I Beware the spell.he.klYou really
alot oftime on social chit .hat at

rh"beginninBol rhclerter rforget "bour "ppnoe Mosrwriting experts
subheadings andbulletpoints to make your message

clearer. Geconmend / use)

f But they don't alot of
old fashioned fornal expressions. (suggest you/ use)

g Ide.]ly, you neither loo formal nor
too friendly. (should/ aim/ sound)

h You ..- your sentences shortand
sinple. (should / try / keep)

al1your nistakes. (can't / trust it / pick up)

m Grammarchecks are evenworse. You ll certainly
on them. (regrer / tely)

Ifyou your whole message into
less than 200 words, youve donewell. (can / nanage /
cet)
Rereadbefore you send. - your
ownletter -what impression wouldit give? (inagine /

a dif6cult letter several tin,es
befole you send ir. (rhinkabout / redtaft)

Phrase bank: Letter-writing expressions

You have been given responsibility forwritingto a very good customer yo ur boss knows personally, but you don't.
See what yourboss would wite below and nake what you write a litrlc morc formal.

Informal Formal
Dear Ni.k, 

^., 
Ir J.rr,,,/,r

I got your letter, thanks.

a lhope ' wcll)

b (thank / Ietter of/ 12 January
Sorry I haven't gotbackto you sooner. c (apolosies /not replying)
About our phonc calL the other day,... d (Further to / .onversation / last lriday)
Grcat to meet you lastweek s (pleasure / meetins)
I m writingabout our.ontra(t renewal. f (writing/ regard)

I'm afraid I .an'r give you a bigge r dis.ounL. g (unfdiunarely / unable / in.rease)

But how about a higher credit limit? h (what /.an do / offet
Lett meet and have a.hat about this. i (perhaps / neet/ discu$) .-
I'11 sive you a call sometime next week. j (in tou.h)
ImDUrrnrI r.rpvofuurn^u.ar loE-p k cn.losel
Ifyou need any help,just let me know | (any further assistance /pleasc do contact)
Se.you at the conferen.el m (look foMard / nee ting / ag:in)
Lets talk soon. n (look forward /hearinC)

o (Yours)
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1' rc t'te,F nt, i t1t'! is., n d i nt
@d)'t 0l r.ttirK ljrctu tutut
@e 4rc to!b.r. t.laarl

Aan Barker, How to Hold 8-.ner

\\ hdt\ rou' rot lit' l;r

h List.dnrg to

i on drc golf

J or rh. tcnnrs
k .rft er a good

I d.rx,ngs'ith i good

Solving problems
I tto" goud.r" you at pfobl.n $lvins? Whcf. and when doyou gcr your best rdeas?

conplct. the foll(trling phriscs and ti.l rhose rhit are true f(rtou.

bath book .ousc court daydr€aming d€sk sleep

holiday m€etings morning music niSht shower wotk

tnvel)ing to.r fronr

m iD pfoblem ntving
n i{hil.lin

(i,npare thc phmses you ti.kcd l. 1 will a parmcr.

b

d

I

2
Learning objectives:
Unit 15 roaayt

question:

;:[:] ,:t;,:;i.
.o-o",4 ,u^ _nl,*,

#illt,t:;ff:l::t,
s!qsesi,o,r. 

"," ilo-i 
,'

Business communication
skillsDir.rj,,,!il'.",:
io pbLn.f,s]ir )ririons ntr
r,ri! i!! rt,t!n!!d! F uPi.r
a..dL1tn, r','rl.ar r, ri!

Readina t,Ile\,]ilLn.or

List€nina ( i r '.r(lf! ttu
)r.llPut.!,n( 1\o,(hn

Granm,r ( ii: ,l ril)ral! rprn

Phrase bank tor) rm solvfrrl

3 lhere is a Japdese erprcssion: N,,d df us tr.s v,a,1
dsdli,/ rs lollowjng this idca, on. Ameri.rn (rnpany
rc3ulady posts qucstnDs r)n : bnll.tin boafd rr)d invit.s
its slillt.) brarnstoih suggestions. R.ad $e bulletin board

Work h'ith a p tr)er. ]lrink ofas nanyways as possible
your rompany coulcl save r.on.y lhcd.onpareyour
ide.s s'ilh tl. rcst of lhe group.

4 z.:r usren ro Orc lust idea the (ompany

rwrfthd a $100 borus to.

5 nork ugroups to soLve sonre problems thre'c real.ompani.s fa.ed
spoakcr l\see prge 132. Speaker ll seepage 13ti spe:ker c s.c page 138.

6 z.sz-zsq Lisren.nd .('npafc ca.h.on\rany! solutnx, wirh yours
\\hit do youthink of lh. reals)lrtlons?

",*0i -
't I

it In company interuiews
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Suggestions
l rruUt"n' .otul"g -cctnlgs rhoul.l start (ith .lear objc.tivcs and end with.le.r
a.tions. Look at the problcms and obj..tives in the table. Complctc the suggcstions in
.olumn 3 with the phrases (r j).
a to shift producttun !o somewhere like South F.astAsil
b n) sell it dire.t onlino
c dc)ay thc new prod ur:t launch
d offcrcd it on a sale or rcturn basis

e cn(rypting our most .o nfidential in fornr tion
f sellit offata dis(ount

h we mvolved the policc
i |ought thc company our
j jusr manufacture our own components

What's the problem? I Wtrat's our
objective?

What action can we take?

We can't get reta lout ets

to stock our new product.

0ur soe s!pplier rs about
to go barkrupii

Rrs ng labour costs are

reducing proilts.

0 d unso d stcck rs

startngtopeupfthe

IO ger access I0

to gei the supp es

proit margrns

Whai l we :l

Another optron wolld be

Supposing we :l

Alternalve y, we could

How about ?

The ans\\rer could be

Why don't we ?

Coudni we iust 1

Sorneone in the cornpany
rs pass ng on informaton
to the cornpetiron advaniage

2 z.ss-z.zg Listen ro extra.ts fronr lhe ncctjnjls in I and.hc.kyour answers.

3 z.:s-z.sg List.n agi in and answ€r the followjng quesr ions.

nxtract 1 Whi.h of the two suggestions is bcttcrreceived?
Extract 2 Wha rillhapp€n jfa solution isn't found?
Exttact 3 Why isn l a prkc in.rease an option?
Extiact 4 llow is product developncnt alfecting the sto.k siturtion?
f,xttact 5 What do you think the last speaker nreans bhen he says 'Perhap

turn thc situation to ouradvaDtigc ?

4 co ba(k and qqlqline the 6ve nost
usefulcollo.ations in 1 (e.g rctailoutlet,
stt/< a prodart, labor r ost s). Whet are
thc cquivaLent expressn)ns in your
orlr language?

tit
I
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5 Complctc thc sentences.'lhey were allin the extracts in 2

'd been + wouldn't be a di(ounted + wouldn't have d known + could have

wouldhdv" - il lhoughr wouldnthave + d pnc4

a Wc rhi' problPn ilwc
scnsibly in the lirst pla.e.

b Ifwe lhis was soing to happen, we
own production plantup and runningby now

the producl more

able to get the unionsto acccpt a k,werpayoffcr, John, we
con sidering outsourcinS to Asia.

Ifn'c it sooner, h'c had to bc so generous

calle.t the poli(e in alreadyif I i! would do

Which ofthe scntences abovc rcacf:

I !o $e pa't and presen,? E n .-
2 only to the past? :l n

I

5

(e)-- the problem down into parts

(i)-.- 

- 

th€ problem as a challenge

{g) everyone to speak
(h)- nohing at this stage

(i)-..-^- the possibilities ot each idea

ljl 

- 

impGctical suggestions

{k)- an acton plan

{|) 

- 

ditferent tasks to different people

7 Okan lets see whatwe've got so far.

I I rh nk wc ll hrv" ro rejc.r r]'iq ider ln, noq.

9 Now' how do we implcment thjs?
l0 Okay, thats a nl.. i.led.

11 Joanne, can I leave the details to you?

12 I think there are three main aspc.ts to

!
-
u
L]

tr

Problem-solving techniques
I Do you have a speclal procedurc forderlingwith nore .om plex problens?
Complete the checklistbelow using rhe verbs ln thc boxes

a-d

blai$tom define raiew s€lect

as3ign break citiciz€ drawup eliminate explore

Step one: (a)-the basic problem

Step Two: b) 

- 

ideas

Step Three:(c)--.. your ideas so far

Step tour: (d)-tie besl solution

Now, what we need are as nany ideas as possible. tr
lbw coDld we make rhis idea work?
on brldn'.. . rhint hc.ho :ld g w rh .l i. rd.u
Lct s thinkabout what we.an do, iDstcad ofwhat
wecant. t l
ld lile to hear what you all have to say. -l
OLJv. '.: .,,1 v tl'c o'obl.m ,s rh ..

2 Tlre folowlng sentenccs wete used in a problem solving meeting. Decide at whi.h step
in'1 ea.h sentence was used.
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Everyday problems
I Wotk in groups. What sott ofeveryday problens do you fa.e at work? Write down on
separate slips ofpape! two or threc of the toughest problens you have to deal wjth.
Be specjfic.

2 Swap papers mth anothergoup. Readout the problerns one by one and discuss
with yourgroup how they.ould be solved. Write down anysugg€stions on tbebackof

3 Return the papers to thcir original owners. Was any of the advice useful?

Creativity
I How imporiant is creativiry in problefr solving? Work in groups. lach group reads a

ditrerent piece of advjce (paragrapb 1, 2 or 3) on how to solve problems creatively.

2 Forn groups with people who read ditrerent paragraphs. civc each other a summary
of what you tead. Which is the best advice? Do you know ofother conpanies which
successfully use these methods?

k-i

l

=

A lot ol problems ca. be 50 ved si-ply by look n.r at them in r
d llerent w.y Try p,ob em revefs.i Donl .sk lrow yo! can sel
more o{ your prod!d5 Ask how yo! co!ld sel lewer and sec
where that ldea tak-"s yo! Perhap: yo! co! d create a tota y new
maikel wherc erc usi! ty was nrore lmpodant th.n s. es volume
As harketingand comm u. ic. tions specia lisl Ros Jay po nts
o!r 'M.ny compa. -"s h.ve do.e rel o!i oi prob em reveEal
Bus .esses ke App e CompLrte6" hale ook€d .t the market
n.d, nstead ot sayi.g 'Now can rle .ompete with - these
big playe6?". have asked themselles: "What c.f we do thal a I

these other companies arenl doi.l?" One o{ 8M'5 most Iamous
advertis ng s oga.s was 'Thi.k' Apple's was 'Ihink dif{erent

Must work d ways fe-- lke wo,k? J.hn O!e ch Dean oi the London
Schoo of Bus ness. .sks: 'How ma.y t mes . d.y does the average
tve y-"a.o d a!gh?Answe. 150 How many times a day does rhe
aver.ge 45 ye.r o d eiecutve ralgh? A.swer tve Who s hav.g
more tu.? Who s, therefore, keyrobemor.cre-tve?Needwe
ask?' At ?What lfL a London based fnolat on cons! tancy they've
workeC ou thal most peopLe get their best ideas away from the
oflicc. so they ve hade ihe ofl ce look ik6 home, comp ete wnh
af mcha rs, k tchen..d elen tab e iootba I ?What /il is now a

f3 m ioi c.mp.ny whose c ients nc lde Peps Co, C .nd Br r sh
A tu.ys, so they m!5r be doing sorethi..r r ght.

.Jo.rs Riddersra e .nd Kje I Nordstrdm ol the Stockholm School
ol Econom cs have putforward the lde. that'as ever!.th n9 th.t
eler wl be invented has been nvented, the o. y way torward s to
combine what s a rc-dy there So we gel 'emri ', edu ta nn,e.t',
'TV <l nners', 'clEtafce le.rn nq and'biotech Sometimesthe
cohbn,:i ons.re imoossible. Yamrha. for examp e, hasn'l yet
worked o!t . way to comb ne motorb kes w rh mus ca nsvuments

p,arh.p. twl 8!1 lakets!rto. f admorenr.cesswhe. he gave
!p h s job o. Wa St,eet n 1977 t{i p o.eer a ncw spori Bf n9 n!
together two q!ite separate thinqs snow and su.fboards - he
deve oped the 

'no<jern 
snowboar.l Tod.y there are neary lour

m I ion snowboade6 break ng th.n imbs .l cler the worl.l in the

*

d



A problem-solving meeting
I Work in groups. Croup A see below Group B see page 132. Choosea chairperson.
Usingthe procedur€ on page 93, hold a meetingto solve the problem.

r Read paragraph one. What else do you know about thjs business?

o Read paragraph two. Whar's you! immediate response to the problem?
o Readparagraph thtee.It shouldgive you some extra ideas on how to solve the

. Conduct a problem-solving meeting with your group.

. Sunrnarize theproblem andyour solutions forthe othergroup orgroups. Findout if
they agre€ with you.

2 I Z.g-z.ct Listen to frnd out what the companies actually did. Were youl
suggestions sinilar? Is thereanything in the case studies which is lelevant to your own

The joint venture
The Sony" Corporation is one oftheworldt biggestmultinational
conqlomerates and an almost pemanent member oflhe Fortune Global
100. A pioneer in olsctrcnic goods manufacture, it is psrhaps mostfamous
forthe Walkman'as wellas the compact disc and Blu-nay video lormat,
both ofwhich it co'develoDed. The lelecoms oowerhouse Ericsson is

am0ns Swedensm0stsucc€sstulcompanies and also a leading innovator,
having invented Bluetooth* wneless technology. Eack in 2001, thes€
two corporate giants shook up the mobile phone industrywhen they
cameloqetherto launch a newiointventure called Sony Ericsson lVobile

Th€ chall€nge
For Sony, a marganalplayer in lhe mobile markel.l lhsttine,the joint
venturewas chieflyan exercise in diversification. For Ericsson, which
was akeadyth€ thid bigg€stmobile phone manufacturer in the world,
itwas an attempt to strcngthsn its position lollowing the dotcom and

technology industry clash ol2m0.In a nutsh€ll,the Sony Ericsson strategy
wasto leverage borh companies innovative expeniss and.€leas€ ths
In$ ever mobiles with buill-in digitalcameras and colour scrsens,8ut,
althoughlhe now vsnturet muttimsdia product lin€ was revolutionary. in an

overcrowded ma*elinthe middle ota rec8ssion custome
disappoinling. tor a time, Ericsson's m€rkstshare aclually declin€d and in

2002, they announc€d lhai they mighleven hsve lo pullour ot mobile phone

manufacture altogsther it sales didnt pick up. C0nventional advenisinq
seemed to have had liltle ellect.The na €tingtsam atSonV Ericsson
neededtocomeupwithatrulvongrnslcsmpsrgn rltnsvwe.s€vsrgoing
lo booslsales and challen0e Nokia tor mark€r ls6dsrship in rhe highly
comDetilive mobile Dhone market.

The opportunity
You?e nol paying att€ntion. Nobody is. These days,fteres so much
marketing hype its impossibloto tak€ itallin.ltt €stimaredthatwe allsee
around3,000adve sing m€ssagss€v€rydayJrorn billboardsroT-shirts,
bumperstickerslo aninated bafn€r ads, ardrhs nst rssult isthatwetake
no nolice at3ll. Particularlyin sophisticat€d luxury goodsmarkets, straight
advertisinq just doesn'twork Enymore. What does seem to work is word
oi mouth-eitherlaceto lace or onlne. Busy peopls, €sp€cialy, don't lik€
theirlives beiig i.teiiupled by srupid comm€rciak. Butthat doesf't mean
they can't be perc!aded, as Sony Ericsson discovsr€d.
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l5 Solving problems

People and products
I De(ide whether the adjectives below can be used to
describe people (staff), produ.ts or both. Tick the correct

b emcient

c bigh-quatity
d well-qualified

g unique

h luury
a loyal

I reliable

The workforce
2 Match the verbs and verb phras€s in the box to those
below which have a similat meaning.

dbEi!€ dMtoob iBpiE irllEu.t layo6
Eotieat quit nquit Eloat! rllign
t k indurEial.ation t*!on te.ch tr.nlfer

4 Complete the following staff appraisals usins an
appropriat€ positive or ne8ative adjective trom 3.

a Laurasa realideas person. She's exceptionally

b Bnan can only do thintss hls way Hesab'r

c Max is always there to give people a hand when they need
it. He's really very

staff producttn!tr!n!n!tr!ntrtr!n!!!tr!tr!tr!

With Olaf, it sjust one mistake after another. He's

completely 

--.

Greta tends to take no noti.e ofother people s n€eds.
She s rather-.-.
Richard's offrce looks likeabomb hit it - papers
€v€rlvher€l Hes totally
With Miyumi, thejob always cones 6rst. She s totally

a

o

I
col
z
n

Sam tan never make up hrs mrnd rbour anything. Hes
extremely 

- 
-.

Callum reallyknows how to motivate his staff. H€s
incredibly--.
You can neverdepend on Leo to do what he's supposed to
do. He: totally
Elena meets all her targets month after month. Sh€t
incredibly-
Jeanette too often allolrs herpersonal life to interfere
wrth her work Sher rather

Eric always has to be the best at eve.ything. He's
extremely 

- 
-.

Gareth rends to keep hrm,elf ro hrmself. He s a brt

The production line

5 Match the verbs and verb phrases in thebox to those
below which mean the opposite.

Sooutof h.lt Edu. EirEod@

k

m

b

d

I

3 'Ihe adjectives below can all be us€d to describe people
in a company. Change each adjective into its opposite by
adding r,-, tn-, i,? , i/ or dis .

a 
-reliable 

k
b flexible I

d pati€nt n

e fesponsible o

I creative p

8 
-consistent 

q

h inspiring r
i conmirt€d s
j 

-prartical 
t
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6 Cornplete the following senten.es using appropriate
words and phras€s from 5.

a We always 

-- 

new products in Januaryat tbe
annual trade fair.

b We ll need to production to keep up with

c A staffrncentrv€ s.heme help"d us ro -

d We had to 

- 

production complet€ly until we d

€ There were some complaints about theproduct, so we had
to it to make the ne.essary modihcations.
W€]I 

- 

it next month.



Conditionals (past ref erencel
\'(r, cin n{ y' to spc.ul{tt .rLrout drc Iikelv cilects ol things
being diili'crt in thc prsr. You oficD usc rhis '1)e oi
.,.'Jr'r'..1 t ,r\.1 .,r1.r.r .n' ,'.1 .. r'r '{'

. I / -' \' had nl inr.st.l " 
/r.. i i /\ i, J. L. ri \, 1: I iI ha "!e

tuttt ot]t.t \..lattt,r (1) (h,,r '!( invesrcd he!\ ilj'
rnd wc didtt srvc r tirnrne)

. y'".otuhatugottr inkFi.u r!it, tLtl ta,rryttt_\ IJ

rtlr vtll ralei Dr t.ttin.l2) (bur \,r didnl gct ri
int$rieN becrusc rN diddt take nrr Ihite)

' If un InrJ., hdnnl slatted th.t ninnL. i, tht tuntnnt
rtdhc h tnal ntr'(3) \but thcv sPrtcd it ar(ls, we

lre nol l! l rexl ln.s\]

' l vril told nt a/u n t r'..ut\ I n'iQt hate h..n rbt,
to t' antAing (1) ll\t .\!u dirlnt tcll nc stn,:t *, I

coul(lnl do xnvthir)g)
. H. night nd{ Itau beelable b h}r btr oun /,^i"t!t if

h^.lrt/t,t hadkl hetlzd hiB. (i) (l),,r he *a.t(i hi. drnl

business becarsc his iithcr h.h.(l ],i,n)

' U \htU takea tn nn,lis t,ott ior,/,,, \he @auld'|b,

fi?ping bu$ri t Mtt)a",4i". (6) (bur dlc dnlnt
rrke hrr stulics scrioush and Do\v "h.\ $orkin{ it
ll.l),r,ikl.s)

Study the information above and answe! the qLlestions.

What grammati.al tense is used in the if-clause of all

What modalverbs are used in rhe main clause?

Whdr ren5e" rollow rhe nodal verb\ in rhe exdmples?

d Which sent€n.es direcdy refer to the eff€cts of the past

e Which sentences direcdy refet to the effects of the past

on the more lecent past?

2 Conplete the conve.sation with the pairs ofwords in

could + tli€d done + hak hadn't + wouldnt
h.v€ +loown promised + muld wouldr @uld

Turo olleagues are hdring dn aryunent.

A AII I'n saying is, ifyoud (a) somethinS
about it sooner, we could 

-.-,,- 
prevenled this

whole nightmaie ftoft happening.

B I know, I know- And I (b) 

- 

hav€ifl
have, but I couldn't.

A You (c) '-. ' have ifYou?

I

B Maybe ir I hadn't already (d) 

-, 

I

- 

be able to put them all off.

A WeI, anlaay, itt too late now You know, IA nevet

G).- askedyou to organize thesevisits iflA
you weren't .lear about it.

B We[, i{ you (f) 

- 

said you wanled us ro

get involved in thelocal community more,I prcbably
have had the idea in the first place.

A I mean, whal were you thinking of? You ve otganiz€d
factory tours for thtee infant s.hools and lhe Bdga/ian
Embassy all on the same momingl

Which exanple above does not contain the Past Perfe.t?

b

Phrase bank: Problem-solving

Match each ofthe foLrr stages ofa problen solvingmeeting (a d) to two rhingsyou might say (1-8)

a Dehning the problem 1 Okay, let's see what we've got so far.

2 On balance,l thinkwe should gowith...
b Brainstormingideas 3 Ithinktherearelhreemainaspectstoth€pfoblem

4 I think we'll bave to reje.t this idea for now

c Reviewing ideas 5 I'd ljke to heat whal you all have to say

6 Now' how do we implenent this?

d Selectinsthe solution 7 Okay,basi.ally the problem is this.

8 Lefs keep the ideas .oning

aE! btrtr "!! dnn
Brainstorming

Complete the brainstorming phrases (a-j)with the words in the box. Fortwo of the phrases

th€re are two possibjlities with adifierence in heaning. What's lhe differen.e?

sellit or ile selinS it onlin€ $ld itoDline to !€ll it onlie

awbatifw€?tteanswer.ouldb.
b Anoth er option would be g Whydon'twc
c Supposidgwe--
d Alteinatively, we could

? h Couldn t we just . ?

i What about

eHowabout?jMaybeitttime
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Learning obiectives:
unit l6
r..,n ;LLr:. Prol!..r !.h;n!

\Frrr(t Frf'L.r

Collaboration
-i Hu,, n,u.h ur yuu,j,,t,,nv,)rr.s rcinnlork?
0,';, - - 1001,

2 Hare you cvcr i'ccn t.an,ert t\) with uyonc like
eithcf of thc p.opl. i. rh('.arkx,n? Whrt hrppcn.d?
Whafs thc mosr produ.rjv. reitrr y,triv..vcr Norked rLith'

-i rni.rgmy,n,,ref!,,inlrr,,si,,h.r.pror..*crnr T;i:H::;iil:1"::liX;::l,lilj:
Al1 lhc pcoplo on y,,ur 'h)rLl,tr l,rvc the ]ight €xp€rtisc
and skjlls. So wh.t p.rsorliL (trrliti-"s rG- you lookin'l for?
Con,p.,. id.as with yorr grrrp.

4 Now()nrfl.terhelrir.rrrr:s(r g) iqth thewor{ls h lhebor. Dldyouhrve sniilnf
ideas about tle rlcal tearr th!cr ld 3'? Do you knoN inyone trith .rll Lhes. qurli!ie.?

.ommitted .onsrarctivc (o orraiivc engag€d flexible ..liabl. supFortivf

nri: i.l.a t.aD pLa_vcr is:

' they g.r tl). t(,b donc to: .onsislent stan.lird.
, they u,!c i |.nriv. atrfule rid look for solLLtions.

rh.y r.illy.a,. about titr, ru..css of th. projc.t
rh.y ttit .vcrvone Nith respcct and are s'illing to helt
ihcy cin .id.1tr n) (l,ngidg nccds and .ircumsfar.es

rh.y Iil. i. i.nve r,,1. in eetings and d'stus$oDs.

rhoy $,rk ,!ell \Liih oLh.rs and do rrh:t s asted of thenr

Pl arrin rr ec 2 taam
Thev sdT.l.A.Nl. r Dds lin ioscrhcr olaone rchie\.s mor., bur rk\t.llworkcd ir r..ms
rvhere the realin rv verv diii(rcn(l alcrtiinlr: shen ih. \hol. js grcarcr dr.tr rhc eir ofilk
ptus', slr$gv is crc ccl which crn pR,Jt.e tciii[. rcslrlrs. l]ut teams thar lack collaborrrive
skills rrc likcly k, disint.g'rtc ino r brttlc ofcgosrnd conHicnng priditi€\. And trls hard n'
reach xtrgoris rvhen cvcrvonc hrs thcirorvn rgenda rnd is rglning ovcr who g.s tlr cr.dirl

]b rvoid ihc wpicrl xrgrnknts ind point\ s.onrg o1'manv pnject meerin8s, execurne coich
Carol Kins.v (inin sugrests using whrr sll'cilk the PlR. techniqut. Hrtc\ how ir woLks.

\lhen.vcr $ncotrc shir.s,nr irlcr, thc {irt thing vou r1. is m.riion thc posiri\ts oi whrt )oo
like rbour ir. 'lhis crcircs i clinuLc ofcolhboratlon. Next comc 'possibihics' h.rc vou olk
abour how tlrcir itlcr coultl bc lpplicd. cx(cndcJ or perhrps.ombircd wirh somcooc ch.i idci.
linallr', ifvou hrvc rny 'rcscrrrLiox', n,rkc sure,ro lteLc thcsc dLl hst rnd locus lcs on d,i
rcservrtnns d,crvlvcs rlxrr horv r hcv n igh t l,e overcoorc. Dont say: 'l fi s woni vork. Ad<

iNr.rd: Horv.otrld wc $rkc this work? R.nBrbcra team n a .qrcup of people $bo work
hlrd m n.keeich orhcr l,!)k goodl

) Ho\L do fdu.rcalc tcah spirit in i meeting? Rcad the ar ticle and ansuer the questnns.

\{ithoutlookingb.(krrthcrrtklc,canyourenenrberwhatl:!.Al\1 andllllR stand

Hos, frr do you agrce $,iih l-EA.Nl.?\l'hataretheprosand.onsof$okinginte!n\?
hlhat dors Jl,r,q), rr!.ir?
lvhat kind of.go barrl.s.nd ihiits s.orine'.an go on in leax, n,..'li.gs?
l\thi.h.ultures ()f typcs ofbusiness culture) do you think are best at promoting

hrhat do you think of thc llPR. app&)r.h lo .f.ahng a collaborarn,e ,lar)sphe it' in
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Lisr.f ro.1 pr)1.( I r.. r! di! us\jng a problcnr h,jr| i pe)je.t they arc nuniig
Nith .1{ l,er1, K\P Choosc tLc,,1)!ioD (.-(l) whl.h lJcsr n,o)tr,.rtze\ thc ploblcnr.

K\P .

h,arts to hi!. n,or. irvolv.h.nt in dccislD trraking rc thcy dor'r lose.ontrol ol

is dh,rrg,rg (ler isjonr ily,1\l ir or..tirls .D.l (, rlc pr.tc.r is t.llins bchind s.hcdule
js taknrit ro1,long to rcsltnd r,) prit!,s.rls h'ir h tho,c{,lr r}r.r( (hc pn,je.r js noton!.r

r{,inrs rd scr up.' rd.hsjrc so rhi! cvcryoD. invohc.l in thc prct.( I ,.n keel) rra.i(

l.n!.n igiin and notc down rhc f(tldfiDel

rea y hke yoLrr rdea oi ..
tne

lvhat lespecraly rke about t

And l!rorrld certarnly so ve

Ard I We d d Urat. \re could

Perhaps arrollref th ng \,rc

ll we corrrbined your dea vth

The orly th ng s. Im not sure

Arrd n'asoabtlrorred

Hor'r' do you thnk we could
rrra age thall

lirnl r.ihs lo bf.jnsrori solutionr to lhf busin.s5 ftrn)lcn)s betos. Iakc tLujrs k) be
!he fr.ilirarof on. (df.i.h l)rntcn, Lrs'rh.(irrlr.r!cna.,r.srr!(rue.Io,,,n,ccriDlls.

St€p 11h. fi.ilirr!of sh)ulrl op.n ird do! (l)e ln(r.rtn!, .n.ourrge Iult parri(iprrjd),
s rir. {1.\r all rh. id.:]s s.D.rrt.(l .n i Hip.h.rrr (r wlrin,lDird, .nd dis.(^ragc cv.hr.rn)n
(! (rti.jsrnof thl]ide.srtrhisstigr.

St€p2Thcf;1.ilit:rtorshouldnoirl..rdrhcdjs(irsst(nr:ndd.lu.rljonsric.tc.u)
n,c,!bers giv. tIcir r..r riotrs n, ei.h orh..s id.,rs in i ronsrru(tnic .nd supporrn,c \.:y
using !h. PPR i.(hnntu. S,,n,e of rh..xp'cssn)rrr fo! he.rd in 6 or.ry help

You o\ n .,, h.in df slp.,,nirk.rs. E!er.),sa,.k, huDdlcds of shoppin! cafrs are stotcD
\'.r s.ll,euell.r) onhn.. In,t cusr(lntys iyp).all,v |k. ro tfv on jt.ms bcfore rhet buy
\'(u nanir.'.r.nsr.n)pr h"lpline Sr.ril run),)!rf js hirh. so vou keep bsinegood peopk,

I

6

Agenda
Welcome the group.

Outline the purpose ol lhe meeting and get the ieam
to deline the problem.

Invite team members to take a lew minutes to note
down their ideas indivrdually. lvake sure they take ihe
logistical and budgetary constrainis into account.

Throw the meetrng open lor discussion by gett ng the
team to share their ideas. Emphas ze that they shoutd
use the P.PR. iechnique.

Take a vote on ihe best idea or combination oi rdeds.

Discuss how your soluiion wrll be tmplemented and who
willbe responsible lor what.
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MANAGEMENT
SCENARIO

Tricky conversations

I lleirher Shefilood is a sales representrtivc for rloN krfornltion Systems (!IS).
Read some ofher r...nt chails and ansLlcr thc questions.

a i{hat do you thinl llcrthcr agreed with Alan bcfore the meering they just had2

b whl' is she angry hllh hirn non'?

c Tle suble.r rlrle ofAnti,is e,nail is lhDks'Butwhyrighrllcathcrnorb.sohappy

d I)o you lhinkArton ncnrioned to Gabfi.ll. th.r it was ileathc.who originally

trodu.ed rhe 69ufcs?

e Why is Heather rnnoycd that Tony hasn t 6nished thebudgct rcport?

t H ow do you think lbny s'ill rea.t to hav ing Kclly help hin fhish it?

To: h.sherwood@f is.com

Hi Heather

I passed on thal dea we were drscuss ng the oiher
day to Gabfielle - about sett ng up a dedicaied F S
webste for each of our rn4or c enis. She LOVED il
- especraly when slrowed hef ihose figurcs you'd
put togelher I had to revise tlrem a bt, but they
were rea y usefu. Anyway, l'llake il from here. No
need for you to be involved. Just wanted io ihank

Learning objectives:
Management
Scenario D
Business communicaiion skills
H I ndling rrky drv(|r,{ion!,
Polejnrv Di16.,!r n{vf isih.ns
Reading Irandln'tdnJi((t1
1!rra..trrions nr rIc,n)rkph.c
6In company in aclio.
Oi: FaiL.d (oov0\.itr{r
D2 C!.nntrrire,,irv!rr. r0nr

To: a.sugarman@f is-com

lve.Jn got back ro -y o', e a.d l- s l IL rou.
You made rne ook lrke a compere IDIOT n that
meeting w lh Gabre e. You were supposed to back
me upl You know we can't work wiih n our present
budgel So what happened? | notice yo! left for
lunch very quickly afteMards and your mob es oii.
We ne€d lo talk this afternoon, so call me the minuie

To: a.kennedy@fis.com

HiTony

I m concerned thal lhe budget report I asked you to coraplele by ast week still lsn l ready yet
've JUst come out or a meel ng with Gabriele and f I d had that repod, I wo'r d have made my
lfe a ol easierL Anyway. Gabrie e has askecl lo see a copy by Friclay. so il you can't get t done,
'm sorry blt lm 90 ng to haveto br ng rn Ke ylo hep yo! In sh it L know you ve put a lotoI

work nto t, but t can i be helped. Meet me n my otfice at 3.30 and we' go lhrolgh it

2 l low would you advisc licathcr to.leal hith Alan, Anton and lbny when she meets

100 D TRTCKY COI{VERSAflO S



'" ilTiiil b, 3 Noto $at(h video D] to scc the rhree conv$sarions betwccn rleatherand her

colleasues and natcl fhen to wlat she's donrg wrolg (a c).

a Sh.lcrs her personal invohement h'ith the issue tak. ovef.

b She doesn t try to understand thc situation from the othcr
pc,\u-:p,' nr ufv,.\LJ J?,r'(^irh nr,,r'.cpth, .

c Inst.rd ofdis.ussiDg the problen, she spends too mu.h
time blamlng thc otherperson for trhaLwent wrong.

4lteadtheartlcleonhandlingdift.ult.onversationsanddc(idewhi.htipsmishthave
hclped Heather in crh sinration.

lf you work in an office environment, you know
difficult conversations are a facl of life. Breaking
bad news, getting people to keep their promiset
complaining about a colleagu€'s behaviour or
disagreeingwith the boss - most of us would
rather avoid conv€15ations like these. But,
according to Douglas stone, Sruce Palton and
Sheila Heen of the tlaruard Negotiation Proiect,
avoidance is never the answer Delivering a

difficult mersage, they sa, is like'throwing a
hand gre nade'. Whatever you do, itt going to
cause damage.And nothaving the conversation
is like'hanging on to a hand grenade once you've
pulled the pin lTypically, say the Harvard team,
threethings happen in a difficult ronvertation
and you musl be sure to g!ard against them.

1. A Lot ot iime and energy can be wasted arguing abour \,\,ho

did whai, \ rho sho! d have done what, $,ho didnldo whal
they said they'd do and who's to b ame. But ih s simpiy puts

ev€ryone on the defensiv€ and quarantees thdtihe problem

wrll rot be 
'esolved 

50 tf no( ro gel nlo tl-e'bldme gcmp
Focus on the solution,

2. Inside our headswe have dn inlemalvoice which express€s

our ieel ng! Somet mes this vo ce is so loud;we can t hear
what's being !a d 0i course, o!r fee ings shouldn'i be sienced,
butlhey musibe kept under control.And ifyou re thinking
'what rubbish. don'l havean nlerna voi(e', thatsyour
nterna voir€ ipeak ngi

L l\,4any ot us identify persona ly wth our position in a

d sagre€rn€nt.To a(ept thatth€ other person could be rqht
may alfect ourself.image in ways they cannot imaqlne So b€

sure to lind out what realy rnaners lo rhem.And don'l confuse

inlention with effect - they rnay not have meantto mak€ you

ieellhe way you do

b,

5 Whrt doyou thiDk Heathcr should do n.xt time she.Lis.usses thc situaiions
withAlan, Anton and Tony? How could she have been more diplomatic in her carlier

6lhefolloilingdayHeathcrcatchesupwithAlan,AnronandTonyagain.lhistimetheir
convcrsations are more constructive. Watch video I)2 and.onrpare the solutions they
com. up s'ith to thc onesyou thought ofin 5.

7 Yolire about to have two difficu lt .onversatnn, s wr! your parner:
Speaker A:Turn to pige 133.

Speaker B: 'lurn to page 141.

8 no-."aluate yourperformrnce using the leedba.k form on page 128.
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17 *-'-*
CaflaeAatioh t the eneft! of

All€d Nilchcock, film dnector

I

busines$ lunches rre

Learning objectives:
Unit 17
Bu.in6ss communic.tion skills
l)cv ribnlr tu$auranls l).lnl
aquird. trblcnannrr!ind
erklLk! r.: Dcs.nbin8 rr-pnil
dishr. I'o'nFu..oumrll
Rol!pt.r,v t){,ing busnrcss ovc,

Listening A.oN.natiorh.,

Vocabulary Food alJ J! ln!

htork with apartner and discuss the lollowing questio ns

k lun.h u important meal foryou?
Do you cver have busincss lunches?

Wiiich of the following arc you mo'l likcly to say ro r forcign .olleague visitingyour

I tlt"Lsl yoL -tlht 1i1.,. tt) an. 
"t 

..u r ' al, .nF

I hr\! ht ". "ul,l tua g 1b o au" t, pt to o,,on, t h, ng.

t thous,ht wedjust tlDrk throush lulth aftl edt later.

2 What kurds ofrestaurants do you like? Add the phras.s in the box ro the diagram
below to nake 12 useful cxprcssions.

a fantastic view ofth€ city a superb menu a kry pl€snt atmosphere
does .. ex.etlent lffagne dom the road 6ve minutes from here

I sofretimes go round the.omer speciali2es in fish they know me
you can get {1esh oysters you might like

There s a pretty good

greal new



b

d

I
e
h

j

Nicepla.e. Doyou come here often?

Now, what would you like to drink?

I'lljust see ifour tablet ready.
'lhis is their standard mcnu.

Ii.Ilooks very good.

And those ar. th. spccials.

leime know if you want me to explain anything.

so, what do you rcconmend?

well, they do a great lasagne.

Is rhere anythingyou don't eat?

3 Do you have a favourite place where you tale clients and .olleagues?

If so, |.ll a partnerabout it.

4 Look at the butret in rhe photo.Ilow ftany ofth€ dishes canyou namc? lmagine you

are about to help yourselfto some food. Discuss the foodwith a partner. L,!re lhe phrases

and cxpressions below to help you.

Who said it?
l'Ihefollowing$idgsweRsaiddurinsabusinesslunch.Whodoyouthinkprobablysaid
them - the host, the euesr or could irbe either? writ€ H, G or f next to eadr senlence.

k I n allergic to mussels

I You,ouldr'yrhclrrnl, th"rl 'e vd"'Jfc,.
m That sounds nice.

n Shall we order abottle of the house red?

o Could we order som€ mincral water, too?

p Ihis is absolutely delicious. How's yours?

q Now, how aboLlt a dcss.rt?

r Betternot.I m on a dict.
s I ll get this.
i No, no, I insist. Youie mygu€st.

fl
n
trnu
tr!!!
-l

n-t

Lr
al
LJtl
L-l
al

Z 2.1t3 Nowlirpnrnd(ompar"yoJrrnswerswirhrhp.onvpr"rriuninih.
restaurant The oan is the host.
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Table manners
I In Russir, thcy sit ddhlr .t p.rtics. In China, the most import.nr !!est is seated
fa.ing th. door. ln.hp.r,. i tjp is not e,pe.red: iD fran.e, rr is iD insult not to leave one
How culturally awar. afc yoLr at the rahle?Try the quiz b.low. Undcrhrc the.orre.r

CROSS-CUtTURAL QUIZ
In Gree(€ / Finland, peop e freq uendy nop for unch at
I ] 30ln the morn ng.

In Switzerland /8razil, it'scommon tobe uptotwo
hou6late for a party.

In Portugal/th€ USA, a business lunch can last up to

In lapan / Rursia, the soup is ofien earen at rhe end of

In Frane / Eritain, cheese is normally s€rved afterlhe

In Ameri<an/G€rman restaurants,you may beasked if
youwanta bag for the food you canl eat.

In Arab / Asian countries, you must wait foryour host to
serue yo! the main meatdish.

a What is IIiro worricd about?

b lli.o uses difierent cxprcssions
ro st<,p his colleague .hoosing the
fugu Complete them.

I

In M€xico / Eelgium, you should keep both handson the
dinner tabiewhere they can be seen.

At a Turkish / Chin€se d n ner ta ble, it s extremely
impolite to say how hungry you are.

Th€.lapan6€ / British sometime5 ne€d to be offered
more food threetimes before they willaccept-

Ameri(.n / Latin executiveslike to be invhedtoyour

InBelgium/Spain,an ll otlockdinnerisquiienormal.

ln Asian / Arab countries, food is usually eaten withjurt
threefingers ofthe right hand.

n Poland / Japan, you should keep frll nq otherguests'
g asses unt lthey iurn them over,

In African/Asian countries, it is the host who decides
when the guests should leave.

Che.k your:nswers o! prge 131.

2 Fl"d seven cxamplcs,)f rh. rassive in rhe guiz nr 1

... tlt soup is aftci eaten ..

Sticky situations
2.44-2-46 I-isten 1o busincss pcopLc from different {,)! nt ries.hrttiiig over lun.h and

.instrer u,e qu€s!ons

2 lr's a titrlc 2 You'll

3 Yuu mry 3 You'llr-"ally

a What is lians s problem?

b lhe Spaniards usc ditrerent
expressn)ns to encourage Hans to
try the $quid. Complete them.
I W. lhought you might

a Whydocs Louise have a problcn
choosing what to cat?

b .lerD Claude and Louise mention
lo!s ofdiffcrcnt cooking merhods.

lfr 4s,

3ro
c Complete these extra.ts ffoh the

I think you'd

Rcally, Ithink you shoutd

What does David sry whcn he
de.ides to change bis nind?

4 lh i< js sumerllnts L. nothing made

2 ... nothing.ooked
oil.

and frcdr vcaetablcs.

Have you ever had lun.h with

5 ltk f.ally

What does IIans say u4ren he
refuses thc Spiniards' offer?
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By the way i ,,.11,,

So' ,,..,.r.r.

The business lunch

il:l:ll];l;:lll:: "" 
are goi )s 

'|o 
tark busrncss ov*run.h spe.ker^ sce pas. ,32

\-(iurt).r.rre, isp.ak.fA) is i soo{tfri.r.l fro,n,,,..p",, *,,,",i,,",,,,1,il,::;l;;:,1'I*ff!::.,.;ili!:iil;jj.;"Hli:::::,:,::
You ciU..l drrh rt)drt a wc.k ago dd ncnrbn

*:x; ":'*ij3;i:r)il:;* r",;ii'i;*:r,t,l li;:i;:::.:T;i:::'ilT'
. an oudinc ofyou basic id.a (on. or rwo senten.ds)

: iil ill; lli;i:i::rl ::;r,:ri.H::::l;,i j,::;:,#::j,,.,i:i,,
.. rioh y'tr, sa fb. ida dclelopilg in $e fuh,f.

i.1il:i,'.ff:';|:';f.L jil,ffi;,i:;::itl1"<h 
'rurd.n',bcab.rernr,rakab.u,

l-".it.it:ii*""*;"a iJ:;i;;':;;";:;:l:il,:l:;',:;T'i:il'il::::,".:,::;:i:""'""
lf Lhe Junr L goes ncll, of{rr ro p:y

BASIC BUSINESS IDEA:

V h) ir has Arerr porcDtial:

ho\ nr\ t,rrtncr !r,,t.t r,-r-

Iuture ol lh. t)usnress:

.Jl:-
-(11



17 Eating out

Food and drink
What'! it lik€?

I whar do rhe adjectives (a n) describe? Choose nouns in

dish fish lsch meat salad steak vegetables

a heavynight/late/three-course
b 6let/rarelmediun/well-done
c green/side,/Waldorflfruit
d {ried/raw/snoked,rfreshly caught
e roast/tough/tender/juicy
f fresh/frozenlseasonal/mixed
g traditionavexoticrocavvegetarian

bread ch€€le @ffee des$lt food ftuit

h rich/spicy/p1ain/fast
i dded/tropicavdp€/tinned
j cnsty/sta1e/gariic/wholemeal
k strong/mild^lue/cleam
I fattening/refreshing,/lieht/cbocolatey
m stilYsparkling/bottled/tap
n white/strong/instantblack

\bu can oiicn turn a lbod roLrn into rn &ljcctile br addnrg r'.
. cDntiining lots ofsxlr = k/4r
' contiinir)g lots ofsug|r = j,gar_f

2 Find 6ve mole food adjectives ending in -rin thelists in 1.

3 How would you describe a dish with lots of:

. fat? . pepper? . nuts?

What would yoo like to ord€r?

4 Complete the the restaurant orders with the words in rhe box.

botde 6rh sauce tart

a Idlike the steal with the peppercorn 

-, 

please.

b Could we also have a 

- 

of stilt lrater for rhe table?

c Does the-comewithany side dishes?
d I[ have the chocolate 

- 

for dessen.

5 Use the words in the box to create questions .hai may be
asked when eatingoutin a cafd orrestauranr.

106 17 EAI G OUT

The passive
VN l;rm thc prssi!. rdth the rt)|rofilrr tensc ol'
d)c lcrb 1,rr + tisr t)ariiciple:. mt &n?ax 

^ 
lLt F.rd"dr are nanafktturc.t

jn | 5 lil;E,t,ou,tfiet.
. lt Sldix,l,tN alnn itnl eotea n til tun Dr

tu.t.n nt th! t1rJ1ing.
. sttuJois uat rt-appointed l rd alA??1.

C.nryxttf i, 1997.
, Ll/t.n uas tb. rr l;r't iatrcdted'?
. ,^ d, tx?ano 4 tutu?tt,r \.Jluar., th. US4 has

beeaor,.rtuken b) tAe llt?tuIh aJ lt.lann.
\iN c.n ilso use d)c |rssire \vitll nod. lcrbs:
Z IIa--^ s..n {iI t/r, paJe.l be.onlteted?
B L1/t/1, mun befnkhed tl /A. od aJ th! f.d/.
/l Yt!, brt.an it be tp.ed.d u?, lo tat think?
8 Wnt, ut d hatc to be gi{en n /)il.qa bungd.

,1 I tAinl tha/ @ d be aftaf,ge.l.
\iru usc the passnc rvhcn it is onimporrant or
obvntrrs who or !vh1rr does somerhing.Ir is, thereti)rc,
connon to use the t)r$it'e to tdLk ibout precess€s

I Lookat these two mples andanswerthe

mese days, email has largely superceded the fax

'Ihese days, the fax machine has been larlely
superseded by email.

a Whatt the subject of the 6rst sentence?

b What's the subject of the second sentence?

c In the second senten.e, what word comesbefore
the pefformer of the action?

d Which of the s€nt€nc€s are you more likely to
heai in a .onversation about fu machines?

ln both cxamplcs rhore,our lttcnti(m is fooscd
on thc subject oi rlrc sentence. \irrr usc thc passnc
rvhen you'rc morc irterested in drc rub.jcct than thc
pcrlonner of !l,c iction.



2 complete the article wjth the correci passive form of
the vcrbs inb/a.kets.

Lloyd's: Insuring the
famous and the bizate
Viriually anything ln) ,-- (cnn / 

'nsurel
at Lloyd's. ln lrct, over the l.rst huldrcd )roars
London's most cdebratc'd insurarlce comPanY
(tr) (ask) kr issue somc of the most
biznrrc polj.i.s everl l]crc arc just I lcw

Car insurance is bi8 business thcsc da\s. But the

verv fjrst car {c) 

-- 

(in5ure) nt l.loyd's
(d) 

-- 

(co!e r) bv a mnrine Poli.v. Cars
\!ere such a nolcltv in ihose da!s, motor Policics
(e) (w|ite) on the basis thai cars $'cre
just ships that s,li]ed on the lancll

,\.tors h.r\ e al\\'avs b€en Paranoid HollvNood
film ictol, Bctty Crablc, \^'as so $orricd her lamous
lcgs (t) (n,i!,ht / iniuie) during
filminS, the) (8) * (iosure) bv Llo] d's
br n million dollars

Multrmilliomiru rock stars worry too Bob Dvlan,
Eric CLrpton, Elk,n Jdlr, Rod St!'\'art nnd ih,
ItoltinB Sbncs hale all insured their \1)iccs. Bruce

Springsteen's {h} (l)tlievc) k) be

$ orth 13.5 million.

Phrase bank: Eating out

t,h. t.h, B,orp5 rt pt,tu\LsJ-aprprFLron.ri '\
a..oding to their purpose

Avoidirg dis*ter Being e Sood host
cohplimentingyouhost Desdibingdbhes
lightinS over th€ bil Ordering the meal

R€comn€nding dishes Talking shoP

Ni.e pla.e Do you.onrehere ofteD?

ft was a good.hoice ofrestaurant.
It all looks deli.ious.

It's basically a fish pic.

It comes wlth a salad.

IfyoLr like seafood, yoo lt lov. it.
1},e lamb s very goodhere

You could try the goirlash.

Food friiic alrd Sourmot Egon lk)n.v ran n

dilfcrent risk. Obvlousl\', his cafcer (i)

{\\ ou l(l / destro\ ) if he t\ ds c\ cr to lose his
sensc ol iasic. Sc) a l.loyd s Policy fu €250,000
(ii 

-.- 
(tak€ o!t) to P()tcct him ng.inrt

$.tking up onc da] nol kno$ in8 d h.rgilis lrom a

Insuring r{'orks of art is rothing rrcs, brlt th.
l.ughter (k) lcould / henr)nllolcr
thc cily when n grain of ricc t ith a Portr,lit.f ih.
Qu(.cn ind th€ Duke of [dnlbl,rgh engrnlcd on it
(l) -- (estiNitc) to bt \\'orth 520,000 'lhr
qLresti(ltl is: r!orth $20,{)00 lo r{Lrom?

A fe\^,ve.rs ago, a killer $'halc.,rll('d Na,nu
(ml 

- 

lc:Ptutel oiT th( Cana(lirn coast

and (n) 

-- 

{dDg) to So.rttlc fo display in
an aquaium. The capkrrs insurod themsel|es br
58,0U(lagainlji Namu (o) 

- 

(ru's.ue) br
othef whalesi Unfortun.rkt), hc wasn i.

One Inther coniic{eni .omedv ihentre grolr}:
insured itself n8ainst th(' tisk of. mcmber of the
audience dyifg l.ughing. So fat ho\tvrt ihe
iDsuranc€ (p) - {not /.linn) ..

k's a bit unusual you maynot like iL.

k thcrc anythingyo! don t eat?

Mayb. you should try something {lse.

I ll just sec ifour table s ready.

Shallwe havc another boitle?

Is evcrything all righr?

I'm going rohave the st.ak. Rare, PLease.

Id like the veg.tarian hsagne.

Coultl we hrve a bottle ofsparklirS water?

About this business idea ofmnrc.

As I was sayurg, we should have a meeri.g
coingback to what we were blkingabout.

Ler me get this. My trca!.

This onet on me. You paid Last time.

I insist ... Okay, lett split 
't, 

then.
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I {e eaPeneued drt@l
neetingt that @te a.tral!
b'ote qedioe tban dnyfke
to-JA.e neetiry I'tue beer in.

Kate Harper, execuUve coach

How often do vou hold
'virtual mcctings'l Do you
prefer thcn to f;Q-to-hcc

T

Pnrase bank T.lerorrer.onA

Telecommunications
I llowis.tvidco or audrc .onferen.e cLitrcfent from a l,.e ro fa.d nccring?
Doyou ag/ee h'itl, Kat. Harper?

2 Look at the advertiscrrrcnts below for web conferen.ing ()mprny Connc.r. Whar
advantagls of $,eb conferencing arc the ads referring to?Think about your work life
balance, your departmen t s travcl budge t a nd your conr pany s carbon nDrprinf

Learning objectives:
unit 18
Business connunication skills
Dis.ussine trlc!onliren.inei
llold,nAr sho'r rclc.oDfcrcn.cl
rih,e..f l)PtrliAe rrtrh emrils

Lisrening ,{ rrlc(onteren.r
ReadingAl0 iLrx.h s.
Voc.bulary \rrDasDs a projcd

3 Rca.t these th.o sh()rl r.ports. How do they suppoft of contradi.fthe nessag.s in &e

A new report from the Americd
Consumer Institute has calculated
that the world will save rouShly one
billion tons of .arbon in the next ten
years by operating on the lntemet.
The trends break down like this:

E-commerce will reduce .arbon
emissions by 200 million tons.

Telecommuting will prevent 250
million tons of emissions from

Tel€conferencingcoLrld prevent200
million tons of enissions (iJ it rcplaces
10o/o of faceio-face meetings).

A rccrnt su^ ev (ordu.ted at llygcnici Inc. has
suggosltd that tra\elli',9 for busirx,ss isone oi thr
top fi!c pcrks oi workinS for ihe comFnn'. D€spitc
a snrallproporil(nr (10"1t ofrcspondcnts siating that
ther found kavellirrg nrore stressful than .oming
b the otfic, the maj(rity (orer 80',).ctuall-v enjoy
sprl in8 time nhav hom home.

Ov!r 50'X, said that th€ opporiunity to hnvcl and
lisit nc*, exciting pln.cs('as thc numberone rca!r1
ih.v.njoved businoss lravel.In fdct, man! admiited
k) (nntrining travel f(r' work ilith knrci for plcnsu.e,
plrnning a.ork trips n).oincide wjth holidavsor
n(anging metings in desiinations they've always
w.nto.l tu risit. Ovcf30"r, stated thrt the weaihel
of thc destination countw had an impicton the
pl.nninE of a e'o.k trip.

4 l)o any of rhe sLatistics in the reports surpise you?

5 Is hlcconfcrcn.ing the futuie? What sort of meernrgs (if any) do you rhnrk absolurely
havc to bc fa(e to face?

appraisalinterviews .ofrplexn€gotiations .risismeetinSs jobinterviews
multinarional t€am brieings new product demonstrations proje.t meetinS updates
routinedecbionmahing sal.slresentations t"ah'buildingsessions
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RITTERBERGEB GIV]BH

Teleconference: a project meeting
Ritterberyer is alarge and su.cessful construction companybased in Essen, Germany. At
th. moment it is building a marina complex in Dubai, managinga multinational team of
engineers, and skilled and scni skilledworkcrs ffom Gernany, Polandand Pakistan. But
the project has been hit by a scrjes ofproblems and is nowrunning three months behind
schedul€. The.lient, Dubai entrepreneur Ali Al Fulani, is unhappy with plogress and
demandingthat p€nalty clauscs in ihe contract be enforced ifsolutjons cannol be found.

I o' 
z.qz'z.qa RitterbergcrCEo Peter Kcsslerh's set up ateleconference to clarify

th. situatjon. Read the email attachm€nt below to see who will be participating and what
the main items on the aaenda are. ften listen to the meetingand answerthe questions.

Extract 1
a Where is Sulainan Al-Fahim?

AUDIO-CONFEBENCE, TUE 29 NOV 9.00-10.30 (CEI) b why is Jarek colsky at the mcerins?

Participants: c Whaas the situation wirh AliAl_Fulani?

Peter Kessler (CEO, Ritterberce( Essen)

Jarek Gorsky (Chiel engineer, Ritte.berger, Warsaw)

Ernst Neumann (Projecl difeclor, Rrtterberger, Dubai)

Kaim lbadulla (Foreman, Pakistani team, Dubai)

Feliks Nowakowski (Foreman, Polish team, Dubai)

Sulalman Al-Fahim (Site manager Dubai)

1 Supply hold-ups

2 Commun cat on problems

3 Speciiication changes

2 Complete the teleconferencing expressions you just heard with the words jn the box.

agetula agred com€ corered 6nish EnGhed getting
hear inputs interrupt introduce item ioin le.ve meeting
minimd objectiaes recap skip started time dting

Extract 2
a What is th. .ommunication problem?

b Whar's the situation at the seaporls?

c Wharjs Karim: point about thc client?

d What is Peter Kessler's conclusion?

Sorrr lhada bit ofaproblem 

- 

through.

We'rciust-., forSulaiman.

-"r s go ahead and "r."r. 
Wel,ore to rhe

Drd you alt 8et a copy "f the

b

c
d

I

I
j
k

m

p

q

f
s

t

Before we start,letme 

- 

JarekGorsky.

I'vc askedhim to us todaybecaus....

All right, rhen, tet s get 

-. 

,.
As youGnsee, we havc several 

- 

today

I'd like to be- 
- 

by 10.30, if that's okay.

Can we keep our 

- 

quiie sholt?
And let: J.o r I y ro l"'p .rrerrupr'ons to d

Sorry to .-. 

-, 

but ...

I suggest we item one on our agenda until .. .

Let's movestraigbt on to 

- 
- 

two.

Sojust to on whatwe've said.

So, are we all ..- that...?
Sorry, Sulainan,I.an't 

- 

you verywell.

Could Ijust- 
- 

in here?

Right, we're running sho't of
Ernst, Jarek, can I that withyou?
I think we ve 

- 

everything for now

We'll have to there.
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3 Aftcr thc teleconferen(c, [r.st .irculated notes Lo thc cngineering teAm on what had
becn dis.ussed. Put his.otes in the.orrcct order. Somc have been {lone for you.

Il Peter Kessler opencd the meering and infolm.d us that

! pin us later He rhcn introduced

L l might have Lobe rcncgotiated. !rnst andJarck agree(l lo

E that tlie hain objcctive of Lhe ncctingivas roget the Dubai Projc.t bac}

fl wc skip iten one on the asenda until Sulaiman .ou1d join us andwent on

- bavc anothql<tkat overall logisti.s and to report back ro PetelAnother teleconfetencc

r to outline lhe communi.ation problenrs $e nvo work teams had

E ro brnrgthis ro the cljcnfs attention and that thc contra.r withAl Fulani

! lohcd the -".u"gat this point and des.ribed

! S"t"i-,n Uagono ro Porr Rashid to.heckon deliveries andwould

_ thc situation at the po(s as serious. He explained thit
E nothingwas hovingand th,i our ba.kup supplies wer€ insufh.ient to ope wlth

L-l bee. having. Petcr retunmendcd orsire trainins as a possible solution. Sulainan

! the prcscnt situation. Krrjm remindcd us that

I .. sch"d.l" Ernst suSgested that

L l .larek Corsky, Ritterman's Dew .hief cDsi Deer in Warsaw, and enphasi?ed

! constant rha"ges to the building pla n rvefe also a ma io! problem. Peter promjsed

I was scheduled forrext weck.

4 \{ork in agroup vlu rc going to hold a short tele.onferen.e. Turn ro p:ge 133 for

An urgent matter
I e nranagement consultan.y is putting together a proposal for a majorneh .lient,
pharm:ccutical giant, I loechst Put thc folk)uingemails berwecn two of their.onsdtants
in the corrcct order. Read all the emails 6rst Aand H are in the risht place.

DNDtr

Sam

This is tust a quick reminderio lei you krow that ihe
Hoechst report was due yesierday.

Emai me ii youie havinq prcbems.

D!

I see yolrr po nt. Esl males would g ve us more
room to negotaie on fees, but th nk th€ c ent w I

appreciate that we ve fu ly itemized all the costs

Sam

DN

Sam

Thanks Jor lhe repon At lastlAct'raLly, you ve done
a sreal iob on ii. Just one th ns. Sho!ld vve be
quoting prec se iglres al th s stage or iust 9 ving a

Attachments: FoechstFepA t

Sam

Yeah, you re prcbably nght. lt looks beller rf we
show that we can sei and stickto a budget.

Can yoLr lust make a few ateratons (see

attachment) and then email me another copy? Oh,
and cc one to Lisa as well. Thanks.
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D!

Attachmenis: HoechstRep, CodArkdn

Sorry for the delay in getting back to you. Our
servels been down again. l'm sending a first draft of
lhe report as an attachment togelherwith a detailed
breakdown of costs for the whole proiect. Could you
have a look al lhem and tell me iftheres an)'lhing
you want changing?

Sam

on

Sam

JLrsi had a call from Lisa. She wants to know what
the hold-r.rp is with the Hoechst report. Did you get
rny last email? Please let me know what the posation

2 what do you think the punch line to san's joke is? See page 133 fot the answer'

3 Match the words and phnses to male 14 complete exp'essions- If you need to, refer to
the emails you read in 1, wheie they aI appeared in the same order as here.

DD

IDtr

Attachments: HoschstRep2, ConJoke

Hereb the revised version ofthe rsport. Only two
days late in the end; sorry about that. By the way, I

found ajoke on the Internet the other day thal might
appeal lo your sense ol humouri you could use t rn
your pr€sentation to Hoechst:

Why are they using consultants instsad of rats in
labofatory exper menis these days? see aliachment

Sam

ifyou'fe havinga this isjust
b the report

e fully

g giv€

k a detailed

to negotiate costs

was due /-rcntndetiremized / on fees

a qrlck ----/ yesterday

proposalin

report as an attachment
getting back to you

6gures

abudget

SAMI

Haven't you received my previoustwo emails? T}|is
is gett ng urgent. l've lri6d to phone, but you're
never in. Look, I'm under a loi of pressure irom head
otrice to get this proposalin on schedule. Don't let
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Dealing with messages
1 r\',rrkingrorrpstophdu.easl).rrtrohlL,)fa.orrrr),rnt,a,L,,r),,fu .ni rn .r.,r { olrpan!
a.d.n exe.utivr who works in (l,rr defrrrhcrt LNr'fl ll,.r wliolr tl,i ,A or usc thr rrqr.s
of rcal peopl. .rn{l con,rr.r,rcs,f l ou prefer

PROFITE
Name ot company:

Maj!rbusiness activrry

Name ol executive:

Posirion nr company:

2 t'"1,.o" nr".".il n,"'s:ses.rrd (i1 y.u,.r) [ra. v,)]{.miil n,essJlfs r ha hf fx..Dtivf
Iounr\entedtriightre..neonrr)n.rli(i,fotsot|p,r11 ror'hrgdI li.cpe:,lL,n.ssi,t,.
falf ly short. lnclude pefsonal on.\ if lo,r lik.

goo,l !.\fs an rr)ologl
brd..ws an,)[.r
a rcprinrn.l r .onrplri.t
anultirnrtL'nr J.ri5is

3 Wh"" uou..".""dy,,rril. oul your cn|il urcssng.s or f|rir r,€m,iir on a ,.,, |!.er
Re{1,d rou, !.i.€mail nrejsrgcs

4 sw.rp your profile, volce,nriL D.ssrg.s ifn -"mijls h'iLh D1)t rer s,oL,p.

5 R".rdandl*rc"t,,rlcmcs'rs.!ther)rl,',i!rn,r)11atyo,r.f,ddctt1,.1,owy.,,L,rrt
goinB to fcspor.l to etrd,. Clas:rly tho ne's,qcs:s ,,irport.ni i,+t..r', tosff,),,. ,

6 Wfte'etlifsr{,tlrfressag.sin{lreruIrhenrL(,rlr.gr)Lt)!ou ,rl,te.i,irli

7 R.port bark to the rl.rss on hl^1 ron ilf.ilr lrifh r l,c rcss.rr:r.. r ou rr, fr e<l

.G

rcAltoNs



18 Telecommunications

Managing a project
Look dr lhe follodng ext'a(ts froln emai]s Mrtten by
m€mbefs ofan intelnational proje.t team- the last word
in each explession has been switcbed with eorher. Swit(h
them back. I}e first one has been done for you.

a ftris is iusta oui.k deadlin€.
b Ernail me if you're havi.g costr-
c I cant quot€ youa pre.ise lche.tulc
d Can you give ne a rough report?
e W€ fe working to a very tight 6gure
I I've atta.bed a detailed bteakdown oforoblems.
g We need to sti.k to our telc.onfer€nc€.
h Let me know if there's going to be a loop.
i We're in danger of missing our r€mind€1.
j Lett set up a budg€t.
k llanks forthe situation €etimrt€.
I Keep me in the delay.

Iteportnrg the gencral idcr ol rvhat sonreonc srrnt

(c.!i. offcrirg. inyiting, comtliining, ihrnking, susgcsting)
is often nrrc useful than reporting their exrct words.'li,
do this. rou can us. the rdbs j,li 1.// xnd zJl, rs \v€ll rs nan\
oihcr verbs. k is i'nfortrnt n) lcxri which trel)osnxDs,
o1!ccts rnd rrrb tirnns fo1lov thcsc rcporting rcrbs.

3 Decide how th€ folowing sentenc€s (a j) were later
reported (1-10). Write your answers in tleboxes.

a Donl forget to do it.
b Haveyou done it?

1 She suggested I do it.
2 He regretted doing it.

c CouJd you do rt, pl.xe? 3 She dpologiz.d tor
d Itwas you who did itl
o Why don't you do it? 4
t Would you like me to do it? 5
g I m not doingitl
h Sorry I did it.
i I'msorry I didit.
j I didn't do it. 8

a!r!cIu!e!ttrgnrEini!
4 Do you have a favounte line from a movie? Read the
following .ollection ofquotes from some of the 20th
cenrury , most famous films. Report e;.1' one usrng a

combinarion ofreporting verbs and reported speech.

Use the words inbra(kets to help you. thre ate diffeient

a BonA, JanesBond.Sean Connery, DrNo (1962)

Reporting
In buriness, it is ihporhnt to l,e ablc to report aceurutclv

rvhrt pcoplc srrid ir m$tings,rn thc ptrore ard in prnatc
convcrsation. ( )ccasi<nrtllt we tcpcxr the exacnvods
somcone usen,but u rllr it is {nlicient io rctori the basi.

Origindl staicnrcni 7,r., i,a 1u.t lk Sai,t to rc.l't,"^.
Dir.(r speech:1LJ, 2.r.\,out h" pitlg t' tu1Pt.,^. (1)

ReNrrcd stcc.h:H.!4x 4ar\,otr] h.\ goiitg to ttie?l
utt.(2)
tu ,J rborlai,oi.dt Ae L^r\ r'in{ t' dnq dn\.\3)
Reponing vsb:11. /lr,/ ta aRlt.L^. (1)

I study the infornation above and answer the questions.
Which e4ression would you use to:

a quore exactly what the speakef said in a meeting?

b r"porr exactlv what rhe "peaker "aid rn a meeting?

c summadze the general idea?

d tell someone in the 
'neeting 

what the speal<er just said?

NB When thc rcporriig verb is in t|c prsr,iou orien put
thc rcported spccch in the past nD:

Ik nld u l't al fre\rn1
Reportcd spccch: Hirazl}. uas a dt.lotrJ?uta..

2 change the statements below into repoited spee.h.

10

doingit.
He denied doing it.
She reminded me to

She asked meto do it

doingit.
She asked me if I d

(ask / sarn)

Humphley Bog&t, Casallanca (1942)

Ate you talking to me? Robert De Niro, Taxi D/i,er (1976)

(.sk / me) __
Fnnkly, ny dea/, I don t give a dann. Clark Cable, Gone

wirn *e Wi4d (1939) (infofm / her)

CoaeLpond spp nc .anp Line. Mae West. Go'r-.0 foht
(193s) (invit€ / me)

Hang on, lads. I've got a great tdea. Micbael Caine,

me ltalian Jab (1969)

Gell / us)

'Ihe Life of Btid
Ramdns evet dane for us? John c\eese,
n 17979)

Go ahead. Make ny doJ. Clint Estwood, Dirry Haq, (1971)

o

t

Akio: Im goingto waitand see.

ClaiYe: I've had enough.

Philippe: I nutbe going.

Mada: I llbe in touch.

Seigio: Ijustcan t face it.

Fritz: I m ready.
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5 I}e human reso".."" department of a medium-
sizedcompanyis deciding how much mon€yto allocate
to tlaining. Read the following short extract from their

c.ry Oka, now, about oui training budget for next yea!.
What does everybody think?

tuna WeI, I think we EaIy must spend mole on advanced
IT ski s training.

Insmar Hmm,I'mnot so sure that's what's needed.ln fact,
its basic computer skils that most of our people still
lack.

G.rry Yes, I think so roo. But isn\ this really a r€cruitment
pfoblern? I think we should require al new recruits
to be computer literat€ before we enploy them.

Anna Now, justaminute. We're forgetting that th€se are
our entry level staffwe're talking about.

tuna Well. if youlook dt the sdlanes we r" pdying n"w
reduits, you'I see that we simply don't pay them
enough to expect computer skills. iT rrainingis our
lesponsibilitt

c6ry We[, if w€ don't change our recruitment polict we'll
have to speDd a fortune on tnining.

Anm Actually, the curent cost of thining is negligible,
Gerry. lhat's why I say we should be spending more.

Now.omplete a ieport ofthe meeting with the verbs in

Phrase bank: Teleconterencing

Label the teleconferencing expressions below according

d6ing hedling th€ tecbroloSy iatemptirg
nanaSi'rg the agend. natnglng the dilcu3sion
oFning tinekeepinS

c

e 

-..-

Welcome to the meeting.

Did aeryone get a copy of

As you can see, we have
several objechves today.

Lets move on to item three.

Could I just come in here?

I just want to say one thing.
Sorry to inteEupt, but ...

Can you check your Intemet

I rhinl your mic is on mute.

Sorly, we can't hear you very
well.

So,just to recap on what

Any comments on that?

I d like to be finished by
10.30.

Right, we re running short of

We'[ have to speed up, I'm

I thini we ve covered

We'll have ro stop it there,

We'll have to 6nish there.

H

f-i

addd

iNit€d pointcd out nis€d

!!hind.d suggested wond.red

qplaind EoEE€nded e5hed

Pan/rrf

Gelry (a) Lhe issue olth,Q trainjns
budsetand (b) cornmcnrs iiom |he
sioup Anna (c)- fia! wc spend more on
advanced IT skjlls, butlngmar (d) _ihal
was whar was necded He (e) Lharn
was basic computcr skills Lhai mos! of our personnel
lack Gerry (f) 

- 

and (s)- jf ii
sasn d ro.rur'r 6nL pr b6m H6/n)
we make computer llteracy a requrf-oment for
employmenl Anna (i)- ar rhis poinr
and t)-everyone that we wer-a ralkins
about enlry levelstaft She (k)-- rharwe
drdn'L pay sufncrcnr ro expecl compurer skills and
(l) 

- 

that IT iraining was the company's
responsrbrlty G(Iry (m) 

- 

us rhar if we
djdn L change our recruiimcnL pohcy, w-o'd have to
spend a fortun-a on trainjng bui Anna
(n) 

- 

him the cu(ent cost of Llarnjng was
neslisibLc and (o) we spend more
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N.r,.r btgin d tudLd ndttl.
u t ku rlfair il Pfet
al lati"r: or.rshdnoLs t/)!

Arnoib 0nases. shrppmg ttc ..x

\\'h skillr doLs r S{x

Negotiating
I \\'rlli.r.)lJ,!is.o,rurho.ol rh.wofl(lsnoeriri,rousbookonnegoriiurg,c.rr'rrif.
)i \ Read the 

'ollor!'ng 
extn.t 1tum his bfsr sclln,g s.quel (n.rr[f P,r. \.:nd anrh'Fr

a $rhnh ofthe sinritbnsrcmrndyouofv,methrrg ihafs h.,fp.n.d t,) ]otr?
(onillrr'crpenen.cs wnh : p)ftnel

b WlDt w,nrld yo! sry jn reslnrnsc to ea.l) of the tfople r. d( re{t?

Daily life s fu I of n€gotlations that can drive you cr.zy. Over breakfast, you get
intoanargumentw th your spouse about buying a new car.You think itllime,
but your spouse says:'Don't be ridiculouslYou knowwe cantafford it riqht nowl

A morning meeting with your boss. You present him with a carefu ly prepared
proposal for a new project, but he lnterrupts you after a minute and says:'We
already tried that and it didn't work. Next iteml

During your lunch hour, you try to return a defective toaster-oven, but the
salesperson refuses to r€fund your money becauseyou don't havethe sale5 slip:
'lt's store policyj

In the eveninq, you need to feturn some phone calls, but the line is t ed up by
your 13'year old daughter. Exasperated, you ask her to get offthe phone- She
yellsr'Why don't you get me my own phone line? All my friends have rheml



Situation l:
The favour

N6gotiatorA: You have been
wofk ng extremely hard ately,
doing a loi of overtime, and are
really looking forward lo a relaxing
weekend at the beach with
fr6nds. lt's been raining ior weeks,
but the lorecast for Saturday is ior
sunshine allday. You can'twaitl

Negotiator B: You were
supposed to be dolng some
overtime on Saturday morning
and then having a barbecue at
your house in the aflernoon to
celebrale ihe installaiion of your
new swimming pool! Bul you.
favourile grandmother has been
taken very illand you'd really
like io fly oul and visit her forthe
weekend. Your boss has said it's
okay il you can iind someone else

Negotiator A: You are the parent
oi a seven-year-old who has
been asking you for monihs to
buy them a mobile phone so they
can lalk to and SMS theirtriends.
You think they are a bit young to
have their own phone, and have
heard allsorts of stories about
children spending a fortune on
calls and buying expensive music
downloads. Try to dissuade them.

Negotiator 8: You are a seven-
yearoid child blt very inielligent
Jor your agelA lyourfriends at
school have mobile phones and
you'd like one too. You know
your parents are not keen on lhe
dea. But SMS messages are very
cheap and having a phone is a
very good security measure for
kids. Try to persuade your tather/
motherthat t's a good nvestrnenl.

2 \1.'.k 
'u,rh.r 

pa.t""' lkide\rho'whoi.r[elol]orl,i,!sho,tn.A{,liitions hr
cr.l,.ase,foulr.veluslIli,eemi rt(,s1or.a,hrd.alit)(i(..r, \{h{,ryor'veli,,ish.d
,rlotjanr!,({lrfarey,)1,, fc5ulrt$ith,)th.rs jr th.diss

Situation 2:
The unwanted gift

Negotiator A: You bought a
digitai camera for afriend's
birthday last week, but, rather
embarrassingly, someone else
gave them a much betteronel
Take it back to the department
store where you bought it and
ask ior your money back, so you
can buy them somelhing else.
Unfortunately, you can't find the
receipt, but you slill have the box
which clearly has thestores price
label on il.

Negotiator 8: You are the
manager ot the camera
departmenl al a large department
store. lt's company polcy not to
give refunds on relurned producis,
bul you do give gift vouchers to
the value ol the returned goods,
which can be used throughout the
siore, provided the customer has
their receipt. At the moment your
slore has a massive sale on.

Situation 3:
The mobile phone

igrce.".' p(xcd'rn,

listen nrd tikc n.les
nrake.'n'nter p(,tx)s s

b Speakei 2 r.lcf s n) !!r. folldu,N.,.ronths. Whal d,, I h.y merii ?

OP TP I\IA}' |IIP BATNA

c A(.ordinrtt,) sp.J<ff:1. n'liyd,r,sr't rrin ,!in !sualtlwork?

d comflere tli. fivc I)i{.rs ofaJ!i.. Sfe:h{,i ll off-"ri

3 Comfletf tlic ioll.s'ing sFnrerd. if nor nr.re Lha. 6\, (ords: A Aood nrg(ili,rtor ... .

a,in,trre s.rt,rr.es Nirh othei p.,,1)le h th. ,l.,ss

4 z.cg-z.sr Listcnt,)1hr..b(Lsii.ssp.,)t)l.shi,ifALhciivieh's(Dhown)fegoti.LLc
afa ar!r'.f tlrf (tuesrior' hel(x.

a Pullhcf,)ll(i(ingsrrse5iirn.!,,rialionifr1,rheor{l.f5p.ake, I m.ntions rlreni.

:ll

ll

I l)on r Ett pc

2 Don L rgrce to an

3 Do.'t ,,,Jke ady (l

5 Do,ir 1ti

unlil l,)Li\. dlsd !ied.t
tr' rh(ir(t .rsking t(ir somerlurll in r.



Directness
I Read thejoke.Is therer l"sson ro be leamed from ii?

2 uow direct you want to be in a negotiation is a natter of both cultural background and
personal choice. On which side ofthe linebelow would youplace people fron yourown
culture? Howabout you pereonally?

prefer the diplomti. appfoa.h prefer straight talking

3 rind soneone in your group who put themselves on the other side of the line from
you. Try topersuade each other thatyourside is better.

4 l]re following thoughts passed rhrough the min.ls of two negotiators dunng a

negotiation. Use the words and phrases in brackets to reproduce what they a.tually said.

a ftatt impossible.

(unfortundrely'bouldnot /possiblp) -
b W€ can't go higher than sevefl per .ent-

rwould 6nd quir" drfEcult) -
c Wewont acceptless than $5 a Dit.
(afraid / not in a posrtion / !his strge)

d You'll have to pay more if you want that.

hd) dighrlyr-

e We need a commitment from you now

(would somekrndr

t weshoutdspend more time looking for a.ompromise here.

price before we go any further

(wouldn1/befter?)

h we hoped youd pay a deposit loday-

(were hoping / able)

(shouldn't/Little?)-. .-
g It would be a good idea to agree on a

i It wil be difficult to ger myboss to agree to this.

(might not /very easy) 

-j Thati as far as we (an go.

(think / about / the moment)

5 what do the negotiators do to make their statem€nrs more diplonatic? Do you prefer
the direct or diplornatic versions?
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The language of negotiations
I -F z sz li"tcn tu on extract arom a negotiation an.l

2 Work with a partner. Use Lhe notes you took in 1 to
Prepare to.ontinue thc negotiation. When youie ready,
sce if you can 1.ach an agrccmentl

3 3 z.ss Li,t"n ,o 
".other 

negotiation exrnct anal

4 Do you 
' ''.k you r " 1u, r l,-rcn"d 

'o 
a h i- iil

5 You hcard most ofthe following expressions in the..gotiatnxrs you just listcned to,
but some ictters are missing from the finalwords. When youhav€ compler€d rhem, th€
lctters down thc hiddle spell out some good advice for a negotiator.

d

Prrhaps we sboutd begin by outtinins our in itial .. 
I

whatifw.offeredyoua! 
ljl4

Let me get this quiie ..

f
g

;
I

Would you be wiliingto accept a...

l'm afraid this doesn't really solve our. .

Wc maybe in aposition to revise our...
I think thaCs about as faf as we can go at lhis ...

Are these terms broa.lly ...

Let mc just che.k I understandyou...

I m afraid we.ould onlyacccptthis on on....
Whar sort ofEgure are we talking...

Could yougive us an idea ofwhat you rc looking..

What sort oftimescale are we Looking

Wed like kJ see some movcment on ...

t an up :.t run r\rough thF Tr'- poinrs Jn. F ..

At the momcnt, we do not seethis as aviable...

We sccm to be nearing ...

Well, thal s ir.I rhinkwe've eaned ourselves a.

fI T*TRTTT;T

Mamrrroth Construction Dlc

Or dg,'.,lr bd i 8! ewor
C,Lienl .o*+s-o{fer ,- arror
Pmlec+ +o be .heteled wi+h n .-

- 

- 

ar6,n advar.e
etrc 6 d-.h+ro4l
erfor 6 .c'nPle] 6

sd"€dqle overfLrn pe6i+) qfs taf wee(

o,a^- lo b- op-otrn, b. _ io Dp dppr ow.d
M& no ?Ar+ciPdrte Per seMind.l

aJl iee, L 
-Discont, ---%.L

Final iee. L
z o rer.ndable deros,t . L

Smad Move pfc rh.n'nukt^toh sl;/ls spcc;4/bt,

Tele5dle5 trdin,nq lZ_dd, ieMindr )
tlo. 3eMindre. der _ M6nth

Lb trdinet 5.

R It{

F

T c

lclc P T ?

118 t9 NEGOr|Ar| c



The transfer
I Footballers are todavt rock stars and some of the most spe.tacular negotiatjons lead to
multimillion dolar packages for the world's topplayers. Match the collocations below and

g blue-chip brand
h sponsorship deal

a cuuent market industry
b corporate value

c money-making image

d stock mark€t coverage

e media oullets
t merchDdising flotation

A recent news repontells the $ory ofan
anthrcpologitt who diecovered a lon vibe
in the Amazon.Theirway of life had hardly

changed since the Stone Age and they
had neverseen a car of met a fo€igner
Whatshocked her most aboutthe naives,

however, was not their ttrange social

customs or mysterious religious rituals, bLlt

the fact that several of them were wea nq

I\,lanchestel United footbdll shins!

Whetheror notthat report is true, what is

ce(ain isthat lvtanchester ljnited ttopped

being justa famous footballteam several

yea6 agoand becamea highlysu((estful

multinational comoration. Th€ words

'football'and tlub'we€ off cially dropp€d

from the play€ribadges in 2000 in an

effort to strengthen .orporate image. With

successful London and NewYorknock
ma*et notationr in 1991 and 201 2, and a

curent ma*et value ofove.l2.3 billion,
Man(hester united is a5 much a ti! mph of
the media as of great soccer

'lt! an oilwell;says l\,4anche$er Uniteds

former head of merchanditing. He should

knowThe tearnb megasiore at old lrafford,
which nocks 1,500 diffetent items, is

constantly packed, and merdandisin9
outlets as far awry as Singapore, Hong

Kong and Sydneyattactthousands ol
fanswho couldnt even lellYou where

Manchester is on a map.'united look

and behave very much like a traditional
business frcm a corporate point of vi€w;

says 6nancial analyst Nigel Hawkins.'They

have a strong brand and they have worked

to maximize it by binging in good peoplel

They ce ainly have. One spon5orship deal

alone - with vodafone netted Manchester

!36 million and Ame can insuran.e group

AlGjust paid t56.5 million for a timilar
four-yeard€al.what's in it forthe tponto6?
Cleaiy,th€ glamourand glory ofbeing part

ofthe ManU legend. And let's face it, not
even Vodafon€ has its logo in the

Since 1993, the club hae won - to date -
twelve L€agu€ titlet, four League Cups,

eleven fA cupt on€ UEFA CuPwinners'
cup,lwo UEFA champion{Leag!e cuPt,

one UEFA SuperCup, one Intercontinental

Cup and one FltA" ClubWolld Cup But

it was the media coverage of th€ 1 990

World Cup and the arivalofSkyTV in 1993

that reallytransformed the game anto

the money-making indunry lt is today.
'Top clubs hav€ grown on the backof
t€levision contGclt,'sayt Richald Saldwin

of accountants Deloitte & Touche Teams

like Bayem Muni(h, A6€nal, Real Madid
and AC Milan t0rn profic manyblue_chip

companieswould envy,

ri\v
2 w:th a partner, choose a wotd or Phrase from each of the 6ve paragraphs of the article

to write a paragraPh heading ComPare choi.es with the rest of vour class

3 Do you support a foorball rcam? Find someonp who doesn r end rrv to per"uade them

to go to a malch with you-

4 i Z.St You are going to wotk in two teams to negotiate an international transfer

deal. Iirst, ljsten to a bri€fdescription of how such deals are put together and take notes

Whenvou're ready, Team l see page 134. T€am 2 see page 138
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19 Negotiating

Negotiations
Conducting negotiations

L Conplere the.ollo.arjons by writing tl)c nouns and
noun phrases iD thc nght hand boxes. ]l]cy are all things
you might do durjnga n.goliation.

a breakthrough a deadlo.k options
pressure terms time out

reach (a)

break

look for (b)

make

call (c)

€rc

negotiate (d)

agroe

apply (e)

gi!/e n to

generate (f)

'/e€h up

Sales tregotiatiors

2'lhennlo$ingthinssq,ercsaidinrsal.snesoulron
Who do yotr think frobabiy said |h.In thc buycr, rhe
sclieror could n b. eirhc.? ivrireB,.S or t
a W 'rl.nd, i-.J"' r. . r\ou6 , I / .
b would thar be i regularordcr? | I

c ls tharyour best pri.c? fl
d ,l}ere rfe no hidden,"xrras f l
e I m ,fi"id ir 5 ,i .,.,llv wl- ,r i.j,. to^t,-. r.,
t Would you like to have rh. produ on J uiat basjs? L-]g Wh.rr sort ofquantiry s,er. you rhinknrg of? -
h iro{ fl-r Dl, .d- \,,u1. onaFt f,rr,r-*, E
i Id like to think jr over. Lj I.an t be anyfairerthrn thar -
k hl..,r I n.dr"rcb--,hr .,{,t /pF.p"rr.,.,)
I supposing $e wcrc to offer you dcfened paymcnt? Ll
m hle llmarch any pri.e youve b(n eutcd. ] l
n \4r..'r .oaor .1.. 1'nr oul,l . ..n,ru. ,r,r .r.
o r ouiJ "e rcJy on y,,u ro rr"r rl',,ur dc.dlrr,-.
p Now.v" IrL..-,-dl^."r, ..,,,, .,","".,,. ,a
q So, ilyood justlike !o"is. h*". t ]

3 lh.t lo\r..C.oll,.-rror rt -nl*,,J.rr -,
degotjatjon nr 2. Try to 6nd the other halfofcach orre in

a a regular

b

f

n

j

la
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Language ot diplomacy
\i,rr,1,oL.or l.L,,rrLL.rqr r,!, lrr\( r l!^f.rllLL.dirr (rrrl,(
,'.ri,,.i,.,'r L r.:,{irri,i,r. ( ,,,,,1,.1,. ri i i!ll,^\inl
lll t.i j \,, i.ti t. > I t lltil,tt ti!, ttirt !. !t,rl;ll).

ll)r , { ,,1 ',rl.ji.i. i/l'i rl /rl. rr.r i. ri\ | l\hi r-. i,,r // ,

llrl1, frrirl f,,1,. i,. ,,,,:r'l .nrLl t t,lrr.rr.l r, rrn,, i,,r,r,rrr
.,, ..r l, rhinnlrLl.d Li)i.,irk.rli.,ci(ri,ri\),, J

T.,!,i., l!.i,t,,ni.:\:\,,r,:rrirr;"hrll,,r1..,. 
" .,

ri.!,f l.iri,,:,,,(f( .1iln,,:|rr,.
L\loddls: -'rl,1,,t,ii,,,r,.,ri.!,itl

. 1L. | .1.,,.,. - t :.v^o|u) .t)1.,\t.:,
'l)l "tt.t.tl:r, r,i;' it|i|i.\,!t,ii, . At,,,1,,, lir,.

.ouhl :. ., tt,,,,i.. :: t.. ;,, :, .

lf 1,,)rlj .\.rjr:,1f. rh\,. rh. 1,..r1., r u,,,,is iL * djr,ri.
r.,' i,, rl,f N:.r $.L , fit. rLrt l, .jc f,i* ,rr Joc.!r rlr.rr:r
'tt'r' t:.. ,.tj r.i.t)t.t ,r .till | ..nr. ir i! lrn,tort ti,Lr i

: (tr,,lililrs: ,t.r'r. ,: ./:1.. ..r. ..'.
. lrj trit,. t, n,t ttr. - 1\t tit, i,. r tlif:ht,iti.\
. ll. r,.,:;.,.,..r:-r, ;:...,.,!:, ),),t;:: >

Ill ,, rulhrt It,tt,n,lrt,,i .!tI1., .tit!.!rtt ,,t..ii.
(ltLiL;rk,.,,rid r,. I,1, ri:,,ib,.i,c$,. rL i.t),ir
.r, fL L:l\ fhr: :. ir

.r f( clh rised r.cxri\ c\ tt,'!,.:\.,,,rtit\.,a)trt,t,il
l\,.i:,\ t ..1,.r.11
. li;ti !,tht'rt. i1i'!t:t,tt ni):t-,tnrt - r.t.'t notirtl

ht+lt .- t, r:..t | :,: ,

' trt ,r.. itnrtl - l, nor htdlht.an,irei
I .liL! tr\ri \r r,liL...ri,,' in.rLr.r,,L, r,LLft m,,rc1r,rrrr

LL.ii rirf,,,..1 ,..i f:ri,iirh. r.!.rj\Ll
+ ficphrised ncgrriies l: tnti i,.. rt.t rrt , rt tt) ,)

'll .t. it,t i | , r I t , | , i | : !. ! . , , .

' .ri.,,| ; i1 ,,.

r \ r,, L\nj,1 ,..i,,! .,:,; .fj,t .., rt

1itrl.,.s r,r(1 o..rfrrr\!.
\(Hdri\cqrrsltun farnrs: ,. . irl

. 11.., :!..t;.:.. :,., ..!.:i ..i
,t,;\:,1.! r! t11t tt) :\a

. )j:,./. ,r,.!

ll;., rot in t la\iti1n t.

', . - Shaulthi! t. !.

\.J,,i. {1, 1}rLl),i i;r n. ,ri. j, .r L ttjbtr tru., riLi in

.r 11.',,(,,r. LrrL ,t n) ,, ,,r-tirn, L,t\.. L \ r|f,,, nr j,rkl



CorTrmtivcs: r, rrrr., /,,,

'1l:JIlu,Iit\l,' r,),trin.! '/t' 
ltl >

' ll.t.:1:.1r. ..lilitt. t ,:,: i't til
nlorcadllnry1,. .t:\i,i t tt: .

)'Ir. trg fi,r.,: .:., I n i,i I t t!, I t' I ia\' t ! /'.1 r t tl
' I1', aitr,Iro; at;i rgrtttt, ttI l\ iala' > Il1tu.tuoiminN

!, titt t.it, ,t, tt l't i'llti\
. 1l: ar,i /.i,,1 !. -..t1':.. :'.t.:.t:/ r)! r". > ll: hdd

L..,t hofitr{ lr "t i.'1i L , 't tj: .r rt: .

Llsng tl,c l'.nr l ontntoL,s l'rel)s 1,{f otl,),r' tliD
rur Iaf. rrrin,r ro Irr.h ,r,r,...rrtrr rnJ dill rrr 'n1.

l'r.r Pcficrt ( ,,nrir!.u. rl ^.. thi d(!,r r li[1. ,n,trc

\,ni\ e i(I,t\ri li.r,i,,s. b,,t ',,,,1.i i't pr:rL rlc,l I' ho1.r

Study the nrfornation above and nake thc dircct remrrks

bclowmorc diplomatic using thc words inbrrcke!r to

a This is t(D expensive (unfortunatelylwould)

b We'rc nol iilerested in your e.onomy model (would /

c It hlllb. dificuh Lo sell $. idea b myboss.
(unfortunatcly / may /' very etsy)

d Wc should bc ncar i dccision by now. (shouldn r ./ a bir

e Wc.an't pay stfaight away. (nfraid / niight no! / able)

f I won't make anypromises. (not/ position / this slrge)

g This is difii.ult forus to accept. (would / a litdc/ th.

h You saidyou wnnred inlncdia!e delivery. {understood)

i W. hopcd you would providc nller srles servi.e. (honest /

j our dis.ussions havebeen unprcductive. (not veryl

k A lixed interest rate would bc a good jdea (i\,ouldn t /

I Wa hJd drm!d t^ gFr rL,rh rrhtnrh,''ri.nr",nrnr'
(aiming / sligh!1y)

'll,c u.c ,n , (,ril)r rir e' ,,,.,hr r l,,,r rrr*l *rL,tl not

Sofiencri: i,/"'//,rJ 1 /r. / );t,tl ,tt | . !. tv'i.'t- -, )11:

. li\,,i.!, t ,ti.. t tt't rr,tit - It,tlbrttrot.lt ti'i tl,^\;t!

. \'ot tLtit ltit. rtn.\t!ti,l. > ll'ith rc?at ,ttt 't" )l

\,,ircncr rr rli, hr,rinninr lir.r .I.trrm.ni.r1f,rl lriLl

nr\.. L i//,'./,, 'i.,r P!ri.,,]., l!bi,lljqnl
flc\trictivr fhrisc\: /,11l, 

"r,tt\ 
rt,'tt tt:\ \ht:!,r' /M,et.

. 'llttt'.!t r.\)tl't - lltrtt,,tt1 lr\t1i.n dt th. Dn,mnt

. Li,,i:It:,,i ...,,!, !.,:)t1.1:!)ti,t ' I t i. t i t ! / , l t t t . , : ')tr

.\r,!4.i.tl,'/i,, nt tllij stdg.

lrs,ri Ic.rri, t rr 11,, r{ Litn\ i!)r.rilL cIhct,i'ibllr\
,,t trnrrt n!nLi!rcnl
nrc pr.-ir(:
' ),r,,r,r Lr ' ..,, ,.,r.rr r.,r!,r ' ltta\r".t.Naod .t!

. ||: ji',.t|,!,it|\, t, iLii!,tj/,,iti." t,,n,, .Ittun\
Nnr&l.tt, l) rllnrlttl t/' \ t'rltt\

lh srrl.lnu rl,, r'f.l strrrn,(.r' lrilnrritr! lrr ,,;l
. .1 lli:i.!.\/! .rniuri.!t.,*,\rnnnr.rfti.r(t,\,nL
,l.t,..rnrili/( 'li, 

.it(LIi(in .rirl r..11i.. rl ..,,r,1iLi,ri ir

1r, "nrl n 1', ,'il,,1,tr o: i.lr,r,c

Phrase bankr Negotiating

Complctc thc six stages ofa ncgotiation (a f) $'irh ifp wPrhi in ihe box.
'lhen mat.h cJ.h lo &!o lhiigs you trighl say.

agree .heck create enter Put work

a frpporl l So what you rc sayingis this

2 'l]rank lou,lllfor coming

b a procedure 3 Wed likc io s.c some noveh.nt on pri.c
4 Crear, I think thaCs everything

c f,)rward proposals 5 I ni afrridwc codd only ac(fl llis.n {)ne rcnditnnr

6 PerhaPs wo couldbcgin bv outljnjng our initiaLposition

d thc fa.ts 7 Okat, let\ just tic up a fcw loosc cnds

8 \^rh:t weie lookinsfor hett is this

e thc bargainnrg phas€ 9 Would you like to ser out your requiremcnts hrcf?

lO l.leall, hell like to see . .

f out the.let.jls ll We r.lookilg lors'rrd to I Produ.dve meeting.

l2 Letmcjust ch..k I un.lcrstind you.ofre.tlv.

a-n b!n "L I d ]- "- r rl-i-
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Learning objectives:
U.it 20
r' I . lt\rndlori$ol
b.ir8.N5r'rn?: RoLd.rJ ll(nrg

'i, L lbfn.dcipoLLrr

. I .r As:({ii! tourr.ll

Assertiveness
I Do you knowanyone Iike the man in the alrtoon?
Why is it that some peopleget walked allover at work,
while others seem to get their own way?

2 Complete the situatbns with the words in the box.
Havc youcverbccn in similar situa tions? How did you

down (x2) in (x2) otr on (x2) under

I Your boss shoots 

-.- 

yourgreat idea at
a mceting and moves straigh t 

---. 

-- to lhc
ncxt item on the agenda without giving you a chance to claborate.

b prcssurc to mcct a deadlinc, you 6nd th. resr ofyou. ieatu are letting
you 

- 

by not doing rheir share ofthe work.
c In the staffcanteen, agroup of people push 

-- 

front of you 
-the queue - againl

d You're asked to take 

-- 

a lot o[extra worklnd are oftcn expected to stry

3 Rcad thc shoit article bclow. What docs thc author say about assotivencss and
culture? Do you agrec?

Power Distcmce
HoN 

'nuch 
docs the f.ecdotn to assen yorselfdepcnd on ihc.ulrure you

rvo.k wnhin? A arear d(.1, x(ording r(, inrereuhu..l erpcr Gecfl Hofsredc. In
his lxndn,rk book Cnr,/rc:{ ar,r.rsdr.r."s. Il(tlste(le talks rtxnrr wh?r he calls
'P$€. disuoce in diffcenr coutrrries. Power distxD.c, hc rxplains, 

'neasuRs 
rlr

s-illing.c\s of lcss poserfol mcmbcrs olan organizrtion k, rcctpr rhc unequal
distril)ution of powcr. So r la.gc pows distanc! scorc ftcaDs. lot ofinc<iualiry
is accepted aod sulD.dinares gcne.all) tollo$ dire.tivcs withort question. And
a small s()r fteans sutDdinrtes fcel frcc. ti) qucrr dircclivcs and take thc
innilrivc, Sco(s va.y a lot liom coutrt.y ro.oontry. llut nor all .Dnrpanies !rc
rypi..l ofihcn nrrtunxl .rlture. Muhinariorals, fo. cxample, rcnd to.cflccr rhc
cuhu.e ofthe parent (nnpany dthe.lhan thosc of thc.ountri(s thcy arc l*ated
in,.rcarin8 all kinds ofintc(trhu.al prcblcms io thc p(rtss.

4 Whcre would you placc thcsc countries on Hofstedes Power Distance scale? How
about your own a) country and b) company? Che.k youraDslvers on page 127.

Ar8€ntina cermany Japan New zealand UAE USA

lrte at the ofice to 6nish .... urgcnt bus,ncrs - cvcn ,f,t drsrupts yL,ur

(4q) Fhnce (63) M:laysia (104)

+ Lirge Power
Distance

(80)

(3s)

d'+.r
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5 Communication styles can be divided inro four basic A?es. Witn a partner, match the

charactef t6its to the t)?e you think tbey desctibe. Ihe 6rst onehas been done for you.

! sunds frrm E 's"s -.*m n
avoids confli.t at all costs ! gives jn too easily n hides theirtrue feelings n
uses emotional bla.kmail ! phys the victim ! disregards your feel:ngs !
loses their.ool ! pulsnnt n tries to setyou on their side E
ke€ps theircool ! is respecdul ! shows enpathy n

6 What are the pros and cons of each comnunication style? Is your own style ditrerent
nh€n spe&ing English?

7I z.ss-z.sr Li"t". to three versions ofthe same conversation andanswerthe

a What communication styles from 5 are the speakers using? Give some exanples of

b How good a lisl€ner is Carmen? Does she at any point sympathize with Larst position?

c Lars uses the wolds sol/y and,uf quite alot. What effeci does this have?

d Carmen uses verbs of obLgation (should, have ta) to pressur€ Lars. How effective

VeHion 2
a What communication styles are the speakers using? Give some examples of L\eir

b Which of th€ following Laciics does Carmen use: flattery, bulllng, blackmail?

c Larc is quite sarcastic at times andmakes some sweeping generalizations. How helpful
is this?

d How successful is the outcome of the .onversation?

V€rsion 3
a What communi.ation styles ar€ the speakers using? Give some examples of thei/

b can you remember any e*pressions tle speakers used to show empathy and

c Carnen uses specific l-statements to describe h er Ieeli'ngs (Id really likel I would prefer
iq Naturally,I'm disappaintell and Lars politely repeats his objection. How etrective is

d Howsuccessful is the outcome of the .onversation?

8 Using what you've learned from the .onversations you lislened to, divide the foilowing
advice on being assertive into Dos and Don'ts by deleting where applicabler

a Do / Don't say Yes, but .-.

b Do / Don t say Yes, and ...

c Do / Don'rbe specific about what you want.

d Do / Don t apologizeby saying things like lool, I n safty, but ...

e Do / Don t generalizeby saying things tike You alway s ... ot You never ...

I Do / Dont accept any velid criticisms in prin(iple, but stand yout giound.

E Do / DantrcAectwhat the otherperson is saing using expressions like Itsoudsli&e

h Do / Don? use a lot ofJ-statements such as I m nothapry about...,I'n disappointedthat
... or whenyou...,I feel ...

i Da / Don t say you shauA ... ot Yau have to ...
j Da / Dan't say I'd p/efer it if yau ...

k Do / Do"? empathize using explessions like iappreddte thatyoure...
I Da / Don t ealidate yorr relationship with the otber person by sayins things like I tlirr(

we both heea tu ...

9 Work with a partner to pEctise being assertive in differenl situations. Sp€aker A see

page 131. Speaker B seepage 136.
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MANAGEMENT
SCENARIO

The difficult customer

Learning objectives:
Management

Business comhunication skills
H rrdl:r!i lj !, 1ir::.n.r
l r..rrtr!rr,. ,r.,f:: bi!.J
,,lori.:'!, i.,, fi..r Lr:.r !:ri

Reading Lrru, , f!:nraar.

cr In company in actron

I Herrl,.r 5h.fl{oo.i. 'rl.s,pfrelenr.,(tr. ior lI5. r.,.i\'rd this.n.rilho,n hcr nraf.!cr.
t | \"1. ,r '', . ,,.,1 ., ,, ... ll

a l),) !orL think lotrls l..rq.ange n ll!.,r1,.f s tavour i1. ( li.nf? \{hy? , l\Il,I not?
b Wh.rr is th. (Kll bi.l? WI,," is ir l,npi)r tanr n) flS rilthr nou?
c WhyhisAnton.h,,!,ri Ile,rhcf rof.Sr)rirre ir| l..rgringe?
d \\,hir lnst' u.txms {l(,cs /\rro. gN,r J rf,,rhcr? \\'hir t,,,,blens do61,. for.r..?
e \\'1,! l,.r h....1nho Into the eD,rl) ( o!ld he hr!. inoth.r nrot,r.l(r llanring h,n),,r

2 ti',i1,. ltcathc.s .1'lr' ro Arron i.,.l,r rhe rssiNntrr.fr thrnk l,xr I{l his a.t\,i..,if.1
fcassuf. l,i.r thtrt !ou !.,n d.al \ifh Lirrf.rDtc hithou! ,\l.,n s.Eslsftnn.

3 firit.]i vid.o fl tlJ s.. rh. mcciin! 1,.rw..tr Hc.rh, r,rnd Louis Ligr.rrrge the loll(Jwiig
L{e.h 'Lli.n dis.Es th.,,),rinr.nts b.l.n rrllh a p.rhrcr. \\rhidr. if.!rv, {l. vo!.gree wrtl) l
a Lr1t,.,,,I. s den,ar,lr,,t pc,fr.ll!,(in!rit,lc. ll.irhf,rhoul.lharb..nmorefl.xiblc.
b Lisr,rrL. srs orcf\'.ss,esi\r rnd r,(,f,rb\'bluinn! Helther slruld harc .all..l lr,

Uu1l ,,nn nrlked r,!.,y fron, th! re,r)ti.rr nq trbt-"
c l.,tl.,n,tandH.atl,.r'slx)uldlr.rv.rlfer..Ltonr..t.,,(l,odj.rh.nftrrl'
d H..thd.)irsed.$ o||.rh,,rit! t(i ilnd a. eat,v. sol!n.r to rl,e l,knn.rn.

'"liT3ill b,

Io: h.sheeood@fis.com
Cc: a.sLrgarman@f is.com

Got a cal from yolr iavourle c ent th s morn ng Lo! s Lagranqe! Seems KKf,4
are .v I .g b ds for lhetr nevr' manaqement nformal of slstem and he d ke F S
lolorn the bdding Nov/ k'ro$ wlrat yo! th nk aboll Lor s bllihrswoucibea
malor contraci ior us. ve atiaclred a st ol KKM s bas c req! rements. Yor're more
iamLlar with the r bus ness than afyofe e se here. so d ke yo! io pul together a
pre m nary proposal and then i x an appo ntment w th Lou s to neqotLate the deta s
somel me next lreok

As say wnrning th s order wolld iea y lre p our cash llo\y lh s qla.ler so be
prepared 10 be iex b e on pr ce l leave that io yolr llrdgeme.i. Jusl make sure
yo! q ve ouf techn cal dopa.tment eno!qh t me to do the lob. For sometlt f9 of th s
scae d saywe d need a eadimeofal eastO Sweeks We bolli knowhowLo!s
kes io push ior fast delvery so p ease be f rm on thal

BTW m cc rngAlan on lhrs n case you wanr to take h aongtolhemeeti.g-
strenglh in numbers
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Uncovering Interests in

4 R..drr', -|lr,l'"n.n.Fr"st-ba<"dnpgorLriunind,ompletethe'unnarvthrr loloh .

Negotiations
.ou tcrparas pos ion nr othcr $ords. thc
rcnson they wrDt rvhat they lvanl. Ard to do this.
lhev ask a lol ol questions lI iact. a(codlnA 1o

l.ading negoliation tranrhg companv rluthw, e

International. {ood tregotialors ask i$icc as nlan}'
qucstions as.verage oncs. Arrd ofall thc qu.srions
{ood negoliarors ask. thc n sl valuable is $rhy?'
lror cxamplc. Why can-t you olli'r me a discounl?'
Ask that qucstloD and you nut discoyer lh.ri your
counterpan is only authorized io ofter discounts
lo regular custotrrcrs so ulrcadyyo! .an scc a
possiblc solullon lo your problcm. And a solltlion.
u like.r con\nunise. is an .rgrccment thal
srtislics bolh partles.

The biggesr nristake indpcrienced negotiatoE
r,Jkp i- In rhi'rk h.'r r.,A,rr.'ri^r'- ill ,,r'u,'.
getting whar volr lvanl, Bul 1l isn t. Ii s abDlrt
satisfling cach olher's inlcrcsLs. \\ftal do \'r'e mean
bv lhisr \\,cll. thc term ne(()liators usc lo describe
tr'ants is positidrs . So Nhcn I 1ellr"ou lhal I I'ant
a l29i' discourt. thafs nrv l)osition. tuld whe. vou
lell me ihnl you don l wanl lo give rc a dis.ount.
thafs \-our posiilon. OI couls.. by raking up
positions llkc this. $'e usr.lly end up seltling
lbr a .ompromisc say- a 6rr, discouDt. half\rBy
h.rNe.r /pr" ,i'!l srl\, . Uu, d ..,,'lrru!'ris, is arl
agrccmenl lh.rl satisiies rxtn)dvl
-lo avoicl this ol|t.ome. goocl ncgotiators instcacl
ln ro find ouL $hat i er.srs lic behind lheir

,which

Uncovering inrerests, on the other hand, can lead to ftrrding a
.. whnl-

d The o 't wry t, unLovpr .ntcrcst. ,5 ro good ne3,'tr,t"r'
as many as

On hearing your counterpart's position in a negoliation, the most important
to ask is: ?

5 If Herthethad readthe rrti.le you've just rcad, how do you thinkshe h,8nr navr
handled the negotiation with Lagrange differcntly?

'" llT&lfi trI 6 Now wrr.h video E2 to scc how the nesotiation mighr have gone if tlcather had takeD

the advice nr 4 and answer the qu.stions.

SUMMARY

a In a.egotiation, positn)ns ar. whatyou
afe wny you

b laking up positions oftenleads to a

a

D

7

Is Lagrenge's initialapproach any different this tjme?

what does Heather do ditrerently?
llor{ is Heather ablc to satisfy Lagrangek main interests?

U.fore agreeing to consider Heather's offer on the lead tlmc, what con.ession docs

Lagrange ask for? Does hc gct it?

Work with a partner io practise dealingwith dif6.uhdefrands.

SpeakerA: Turn to page 135.

Speaker B: Turn to pase 141.

Now evaluate your performance using thc feedback form on page 138.8

lal
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Additional material

0l Making contacts
Conference advice (p6, ex5)
Speaker A

one way to stand outal conlerences, even il you're a bil
shy, is to wear one subtle but interesting $inq.ltcould be

an unusual tie, watch or piece 0f jewellery or iust a flower
in your lapel.You'll be surprised how many people commenl
on il and it's a qreat way to start a conve|sation! Don't be

afiaid to hand outyour blsiness cads.lalways run out
bythe $econd day. Soiake plentyl Eal in ihe conterence
centre. Don't be put otf by long lunch queues - theyte a
great place to meet people.fu for which presentations you

should attend, the besl w€y to make sure youte keeping
up with the latest lrends is by going t0 allthe big tatks by

the indlstry leaders. Find outwho lhe stars (and bores)are
before you 90. BTW, don't be embarrassed aboutwalking
out 0f boring presentalions halfway through. Your boss isn't
paying you to waste your time. Hate to disappoint you, but
80% 0f the talks will be BoR|NG. Don'tbetempted to dolhe
tourist stutl. You don'l have lime.You can always go back
there 0n hohday.And avoid the hotelbar In the evenings.
Find a nice quiel placeto relax at the end ofwhatwillfeel
like very lonq days. 0h, and don'tlorget to pack comfortable
shoes -yo!?e going lo do a lot 0f walkingl Hopehis is
some help. Good luckl

Posbd by Angelina Wasseman at 4.23 pm on 4 0ct0b6r

03 Keeping track
World records quiz answers (p23, ex7)
a Euon Mobil g the Banca Monle oe,

b the Nokia 1100 Paschi di Siee

08 Influence
{p5r, ex8)
Sp€ak€rA
situation 1 (l )
You run an industrial design companyand urg€nrlyneed
one of you r desisners, Speaker B, to check a product
design bricffora delae espresso co6ee makei whi.h is
three weeks behind s.hedulc. Although thisbriefwas
not originally their responsibility, theperson whose
responsibility it was has left the.ompany suddenly, all
your other designers ar. busywith otherprcjects and
th,.h"ntwh,,"pnr rh"bn.f {eb,Bk,r,henrppliJn,p
manufacturer) needs a preliminary design planby next
lriday at thc latcst. This is a new.lient who could becone
an important customer in thc future. You start, Co!/d Iasl
yau to take d look dt this .lesign brief?
Situtior 2 (+)
You work fora construction companyin London and
w€re supposcdto be entertaininga group ofJapanese
cLients from the Shimamufa Company. fte plan was thar
you d meet rhem at the airport on Saturday aftcrnoon,
take them out to dinnerand ihenon to the West End
show Ci,rago, which they expressedD interest in seeing.
You? rhen be available t.r show them around l.ondon on
Sunday if they wanted befffe the meetjng at your oli.es
on Monday. However, youd forgotten you ar€ due to glve
a spee.h at a confelen.e in Paris on Saturday, so theret
no way you can make it. W hen your colleague, Speaker
B,.omes overto you at thc cofieemachjne, ask themif
they']Istand in foryou. they ve done this befo!. and enjoy
the so.ial side ofbusiness more than you do, anyway. You
s'dtr Ah, hi. Could I ask yau a favaur?
Situation 3 (l )
You run the marketinS depa rtment of a small automotive
engjneering .ompany based in Stuttgart. When your
pievious boss was in.harge, you used ro attend the
intemational trade fair everyyear. However, yourcurrent
boss, Speakcr B whos verykccn to cut costs - put a srop
to that three years ago. This year, the trade fair is goi.g Lo

be in Moscowand yo! really thinkit's time you madean
appearance. All your competitors attend and, if you don t
go, youwill againbe noriccable byyour absence. You read
an independenlly .ommissioned report recently whl.h
clearly shows rhat, on avcfage, attendees see 15% mor.
business in the 24months followlng attendancc and
snall companies like youls seem to benefit the mosL You
6aed an appointment to speak to yourboss about this
andgive them a.opy ofth€ report. You s tart i Tlanlrs for

c the Toyota Corolla

d KLM

e Google

h rhe electric light bulb
i Ireland
j sweden

| 1,400 years

Scenario B Meetings on
the go
{p53, exgl
Work with apartner. Usingall the information you
galhered watching the previous .onversations, hold
lhe conversation Alan might now have tuirh Heathcr,
following his talkwith Anron. You can play the two
.hara.ters s youfselves (Alan/Alara, Heather/Heath)
and feel free to enployyour own strategies to reach
a successful outcome, but trynot to change the basic
facts of rhe situatlon.
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04 Listening
(p27, ex9 )

I Prepare to talk about two ofthc topj.s below (or you.an
.hange the topks to ones you prcfer).

The things I hke best about my Job

I\,ly long.and short'terrn career pans.

A problem'm curfenty havng at work.

Some thrngs 'd hke to change about myjob.

A place 've aways wanted to vrsi.

Someth ng I've always wanted to try.

A person who had a great ntluence on rne

A persona experence whrch had a great influence on me.

2 Wirh i partner, altcrnate the.onversation topics, speaking
for I 2 minutcs on each. l}letistcner should encourage the
spealer and aslt for any ne.essary dadfication as they steak,
bu nor r-L- rnyludg" n-rr. "" o, ,n"nr. fr\, i"ow".
3 When .I four topics havc been spoken about, both spealets
should alternately try to recall and sumnanzc what the
other said on each of their topics, asking furthcr questi{rns if
necessaiy. Speak.rs should confirm or correct the xstcncrs
sunnari.s and elaborate further ontheir topic if asked to do so

4 Do the rctivityagain ifyou lik., using the othcr ropl.s or
two nes ones ofyou own.

20 Assertiven€ss (p r 22, ex4)

Austria (11) Germany (35) Argentina

03 Keeping track
Sorry? lp2l, ex3)

I Read our fart l ofLhe.rticlc b.lou' b yoLrr parher.
Wheo you read the informatlon inbold,.ough so they

Yourpartncr should askyou (or the exa.t infornration
they misscd. lf not, leep rcadinS

lfyour farfncf jGl says'Soiy?', reply So.rywh.lt?'

A TALE OF TWO
BROTHERS TPART 1I
Adidas and Puma are the second and third
biggest sportswe& maDufacturers in the world-
They're also two ofthe most profitable and
globally recognlzed brands. tsut ihey might
never have existed at all iI lhe two brothers
who founded them hadn t had a disagreemen(
that last€d ovcr 30 yearsl

Oi€inally. Adl and Rudi Dassle. were partneE
in the Dassler Brotherc Shoe Factory in the
small German toM of Herzogenauach. By
the l93os. they were already vcry successful
and Dassler running shoes were worn by Jesse
Owens, by tar the greatest athleie ofhis day.
when he famously won four gold medals at th€
1936 Olympics.

Nobody really knom whal caused the
disageement between Adl and Rudi. bul thcir
relatjonship steadily grew worse and worce over
the years. And ln 1947. they nna y split up
and built thcir oM factorica on opposite sides
of the river. Adi Dassle. called his compan,
Adidas and Rudl .aled hrs Ruda, bul larer
changed the name to Puma.

Competition belween Adidas aDd Puma
eventually became so aggressive thai workers
from one tactory weren t allowed to mix sith
those from the other. But thrs was a gieat deal
more than Just professional nr.alry. Even sbops
and bars would refuse to s€rve you if you
were from the Mong side ol the river. In fact,
enployees ot the two companies were divided
on almost everyfhing - from politics to religion!

2 Now listcn to your partn.r reading out Part 2 of
$c articlc. Ask them to darift anything)ou don't
undersrand. Whcn you're clear abourwhat thc
i-lorn liun i'. wI " td"*rrrnful .hn.lrpJIpor.I
you.laified with yourpartncr at the end.

(49) France (68) Malaysia (104)

> Largc Pou,er

UAI (80) Distan(c

Scenario A The networking
event
(p29, exg)

FEEDBACK (Self -evaluation)

1 Did yo! make any usefulcontacts atthe event?
Yes / No /Almost
lf so, who did you meet and what arangements (if
any)ddyoumake?

2 Do you lh nk you made ihe most oflhe opportunities
you had? Why / Why nol?

Maxilnizing your tim€

1 In general, howwelldid you dealwilh unproductive
conversauons? Well/ OK / Badly

2 Who were the most diflicu t peop e io deal w th?

3 Whai would you do differently if you had another
chance? -

New zearand (22) usA(a0) Japan (sa)
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Scenario A The networking
event
(p29, exSf
Youie going to pracrise making business conta.Ls at a
networking event. f;st, write ashort profile of yourself in
the foimbelowYou.an choose to represent FIS, use your
oM personal infomation orinventa newchara.t€r for

Nam€:

Business aciivily:

Details (years in business, top products and/or
servic€s, major clients, plans, etc);

Type ol conlacts you hope to make:

Youneed to mehe sure you have a business.ard to give
out; (omplete the .ard below:

Work with a partnerand dc.idewbere the evcnr is b.ing
held. When you re ready, practise three or four short
.onvc$ations with your parrner. Tale trrrns to be Speaker
A. MaIe sute you have at least one productive conversahonl

Sp€akerAr You are a good networkcrwho listens well
and follows all thc networklngrules in thearri.le you
rcad earlier. Choose one of$e folowing eims foi your

a Tfy to get Speakel ts to agree to a business lD.h with
yourCIO.

b I ry to lix an appointment with SpeAker B's sales

c Try to convin.e Speakcr B to nake your compDy thcir

Checkyour partner's profile and start the convenation
usins the following:
Extus. n1c? Are you (namc) ff.,h (.onpany)?

Sp€ak€r B: You arc one ot rhe following:

a A sood networker (You listen welt and follow all the
networkingnles in the article you readcarlier.)

b A nn r wJ np" lYou ".k l. r. ot quc-r'on.. ."o
interested, but ate reluctant to agrce tu anythingorfu
an appointment to speak late.)

c An autobiographef (You talk a lot about youself and
your company and try to lmpress SpeakerA but ignore
most ofwhat thcysayi you nay be prepared to talk
business after you'vc dclivered your 'autobiography'. )

d An escape artist (You aren t rude, but introduce
SpeakerA to someone clse 6 quickly as possible so

that you crn make yourescapel)

e A }drd ,"ler rYo', d^ y^ur bF., ro ")ll\nn Frhiag to
SpeakcrA aproduct, asernce, even yoursefas a

plospecLive employ€e o. .onsultant; cur the small lalk
and get straight tobusiness!)

Scenario D Tricky conversations
(pl0l, ex8)

FEEOBACK (S€lf -evaluation)
1 Did you get what you wanted out ol the conversation?

lf not, why not?

2 How would you describe the general tone of lhe

aggressive awkward neutral constructive friendly

3 Did you playthe blame game ?
ll so. lrho gol lhe blame for whal?

4 Did you focus sutficiently on finding a solution to ihe
problem?

5 Did you keep your fe€lings under control? cive a few
positive ancyor negative eramples.

6 Did you keep your self-respecl or did you feel
personally under allack at any poinl?
Give a couple of example

7 li you could have the conversalion again, is ihere
anythrng you d do ditlerenlly? ll so. whal?

07 Making decisions
(p43, ex2l
Whcther you wrot€ tes or ro ir uninportant.
Ifyou wro . r drperds to nvp or murp quprion5,
you.rearenective de.ision maker- You like to take
your time thinking things through before.oming to
a 6nal decision.In somejobs, this is agood strategy.
Bui in a world ofrapid.hangebe carefulyou don't
take too long to makeupyour mindl
lfyo! Mote it d.perds to two or fewerquestions, you
are a reflexive decision maker. You'd ratherthink f.st
and make thewrong de.ision occasionally than take
so longto decjdc you niss an oppottunity. Thjs can
be a vital skil for a manager. Just rnake sure you're
right more often than youle wrongl

If you wrote it deppnds to three or four questions,
you are abalan.cd de.ision naker. You donl wastc
rime agonizinS ovcr simple decisions, but you don't
rush decisions that have serious implications either.
You seem to bc in conftol ofboth yourhead andyour
heart. But are you so in.ontrolyou never talo a risk?
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08 lnfluence
1p51, ex8)
Speal€. B
sitldior 1 (t)
You are a designer for an industrial design .ompany
and Speaker A is your boss. As this is your first job since
changing careers from engineering ro product desjgn, you ve
had a lot to leam and been kept very busy. on the other
hand, you haven't had the iD'service tnining you wer€
pronised when you joined the company (three months
day rclease at the local technical college) and, so far, you've
onlybeen working on food mixers and electri. toasters. You
wer€ hoping for something nore glamorous such as tabtet
.omputers and mobile phonesl Spealer A wil start.
SituatioD 2 (+)
You work for a.onstruction company in London and,
afte! a parti.ularly hard week, are really looking forward
to the weekend. Your plans for Saturday in lude dinner
with friends at a restaunnt foUowed by the Wes! End
show Cfti.ago. then on Sundat you're lratching your son
play football for his loc.l Boy Scouts' club team. You were
thinking of inviting your ftiend and coleague Sp€ak€r A to
join you on Saturday evening, but then you remembered
they're giving a conference presentation in P&is. You see

them standing by the coffee machine and de.ide to go over
and wish them luck. Speaker A will start.
situation 3 (l)
You are the managing directoi of a snbll automotive
enSineering (ompany based in Stuttgart. When you took
over fron your predecessor three years ago, you qui.kly
realized that the.ompanywas wasting a lot ofmoney
on marketing trips, and so you cut back on unnecessary
fo.eign tnvel dd attendance at conferences. You know
your malketing manager, Speaker A, is not happy about
this. You also know that most, if not all, of your .ompetitors
usually attend at leasr the bigger inremational conferences.
But you have never let yourself be very influenced by the
rompet'rionJnd youie not (onvinced thdr sftDll (ompmies
like yours can nake much of an impact at .onferen@s-
Although you don't rcally want to discuss the issue again,
your marketing manager has rcquest€d another meeting
about it. Spealer A will start.

09 Smalltalk
Cultural sensitivity test (p54, ex2l
Spcaker A
Work with a partner. You have two intercultuial dilemms
and your pdtner has two differ€nt ones. Take turns to
describe the dilemmas to each other and discuss what
youa do in each situation. Do you agree onwhatyou
sloald do? ls that what vouA both /eauv do?

Dilemn l: You meet a Spdish business .ortact you
haven t seen for ages who wants to stop and chat, but
youre runninglate for an appointment. Do you stay or do
you make your excuses and so?
Dilemma 3:ABritish salesman isgivingyou a

demonstration of a new of6ce producl. H€ seems to like
tening a lot of jokes. Do yon ioin in lhe jok€ te ing or wait
unti) hegets to rhe point?
Forcomments on your answers, seepage 140.

l2 lmpact
(p75,ex9l

An elevator pitch is a shoit presentation ofa new product,
seryice or ideawhichyou couldgive in the tine it takes
to ride the eievator from rec€ption to the CEO'S ofEce on
the top floor Of course, you don t have to be in an actual
elevator to give one just as well if you don't work in a
skyscraperand have a problem keeping things brief!
With youlpartner, prepare a 2-3 minute presentation to
persuade a venture capitalist to fund an idea for a mobile
pbone or tablet conputer app.

EITHER .ome up with your om idea for a completely new
app. (]h€ iPhone App Store alone curently has nearly a
million apps, so you'[ need to do some researchlYour app
can sewe a real need or just be for tun some of the most
popular apps are prettybizarre!)

ORus€ d aistingapp which you are familiar Mrh.
Before your team ptesent your €levator pitch, you'llneed
to mak€ sure you've:

. gotasolid N.A.B.C. srructure - need, approach,
l---Gr" "^---lir^,"

. r€searched any existing cornpetition and worked out
how your product surpasses it.

. decided who's going to speak about what - perhaps one
of you can concentEte on €stablishing professionat
credibility, while the other aims to make an €motional

. in.orporated some of the impart rF. hniques you vc
just studied reiating to bodylanguage, voice, srar$rrcs,
stories and humour.

. produced two or three simple visuals (or props) ifyou
need them - and naybe just one S.lA.R. homent!

Be prepared to answerone or two questions at the end of

SoEe popular .pp3:
Strt Speal a comnand and Siri wil call you a tdi, coniim
a flight or resewe a table for two at nine

Tr.prt€r Maps the location ofspeedcametas, road works
and otler highway hazards

Idnlargo Lets you war(h movie t'a'ler.. read reviews.
find a local cinema and book your seat

Shrraa Ustens'to any recorded musi., and identifiesthe
song and artist fo! download
IM4MyRUN+ Keeps track of your daily jog: routes,
gradients, speed, calories burned
Flshlight Turns your iPhone's camera flash into a torch
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05 Business travel
The nightmare iourney (p3l)
Spe.ker A
Work with apartner.ln each ofthe situations below, you
are abusiness travellet. Yourpartneris the othet speaker.

06.00
Bci!.r. tnveller: You didn t get your five otlock alarm
.all at your hotel tlis morning, so you overslept!Now
you ve missedyourtaxi to the airport. Yourplaneleaves in
90 minut€s andit's at least halfan hour to the airport. Go
and complainat the reception desk. cet them to bookyou
another taxi andtelephone the airline to say you are on
you way. Yo! start Wi,at happened to ny alarn all?
06.15
B$in€rt trav€ller: Your taai has finallyarrived. Explain
that your plane leav€s in an hour andaquarter, and that
you must be on it. If you miss the Zurich neeting at I1.00,
you! boss is goiDg to kill youl You thought about taking the
Underground, but you have a very heavy bag ofproduct
samples to carry. You start: Heathtui) airpart. Terninal S.

0?.00
Businerr traee[er: By some minc]e, you have arrived
at Heathrowl But your plane leaves in half an hour You ll
have to runlYou didn'thave time to change any moneyat
thehotel, so you onlyhave three €50 notes and yourcredit
@rds. Pay the tai driverand€ol
07.15
Bui!.$ trave er: You aie at .he.k in with yolr case

ofproduct sanples for the Zunch meeting andyour hand
luggage. lortunately, the hotelphoned the airline and
they were expectingyou. ThankCoodness you're travelling

07.30
Busin€rr t/ave[€!: Afterall thepanic to get to rhe
airport, yout BdtishAirways flight is going to be delayed
fotan hour and a halfl You wanted to fly swissair, but they
only had econony class seats left. Now ther€'s nothing to
do but wait. Luckily, your meeting is three hours away, so

you can still just make it.
09.15
Bulin€r8 tnv.llcr: You mrnrgpd ro get a ,eer 'n
e.onomyon theSwissair Right. You'r€ scheduled to arrive
inZudch in anhour,which gives you another45 minutes
to get to your meeting. You mightjust do itlSuddenly,
you hear rhe tolJoung announ( FmFnr: 'Cood n orning.
ladies andgentlemen. Ihis isyourcaptain speakins. I'm
afraid l've justbeen notified that, due to bad weatherover
Zudch, we've been divert€d to Geneva- I am verysoffy
for the inconvenien.e th's may.ause, andwilkeepyou
informed of any further changes to our schedule.'You
must call ZurichlAsk a nightattendant ifit's okay to us€

your mobile. You start: Ea ex.usea€1

06 Handling calls
Asking politely 1p38, ex3)
Sp€ake' A
Yourpartner is a colleague at the same levelin the

Call them (theyalways seem tobe verybusyL) and ask
them to do the following:
C.ll l Organize the itinerary for a usit by some Chinese
govehment ofncials next week (yourpartneris nuch
better at this kind o{thing lhan you are).

Call 2 Email youa copyofthe Warsaw report. (lt's a week

Calt 3 Cet on to your ITdepartment (the sysrems dom
on the whole of the 6fst floor).

How often did you get yourpartnet to do what you want?

You ll receive calls fron your partnef asking you to do
things for th€m. Respond according to howimportant
an.Vorurgent it is, and how busy you are.

CaI l You're doingacost breakdown for the Budapest

contract, but youcant finish ituntil the Hungadans send
you mor€ detailed figures.

Call2 You keep calling your London ofnce to check the
arrangements for the big presentation you andyoul
partnerare giving next Friday, bur.anl get through.
Call 3 You're in the middle ofa dificult meeting wirh a
group of union officials who are unhappy about working

Scenario B Meetings on the go
(p53, exl0)

FEEDBACK (Self -ovaluation)
Corridor lVeetings
1 What was the outcomo of your convorsation?

How satFfied with it are y

2 How constructive was your conveGation?

Did you find yourself using any ot the influence
slrategies you'v6 beon studying?

n appealto faimess n
n emotionat pressure n
tr

Which ol th€ following adlectives bost dsscribsd

in€ffoctual n accommodating tr
submissive n aggressive n
authoitative n dis€spectlul n
Did you make any compromises or generate any
cr6ativ€ options? ll so, what'? --
Ityou could have theconversarion agarn, whal (l
anythrng)would you do ddferently? 

-

Optional: What pan did status play in the
conversation you hac,?

threal
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l3 Being heard
(p79, ex5)

'Ihe questionnair€ showswhat cype of animal
you are in meetings. First, add up your total

0-2 points You're a nouse at meetings shy, quieti you don't like to
be the centre ofattentjon. You make a very good listener,
butneed to say what you ieallythinkmor€ often.

3-4 points Youre a fox at meetings - sly, patient; and sudden in your
attacks on other peoplek points of view. You don t say
much, preferring to let others give you all th€ information
you need to destroy theirarguments.

5-6 pointr You re ahorse at meetings enthusiastic and full of
energy;tt takes a strongperson to keepyou under
control You workveryhard to get your ideasacross, but
will somelitnes do as youre toldjustto keep thepeace-

7-a pointt You're abulldog at meerings loud, proud and fond of
the sound ofyourown voice. Peop)e know you always
rnean what you say, but you need to listen to whatthey're
saying a b't more oft€n.

a Agree = 0 points
b Agree = l point

d Agre€ = 0 points
e Agree = 0 points
f Agree = l point
g Agre€ = l point
h Agree = l point

Disagee = l point
Disagree = 0 points
Disagree = 0 poinls
Disagree = 1 point
Disagree = l point
Disagree = 0 points
Disagree = 0 points
Disagree = 0 points

14 Snail mail (pazl youdonrneed...

Could I see you a moment? tat's sPelled " abc = lower case letters
.rhrr shoutdb. nor...

,'r d s /$nrhouran'( =.pos'rophcsitu:iior l i - ***, Mr, rv1s, D, . rbbrevidrion
SpeakerA, you are rhe boss. Your
secletary, Spealer B, just gave you this
lertertosigd- Point out the nistakesin it aodtell hirlAer Situatior 2
how to reffiite ir. Can youfindatleasl20 mistakes? Don t Repeatthe previous activity. Itris rime, Speaker B is rhe
sign anythinguntil she/hewrites itproperlyl boss and SpeakerA is the secretary. Canyou find at least
Spealer B, defend yourselfl You were in a rush when you 20 rnistakes?
mote the letter and can probably correct a lot of it without SDeaker B starr s: Could I see wu a noment . ..?
your bossi h"lp.
SpeakerAstarfs|Couldlseeyouanoment...? Tth Mai

Deze,ntrr IRD Deir Docjane G2rland,

Daer Miner Ba.ghiel.

I'am wriring to coofim ou. alx)intment oo 7 Dec, Of}
.our$, I harc your adress, hut I am sondc. if )ou (ould
ro send ro me instruction on how ro get to ydu. officc
for thrt I will be (o'ne by ny .ar.

A lor of rhanks- I very much ,m l@k fonvr.d ro mc(t

20 Assertiveness
(p123, ex 9)
Speaker A
Situation 1
You need tohold a one houremergen.y meetingwith
yourteam this aft€rnoon (you decidewhy), butforgot to
book the meeting room. When yougo to bookit at the
last minute, you see tharspeaker B has it block booked
for the whole aJrernoon - againl Go and see them in their
of6ce to see ifthey'll free up an hour fot you. You start the
conversation by knocking on their door and saying:Hi,
have yau got a minute?

Situation 2
You run the Frrnkfurr orh.e ofyour.ompany. Your

assistantYvette has be.n on secondment to the Shanghai

with refe..mce to your order (rcf No. 606-1, I im
rcgrctting infbmrinS you that thc the DCS1 is .urrandy
our ofsk{k Mry I snggesi }ou consider to upSrade to
rhe Dcs2? \*hen you a.e imeresdng,I souklbe happy

Lerting me know if I can ro be of any turthest help?

ofdce forthe past tvo months.Ir was your idea that she
gain experience overseas, butin herabsence your workload
has increased (you decideinwhat way) and, frankly, you
are now findingit dilicult to cope. Fortunately, Yveue is
dueba.k nextweek, so things shouldgetabit easier. Now
thephone's ringing - it hadbetter notbe more workl
Situetion 3
You work in lhe marketing department. When you joined
youf company four months ago, yourboss, SpeakerB, gave
you rhelong-tern goal of exploring the possibiliries of
social media. nrisis an area your company currently does
not exploit very well. But, although you've had afew initial
ideas (you d€cide what), yourschedulehas been sohectjc
you've had litde time to ger very far. When you see yout
boss e' the water .ooler. you d.cide to rai.p ihe i."ue.
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15 Solving problems
{p9l, ex5)

ll.cad thebusincss diLen r bckru'. 1}e. surumarize the
bnsi. problen to the rest of your group rnd b,a,nston

'lhe owDcr ot a \4exi.d rcstirLriDl in San lrran.is.o ta.crl
a dilenlna. Sho wJnted lo adverlise,lut urldn t rlford n,
p.y foi spa.c nl the lo.rl rci!?Jper orfor airtnne on thc

17 Eating out
The business lunch (p105)

Showin! intcl.sl ( hi.gi.g ilrl,:rul)1, ( 1:

s.unds nnr n\rifg so let! o(10f. shrlll'ei
Ni.e ider. Anlvay. h.r,d.l.outrt,
Tclln€ nro,, .nrut,t. the r:n.)

BY tlte way,lior'is rhr fin,iLyl

Just to ch.nge th€ subje(t
for a moment hrre to!
triedthrl,\, rIe.iiliq?

Yourparrncr (Spcaker B) is r goocl iriend from abrord,
nhom you vc aJso rvorkcd with in thc past'lh.y arc orly in
k)wn fora feN days, so )ou vc invited theDr out for a reiUy

Tlink ofa lo.al restaurant you Likc, ard preparc a shrrL
nlenuofdish.s rr:.1a drinks list to explair to your g!est.
l{'ritc the naDcs ofthe dishcs and dnnks ln your onn
hnguage You sbould includc:
. at leasr.nc dish r{hi.h yo! reallrlik. and th,nk

cveryone should try
. one dish s'hi.h most pc.fle don t likc very nuch ard

Llhi.h tou don t rc.o.rnnrd
. onc dish, ifyou.an, which is a lnde.lifiicult to erplain

io a forej8ncr (prepare for this)
. onc dish,,r drink dhi.h is a sre.irlity ofthe region

(prcpare an appctizing des.nptnn,
Your parrner phonedyou a week aso and nlentioncd a

bus,ness idca they santed t,) trlk to you ibout. Perhap'
they will tell you more ovdr lun.h, but.lo your besl lo b(l

the perfcct host .rnd don l lust'talk shi) l llry to l.ep the
.onversaoon nn^rng.
Y re th. hosr, $ insist on pal,ngl

15 Solving problems
A problem-solving meeting (p95, exI)
Group B

Usnrlt tfc prc.c.lure on pile 93, Iold. meeting to solv.

. Reid prragraph onc. nrhrt clsc do rou know about this

o Rerd paragraph two \'!hrt: yo!f i.,nedi.rl. rcs|onse

o Re:d paragraph three. lt should 8n,e you sotrr'ext.tr
idcis on hor! to s,,lv. the prol'1.r.

o Corrluct a problent solving mc.ling $ith yotrf gro!t.
. Suniri)rizc the t,robLcm an.l your nrlultuns f{x thc

othrr grcup o, gr^rps lind ou! if drey rgrd. rLith you

A downsizing problem at Tata Steel
The company
Tata Sleelis a subsidiary ofiheTala Group, one ot
India's most successtul multinational conglomerales,
operaling In seven diflerenl business sectors in more
than 80 countries. Estab shed in 1307, Taia Sls6l has
manulacturng planls throughout lrdia as wellas China,
the USA and the UK. In 2006, its acquisition ofAnglo-
Dulch sleel'maker Corus was the largest ever Indian
takeover of a loreign company. And n 2012, Folbes
magaz ne lsted Tata Sieel amongst the world s most
ethicai companies. Today, it is one of the world's top ten

The challenge
Bul ln the early 1990s, the outlook ior Tata Steel was
very d ffefent. Faced with an ovedarge workforce,
outdated facl tes at ts aging plant in Jamshedpur and a
resislance to change throughoui ihe company, ihere was
an urgent need to ralionalize. Senior management knew
that mass redundancies would have to be a major part
ol rhat a',o'ralrzatior. BJr al Tdta Sleel, .edundancres

were practca ly unheard of. Tala was lhe malor employer
in the region and the peopie who worked there were
guaranteed a job for life. After 25 years' service, lheir
chlldrcn were also guaranteed a job and it was nol
uncommon lor three generations of the same family
to be workrng at the Jamshedpur factory The resu t
was massive overstaffing- Niroop Mahaniy, the head ol
HR, says: At the time, we were so large that ws d'dn i
even know how many employees we hadl'When, after
a three-rionth aud t, they discovered thai they were
employrng 78.000 peoplF. I became obvious thal Tata

Sieel would have lo cut ts payroll by around 50%o over
ihe coming decade if it was lo survive.

The opportunity
lnd an corporate cullure is one ot r€ciprocal obligation
between employer and employee. Tata Sleel's own
website emphasizes thatthe company has always
believed thal the principle of mutual benetit between
counlres, corporations, cusiomers, ompoye€s and
commLrn tes s the mosi efiect v€ routeto profltabe
and slstainable growth' Companies that lay off laQe
numbers of wo*ers in times oi struggle oiten find
themselves with serious skills shortages when business
improves. And Tata Sleel's managing director Dl J.J.
lrani knew that he would have to reinvent the whole idea
of downsizing if he was to reduce the workforce whisi
retaining and rewarding the ioyalty ot his s1atf.
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18 Telecommunications
An urgent matter (plll, ex2)

Consultants ale mote.ommon than rats;the lrb
technicians gerless attachcd to them and there are things
a consultantwill do thara rat won1.

18 Telecommunications
Teleconference: a project meedng (pll0,
ex4l
Work in the largest group possible. You are all human
tcsour.es directors ofdifferent bran.hes of a multinational
IT solutions .ompany. Youwant to send30 ofyour statron
a team building weekend. You ve drawn up a shortljst of
options. Tings you shouldconsider in.lude: the pra.ti.al
training element, the fun factor, safety, cost.

1 Dragon boat raciDg followed by riverside
barbecue and eveDing firework display

T€ams of 15-20 take part in thr€e boat rac€s durlng
this tun-fi1led, action packed dayl After d initial
team-bdonng ard fuaining session, te@s spetrd
the moming practising then rowing tecbnique and
working out a winning rac6 strategy- Then it's off
to tha races! Food, drDk and fireworks on ths nv€r

Note: pdces are all per person and do NOT jnclude

fl ights or accommodaLion.

Choose a chajrperson. Youhavejust 15-20 minutes forthe
teleconference. Tryto sti.k to the following agenda:

I
2

3

l4hen you arc ready, sitin a cirde, a meLre apart if
possible, facinJ: outwards Go that you.annot see the orher
speakers) and hold your rele.onference.

Open drc nreeting ard erpliin irs objecdve.

Ask parti.ipinrs .o bricflI introduce themselvcs.

Circ crch p.tricipanr a.hance ro prsen hcir
prc{lrence, bur keep inprrs dron and rry ro discourage
too much inreruption.
Allorl sonre time for partic4,.nrs ro dis.uss rhcir
preferelrc'. hur prerenr ar6umenr\ Jnd tlisrc\siorh.
Ark each p.rlicipani to vorc for rheir prcfc(cd €\rnr
ard anrouncc rhe gtoupls finrl decision. If a clca.
decision c.nnor be mide, choosc rhe cherpcst ofrhe

Thank participana md close rhc meeiing.

V€nue: Macau. China

cost: $300

2 'Rock ldol'contest followed by a night on
the town in New York

Scenario D Tricky
conversaflons
(p101, ex7)
Sp€.ker A
SITUATION l You ve been sent by Fls's head ofdce
in Seattle, USA, lo their subsidi.ry in london to help
Spealer B finish off a long runn ing prol€.t, which needs

tobe inished in six weeks. You also need ro make sure
the project ne€ts fairly stri.t company requirements
(decidewhythisisimportant). Thelastprojectyour
pa/lnerleddid notmeet the requir€ments, so you will
ne.d to monitor evelyrhing this time. Try to be sensitive
to Speaker Bs needs and.xpect some resistancc, but
mal@ sure you get what you wcre sent for.
You srart: fPartners namel! Grcat to neet you at lastll m

lnanel. vor &now, r/16 is ml first tinc at the Landan affi.e.

SITUATION 2 Sixnonths a8o you joined fls'.s sal.s ream
in Bdcelona. Priorto tbat you worked forlnterPham
iD Menco City, where you were th.irtop salesman.ln
the lasl six nonths, you've also risen tobecome one
of FlS s Lop-performing sales representatives. YrN are
velyambitious and €xpe.t to bc promoted to sales
managerquite soon. Re.endy, you hada tearn appraisal
and Speaker Ii, yourboss, would like to discuss it sth
you. Youexpect therc maybe a fewcriticisms from the
resi ofthe sales t.am be.ausc you are bettcr it your

tob tban thern and like tddo thingsyourown way. Your
phjlosophy isr if I get results, it do.sn t hatter how I ger
them. You like takinglols ofshor! holidays bccause it
techarges your batteries ad is muchmore usefulthan
training sessions, whjch you considcr a waste of time.
Sp.aler B willstaft.

Teams of fiv€ folm rock bands to take part in d battle-
of-the bdds contest. Aftsr song selection, vorce
coaching, costume-fitting and rehearsals, its ofi io
a local kdaoke bar to p€rform in froot of a panel of
'expert judges' and a live audiencel Th6n it s dimer
and dancing at on€ otNew York s hottest 6usic

USA

Cost: S250

3 Laplan.l .log.sledding fouowed by banquet
at mounrain lodge and wolf-watch

Teams of three build then own traditiocl dog sl€ds
from coost ction plans and materials suppli€d on
site. After a shori dog-haDdlinq session, they 6et off
with a local expert on a wildern€ss trail in s€arch of
treasure buried deep in the forest. Tha day erds with
a fabulous banqu€t by r@dng Oresl Optioml night

Finnish Lapland

Cost $300
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19 Negotiating
The transfer (pI19, ex 4)
Negotiating t€am 1: Ih€ play€!'s agents
You repr.se.! thc intcrests of khoose t
iay.nta ra,n.), youngsupetst.r |.ft\,ad ,' i)idficlder I
def.nder I yalkeepet who plays tot Ghuse
o/ihrd,t d.h,). Already a mcmbcr ofhis n.tionrl squrd,
yo ur .1icnt .l('arly has a brjlliant.areer lhcad of him. V)ur
job is to negoti.te your dicnt s hnan.ial package wiih thc
nranagement of Man.hcstcr lJnited.

You do not have to rea.h an agieement $,ith Manchester
tJnit.d. Other top.lubs rrc il$ v€ry intercst.d in your
clirnt. But you do knolr hc p.rtiLularly wants to play iitr
thetn, so you h.ve Jpproached then frst
It is in your intcrcsts to:
. get a hjghcr than averagc $'ag. for su.h . superb player

o I lnt.fnation al staLus (mofe than 175,000 pcr h'eek)
youragent's ()hmissjon \dill b. .J.ulatcd on the basrs

. go for thc shoftest .on tract you can get or oneNith.
verylow tcmiination fenalty no more &an 1500,(100
(Iou/ dicnt n,ayn.t be ns hafty at Man.h€stcr as he

. seLure a fiir per.enbse of nrer.handising prolic
(maybe lS'l the fans are sure to wint to bu)'products
wlthyour client's nam. on)

BLrt you dDy nced to be flexiblc on some ofthcsc points.
Your client has also asked you to try foget:
. a penlhoqsc apartment in centnl Ma nr hcstcr |ne

wants t(i erj0y the nlghtlile).
. irst .ltrss lir tkk.ts torhis inm.djat(,fin,ily (eight

people) to.ome and visit him occ.sion.lly, plus half.
dozen trips home for hihself every yeir

At pr€s.nt, your rlienl has a U:'l{)O,000 r tcar sponsorship
de.l withAdidas, whl.h hc utr1ld like ro kccp.
Tle negotirtion is schedul.d to be lel{l.rr Old Trafford
Fi,st, wilh your tcam, wo.k out your ofening, target and
h.'l\JLd' Do ', 'i',".h,,t'1,'.,1{\urpo, r.
When |he orlier team is reldy, th.ywillinvite lou into
the borrdroon. Y(\, miy tnkc two live n,iNrrc tiDe ouls
during the meetirlg, if )ou Decd th.n Wfitedo\{nrny

Basc wage

Contract term nat on fee

firerchand s ng proits

17 Eating out
Table manners (plo4, exl)
a llnlin{l f Amcri.an
b Braril g Arab

c Ponugal h Mexico

d Japan i Chinese

e llritain j .lapanese

m

n

Spain
F ghts home

Scenario C Morale problems
(p77, ex8l
You nrc going to prodr.e d 2 3 niI\rte motivaiion
speech. You.an eithcr:
a Dcln'erAnr.nis spee.h the nay you nould hrve

b thlnl( ofa tine whcn i tean you workcd ln had
norale problcms, faceda disappointment or
r..cived bad ncws, rnd inaginc you are addressing

c Prcscnt to the lcnm profiled b.los' and invent any
.xtra infornaljon you need lo,

Tcam pro6le:
You work for Zantis Phamaceuti.als, and are
the tean leadei for an R&D team developing a
revolutionary and highly .ost-effeclive vaccine for
use in rhe dev€loping wo d. You are personally very
committedto this proj€cr, but s€nior mnagement
has recently cut youtbudgetby 30%. ftis has
meant losing two members ofyourteam (Helga

and Michael) and increasing the workload for those
who t€main. A star member ofyourteam (Akiro) is
also talkingofleaving the.onpany, but you hope
ro preve.t this, at least inth€ short-teh. Moral€ is
ve'ylowrrd rhepye$Lrei\ on roleu..h rhe vacc.nF

A5 you prepar". you sh,,uld colsider tbe following:
. Acknowledge th€ problems you face, but focus

on solutions and goals - don t tatk abouthopes,
talk about intentions and remain realistic but

. Use intridsic motivators rather than extrins,c
ones you don t have long to build a social
relationship with youy team, but youcan make a

. What you say may be less important than how
you say it - pracris. raising and lowering your
voice, and pausing in tbe rightplaces.

. Your bodylanguace also has a big etrect on
your rudicn.e - mrk" ure you look s ncerc
and professional, but also try to create some
emotional connectjon with your audien.e.

. A little bit of humour can go a long wayl
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05 Business travel
The nightmare iourney (p31)
Speaker B

Work with a partn€r.In each of the situations below, your
partner is abusiness rravellet. You are the otber speaker.

06.00
Hotel rec€ptioDtut: You have just come on duty at the
Novotel receprion desk. Yourcolleague, who went hone
five minutes ago, says lbere has bee. aproblen with the
internal telephone system all night. Since you arrived, its
be€n one complaint after anoth€rl
06.15
Taf,i drtv€!: You have just picked up someone at the
Novotel whowabts togo to H€athrow airport. On your
way to the hotel, you heard this on the radio: Traf6c
news now, and thetet been a major a.cident on the
M25 this morning involving three lorlies and eisht cais.
Poli, " sJy t" expect dehv' of up to an hour. Ifvou re

travelling to Heathrowthis morning, youre advbed lo
take the Underground to Paddjngton stalion and then the
Heathrow Express ...'

07.o0
Tai driver: Foriunately, the tram.was not as bad as

you "xpecred Bur your ldsr two pd..eng€rs D,id vou rn
tso nores and took nearly all your .hange - you only have

a f10 nore and three poundcoins. there is a.ashpoint
machine in the airport terminal if you need it, but another
customer is waitingtoget into yourtai. You start: tvell
we made it! That s f23, please.

07.as
ch€ck-nr cl€rk: You afe checking in a late business class

pssenSer.'Iheir hand lusgage is okay, but theirsuitcase
is wellover the 25 kilo linit- 38kilosl I})cflighrisfull
and due to depart in 15 minutes. You cannot accept their
luggage. You couldbook it onto a later flight iftheypay
excess baggage. You starf I n softy,butyaur case is too

o7.30
BA repr€s.ntative: You are at Gate 42, Heathrow airport.
Flighr BA922 io Zud.h is delayed and you have a lot of
unhappy passengers sittingin $e departure lounge. A few
have aheadyask.d forseats on the 8.30 Swissairflight.
You have just received this message on your nobile:']he
planc has serious mechanical problems and cannot leave
London today. Anotherplane is flying out from Zuljch, but
there will now be a delay ofapproximately four hours.
You sfatt: Britisft Airwa),s legrets to annaunce.-.

09.15
Flight attendant You are the chief steward on
Swssair flight 711 from London Heathiow to Zui.h.
Unfortrnately, your flighrhasjust beeD divert€d to Gcneva
be.,1"" JiI ddhFrrh-r.Alu'.tpd..agcrs"r"gpffrng
angry rnd insisting they male phone calls. ihe use of
mobile phones is stricrly prohibited onaircraftand
nr flight phones are only available jn business class.

03 Keeping track
Didn't I say that? (p23, ex8)
Sp€ak€r A
1 Read out thefollowing sentences to yourpartner. Each

one .ontains a silly discrepancy. Can shc/he spot it?
a I love Scottand, especially Dublin.

b lJlwdysdriv"Cermea,r.s My new Crtroen is my

c I first met Ulrjle today. She's one ofmy closest ftiends.

d I ve nearly given up .ho.oiares. I'm doM to ten a day now-

6 Let mc inlroduce you to mywife. And then I'll
inLrodu.e you to her husband.

2 Listen to your partnei reading out some senten.es.
Canyou spot the discrepan.ies? Quely anyyouhear using
sone of the expressions on page 23.

Scenario E The difficult
customer
(p125, exTl
Sp€ak€rA
You are the ITdirectorfor Frcightllow Inc., a rransport
and logistics compann and are about to negotiate the
purchase of a supply chain managenent (SCM) system

with Speakel B, aseniorsales representative from llow
Information Systems (FlS).

. In a previou telephone conversation with Spealer
B, you were quoted a sofnvare licence fee of$70,000
plu,rn annuJ mainrerance and 'upport.hrrse of
$20,000, making a total of $90,000.'Ihis seemed

fairly reasonable, although, of course, il was

. Unfo*unately, a project approved byyourassistant
dire.tor a ipw dey, 

"go 
rwithour your knowledgel

has absorbed t100,000 of your annual budget. So

you nowcannotafford topay anymore than $60,000
for the systen, including maintenance and suppon,
without going over budger. I}lisputs you in a slightly
embarassing situation, buryou have no intention of
showing weakness in the negotjationl

. You could consider pioviding your oM maintenance

and suppoit ifyou have to (though this is extremely
ri,ly). bul you mur nor'n any, i|um.t:n a
d.eed yourbudget. At the same time, upgrading to
a nodem Cloud-basedSCM systemis, matte! of
urgency for your company. Ihere are cheaper systems
on the malket, but the FIS systen is thebest.

. You expect FIS to be unhappy Mth your low offer, so

be prepared to ask as many quesrions as possible to
un.over any underlying interesis whjch may heLp you
to reach an agreement. Try to be as flexible asyou
cu, but you nust stand firn on ptuel Nor cm you
a.ccpt an inferior system.lf you need to telephone
your CEO (your trainer) toget spe.ial authorization
for a concession, you can.

coodluckl
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06 Handling calls
Asking politely (p38, ex3l
Speake! B
Yourpartneris a (olleague ar rhe same levelin rhe

You'll receive calls from yourpartner askingyou to do
things forthem. Respond according to how important
and/or urgent 

't 
is, and howbusyyou are.

Call l You re in the middle oftrlng to do your quarrelly
accounts forthe third time tbis week anddon't waDt to be

Call 2 You're a few days late with the Warsaw report and
need aboutanotherday to nnish it.
Ca[ 3 You v€ been haviDg computer problens all day and
haven t got any wotk done.

Call yourpartnet (they always see.n to beverybusy!)and
ask them todo the following.
Ca|l l Emailyou a.ost breakdown for the Budapest
contract (you need it {o! a meetingnext week).

CaU 2 Make sure everything is arranged for the big
piesentation you and your paltner are giving in London

Call3 Set up a meetingwitb head ofhce to discuss
complaints about working conditions at the plant.

How ofren did you get your partner to do what youwant?

l5 Solving problems
(p91, ex5)
Sp€rkct B

Read thebusiness dilemmabelow ]})en sunmarize the
basic problem to the rest of your group and brainstorm

the managerofabank in the UK had becone alarmed at
the nunbel ofstolen cheques beingcashed. Signatures
were simply too easy to forge. Somethinghad to be done.

20 Assertiveness
{p123, ex9)
Spe.k€r B

Situ.tion 1

You have thc meeting rooh booked forthe whole ofthis
afternoon so you can hold your monthly update meeting
with ihc rest ofyourteam (you decidewhatyou have to
discuss). Last time you helrl the neeting, you foond90
minutes was notlong cnough to cover evelything, so
you've scheduled irfrom two dl16ve thjs time.lirst, find
oul who's knockingon your door.

Situation 2
You run the Shanghai ofhcc ofyour company. Forthe
past two months, youhave hadan assistant, Yve(e, on
secondment from the FrankJurtoffice helping youout. It
was herboss's idea that she transferred and, to be honest,
itiook rather a lot oftnne ro train her, but she's proved
to be very<reativc and effcient. Shes due to return to
Germany next week, but you really need her Lo stay on
for another fourorfive wecks to complete an important
projecr (you dccide what). Phone the Frankfurroffice and
see ifherboss canspare herfora littlelong€r.
Situation 3
You run th. marketing department ofyoul company.
When Speaker Ajoined your departm€nr four months
a8o, you gave thcn the long term goal ofexplorinethe
possibilities ofsocial nedia.'Ihis is an areayour company
.urrentlydoes not exploit very well. You're rather sceptical
about so.ial marketing (you decide why), but yourboss
is vcrykeen and nowwanis a progress report onhis
desk in two weeks'dmelWhen you see SpeakerAat the
watercooler, you decide to 6nd out what progress u,ey re

05 Business travel
In arrivals (p34, ex3)
Sp€aker A
It is 9.30 pm. Youarein the crowded arrivals areaat
Ncwarkairport in NewYork. Ih.yc hasjustbeen a terrible
thunderstorm and it is still poudng wirh rain.
You are prkrng up a s.nror tolleague who works in your
Cologne oflice. Because of the weathcr, their flight is two
hours late, but yourboss told you to'look after them
well - take them out to a top dass restaurant, maybe a

n'ghtdub ortwo. You have never met thenbefore, so
youare holdingup a large piece ofcardwith rheirname

Yourcarisjust five ninutes away in the carpark. You
have booked a table at Guastavinos, a fabulous resraurant
in Manhattan and are lookingforward to an enjoyable
evening. According to your boss, 'money is no object'.If hc
can, het going to jo'n you borh l.ier fordrinks.
You'vebeen workinsvery hard recently. Tonight youare
going to relax and have funl

Scenario C Morale problems
(p77, ex9)

FEEDBACK (Peer-evaluation)
I Did the presenterfocus on solutions mofethan

problems?

2 What intrinsiclnternal motivato.s (if any)did the
presenter use? ,-

3 How would you rate the preseniels delivery of the

Pace@ O O Pausing@ O O Vdume@ O O
4 What impression did ihe prcsentels body

languags give? 

-

5 Did th6 presenter use any humou,
lf so, how successlulwas it? 
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09 Smalltalk
Cultural sensitivity test (p54, ex2)
Sp€ak€r B
Workwith a partner. You have rwo intereitufrl dilemmas
and yourpartncrhas two different ones. Take turns to
describe the dilenmas to each othcr atddiscusswhat
youd do in cach situation. Doyou agree on whatyou
slould do? ls that what youd both /€aly do?

Dilemma 2: Your newAmcrican boss ofga.jzes a weekend
barbecue. You find yourself amonsst a lot ofpeopLeyou've
never met. Do youjoin in the fun otleaveas early as you

Dil€nna 4: You are havingaple negotialion .offee at a
pot.ntial cliertt headquarrers in Berlin. Doyou mjngle
with the opposjng team or slickwith your oM people?

I'or comments on youranswefs, seepagc 140.

l3 Being heard
Hang on a minutel (p80, exl)
Speaker A
Read thc short articlc bclowabout intercultural business
etjquettc.In a few minutes, you arcgoingto try to read
it aloud to your partnerln under a ninute, so frrst check
you undcrstand everythingand mark places where you can

Yourparmcr is prepaing to reada similar article aloud
to you. So, when you are boih read, decidc who witl r.ad
hrst. Read as fast as you can, but try to make scnsel

As you listen lo yourpartner read, you shouldinterrupt
them as often as possiblc to clanfu any thing which isn't
ibsolutely dear. Yourobjective is to stop them rcaching
the end of the textin a minute. See who canget further
Coodlu.kl

06 Handling calls
Unexpected phone calls {p40, ex5)
Sp..k€r B

Call l You r.c€iv€ rh€ call 09.30 local tiEe.
You are a studenl of journalisrn in Paris workingfor
Cos,ropolilan magazine during your summef vacation.
there was no one in the of6ce when the phone rang, so you
prcked ,r up You vc never spolen English on rhe phone

beforeand misunderstandeverythingSpeakerAtells
you. Afrp.. minurp or \o. €nd r-, rullbv onFr ing ro ger

soneone who speal<s better English.

Cdl 2 You n.k€ tl€ <dl 16.30 lo(d tihe,
You workin the 6nan.e department at Daimler'Chrysler in
Stuttgartand are responsible for the management of the
companypension scheme. You want to querysomethin8
with the flnd mDager at Barclay s Global Mutual Funds in
New York, Neil homas.It's ralherurgent. You frnish work

Calt 3 You receive the caU 15.00 lo€al time.
You work jn the sales d€padment of GenehlA.ciden!
Insuran.e, UK. You areholdinga meeringinyour of6cc ro
discuss the training programne foryour new intake of 25
sales personnel. At frrst, you have no idea who SpeakerA
is when she/he calls probably a sales rep Iron one ofthe
computer companiesyou contacted on lhe Internet lhe
othei day. Be civil, butget him^ero,fthe phone.

Cdl 4 You nek€ the cal| 10.45 locd time.
You work fora smallpublic relations companyin Bath,
UK. Eighteen monrhs ago you met SpeakefAat an
international conference in Chicago Helshe works for
Burson Marsteller, the world's biggest PR frrm. You got
on veiywell and stayed up till tiree jn the morning. You
mentioned youdtove to work fora bigger company and
she^e offered ro int@duce you to his/her boss ifyou evcr
came to Boston. You're jn Boston at the LoganAirport
Hotel. Yout nobile number is 7s1 533 200.

It's sa d there's a universal anguage of business, but ii so, it's
not too clear what it is. Just saying hello can get you otf to a bad
start, with well-qualified Germans wanting you to call them Herr
Doktor Pfofessor and Americans wanting you io just callthem
Chad or Erianna, Even 'Yes' and 'No' can cause problems- To
most of us, a nod is 'Yes' and a shake of the head is 'No'. But in
Bulgaria, Greece and Turkey. the opposite is true- In Mexico and
Japan, the word 'No' is often avoided altogether ln fi,4onterrey,
they may just be anx ous not to disappoint. In Nagoya, it's the
harmony of the meeiing they don't want to disrupt. In Brtain. the
best route to harmony is thought to be humour. And with bad
weather, bad government and bad public transport, they certainly
have plenty to joke about. Perhaps ihere's a cultura universal
there, after a L Cultures that have less fun feel the need lo be
lunnY.

Yo!'t! hop€l€arl

L6am to b6 morc assertivo.

Okry, bot avoid ddng h,3ln63s
in btln Amdlce.

mty good. You could b€ o
pollllden.

Exc.llent! Nobody 6ls€ can gal
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Scenario E The difficult
customer
(p125, exSl

FEEDBACK {Setf -evaluation}
The Deal
1 Did you reach an agr€ement? Yes/ No/Almost

lf so, whal did you (almost) agree?
Total feei 

-

Maintenance and suppon
anangementsi 

-

Payment terans: 

-

Any other conditions: 

-

2 Do you think you got the best result you could
have gol? 

-

Th6 Proc€ss
I How much did you explore interests as

opposed to a€uing about positions?

What qu€stions did you ask to uncover the
interests of yourcounterpan? 

-

What (if an!,thing)do you think you could have
done bett€r? 

-

Compare with your partn6r: do you agree with
each other's self-evaluations? 

-

l9 Negotiating
The transfer (pl19, ex4l
N€gottitirg t€afi 2: Mrn6h€rt€r UDit.d
You lepresent the managem€nt of Man.hester United
rootball Club andare inierested inbuyinga young
s[petstat farwa / nidfieldel / defender / soolkeepet (dsk
Tean 1 far his ndne) who plays fot (ask Tean 1 for the name

oFnis.lrr). Yourjob is to negotiate the Enancial package

Youdo nothave to sign this player. there is no shortage of
young inteharionals waDting to play for the world's most
famous football club. But he is something sp€cial. With
the right training, he couldbecome one ofthe world's top
players within the nexr 6veyears.

It's in your interests to:
. pay no more than the standard wase (already high at

€s0,000).
. go for a five'year contractwiLh ahealypenalty for early

ternination - f2 milton (you dont want to inv€st in
rhe development of a player who disappeals to another
dub afteljust a few seasons).

o pay as low a percentage of merchandising profits as

possible (perhaps 8% you don't know how popular
the newplayerw'll be with supportels).

But you mayneedto be fleibl€ on some of ihese points.

. the use of at2.5M housewith sixbedrooms and a

swimmingpool, ina quiet suburb 12 miles ouisrd€
Manchester(you already om this property, so it would
not incur extra costt.

. three 6rst class flights home with BtitishAirways.
You understand the player.urr€nrly has asponsotship
deal with Adidas, which would have to be cancelled. Nike
are your current teamkit sponsors.

fte negotiationjs scheduled to be hcldat Old Tratrord.
Fifst, wirhyour te:m, work out your opening, targetand
walk-away positions for each of the folowngpoints.
When you are ready, welcome the playel'sagents into
yourboardroom. You nay tale two five-minute time outs
duringthe neeting, if you need them. Wlitc down any

l5 Solving problems
{p91, ex5)
Sp€ak€r C

Read the business &lemna below.lhen summarize the
basicproblem to the rest of yotrr group andbrainstorn

Acompanythat makes industrial cleaners and sels them
by directmail hadu obvious problem -boringproduct,
botinShaiket. the question was: how could they get

05 Business travel
In arrivals (p34, ex3)
SpeakcrB
It is 9.30 pm. You arein rhe crowded a(ivals area at
Newatlairport in NM York. Tlerehasjust been a terrible
thunderstorm and it is still poudngwith rain.
You have just ardved two hours lateafter a nightmare
flight frcm Cologne. Nohally, you areagood Rier, but
th€re was so much turbden.eyou wefe almost sick on
th€ plane. You don't know who is meetingyou, so you are
lookingfora sign with your name on il.
Tobe honest, you don't feel like telking nuch and would
just like to go straight to yourhotel, have a showei and go
to bed. But maybe youshould eat som.th'ngliSht first -
it's a long day of neetings tomorrow and youwant to be

l}lis is your 6rst time in New York.Its a piry you feelso ill.

ADDITIONAL MATERIAL
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03 Keeping track
Sorry? (p2l, ex3)
Speaker B
I listcn to your fartner rcadi g out Part I ofaD.iti.le
Ask th.n to clarify anlthi ng you don'l understand. When
you're dearabout what the infonnatjon is. write it doh'n
in full. Che.k ca.h point you .larilied wirh yorr partneral

2 Now read out fart 2 ofdl( arri.lc to your fartncf.
When you read th. infornxtnrr ir botd,.ough v) they

Yourpartncr should ask you fof thc dr.t inf(rmation Lhey

nissed If not, kccp readingl

ifyourpirtlicrjnst says S.iry?', fcply sorry what?

A TALE OF TWO BNOTHERS
TPART 2l
Adidas and Puma are now both large
mulilnationals. tsut, in terDrs ofthe number of
cmployees, Adidas is over four Umes bigger than
tuma, s4th a worklor.e ot39,000. Adldas is
also rhe world s leading soccer brand. Celebnry
endorcements include David Beckham and t€nnis
champion Andy Murray.

PuDa, of cou.se. has its orln share of celebrliy
endorsements. Top athleles. such as the
Iastest man cver. usain Bolt. wear hma. so do
internatlonal rmk stars llke Madonna. Not quite
as prominent in soccer as Adidas, Puma has a
conslderably greater presence in Fo.mula One",
where it is ihe number one producer of driver
wear Joini ventures with Ferdi dd BMW have
.lso led lo thc dpvelopment of somF of Pumd s
best-selling shoes.

Very few family businesses break up as
dramatl(ally as the Dasslers dld. But then very
few lamily businesses are even half as successful.
And some say thai the break'up was actually a
good thing because il mouvated both brolhers
to succecd and created tMce as mmy local job

Adi and Rudi died back h lhe l97os - predictably,
they were buried at opposite eDds ofthe town s
cemeteryl And the Dassler famity no longer has
control oteilher company. But relations didnt
really lmprove behveen the two firms untll 2lst
September 20Og when, to celebrate world peace
day. they ananged a football match - not between
Adidas and Puma, but between the bosscs and
lvorkers ofboth tactories. To prddt any dispute,
both logos were on the footballl

0l Making contacts
Conference advice {p6, ex5}
Speaker B

one thing l've leaned aboul conJerences is always 1o carry

'usefulstufi'. You d be sulprised how many people don'thave
ffle right money for the coffee machine or fum up to a talk

\,'/ithoutapen. Lendingthem yours is a great way to start a

conveEationl B0t, whatever you do, don'tgive your busness

card t0 everyone you meetoryou'lhave a mountain ofemarl

when you gel backllvake alew noteson the back ol useful

cards and throw away useless ones at the end of each day.

Also, use coffee breaks to hke notes on what you've learned

and who you've met, oryou llforgel il alllater.lt may sound

strange, bul l'd skip the blg presentations. You can network

much better ai smallgroup sessions where you can talk more

easily. A word aboul audience etiquette.lt's very bad manners

to walk out ol a talk halJway lirough, even if youle not

enjoying it. Think how you'd feeMl,,lake sure you gel to see

something of Romewh e you rc there -shouldn'tbe a work
and no play 0n the subjed of \4ork, remember, the hotel

bariswheretherealnetworking getsdone. Finally,dresslo

impress. Best sun, best shoes = besl results.

Posted by Gianni Corbucci at 8,06 pm on 7 oclober

O7 Making decisions
The decision-making meeting 1p47, ex4l
Plan B

1.41 lfyo! rre unablc lo fei.h a dc.islon, perheps ll
is bccause lhe hlnr s.ri.s ilself ne.ds to bebrmght iito
the 21st cent!try. Whynot nuke Bond a womrn? You.ould
reverse allth. stcreort?es and attracl: nes'audicr.e. You
krow rhe actress bclow is interestcd. Read herprol'ile, then
listcD to an ln I erview .tlra. t.

name and age
DianeFairchild 26
nationality
Anglo-French
marital status
single
height
1.78 m
physi@l pu.tuits
swam for her universiry black sashWhite Crane Kung Fu

cxp€rien<e
Did a law d€gree atcambridge before going into acting.
A isang star who has become'hot prop€rty'after her
hug€ succe5r in the action thriller Spider-web. lhough
'typically Eritishlth€ Americans love her.

Wona Golden Palmatthe Cannes Film Festival.
r|3ual t€e
At least 52 million a film-
(omments
Likes to combine se ous lheatre work with escapist
6lm5.Thinks a female Sond is whatthe 007 series needs.
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09 Smalltalk
Comments on cultural sensitivity test
Dilemfra 1: Business people fron Latin andtuab
,ountr res tend to r.ve r m ',- flF.,ble poly.hroni.
attitude to time than theit monochronic' North anclcan
and North European counterparts, foiwhom time really
is money. heir'high context'<ulture also placesareater
emphasis on personal relationships than 'low .ont€xt

'ftre message?Trynot to be too busyfor Brazilians or
Italians and dont mess upAnericans tight schedules.

Dil€En.2: Minns with colleagues our of work hdurs
is an integral parr of business in Ameri(a where many
companies are run lik€ sports teams with the boss as
borh captain and coa.h. Elsewhere, there maybe a strong
dividingline between work andhome.'Ihc message? In
social situations, simplybe yourself. Neither do anything
thatoffends you northat you think may offend your hosts.

Dilemm.3: A good sense ofhumour is an admired quality
in many cultures notably British, American and rnost
Latin countries though lhe t'"e of humour nay vary
ftom wotdplay to sharp sarcasm to innuendo andeven the
sureal. In orher.ulrures, howeler prrticularly cermani.
ones humour is not usually <onsideled appropriate in
a business context. Ihe message? You don t bave tobe
acomedian with the British, but always smile at their
attempts at humour. With Germans orSwiss,leave the
jokes for the bal after the meeting.
Dilemma 4: Ihe amoun t of so<ializing you do plior to
and duling a negotiation will depend both on your own
and the opposing team's negotiating styles, andwhere
.henegJrrdrioni b"ngheld. tn .rpr-.forexdnph.rhe
negotiation pro.ess is long and relationship building plays
an importanrpari. The sameis tru€ of the Middle East.
ln the USA, things move faster, and their negotjating
style tends tobeboth more infornal and adversarial.
In Germany, there naybe little time for shalltalk. Tt1e

nessage? Follow your opponents' lead, but do a1t you can

03 Keeping track
Didn't I say that? (p23, ex8)
Spe.ker B

I Lisien to yourpariner rerdingour some senten.es.
Can you spor rhe discreprncies? Query any you hearusing
sone ot thc cxpressions on page 23.

2 Read out the following sentences to your partner. Each
one co.tains a silly discrepan.y. Can she/he spot it?

a Ive got three.hildren - one ofeach.

b We met the French negoiiating team at theii
headquarters in Lisbon.

c I m worrjed about this ftip to Denmark. For one thing,
I don't speakawotd of Dutch.

d the nanaging director must be at lcast 70. But it's his
grandfatherwho really tuns the company.

e I work tor a 6rm called N€twork Software. We make
washing machines, fridges, that kind ofthins.

l3 Being heard
Hang on a minute! 1p80, ex1)
Speak€r A
Read the short article below about inteycultural rueness
etiquette. ln a fewminutes, you are going to tryto read
italoud to your partnerin under a minute, so first check
you understand everythingand markplaces where you can

Yourpartner is preparing to read a similar arri.le aloud
to you. So, when you areboth ready, decide who will read
first. Read as fast as you can, buttry to make sensel

As you listen to your part ner read, you shouldinterrupt
them as often as possible to clarify anything whi.h isn't
absolulely dear. Your objcctive is to stop them reaching
rhe end of the texrin a minute. See who can get further.
Good luckl

Do bus ness across cultures, and you'll be faced with a minef eld
ot dos and don'ts. But whose dos should you do? And whose
don'ts should you avoid? The Chinese, for example, traditionally
enter a room in order of seniofity, whereas in Spain the boss will
usually make a late entrance. So who enters fitsl n a Spanish-
Chinese meeting? In Singapore, strong eye contact is considered
aggressive. But, according to Austro-German superstition, you
must look people djrectly in the eye whenever you say 'Cheers' in
a bar lf you don't, you'll be unlucky in love for seven years. ls it
worth it? And, in these times of globalization and the networked
economy, can there really be such a thing as a business unch
when in New York it's al about business and in Paris t's all about
lunch? They say 'When in Rome, do as the Romans do.' But
what ifthe Romans are meeting the Koreans in Krakow?

You'rc hopeb3al

Loarn to be moJe ess€rtiv€.

Okey, but avoid doing bu3ine33
ln lrdn An€dc&

Pr€tty gpod. You could he a
politcian.

Exccllenfl Nobody.be c€n get
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06 Handling calls
Unexpected phone calls (p4o, ex5l
Sp€aker A
CaU r You m.ke rh€ ca]l 17.30 lo.al tim€,
You work in the marketing department of Shiseido

Cosmeti.s, Tokyo. Phone rhe rdvertising deprrtment of
Cosmopolitah magazine, Paljs. You want to speak to elther
Monique Leblanc orPhilippe Rousselabout the cost ofa
full page adveltiscmcnt.

Call 2 You r€ceiv€ th..a 10.30local tim€,
You wolk for Barclays Global Mutual Funds in New York
and deal with corporatc investment. Yourcolleague, Neil
'nromas, deals with companypcnsiot schemes, but you

have no idea where he js. He went out to get a bagel an
houtand a half ago, and hasnt bccn seen since. You're
verybusyandhave lo keep puttingSpeake/ B on hold lo
deal with differenl. problems. NeiLs mobile numberjs 181

650 777.

Cdl 3 You makc the call 15.00 local time.
You are a saLes representative for Fujilsu Computeis,
UK. You're calling Speaker B ar General Accident
Insurancewirh a quote for 25laptops, which theyasked
for by respondjng to one ofyourcompanys Internet
:dvertisenents. You have a range ofdiscounted prices
you can otrcr from $19,000 to $25,000 depcndingon the
model. You could enail these, butprefer to phonebecausc
it gives you a chance to get an appointment.

Crll 4 You rec€ive tl€ call 10.45 local tifle.
You work for Burson Marsteller, the world's bigg€st public
relatbns company, and are based in Boston, USA ln lhe
cowse ofyoutjob, youget togo ro a lot ofconferen.cs and
me.t a lot ofpeople. You can't always renernber them all,
although it's an important part ofyourjob to pretendto
do so You'vejustSora newboss, who you don\ like very
much, and are on yourway to a meeting with her now

Scenario E The difficult
customer
(p125, ex7)
Sp€ak€r B

You are a senior sales representative for Flow
Information Systems (FlS) andare about to negotiate
the sale ofa supply chain rnanagement (sCM) system
wirh Speaker A, the lT dire.tor for Freightllow Inc, a

transport and logisli.s company.
. ln a previous telephone conv.rsation with Speaker

A. )ou quot.d r\er J $frwire i.pn.e fpc of
$70,000 plus an Dnual maintenan.e and support
.harge of 320,000, makinga total oft90,000.
theysccmed to be fairlyhappywith this quote
and claimed they had thc budget for such a sun,
although, ofcourse,you expect them to offer alower
fi8ure in the negotiation you are about to have.

. Your .ompany is having a poor cnd of yeat and
yourboss has authorized you ro offer up to a 15%

dis.ounl in ordef lo secute a dealwith FreightFlow
roday, but thatt your absolut. limit. Your boss
would fire you ifyou offered morel

. For lecal reasons, FIS has a policy ofonly seuing
soflware licences with maintenan.e included and
you are not aurhorized to selllicences without lt.

. With authorization to otrer such a geneious

discount, ifne.essary, you do.ote$ect there
tobe major problems. But you nced to make this
sate, so if theve are problems, be prepared to askas
many questions as possible to make surc you reach
an agreemcnt.lfyou need to telephone your sales
nanaser (youf rrainer) to get special authorizatjon
fora.on.ession, you.an.

Coodluckl

Scenario D Tricky
conversations
(p101, ex7)
Speaker B

SITUATION 1 You are the team leaderfora long'running
projectat FIS's London of6(c. Speaker B has been se.t
byheadof6.e in Seattle, USA, to h.Lp you finish otr
the prolectwithin the next three months. lhjs is not a
problem asyou are makinggood progress and shouldbe
able tofinish in ten weeks. But, to be honest, you dont
like head omce interfering.lhe Iast time this happened,
thefe were allkinds ofareuments about heeting
co!rpany rcquilements. SpcakcrAseems nicer than the
last person theysent, but you like to do things your oM
way (de.ide why this is thebest way) anddon t nced
assistance as you have everything undercontroJ
Speakcr A will starr.

SI IUATION 2 You arc a sales manageralFlS Barcelona
and SpeakerA is a star member ofyour team, even
thoush they'vc only been with you for six months.
Unfortunately, however, 360' fc€dback has shown that
theyare not popular with the rest of the team. ]}ley don't
turn up for in house training sessions, tale time off
work whenever they feel likc it and, worst ofall, do not
refcrpotential clients to colleagues who maybe better
qualified to deal with their iT requirenents. You place
great importance on team spirit (you decide why) and
want to encourage SpeakerA to be more of a team'player
in future. Listen carefully to what they have to say, but
make it clearyou need to see a chaD8ein theirbehaviour.
You start: IPartnels nam el, da yau ha"e a nonent? IA hke
to have a .hat with you abaut the tean appraisals. Let's get a
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Listening scripts
OT MAKING CONTACTS

! r.or

Two thousand yca.s ago, n was the hom€
of the anricnt Mayan .ivilizatbn. Toila,
Can.(n is th. most popular rcsort in
Mexi.o:its unspoilt .oasrlin. a o3tcr
sports paradhe. Wjth ns 426 rooms
ov.rlooking the Caribbenn,24 houf roon
scrvi.e, erpress.heckout, oukloor pools,
resid€nts only h€ahh .luh,nd 200 nehs of
ex.lusive p riva tc bea.h, the Hiltdn Can.nn
is ratcd aoong the three best hot€ls in
Latjn Ameri.n. Whether swimDnlg with
th€ dolphins or playine roulert€ in its own
oFshore casino, you.an be surc ofan
cr?erience !o renembe. Or why not take
advantag€ of thc Hilton: .a. rental sewice
and er?lore thc nearby ruins of Chi.len
Itza? Whatcver your company s needs, send
tlem your reqlnenents a.d they will plan
thelogistictfor)ou W!.tsmo!e,ifyou
book on sp..ial v:lu€ d:tas, you ll get:
generous 10 to 30% dis.ounr. This Far, why
not ler you. annual .onfplelco bc part of
Can.nnt 2,000 yc old tiJition?

Hallan hour ffom therrond's host ronanti.
.ityand rai€d bt .onf€ren.e organiz€.s
the hottesr'v.nur in Europ., Disnryland"
Pads's corpora tc .lien ts i n.lud€ An.ri.an
Express, Unilever and MCL Ifyou ihrnk
busine$ and fte ri,' Kin! don t mix, the
Dhney' nagic wiU soon .hange your mind.
wi$ tu udiqueatnosphere and superb
6 y equjpp€d .onwentior ccntre for 2,300
people, its 95 n..ting roons nnd 3,000
square nctles ol e{hibition spa.c, Dnneys
thdme park h sur€ to be a huge success wnh
bothyou and yourfrnily As well as fabulous
banquetine fa.ilitics for over a ih.usand
people, l)isncy is abL to amne. sp..i:l
priv:tc.vcnts, su.h as the.ma2ing Journey
through Timc and th. Cape Crribb.an'
adwentu!c or, ifyou prefer, golftournaments
a.d rdah-building 3ctiviti.s. Walt Disneyi
aim rvas .lwayr to nale pedpl. happt
.nd tlat lim now exiends to (trporate
hospitality in $e.ultural h€art of lurope.

 t321metrcshish, hishor thnn the Eifiel
Tower and only {j0 meties shorter than
the Enpne State Buildins, rhenrBnin.ent
Bui AlArab is one ofthewodd's ialest
and nost luxurious hoteh. Diamondwhite
by day and a r.inbow of.olours nt night,
o..upyinga.cntral lo.aiidn in Dubai with
fllgbt conn€ctidns to 3I rhe naid.iti.s of
theworld. rhc BurjAlAnb tunbines the
latest iechnolosy with thc nnen traditions
ofthcpa\!. Sp.cious d€luxc suites lrom 170
ro 780 squar.mrttus,in rooh laptops wirh
lnteriet access,lL l .onlerencc ta.ilities on
thc 27th noof, , vlP helipd on the 23th, a

sorde..doDcdbaltrooD and a wond .ra$
resburant with specta.ular vi.rs across
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th€ Arabian culfallmake this thc ultnnate
business venuc As thet sat in thc lnirates,
'Wcl.one, h0.oored guest

! r.oz

A o!, hi, David. How rre thintss? We r{eE
iust talkingabout the guy ov€r th.r.

B wh.,
A th.hig,tall8uy in the srecn tie behind

rhose somen. Inc guy sbndingit thc

B oh,y",h.

B Yes,thafsKarls.helling

B S.h€ling Iles the.ew dirc.tor ofR&D

B Ycah, thafs right Ni.rguy I wis tau.idg
to hrm last nighrintbebar.

A oh, hes at the tlilton?
B Yeah He was telins me about howhe

B Yeah, apparentlyhewasleadhunrpd
fron Philips ftcy Dade hin an.afcrh€
couldn t refuse. Doubled his salary.

A Headhu.tcd? Dont erped Philips
are too haPPy, ther Altharsensnive

A He'sprcscnring,nnthe?
B Yeah, he! on this:fternoon. Hes talking

about drta sccurry

B No,nerehe ison the programmc: trab
Se.urity in ihc Connected Econonrl

I r.os

C chris, who', that nan overthcre in the

D You me.n thegrdysuit?
C No, notlinlOver therc, srandlngby

fte entran.e Ialkine to that woman in

D Ob, yes, rhar'.s, cr, (bafs his nrn.?
william Hill. Hall.Willian Hall that!it
Hes at thd Sheraton ahcre Iln staying.
a.tually. He:s bead orre*arch:! sony'
UK. Yes, h.:giving: bl! on... whc.e s

nyprogramme?... An, y€s, h€re it is.
Ern,.. yes, on New C€neratn,n Caning
Systems. Ten otlo.L or satulday, I think

C Mm, sounds intcresri.g. He docsn i look
very happy, though, does he?

D I'ell, no. Ncitherwouldyou inhis

D well, this is jusr r runour, nind you,
but, erm, I vc heard they may be nro;ns

C R.rlly? tue you surc?

D w(n,no,burrhats wh.t r he*d.
C A.d he dosnl wint t" -ake that novc?
D Well, tbe thilg is: I'nnotsurc rheyle

keepinghinon.I think rhey $am a

Ceman to l€:d thc team.

C ol',I se€. well, no wonde.he's

! r.o+

E Anne. you loow ncarly everybody hee
Whoi ihat woman in the brom jack.t
wnh the long red han? Shes talking
to thatotherwomar, rhe one wirh th.

F Oh,tounean, Ireni, IreraStefanowitz?
E Yes, whoisshezl sawh€r.onineour

oi the Marriot lasi night with a whol.
gloup ofpeople Coingto somo dinner
party, by tle l@k ofii Sounded lik.
they Nen spcaking Polish.

F Yes, she s a prore$or ar ih€ Wa6aw
Urive6ity of Tech nology. And I rhink
shc does quite a lot ofconsultancy work
as well Am:zi.g spe.!e! You sh.uLdgo

E RP.lly? whifs she ralkingabour?
F I rhink she\ doinga session thjs year dn

inndvarion strateSids.

E Inlerestjng. You knor,I ngding |o be

workingon a projo.t in Krakotr next

F Krakow? Oh, you'l| lov€ it ther.. V.ry

E Y.s, if aI goes well. there might bc a lot
nrore work rn Polind.

F Oh, well, inthat.ase, perhaps yon
,Iiould neet lrena.l h sure slril bc
inrerest€d in talking b you

E ns, perhaps you r. riAht.
F I should Mm you, lhough...
E u hat?

F Well, she's qunc innucntial in Wa6.w
E oh,yes?
F Yps Letls just say n doesnl pay ro gd

on the wong side of hel A liiend of
hin€ lnewher well.'nr€yhad abit of
i disaereenent and his latest ploject
proposal was re)eddd hy the authorities

E H.rn. okay, l'll rcmember thar.
F But you must mecr b.r. ln fad, why

dont I intodu.€ yor now?

E Em, we[, okayrh€n...

! r.os

G ... So,rF ay, ih,fshowitendedup
.osling ne ?5 eurcsjusttoe.t rron the
ailport to thehotcll

H Oh, dcar. hrell, I did warn you about
sone of thosc mini(ab drilers.



G Yes, yes, I know. t ll wait in the queue

wirh the resi otyou.ext time...
An'ryar l€fs chanse the subFa ..

Whot tlat blondewoman dv€r there?

G lhe on€ in the bla.l tl{ss. Ov€r rhere,
ralk'ne to thos€ two guys.

G those two fte wonan with h* ba.k to

H Oh, L€r! Ibat! MargoTimmerman.
G Ab, so thar's M,rgo Tinmerman. I

thought so. she stillworks fo/Cis.o,

H Yeah. Heads upthentechnical
dcp.rtnent i. the N.tbcrlands.

G Isn tshegivingthe keynote prcsentation
tomorowmo!ning?

H Yes, shes talking:bout ner serve.
technoloey or sonerhing. Why?

G Hmd,ldquii€ Iike to ralk to herifl
8et rhe.han.e.Is she siayingar the
Mrriott, do you know? Imightlea'e

H Ern, no, she s p.obablr oftr ar tle
Hyatt. Ihai s where nost of the Cisco

G Ah, risht .. Lhten, you seen to know
he!. You couldnt introduce us, .ould

H Er,w.I,totellyouth€truth, I m rolly
not the best person to ask

G oh?
H No. she,er, used ro be ny bo$. You

knoq years ago. we, er well, l€cs just
say we had lery ditrerent idc,s about
how to nanacc a proje.t. And she, er,let

G You mea! she 6rcd you!

H Yes, wen, all right Keep your voi.€
down! I rasnt exa.tly 6red ..

I r.os

A 16 rhh tour 6rs visit to Rrcsia?

B !r, yes it is, actually. Fa*inatin! pla.e.

A Yes, isnt it? I .ome here quitc a lot.
what do you do. by the way? I see you

B Howddyou know?.. oh ycah, ny
badg.. Y€ah, I n i! R&D Molecular
nod€ling, to b. pre.ise.

A R€.lly? we sholld talk. catr I set you a

B [I, nothank.Imhne.

B Well, j6t:.dfi€e, rhen.lhanks. So,
what line ofblsiness are you in?

C Hi, Fiona Hunt. Sun Mi.rcsysrems.

D Erm,.o Er, Mi.hael Steele

C Pleas.d to neet /du, MiLe Tryoreof
th€se rhey'r.d€li.ioc.

D Er, lhanks, but I m allersi. to mafood.

C Oh, then t.y the .h€rse dips inslsad
th€yte really goodl Hav. $€ met
somewhere beforc? oslo, perhaps?

C Mn. l was sure I re(ognizedyon...
You F an Aqunui ar€n1 you? I can tell.

D weu, I donl know l'n not really into
boros.opos, I n ifr.id.

C whens your bnihday?
D o!, er. Februarytb€ 2nd.

C I kb€w itl A tt?i.al Aquarius.

D Er, yes. ceez, is tlat the time? Ilyou'll
e(use me, I have to make a phone call.
Itt been ni.€ talking to you.

! r.oa

E I reauy enjoyed your talk this tuorning
F oh, rh.nks. Yeah n went quite w€ll. I

E Yor had sone very intere$ing things to
say. l'm Any Coop{, by the way. Ys, I d
like ro rall to yau about soneofyour
ideas. My .onpany m.y be interested in
you! produ.t. Where are you staying?

E I'm at the Hyatt. Why don'twe 6x up
a tim. to.har ov€. a drink? Herus my

F ol,, ttunL".l'u" got nin"t'"-..

E Don t worry. I know whd you are So,

how are you €njoying the .o.feren.e?
F well, n's been good so far Mor.peopl€

than ever this year, But, or isnl this
weather awful? Half a merre of snow
this morning, I heard.

E Y€ah. n 8ets p@tty cold hd€ in Mos.ow,

F Ern, would you ex.use ne a noment?

! r.og

G so, hows busines?
H !he. this mergersmeant quiie alot of

work for us, but, 6ne,

G Hmn Well, nerg.^ are orten dia6.ult
so, er, what do you think about the

G the nil striles i! Fr.ncc. h was in the
news again this morning

G I n.an, it nst:t{e.t a conp:nylike
yous you behs in logisti.s.

H Ir, no, I lhint you ve hade : nistak.,
Imnot in logistid.I wo|kforAudi

G Audi? Oh, sorry. tholsht you were

H That s okay. !., if youll cxcure me, I
nustjust go and sy hello to someone

! r.ro

J I like your watch. An ODega, isn't it?
K E!, well, to be honeit, dont &n 

"nyone,

J Nolltell, itlooks realtome. Wh€re did

K Turkey kcostme 2s dollaB

LtsTEl{tt{G scRtPTs

J AoazinglSo, do youlnod many people

X No, not r€ally. ltt the 66t tim. t ve b€€n
to one ofthese confer.n.os.

J Me too. so, whats rour horllike?
K Hmn, prdty.omlorbbt. Nothing

spe.ial, bur it's olat I suppo!€

J Ycah, youie at the sheraton,:ren t you?
l,astyear, they held tbh thing i! Mexi.o.
-Ine Hilton Canc'in. Fabulous hotel,

K Can.nr! A bit warmer than h.re, thenl
J oh,y€ah.l wcnt there on holiday on.e.

Bcautiall pla.e, Can I getyou anything

K oh,rhatsdl dsht Illcomcwithyou.
IA like some more of that Beluea.a;ar

02 MAKING CALLS

tirr

B Hello.

A H€llo.ls rhar Dut.h llydbz

A Can t have the a(ounts department,

B Yc!

B Tnis is the a..ounts department
A Oh, right En,Id like to speak to

B Ycs

A well, why didnt you say so?

A I hope so! I n calling about an irvoice I

I r.rz
B Hello, a(ounts d€partment. MariusPdt

A Ah, Mr !dt. Just rhe p.^on I wa"r"d to
sp.ak to. I m calling aboui an invoi.e I

! r.rs
A Cood morning, Chen€rand Broohe

B Ycs, please... er, Justa mom€nt...
A Hello? Ar€ you still th€r€?

B Yes, sony .. um..
A How.a.Ihelpyou?
I oh, yes, (an I sp.ak to, d. ro,.r...j"sra

minute... ycs, to, er Cath.rin€ Melor,

B
A
B

Ccrtai.lt Wbo s .alling, ple.se?

Can I have your nine, pl.asc?

Oh, yes, it: Ran6n Berensuer.. from
Gcrex A.€ Pharma.euti.als.
'Iha.!you Can I ask the purpose of your

Oh, y€s. Ii's about, er... an invoi.c.
ft anLyou, Mr Berenguer. l,uttingyou

A

B

A
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E r.r+
A cood momins, chen€yand Broone.

Can I h€lp you?

B !r, y.s. ftis is Ran6n Ber€nguer from
6enexA.c Pharnaceuticak. Can I speak
to Calherine Mellor, pl.as€?

A c€ftanly, MrB€.engue. ca" r,"k!h€
purpGe ofyour.all?

B ft! abour an rn,onc.
A Puttingyo! thro"eh now

! r.ts
a Ca! I h€lp you?

D can I askwho's calling?

c Can you spetl |hat, please?

0 cr I give h€r a messag€?

6 Can you t€ll him I called?

f canyou read that back to ne?

3 Can you sPeakuP,Pleaf?
h cd you tell me when she ll be back?

i Can you g€t ba.l< to he withi. th€ bour?

J can you ask hd to callme b!.k?
K Can I get back to you on that?

I Cdll€aveanessag€?

E r.re

Hello. this is Ch€ry]. I phoned you about 6v€
times yesterday, bui you w€ren1 in. Anywa,
I corr€cted those 6gur€s you fded me. Okat
speaktoyoukter.

Hi, P€ter Anne here. I wanted ro talk ro
you about ih€ p.oje.t oeetingtomorow,
but you re obviously not there.lhegood
news is we nnished ph,se one on time As
I €xplained, I har be a little lat€ for thc
meeiing. So justed:h.ad and startwnhout
ne I'lljoin yo! atabout ten

Er, this is Zoltan. Just to lct you know I
sta.t€d the report this morningandjusr
enailed you th€ 6rst part. Oh, I in.luded the
quart€rlyaccounts i! the report, too Letne
knowwhat you tnink

M. Cart !, hs Philip Heath. I tal!€d b ou!
stock.6ntrol hanaser about thevenezuelan
consignnent and he says we despltched
the goods a wcck ago. Ile shrpping agent
says they deliv€red them this moming. So,

Hello, Mr Carter. Ihis n RyanHopefrom
Silv€rsia. I called you a couple of wecks ago
about an €stimare lor a contra.t in Malaysil
!rm, w€ discu$ed ny clients r€quirenents
ard, well, I expected to hear fron you last
w€€k. Could yo! give ne a call on 01865
555959as soon s possible, pl€se?

Pete ht ne. Sorrtmate,I tried everything,
but head ol6.e say we can t have any mole
time. They say th€y wait€d sia months for
tb€ prelimjnary r€port, anotha six oonths
for the fe*ibilhy $trdy andnow th.y want
to ree some resuits. Anyway,lbooked the
(onference loon for three tomonow. cive
ne a .aI wh€n ,Du g€t in. We n€€d to talk
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i r.v
H', it's S.iji. Listeb, then€gotiations heru in
NaSoya are soingplettywell, but we seem to
be doadlo.k don price. canyounuthoriz.
ne to otrer them a 14% dis.ount on 50,000
units? I think that should do n

Hi, it s Jim. Lhten,I m in a bit ofa pani..I'm
at th. Elpo in Dublin and, you oon't bclieve
this, but Ive lost tb€ menort sti.k with fry
entne pr.sentation on it! Could you enail
over my PowerPoini slides as atta.hmenrs as

soon as po$ible? ftanks!

Hi Tonyhere.l m stil sru.k in a heeti.g,t
h€ad ofice Arc you maki!8lrogresssith
thc conferen.e aiianssnenis? Pleasc nake
rure you .onta.t lhe speakers lo confirm
th€ir attendance Cheers

Hi, Kate h€re. I m with the people f.ofr
LfoTag h Seattle and they re qucrying orr
invoice for th€ third quarter Can youask
soneonein a..oums to che.k the 6gur€s
and reinvoi.e thcm if necessary? Ihanls.

Hello, thisnAlnia lhis Gurgcnt Ireally
need a .opy of the Turin r€port from you by
lomonow afternoon at the l.iest. callnc
s[eight back it youre havins problems

Hi th.r€, tlis is MiLe.l-isten,I v€ Bot an
.ppointment ovcr ai your offi(cs on Fridly
Do you wa.t to meet up? Mayb€ so for :
.offee or sonething? oh, by thc way,lar
sends his resalds. Catchyoulater. Bye

! r.ra
CeU 1

A Hello. 'l}is is Patrerson Mcars, sylvia
wlidt s officc. -Ihank you fo! .alling. I m
afrajd Im not able to t:ke your.rll right
now, but if you d like to leave a messagc,
please.lo so alterthe to.e and I'll sct
ba.k to you as soon as I ..n.

I Hello, SyL"ia Its Tin cu(is from thc
Sydney otrce. I just wa.ted tolnow how
the ne.iing with the peopl€ from Temrc
Slpernarkets weni. 'his is a rally
good.!an.€ fo.us to start crporling k)
Britain. I hope theirvisit was.su..css.
E., gir me a ring when you aet in,
would you? Bye now

A Cood. Sowhoolsccam€? Dr, did
Srephanic Hughes .ome?

B [r,rheyspntJonathanPowell fr.nr
th.ir marketing d€p,rnent insraad
and Melanic Burns, who! in.hrr8. of

A Oh, riSht I didnl meettbem in London
So, did you show then the pro.Bsins

B I.lid. here wasn't tihc to do a rour
ol the fr.tory, bul I showed them thc
pirkinsd€prhenl and the fro.zrr
u.ik. Ihen we sav. thcprcs.nration
Ian ind I :nd took them out tu dinner

A (icat. Did they say when theyil lpr us
Idow? I mern,.lo you think th€tllpla.e

B Well, t.s r,o.:rly ro sat. But I rhink
th.y werc quitc inpre$ed.

Y.ah, he asked D\. r lot of qucst ns
abdut ourquahty conuol
Uh huh.l thoughr hc hiehll hop€ you
told him h€hgot no wori€s there

Thcy said they d b. in tou.h in the next
&ruple of days dr so. Tneyweio a bn
hltrricd at 6rst about British.ustomers
...cptingourprodu.t. Althoueh th€ydo
soll other€xotn m.ais alr.ady. Ostri.h,
f,,r cxanple, and thals quite popll.r

A
B

A Erm, ex.use n0 fOr a monent, Sylvir .

soryabout tha! Ijusthad to sish ror
somo$ing. Wherc werc wr? Oh, y€h,
th€y we.€ worricd .bour UK .usr,mers
a(eptineou pr.du.t, you s:y?

B wcll, I don't think irt a probl€m. Er, you
knowwh:tthc 8!its.relike anrnal
lovcrs and all thar. InLy w.rcnl sure ir
poople would r(ept kangaroo mprt as

a! alternative io bcci
A Kangaroos are nn .ure and lov,ble to

B w{ll, something lik. thar. Bur I told
them thqle not exa.ny e..langered
']norc are twi.e as nrnykangar.os
h Austrria as rhere:reAustralians.
(angaroo! been on th€n.nu here for
years Ileyagreed it rasEs eood and, as

I said to then, it, a rcallyhealthyoptn,n
lcn times le$ fal lhan a beefsreak and

.o.han.cof s.tting nad cow diseasel

03 KEEPING TRACK

! r.rs ! r.zo
C.Il2 ErEd.
A Hello. Tincurtis. A fte probtrn is money.
B Hi, Tim.lts Stlvia!.a.I Sot ro"1 B s.try what didyou say?

_ message A theplobten ismoney.
A sylvia, hi. so, how did n eo? B oh,,".=,:r
B Itwertpretty well, t ilink.'heysent Eftr.Gtb

three Deoole in the end A 
^, 

h"vcro'"..h rd Jonbyr,rla Th,pPrw- .,t",. " Bo,l na.,.
B Y€h, tbsews Bill andaws, hudof B sorry, when did you say?

m?rr pdchsing. I,hrnl&,' n d h'a A !e* *..t .
when you went to the uK hsr month.

A .hr.'.Bn.
when I spoke to hjm then



A An upgrad€ wil.osi $3,OOO.

B Sory, how nu.h did you say?

A lhra ihousnd dola6, at l€asr.

I oh,asmu.h asthat?

A Ildik6 Dudls spoke to ne about it

g sorry, who did you say?

A lldit6 Dudas &on the Budapest of6cc,

A fte (onpany isb.sedin Taipei.

B sory, where did you say?

B oh, leally?

A fte whole proje.r nighr takc 13 months
B sori, howlo.s didyou s:y?

B oh, as long as that?

! r.er
A Okay, so, just to give you a suhfrary of

tbc salcs figures for last nonth.
B Last month? Dontyou hean this

A No,l nean lastnoith 'IhGnontht
6gures arenl ready yet, are they?

B oh,no, of.ou6€ not. sory.
A so, ovcnll, sal€s for last month ar€ !p

rgain - by 2.6%, in r:.t, whi.h is pretry

C Er, 2.6%? shouldnl that be 6.2?

A Yeah, upby6.2%. Didn't I say thar?

A oh, ..right.well,youknowwhatl
nenn So, anyway, the thing is, we re
getting th€ b€st results in DcnnarL and
Norway - 30,000 units.

C Thirty tho$and?That doesnl sound
;ght to me. 'Ihnteen thousnd surely?

A No, rhc fsures are h€re D€nnarkabd
Nor-ay: 30,000 nnits.

g Denmark and Norway?Aft you sure?
'Ihat .anl be right. sales have hcv.r
be€n good in scardilaua.

A ftats just the point. Sales in
Scandinavin .re usualy teftible, but they
were exccllcnt i. June.

C Junc? lsn't it JDly wele ialLinsabolt?
A JulyrYes, ofouFe. Juty! ifyouAju$ Ier

h€ finishlWhat I w,nt to knw is if we
conld sell our produd in S.andinavia in

C Jult
A ... in July, th€nwhy.d1wes€ll it therc

B Cood point Havc you spoLen to John

C lvel,ls:wJih this morningasl w*
coming in on his way to play golf, by

A What? Are you sur.? Wait till I s€€ hin!

I t.zz
A so, wel.ome to Tokyo, Matt. Itt good to

nive rru on tne t*m
B hanks, Sallt lt'sgood tobehere.
A l think youie goine to enjoy your rhree

montls here, Matt, Now, this is Sharor
HaL Sh.s th€ person you U mosdyb€
work'ng with on th€ proj€ct.
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lead the first round of negotiations on

B You m€an rhe 3oih. risht? The I 3th is

A rh.r's risht. we re rhedded thc nBt
meeting fo! next w€dnesday. Janei will
be able to brief you b€fore then. ftis is
y.ur big.han.e.I m.ou.ti.8on you,
Matt I know you wonttet me down

04 IISTENING

!t . ^^

A Jam€s, do youh:ve a minute?... J.mes?
B Oh.hi,Ingrid... E4sont,wbat wes

A wetl, iti, just that r need to have a word
with you about the quarterlies. But if
you r€ busy,I.an.ome ha.k late!.

I Yeab, okay... lneanno,no, thaCa6n€
... Sorry, what wrs it you wanted to tall

A lhc quart€rlies, Jmes. Only the
o€etings o! Fndat and I still havenl
r€(eived 6sures from Hugh :nd Alison ...

B Yes, yes, I n ljst€ningl Erfr, so Alison
stillhasnt *nt you her 6gures?

A No, she hasnt, but l'm dealins with that.
It's Hugh I m having problehs with.

B Hugh? I thousht w€ wer€ talkinS about

A And Hugh, Jmes! lhis is the third tin€
now he s bee.late with his qurrerlies.
I keep sending him .€mind€6 and he
k€€ps ignori.g th€ml I thought you

B Hmm, would you like n€ to ralk to hih?
A ftacsrhat Iju*. . Look, Janes, youte

obvn,uslyin the midrl€ of sonething
else. I fijnk I'd betrer talk to you late/
when you.an giwe me your undivid.d

B Sorry, lngnd, sorry! ... Okay, wh€re w€re

A Tim, w€ really needto talk about your
teanl cxpense clains. Franl{1, they !e
Settinsour of.ontrol.I dont how to put
this, but sone oathese restaulant bills

I Nicol€, B€ v€ dirused thn befor€ and,

A Tim. could I just linish whd I wa saring?
B'Iheres noneed,Ni.ole. wchaverhis

s,me .onv.rsatio. justabour dcry

A But your tcans total expens6 ar€ now
almost twi.e as hu.h as everyone elsell
You know we have a set budget for ..,

B Nicole,let me stop you righr there. My
team has farnore.lient.onb.t than
anyon€.lsei! So it'shardlysurprising
wetespendingmoie on heals and
cnt€rtaibing, now is it? And I mtSht
renind you that weare rlso bringine in
a lot more busin€ss the anyotber tean.

A Uyourtju$ let ne 6nGh. .

B

B
A

B

Hi...SorrtId'dni.at h your name.

Sharon s in .halge of our .orlorate loan
deptutnent. Shc'd 6orting out an dlnce
for you at themoment You'llprobably
be working ove..t Emptc HoDse

Sorry, where did you say?

Enpire House. ltis ourof6.€buildingon

A

A
B Jim, y€s. Wbocv€r's in €harge of

Norrhern Europe th€se ilars.
Jin Mlnroe. l.oul.!n1 He had to 6y to
Scotland. His morher's i[ 3pparently.

ther€ must be some nistake.

B oh, okiy
A Donlworry,Illt k€ you ov€r rhere

lat€r. Now, you and Sharon will be
reportingdlr€.dy to Daniel Cash, our vP
for .orporate 6nance.

B Oh, righr. And hd .r th€ vi..-pr€sid€nt

A Corpo-k 6nan.e, I thou8ht you rwo
had met? An'e.y, Dani.lh had to ruh
ofi to a m€€ting, blt h€ told ne to sat
he.l meet you both at two tomorrow.

B sorn Idont undesrand lthoushtthe
whole tean was me€ting tono.row at

A we w€re. sut, er, sodetbinsGne up.
Antdat Sharon .an 6ll you in on most

C Yes, you ll hare rwo ashrants workjns
eith you, Maft- Jan€t Wbir€ and Robin

B Okay, Janet White and Robi! ...?

C selleF Jandsolrtop ne/g{s and
a.qunitions spc.iali6t. I think you two
will get on well Sbe'lIbe helpingyou
with your resear.h, And Robi.'s your
interpreter H€lr very familiar wit!
busib€ss pb.edures her€ as well as
being fluent in Japan*e, of course

I Sorry, l'n not with you. Inrerpr€kr?
what do I n€ed an interprekr for? I
ihougbt I was jusr here .s .n advisor

A lrm... the situation s chadgcda littl€
si..e we last spoke, Matt. Wea now lil€
you to lead the negotiations with tbe
Sapporo Bant.ln fact, that will be your
main respoftibility.

I I dont quite see what yo! mean, SaIy.
ErD,I mno neeotiator, €spe.ially not
lor : bksver as bie .s rh's. I n the guy
with the po.ket .al.uhtor I justnaLe
sure the hgures dd up.

C oh, ."-e on, Matr Yolte too node*.
We know you ra.k .ecord. Jlnet .:.
take .ai. ofthe figures Wewaltyouto
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I No, letn€6nish, Nicole! Ihave
repeatedly.sked for €xp.nse budgets
to b€ perfornan.e related and you have
repeatetUy blocked that idea b€ause ...

A Whoa, now wait a ninutel I haven t
blocked anything. As a matter of ract,

A Now then, MrHepbum Ther. d€
obviously one or two details k stil
need to son out, but, in p.in.ipl€, I

a ... we ve sot a deal?

A Well, y*, 1 ihink so

B Spl.ndidl So if rou I jusi sign h{e.
A Erm, yes, of .ouree, in just a noment.

Now, as you knoq reliability...
8 ... is a najor.onc.h roryou. Yes, I lnow

that. And,let ne assure you, you have
no wories there. You U be one ofour
priolitycustom€rsl I'11 seerbu g€t the
very best serice.

A Er, y€s,,€lL, thatsgood to klow It has

been quite a few years sin.e we last did
busin€ss with tou. Must be at l$st...

L. six years, as a matter of fa.t. I .he.k.d
rn our.onpuGrr€.orqs.

A Six years? Is it really that lo.g? WeU,

any{a, }ou ll und€rsbnd I just want to

B . . you don t €nd up eith th€ drong
consiSnnent like you did last time!

I th€ wrcng consignment. w€ s€nt tou
the Mong consignnent. And then it
took !s w€€ks to e€t ih€ ridt one to you
becaN€ of d administntive m. Re{
a$ued, Ms d€ vnes, that won i hapP€n
a8.in. we ve got a cond€tely ntr ord€.
systeh now o.. hunrLed per cent

A Erh, w€ll, a.tually, It forgott€n all
.bout that consignnent ... I was going
to say w€ n.ed to nale sure you r€ aLL€

to shorten your delivery tih.s whenever

B Ah,

A But now you nention it, that delay w.
had six years a8o did .ause us all kirds
ofproblems...In fa.t. now I thinkofit,
it ,as something of a nighrnare. Ern,
maybe I need to have another look at
your proposal, Mr Hepbum, and get

back to you on it in a .oupLe of weeks.

B oh.-.
.a . ^.

A l$, I tbink it's time se hid a .hat about

B S!re, Sallr what s on you. mi.d?
A weU, I've been lookins.t ou dnul

spend on T&D rnd, &:nllt it s pretty
hi8b.

B H mm, ar€,ou sains we ve run over
budgetonthat?

A Well, no, we.€ stil within budget

- jus. Don t worry We keep a tight
.ontrolon that. But when You look at
the per..ntage of enployees re.eiving
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trainingeacb yea!, it's only about 20%
ofthen. For what wete sp.nding, that
doesbt seen v€ry .ost ctre.tive.

B Do you mear we should be shoppinS
atound fo/ .heap.r training?

A W€ll, thaCs cerrainly one thing k .ould
do ro sve money. 8ut I think it.rfrorea
question ofef6.ienct

B wl'a! do you mean bt eficiefty'?
A Well,look at this- Last y€ar, we ran three

s.Paratet'he managenent.ou6es ror
th.€€ separate units in lialy. Coddnt
w. hav€ put all thdc peopleon just one

B Sorrt I'h not guite with tou.
Arenl tbere limits on the numb€r
olparti.ipants to get the malinuh

A well, y4, ofcou6e, bur most ofthse
courees wdent even fully attended

B Oh, light.
A Sowhydon'twe cenkalizetrainin!?
B Ccntralize? How do you mean ex..tly?

Donl we use fleelancers for training?
A Yes, but ifwe oftered alltraining fiom

lhe oost (eDtral of6.c in ea.h country
wc oPclate in, w€ .ould combine
.ourses, sare money and a.tually tr.in

B Mn. Is€e what you're sayins ..

3 r.zs

A Aoundl Come on in. How s it going?

B Oh, 6ne, l,ouise, 6n€, l fr pi€tt/
busy at the homent sith $e Expo
arangenents. BDt 

't 
s all Soing well

A Ob, the Erpo. Yes, of course. It! Soing

B well, yes, r thinkso.
A cr€at, greatlw€u now, you said you hd

an idea you wanted to run Past me.

B Er, yes. well, you know how normally we
give out hundreds ofbusine$.a.ds ai

I And the! p€ople just lose thed, throw
them away o! forget who it was that
gavethem tothem in the 6rstplacel

I Well, I found thn .ofrpany that
produces fairly ine4entiv€ diital
busilcs <ards thatlookjust lik€ an
ordinarybusiness card, but tou can
pul them into th€ CD driv€ ofyour
conpurerand th€ycontain all this
multimedi. @ntent.

A Really? Muhimedia busines cards, you

B Yeah, I mean, you .aD put slid€shows,
animations, audio, video, €v€rything
on $€m - a flll .ompany presentation,
client testimonials,.omfr ercials,
show-rc.ls, rhelot.

A oh, rharh inklestina video and
slideshows would bc great.

B Exa.tly.Imean, we..e a m€dia
conpany, aft€r all shouldn t our
businas.ard, be a little mohligh tech
than 

' 
piece of cardboard?

A tught,Imwithyou Goodpoint.Sohow
nu.h are these 6rds?

B well, if we order a thousand, it wolks
out at less than a europercard.I mean
th3t wouldbr: fonune fo! a nornal
business.ard,I know Bur this is the
sort of thirg people will make sur€ they
don t thrce aw.y h€caEe th€y ll want to
seewhatso. it Wbat do you $ink?

A Hnm, ni.€ i&a. I IiLc i!. Of course, we d
have to pui th€.ontent tog.th.r.

B No problem. ta.v€ that to n€.
A ol<rn iL€n, let s give them a ty. Ord€r

a thousand and we ll see what the

.n- l zo

A Maria, are you busy? | n.ed to talk to

A well, you remembernow she blew up at
last w€€k s hi.k otr meeting?

B How will I €ver forget? Have you spoken

A I h:ve, but I n afraid it didn't do much

sood. seems like there's just a lot of bad
.henistry between her and rhe rest of

A Antmt I re given th€ ritu.don some
tbousht. And I ve deid€d to pul h€r off
the pmFd :ltogeth€r.

I oh, realy? Do you think that s wisc?
I men, howis th aoing lo aflect our
tinelin.? Jeand€: th. most €xpen.nced
pcrson ,€ v€ got worli.g on this.

A i lnow' but I n thi.&irg of b!i!8in8
Martin in to tak. ove! he! .ole.

B Manin? Y.s, he s good. But wouldn t
that nean taking him ofithe Minerv.

A It would, but, to be honest, I think he's
rather wasted or that.

B Oh, why do you s.t thad
A Well, Minerva s not really a priolity

iight now' is it? And ! think we could use
Marti. b€tteron this. B€sid*, Martin
thinks the whole projed rhould be
targeted nuch more towards thc Latin
American narkst. And, fr:nkly, I ag!.e

B Latin Imeri.a? Are you sure? Do you
have figures for that?

A I do, as a natteroffact.I'llehailthen

B Okar 6ne. Jcr one question: wh.t .re
you goi.g to do abour J€ann.?

A Oh, don . worry about that. L€ave
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A So, crant, })ow are pcoplc i. your unir
rea.ting io ihese n€w stru.tural changes

B WeU, we ve had a lot of mix€d readions,
io be honest. lt's.otbeen.asr,

A sowh3t youle salng is youte setting
$ne push back fron your people.



B well, some Esisraocecerrainly. But,
I nean, thats normal when rDuie
inplenentinc chaige on a (alelike this.
Its reaUt a question ofkeepingpeopl€
inlormed, nan.ging their expedariom,

A HIm, sounds like you think w.
should be having mor€ infomation

I Y.s. tht! .ight. I think it! inportant
to be open and honest aboutwhat's
bappening andhow it willaftect people
at alllevels ofthe compa.y.

A In oth€r wdrd6, show people ihat we
hav€ nothing to hide, that we re not
doing anything behi.d their backs. we
wdt ro inwlve th€m.

I Right
A Ok:x so the way you see it ir we need

nor€ op€nne$i nore uanspar€nct
I thinl kI go along with that. Ddes
anyone else hav€ any views on tlis?

C wel, i asrce with a lot of what Grani
says, but I .lso thinL we need to deal
b€rer wiih peopl€ s fears. w€ need to
be prdenting rumours flying :bundi
showing people that, in many ways, it s

A So, for you, it! a guestion ofrestoring
son€ stability Yes, thafs a goodpoint.
Olay, weu, thark, to. your input,
everybod, I think it s good to be
dis.ussin8 these issu4 at this stage ...

05 BUSINESS TRAVEL

I t.zs

A Ex.us€ ma. ls there soo€where I could

B certainly, sir, lher€t a business centr.

A Diayou p..k your b.gs youFell sir?

B Weil, no, nywife... Ob, ei I mean, y€s.

A could I ask you to open your luggag.,

B oh, all ri8hr. wilt lhis take lons? obly
soneonesmeerin8 m..

B Er, window pl€as€. But not near an
€merg€n.t eit, if p6sible. You can't put

A Ihis js yolr captain speakjng. Weie
now at our .rui si 08 altitude of 11,000
metres, rEking Sood tide Dd just

Passing over rl'c costa Bnw:
g oh, look. lhere ir is. Full of Bntish

A canyou tellne what tinetou stop

B Hala past ten, nadan. Ar€ you a
residmt? I .an r€s€rve you a table if

^ 
rr, Heathrowarrport, pre.se. rermrrr
1.I n in a bit ofa hurry.

B well, l'11 do what I can, sir. But the
taffi. s tedble this nornins, Sone sort
of a..ident n said on the radio. Might b€
quicker taking ihe Tube.

A British AiMys regret! ro announce the
late departure of night 8A761 to Bu€nos
Aires. lhis is duc to the late arrival of
th. plane from Argentina Estinat€d
departure time is now 1510.

B oh, here w.so againt

A'nris is youdprain spealdngagiin
W€'re in for $ne lurbulenft, I m aJraid.
So, aor your own safety, rculd you
pleae r€turn to tour rars aDd nake
sure your seatbeh h fasFnedwhile the
'fast€n seatb.lt' s ign lemaiis on.Ihank

B Erm, €x.us€ ne. You re sittinson ny

A I n sory, bur this bag is !@ havy to
take on a hand luggage. You r€ only
allowed six kilos. Yo!'ll hav€ to chftk it

B But I v€ got fry cohpute! and
everythingin thele. And gifts for my

A I'm afrtd I I have to checl your hand
lusa:se too, na.tam. Could you open
this side po.Iet? And, €!, wouLl you
nind rot snoking, pleas€?

B oh,lo sorry.I didnt realize.

A Have you got anything small.r, sil?
Don t think I Gn .han8€ a tweniy.

B uh? oh.justa ninure. ftt see.

A ]her€ has been a cbange ro th€ s.hedde
for tught 84?61 to Buenos Aires. This
flieht will how d€pa* frcn Cate s9.
Would all passengers travelling to
Bu€nos Aires please 8o to 8at€ s9.

A tught. That's fin€, $aDl you, nadd.
You d so thrcugh now

B What! You v€ just unpacked ev€rything
in my suitGe! How :n I suppos€d to go

A Could you swit.h ofi your laptop now,
please, sir? W€ r€ about to ldd.

B Uh? oh, yes, of.durs..

A H€r€ you aF. K€.p th. .hanse.

B Oh, thank you very mu.h, madan- Hare

A Ex.us€ me. Eb, doyou think l.ould
have an rarm callat halfp.st six
tomorcwnorninS?

I ce.tainlr mdam. could I hav. you.
lood number, please?
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A cood afr€rnoon, ladies and 8enrl"-e"
Fljght 8,4761 to BrenG Aires is now
(eady for boarding. Would you please
hlv€ your passporis and boarding .dds
ready for inspation

I And abour rime tm!

V r.zg

A Ei.us. ne, could you tell me wh*e tb€

B certainlr sir. th.F! one jusr a(os the
lobbn by the elevatos.

A ftar's 6ve quid, pleare.

B Em, i ve only got a ten, I m afr.id.
h rnars nne. Jo rnars nv€ pounos r owe

you Justa minute.
B By the way, .ould yor teu ne whi.h

way s rhe nearest Und€Bround?

A Exos€ n€, m I soing the .ight way for
the shopping mall?

I Er, !o Erm, you n€€d ro so ba.k rhe
way you .ahe till you .ome to a big

B Turn lefr, ihen take a righr ar the
parki.g lot and the ndl s right in front

I To th€ City?

A Ycs,pleas€... oh, no!

I b there a problen?
a I'k just rearized I left hy bdef.ase wfth

my wall€t 
'n 

ihe b6t of rhat tai!

B oh, rhank you. Er, whodo rmakethe

A Er, just webstels will b€ 6ne. Did you

B E,yes... Everything was ... 6b€, Er, is
there a .hemist s nearby, do you happen

A whnh way yor headed, mato?

A ftat s quite a few blocks from here. Can

I wont that be e4ensiv€? Maybe I
should lake the sub,ay.

A I wouLL t rt rhis time of nighr. Cab l
piobably only @st tou 6ve or sjr bu.ks.

A one way or round trip?
B Er, one -an please. Is there a ..rt I .ould

use for my baggag.?

A Sure. lheyr€owerbyth€phon€booths.
You U b€€d two quarters.

B oh, rhen .o,ld you .hense ihis for me?
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Corv.satid 8
A Eh, a.u* me.l h lookinsfor a gls

B Oh,.ight Ape!.olslarion.I think
iherei on€ at th€ next mund:hour

A Pardon ne? ... oh, you mean a tnf6.
cir.l.. Grear. Ibadks a lor

! r.ao
ColEEtio. r
A Hello. You must be -.itins for m€.

B Mr de Jong?

B How do you do, sir l-€t n. tal<e those
for you. Didyou havc a good night?

A Not bad, 
"ot 

bad. lr's even colder he,e
thd Cape Town, thougb. A.d we re
having our winter.

I Oh, yes It s rained all week, tm :6aid.
Alw.ys does for Winbl€don

A Hmn? Ob, tbe tennis, A.tualy,l was
elpe.ting to m€€t Mf Hill.

I Yes, sn rn afraid M! Hill had to so to
a n€€ting. He sends hb ap.logies. He
said to take you straiSht to your hot€|,
gi@ you a rhance to freshen up an.l h€ ll
hedyou in. couple of hou6 orso

A oh,right. Fin€

B You must be tned after you! long 6ight.
A Oh. not too bad. luckil, I nan:g.d to

ger some sle€p on thepl,.e.

! r.sr
C6t.dtio.2
C CreglInoverhe.e.,.
D Caroline! cood to see you agai. Wow,

it s.rowded hee Inearly nissed you,

e rknow. udnryou *e meMena.50,
bow are things?

D Fine,6n€ SBa. sends her lowe

D Very well Congratulario$, bythe wat

D on tourpronotion,
C oh, that. Yeah, well. if you work for the

srme .ompany long enough ... Now, my
.arljusr 6v€ minutes asar Lel me h€lp
you with you. bags.

D Oh, thatt all right, Well, nayb€ rhe
really leavy one,

C Now, I thought we could gd some lun(h
6rst, and then go ba.k to the of6.e and
dosomework. Oh, youie staying with
us, hy the way. Davidls dyins to o€€t

O Soun& good io m€. Dawid, y€s. A n€w
job and a newhusband. so, how s
harriedlif.?

E t.tz
Con!6.dd3
E Misssh€ndan?
F Yes, you must bc Atan Hayes.

E that s right.
F H.ll..Ihanks for coninBto meet n€
E Notatall.wethoushtitwouldbe

gui&. this wly you cn meer the
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wbole team thn afternoon. We thought
youmishtjusr want to rdd this evarinS.

E so, howt buriness?

F couldnt be bertcr. so we're au se! for
th. me.tin8 tomoaow?

E we.eltainlyarc. Martin se.dshis
r€gards, by the -.y.

E He'sine. so, how was your Right?

F oh, pretty good. I got upgraded.

E Lu.l9 youll}lat n@rs€ctu to happen

F Mm. It .ertainly nakes a differcncc. I

.ould set uscd to it
E weu, now, d€'ll go *nicht to th€ offico

if thafs ok,y with rou.I? likeyou n)
meet crahah Ban*s He's thc head of
or leg:l d€parm€nt.

F Yes, I think I spoke to hin on thc phone.

E oh, yes, ofcou6e. Noq let s see ifwe

-r- . ^^

G M.orada?
H Er' yes.

G Hello. Welcohe to London InSharon

H Er, from Sabrc Holdings?

G Thats risht l'm the head oftha M&A
dcpdtnent - Me.g€rs and A.quisitions.

H I*. Iwasexpecting... Naernind. So,

Miss Miller Plcased to meet you.

G Pleased to met you, Mrol<ada, Now,
I ve Aot a taxi waitinA outside. So why
dont we let the driv{ take thoscbags of

H oh, tbank you vdy nu.h.
G we'll drcp your thinss ofi'at the hotel

we b@ked you into the savoy. I hope
that! 6kay, I think you l be .omforr,ble

H Yes, thatwillbe 6ne.

u !,€:r rhcn r thouBnr w€.ourd merr
up wah my,ssirtanl Geri Kingand get

H Gerry Kng? I donl thi'kl know him.
G Her, adually. No, she's just joincd us.

She s got a lot of questio.s sh€A likc to

H Yes,.f .ourse.lwonder.. Itwasalery
long dight ... Do you thinl I .ould Co b

G Yoh, sur.. W€ booled a tabl€ for ] .30,

H I m a litrle tir€d and 1 ne€d to flesh€n

G Of.ourse. We ll che.k you into your
hotel and then neet in, say,thre€
qu.rters of an hour?

06 HAT{DUNG CALLS

E r.ea
C.ll1

B Oh. hcUo. Dotou sp.al English?

A Er,... yes,alittl€. can l help you?

B lhis is Anne Cookfrom Wi,t C,r?

I Anne Cook. Wna. Car?

B N. oo, sofy, I work fo! t14iat Car2l n a
jouoalist. Er, can you put ne throush to

A rn afraid ldoDl undeBtand. Canrou
spoaL more slowlt plase?

B Y€s, IA like to speal to Yv€s Duponr, if

A Ah.. One moment, phas.. lll get
soncore who speaks better English

B fiankyoui

! r.:s
c.ll2

B Hdlo Is that Joaquin Fuentes?

A Er.. Yes,speakins.

B Joquin.It'sCeofi Wbite.

B N€rworth syst tr? we spok€ tast week

A ol, yes. I m sorry. c@ff, of.orB€.
B Er,y$,Ary va, I m .allirg about those

pr'.es yot wanRd,...
A Oh, yes.. Lisien, Geoif,Im rfraidl.anl

talh right now I'n i. a m€eting.

B oh,ts€c.
A Yeah. Can you cal ne ba.k $rinan

B Ero,yeah,sure No probtem,

A Okay Illspeaktotoulater ..No,wair,
.ould you jus ebail ne lhc igures

B Erm, ycah, yeah, sure.

B I ll do rhar iighr a*ay.
A cre.t. th.nks for.alling.
B Y,uh,bye.
A Bye

I r.ss
C.n 3

C Jim, can you get th,tz
A Uh?oh,okat... Yean?

B Hello? Is that western securities?

A uhhuh whai .an I do for you?

B llk is Laua Cono from Trnobr Idlike
to speak to (:rl Lesonsky, plcase. It s
about. pe$ion fund.

A J{st a m'n!re. Anybodyse€n Karl?...

B Do you know *hen h€ltbe back?

A r'o idea. He s usually in by now Probably

B oh, I see. w€[, perhaps you can help.
who an I speaking td?

A Er, Jin sahs€. But,.a... Oh, just:
mirutc.,, Er, hello Ms Cono?

B Ysl
A l-ook, I doht normally deal with

pensions.I think youA bett€r wait tiu



B Well, when will that bE?

B well, thats helprul.
A Okay. Look, give ne ten ninutes. l'll see

if I.il rca.h hin on h's .€ltphone.

B No, dont bother. I llcal back later

! r.ez
C.ll4

B Ah, Mr Senna. HeIo. l'm sory to bother
you. You s€.r€tary gav€ h€ ,rui mobil€

A 81, ihrtir okay ... Can I sk who s .rling?
B Oh, I n sorry. this is Nigel Wat€re. We

net at the Expo in Sao Paulo last year,

A Oh, yes, Mr wate6. How are you?

B Fine, 6nr. You sid if I ws €ver in
Rio you d introdu.e m€ to your boss?

A Oh, Yes. Un, so tou re here in tuo?

B Dar:right
A Em, weU, it's a bn dir6.uk risht now.

I n on nt wayto, meetins. Bnt... €r,
leare it with De I'llsce whal I can do.

B Right.

A CaryouSiv€ ne a conra.tnumbe.?
B Oh,y.s,Imstaying,..
A Justaninute, where'rnyorganizer?...

B Yes,I n stayingat the Mirador in
Copacabana, hs 548 8950,.t roon 314.

A 3 1 4 ... okay. I'[ rry to nake ihe
arrangemenls. Donl worry,I ll sort

I creat.
A And, er... Oh, the traftus novins. Look.

l ll get back to you tononow, Okay2

B I canthear youveryw.ll.
A No, the sjgnalt braking up. Speak to

I Okay,6ne I'llwait to hcar tom you

07 MAKING DECISIONS

! r.se
A wel.one to the In conpan, Business

Pod.ast. Inis we€k: th€ art of

B ln business, is itbettcr tomateSood
decisions or better to nale lots of
decisions? Pere. Kindeid.J,, the foudd
of Dorling Kn&rsley Books, is in no
doubt ltdoesnlnatt€r, hes,ys,'if
the de.tion you mak€ is nght or wrcrg.
What mtiere is thai you nake ir :nd
donl msteyour companyt tim€.If
tou nale the decision, you begin to
distinguish thr sood fron th bad.

But Mi.hael Uegeman, whoruns rhe
Meeting Network.t 3Mo, tales .
dit{€r€nt view. He .lairu thrt 'not aI
suc.esstul m€etinAs €nd with a dectsion .

'Decisions, he says, 'are the Valium of
meetings.' Pcople think, creat, wc've
6n,Iy nad. a dftision. Now k don t
bave to woiiyabout that issue any noft.

So who's dSht? Does decisivene$ lead
to good decision rDking? Or is th€ b€st
decisiod somedmes no decision?
'ftc answer is partly .ultural. ln .ounrries
like $€ United Staies, for €xample, rhe
:bility to nake speedt dc.isions is valued
be.ause decisions t.nd to leadtoa.tion.
And,.sAmelica is an a.tion ori€nted
ehure, bej.g seen to be adiwely doi.g
sonethi.g h an inpoftanr part ofa
menasert)ob.ln Japan, on the oth*
h,nd, danaSe6 nay prefer to gredudly
build up agrement anong their colleagues
until the.ight (ourse ofaction simply
energ€s without a cons.ious decisioD
€v€r h:vi.g b€€n mad€. By contr$t, in
Fnnce thedechion makingpro.edule is
very ditrerent fron both theAmericd and
JapaneseapprG.h.s. For ihe Fr€n.h, a long
process of logical debatc generally pre.ed.s
allimportantdecisions someof which,
:s Begeman recoomended. nay never be

How do you make your decisions - by
logically d,lyzine,ll the avail:ble datr o. by
trusting your grt 

'nstinct? 
Re*arch done by

Daniel Gol€nan, tle originatorof Enotional
Intelligen.e, shows that higbly s!<e$lul
d..ision malers do both. 8ut according to
Dan Arielt a psychology prcfesso. at Duke
Universiry, mu.h ofour de.ision-making is
a.tu.lly highly nradonal. For ist.n.e, 

'twas noti.ed sone tine ago thrt ohur,lly
sinilar countries vari€d.onsiderably in
then wiling.ess to donate their bodily
organs aftd then &ath. In A6tria, for
ehmple, organ donarion is 100%, whereas
in Gernany it's only 12.In Sweden,it's86%,
bui in Dennark only 4. How do we €xplain
this dramti. di&eren.e? ln fa.t, it turned
out to be the result lot ofculture, but oftbc
way the org:n donation qu$tionnaire wd
word€d.In cermany and Denmark, p€ople
were asted to tict tbe box if rhey wanted to
participate in the organ doDation progran.
Most di.ln't ti.k it, :.d so dirlnl paiti.ipat€.
ln Atrstria and Swed€n. however. p€ople
Nere asked to tkk the box iftheydidnt
want to pdti.ipate in ihe orge donation
progam. Again, most didnt ti.k it, but
by d€.iding not to tick il, they ended up

So it seens like, given the choic, most of us
are more .onforiabl€ not doing than doirg.
Maybe that's why i. 1999, George B€ll the
forner CEo of web portal Excite - tu.ned
down $e o?porrunity to buy : start-up
se.rch.ogile companybecause tbe asking
p.i<€ of $750,000just seemed too high. Ine
sead €ngine, of.ouse, was Google, with
a.urrelt narlet value of$2s0 billion a

330,000 fold incr€ase since Bell de.ided not

J r.ss
A thallc tor (oning, evelybody. Ok:n

l€ti get doM tobnsin€ss.Ar tou know
wcie here to talk about th€ relocation
to th. U( and l.l like to hear rhat yor
hav" to sa, Now, th€ plan is to make the
6nal move in January, but tlat s a bust
nonth for u,. so, what do you thint?
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Ca! Ijust stop you there for a momeni,
Elke? Th is rcloetion idea Inean,iis
ridi.trlous.I don t think anyone h€re
actually wants to go and live in Britain.
with resP€.!, you don t quite sem to
uDdersbnd, Erich. the de.ision has

Sorn I don t quite see what you nean.I
thought se w€re here to discu$ this.
No, perheps ! didn't nake nyklfdear.
We ar€.elo(ating to Canbndge in
November. Ihat! b€€n de.ided...
So why are we having this meeting?

I f I .ould just 6nish what 1 was sayins.
What re are discussing today is how
to inplen€nt rhe decision. This afie.ts
our S.andinavie ofnc€ roo, ),ou knou
there s a lol to tal( about. Ndw ...

Can I just come in here?

WeU, I dn *€ why re shonld have a
br.n.h in the UKinst€adof S.andiDvi,.
We do most ofourbusin6s ther€. But
wete a C.rnan .onpany. Hea.l ofdce
should b€ hcre in Cernan, surely.

I m afraid that s .onpletsly out of the
question. Ihe decision to relocaremales

Sood ldAistic and e.onomi. s€nse- We re
still a fairly snall buliness. Havirg
branches in ditrer.nt .ounrries is jus

I totaly dbagree. Our markct is
Norther. Europe and Germany is at the
heart of Northern Europe.

Y€s, but 70% of our narket is in $e
UK, Look, pelhaps we can com€ ba.k
to this later I.an see son.ofyou are
not happy.bout it and I agre€ with you
up to a point, bur I:n' lot in a position
to .hange .onpany poli.y. Okay, let:
move on. How are w€ going to handle
adninistration dunng therelo.alion?
Does anyone hav€ any sugg€stions? How
about using the Stockholn office whlle
*e n@ frcn Brden lo CanbridAe?
KjelP
Well, tobe honest, Elke, we feel
very much th€ sme as ou Gdman
colleagues here. we think the d€.ision ro
dos down the Bremen and stockholm

Look, naybe we should take a short
br€ak, EUe.I think on€ or two ofus
would like b have a word w h you in

Right. well, sorry everybody. We lt have
to brcak otr here, I m afiaid. Axel, KjeI,
Eri.h, I'll sec you in myof6ce.,.

A

A

a
A

A

A

A

A

A

E r.+o

A so, Pet€r, how doyou see the Bond role?

B Well, tu.h.rd, I $ink playine Bond i3
rc.lly about g€tting th€ balanc€ right.

B Y€r. I h€an, on oft ldel, Bond is a fairly
prcdi.table ruperhero, He tavels lhe
world, neets beautiful women, drives
fast .ars, has a joke for every dangerous
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situation b€ 6nds hjmselfin, gets
.aptuied by the bad gu, but alwaF wirs
tlmugh in th€ end I nean, that s 6n..
I})atsan iDportant part of the Bord
lormula.Itswhatpeople cohe to the

g But for us to.ar€ about th€.haracter,I
think he has to give us som€ surprises.
Wr have to @ b?hin.l his sup€.h€ro
nask frcn time to time, We have to
see th€ man behind the Legend - and
stugSliDs to uve uP to rhe l€se.d.
W€ have to soe sohe soall siens of
weakre$ I thirk we have to beli€ve that
th's time Bond justmight not make ir.

A well, San, youle an Ao€dcan. ls that
goiDg to be a probl€m for 

'ou 
plainS

C No,I dontthinkso.And I'vebeen
mrking on my English a(ent. How s
this? "Ih€ naneh Bonil, Janes aond.

C Butatuau, Richard,... er...I don r
s.e why Bond has to be British. I Dean,
Bondh just what*er you want hin
to be. the nuic, thestunts, th€ b.d
guys, .-. they r€ not ,hat nake the
6lm Hubou! t theinportanr thing.
B€cause if Bond isn't funny, th€n itsjust
a silly 6lm rith lots of €rplosions and
car chases, and exoti. wonen who g.t
killed just aftertheyneet Bo.d. Bond
isn t Batman. He s not . psy.hologi.aly
damagedsuperhero. He3 an old-
fashioned adventurerlike Indiana Jones.
And h€ ha io k€ep his rens€ of fun.

A Now Jon, how d"you see J,."^df
playingth€ part of Bond?

D well, 6btrn Rkha.d, ta hake su.€ Bond
I ooks dange rous. Be.aur€ that's wh at
Bond ii. 6rst and foremosr akill€r. He
hs . li(en.e to kiU. Everyrhins el*
rhewohen, $e.a6, the eadgets ar
just perk of theJob.

A You dont think that s a bit "d,tm
D cone on, Richard, rhis ir Bond wete

talking aboutl I think p€opl. ned to
beli*e in the a.tor playing Bond, b€li€v€
that he ! really .apable of viol€nce, even
does his own rtunts. Of.ouF€, peopL
sp€ct thesFial effets, tlt€ eroti.
locations and the glaDour, but thaf6
.o Sood unles Bond looks like h€ realry
neans busine$. so I d jusr play Bond as

ne, Richard.'lhrtn all I ev€r do ahywayi

A charles, you vc wanied th. Bond part
fora long tine How would you play

E w€ll, Ri.hd, we're seen a lot of
<lif€rent v€rsions of thc Bond .halacter
now, havent we? Irle a$asin, the
.hauvinist, th€ l(ma rhe cdedian, the

A
E

A You nean set the novie6 inthe 1960s

E Yes, why not? I hea', lhar's wher€ Bond
reallybelonSs. And I thibl by putting
Bord ba.L in the 60s, yo! lvoid the
problem of !.ying to r€inrmt bim in

E Look, ehen you ask people who ihe best
Bond ador was, who do th€y generaUy

A weu, dif€rert p.ople have difi€rent
p.€fercnces, but genelally, I suppose
mostpeople would say the cla$k Jama
Bond was Se.n Con.€.y.

E Exactl, Now why is that? Id say its
becaus€ htu Bond was true to the tine.
And thats what IA [k to r{rcate.

f r.lr
A Diane, this would b€ quit€ a protesioml

ch.lleDge fo. you, takins over as Bond.
Wouldpeople a<.€pt a womn in the
pa|t, do you think?

F well, fdklr no,l don'r ihink th€y
would, Rnhard ft d be like having a

woman play Supernan. And what are
you going to call her? Jane Bond? lt
would b. ridi.llous. But...€rn.. I
don't rcally see mys€lfbeonins Bond
.. so much as replacing him. I think

you ve got to b€gin again really. Maybe
have Janes 6na[ykilled otrin one or
those spe.ta.ular opaning sequcn.es
befoF tou inbodu.e the ne f.male
charact€r. Now, Bond is a prettyhardact
to follow aftef 50 years, so, obviously,
my chara.ter ha to b€ larser than life
and twi.e as dangerousl lhe slear thing
wouldbe you.ould do all tle old sexist
jokes in rev€rce and nobody Pould
conplain. But.. em..I tbink the
secret ofa fenale Bond is, sheir got to
bave strle and a wicl€d s€nse of humour
or everyone will jun hate her for sefting

08 INFLUENCE

F t.cz

6doua!d, could I Nk you ro take a look at
this design brief? I r.aliz€ tbu alr€ady have
a lot of work on this mek, but it s absoltrt€ly
essential that we get ha.k to the.lient o.
this by Friday. And I think you nay 6nd itan
interesiinA .hange frcm what you normally
do. C.n I l€rv€ it withyou?

John, about my reguest to talc some unpaid
l€av€ - I w:s wondering if you had a mom.nt
to talk about it. Onlt I know how you lke to
en.ourag€ your kainers ro gain some outside
experien.c dd I thi'l( ihis is : r€llt sr€at

oppornrbity to do that. You said you6eu we
need to make savings and with busin€ss a
litdeslowthb quaner I thought it might b€
a sood tihe fo. me to do sodetlins like rhis.

Pm, conld I dk yru a favour? we've got the
psple frcm Shimamm cofri.g over nar
week, and |m supposed tobe takins then
out to dinneranda show, you krow, But
someihings.ohe up and I w* wondd.g
ifyou(ouldtake.areofit I know I already
ow€ you on. for standing in for me last tinel
But, to be honest, you .e du.h b€tter at this
sort of thing than ne, anlrat Would tou
nind? AU tbe arrabgenents a.e oade.Its
justa<ase ot turning up.

Sinone, thank for agreeing to see me I
waited to blk to you ,bout the Mos.ow
trade faii. I really thi.k wc should attend
thG year. I nean, just abour evdybody
who s anybody is going to be ther€ au our
.ompctito6, for sure. Now, I know you re
woiii.d about the.ost, but have a look at
this (port I just le.eived.lts.onpletely
ind€pod€nt, by the way. And it shows
the 6nan.ial bene6ts of attendi.g the
conference overa 24 month p.riod Pretty
idpr€ssiv.. So, I wondeed if you (ould thiDk
about it, ple.se. l'll leave the repon rith

Er Rafael? Listen, mat€,I'v.goi a bit of
a problem and I was hopingyou night be
abl€ to help m€ olt You rehember a couple
of wecks ago I took rhe MoftUi &count of
your hands be.auseyou wele busy with tbe
Brazilians? Yeah, wel, now it seens they
wani m€ b do a tull audit of their whole
busiress and it s going to m€a an enormous
amount of work I wasn t expe.ting.50 I
was wonderingif toutl run theindu.rion
sessn,n for m€ again. You said how mu.h you
enjoycd it last rine. And ir wolrd be a real
help ro he ifyou.ould.

Heather,Ivebeen wanting ro have a word
witb you Ia Ike you to lead the neSotiations
,ith GMK. I was very plesed Pith th€
way )'o! handled th€ (olean d€al and I
think you re readt to tal@ on a bir mor€
responsibility. What il6 you say? Do you

09 SMALL TALK

7! z.ot

A Er, bowdo yor do.I mTon peaEon,

Iixport Manager, Falcon Petloleum.
I r row do you do, Mr P€ar$n. I ah

sa kanoto, Assi stant Dir€.ror of
lnternational lnvestnents, Mizoguchi
Bank. Pl€as€ sit here opposiie th. dmr.
YouIbe n€xt to Usami san.

A oh, okay I rit!€rc, riShr?

B 'ft.tir risht, Hav€ you t.ied green te:
before, Mr P€8on?

A !!, yes, I ]rave. I had it last time Iwas
here. I lile itrerymud.

A.d €a.h time a n€w ador takes over,
the storygets updated - newef gadgeb,

I actually think it might be tine to $op
tho6e €ndle$ revisions and go ba.k to
the world of the onsjnal novels.
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F z.oz

A coodnorning, everyone. IA Ike to
inrrcduce you all to D. alan Winl€r,
who s @m€ over frcn the Atlanta of6..
to spend a few days a! our Fsea(h
cenrre, Wel.one to Berlin, DrWint€r.

B thank you rery mu.h, wolfganS. h was

kiod of you to invite ne.
A oka, leas set down to busin€$, shall

? z.os

A ... Andthen Juventusroredthewirner.
It was an i.credible 3oa,l! Did you s€e the
lazio g&e last night, Miss Steding?

B Yes, I did. Wsnt 
't 

a great makh? o.e
of thc best I v€ ever sedn Butthen,
there s nothing like Italian football.

A so. yo! like football, then?

B oh, yeah. I lore it. tn f..t, ny father -as
a plofe$ional footbauer.

I Y€s. H€ wasnta superstaroranytbi.g,
but h€, er played fo. Leeds

A I}ley w€re, great team in ri€ 7&,

B Yeah, thafs when he played for then.
A Ahazing. Waii till I tell Luigi, Our lew

panns s Gtlq played for Leds Ubit€d,

B Wh€reisLuigi,bytheway?
A oh, he'll bplere soon. Hes nav* the

li6t to drive, not Luigi ...

"\a 2.o4

A Rain stopped play again yesterday, I see

B soiiy?
A'Drecriclct. Ih€y.,n.€Iedthcnat.h.
B oh, rhey didn'tl wcll, we certainly

haven t seen ouch .ricket tht suDmer
A No- Cho<olate bis(uii?
B oh, have wegot cho(olat€ on$?

Blsiness nust be good

C Right, everyone. Er, I 3uppos. w€l

f; z.os

A Righr, sba]l '€ stan? !i6t of atl, this
t Catherine And€Gon from London. I
thint this k your 6nt tin€ in Finland,
nn t it, Catherine? O. have you beeD

B A.trauy, I .an. h€rc on holiday on.€,
but thatwas a lone tine aso

A well, we hope you enjoy your stay witb
us. Now iheie s fr*h .ofiee if yoll like
sone before we beein

f z.oe

A ol{an you guys. thanLs for .oning.
Now iobusine$., Oh, did],ou aI g.t

B Hey, wan up- I ve got a gEt one hea.
C oh no, its one ofMartysjoles.
B see, th*e', lhis gu/ ceorse goes for

a job, right? And it s a really cool job.
Fj8ht h.re in Ne* York. Big noney. So,
an vat h. t k€s a t€st, like an aptitude
test, you knoq him and this wonan.
'ihe.e's two 6f the6 And they hav€ to
iake a test to set rh€ job.

B so theyboth eet exadlythe same sore
on the test, Geo$. and the wonan
99%.

C uh huh.
B so GeorSe goes into tbe int.rviewer's

of6.e. And the interviewer says, Well,
you both got one qu€stion wonS on ihe
test, but I n sorry, we !e giwing the job
to th€ other cndidat€. So G€orge sats,
'Hey, that s not fanlHowcone shegets
the job? And the intervi€wer says, w€[,
on question 2?, th€ guestion to! both
got @ng, she Mot€ "I don t Imow" and
you wlote "Neither do I".

C hafs a tenible joke, Mady.
B No, ,!u see, he €opi€d h.r t.$, right?
A Mrty, w. ve heard th€ joke befoic. lt's

ancient, Ol:r evdybody, tine to work.
I I thought it wd funny.

? 2.o7

A As you know Albert, I m th€ l.st p€Bon
to talL about otner p€oplet private lives.
If the presid€nt of Fra!.e hinself w.nB
to ha!€ an atrair, I donl .ee. I mean,
tbis is not the UnitedStates.

A what I do worry abour is what s Soing
on het{een our wice- presiden t an d our

B 'h€yie h.vins an atrair?

A Hd€n t you heard? I thowl't everybody

B No! No one evq tells de an thing
A I mean, it s not th€ afiair I .de about.

It's hoe it affe.B our meeti.gs. Havo t

A How they always agree on everything.
B WeU, now you motion it ...

10 EMAIL

F z.oe
Ero, well, being ...ed oo ev€ry little thing
driv€s me ntrts.I?say 60% of the nessag€s I
get hav€ nothibg to do with me.

What r cant staidisallthejunk, the stupid
jok€s, aI th€ meding.df.life stuf that
se€ms to 6ll my inbor. All those things, you
know,like,'Send this to ten nore peopl€ ora
disster will hit your city. l o€r, .ome onl
I think a[ the siUy stffi is quite cool,
a<luallt 1})€ jol€s, th€ slid€shos. I n€an,
it s just a way of k€eping in touch ltt not
meant to be taken seriouslyl
'Ibe r€ally n.at thing is that you can go
back th.oud you. emails and see what s
been said. You have a permanent r€cord
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of every dis.ussion. lvhich is lealy useful

What really annoys me are those little smiley
thilgs, emoticons. JNi childish.

l'm a big fan of enail. You l€ave a von€nail,
nobody gets back to you. You send an enail,
it alwars gets through.I thinkpeopleale
betterabout andweringth.iremail than

P@pl€ exp€ting an insbnt reply that
r€ally bugs me. I mean, okat so you sent
ne an enail. Like I'n supposed to drop
derything and an$er ?

well, tm not .r.ry about ls-pangraph
emans. orthose 20 neSabyte atta.hnenrs
that take an hour to download. when do
these people g€t a.y work done?

I rad some-here ihat 20% of €mil 8.te
r€ad by the boss, whi.h is ldnd of sc&y. I'n
not keen on the idea that Big Brotha is

*! 2.09

Hi Koi.hi, itis Sarah Creenwood here. theret
bee! a chanS€ of plan Peter ed I w€re
hoping to ,rriv€ in Nagoya on Mohilay.
that s .ot going to be possibL€ now, I n
afraid, be.ause I have to be in Edinburgh
that day. So, wet€ tming to g€t iher€ by
We.lnesrtay, but that should still give us
pl€nty of tim€ to get organiz€d b€for€ th.

,* 2.10

Hi Koi.!i, it s Sarah again Peter and I were
planning to stal at the Radisson, b€.ause
it! ned, but apparendy th€r. s a .onfden<e
nexi week and it's already fully booked.
Sory, ! was going to email you about this
yesterdat Couldyou 6nd $ 6onewhere
else? lharls very mu.h.

19 z.rr

Hi Koichi, i s me again. Jusl onemore
rhing, sorry. W€ re intodinS to k.ep the
pres€ntation itself quite short aboui
45minutes to allow plenty of tine
for questioff .nd we re going to use
Pow€rPoint, so we re going b need a

projator and scred, ir 

'ou 
can organize

rhat. thanks, see you on wednesday.

11 PRESENTING

? z.rz

I}|€y rri€d ir. ftey lil<ed it. So they botght ft.

'Il)€y tned n. Ihey liled it. So they bought it.

w€ can never b€ the biggest, but we can be

We .!n never be th. biggest, but we can be

Did you l<ndw that the whole rhing was
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Did you know rhat lhe whole thing was

! z.rs
the list thing I 6gued out / and ]€arned /
sonetimes tbe hard way / about
entreplcreurship / is that the .ore / th.
essen.e of envepreneurship / is .bout
naking m.anine / haly many peopLc /
sba .onpanies to milc money/the quick
tup / th. dot.om phenomenon /a.d I have
noticed / in both the .ompani€s tlat I hale
started and funded / andbden a$o.iated
with / that thos€ .ompanies / that are
fudamenraly rounded to .h,ns€ the
mnd/ to hake the world a beterpl..e/
io make meanine / are lhe conpanies that
nake a differen.e / they arc the .onpanies
to su.<€ed / my naivc and romantic bc[cr /
is that if yo! nDle meeninA / you I probably
nake noney / butifyou ser od to make
noney / you will probably not nake
m€aning / and you won t / make /noncr.

E z.u

A okay, rhc brinss us on ro the next heh
on our a8end: this morning, whi.h is
online bsiness. Now. I k-ow sohe of
you are con@med about th€ re.ent
perlorman.e ofE-Stock, our onUne
subsidiafy. So I ve asked Gary Cale, our
n€w head of € busin*s, to biing us up to
date. Ovd to you, Cary.

B D'.nks, Mnhell€. To sbd ofi, then, I

lnow you hrv" all seen the igules up to
the last qhrter - dkappointing to sny
the least Nine months ago, wh€n we
6rst w€nt online, we were setting over
250,000 hits a day, 'I}ree months ago,
wh€n I joined thG .omprny, w. were

Cettingjust 60,000 and it was obvbrs
we were faiuns to attra.t surfrcient
.ustome6 to our websit€ So, what was
going wrong? In a word. t€.hnology. I}i€
p.oblem was not the s€rvi.e w€ wer.
ofteling, but ihc websne itself

I z.rs

Now, threc things nake a good website.
First, access to the websit€ nust be fast.
'Ine slow a(e$ speed of our website meant
peopl€ were gettirg bored waiting for pag.s
to load and simply going son@Iare €lse.
Seco.d, a good websit€ muslbe e.sy to
use Ours was so .onplicated, .lstoners
sonetim€s didnl kbow if they-{ebulns
or sellingl And ihir.l, a good websit€ must
hav€ excellent sea(h engin€s. ou.sdidn i.
To give you an example of what I nean, a

fault we hadntnotncd in the progranhing
.aus€d 1,500peopl€ to inve$ in a company
that didnt €ven enst. Yes, enbanassing. I n
Clad I wasbt hm to take th€ blame for that
onel Okay, io move on, Greenbaum-Danson
is unquestionablyone of the worlds leading
nnancial servic€s .ompan ies. we re the
biggest, oldest and most respe.ted 6rm in

thebusines 8ut to su.ceed iDonline sto.k
tading, to su..eed in a.y rr€. ofe-busin€ss,
you n€€d a irsr-dass w€bsite, So, creating
a 6rst .la$ website was our 6rst pfiority
'Ihe next thing wls lnteh€t advenking,
winnins ba.k the customer.onf den.e we?
losr. Ihat s a lonser job, but weie maling
progre$. ]}tenlal thins, and this always
takes time in ebusine$, wjll be to adually
mak€ a pro6t. Well, we .an dreaml

! z.re

Have a look at this. It's a graph showing
the number of tra&s our.ustome6 nale
p€r day on our w€bsit€. As you ..n s€€, the
68ure ms Ruduatinsforthe 66t three
months and then f€ll sharply to botiom out
at just 10,000trades adat Foraconpany
ofour siz€, that w.snt too inpressive But
look. Wdi. up to nearly40,000 trad€s now,
our higbest ever, and sril rising.
Okay,l hgoing to bretrLoaJin r ninute
and take questions, So, to sud up. One,
improvemems in ourw.bsite hnvc led
to morehits and incr€asedtnding. Two,
advertisingon the lnternet will help us
win back.ustoners, Ihree, profiN will
follou E tradingin sto.k is lhe flture.ln
the US alon€, it's th$ay a quartcr of the
publi..hdsc to blt their sba..s.'lhis is
the iDtormation agc and the Internet is the
ultimaie infomation provider, I n reninded
ofwhat ba.ker Walte! wrnhn onre said:
'lnformation about morcyis becoming norc
vlluable thar mot€y itself nank you

12 IMPACT

Of course, ev€ryone in tbis room is an
uperienced lT protessional. I oyself have
ba€n ih th€ personal .omputer busine$ for
abour 15 years now. And I was fonunat€
.nough to b€ p.rt of the tean at Apple"
that dweloped $e 6rst iPhone and iPad
So I gt€ss yor.ould say I ve learned quite
.bit about portable and nobilc devices

! z.ta

Okay, so much for the produd spe6. wlat
about the sale! plosp€cts? Noq Iknowwhat
you @ thinki.g. You re thinkibS how .an
therebeamarket for su.h a niche produ.t?
So let me reassure you that w. ve.arried oul
extensive narket rcsear.! and the igures
are vert very promising. You ll 6nd a full
breakdom in your product informatio.
pack, but let ne just shar wnh yor sone of
th. most er.iting results

I z.tg

So rh.tn the Orio' 7. I-€t m. tcll you, this
r€volutionarynew product js going to be
hug€!As w. ve deen, the te.lnologtbelind
it is absoLutelycutting edge and we ve nadc
several radic.l changes to th€ fun.tio.ality

and desig! of the old Orion 6. this is rh€
produd thar's not o.ly soinS to d.stoy ih€
<omletjtjon - itt goingto totally transforn

E z.zo

Now, in this country we alltcndto tlink
that tho unehplolment situationhas gotten
out ofLont.ol. But her€ r somethingthai
might surprise you. Did yotr kn@that.ieht
.oq nsht here in the USA, th€r€ re three
niljon unfrlled jobs? three fr iuion ge.uiDc
job ope.ings! those are the latest 6gur.s
justpo*ed. what! more, rhok jobsare
only bei.g 6lled half as fast as in previout
@.esions. we dont h.vc a job shorrag€,
ladies nndgentlem.n, so much as a sldlls
shortaselAnd thati where ,o .ob. in .,

I z.zt

Talking oI lhe failure ratc oI start up
conpanies, that r€mind! h€ ofthejoke
about the entrepreneur who 8o€s to his
bank nranager and asks h€r: H.wd.Istart
a small business?' 'Simple, says th€ bank
hanag.r, Buya big one and wait!'

Okat so lhos€ are the key prcdu.t
ben€ntu And that was the 6at thing I
wanted to talk to you about this norning.
Noq let! see how we measure up against
our hrin compditors well, in tems of
overall p€rforman.e, there rallyis.o
.onparison, Franklt the Zahnaleaves the
.onpelition sta.dins. And wh€n it comes
io .omparibility wel, as you @n s.e, the
fisures speal for themselvcs.

1l z.zt

Noq the t€xt-flow prccess itseu is qu e

compl.r. So we re broken it dom into three
simplcr stages. Hav. a look at this. Tnis
diagram shows you howtext and images
tom the origibal digit l sou(€ re.on6gure
rhemselves to 6t the *reen of you iabler or
nobil.. As you.an se,...

'i z.zq

You ask hoe Leo and I start€d our business
And I .:n tell you exa.tly how Sev€n year3
ago, I was getringbored at the.ompany I
was norking for and appiied for anotherjob
Now, the 6.h I was applying to had hir€d a
rdrunm€nt ag€n.y ro do the intervicwing
and guess who the int€wiew€r was? Ihat\
right LeolHesaid: !fyou want my honest
opinion, you'llb.wased at thn company.
Why donl youstart your oM busin€$?'
I said: But I don't know anything about
startin! n b$incss! Hes.id:'I dDl And rlEt
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? z.zs
A Good nornins. And thanks for taking

the time to talh to us. w€ w t to blk to
you abolt cookcry Ihat! rigbt,.ookery.
... Did you know that cookcty booke are
the se.ond b€st.relibg 9?e oab@k,
outs€lling ro nance novek, b iograph ies,

self h€lp, scienc. fi.tion . . . ? In fa.t, aprt
frcn nurder nyst.ri6, you nm. it,
theyoutsellit.. F6nldy, the hgures *e
staggerinSl Roudly 60 oillion cookery
b@ks :re bousht a yedl ... S*it h on
daytine Tv and chances are th€re I be
(ookery progradmes dn *ery singie
.hdn€I. In Bnbin alone, there ar
aroubd 50 scheduled cookery series
Why is .ooke.y such r giant ildlstry?
WeI, we all eat. And : lot of s, it *eos'
{ould like to b€ able to .ook, But, sadly,
mdy of us siil 6n t bon an egg.

B thit s wher€ re cone in. TasrePal is a
nobilephone app that.aters for the
28% of us who, according ro a re.ent
sury€y in thestares,just cantcook.
Now, T.stePal doesn t trtto tea.h you
how to cook, becalse we knowyou
prcbady don t .v€n hav€ the insredients
in your kikh€n to nake a decent meal!

.,. No, the id€a i3 this... You tell us what
you do hav€ in your kitchen cupboards
andTastePal.ones up witb a sel..tion
of simple r€.ipes using j$t thGe
ingredienrs. we can t guaant€e nrll be

a.ulinary nasterpie.e, blt it will be

tasty, nuttios and easy to prepare.

Plus, if you re going to the sup€market,
TastePal will suggest a .ouple of tlings
you could buy to make ii even betterl

A Here's a scr€€nshot of rhe app. As you

can see, thc uset interface couldnl
be simpler - witb dtag and drop
tou.hs.reen i.oni for food categories

and animated .artoo.s ror how to
prep:re th€ n€al3. Who's our mrket?
Siudent, young prol€ssionals, single
peoplemostly ftequentlynale Eaactly

th. right market for a mobih app.

B Now,I gn€ssyotrre thinling: Brt2renl
there apps for this alpady?'And, indeed,
there de - a few But moi of then are

litdemore than digital.hecklistsatd
re.ip. instructiors - tinyt€xt, dili.uh
to follow, Nonc ofthen 6esanination
Andnoneoathem has the €xtra
fundions ofTastePal. Tast€Pal keeps a

log of the n€als you like and alefs you
wh€n you re nnninglow on what you
need to make thefr. Tan Palalsoalelts
you when you re not e€uing a balanced

di€t. And itwill tell you how to estimlte
measures ifyoudon t havc the right
eguipmeht - whi.h we're Pr.tty sure you

A My busincss pa{ncrJim! o lrained
.h€f. And I hawe six years .xperien.ejn
designinS mobil€ apps, induding tuo
award winningapps for the iPhone
We're looking for 50,000 euros to .ov€r
further develorm€nr a.d m,rketing
co6ts in return for 20% ofthebusin€ss.

13 BEING HEARD

I z.ze

!ts ajokc, realy, thc idea rhat everyone s

opi.ion is valu€d.I nean, hownu.h an
you di6agreeaith the bo$? Aft€r all, she s

You often leave a meeting not reallyknowing
what youi€ supposed to do nexr, what the
a.tion plan is. I usualy €nd up phoning
people afterwards to 6nd out what we

Nobody seens to cone tothemeeting
pro?erly prepared. !f you want a .opy of th€
report, they dont have it wjth then. Need to
see the 6gues? they ll get ba.k royou. ft s

You often get sev*al people all t.lkins at
the sam. timr. So no one! realy lisiening
to anyone eke. $eyiejust planninswhat
thet re goingto say nert Ii!survivalolth€

theyie usually badly organized. Nobody
sti.ks to the poin!. People 8et sid.tia.lrd
all the tine. lt tak€s a8es to get down to
business. As th€ysay: If you fail lo plan, you

You know ev€n before you b€n wh.! soing
ro argue with who. The fa.!s don t 5€€m to
natter.lts all about s.oring points,looking
better than you .oleagues .nd iopr€ssin8

I lry to siop thm overiunning We

somerimes hold neetings without .hairs.
'Ihat speeds things up a lot I've even tried
showine lhe red.ard t people who won t
shut up, lik€ in footbal Not popular.

W€ll, to be honest, €verybody knows @
don't ,ctualy d€.ide anything in neeti.gs
lrre bo$ alr€ady knows what he wanh to do

E z.zt

A ol.ry. You've all had a chan@ to look ai
the quaibrly sales 6gures.

B Yes. Iheyie tcrible.
A Asreed, but if I .ou1d just 6nish. we're

30% dom on prcje.tiobs. 'I}le questiot

C can I ju$ come in her€? It seems to ne
rb,r our mrketing skategy is a1l mng

g Now, just a dinut€. ar. you tiins to say

C w€ll, wh:t €lse .an it be? Weie offenng
generousdscounrs...

B Look, sorry to irtedupt ag:rn, but ...

C No, hearme out we're offenng very

senerous discounts to our b'g8cst
.ustomers as part of our introdu.tory
oiier, And sales ire still stow
Som€thingi goingwrong,:nd I say its

L|STE I{G SCRTPTS

I hr€ll, if you ask he, the problen is th€

C And what is wroDe with lhe product?
Babyslin is an innovative addition to

B Innovative, y.s. But there is no rorlet
for di€t baby food. I s.id so at the very
beeinning. Whos gdinS to admit $ey ve

A Youknow naybe she hs a point..

E z.za

A So, thatlr the position. 'D'e @npany has
been ofh.i:Iy decla@d banLrupt.

B ves.

A 
^nd 

ou. chief ex€ative ofncer has been
arr€sted on charges ofcoruption.

B ves.

A of.ouse, our.ompany president hs
bee. on television to nake apublic

B

A
B

A

B

B

I z.zg

A Now, just a minute, ju$ a ninutc!
B nr€re s no way we r€ going to a(ept thisl

B ftey .anl make E.glish the oahcial

B If head ofnce thinld we r€ au going to
sp€,k English frcm now on .

A could I just linch w!:t I was saying?

B Frankly, it s bad .nough rhat w€ bave to
lpak Enelisi in th€* metings.

A Pleasel Let me 6nnh. Nooleis
suggdting we .an-t spe.k oDr own

B But tha! is €x&tly wlat theyare

But thsewas nothins hc could do

Of.ourse noi. C€nd.n€n, ii isa bla.k
day in our .obpanyt proud history.
Yes A very bla.k day. Very, very black

Can I just.ome i! h€re?

WeU, nsjust a suggestion, but shouldnt
we all be looling for ncw iobs?

Can tjust say son.thing?

Well, as I understand it. rhis is only a

ft:ts pr€.isely what I w# trlng to say

- before I wa inrerrupted.

Now, hang on a se.ond..
If I couldjust 6nish The itlea is to
introducc Enslish gradoally over fi€

Oh, rol Notwhile I n in charge of

Yes, well, that bdngs us on to item two
on the age.da, r€structuringthe Hum.n
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14 SNAIL MAIL

3 z.so

Ern. w€ll, where! the addre$? You've
.onpletely missed rheaddress out. And
what s the twcnty twost of February, Rudi?
You mea. t €ntt.se.ond, Ihat should be

2
'Myd€ar Ms Ranalho is abirold.fashioned,
do.'t you think? S.unds like a lgih.entuiy
love letter,.h? I donl think you need the
'my'. 'Dear Ms Ramalho wil do. And it s a

.apilal T fo. "lhank you'. I k.ow it s aftcr a

.o(na, but its a capjhl

so that should b.: "hank you for your l€ter
oflinth Febiuary. oh, and .onnu.ication
h:s got a doubl€ m , Rudi! Try using the

wl:Cs this?'l am su.h sorry ? Inats so
sorry , isnt it? A.tually, I donl think you
needtbe so Just lm sory soundsbetter
... Okay... l m sorry yo! w€r€ disahled to
atrend our pi€s€nhtion ? I donl thilk thar's
righr 'Umble', 1 rhink you mean.

'ln the frean tioe ...' Oh, I tbirk 'meantihe'

's 
one word, not tuo. Yeah, one word. Oh,

wbat! go.. wronS here? l enclGea.opyof
our last.ataloSue ? Ihat shouldb€ late6t'.
'nr€ lest one's th€ old on€, nor rhe new one.

6
Ern, turrent' is with an 'e', .or an a' c-t-
doubl€ r . n-t, And it! a pri.e liit, Rudi,
not a prize list. With. t nota 2. W€t€ not
running a ldttery!
7
'Infohation' is singular. You don'i need the
's So,'lf youwouldlike furtherinfornation
... uh huh ... pl€as€ dont hesitate bft
.ort.dneagain Inat3hoddb€'aont
hesitate to conta.t me again'.
a
tugbt, nea.ly 6nished. 'l look forwards ro
hearjng faon you.'That doesnt sound ight
tom€. waii a hinut€, it! I look toe.rd nor
'lorwar&. Ye.h, And, er, Youa f,hfully.
'Ihati faithfully nor'fatefully' fa i t-h,
tairhfully... A.tully, n isnt, is n? ht
'Your6 sincerely be.auseyouve witten the
womant name.Idjusr put Besr wishes if
I wer€ you. It s sihplcr, Er, Rudi, naybe
youd bett.r leave the l.tter writinsto ne in

I5 SOLVING PROBLEMS

:" 2-3L
'Ihe 6!st suggestio. lhe company got was a
joke really, but it won the 9100 bonus. Ihe
sDsgest'on was that the bonus should be

V z.sz

Aft€r nany expensive and unsu(.sful
attempts to prcnotc the restaurant wirh

I54 LISTENING SCRIPTS

posters :nd T shirts, th. oMer, Martha
&lchez, frnally came up with awinner.
She offe.ed ftec lunch€s for life to any.ne
who :greed to have the nan€ and logo of
the restaurant tattooed on a visible part of
their body. To date,50people have b€.one
walking advdti*ments.

,]F z.gg

A lot of tifre was wasted on el.droni.
devic€s that could autl€ntk,t€ signatures
andon ed!.atingcusiomeE of the bant
to look afi{ then chequc books. Soneo.e
suggested nsing passwords, but people
alwars forgot th€m. Finally, thebank
nanaser had a ditrerent idea - why not
sinply put a photogralh of th€ a..ount
holder on da.h cheque?

f z.s+

I})e .o(pany qui.kly realiz€d tbat tbere
is no way of daking indusrial .lean€rs
ex.itine. Spe.ial ofters and competitions had
linited suc.ess. So they lried sofrethins silly
instead. Ihe.ompanys nane was.hanged
to th. New cow Corporation All p!od!.ts
were lab€lled with the New Cow 1ogo, the
hodine was .hang€d to 8oo-BURGERS rnd
ik.ompany addr.ss to l Be.lAv€nue. Did it
work? Well, growing at a rate of 10% a y€ar,
New Cow cunentlyenploys morc than 300
people and enjoys sales of over $80 million.

* 2.3s

A okay, we both know rb. p.oblem
Basi€llt we (ant get r.bil sror€s to
sto.k our new product. I}ley say itt to.
expensive. So th€ qucstion is: how do we
g€t a..ess to tb..ustoher?

B what ir we oftered it on a sate or return

A No,I dont rhinl so. |I wedid that,
w.? just .leate .ash now problens fo!

g Hnn. well, anoiher option would be !o
sell it dire.t online.

A lt's a posibility, but t really dont rhink
we know€nough about e .onm€r.e to
takc the.han.€. And ifw€ st:lt bnnging
in I nrernet sp€.j3lists, w€ .6uld end up
spendine a forlune.

B ofcou6e, wo,oddnt b."e this
!.oblem if wcl pri..d the product nore
sensibly in the 6rst pla.e

,- 2.36

A tught, our obje.tive for rhn mccrins
is to think of wats wc (an get th.
suppliesweneed As I m sure you v€ all
herd, oursolesupplief is about to so

B Hopefully, it won t .one to that, butit
it does, we ll.€rbinly h.w€ to ad fast.
suppose we bought tb€ .ompany out?

A Whar, and took on .11 rh€n debts? I

C Albrnariv€ly, w€ cotrld jDs franufad!re
ou own .omponents. I ve spokentoour
tc.hni.a l department. Ih€y say th€y .d

A Yes,butdoyou have any ideahow
longit would t.ke tog€t,n in hous€
production fa.ilit, operational?

c wpll, whet .honc do we have? unless we
do som€thing, w€ U br out of business
wirhin sir monthsl

B what I wanr to know is wht our
sDppliers di.ln't t€ll B they were in
trouble.lfwe'd knom thk ws going
to happen, wd (ould!!ve had our om
production plant up and runni.g bt

:' 2.31

A What t wa.t to know is: how do we
haintain our pro6t n.€ins with labour
.osts iising the way they ere?

B w€lt, it seebs obviou, but how about
raning pri.es? I n€an, even witl a 2%
price ris€, wed still beverycoopetitive

c No, I D afrajd rhar 5 not an option. this
is an errEn€ly price.sensirive mark€r.

B r know rhat, bur wtat eke d.you
sussest? If we doDl .over our cosrs,
we'llsoon be runningat a loss.

A Now hCs nor pani.. Ttle answer .ould
be to shift prod!.tion to sonewhere like
South-Eastkia, Weve hlked abolt it

C l\nd <los€ down ou. ptants her€?
Wouldnl itbe easi€rifwej$t rried to
renegotiate with the unions getrhen
to ar.€pt a lower pay ofi.r?

A Irwe'dbeen able toget rhe unions
to a.cept a lower pay offer, John, we
wouldn t be.onsid€ri.goutsourcingto

' 2.3a

A Now wh3ton carhare wesoing ro do
about all this uftoldsto.kpiling up in
the warehouses? Ifwe don'r move it
pretty soon, there lb€ no space for new
produ.t. And we'llbe left wiih a lot of
old produ.r nobodywanrs! so, ideas?

B wel, iD my opiDion, our produd
developnent cycle is waytoo short. Why
dont we d€lay rhe new produ.t laun.h
to give !s time !o sel €xisring sto.k?

A lhn js a technology'drivenbusine$,
Robert. lf we dont .ontinually upgrade
ourprodu.t, tlF comp€tition will,

B And ifwc didn t all keep upgradinS every
rhree months. *e wouldnt bav€ this

C wait a hinute, waita minutet lhis.td
stftk, .onldn t w€ jusi sell it ofi at a
.lis.ount to .reate 3pare for the n€w

A IA rarher not starr ralking about a 15%
discount ar thG stage, if rou don t nind.

C welt, if we d discounted ir soond, we
muldnl have had b be so sen.rcus



-9 z.gg

A Now I re broush! you all here to dis.u$
averyserious nat|er Soheole in
the.ompany - we dont knowwho

is pa$ingon infornation to th€
.onp€tition. lm sur€ i don t n.ed to
.ellyou that in abrs'nes like ours it
is €ssential we protect our conpetitive
advantage. so, ... -hat do we do?

B Are you tellilg us we have a sp/ anongst

A If I wasnt, sinon, we wouldnt be her€

C well, lerl think. we already restrict
a(ss to imponant 6les, but what
about encrypting onr nost .onidential
infornation as well? Its common
pra.tkejn most companies thde days.

I m suQrised @ don t do ii already.

A l'h afrdd i$ norc serious than
just doMlddins d.ta otr the
companl' sewer. thisperson se€ms

to b e re.o rdi ng meetings and private
conversations s wcll

B Ern, sory itsjust that t.a. hardly

C Well, @ybe it! tine we involved
the poli.e. Clearly a .rine isbeing

A h most Grtainly is. And I would have

.all.d the poli.. in already if I d thought
it would do any good But,I don twant
orr spy, whoev€r it is, to knowwe know.

So, unless we have to,ld rather see if we

.an deal with this ourselves 66t. And
who kn@s? P€rhaps ee .an even tlm
the sitution to our advantag€ . .

,* 2.40

Whilsr on a blsiness trip to Ns York b:.I
in 2OOl you 6nd youfself walking doM
the f:mous Fifth Avenu€ when You are

approached by ,n attradive young wonfr
'Excuse me, she says, Wouldyoumind
raking a pictur€ of me and n, bolriend?
'sure, tou reply. "Ih:nks a lotl the snilcs
and hands you wh:t look like an ordinary
mobil€ phone, al$ough you noti.e the
sreen is full <olour 'But this is a phone,

isnt n?' you ask. Y€ah, sbe laughs, and a

cameral Yotjust pre$ (hk key herc. S€€?

Siopl€.'You take a.ouple of shots and

r€.Ek that it3 rhe 6tst.:mera Phone
you v€ €v€r seen.'Cool, isnl it? says the
boyfriend, Latest Sony Erirsson'You re

imp.essed ild d€cide to .he.k it out n€xt
tine you re passing a hobile Phore store

the rest, of.ours€, is history a.d bday
.eoeras cone as standard on every single

But what you didn tknowat$€ rim€ is

that thos twoyoung tourists were actDally

a(rors ard w€re being paid to aPprc.h
pass€rs-by til<e you6elf. Ih€y were palt ot
a sp€.lal.anpai8n bt Sony Ericsson C.lled
'buz mrl€ting , the ide, was to cr€atc

publi.itt for the phone by int@ducins
people to the produd and, bdically, getting
theo to w.ot it! In fa.t, for tbis parti.ular
dnpaign So.y Eftson hn€d 60 ados to
dd this .v€ry day in ten ditrerent .iti€s all

Buzz, orword otnouth, has nowbeen
prcven to be the most effetive fon of
marleting ir an age wher th{es sonucb
.dnventional adverdsing we v€ largely
l.,rned to ignore it. And, while some say
buzz narketing raises ethi.al questions,
the conpanid who aeit stress that the
strat€gy is not to sell but simply to inford.
Ethical or not,lt s a technique now employed
by mary of lhe sodd s oost famous br.f,ds.
Where product placem€nt pla.ds products in
novies, buzz marketing pla.€s produB in

tour life! ADd if you think you yours€lf have
n€ver met a buzz marketer - in the st€et,
on the tain. :t th€ cofie. bar well, that s

f, z.ct

Tat, Ste€b managiig dir€.to. Dr lnni,
qrickly realDed that, wh*easin the Wat
th€re is moreprcvision for thos€ who
are had€ r€dundant in tbe forn of so.ial
se.uritt he had a spe.ial responsibility to
his om employ4s. So, he first sPent almost

a year.onvin.ing his people of the need foi
rightsizing th€ conpdy.
'Ihen, workineinlartnership with tbe

work{s' union, he dw€loped what he called

the early sepratio. s.heoe or ESS. Within
the tems ol the ESS, those undcr 40 ),ears
of age who tmk voluntary early retir€m.nt
would get thcirtuU salary for the rest of
their working live,. And older wolkers would
ger 20 50% moft than their tull salaryl

Fu*hemor., if they djed b€fore reaching

r€tnehent age, theirfamili€s wouldbePaid
then dari€s for thc r€m,ining yea6. lrani s

gen.roslty to his enplotees looked lile
madness. A.d wh.n d hdi:. industrialisr
heard about the scheme, he sent hin a note
sa/ing. You either have roo Du.h money or

But lr:ni knewexadly{hat he was doing
Fof the anount the workers who volunta.ily
l€ft th€ cohpa.y 8ot paid ren.ined
constrnt. Had theystayed, it would lav€
gone up annually. Aod by savinS on the .xta
payroll tda!d pension Pla! contributions,
Tata Steel's libour .osts d&lined
innediately. Tata r:n 40 ESS s.henes ov.r
the neri decad€. As : resuk, by 2004 the
mrkfor.e had been r€du(ed !y 30,000.

But Irani welt even further.Insteadof
ofi€ring gu.ranteed jobs to the children
ofloyal enplot€.s, he began to oft€r
them training at the newlysdLup RD Tat:
Te(hni.J lnstnution If h. .onLl not ofiet
the n.xt generation enployment, h€.o!ld
ar least ind€as. their enPloyabiliry And ror
those who left the conpany, th€rc wr ft.e
hnarcial advi.e and.areercounselling. Tata

is now aExrbook.ase ot humane htrtuan
resource manas€m€nt and a nod€l .orPolate
.ultur€ And this, together wiib a one biuion
dollar investDent, htu m,deTala Steel the
highly .f6cient, globally .onpetitive nrm it
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I6 COLLABORATION

a ^.^
A Okatlook, the problem is this: we

sinply can t move forward on this
ProJec Decause we nwer ger any
answers frah the .li€nti I nean,
whenever we sk KNP for their input on
anything, theyjust sit on it for weeks
without Setting ba.k to us. So w€ fall
further and tunher behind (heduh.
Franld/, Rolf, it s driving n€ nadl

I Hnm. ok y' w€ll, thanlG, Richard It
sounds like w. a have prettyserious
.ommuni.ation problen here. Does
anyon€ have any suggestions?Yes,

C Ern, itt just a thousht, tu hard, btt
maybe youte kying to involve KNP too

C W€I, I nee, youie asreeins obj€ctives
wirb th€m at the planningneetiigs,

C And then youl€ askins them for futher
input b€tween m€eti.8s d w€ll?

A Em, w€ll, it s a complicated projed,
Elain€. And new issues k€ep.oming !p

C I understand that. But here! an id€a.

Instead dfwaiting for then to g.t back

to you on everr i$ue, why not sioPly
go ahead witL whatrou thi.k k be*
based on what you agreed with them at
the neetinsdd ihm jus!rl then to
(onArn that d€cision?

A w€ll, it s an idea. But I still think we

need to k€ep theh.losely involvcd in
the de.ision naking proc$s at derY

B Richard,I thinl w€'ve already

established that trying to l@P the .lient
involved i. not {orking too well. Elaine, I

rcally like yod idea of ius! aking ror thc
6nalso,h€ad on cr.h d€.ision What
I espe.iallylile about it is that itsread
of havirS t. .one up with fresh ideas

of th€n om, KNP jut has to say y€s or
no.'hatt going to make things a whole

l.t csi€r! And it wo d..dainlysolre
the problen of getting then io resPood

A What naLes you think rh.t?
I well, they Uknow that the.es a tine

constniot on $enreply becars€ weie
alread, going ahead wlth whalever it
is.Ifthey stil lk. what w€ r€ doing, no
problm But if they dont, well, they d
bett€r get ba.k to us right away or we ll
be h€adin8 in th€ Mong dire.tion

A Hmm,Im notso sure.

B W€ll, I like $n idea of just aling for
rhc sreen light at each stage. And if we
did thai, we.ould also give th€m nore
progress r.porrs: as .gre.d at our rast

meet'ng, we ve done tbis and ihis; and

now we re going to do this is that still
okay with you? Frcm what you saY,

Richard, it sounds like KNP ar€ not as

ergag€d in this poject as we are. Mayb€
we need to keep them in !b€ Picture
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nor€. P.rhaps.noth€r thingw. could
do is Sive th€ dc.isions wr want then
to apProve a prio.ity ratinSi so they pay
attenlion to the reallyimportart onts.
And, Elaine, if we conbin€dyouridea
with Kevir's idea ofs€tting up a client
ertanct, th€r€ tt be a sinele websne th€y
.ould always go to to 6nd out wbats
ben done, what's nert and what they
n€.d to okay. And they .ould do $ar
with the.li(k of a button,

Now, the onlythingis: I'm not sure ifwe
could ask for aFprovrl on ev€ry de(ision
w€ tak€.As Richald says, some of these
d{ilions do requir€ .li.nt involv€hent
befor. we lake action. If we go ahead
and theyle nothappt n could waste a

lot of tine ... rnd Gsourccs. And l n also
a bit worned about KNP feeling we re
br{in8 control away from th€m. Elaine,
how do you think we could ma.ag. tnar?

thaDks.l mayneed some help. So, what

Well, they do a gieat lasagne. But
perhaps youil like som€thingmore

Mm, yes. And perhaps softethjnga bit

Is there anything you dont cat?

No, not really. I n allergi< td nussels,

Oh, thats: pity.'fte nus€ls are a
spe.ialiry Bur,.ro, you could ty the
hob. ftaCs verygoodhc!e.lt con€s
with pobtoesdda salad.

Mm.lhat soun& ni.e. But hn'r it a little

A Wdl, you .ould have it without the
potatoes. Or Perhaps touA P.ef€. I he

A shart we order a boxle of thc house red?

B well, maybe just a gla$ foi he. could we
order some frin€rt -,br, ttu?

A sure sparklins orstill?

B Injs is absolutely delkious. Howi; you.s?

A Notbed atall. Mo4 to drink?
B Not ror me, th.nks. So, rlow do you

lhink tbe meeting went this borning?
A euilc well, l think. of .ouree, we sri[

have a lot.a thinss to dis.uss
A Now, how about a dsFrt?
B Oh, beternot.I n on a dict.
A Meroo. But itdo4n\rtop me How

abour poehed!.a.hs? that s notoo

g Rishr. t'llget rhis.

A Oh, no,touddnt.I npaying.
B But you paid yesterda, James. li s my

A No, no,I 
'nsist. 

You re nygu€st.

E zu
A ... So, Hiro. Whafstbis fugu?It'sakind

Ah, but this is notjust squid.

No, this is something really special.Its
serv€d in its own ink - s a sau.e.

Yes, you lnow, th€ bl,.k liquid th.t

Ern, yes. It $unds a bit... A.tuallt I
hope you dont mind, but could I just
have sonethinga bit sinple!?
Weil, if you r. sure you dont wat to try

Yes, I m sure it is. but, erm..,

c
B

B

A

c

I7 EATI G OUT

! z.+s
A So, herewe are. Hmm, ith abit mdre

ftowdedthanusut.
B Ni.€ pla... Do you .on. here often?
A Mo, yes. fts v€ry (onvenicnrand th€

food k &cllent, but itlooks ljke we tuy
havc to wait fora table todat lhis place
is g€dng nore and nore popula. ..

A Our tabte's going to be a couple ol
ninutcs,I n aftaid, but we .an sir,t tb€

B oh, okar I see wharyou m4n abour
.bis pla.e being popular

A well, we shouldnt have to wait too long.
Now, whar would you lil€ to dnnk?

B o!, justa fiuit juice orsomethingfor

A or.ay .. er, excur h".

B ... so, I m not reauy sur€ how I ended up
in 6nan.ial s€rvi.es.

A Me neither I studicd law at university,
but I n.v€. wanted towork for a bank.
tusht.I lt)u$ see ifou table's ready

A Oka, this is thet 3tandard menu ,..

B Mo. rr all looks very good.
A :.d thos€ are the spe.iats.I_et

me know ifyou want me ro explain

l\l, yes. Er, il's ratheiunusual, er ..

Tra.litional J.panes€ dish, eh?

Yes, but, er, il's a Iittl€ exdtic. You hay

No, no,I I'ke tiing newthings FuSu

I ihink you d pref.r somethinB else.
Fugu(an be.. alittle dangerous
A bitspi.x you nean? Don\ mrry
about that I lov€ spicy rood.
No, not spi.y.It's, er... hs poisonous.

lf it isnt .ooked thc riehr wat yes.

Sone peoplc lov€ it. And this is a very
good restaurant, bur 30 p@pl€ die ev€ry
year fiom bad fugu Reallr l thinh lou
should try something els..
Y€ah, well, surc. I rh inl you r prob6ly
right, Matbe I ll live the tehpura

Yes, trnpu.a Mu.h better idea, David.

! z.le

A Now, is rhere anytling you dont eat,

B l\ell, Iahonaspecialdietat the
honent, J.ar-Claude- I hopeth.rs not

A No, of (ours€ not. ftis is a verygood
nienu. I am sure we can 6nd someihing
you lllike. What Gnlyou eat?

g Well, I .a't ear anything fri€d. ln fa.t,
no fat atall. Nothing nade ofpastry or
coot<ed in oil. No red hear, of.ourse.
Not too mu.h sugar, I .an .ar wlite nsh

A What abour rh€.hnken h€re2 Ihath
veryplain and simplc.

B kth€rcasauceo. it?
A Ycs, its a delici.us cream and wirc

B No @an, rn afraid

B or winc. I o not allowed any at.ohol at
rll Not that Idrink mu.h anyway.

A I s€e. Well, I m sur€ they'l serve it

B tho. Howir tbe.hi.k€n cook€d?
A rr, n's roasi .hi.ken, I inagin€.
B I can only havesriued.
A I ll ask $em tognllir.
B I rnn. IA pr€fer 6sh r€alty.
A weu, how rbour th€ rrcut?

A No, bakedin the oven.

B HDm.l nay.otlileit. Whardo.s it

A lt.omes wfth potatoes a.d fresh

B oh, I .an1 eat potatoes. Att rhar
(&bohydra te I V€gelables a re o[ay. B ur

18 TELECOMITIUMCANO S
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A nKus€ h€, M r Kesler. Mr Co6ky has

B Ah, thankyou. Hello, Jarek.
C llello, Peter So.ry, I had a bii of a

problem getting through.
B t}aas oby. W€t€ just @ting for

sulaiman. He3 emailed io sa/he s

sonedoM to Pof Rashid to Fewhati;

B

A
B

A

B
A
s
A
B

A
B

A
B

! z.ls

A Now tlans, we thoughr you misht like
to try the lo(al spe.i.lity.

g Ah, ycs?

C Yes, irlooksa lirtlc strange ,t 6rsr Bur
youlllove it. You like shellfisb, don t

B WeU, I lik€ prawns. Ahd thc musscls we
had th€ other day wereex.dknt.

C Then youll rcally enjoy tbis. tt's squid
B squid?

C Yes, lik€ o.topus, yo! know?
B Yes, t knowwhat squid is.

A
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happ€ning with our delivenes .nd h€'ll
phone in on his frobte from there. So,

let s go alead dd sla{. weLome to the
meeting, ev€ryon€ Did you alt get a copy

Good. . Okay, befole we start,let m€
introdu.e Jar€k Gorsky. Jdek is tbe no
chief engin€er at oursist.r.onPdy
in Warsaw.l v€ askedh'm tojo'. us

todaybc.alse ltlik€ hn input on how
we hmdle soneofthese changes to
3p€.i6catjons the client is askingfor.

I All right, then, i€fs get started. 
^3 

you

ca! see, we hive sevenl obiedives loday
lb€ main one, or.ourse, is to a8re.
an a.tio! plan thal wjll ger us back on

s.h€dul€ wiihin thc nert theemotlbs
I spoke !o MrAl lulani yesterday and
.xplained the snuadon H€! preparcd

to give us anolh.r few w€elG to sort
our our pr€s€nt difnculti€s dd I have

assured him that that is what wc will
do. l fr sur€ I donl need to r€mind you
what's at nake h{e. Now, I'd like to b€

6nish€d by 10.30, if dEti ok.y, e.an
0e keeP our inPuts quite sho.t?And
Letir abo try to t€€p intetuptions to a

D Er, Pet.. sory to interruPl, but I
suggest we skiP item one on ouragenda
until,€ he& from Sulaind.

B Yes, I thilk thar would be best Lefd
more sl.:ight on to item two

? z.qs

D So iust to rd.ap on what we w€ said.

ftere are sone problens we did not

folesee bctdeen our two nain work
t€ams. thereis been a lanSuage bartier'
OurCernan enginders and Polish

worke6 are speaking mosrly G€rman

the Palistann are nor€ confonablc
in English and are also having some

diffrcultywith our work Patterns, thi.h
are different fron what thev arc uscd to

B lhanks. Ehst OkaY, so arewe
all agreed that we need soneons'te
uaining to resolv€ this problemz Can I

hear your views, Plcase?

D I asree.

B !ine.
A Ex.use de, Mr Al-Fahim has joined vou
B Ah, tl,nk you. Hello, sultman. How are

things at th. port?

G H€llo, Peter. Not 8ood, ln afraid fte
bad wea ther h€ re has .omPletelv .losed
the se'pofts.tJebelAli and Port

Rasbid. Nothilg is .ith€r going in or
.oni.g out rt the non€nt. I have nY
Pakisrani tdan st.ndins doing nothirg
while we w.n for a00 window u.its,nd
lnd those ar€ litted, we ca'1.omPleb
$c wiring and Pllnbi.g in the hotcl

Donl we have ba.kup supplies in pla(€
for a sitlatio.lil€ this, Sulaimn?
I m sorry, Pet€r. 'Ihis weather is r€:lly
most unseasonal :nd w€ simply could
lor be tuUy pPpared for i!,
Sorry, Sul.iman, I can't hear you very

Er..ould I justcome in he€?

Yes, its justthat I want to saythis is

not only a cultural and supply Probl€m.
we have had so nany.hanees to
specii.ations cha.gcsalmostevery
we€k now lhe client justkeeps changing
his mind, And this is makinglif€ v€ry

Karim s right We v€ had to k&p revising
ou. work rhenes to cope with all the

Yes, it: a good point. I'll ceriainlt bring
ail these.bMg.s to th€ attention or
Mr Al Fulari when ! next speak to him
'Ih€y're not in our original (on&act

tught, we te tunningshort of tine l
think what's ncded h€re eith all these

delays and.hang$ of Plan is: fish
look at this enftc project on a losisti.al
lwel. Ernst, Jalek,.,n I l€ave that with

LtsTEt{tt{G scRtPTs
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Prepare thoroughly.lfyou don t, you woD't
knowwbether to acc€pt an o&€.:nd fray
end up :.iu,lly arguing with your om side,

whi.b is stricide in a ne8otiation. So, nake
sure youestabhh,ll th.?oints youte going
to reg.ti.te and have..lear idea ofyour
opening. targetand walk.awayp.sitjon
on€a.h. Your opcDirg position, or OP, is
your initialofier - on pri.eor wbat€ver.
Your TB your targer position, is what you r.
rslkti.ally aimins lo., r\nd you WAP, or
walk aw:y position, is the point at which
you w.lk away fron the negoti:ting bble
Alvays be prepared to do th:i. v$ow wh:t
your fallback position, or FBg is - what
you ll do if you don t rea.h a. asre€m€nt.

Sone peoplc cll this your BATNA, your
best akernatiwe to a negotiated agr€emert.
You n.tly always h:ve a BATNA, howa.r
und.sinble. Bui if you really haven t got
on€, youd bette! be sood at blufdng of
yor'regoin8 to lose bie dnel

! z.sr

Ideally, a suc.€sdul negotiation n a kind
of jointpr.blen-solvin8 neeting, wherc

w€ idcDtily ea.h other's intersb, wants

and n€eds, and rh€n explo.€ the difJ€rent

ways we .ould satisfy tbose lsay id€aly,
becausenha.dlyser is lite thai Win-ain
negotiation is a gcat idea, but nost PeopL€

hrw€ a simpl" I win you los€ menrarity
So -hat do you do with the Person who

simply mnl lisret, wlo keePs int€rruPtine
who becon€s as8re$iv€, who nakes
last-ninrt€ dehabds, who won't nake a

decision? t nlst have reid dozens ofboohs
od negotiation tacti.s fte problem is. so

has €v€rybodt .ke. So they don t reallv

work. My only advi.t is: dont ger personar

eve. dont agre€ to a.ything undl vou ve

dis.ussed ev€rythilg; don't nake any

con.c$ions without ,sking for somethine

in r.rumj ask lois and lots ot questionsiad
donl giv€ in to Pressule. Renenbctif.th€
,nswer mustbe noq the answer hust b€

I z.sz

A Now, th€ nex! tlingis: werllike to see

some mov€ment on Fice. We had a

rathef lower 6gute in nind than thc one

B Ot:y. what sod of igure ar. we talking

A Well, sondhins nearer to Fv.n million

B Now let n.just.he.k I und4stsd
tou.orie.ny You !c o6.rine us swcn
nillion for the whole constfudion

B Andwhat sot or tine<ale ale we

A Wcwouldexped you to.onPlete the
proj€.t within :r8 months

B How flexibl€.an you be on th.t?

B

B

B And keep m€ posted. I'n begi.ning to
thiok we may aen n€€.I to ren€goLalc

our contrad with MrIl Fula.i okay,I
tl'ink we ve .ov€red everyihing ror now.

Let's {hedul€ anothe! meetilgror next
we.k. i ll enail you the details we ll
have to 6nish there. $anks everybodt

19 NEGOTIATING
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Spend s hu.h tine as Possible at tnc 6utsei

B.tting to kbow exa.rly who you re dealing

with lnexp€rien.rd negotiators tend to go

straight in there and start bargainins Di:i
nay be okay for a sna]l, one ofi de.l, but
il's no {ay to build a lone_le.m business

lelationship. So.reare raPporr 6rst. Ihis
.ould bke several hous or sevelal molths!
Wh.n you r€ ready to stad negotiations
mak€ surc you agrec on a Ptoceduie beror€

you begin.And while 6€yie settinSout
rheir?roposals. don t interruPt Listen

And take notes. then have lun.h! Dont b€

tempted io make your .ounterpropos:ls
and enter the bargaining Phase until atter
a good, long br&L YouA be surPn*d how

hu.h you.an findour over a de.€nt m.d
IrarAai.ina, of.ourte, is thc criti.alPhase,
but it.an be surp.isingly qni.k lfit isnt
brerk off and 6a another meeting. Don t trv
to run frarathons When you do finallv ger

to theaereement st.ge, agree thegcneral
t rns, bur leave the d€bils io the lawv.rs
thafs ,hat theyle there for' cloF on a hiSh

note sd redenber to celebrate!
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A Not v.ry. We wcre hoping to h.v€
theplant fully operational bynext
Septenber

B I s€e... Can I makea sugeestior?
A co ahead.

B Well, Muld you be witling ro &.ept.
.ohp.omise?

A that d€p€nds on wh* l.jnd of
conpiomis.tou had in mind.

B Well, whqt ifwe o6eredyou an
alternativ.? What if you paid us tM
nnlon in advan(e, two millionhid
contcct and another 3.2 nillion on
comPletion?

A o.shedul.?
B On (hednle. Eishren Donths ... or

thereabouts.

A Hmm. So thaCs 7.2 milion euros in alt

A And what if you run ore! *hedule?
B rh€n rh€re sould b€ a penal+ Ler's say

25 thousand ouros for each week we lan
der s.hedlle.

A Hmm- I'm afraid thir do€sn1 realty solve
our p.obleh. Whar we needftohyou
is a sudarte th.r the prcjed wil be
6nishedontime.

I And, as you tnow I can onty gjve you
that Surant€€ by bringing in more
ouiside conrractos,

A Which uPs the pri.e to ,ou original bid
of7.8 hillion euros?

I Yes.

A Arth€ hon€nt, wedd.ot e€ this asa
viableoprid'

B Ssen point eight nilion realty is ny
bestpnceonthar.

A well, in rhar .se, r thi"k rhatlr .bout as
ra. as we..n go.t this st ge.

I Now wa'r, mrnure weienotgoinsr"
loF rhis de,l601600,000 eur.s, surety
.. Howabout this 2

A tughr. we sen ro be nearing
agre€hert. But, erm, bdore we firalize
ihDes,..n wejust run throrsh rhe
baln poibts on.e more?

I sure.

A No4.yo" U provide. 
""ncs 

of €ight
rwo.day n-.obpanys€oinars for our
rel€sales team @er the n€rt six honrhs.
You yourself will be con.tuctinS most
or the sessions kith two orher thi.e6,
usng hareri:ls eslecially d.signed to
net oursp{j6. needs and apprcved by
us tour wreks p.ior to the 6rsr &minr?

B Thacs.oiied.
A And, er, ler h€ ser rhis qujre .tear, ..ch

3eninaris ro bav€ no hdre than t6
partnipants, is that rieht?

B yes- we nnd ttc seminaE de much
hor€ eFectiv€ wrh shallerErouDs.

A Hmn. Lsuppo3.youir riSht hdqs
aEo mean unnng mor€ couses, bur
oby. Now, since we aft hookin€ eight
s€mina6, we'lt obviously .kp*r a
r€.sonabledis.ounr on yourusual fee.
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I Erm, yes. Could you give us an idea of
whatyo!.e looking for? Because with
this pa.ti.uLr @u6e ...

A I would have thoudt. 15% disrounr
was fair. So that s eighr times t3,000
is €24,000 minus 15%, whi<h is, erm,
13,600 And that would .om. to a
total feoft20,400 And you d inwi..
us on cohpletion.fthe whole scri€s
ofsenin,a, Arc thes€ t.rns b.adly

B Er, wett, just a noh€nt. w€ havenl
a.tuly agreed on the dis@untyet.As
Iwasabout to say, with this particular
cou6e rher wouldnl noroally b€ su.h
a large discount. We offer 10% on five or
more of our standard seni.ds, brt tbis
is a spedally d€siSned cours€ fo! yout
p€rsonnel only. Obvi.uslx we hak to
.over ou dev€roPmenr .osk.

A r should tbinkyou coutd.over then
qu't€ e.s yohjusr ov.r €20,000, Mr
Smart. No, mynindt nadeup. Fifreen
per ..nt tak€ ir or le.ve ir.

B Well, now, I m afrai.l we .outd ontt
acccpt this on one condirion.

B Ern, weawanta 2s% non{efund:bte
.leposit in adva..e

I Yousee,... erm,sotry?
A Tenry 6ve per.enr deposir no

probleh. I'll8€tac.ounts to nakeyou
out a cheque for,letm€ se€, t5,l0o
... Well, thai s it. t think we'v€ €arned
ourselvesadnnkl

I Erh,we[,yes Nice doing bDsiness wnh

? z.st
Right, weu, when a ream wanrs roreUa
pleyer, they agae a rrahsfer fee. In ar ! the
pri.e other.lubs have to paytheh if $ey
Ent ro buy that play.r'hese vary a tor.
ror a youn8, talented ptayer with lols of
potenrial, the n nsfer fee courd bearou.d
6ve to te. million poundr, Obvjously, f.r a
r.al intmational star, ir could be. sav, 20
ot :O -Uion. n"l U.atia puia laniL".t".
United 80 miUion for Crisriano Ronatdo,
but h€! an ekeption I Now, for a re.m tilc
Manche$4United, rhat 20 niltioneauak a
6fth of the.l"b s anuat prd6r. So bui"g a

Player is a biE rlc.ision.
Okay' 30, that: what rhe playeri .lub sets,
but whrtabout th€ plarr? W.li, ev€rt
Protessio.al player has a FIFA" asenr
FIFA!] the goveming body fd. wond footb.ll.
And the ag€nt's job is to negotiate terhs
wirh dlbs who wanr ro buy tn€ ptayer. &e
averagr wcckly wage at Man.hestez Un'ted
is about150,000, or two and a haifnillion a
yed. Wayn. Rooney 8€ts c25O,OOO a -€€k,
b!t, again, he's an exc€ptionl
Okay,.ontra.ts. Players' conba.ts .an be
for two, three or 6ve years, an.t ifa player
wants b l€ave before his conea.t extn€s,
he rr:s ta pay a penslty. Bur they usunuy
work emdhing od n ere r no poinr hrving
Pr,y€rs hho don t want to pLy for y.u

So, those are the main points toregotiate
in a trander. Other tlinSs might indude a
peEentas€ of h.(handising prcfts - fion
sales ofdhnts, caps, boors with rhe playe.s
name on th.fr. And foreign players will
often want a housc and car provided as well,
since ihey may o.ly st.y a few y€a6. Some
ask for free Sigbts home to visit fahily Oh,
bt the wan allthose 6guks I ve metioned
are net, nor 8ro$. Fotba]les dont lile to
woiiy aboui how nuch td they re goinSto

2O ASSERTIVENESS
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A oh, Lars, thereyou aretDoyou have a

A Only,I needyou to work atittle tate
toniSht. I have to get thir pres€ntation
hnishedand I neeilyou to help ne with
son€ ofrheslidd. Shourdnl iake more
thar a coupl€ of bou6. Ihre ar rhc

B ob,l,er...

B [., no. ttsjust rhatlwasplannins...
A creat. !\,€lL I ll show rdu whar r re done

$ far lk indEded where 1 need you to
oroPInemegr,ph'.s..

B Actu,ny, CarmeD, softy, but would ir b€
oley if we did rbis tomorrow instead?

A What? Bur I Deed it for tohorrcw
atternoont I don t want to loave
cverythinA rill rhe t.st minurel

I lCs krnd of lasrm'nute,.tr€adyl

B oh, norhing. But, em, the thjns is, r'd
invit.d a few fiiend! over rhis evening

sort or a housewaming parq for n,
n€D flat, you know. thet r€ cobing at
sev€n, and I bave to prepare the food

A At s€venl You eat so early in rhis
.outryt Wett, loor., L,s. dont vou
thinktou shouldput your job befor€
partying with your f.iends? yon loow
how it is here. We wo.k to a riqht
rh€dd.. And it" lot xke you;rent
g€cing paid ovenine for tbis. Call you
fnends and telt them to cohe later.
Fjght now' you hav€ to hetp ne with this
presentatio.tOtay?

B Em, trs, I knoq but,l@L sorry, but
sohe ot my trientls have kids_ And it s .
workday romorrow, they canl realy sta/

A r.an, hold ir riSht th.Er Look, r rold you
when you r@k rhis iob there d be a lot
of extra work. You laid you .ould handt€
that. So handlet! Noq come on! I hav€
to get 

-this 
done by eidr. I ve got plans

A No buts, Lars. Now,.atlyour friends and

B Oka, Carhen. AnyrhinSyou say



.a ^ -^

A oh, hi La6. L'ste., .ould I asL you a

I Uh-oh,l donl like th€ soundorthbl
tit ne gu6s. You wdt n€ to work late

A wouldyou? the thing G,I havethis
presentarion to 6nish for romodo, and
I n€€d somedne who! good at producing
ghphi.s to heLp ne out with sone of the
slides, Fra <lt youle so nu.h betd at
thi3 thaD ayone €lse in the offrce, IA
r€aly lik€ it to be you- lt shouldn t tak€
more than two or three hous. what do
you say? Will you do it?

I t@k, Cah€n, you r€ al,ays doing thk

A Alweys doing what?

B DumpinS e{.a work on me at the last
minut€! why don t you ever give me
any notice when you wa.t me to do

A Lds, I do usually give tou noti@. But
thn presenbtion just .ane up.I'n
.dvering for sdmeon€ whos away on si.k
l€av€. And I really need your help.

B oh, weu, thaCs ditr€rcnt then! No

B No, Cam€n, I.an t. I ve got eme
people coning bund this evening.Its
my house warning party, as. matt€r of

A Oh, .eally? And lou didnt ibvite n€?
I You mean you would have come?

A Of course not. I'm far too busy, Lars -
battling on here on dy oM! lt mnld
hale been ni.€ to be ihvited, though.

B Olat youie invit€dl
A Sorry l.ant.ome. ! v€got this

Pr€s€ntati.n to g€t ready. And noe
ny toP te@ nember's decided to put
his so.i.l life 6Bt, it s going to take all

B Look. .

A oh, don't worry about it, Lars. rll ask

A Ihe new kid. yes, She s vefy comp€t€nt,
a.tually. And very Len to help out.
I}ie way you used to b., L,6l Ib fact,
I n thinkingofs€ndingh€r to the Rio
.onf€rence witb A!8€liqu€.

I Hen I rhoudr I was suppos€d to be
going to Rio with Angeliquel

A W€tl, that was bdor€ you lost your .an-
do attitude, h6. I need someone in Rio
who'[ be an a$et not a liability!

I Oka, okay. I I giv€ you an bour aI
nsht? Letis see how much of your
pEsentation w€ can e€t done by swen.

A nranksanillion, Larsl ! owe you one!

i z.st

A Al', La6. Ca, you spare me a momot?
I ve eot a favour to ask you.

B Sur€.

A It: about this pftsentation I have to gei
r€ady 60r tomorrcwt meding.

B oh,yes?
A Ye, I r€alia it s .ather sbot noti.€, but

could you possiuy stay on for a .oupl€
of hou.s to h.lp fre our with some ofth€
slid€s? Il r€aly appr€ciate it. lt's just
the g.aphics I n@d help with, actualt
I ve got the rest of it pretty much

B Ah, now rh.t.ould b€ a bit dift.di,
Camen. You w I have sme frields
coning rouftl this evenirg.

B Yes, it: my hos€ s.ming party,
aduallr Got a few fiields comitg 6we.

to ..I€bfate, ),ou knou Nohally,lAb€
happy to help out, bur tonight I ar1.

A Of cou6e. you. r€w flat! I fo.go!.

B thanks- s nne b have my own plac€ at

A Of couree. w€ll, now, I appr€ciare rhat
you ve got plans. And I dirlnt know
until to.Ly I w6 even doing this
plehtatio.. But there w€ a.e. 5o tjn,
I d really iike yotr to help ne out - eveb
if it s just for d hour. You know how
inpo.tant this prcsenralion is,

B I understand rhat, ye.. But I have lh€s€
gue,ts coning at sev€n !€for€ that I
have to (ook and get things r€ady. so
you see I jusr en1 help you this .vening.

A It sounds lik€ you have a bus/ eveni.g
ah€adl Okat I understand thh is v€ry
in@nvenient for you. I m Dot happy
about it myself, to be ho.€st. lt' by
eveni.ggon€ too. And I would prefer it
if you -€re able to h€lp m. out. You re
a lot better at dasiSniry e.alh'.s thr I

an, so that would save a lot of t'ne.
B I really can't h+ you this ev.ning,

Camen. lt muldbe unfan b can.elmy
pany now at the lait nilute wid some
of my guests probably aheady on their

A This is a problem, Gnt it? Naruralh
I h &sappointed that you .anl at least

P4tpone yourparty ror an hour or two.
I dont ofteD ask you lo do overtioe
And Ia r€auy lik€ your input on this

B I could look at it nBt thi.g in tbe
mofrins if $.r!; any help Bur tonidr I

A Okay. Las, well IA bett{ 6nd soneone
rlse to giv€ me a h,nd thi3 nm€, th.n.
M:ybe Joanna an sp.re me som€ time.

B Yer, Joanna s @lly good with graphns.
r'u ask h€r if yo! like. Aid,look, ny
party sbouldhl go on roo lat€, A lor of
my guests have kiils and it! a workday
tomorrow Ifyou enailsone ofth.
dat. over to m€, I I tak€ a lool at ii
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before I go to bed. Then we should be
abb b nnish it off reaUy quickly iD th€
morning How about that?

Y€s, that world .ertainly be soh€ h.lp.

And I sue$ we.ould both come in hau
.n hour €arly i! the (o.ning to Sivc
ourselvesabit hoP tine
Cood idea. thanks, LaE.I'm glad we
mnased to sort this out. Enjoy your
pa.ryl s& you in the mo.nina.
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