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A conference is a gathering
of impartant people who
singly can do nothing, but
together decide that nothing
can be done.

Fred Allen, US comedian

How often do you
attend or take part in
a conference?

Learning objectives:
Unit 1

Business communication skills
Describing people; Discussing
appropriate conversation topics;
Keeping the conversation

going; Fluency: Networking
with colleagues and business
contacts

Reading A blog about
conference attendance
Listening An extract from a
business travel programme

on conference venues; People
gossiping at a conference;
People socializing at a
conference

Vocabulary Conferences
Grammar Present Simple and
Present Continuous

Phrase bank Networking

Making contacts

1 Your boss tells you she's sending you to a three-day international conference.
Which of the following cities do you hope it's in this year?

Abu Dhabi  Barcelona  Budapest Buenos Aires Chicago  Edinburgh  Johannesburg
Milan Moscow Mumbai Prague Riode Janeiro Shanghai  Stockholm  Sydney
Tokyo Toronto Warsaw

2 Explain your preference to a partner and tell them what you'd like to do if you could
add one extra day onto your trip.

3 The blog below was posted on a business travel message board. A business traveller is
asking for advice. Write down two or three tips for him.

ASK

2 October 2014
3.56 pm

Any advice for a first time conference-goer?

I'm going to my first conference next month, and am looking for
some general tips and advice from experienced conference-goers
on how to get the most out of it, The conference is in Rome,
which I've never been to, 5o I'm quite excited about going. I'm
generally a bit shy in large groups, but would like to try and use
the event as a networking opportunity as well as a learning
experience. It's a three-day event with a reception afterwards.
I'm the only person representing my company at the conference.
Fortunately, I'm not giving & presentation! But my boss has told
me to come back with some useful contacts. Help!

3 reples
52 views

4 Swap and discuss tips with a partner.

5 Read some of the replies this posting received. Speaker A see page 126. Speaker B see
page 139, Compare the tips one by one with your partner. Which advice sounds the best
to you?

Conference venues

1 1.01 Listen to three extracts from a business travel programme.
Which venues below do you think the extracts refer to?

Venue B = Extract Venue C = Extract

Venue A = Extract



BUSINESS COMMUNICATION

2 &7 1.01 Listen again and match the figures to each venue. What do the figures
refer to?

a 321 Venue [ | d 2300 Venue [ | g 170-780 Venue |
b 426 Venue [ | e 10-30% Venue | | h 95 Venue [ |
¢ 27th Venue | | f 3,000 Venue [ | i 200 Venue

3 What other facilities does each venue have? Match the collocations below.
They were all in the extracts you just listened to.

Venue A | Venue B Venue C

a unique ~ _ 1 actwlhes_;_ ' f_E_q hour 1 _c_h_:b li_a cenltral _.':_deiuxe suites
b convention “— 2 atmosphere b health 2 service b flight 2 location

P tearr:-i.zuilding 3 centre | ¢ car rental 3 room service C spacious 3 connections
‘dbanqueting 4 tournaments | d express 4 pools d Internet 4 restaurant
e golf 5 space e exclusive private 5 checkout e world-class 5 views

f exhibition 6 facilities _| f outdoor J 6 beach [ 'i _*;;Jectac-.naf 6 access

4 Your company agrees to send you to an international conference at one of the venues
in 1. Which would you choose and why?

Who's who?

1 One of the main reasons for going to conferences is to meet the right people.
Complete the following questions and answers with the prepositions in the box.

at(x2) by for in(x2) on to with

= the . 2
a standing _ the entrance?

him/herself?

p _ thelongdark hair?
the loud voice?

Who's that guy/woman over there ... c the corner?

" the blue suit?

P P the bar?
the table in the corner?
: the waiter?

e talkin

8 those people?
f is financial services.

Oh, that's Kim Lane. (I think) she/he .. i wets == CamsEbae

h is staying the Hilton,
i ispivingatalk  plobalization.

2 Usethe model in 1 to make new sentences with the phrases in the box.

herbacktous negotiatingskills  pharmaceuticals Renault theawfultie the buffet
the conference organizer  the glasses  the Hyatt  the Italian accent  the long dress
the moustache  the ponytail

01 MAKING CONTACTS
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1.02-1.05 Listen to some delegates chatting at a conference reception. Decide

which four people in the photo they are talking about and complete the information below.

Name: Irena Stefanowitz
Company: P

Position:

Based in:
Hotel:

Subject of talk:

Gossip: — —

= Hotel:

William Hall

Name: Margo Timmerman

Company:

Position:

Based in:

Subject of talk: . s

Gossip: -




BUSINESS COMMUNICATION

Taboo or not taboo?

1 workwitha partner. You meet some
business people at a conference for the first
time. Which of the following topics are:

* interesting?

safe?

conversation killers?

a bit risky?

taboa?

books clothes family food and drink
gadgets how work's going  jewellery
movies  music  people you both know
politics  religion  sport .
the city you'rein  the hotel you're staying at -
the news the weather  your country kb A
your health  your holiday plans — Pl

2 1.06-1.10 Listen to some people socializing at a conference.
What are they talking about? Do they get on with each other?

Topics of conversation Do the speakers get on?

a0 | oW

Keeping the conversation going

1 1.06-1.10 The expressions below were in the conversations you just listened to.
Write in the first three words of each expression. Contractions (it s, you'll, I'm, etc) count
as one word. If necessary, listen again and check.

a first visit to Russia?

b do, by the way?

| = you a drink?

d — business are you in?

B e == these — they're delicious.

f somewhere before?

g = me, [ have to make a phone call.
h talking to you.

1 your talk this morning.

j = enjoying the conference?

k awful? Half a metre of snow this morning, I heard.
| e -me a moment? I'll be right back.
m__ — goand say hello to someone.

n many people here?

0 — you anything from the buffet?
2 Lookat the expressions in 1.

a Which would be good ways of opening a conversation?

b Which would help you to keep a conversation going?

¢ Which could you use to politely end a conversation?

01 MAKING CONTACTS 9




At a conference party

Work as a class to keep the conversation going at a conference party at Disneyland®, Paris.
It's a warm summer evening and the place is full of delegates. The conference theme is
Web 2.0: Business in the connected economy.

Invent a fantasy business card for yourself! Include the following information:

¢ name (You could change nationality!)
® company (You could choose a company you've always wanted to work for!)
® brief contact details (mobile phone, email)

2 Write the questions below. Think of possible answers for each and make notes in the
space provided.

So, who / work for? How / business?
first time / Paris? know many people here?
And what / do there? Can / get / drink?
How / enjoying / conference? So, where / staying?
Where / based? Where / from originally?
giving / presentation? Can / get / anything / buffet?
3 When everyone is ready:
® mingle with the other people in the class.
o introduce yourself to as many people as possible and show interest in what they tell you.
e use the questions in 2 to try to keep the conversation going. (Remember that you can

talk about other people in the room as well as yourself.)
® exchange business cards and fix appointments with anyone you could do business with
- see how many cards you can collect!

10 01 MAKING CONTACTS




01 Making contacts

Conferences

When business people get together, they often just talk about work. This is called
‘talking shop". Complete the sentences with the pairs of words in the box.

down + factory  for + contract  in +distributor of +job  off + workers
out + product  to +office  under + takeover up +plant  with + supplier

a A [hear GEC are setting ____ anew f A Tunderstand you're being transferred
.in Warsaw. head in Stockholm.
B Warsaw? I thought it was Prague. B Well, it's not official yet, but I'm going after
b A [understand you're talks with a local Christmas.
__in Naples. g A They say they're threat from a hostile
B Yeah, that's right. In fact, we've already reached an bid.
agreement. B Really? It's the first ['ve heard of it.
¢ A Theysay GM are laying 5,000 h A Someone told me they're doing a deal
—_in the UK. a in Tel Aviv.
B Is that right? Well, | knew they were downsizing. B Well, that makes sense. They do most of their
d A Someonetold me Sony® arebringing business there.
a new —_in December. i A [hear you're bidding _anew
B Yes, | heard that too. Some kind of multimedia — in Singapore.
entertainment system. B VYeah, we are. The negotiations are going quite well.
e A [hearyou're thinking leaving your i A Someone told me they're closing the
at Hewlett-Packard. Liverpool :
B Well, yes. Just between us, I'm moving to Sony. B It doesn't surprise me. From what I heard, they're

trying to centralize production.

Grammar

Present Simple

About half of all spoken English is in the Present Si

() l‘|| .'Em'_'.: Ctions .|_"u| states which are alwavs or generally true
Affirmative Negative Interrogative Spelling changes
I I I verb he/she/it
Y"-' \l lEIl!I'( ])l} Vol L o0 ooes

: work. A , work? ) .
We We work. Don't we watch watches
They They they push pushes
He He ' i D he miss misses
. ¥ doesn't oes ; ) ; :
She works, She . | she work? fax faxes
work. Doesn't

[t 1§ it try tries

Correct the conversations using the information above. ¢ Your presentation is this afternoon.
a A Works he for the BBC? d The United States has the world'’s strongest economy.
B No, he don't work for them anymore. He work for e That’s a good idea! |
CNN. f She works on Saturdays. j
b A Where work you? g |love Vienna at Christmas. | |
B [ works for a design company in Frankfurt. h My train leaves at 7.30. , |
¢ At our firm, we doesn't work on Friday afternoons.
d On Mondays our CEO usually flys to Osle. 1 describes habits and routines
2 refers to schedules and timetables
2 Match the sentences (a—h) to their functions (1-4). 3  expresses T =
= expresses thoughts, feelings and opinions
a llive just outside Munich. . 4 refers to long-term situations or facts
b He runs five kilometres every day.| |

01 MAKING CONTACTS 11
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Present Continuous

You use the Present Continuous to talk about current situations in progress and future arrangements:

* They're staying af the Hilton.
= Hes giving a talk on globalization at three otlock.

Afhirmative Nepative Interrogative Spelling changes

, Am . i verb ' —ing form
I'm I'm not . | : TS ]
B Arent : make - making
You're You aren’t you come coming

, , Are : )
Were . We aren't . , we : . run running
. working. ., | working. Arent i working? .
They're . They aren't they drop dropping
He’s He isn't 0 he forget i forgetring
§ . .

She's She isn't ghe lie lyin

X L, lsn't b ying
It’s Tt isn’t | it :

3
A
B
A

Read the conversation.

Alison?

Yes. Wha's calling? (a)

It's Paco ... About our appointment, we're meeting (b)
en Thursday, right?

That’s right. Are you flying (¢) to Heathrow?

No. I'm working (d) in Zarageza this month. So
Gatwick’s easier for me.

Fine. Oh! The batteries are going (e) on my mobile. Can
I call you back?

In the conversation, find examples of the following.

1
2
3

something happening right at this moment D ‘:l
something happening around the present time
a future arrangement

Present Simple or Continuous?

Some verbs are not ‘action’ verbs and are not usually used in
the continuous form.

be

see

PO @ M

believe
seem

hear know
think

like mean need

understand  want

Choose the best alternatives in the following conversation.
What (a) do you do / are you doing?

(b) I'm / I'm being an electrical engineer for Siemens.
Really? Here in Munich?

That's right. (¢} Do you know / Are you knowing Munich?
Oh, yes, great city. So, how (d) do you enjoy / are you
enjoying the conference so far?

Well, it’s all right, (e} [ guess / I'm guessing. (f) Do you give /
Are you giving a talk?

No, no. (g) I only come / I'm only coming to these things
to get out of the office for a few days, Where (h) do you
stay / are you staying, by the way?

At the Avalon. (i) I usually stay / I'm usually staying at the
Bauer Hotel in Miinchenerstrasse, but it was full.

Well, if (§) you don't do / you aren’t doing anything later,
do you want to go for something to eat?

01 MAKING CONTACTS

Phrase bank: Networking

Match the sentence beginnings (a-k) to the pairs of

endings (1-11).
a What do you

b Who doyou

¢ Where are you

How are you

e Isn'tthis

f Who's the guy

I think he's

h Canlgetyou

i Letme

i Ifyou'll excuse

me

k It’s been

1

10

11

introduce you to someone.
give you my card.

enjoying the conference?
getting back to your hotel?
nice talking to you.

a pleasure meeting you.
based?

staying?

with the beard?

in the dark suit?

work for?

know here?

adrink?

anything from the buffet?
a moment, I'll be right back.
I have to make a phone call.
do, by the way?

think of the venue?

an amazing place?
weather awful?

in logistics.

giving a talk on PR.

a[ Jb[Je[]d[]) el ] f[]
g Jn(] i «]




Our telephane answering
system bas brofen down. This
is a buman being. How can I

belp you?

Anonymous cuslomer service
representative

How often do you use the
telephone at work?

Learning objectives: |
Unit 2

Business communication
skills Receiving calls;

Leaving veicemails; Roleplay:
Exchanging information on the
telephone

Listening Planning a telephone
call; Voicemail messapes;
Telephone conversations
Vocabulary Telephone
expressions

Grammar Past Simple; time

adverbs age, before, during, for,

i, over

| Phrase bank Telephoning

Making calls

1 How comfortable are you speaking English on the phone? Work with a partner.
Complete the questionnaire with the verbs in the box in the correct form. Then discuss.

have

keep  lose

misunderstand

shout sound

try

want  wish

Can you remember a time when you ...

totdlly — -

Oh, yes No
really

Ch, yes No
constantly

Oh, yes No
jost.—

Oh, yes MNo
actually

Oh, yes No
completely

Oh, yes No
just

person face to face?
Oh, yes No
even

out to avoid taking a call?
Oh, yes MNo
really

Oh, yes Mo

you could talk to the other

pretending you were

to kill the person 4
on the other end of the phone?

what someone said on the phone?

at someone on the phone?

___ track of the conversation?

rude and unhelpful because you were busy?

to ask the other person to repeat what they said?

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

Making phone calls in a foreign language requires planning. It's especially important to
know what to say right at the beginning of the call.

2
3

4

o
follo

1.11 Listen to the phone call. Why does the caller get angry?

1.12 Listen to a better version of the same phone call and complete the following
opening phrases:

, accounts

. Marius Pot

1.13 Now listen to another phone call. Why does the caller sound so
unprofessional?

1.14 Again, listen to a better version of the same phone call and complete the

wing phrases:

- Ramon Berenguer

_ an invoice.

Genex Ace Pharmaceuticals.

Catherine Mellor, 7

02 MAKING CALLS 13



6 Alotof the English you need on the phone is just a small number of keywaords used
in different combinations. Work with a partner. How many telephone expressions can
you make in two minutes using one word or phrase from two or more sections below
(E._&;. Can I have your name, p."{’(.'sr??)? Write them down.

ask please
check about it
| speak to L again
| whnos
take i with me
see if ; with you
you
help back to me
he/she
have . | called
him/her !
give S within the hour
Can : speak gLl to call me back
- U .
you P P | a message
hold on [ a few details
| someone
get on that
% I something i
tel 5 there
: a moment i
leave ¢ for me
I
| say later toda
I~ | that d
spell calling
read when he'll/she’ll be back
| get back to a message

7 You overhear a colleague say the following things on the phone. What questions do
you think she was asked? Use some of the telephone expressions you made in 6.

Yes, I'd like to speak to [fakat Karsli, ;)1&159.

Yes, it's Ivana Medvedeva.

M-E-D-V-E-D-E-V-A, Medvedeva.

Yes. Can you just tell her Ivana called?

Yes, T'll tell him as soon as he gets in.

Of course. Your reference number is 45-81099-KM. Okay?

Sorry, is that better?

M ™0 OO T o

Around three, | should think.
Can we make that two hours?

Certainly. Can you give me your number?
Sure. When can [ expect to hear from you?

—_— g =

Sure. Just a minute. Where's my pen? Okay, go ahead.

8 & 1.15 Listen and check YOUr answers.

L -
Voicemail
1 :-:: 1.16 Listen Lo six
voicemail messages. Take
notes. Which message is
about:

an order?

w

some figures?
a meeting?
a deadline?

areport?

- o 00 or

a reminder?
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asap = as soon as

rgds = regards
HQ = headquarters
Q3 = third quarter

BUSINESS COMMUNICATION

2 & 116 Listen again and answer the questions.

Message 1 How many times did Cheryl phone yesterday?
Message 2 What's the good news about phase one?

Message 3 What did Zoltan include in his report?

Message 4 When was the delivery?

Message 5 When was the estimate due?

Message 6 What do you think is happening at three tomorrow?

3& 116 The messages in 2 contain the following verbs.

a phoned, corrected, faxed d talked, despatched, delivered
b wanted, finished, explained e called, discussed, expected
¢ started, emailed, included f tried, waited, booked

The -ed endings of regular verbs in the Past Simple can be pronounced in three different
ways: /d/, /t/ or hd/. Listen to the messages again. Which verbs take the /1d/ ending? Why?
Put them in the third column of the chart.

fd/ ft/ hd/

Now put the other verbs in the correct column.

4 The following messages were taken by your secretary. Work with a partner. Can you
recreate the original voicemails? The first one has been done for you as an example.

URGENT!

Jirn LExpo in Dublind Lost

stick for presentotion! Pis email
nt slides asopl

5 ﬂ 1.17 Listen to the original voicemails and compare them with your answers.

02 MAKING CALLS 15



Returning a call

1 1.18-1.19 Listen to two telephone calls and answer the questions,

Call1

a Whose answerphone are we listening to?
b What does the caller want?

¢ Put the lines of the recorded message in the correct order.
ﬂ Hello. This is Patterson Meats,

I_ ] but if you'd like to leave

" for calling. I'm afraid

please do so

your call right now,

after the tone and I'll get back

Sylvia Wright's office. Thank you

I'm not able to take

I

a message,

/0 to you as soon as [ can.

Call 2
a Who didn't come to the meeting?
1 Bill Andrews 3 Jonathan Powell
2 Stephanie Hughes 4 Melanie Burns
b Who does Tim already know?
1 Bill Andrews 3 Jonathan Powell
2 Stephanie Hughes 4 Melanie Burns
¢ What didn't the visitors from the UK see?
1 the processing plant 4 the freezer units
2 the factory 5 apresentation

3 the packing department

d Tim was interrupted during the phone call. Complete what he said to Sylvia.
Sorry
[ just S ——
Where ]

e What were the British visitors worried about?

f Would the product they came to see be popular in your country? Would you try it?

2 Put these irregular verbs from Call 2 into the Past Simple. You have 45 seconds!

be come do get give
go have meet say send

speak take tell think

3 Oneof the following extracts

is from the phone call. The o

is incorrect. Which is incor

and why?

a Sowho else did come? Came
Stephanie Hughes?

b Sowho else came? Did
Stephanie Hughes come?
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BUSINESS COMMUNICATION

Findi t

Nork with a partner. Phone each other in order to find out some information to help you:
* do business in a foreign city
* give a presentation

* attend a job interview.

Talk to your partner before you begin and decide on the subject of your phone calls. Think
of the language you will need to use.

Begin your phone call in this way:

Hi, (your partner's name). [t’s {(vour name) here. How are
things? ... And how's business?

Then use the notes below to help you ask your questions. Ask other questions if you like,

r "
1 A business trip

Listen, 'mgoingto (city?) on business in a couple of
weeks. | know you did some business there a while ago and | just
wanted to ask you how it went.

a Which airline / fly with? g meetings go okay?

b business class? h language problems?

¢ Where / stay? i chance /see much / city?
d What / food like? i What/do/evenings?

e What / people like? kK invite / their home?

f easy to work with? | take a present?

Listen, I'm giving a presentationat __________ (a meeting?
a conference?) in a couple of weeks. | know you had to give a
presentation a while ago and | just wanted to ask you how it went.

a talk/ your own? g How many / visuals?

b How long / take / prepare? h tell jokes?

¢ How big / audience? i give/handouts?

d How long / speak for? i take guestions / the end?
e nervous? k any difficult ones?

f use PowerPoint? I  How /deal with them?

3 A job interview

Listen, I'm going for an interviewat ______ (company?) in a

couple of weeks. | know you had an interview with them a while ago
and | just wanted to ask you how it went.
a How long / interview / last? g trickiest question?
b How many interviewers? h ask/ personal questions?
" ¢ How friendly? i have/do/atest?
= d say what / looking for? i askthem / questions?
z e refer / your CV? k What/ salary / like?
f How interested / qualifications? I offer you/ job?

02 MAKING CALLS 17
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02 Making calls

Telephone expressions

In business, phone calls are often interrupted. Match
the difficulties and distractions (a—i) to the appropriate
responses (1-9},

A colleague wants you to sign something,

Your colleague leaves a few seconds later.

There's a lot of noise right outside your office.

Your boss wants a word with you - now!

Someone else is trying to call you.

The caller gives you their name — it's unpronounceable!

o o a0 o

You think you misunderstood the information the other
person just gave you.

-

You gave the caller a lot of infermation very quickly.

The cther person just won't stop talking!

( 1 Sorry, could you speak up a littlye?_J

2 Look, I've got someone on the ather line.
Can I call you back?

[ 3 QOkay? Did you get all that@]

[ 4 Tl have to go, I'm afraid. Something’s come up. ]

)/ [ 5 Sorry about that. Where were “Q_J

[ 6 Anyway, | won't keep you any longer. }

Speak to you soon.

Y

[7 Excuse me a moment.

8 Sorry, could you spell that for me, please? J

' 9 Canljust check that wit%

al ] b[] e[ ] al] e[ f]
g J nlj il

02 MAKING CALLS

Grammar

Past Simple

You use the Past Simple to talk about completed past
events. Most verbs are regular, but there are about 100
important irregular verbs that are usctul to learn.

Afthrmative Negative

[ | ]

You I You

He : He

She worked. She didn't work.
[t It

We We

"They They

Interrogative Spelling changes

] verb past simple
you study | studied
Did he preter | preferred
i
1. | she [work? stop stopped
Didn't | ) .
it admit | admitted
we
they
to be
Athirmative Negative Intcrrogative
| 1 _ Iz
He He . Was ‘ he?
. was. | wasn't. .
She | She Wasn't  : she?
it | It i
You B You * vou?
, Were
We | were. We | weren't. ., lwe?
R Weren't !
ey They ! | they?

1 Correct the conversation with the information
above.

Phoned Enrique about those figures?

No. [ wait all marning, but he phoned not.
Typical! And [ suppose he didn't the report either.

[+ o I -« - e

No. Did he went to the meeting yesterday?
A No, but [ not expected him te.

2 Write the Past Simple of the verbs below. Why don’t
the verbs on the right follow the same spelling changes
as the verbs on the left?

hurry play
oCCUpy eee enjoy
refer offer
confer suffer
drop develop
flop - visit
cormmit

transmit



Time adverbs

3 Time adverbs help us to be more specific about the past.
Complete this short presentation about the development of
a new product with the time adverbs in the box.

ago before during for in over

As you know, we first got the idea for the new product a

year (a) but (b} we could go to
market with it, there was a lot of work to do.
(). sixmonths, the product was in development

at our research centre in Cambridge. We then ran tests

(@ ... athree-month peried. (e}

that time, we also conducted interviews with some of our best
customers to find out what they wanted from the product.
() March we were finally ready for the launch.

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

A businessman (a) (want) to interview
applicants for the position of divisional manager. There
by . (be)several strong candidates,

so he () (decide) to devise a simple
test to select the most suitable person for the job.
He{d) — . {ask) each applicant the simple
question, ‘What is two and two?'

The first applicant(e) —__(be)a
journalist. He {f) (light) a cigarette,
{g) .——(think) for a moment and then
) — e (s0Y) '22°.

The second applicant {)
in engineering. He {j)

(have) a degree
(take) out his

calculator, (k) (press) a few buttons and
B (show)the answer to be batween
3.999 and 4.001.

The next applicant (m) (work) as a
corporate lawyer. He (n) (state) that
two and two {c) (can) only be four, and
P)—— (prove) it by referring to the well-

known case of Gates v Monopolies Commission.

The last applicant {q) {turn) out to be an
accountant. The businessman again {r)
{put) his question, ‘What is two and two?’

The accountant (s) {get) up from

his chair, () {go) over to the door,

W _ _(close)it, then(y)
{come) back and (w) {sit) down. Finally,
he( —(lean) across the desk and

tv) . (whisper) in a low voice, "How much

do you want it to be?’

5 Read the conversation and answer the questions.
Anne  Who did you tell?

Bengt Just Claire.

Anne  And who told you?

Bengt Stefan.

Anne  And nobody else knows?

Bengt Only you.

anne  Well, of course, 1do. I told Stefan.

Who knew first?

1 Anne 2 Bengt 3 Claire 4 Stefan
How did Bengt find out?

Who was the last to know?

1 Anne 2 Bengt 3 Claire 4 Stefan

Read these two questions and underline the subject
in each.
Whe did you tell? Who told you?

Correct the six errors in these conversations.
They're moving us to a new office.

Who did say so?

The boss. [ spoke to him this morning.

Oh. So where said he we're moving to?

Well, [ went to the interview.

And? What did happen?

1 got the job!

What said 1? [ knew you'd get it. Cengratulations!
I spoke to Amy at the meeting about our idea.
And what thought she?

She liked it.

Good. So who else did come to the meeting?

WPrPOPEPPOP0>EOD>

Phrase bank: Telephoning

1 Look at the phrases below and decide who
probably said them: the caller or the person who
received the call. Mark them C or R. If you think it
could equally be both, write B. The first one has been
done for you.

a 'This is [John White] from [Novartis].

It’s

I'm calling > b about an invoice. D

speak to Jane Green, please? D
ask who's calling, please? D
take a message?|_|

get back to you on that?[_]
leave it with you? D

call you back (in a few

minutes / an hour)? ‘:l

Canl L

Fm ™ a0 @ ©

speak up, please? D

say that again?

spell that (for me}, please?| ]
hold on a moment, please? D
read that back to me? ||

tell me when she'll/he’ll be back? D
ask her to call me back? D

Could you

°=3—,—|—..¢.

2 Canl..?is perfectly polite. Why do you think
Could you ...7 is better than Can you ...?
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When the result of a meeting
is to schedule more meetings,

it usually signals trouble.

Mike Murphy, business writer

How do you ensure that
the meetings you attend
are productive?

Learning objectives:
Unit 3

Business communication
skills Checking and elarifying
facts and hgures; Flueney:
Querying informarion; Clearing
up misunderstandings
Reading Articles: two
SpOrtswear companies
Listening Extracts from
meetings: A briefing meeting
Vocabulary Business phrasal
verbs

Grammar K.‘m]:]::lr;ttw:-:.-; and
superlatives

Phrase bank Checking
understanding

& In company interviews
Units 1-3

missed - say -
again?

20 03 KEEPING TRACK

didn’t catch -
slow - bit?

Keeping track

1 When you take part in meetings in English, it is easy to lose track of what people are
saying. Who do you generally find the hardest to understand?

native speakers  other non-native speakers  people who speak too fast

people with strong accents

2 Here are six simple ways of checking what someone has just said. Complete them with
the pairs of words in the box.

catch +slow follow+run 'm+go missed+say see+be understand +explain
a that. Could you it again?
b didn't that. Could you . down a bit?
¢ don't LCouldyou — what you mean?
ol d not with you. Could ver that again?
not with you. Could you over that again?
e don't you. Could you through that again?
f don't quite what you mean. Could you a
bit more specific?
3 Which of the phrases in 2 do you use when you:
1 didn'thear? [ ][ |
2 didn't understand? [1 [ [_| |
4 Match the phrasal verbs (a-c) to their meanings (1-3).
a slow down 1 mention quickly
b goover 2 speak more slowly
¢ run through 3 examine, discuss

5 Can you remember the phrases in 2 when you need them? Work with a partner.
Take turns to throw dice and try to produce the exact phrases using the words

below to help you.

don't follow you  don't quite see
-run through-  mean - bit more
specific?

don't understand not with you -
explain - what  go over - again?
you mean? again?

Sorry?

1 In meetings where you are discussing facts and figures, saying ‘Sorry?" or ‘I don’t
understand’ is not always enough. Sometimes you need to be more precise. Look at the
following short extracts from meetings. Complete the second speaker’s responses with
the question words from the box.

howlong howmuch what when where who

a A The problem is money. b A We have to reach a decision by next week.
B Sorry, did you say? B Sorry, — did you say?
A 'The problem is money. A Next week.
B Oh, as usual. B Oh,]see.



BUSINESS COMMUNICATION

t A Anupgrade will cost $3,000. e A The company is based in Taipei.
B Sorry, _ did you say? B Sorry, did you say?
A Three thousand dollars, at least. A In Taipei.
B Oh, as much as that? B Oh, really?

d A Ildiké Dudas spoke to me about it f A The whole project might take 18

yr.'sr('t‘day. months,

B Sorry, did you say? B Sorry, did you say?
A 1ldiké Dudds - from the Budapest office. A Eighteen months.

B Oh, yes, of course.

qﬁhas

B Oh, as long as that?

2 1.20 Listen to the conversations in 1 and check vour answers.

3 Work witha partner to practise clarifying specific points. You are going to read about
two famous sportswear companies started h}r two brothers in the same town. Sp{faker A
see page 127. Speaker B see page 139.

4 How many comparative and superlative expressions can you find in the article you

5 witha partner, complete the following quiz about comparative and superlative

¥ just read?

expressions. The article you just read should help you with most of them.,

What do you call a company which is
bigger than all the others except one?

The
company.

What do you call a company which is
more profitable than all the others except two?

The
__ company.

What's the opposite of ‘one of the
most profitable’?

One of the profitable.

What's another way of saying 'easily
the most successful'?

SR e _ the most
successful.

What's the opposite of ‘things got
better and better'?

Things got and

What are two other ways of saying
‘much more than this'?

A more than this.

A more
than this.

What do you call a company which is
100% bigger than another?

big.

What do you call a company which is
50% smaller than another?

big.

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

I —_bigger.

What's another way of saying ‘there
has never been a more successful company'?

It's the successful
company

What are two other ways of saying
‘the number one brand of sports shoe'?

The brand of sports
shoe.

The world’s brand of
sports shoe.
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= >

A Oh, yes, sorry. 30

II'Il”IIl.'I'.

A These are the fipures

for 2008

B 20087 Don't vou
mean 20097 )

A Mo, | mean 2008

A This represents 8.6%

of total sales.

B 8.67 Shouldn't that
be 6.87

A Yes, 6.8, Didn't | say

that?

-
g
]

n
03 KEEPING TRACK

So that's $13 million.

13 million? Isn't it 30?

Didn’t | say that?

1 People sometimes disagree about facts in meetings. One way of politely querying
something is simply to repeat the part you think is wrong and ask a question. Look at the
examples on the left.

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

1997 Finland Google Korean music software
Tata Motors  the Burj Khalifa theMNetherlands

a The biggest Benelux country is Belgium.

Belgium? Don't you mean the Netherlands?

Hyundai is a well-known Japanese car manufacturer.

China regained control of Hong Kong in 1998.

Microsoft® is the world’s leading computer hardware manufacturer.
Jaguar cars are owned by Ford™.

America has more mobile phones per household than any other country.
MTV™ is the biggest news channel in the world.

T MM -0 O o6 o

Yahoo* is the most popular search engine in the world.

The tallest skyscraper in the world is the Taipei 101.

3 Write down a few false business facts of your own. Read them out to the rest of
the class. Can they correct you?

1.21 Listen to an extract from a meeting and tick the sentences which are correct.
The meeting is being held to discuss last month's sales figures. | |
Overall, sales are up by 2.6%. [
The best results are in Denmark and Norway. |
30,000 units have been sold in Scandinavia. |
Last month was June. | |

John Munroe is head of Northern Europe.

m o oo oo

Munroe is in Scotland at the moment. |

w

1.21 Listen again and correct the mistakes in 4.

6 The following expressions are used to query information you are less sure about..
They were all in the conversation you just listened to. Complete them with the words
in the box.

mistake right sound sure

& Areyou 7
b There mustbe some —
¢ 'That can't be
d That doesn't

right to me.



BUSINESS COMMUNICATION

7 How good is your business general knowledge? Underline the correct information below.

WORLD BUSINESS RECORDS

According to Forbes magazine, the
world's biggest public company (inc.
sales, profits, assets and market value) is
Exxon Mobil / Royal Dutch Shell /
General Electric

The world’s best-selling mobile phone
to date is

the iPhone / the Nokia 1100/

the Samsung Galaxy

The world's best-selling model of car
to date is

the VW Beetle / the Toyota Corolla /
the Ford Focus™

The world's oldest airline is
KLM / British Airways / Singapore
Airlines

The world’s most popular website is
YouTube / Facebook / Google

According to BrandZ, the world's
largest brand equity database, the
world’s most valuable luxury brand is
Louis Vuitton / Gucci® / Cartier

The world’s oldest bank is

the Banca Monte dei Paschi di Siena/

Sumitomo Mitsui / the Bank of
England

The single invention with the highest
global turnover is

the personal computer / the electric
light bulb / the automobile

The world's biggest exporter of
computer software is
the USA [ Ireland / India

The country with the highest trade
union membership is
France / Sweden / Russia

The world's richest country in GDP
per head is
Qatar / Liechtenstein / Switzerland

Before it finally went into liquidation

in 2006, Japanese architectural firm
Kongo Gumi was the world's oldest
family firm, having been in business for
350 years / 700 years / 1,400 years

T .L‘.,:,; -'.:-L-__.--f g "-'_'—:'-.*-f‘- ~ Answers on page 126

Now work with a partner to practise querying information. Take turns to read out your
answers to the quiz. Query anything you think is wrong.

8 Sometimes what people say in meetings conflicts with what they said earlier.

A Eight out of ten members of staff liked the proposal. So, 90% is a good result.
B Wait a minute. Ninety per cent? I thought you said eight out of ten ...
A Oh, yeah. Sorry, 80%, of course.

Work with a partner to practise pointing out discrepancies. Speaker A see page 135,
Speaker B see page 140.

The briefing meeting

In company interviews

Units 1-3

Then check with a partner.

Seppere Bank AC%iniCﬂ = Preject teom |

Team leader: (20
FosMon m o company. (4]
: |
- — o —l_ e — —

Me.

1
| danet (e
dob: (£

| Sharow ()

Posidion COMPaAn. 2} —

Eobin (o)
‘.]\.—“'.'.‘: [} |

1.22 A mergers and acquisitions specialist has been transferred to the Tokyo office of
his bank to work as part of a project team during a takeover bid. He is attending his first
briefing meeting, but things don't go quite as he expected. Listen and complete his notes.

'l be based at
) F—

My mam responsioility
will be. M —

First projeet meetimg
< P :
scheduled Yor ()

Firs4 round of negotiations
b{:cj‘fﬂ on (N
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Vocabulary

Business phrasal verbs

Complete each conversation with one of the five words in the box.

Then match the phrasal verbs in the conversation to the verbs similar in meaning, down el —on= ot p

a The project meeting

A ()k:!}’. that's item two. Let’s move to item three: new projects.

B Now, just hold a minute, Sylvia.

A Kim, I'm counting you to get us the Zurich contract.
B But this is not the time to be taking maore work.

continue = _ — accept == rely wait=s

b The troubleshooting meeting

A Right. Have you managed to sort ~ the problem with our computers?

B To be honest, we haven't really found exactly what the problem is vet.

A Well, can I just point that it’s now affecting everyone on the first loor?
B Yes, I know. We're carrying tests on the SYSIEm now. Give usa .._'uui1]c of hours.
say = —  discover=______ do = - solve =

€ The union negotiation

A The question is, will vou agree to call the strike?
r, =

B Not if you're still planning to lay a quarter of the workforce, no.
A I'm afraid that's a decision we cant put any longer.

B Then, I'm SOrTY, We chall have to break these :::rgntL:ui.nns,

hre=___ _ end = _ cancel |m~r|'-+:u;

d The marketing meeting

A We really must fix a I:I]t'.(_'!::illﬁ to discuss our pricing strategy.
B Our prices are fine. We're trying to build market share, Otto, Profits can wait.

A Yes, but our overheads have gone nearly 20% over the last 18 months.

B 1 know, but that’s no reason to put prices. We'll just lose customers.

rise = raise = _ arrange = develop

€ The budget meeting

A T'm afraid they've turned our application for a bigger budget.

B That’s because group turnover’s gone again. So where are we supposed to make cuts?
A We could start by cutting the amount of time we waste in these meetings!
B Now, calm everybody. We necd to be pracrical.

reduce = — relax = = I'E"-|L'1'| (!l‘\'l'ﬁ.‘}ih{‘ =

Comparatives and superlatives

.|'L5IH' \Jil'\'iin LComparative ‘\||11-.-;]-,|lil;- 1 CL‘ISSH}«' the ill‘.]jl?Cli\-’l?S below as type 1-6.

1 cheap cheaper "}Eu_.-ém-.-_;u;m clever '_ high ___I sad :
2 safe safer the safest hot global —] thin :
3 big - bigger the biggest dirty ‘_| bad j fat D
4 - carly arli the carliest helpful I.: wealthy | I late u
5 [ impr.-rt;‘.nt - nore important the most important hard -—- ela.sy :| effective EI
] zood ' better the best newey: L Tt j reliakle [7

What generalizations can you make about one-syllable,
two-syllable and three-syllable adjectives?
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2 Use your own personal experiences to complete the
following sentences. If necessary, use a dictionary to help
you choose the right adjectives.

a The job I've got now is a lot than my
previous one. On the other hand, it’s not quite as

b 1found.
butIthink
¢ To be honest, | don't really like
prefer something a bit

to be a fairly city,
is even ———

music. |

d [l never forget the view from It's even

than the one from

e [find
not quite as
f Ithink the _ building I've ever seen must
be . Either that or _, which
, but in a different way.

___food fairly _, but it's

_as people think.

was just as
g The peoplein = are some of the
___I've ever met — apart from the
, who are even e
h ldrivea. -
___,it'’s the
— asthe -

these days. In terms of
car I've ever had,

but it's not as [ used

to have.

3 Complete the following humorous article with the
comparative and superlative expressions in the boxes.

a-g

alotmore by far the lowest compared with

even worse  little safer  much better  world's highest
h-I

10% longer asfamousas  a little more

significantly happier  twice as likely

Phrase bank: Checking understanding
Look at the phrases and expressions below.
Which do you use when you:

® understood dil'fertmﬂ}f?

o didn't hear?

o didn't understand?

a
missed that.
Sorry, | —
didn’t catch that.
: say it again?
Could you just y Sayitag .
_LT)O over 1[]"_1L .lgnln?
b — ; R
m not (quite) with you.
- don't (quite) follow you.
Sorry, 1 AT
don't (quite) see what you
mean.
explain what you mean?
Could you just ——> be (a bit) more specific?
say (a bit) more about that?
i |
[sn't it

Don't you mean
Shouldn't that be
I thought you said

> 12%7

What's the effect of using the words in brackets ()?

How to live forever:

Don't live in lceland. With long dark winters, sub-zero
temperatures and active volcanos, it has the

(a) suicide rate. Move to Palm Beach,
Florida, where you have a (b) __ chance of
living to be over 100 - like the rest of the residents.

Don't go to Johannesburg. It's the murder capital of the
world. Statistically, it's (c) _dangerous than
S3o Paulo or New York. Milan'saf(d) —— but
try not to breathe. The pollution’s (g) _ than
in Mexico City.

Don't get sick in Equatorial Guinea. There's only one
doctor to every 70,000 patients and no anaesthetic. If
you have to be ill, be ill in Kuwait. It has (f) s
death rate in the world. Only 3.1 people per thousand die
annually, (g) — 11.2 in Britain.

If you're a man, think of becoming a woman. On average,
women live (h) than men. If you're a
woman, stay single. Crime figures show women are

(i to be killed by their partner than anyone
else,

Become a ‘chocoholic’. Chocolate isn't good for you, but
it releases chemicals in the brain that make you

(1]} . And it's a medical fact that happiness
prolangs life.

Become famous - like Elvis, James Dean and John
Lennon. People will believe you're alive even after you're
dead. Even if you can't be (k) Marilyn
Monroe or Kurt Cobain, you can be (l)
careful than they were. Don't act crazy! You won't actually
live longer. It will just seem like it!
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Learning objectives:
Unit 4
People skills Effective listening
techniques; Fluency: Active
listening

Reading Article about effective
listening

Listening Problematic and
constructive conversations

04 LISTENING

Listening

1 Have you had bosses like the CEO in the cartoon?
Who's the best listener you know?

2 Complete the following sentences and share views with
a partner.

a When someone is talking, I think it’s rude to ...

b One thing | find really irritating when I'm speaking to
someone is ...

If I'm bored in a meeting, | often find myself ...
d When people just won't get to the point, then it's okay
o ...

3 Read the article and answer the questions.

“He's a good listener, but only to
the sound of his own voice.”

a In what context are the following statistics mentioned?
b Do any of them surprise you?

80% 25%

LISTE

4-5 $50,000 $14,000 2:1

700wpm % %

d to say that everyone

to be listened to, but they

vant because so does

ally true in the

UK leadership

hat 80% of managers do
blem is that we think

5 :

4 1.23 As a group, listen to extracts from three conversations (a-c) and discuss
what's going wrong. Summarize the main problem in each conversation.

Extract a —— = — .
Extractb

Extract c S




5 One way of making sure you're a good listener is to employ the L.L.S.T.E.N. method.
With a partner, match the guidelines (a-f) to what you need to do (1-6).

a Look interested 1 seek further information, probe with questions

b Inquire 2 resist the temptation to judge or criticize too soon

¢ Summarize 3 clarify any points which are unclear to you

d Test understanding 4 establish eye contact, adopt an open, alert posture

e Encourage 5 paraphrase regularly to show you're paying
attention

f Neutralize your own attitudes 6 make polite noises, show support, repeat

6

keywords

¢ 1.24-1.27 Now listen to extracts from four more constructive conversations.

What's the main topic of conversation and which of the six listening skills in 5

is

the listener using?

Extract1 Topic: =,

Extract 2 Topic:

Skill:

Skill:

Extract 3 Topic: —

Extract4 Topic:

Skill: —

Skill:

7 & 124127¢Can you remember in which extracts in 6 you heard the following?
Listen again if you need to.

So what you're saying is ... Uh huh, go on.
It sounds like you think ... ? Really?
In other words ... | Oh, that's interesting.
Okay, so the way you see it is ... Right, I'm with you. Good point.
So, for you, it’s a question of ... Hmm, nice idea. I like it.
Extract: Extract:
4 ' 4
- \ !
Are you saying ...7 How is that going to affect ...?
Do you mean ...? But wouldn't that mean ...7
What do you mean by ...7 Why do you say that?
Sorry, I'm not quite with you. Do you have figures for that?
How do you mean exactly? Okay, fine. Just one question ...
fL_Extract: e Extract: B

8 Work with a partner. Each read out one of the meeting extracts below slowly and
clearly. The other should listen and follow the instructions in brackets. Spend a few
minutes preparing your questions and answers before you start. Some of the expressions
in 7 might be helpful.

a

Okay, well, in my opinion, our sales team is badly underperforming (clarify). | think we
definitely need to introduce some kind of incentive scheme (encourage). We must also
do something about poor performers (clarify). At the same time, we have to build team
spirit (encourage). I'm concerned that there's currently too little communication and
collaboration between team members (summarize and ask one or two further questions).
Okay, this is just an idea, but why don’t we do more to celebrate successes amongst
our sales staff (clarify)? This would be a great way to reinforce the idea that we're a
winning team (encourage). Perhaps we could also develop a mentoring system (elarify).
If junior staff could turn to more experienced team members for advice, I think it
would improve overall performance and boost morale (encourage). In fact, maybe
mentors could get a bonus based on the performance of the people they're mentoring
(summarize and ask one or two further questions).

9 Work with a partner to practise your active listening skills. Both speakers see page 127.
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EOANAGRREN Y Rt SiR e i TR s e A
The networking event

SCENARIO

Learning objectives:
Management

Scenario A

Business communication
Identifying networker types;

Rules for successful networking;
Fluenewv: A r'-r'tu.'url-::nx‘_ event |
Reading Making the most of
business networking events
= In company in action
Al:The |1|-I'.'.lmlciu_|_§ avent:
AZ: A useful contact 1 Flow Information Systems (FIS) is a London-based cornpany that designs and sets

up computer networks and databases for small and medium-sized firms. Anton Vega is
the sales manager at FIS and he’s about to attend his first breakfast networking event in
London. Read the event’s web page and answer the questions.

a Where and when is the event being held?
b What do you think ClO and MIS stand for?
¢ What's the event schedule?

d What's the dedicated website for?

SMALL BUSINESS NETWORKING EVENT
Help your IT business grow
A free networking workshop to help small business owners grow

Monday 27" June — 0X02 Events Space Level Two
0XO0 Tower Wharf — South Bank — London SE1 9PH

On 27" June, the C10 for Radcliffe Hotels (UK), Adrian Moore, joins us for
the Small Business Networking Event at London’s iconic 0X0 Tower. Adrian’s
short keynote, *Cloud-Based Management Information Systems’, will be
followed by a gourmet breakfast as you mix and mingle with small business
owners, | T directors and MIS providers from all over Europe. A dedicated
website will be set up after the event to help vou keep in touch and develop
your new business relationships... [more]

2 How useful do you think these events are? Have you ever attended a similar event?
If so, did you make any useful contacts?

3 Match the networker types (a-d) to their descriptions (1-4). Have you met anyone
like this?

a The autobiographer 1 'This person is so busy telling you all about themself and

b The time waster their company, they barely have time to ask about you and
¢ ‘The escape artist yours.

d The hard seller 2 This person talks business from the moment you meet

and gives you their business card before you've even
introduced yourself.

3 This person seems vaguely interested in what you have
to offer, but is clearly not seriously considering doing
business with you.

4 This person introduces you to someone (probably a time
waster), and then leaves you with them whilst they go and
talk to someone else.
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In company

MANAGEMENT SCENARIO

in action E‘ 4 Now watch video Al to see Anton networking at the event and put the types of
people he meets in the order he meets them. How well does he deal with them - well (@),
okay (&) or badly (&)?

The autobiographer
The time waster
The escape artist
The hard seller

© 6 ©

r .

L0
©eo
OO
O

5 Discuss these questions with a partner.

a What can you remember about each of the people Anton spoke to at the event?

b How might he improve his networking skills?

6 Read the article on business networking events and complete the comments on the
right. Then compare with a partner.

From Small Talk

“Big Talk

n these days of social media, you

might think that making personal
contact is much less important than
it used to be. Harvard business
professor, Al Roth, disagrees and
has shown that even the shortest
conversation before discussing a deal
will make potential business partners
six or seven times more likely to
co-operate. Here, then, are the rules
of the game ...

Rule number one: Start with small

ralk. In some cultures, business people
think small ralk is not as imporant

as a real business conversation. Bur as
communication specialist Debra Fine
reminds us, ‘without small ralk, you rarely
ger to the real conversation’. The secret

is to avoid boring small ralk — the venue,
the weather — and try to find something
personal and positive to say to the people
vou meet. It could just be o compliment
them on an item of clothing. Bur, if
you've done your homewaork, you might
be able to say something more personal or
business-related. Either way, you've started
a conversation and are ready to talk.

In company

Making

the most
of business
networking
events

Rule number two: Have strategies for
ending unproductive conversations.

From time to time, we all ger stuck in
conversations that are going nowhere, It's
rude to suddenly stop, but don't fall into
the politeness trap and miss the opportunity
to talk to others. Prepare a couple of good
excuses for why you have o move on. If
you're attending the event with a colleague,
agree a way to signal to each other when
you need ‘rescuing’.

Rule number three: Find out what you

can do for others. Instead of focusing on
what other people at the event can do for
you ~ which may make you nervous and
overly anxious to do business — take Internet
entreprencur Guy Kawasaki’s advice and try
focusing on what you can do for them. This
will both relax you and encourage vou to
listen, as well as make you more popular!

Rule number four: Keep it short and
arrange to meet again. Don't drag out the
conversation too long; you both want to
meet other people at the event. Establish the
basis for ralking business now and arrange
to talk again soon.

[ think the article makes
a good point about

In my culture, the
attitude to small talk is

For me personally, the
most important pieces
of advice here are

But I'm not sure | agree
with the point about

Next time | network
with potential business
contacts, I'll definitely
try .

.
in action El 7 Now watch video A2 to see Anton having more success making a useful business

contact. Which of the advice in the article in 6 has he taken?

8 Work with a partner to practise networking. Turn to page 128,

9 Now evaluate your performance using the feedback form on page 127.

A THE NETWORKING EVENT 29



Business travel

1 po you ever travel on business? If not, would you like to?

. : 2 Combine one word from each section to make at least ten sentences. Start by making
There is not much to say ; 2 . ; 2

i e collocations from columns 3 and 4. Add your own ideas, if you like.
about most airplane journeys.

Anything remarkable must |ate .
be disastrous, so you define a getting IEYESIE Prople
good flight by negatis es; you ‘ losing problems
. 5 r.‘; i ved, i 5 # ams
didn't ge Ji_'{ri'r{.{'(! you didt b e !
crash, you didn't throw up, fight lag
you weren’t late, you weren't don't like ‘g my luggage
nauseated by the food. can't stand meeting ‘ food
-— ' tight
Paul Theroux, travel writer hate g queues
missing :
dread schedules
finding out :
like A nights
strange
Have you had any look forward to I e lost
P = Niag
remarkable’ airplane enjoy _angudge my family
e s et
journeys? love J e ¢ ‘ the office
stting away from :
= e e tgr arhcg ; about different cultures
| Learning objectives: - foreign places
; avin :
Unit 5 ‘ mne New experiences
Business communication being away from delays
skills Expressing likes and ViSI[‘II’Iﬁ Y

| dislikes about travelling

on business; Making polite
quiries; Fluency: | 3 Look at these ways of emphasizing your opinions.
Dealing with travel situations:
Identify

IL'lillk"*fh' an

What I rza.i‘l'y like is ﬁ?ldfr.‘g out about different cultures,
American English; Roleplay: What I hate most is being away from my family.
|.l"!'l'i'| ?I!g VISIHOrs
Reading Article from Newsweek
about people who live in two The best thing for me is getting out of the office for a few days.

cities; Article: travel tips 3 £ ; S
Listening Business travel The worst t',""g fﬂl" mes 'HU:I” ﬂlﬂlﬁy'\'

conversations; Short exchanges . :
in British and American Work in groups. Tell other people in the group what
Conversations at the you like and dislike most about travelling,

ing signs as British or

The thing I love most is visiting foreign places.

alrport

Vocabulary Business trips
Grammar Polite question forms
Phrase bank Business travel
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BUSINESS COMMUNICATION

On the move

1 1.28 Listen to 18 short conversations inw:]vmg
people travelling on business. Where are the speakers?
Write the numbers of the conversations under the correct

location below.

In the l,axi At check-in In depm tures
(]n the pl ne At customs !\.l the hotel

ahrastnd] i il iy
LJOC NN i |

2 Now match the question beginnings (a~h) to the endings (1-8). They were all in the
conversations you just listened to.

Could I
Could you

what time you stop serving dinner?
have your room number, please?

Would you mind switch off your laptop now, please, sir?
Can you tell me not smoking, please?
Would you please to open your luggage, please, madam?
Could I ask you return to your seats?
Do you think I could have send a fax from?

Is there somewhere [ could

T Mm = o o 0 W
=T B = S I S

an alarm call at half past six tomorrow morning?

w

Which question beginnings in 2 could go before the following endings?
AmE lines = BrE queues

; ® Fy shile? ¢ whic ‘minal I need?

AmE chack bags = Bl borrow your me i .h tern o

check bags in ¢ buy some stamps? ® lending me some money until | find a cashpoint?
® hurry or I'll miss my plane? ® to wait outside for five minutes?

Travel tips

1 Bruce Tulgan is the CEO of Rainmaker Thinking Inc., the author of Winning the Talent
Wars and an experienced business traveller. Complete his travel tips with the pairs of
words in the box.

business + pleasure  children + passengers  connections + flights  evening + destination
magazines + newspapers  movies + view  receipts + cards  thing + problem
travellers + lines  water + bags  work + plane

Itrynottodo ‘serious’ () that requires
concentrationonthe  because | find | am
( d o I about half as effective as normal.
Mix (a) an am going _
someplace nice, | try to bring my wife. For USA to Europe, leaveinthe(g@)
whenever possible, slaepnntheplarr&e wake up in the
Use hotel time wisely. Work out. Watch [::u W_ morning at your
t to watch,
that your partner will never want to watc r a nice Biio mstbhicas i case. o () S
5 ' cold vibes to talkative
. tay away from amateur (c) whenever
possible, especially in and on planes. 5::;:0“5 of() . Pack very light. Never
The mostimportant(d)  |'ve learned
is to be Zen when travelling. Whenever there is a USEpianBtlmﬁwmelySteapraadsurtﬂ}
it helps to be almost emotionless. and business
: = Use airport time wisely. Stretch, walk, read
Avoid (g) _ whenever possible - take direct . e i
Make phone calls.

2 Discuss Tulgan’s travel tips with a partner. Do you share his attitudes?

The nightmare journey

How well do you cope on business trips? Work with a partner to sort out a series of
problems. Speaker A see page 130. Speaker B see page 135,
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Transatlantic crossing

1 [f your company asked you to relocate to Britain or the'United States, which would

you choose?

2 Look at the article below. What do you think the title means? Read the first paragraph

to find out.

3 Now read the article and think about the questions below. Then discuss them with

a partner.

4 Try to guess the meanings of the words and expressions in bold from their context

0 50

Ron Kastner is a classic New Yorker: first
off the plane, first out of the airport. Carrying a single
small bag, he walks straight through immigration and
customs. He doesn’t look like he's spent six hours in
the air (business class will do that to you). He owns
an apartment in the East Village in Manhattan, but
tonight London is home: a flat in Belgravia, London's
wealthiest neighbourhood. Kastner is a resident of
a place called NY-Lon, a single city inconveniently
separated by an ocean. He flies between the two
cities up to five times a month. David Eastman lives
there too. A Londoner who is a VP at Agency.com in
New York, he travels the JFK-Heathrow route so often
he’s on a first-name basis with the Virgin Atlantic
business class cabin crew.

As different as New York and London are, a growing
number of people are living, working and playing

in the two cities as if they were one. The cities are
drawn together by a shared language and culture,
but mostly by money — more of which flows through
Wall Street and the City each day than all the rest

of the world's financial centres combined. The
boom in financial services attracted advertising
agencies, accounting firms and management
consultancies to both cities. Then came hotel
and restaurant businesses, architecture and
design, real estate and construction, air

travel, tourism and other service industries.

Trevor Beattie, the London-based creative
director of ad agency TBWA Worldwide,
says, ‘New York and London are both so
trendy and so modern now in terms of
fashion, art, photography, music.’ ‘We
dream about each other’s cities,’ says
Joel Kissin, a New Zealander who after
25 years in London bought a penthouse
on New York's Fifth Avenue. 'If you're in
New York, your dream is London and if
you're in London, your dream is

New York.'

Is business class really that much better than economy?
Would you like Ron Kastner's life?
Do you have a favourite airline?

Do New York and London share a culture? Or even a language?
What other financial centres could eventually overtake London
and New York?

What are the other boom industries these days?

Which two cities would you like to have homes in?




BUSINESS COMMUNICATION

CALIFORNIA E_ L ]

15 :.UNDERGROUI'_@D

Where in the world?

1 Where would a business traveller see the following? Half of them are in New York and
half in London. Write NY or L next to each.

a Walk/Don't walk j Open Mon thru Fri

b Freeway 2m k Parking lot .

¢ City center e I Taxis: queue here

d Rest rooms m Car park full o

e Underground — n Chemists —

f Lift out of order : 0 Truck stop —

g Gas station S p Colourcopies10p —

h Motorway services 15m __ q Subway T

i Roundabout ahead S— r Trolleys —

2 7 1.29 Listen to the recording. Where do the conversations take place?

Write the numbers in the boxes.

London ][] ][] NewYork [ 1I010
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In arrivals

1 1.30-1.33 Listen to four conversations in which people meet at the airport and

answer the questions.

Conversation 1 | Conversation 2

Conversation 3 | Conversation 4

Have the speakers_
met before? |

‘What topics do
they discuss?

What plans do
they make?

2 Complete the following table with one word in each gap. All the expressions were in
the conversations you just listened to.

You be waiting for me. ... if that’s | with you.
be tired after your , {f) =—— —
. You (a) jong flight. | hope that's | ‘
You | be Alan Hayes. He | his apologies. |
| me take those for you. Susan | g) her love.
by —— : : , ;
me help you with your bags. Martin | | his regards. |
[
‘ We | you into the Savoy. Luckily, | managed to sqme sleapyon e
I— = ) | —— ; p|dnel
We Ta table for 1.30. | thought we could _i (h) | some lunch.
So, are things? Now, let's see if we a taxi.
12 can _
So, () | is married life? | was expecting to Mr Hill,
ED. is business? Thanks for coming to i me.
So, was your flight? I'd like you to . | Graham Banks.
1 (@) | upgraded. Pleased to | you.
l've a taxi waiting outside.

3 ‘The red-eye is a long-haul night flight. Work with a partner to practise meeting a
colleague off the red-eye in New York. Speaker A see page 136. Speaker B see page 138.
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05 Business travel

Vocabulary

Business trips

Think about the business trips you've been on in the past. The events below are listed in the
order they usually happen. Complete them with the words in the boxes.

check-in  destination flight lounge ameal arrivals bags control customs
movie plane shopping sleep theairport hotel night traffic  your things
a confirmyour ... — j gothrough passport
b take a taxi to —— k collectyour ...
¢ queueat — I gothrough
d dosome_. m be metin
e wait in the departure n getstuckin
f board the 0 checkinto your
g watch an in-flight p unpack
h trytogetsome q gooutfor
i arrive at your r getanearly

Polite question forms

When you make enquiries and requests, polite question forms and indirect questions are
often more appropriate than imperatives and direet questions.

Imperative/direct question Polite question form/indirect question
p q q q

Where's the nearest taxi rank? {enquiry) | Conld you tell me where the nearest taxi rank is?
Why is the flight delayed? {enquiry) Do you think you conld tell me why the flight is delayed: ?
. Do you happen fo Anow why the  flight is delayed?

Can [ open the window? (request) Cowld T open the window?
t Do you mind if I open the window?
Would you mind if { opencd the windew?

7 ﬂr’p_:m awith ny bage! {request) Could you belp me with my bags?
| Would you help me with my bags?

i Hould you mind helping me wwith nry bags?

1 Vou'vejust got a new boss. Your old boss was rude and a nightmare to work for.
Fortunately, your new boss is much nicer, Look at same of the things your old boss used
to say to you below and change them into what your new boss would probably say using a
polite question form. Think carefully about word order and grammar.

a Coffee! @ Check these figures again!

Could you ? Would you mind ?
b Remember to use the spell check in future! f How does this damn computer work?

Would you please ? Could you tell ?
¢ [ want aword with you in private! g What's the dialling code for Greece?

Could I ? Do you happen ?
d Where do I plug this mebile in? h You'll have to work overtime this evening.

Is there somewhere ? Do you think I could ask ?
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2 When you're rushing around on business, it's easy to sound more aggressive than you mean to. Use polite question
forms or indirect questions to make these enquiries and requests sound more polite.

a [want a window seat. f Lend me your mobile!

b Help me with my bags! g Ineed to recharge my laptop somewhere. i
¢ Where's a cashpoint? h '.You'll have to give me three separate receipts. S
d Change this £20 note! i What time is it?

e Don't drive so fast! ) How far is it to the airport?

Phrase bank: Business travel
Complete the following expressions with the words and phrases in the box.

Canyou Couldl Couldyoutellme How Letme
Okay, I'll  We'vebooked Whattimedo  You must be

In arrivals
waiting for me,
a . ———>  Ms Suzuki.
tired after your long flight.
are things?
l b J—-ﬂ is business?

was your flight?

take those for you.
c . __:i‘—) help you with your bags.

seeif I can get us a taxi.

you into the Hyatt.
}i - .__...J——'% a table for 8.30.

you onto a later return flight,

drop you off at your hotel first.
e J—-——% pick you up at eight, shall I?
just pay the driver.

— change a fifty?
£ - [————) drop me on the corner of New Street?

give me a receipt, please?

At the hotel

change some money, please?
g — > have an alarm call at seven?
have breakfast sent to my room?

you start serving breakfast?
h ~——"—> you stop serving dinne?
¥ P 8

I need to be out of my room?

how I get Wi-Fi in my room?
i 4—'—'—-9 how I can get a line out?

if there's a bank near here?
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06

1he reason computers can
do maore work than people is

that comiputers never have to

answer the phone.

Anonymous

Do yvou prefer to make
youj
|1hmn: calls at work or

send emails?

Learning objectives:
Unit 6

Business communication
skills Discussing your attitude

(G RIE: the
polite telephor

if and Could

telephone

cal
Reading Mini-texts: telephone
statistics

Listening Telephone
conversations

Vocabulary Office life
Grammar will

Phrase bank Polite requests;
Offering assistance; Ending

a call

Handling calls

0O O 0

Work in groups and discuss the questions.

What percentage of your time at work do you spend on the phone?
How many of the calls you make and receive are essential?

Can you not answer the phmw? When you answer, is it:

® out of curiosity - it might be some good news for a change?

¢ with a sigh of relief - it must be less boring than whatever you're doing?
because you're so indispensable, no one else is capable of dealing with it?
force of habit — the phone rings, you pick it up?

because if you don't, no one else will?

for fear of what might happen to you if you don’t?

Read the statistics below. What points are they making about phone calls at work?

Time-management consultancy Priority
Management found that 55% of all calls
received by executives are less important
than the work they interrupt and 21%
are a complete waste of time. To test
this theory, the Northwestern Mutual
Life Assurance Company decided to
block all incoming calls for just one
hour a week and productivity rose
by an amazing 23%.

According to an article in the
Associated Press, an increasing
number of the world's 2.5
million Blackberry® owners
are so used to incessant
calls they report feeling
‘phantom vibrations' even
when they don't have their
smartphones on them.
Compulsive texting has
also given them a medical
condition known as
‘Blackberry thumb'

According to a survey
by marketing and media
consultancy BBDO, 15% of
cellphone users are so addicted
to their mobiles they are
prepared to interrupt anything
to answer them! ‘People can't
bear to miss a call,’ says
Christine Hannis, head
of communications

for BEDO Europe.
‘Everybody thinks

the next call could

be something really
exciting.’

37
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3 Complete the sentences with the pairs of words in the box.

busy + ring  disturbed + hold  expecting + pickup  important + leave  out + divert
possible + answer  real + unplug

a IfI'm , | just let the phone

b IfIdon't want to be = , T tell my secretary to - . all my calls.

c If L try to the phone before the fourth ring.

d IfI'm __acall fromtheboss, | _the phone immediately.

e [fI'min the middle of something _ __, Ilet them = a voicemail.
f 1fI'mhavinga _crisis; | = the damn thing!

g If I'm going to be of the office, | § my calls.

4 How many of the statements in 3 are true for you? Compare with a partner.

Asking politely

1 Use the words and phrases in the box to make seven useful expressions which
start with if.

can  gotaminute gottime nottoobusy nottoomuchtrouble possible would

a s
b you___ i —
C you —
if d you're
e youve _
f you've
g it's

2 Divide the text into 12 things someone might phone to ask you to do,

All the requests start with Could you ...?

Could you ...?
emailmemyflightdetailsletmehaveacopyofthereportgetontooursupplierget
backtomewithinthehourtakeaquicklookattheproposalarrangeforsomebody
tomeetthematthestationsetupameetingwiththeheadsofdepartmentsend
theiraccountsdepartmentareminderfixmeanappointmentbooktheconference
roomforthreefaxthefiguresthroughtomeorganizeatouroftheplantforsomevisitors

3 Work with a partner. Make and answer polite telephone requests using the language
from 1 and 2 above. Speaker A see page 130. Speaker B see page 136.

i
g
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BUSINESS COMMUNICATION

Unexpected phone calls

1

Calll
Call 2
Call 3
Call 4

1.34-1.37 Listen to four telephone calls and match them to their descriptions.

a

b
c
d

The caller is kept waiting.

A business contact calls to ask a favour.
A sales executive calls with a quote.
There is a communication breakdown.

1.34-1.37 Listen again and answer the questions.

Calll

What's the misunderstanding?

How does the man receiving the call deal with the problem?
Do you ever have difficulties answering calls in English?
Call 2

How does the person receiving the call avoid another call?
Do you think he is really in a meeting?

Do you ever pretend you're busy just to get someone off the
phone?

Call 3

How would you describe the telephone manner of the person
receiving the call?

What is the caller calling about?

Have you ever been treated unprofessionally on the phone?
Call 4

Where did the speakers meet?

What does the caller want?

Have you ever received a phone call from someone you have
met but can't remember?

3 All the expressions below were in the telephone conversations you just listened to.
Can you remember the first three words of each expression? [t's and I'm count as one word.

Calll

a e me through to Yves Dupont?
B —— don't understand.

S — == more slowly, please?

Call 2

A those prices you wanted.
B o ___can't talk right now.

cC — me back - say, in an hour?
Call 3

a do for you?

b S _ when he'll be back?

c _ speaking to?

Call 4

a — ___ bother you.

b who's calling?

c [— me a contact number?
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Who's calling?

What do they want? What do they want?
How important/urgent is it? How important/urgent is it?
What excuses can you make to What excuses can you make to

avoid doing it?

What can you do to help them out? What can you do to help them out?

Who's calling?
What do they want?
How important/urgent is it?

What excuses can you make to
avoid doing it?

What can you do to help them out?

4 Use the !}]ll'aH(‘R in the box to make nine responses to the statements below

All the responses were in the telephone conversations you just listened to.

back later  back to you tomorrow  if I can reach him on his cellphone
somethingout  someone who speaks better English  that right away
to hear from youthen  to youlater what [ cando

a Ineed to be on the next flight to Oslo,

b [keep calling Mr Kirk at his office and getting no answer.
¢ ['m afraid .-'\:13.3'151'31 not here at the moment

d Could you fax me a map of the city centre?

e ['ve got to go, I'm afraid. I've got a meeting.

f Ishould be able to give you an answer by this afternoon.,
g Ineed somebody to come and have a look at my PC,

h I'm sorry, [ don't speak German,

i Ineed those ﬁ;_{ut'w: within the next 24 hours.

e
Seg
call
fiﬂ"

Okay, '] ——— speak

wait
sort

~ 2ot
get —

9 Work with a partner to practise dealing with incoming phone calls. Speaker A see page

141, Speaker B see page 137.

6 a Complete the boxes below with the names of four people who typically phone
you at work to ask you to do things. Write down what they usually ask you to do
Include private calls if you like.

b Categorize each call: urgent (must be done now), important (but can wait), social
(just keeping in touch), a nuisance (time wasting).

¢ Swap boxes with a partner and practise phoning each other. What excuses can
you give to avoid doing what they ask? Or what can you offer to do to get
them off the phone?

Who's calling?

avoid doing it?

Who's calling?
What do they want?
How important/urgent is it?

What excuses can you make to
avoid doing it?

What can you do to help them out?



06 Handling calls

Vocabulary

Office life

Complete the poem about a day at the office using the verbs on the

right. Use the rhyme to help you.

To do today

First, there's a report to !

Thenlll2 ________ those figures through.

Flight details.
a_____ _ emails.
Don’t worry, Pll ¢ back to you.

A memo now to *

Nasty jobs to ©

Travel miles.

e files.
Can’tstopnow!'m?® . lata.

¥ my calls till half past ten.
Should have "
M Aacopy.
w____ _ acoffee.
e _English class again!

Messagesto™ .. to.

One moment, pisase, I'll 15
% atthree.
v PG

w . another interview.

w_  — upclients at the station.
______  aformal presentation.

a . alist

Ofdeadlines2
®_____ off the negotiation!

#u__ _  supplierin Milan —
B______  anappointment if you %
Z7_ ___ that phonel

Must 2

The teleconference with Japan.

® . workat half past eight.
Must® . home-Imay be late.
A _the car.

®______  thebar
Damnit-whynot®_____ 7

So,you¥_________the presentation!
¥ . upthe negotiation!

®_____  better?
¥______ aletter,
Now® _____  inyour resignation!

Is your office anything like this?

my desk by then.

you through.

check
get
do
fax

update
circulate
running
delegate

cleared
grab
hold

cancel
print

meet
arrange
listen

put
crash

give
make
break
missed
pick

postpone
get
contact
fix
can

phone
hit
celebrate
finish
leave

draft
hand
screwed
blew
feeling

Grammar

will
Wil is a modal verb {like cun, must and showld),

Affirmative

1 ‘

You
He i
She | will C1) ‘ work.
It ’ ’
We _
"They !
Negative
1
You
fle E
She | will IEOt work.
{won't)
It -
We ‘
‘They ! '
Interrogative
I
i }"()Ll
Wil | he .
Won't , ishc ; work?>
1t
i we
they

1 Correct the following sentences using the
information above,

a Do you will help me?

b Stop making personal calls or I'll to charge you

for them.
¢ 1expect the company will to do well.
[ don't will accept anything less than 2%.

e Don't worry, he wills phone you back within

the hour.
f [l to take that call, if you like.
g I'll sending the figures right away.

2 Match the corrected sentences in 1 to their
functions below.

a prediction about the future

a spontaneous decision/reaction
an offer

a request

a promise

a refusal

a threat

~N RO h W N

OO0
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Match the following to make five short conversations.
1 really need that report today.

3
1
2 My plane gets in at seven.
3 I'm just off to a meeting.

4 Eva’s off sick today.

5 She wants to see you - now!
I'll have to speak to her, I'm afraid.
I'll be right there.

I'll finish it this moring.
I'll phone you later, then.
I'll come and meet you at the airport.
Good. I'll tell her you're on your way.
Fine, I'll just give you my mobile number.
Okay, I'll see if I can reach her at home.
Great. I'll see you there, then.
Okay, I'll look forward to seeing it

P 2P ODDDEEOPEPF PR

You can often qualify sentences containing wif/ with if.
» L1 try fo got you onts an carlier flight if I can.
« If yoic've got time, Tl show you round the fuctory.
« [l send you a copy of our brochure if you like.
* Ifyou prefer, Pll meet you at the station.

4 Complete the conversation with the pairs of words in
the box.

busy + later  desk +look  give + right
make + know  nothing + away

Jozsef knocks on his boss's door and goes in. Tom is working
hard at the computer and doesn’t look up,

Jozsef Oh, sorry. If you're (a)

leave + okay
try + time  wait + details

Tom No,no, comein, Jozsef. Ifyou) . me
with you ... I'll just

two minutes, I'll be
save what I'm doing ... Now, what can [ do for you?

Jozsef Well, I just need you to check and sign these
documents for me.

Tom Sure. Ifyouleavethemonmy() Tl

at them this afternoon.
Jozsef Fine. T'll just put them here, then.

havea

Tom By the way, it's not urgent, but did you call Budapest

about next week’s meeting?

Jozsef Er,mo. Tl (d) to do it before lunch if 1
have

Tom Okay.

Jézsef And T'll get someone to (e) the travel

arrangements if you let me how many
people are coming.

Tom  Oh, right. [ think it’s four. If you ()
a second, I'll give you the . ... Yeah,

they're sending their manager and three sales
executives.
Jozsef Okay, I'll see to it
Tom Good. And Tl (g)
the conference room, if that's . we'll
need the usual AV equipment and refreshments.
Jozsef Of course. Well, if there’s (h)
get on with it right
Tom Thanks, Jozsef.

06 HANDLING CALLS

, I'll come back

it to you o sort out

else, I'll

Phrase bank: Polite requests

Look at the following requests. Which refer to
people, which to events and which to documents
or figures? Write P, Eor D.

{a) getonto ... []
{b) take a quick look
at... D
{c}let me have a
OU can

y copy of ... D

you're .

nottoo | . {d) organize ... []

If | busy (e) set up a meeting D
Y it

you've

got a {f) fax through ... []

minute {g) check the m
arrangements for ...
mgetbackto ... |[ ]
(i) send them ... []

Offering assistance

Complete the following offers of assistance with the
verbs in the box. You'll need some more than once.

call do pget see sort speak

{a) - what | can do.
{b) .. ontoit
straight away.
{c) . if I can reach
her on her mobile.
{d) ... something
out,

don’t worry. (e e back to you
|later.

Okay, no problem, Il | — . you back with

leave it with the figures.

me. (g to the people
in marketing about it.
{h ... what | can,
all right?
{) J— onto
accounts.
4 ___ _someone to
deal with it.

Ending a call

Complete the expressions with the words in the box.

catch get got have keep speak

a I'nl to go, I'm afraid.

b Well, Iwon't _. you. I'm sure you're
very busy.

¢ Ckay, I'll let you on.
to you later.

d Look, I've .. . ameeting.

you later, ckay?




7 Making decisions

1 Are you good at making quick decisions or are you a more methodical thinker?
Answer yes, no or it depends to the following questions in under 90 seconds.

Nothing is more difficult,

and therefore more precious,
ierseas  HOW DECISIVE ARE YOU?

Napoleon Bonaparte
@ You're wntmg a rnport Thp dead]mo s tomorrow, but it's your partner’s
birthday. Do you work late to fis '
Would you describe
y .} You're with a I!lleJ' client who wants to *‘;l‘.il_\,-' out Lluhbmg all night.

yourself as a decisive
R You don't want to. Do you politely say good night
T".“rhﬂ",

You're shopping for a suit, but the only one yuu like costs twice what

Learning objectives: you want to pay. Do you buy it anyway?

Unit 7

Business communication
skills Doing a questionnaire
on making decisions; Using
fixed expressions in meetings;
Fluency: Using the language of
making decisions

Reading Article aboul James
Bond films; Actor profiles:
James Bond contenders
Listening Extracts from a
documentary; An extract from a You're offered twwv you1 current salary to take a boring job in a
meeting; Interviews with James beautiful c ILY

Bond contenders

Vocabulary Money and markets
Grammar Conditionals {future

@ @

A friend in banking gives you an mveﬁtmem tip. You could make or
lose a lot of money. Do you take thi I

You're beating your boss at golf and he's a really bad loser. You could
drop a shot or two.

@ 0O

A good friend is starting her own busmess She asks ynu if she can
borrow $10.000. You can afford it.

Q

rf_"!f_'r!_‘llﬂl"l
Phrase bank Decision-making 2 Who do you think is the most decisive person in your class? Make your decision, then
EI'!H 20Tﬂﬂn5‘ interviews look at the analysis on page 128 to check.

nits o—

The art of decision-making

1 Discuss the following with a partner. How far do you agree with each point?

a Business is more about the ability to make decisions than about making the
right decisions.

b The more decisions you make, the better decision-maker you'll become.

¢ Sometimes the best decision is no decision.

d If you discuss something for long enough, the right decision will eventually emerge.
e Most decisions are more a matter of emotion and gut instinct than logical reasoning.
f We are less in control of what we decide to do than we think we are.

2 1.38 Listen to a podcast on the art of decision-making in business.

Take brief notes.

3 Compare your notes with a partner. To what extent are the views expressed in the
podcast similar or different to the points you discussed in 1?
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The decision-making process

1 Put the following stages in the decision-making process into the most likely order.

a consider the options |_'| d monitor the effects ]
b define your objectives | e implement your decision ]
¢ collect information L | f choose the best course of action | J

2 Look at the agenda for a decision-making meeting on the board below. Decide which
two statements below were made at each stage in the meeting,

We’re here to decide whether to go ahead with the project.

One option would be to do detailed market research.

The most important thing is: can we make this profitable?

The advantage of doing market research is we reduce risk,

Have a look at these figures.

Above all, we must be sure there’s a market for our service,
What we've agreed, then, is to start marketing this service now.
Another alternative is to offer the service on a trial basis.

On the other hand, market research takes time,

j Our aimis to find out if there's a good chance of success.

k As you can see, client feedback is very positive.

| 8o, that’s it - we're going ahead with the project.

T m o0 o O o o

r / —
.L‘IG'-[_ND/M" L Adernod vos Lt

- ant i BS
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BUSINESS COMMUNICATION

The language of meetings

1 The following expressions are useful in meetings, but some letters are missing from
the final words. When you have completed them, the letters down the middle spell out a
good piece of advice for the chairperson!

a Okay, let’s get down to ... B N ' E'-}"
b Can Ijust stop you there fora ... M M ?
c Ttotally... D S E ] E ‘
d Perhaps | didn’t make myself ... L R
e Whatdoyou... {TIHI I | ?
f  With respect, you don't quite seem to ... ‘ i N | D | | S N
g lagreewithyouuptoa...
h If I could just finish what 1 was ... | I A ‘ N [ G ‘
i Okay, let's move ... N
j  I'm afraid that's completely out of the ... Q S J ] ‘ (€] I |
k Perhaps we can come back to this ... L | ! Bl |
| Maybe we should take a short ... R|E _1
m Does anyone have any ... S G E I I IN] 5 | ? I
n Canljust comein... H E|®?
0 Sorry, I don't quite see what you ... lM |
p [think that’s as far as we can go ... I Y
g We'll have to break off here, I'm ... F[IR I I ) |
2 & 1.39 Listen to an extract from a meeting about a company relocating to the UK

and tick the expressions in 1 as you hear them. Which one is not used?

Which expressions in 1 are used to:

[]
il

open a meeting? 8 disagree?

ask for an opinion? r| 9 half-agree? []
interrupt? L[] 10 explain? 7 i
prevent interruption? | | 11 delay? D

[]

12 ask for ideas?
13 reject a proposal?
14 closea meeting? !_] LM__

get some fresh air?

speed things up?

LI

ask for clarification?

B NGB WM~ gy

Some managers are facing a cash flow crisis. Match the sentence beginnings (a-h) to
their endings (1-8).

a ljustdon't see how we can go on 1 [suggest we break off here.

b No, I think we'll be okay, 2 they might stay on. Or how about

¢ Maybe, but unless we do, profit sharing?

d In my opinion, we'd save a lot of 3 our people will simply go and work for
maney, the competition,

e Look, we're in a hi-tech industry. If 4 if we keep overspending like this.
we cut wages, 5 if we aren't making any profit?

f No, wait. If we gave them a stake in 6 we're going to be in serious financial
the company, trouble.

g No, no, no. How is that going to work, 7 if we just reduced wages. Our wage

h  Okay. Look, if we can't reach an bills are enormous!
agreement on this, 8 providing we get this Russian contract.

07 MAKING DECISIONS 45



46

The decision-making meeting

1 Oneof the toughest businesses is the film business, with millions of dollars made or
lost on a single decision: who to cast as the star. First, work with a partner to match and
check the meaning of the collocations below in a dictionary. Then read the article.

a current \ brand d combined earnings g commercial news
b profit turnover @ key awareness h front-page series
¢ best-selling margins f brand factor i flm SUCCESS

OBODY

DOES IT BETTER

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

5 billion. And even franchises on the scale of Star Wars, Pirates of the
Caribbean and Batman all fall billions short of Bond at the box office. It is said
that half the population of the world has seen a James Bond movie.

Bond is also the most profitable film series ever. The special effects may

cost much more these days, but the films still enjoy 30% profit margins, not
including merchandising. Even Stephen Spielberg's blockbusters ET, Jurassic
Park and the Indiana Jones series can't compete.

Bond appeals to men and women, adults and children alike. From
Russia with Love was apparently one of President Kennedy's top ten
favourite books. But James Bond is no longer just a Hollywood hero;
he's a best-selling brand. Although the actor playing Bond has
changed several times over the last 50 years, although the studio
producing the movies, MGM, almost faced bankruptcy in 2010

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

The film business is risky — seven out of ten movies lose
money. But brand awareness of Bond is so strong that
even people who don't like the films instantly recognize the
Bond music, fast cars and glamorous women. They know
that James prefers his favourite drink ‘shaken not stirred’.

And then there is Bond himseif — certainly the key factor in

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

the choice of a new Bond always makes front-page news. Not

everyone agreed in 1962 with the decision to choose a virtually

unknown Sean Connery as the first James Bond and Connery was

only paid £7,000 for Dr No, but it was perhaps one of the best recruitment
decisions ever made. And the rest, as they say, is history.

&

m In company interviews
( Units 5-7
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2 According to the article, what are the main reasons for the success of the Bond films?
Tick the correct answers.
® the special effects
the 007 brand name
the actors playing Bond | |

the novels the films are based on |

the Bond character |

3 Now work in small groups to decide who's going to be the next Bond! First, make a
list of the qualities you think an ideal Bond actor should have. Then look at the actor
profiles on the next page and read the agenda of the casting meeting. You may find the
expressions on pages 44 and 45 useful in your decision-making meeting.



BUSINESS COMMUNICATION

CASTING MEETING

1 Appoint a chairperson

2 Review actor profiles

3 Discuss alternatives

4 . 1.40 Listen to interview extracts

5 Make final decision

name and age

Peter Aston-Sharpe 40
nationality

English

marital status
divorced

height

1.83m

physical pursuits
scuba-diving, aikido black belt, pilot's licence
experience

Leading actor for the last eight years with the Royal
Shakespeare Company, Stratford. Has also done a lot
of TV work, playing mostly romantic leads in costume
dramas. Has starred in several fairly low-budget, but
successful, British films.

achievements

Won a BAFTA award for his part in Shadows, a
psychological thriller,

usual fee

Doesn't earn much in the theatre, but was paid $3
million for his last TV series about an international
jewel thief.

comments

Superb dramatic actor who's also good at comedy.
Hasn't done an action movie before.

Some say he can be moody and difficult to work with.
Ex-wife says:'He's just the sort of male chauvinist pig you
need to play Bond!

name and age

Jon McCabe 35
nationality

Scottish

marital status

single

height

1.83m

physical pursuits
shooting, climbing, riding
experience

Mixed martial arts champion turned male model. Very
little acting, but his recent supporting role in a London
gangster movie won praise on both sides of the Atlantic.
Has just completed filming a high budget science-fiction
maovie in which he plays a cyborg-assassin.
achievements

MMA champion three years running in light-
heavyweight division.

usual fee

As a model, he earns $15,000 a day, but he accepts his
inexperience and is prepared to do his first Bond film for
what he calls'minimum wage’

comments

A charismatic and very funny man. Not well known
outside Europe.

-
(. name and age
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, Makes $3-5 million per film.

name and age

Sam Landon 37

nationality

American

marital status

single

height

1.90m

physical pursuits

body-building, kick-boxing, jet-skiing

experience

Discovered by Hollywood while working as a cocktail
waiter in LA. Has starred in several high-action
blockbusters, although his last film, a comedy, was
poorly received. Best known for his cop movie character,
Detective Eddie Stone.

achievements

Surprise winner of an Oscar® for Best Supporting Actor
for his role as a disabled war veteran with post-traumatic
stress disorder.

usual fee

A run of box-office hits behind him, he is now firmly
established as a $10 million-a-film actor.

comments

A big Hollywood star with plenty of physical presence.
Seems easy-going, with none of the ego problems big
stars usually have. Has calmed down a lot since his early
‘hell-raising’ days.

Charles Fox 44
nationality
English

marital status
married

height

1.88m

physical pursuits
canoeing, passion for cars and motorbikes
experience

Big British star who has not yet quite lived up to his
potential. Was considered for the leading role in Robin
Heod, but lost out to Russell Crowe.

achievements

Won a Golden Globe for his portrayal of a classical
musician who's also a serial killer. Voted ‘World's Most
Attractive Man' two years running by Top Woman
magazine.

usual fee

comments

A very versatile actor — action, romantic and dramatic
roles, 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 his contract with another
studio. According to his agent, ‘Charles is obsessed

with Bond!

If you are unable to reach a decision, see page 139
for Plan B.
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Vocabulary

Money and markets

1 All the verbs and adjectives in the box can be used to
talk about bigger or smaller increases and decreases in
prices. Fit them into the diagram.

eat falling freeze hike plunging
raise  rising slash  soaring  stable
Verbs Adjectives

+ a f i}

T b g

0 ¢ prices h __.__ . prices
* d oof i - -

- e _ .. j ———

N

Put the two sets of adjectives below in order of scale
from the smallest to biggest.

huge modest reasonable record
+ a -
b it
The company made a c profit
- d . .
crippling heavy moderate slight
+ — —
I The company suffered T losses.,

- h

3 Make collocations containing the word market by
writing the words in the box before or after it. Add an
article if needed.

be forced out of brealeinte  challenger competitive

declining dominate enter flood forces growing
leadership mass niche research  saturation  share
supply

/;.-'g'm( it HJ’::'J

NI 'i'){l'

market

4 Complete the following sentences using some of the
collocations you made in 3.

a Market .. ... .. accurs when the demand for a
product is satisfied, but you continue to
that market.

b Evenaverysmallor .. ..
profitable if you totally

market can be
it.

¢ Pepsi has always been the number 2, the market
______ ___threatening Coke’s* global market

that
it altogether.

d The PC market has been so fiercely
many European firmshave ..

Grammar

Conditionals (future reference}

You can connect two related ideas in one seatence using it
Look at the conversation below,

A Ifae take on another project, well need more _\'h;[_f,‘

B But well need a bigger gffice if we employ more people,

C N, not if we bire teleworkers, we won ¥,

The sentences in the conversation are examples of conditionals.
The jf~clause {underlined) introduces a possibility (e.g. we fake on
another project). The muin clause shows what the speaker thinks
the result of that possibility will be (e we? weed move staff).
The if~clause can come at the beginning or end of a sentence.
When it comes at the beginning, it is followed by a comma
(, ). When it comes at the end, there is no comma after the
main clause.

1 Match the sentence beginnings to their endings in the following extracts from a meeting about a product that is still in

development.

Extract 1
A Look, Jean, the product is still in development.

Ian, you know if I give you more people,

Well, if you can't give me any more staff,

You realize we may lose our technological lead
Yes, but I'd prefer to be second onto the marker

L= 2 - e < - I - )

Hmm. You wouldn't say that

07 MAKING DECISIONS

If we rush the launch through,
I realize that. But if 1 gave you another six weeks, N\
Well, we might be able to

could we have it ready for the Seoul Trade Fair?

if it means we make a superior product.

if we don't get this product out before our competitors?
we won't have time to run the final tests.

if we had rmore people working on the project.

there’s no way we're going to be ready. I'm sorry.

if you had to deal with the marketing department!

I'll have to take them off other projects. And [ can’t

do that.

XMW ™o Q0 o



Extract 2
A Well, if we're going to meet our deadline without extra staff

B Okay, fair enough. And if I get you that bigger budget

A [ promise. Butif we spent more,

B We'll let Finance worry about that. If we can solve this
problem with a bit of overtime,

A Excellent. Because we're missing the publicity event of

the year

You're telling me! If we didn’t have a stand at the fair,

A Okay. That's decided then. I'll get us to the launch stage
on time

B Great. Now, if you're not rushing off home,

2 Look again at the extracts in 1. Which of the
grammatical structures below come in the if-clause,
which in the main clause and which in both?

could + infinitive
might + infinitive
Present Simple

going to + infinitive
Past Simple
will + infinitive

can + infinitive
may + infinitive
Present Continuous
would + infinitive

As well as if, we can use other words to connect two related
ideas in a conditional sentence.
= Unless woe reach a decision r"=_l.' this .-:'f;’:'-"-".'i-&.'?. it may be foo
late. (= {f':.'.-' don'’t reach a decision ...)
* dhe product will be ready in time provided/providing
(that), / as/so long as cveryone does overtime. (= ... if; but
'JH-‘f\' ;',.f.' everyone does overtime.)
. Suppa.s‘e-f.‘;ﬂppasing the tourist .'...'Eru';Hn‘":L' 5 ;_:‘,rfr'-':',-'r'g.l", awhat'lf
we do then? (= What if the tourist industry ...)

a it would be a disaster.

b if we're not at Seoul.

€ can you promise me we'll be ready on
schedule?

d I'll buy you that drink I owe you!

e [I'll do what I can to get you the budget for that.

f wouldn’t that affect our profit margins?

g I'm going to need a bigger budget, Jean, so |

can pay my people overtime.
h if you get head office to okay a budget increase.

if-clause Main clause

3 Rephrase the sentences below using the word(s)
in brackets.

a If they offer you a promotion, what will you do?
(supposing)

b We'll go ahead with the new design, but only if the
market research is positive. (provided that)

¢ We'll lose the contract if we don't lower the price.
{unless)

d You can go to the conference, but only if you give a talk.

{as long as)

| _
Phrase bank: Decision-making

Match each of the six stages of a decision-making meeting (a—f) to two things you might say (1-12).

a Define your objectives 1
b Set priorities 2
¢ Analyze data 3
d Present alternatives 4
e Weigh up pros and cons 5
f Make final decision 6
7

8

9

10

11

12

al 101 o[10] <[]0

The most important thing is: will there be synergy?

As you can see, they do have exactly the expertise we need.
So, that’s it: we've decided to go ahead with a full alliance.
One option would be to work with them on just this project.
We're here to decide whether to proceed with this alliance.
The main advantage of an alliance is reduced costs.

Have a look at this feasibility study.

What we've agreed, then, is to accept their proposal.

Our aim is to reach a final decision by the end of this meeting,
Another alternative is to form a more strategic alliance.
On the other hand, this would be a very serious step to take.
Above all, we must be sure our two cultures are compatible.

a J0J e [0 0T
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Learning objectives:
Unit 8

People skills Influencing peers
and subordinates; Roleplay:
Using influencing techniques
Reading Managing up, down
and sideways

Listening Influencing tactics

50 08 INFL

Influence

1 Have you ever been in a meeting like the one in the cartoon? What happened?

“They're all involved in the decision-making process.”

2 In your company, are all levels of management involved in decision-making or are
decisions mostly handed down from the top? Where's your firm on the scale below?

TOP-DOWN «—— —» INCLUSIVE

3 lIsit possible to be influential even if you are not in a position of authority?

4 In your experience, how is getting what you want from peers and subordinates
different from getting what you want from your superiors? Share your thoughts with a
partner.

5 Workin groups of three. Each read the introductory paragraph and one other
paragraph in the article on the next page. Discuss what you've read (in particular the parts
in bold) and compare it with what you talked about in 1-4.

6 & 1.42 Now listen to short extracts from six conversations. Decide what the topic is
and then tick the boxes in the chart below according to whether the speaker is managing
up (1), down () or sideways (=+).

Topic of conversation + 1 -

e



PEOPLE SKILLS

It's a fact of business life that very few managers ever reach the
boardroom. But nowadays we're all encouraged to be ‘leaders’ and
u DS leading from the middle is a lot more challenging than leading from

d C the top! As a middle-manager, then, partway up the corporate ladder,
and ﬂ\ﬂfn - you need to adopt three separate management styles, each requiring

of management very different tactics.

1. MANAGING DOWN Some companies are cbviously more hierarchical than
others. But, whilst the command-and-control approach may occasionally be necessary
when dealing with subordinates, those who report 1o you will generally prefer to be
motivated rather than dictated to. So vary the tasks you delegate, emphasize how
mission-critical those tasks are, allow a certain amount of autonomy and don’t be
slow to praise good work. Show you understand the pressure your team’s working
under. And don't forget your non-verbal communication - even a fouch on the
shoulder lasting just 1/40th of a second has been scientifically proven in most cultures
to increase people’s willingness to comply with a request.

2. MANAGING SIDEWAYS Before trying to persuade your peers, make sure you've
built a good working relationship with them first. Of course, you don't want to abuse

your friendship, but psychological research confirms that liking someone does make

us much more responsive to their requests — as does the feeling that we are somehow
in their debt and owe them a favour. So don't hesitate to remind the other person of
the last time you helped them out — especially if it was recent. Research also suggests
that people like to seem consistent in their behaviour. So don't hesitate to remind them
of the last time they helped you out either! And never underestimate the power of
flattery. Used with sincarity, it always works!

3. MANAGING UF  The main thing when attempting to influsnce your boss is to put
yourself in their shoes — if you were them, what would most interest you about the
proposal you're about to make? So, do they like their managers lo do non-job-related
work, for example? If you know your boss is particularly cost conscious, point out the
savings your idea will achigve. If, on the other hand, they're more customer-centric,
focus on improving client services or product benefits. If they like to keep up with
the latest management practices, refer to what your competitors are already doing

— appeal to consensus. But if they prefer to stand out from the competition, talk
instead about what no one else is doing yet — appeal to uniqueness. Remember, too,
that those in authority will tend to respond well 1o the views of other authorities — so
provide one or two convincing pieces of data from reliable expert sources.

/7 1.42The expressions below are in the order you heard them in the extracts you just
listened to. Listen again and decide what influence tactics in the article are being used.

h Just about everybody who's anybody is going to be
a | realize you already have a lot of work on this week, there - all our competitors, for sure.

but ...} .
i Now, I know you're worried about the cost, but have

b It's absolutely essential that we get back to the client a look at this report I just received. 1

on this by Friday.
it d -4 | Listen, mate, I've got a bit of a problem and [ was

¢ Ithink you may find it an interesting change from hoping you might be able to help me out. =4

hat you normally do.
NHEE y o4 k  You remember a couple of weeks ago I took the

d 1 know how you like to encourage your trainers to Morelli account off your hands ...7 =

gain some outside experience. T - -
I You said how much you enjoyed it last time. And it

¢ You said yourself we need to make savings and with would be a real help to me if ... =

business a little slow this ter ...
o e m 1 was very pleased with the way you handled the

f 1know | already owe you one for standing in for me Korean deal. §

last time. = p :
n [ think you're ready to take on a bit more

To be honest, you're much better at this sort of responsibility.
thing than me, anyway. =4

m

0 What do you say? Do you think you're up to it? J

8 Work witha partner to practise your influencing skills in some of the same situations
as the ones you just listened to. Speaker A see page 126. Speaker B see page 129,
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MANAGEMENT
SCENARIO

Meetings on the go

Learning objectives:
Management
Scenario B

Business communication
skills Askin
Handling : goy

Roleplay: Constructive meetings

g for favours;

on tll'l.\' '.P_"

Reading How to handle
meetings on the go

t= In company in action
B1: Meetings on the go;

B2: A constructive meeting;
B3: A failed request 1 Alan Sugarman is a sales representative for Flow Information Systems (FIS).

Read the email he sent to Heather Sherwood, another sales representative, and

answer the questions.
a What's Alan's problem? How urgent is it?
b What's the favour he's asking for?
¢ How does he sound?
® positive e desperate ® angry

d How easy is it to say No to requests like Alan's?

To: h.sherwood@fis.com

Hi Heather

Hope it's all going well with the people from ABI. I'm really sorry to bother you
while you're in the middle of negotiations, but | have a big favour to ask you and,
unfortunately, | need an answer pretty quickly.

As you know, I'm due to speak at the Infotech conference in Paris next week, but |
just received some bad news from home. You remember how | told you about my
grandfather? Well, it seems his condition has got worse. | really need to fly out to the
States to help my family. So (I guess you know what's coming) do you think you'd be
able to stand in for me in Paris?

Please don't say ‘No' straightaway. It's only a 20-minute presentation and |'ve got all
the slides together. Can we at least talk about it when you get back on Wed? You're
my last hope!

Speak to you in a couple of days. Good luck in Milan!
Alan

% #

" m b 2 Alan doesn't get an immediate reply from Heather, but two days later he catches up
with her in the corridor at the FIS office in London. Watch the first part of video B1 to
see their conversation, and tick the different strategies Alan uses to try and get Heather
to stand in for him at the conference in Paris. Which strategy seems to be the most
successful?

flattery

threat
incentive

emotional pressure

AN

appeal to fairness
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In company

MANAGEMENT SCENARIO

*
in action El 3 Shortly after her talk with Alan, Heather bumps into her assistant Tony in the kitchen.
Watch the second part of video Bl to see their conversation and evaluate their behaviour

on the scales below.

HEATHER

=2

ineffectual authoritative

aggressive

TONY

> -+ >

submissive  accommeodating  disrespectful

4 s you were Heather, would you have handled the two conversations differently?

If so, how?

O Read the article on handling meetings on the go. Which of the advice in the article did
Alan, Heather and Tony take or fail to take?

How to Handle Meetings

How many of your meetings take place in office
corridors, at the coffee machine or water cooler?

In today's fast-paced business environment, chances
are quite a few! Not that the corridor meeting is
anything new. Way back in the 1970s, executives

at Hewlett-Packard were encouraged to get out of
their offices, and walk around the workplace solving
problems and building relationships. They called it
MEBWA - management by wandering around. Forty
years later, the management culture at companies
like GE, Disney®, 3M*, PepsiCo, LucasFilm and
Walmart is largely based on MBWA. But if you're
going to hold meetings on the run, there are one or
two things you should know:

In company

1 Be careful not to have a corridor meeting when
you're in a rush to get somewhere else or the
person you're talking to is. Bosses won't thank you
for making them late for an important meeting or
even for their game of golf.

2 Feeling hurried also means you probably won't be
paying full attention and will be more likely to make
decisions you'll regret. So before you say Yes just to
make your escape, make sure you really mean ‘yes’.
It would be better to say 'OK, let me think about it
and I'll get back to you'.

el

Sometimes, if you're busy, you'll automatically

say No to more work and may miss a fantastic
opportunity to advance your career. But if you really
do mean ‘no’, just say No. It helps to give a reason
for saying No, but keep it brief and vague. If you

go into lengthy explanations, you're inviting the
other person to start negotiating with you. And you
haven't got time for that!

*
in action B' 6 Now watch video B2 to see Tony having a more constructive conversation with Anton,
the sales manager. How do you rate Anton's leadership skills?

7 After speaking to Tony, Anton has a meeting with Alan about the Infotech conference
in Paris. What do you think the meeting is going to be like? What would be the best

approach for Anton to take?

In company 'E
in action t

8 Finally, watch video B3 to see Anton talking to Alan and check your predictions in 7.

9 Work with a partner to practise making the most of meetings on the go.

Turn to page 126.

10 Now evaluate your performance using the feedback form on page 130.




Small talk

1 What exactly is small talk? How important do you think it is in business?

2 How culturally aware are you? Try a cultural sensitivity test. Speaker A see page 129.
Speaker B see page 137,

A friendship founded on
Business is better than

a business founded on

friendship. Getting down to business

John D Rocketeller, American . y f .
industrialist 1 in When Cultures Collide, cross-cultural consultant Richard D Lewis talks about the

role of small talk in international business. The diagram below shows how long it takes
different nationalities to get down to business. Try to complete the diagram with the
S names of the countries in the box,
Do you think it’s
important to build Finland France Germany Japan Spainandltaly UK USA
friendships in business?

o | a

- 2>

Learning objectives: : ) : :
Formal introduction. Sit down. Begin.

Unit 9

Business communication skills | b _}
Completing a questionnaire == s
an culbegl sarensie: dakdng Formal introduction. Cup of coffee. Sit down. Begin.
about experiences; R{il.vil:.l:."

Engaging in small talk
Listening Pre-meeting = ' y 9

conversations t . %
Vocabulary Exaggeration and Informal introduction. Cup of coffee. Joke. Begin.

understatement

.
Grammar Past Simple or d_ L
Present Perfect . i
phrasl; hanrl.;m.m,_m,r insnnal Formal introduction. Cup of tea and biscuits. 10 mins small talk (weather, sport).
[ talk : Casual beginning.
l e T .9
= 7

Formal introduction. 15 mins small talk (politics, scandal). Begin.

f : —>

Formal introduction. Formal seating. Green tea. 15-20 mins small talk (pleasantries).
Signal from superior. Begin.

N
| — 7
20-30 mins small talk (football, family) while others arrive. Begin when everyone's there.

Mins 0 5 10 15 20 25 30

\

-

=
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g
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-
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BUSINESS COMMUNICATION

2 & 201-2.07 Listen to extracts from seven meetings. Check your answers in 1 by
matching each extract to the correct country.

3 o 2.01-2.07 Listen again and answer the questions. There is one question for each
extract.

Where exactly is Tom Pearson asked to sit?

How long is Dr Alan Winter going to spend in Berlin?

What was Miss Sterling’s father's job?

What kind of snack is served at the meeting?

Why was Catherine in Finland before?

In the joke, what score do both the man and the woman get in the test?

What commonly happens in their meetings these days?

.- B Y- B - S T - - ]

Put your own nationality on the diagram, if it’s not there already. If it is there, do you
agree with where it’s placed?

5 & 2.01-2.07 Look at these excerpts from the conversations you just listened to and
underline the best grammatical choice. Then listen again and check.
a A Didyoutry / Have you tried green tea before, Mr Pearson?
B Er, ves, 1did / have. 1 had / have had it last time | was / have been here. 1 like it very
much.

b A TIdlike to introduce you all to Dr Alan Winter, who came / has come over from the
Atlanta office to spend a few days at our research centre. Welcome to Berlin, Dr
Winter.

B 'Thank you very much, Wolfgang. It was / has been kind of you to invite me.

¢ A .. Andthen Juventus scored / has scored the winner. It was / has been an incredible
goal! Did you see / Have you seen the Lazio game last night, Miss Sterling?

Yes, [ did / have. Wasn't it / Hasn't it been a great match? One of the best | ever saw /
have ever seen.

Rain stopped / has stopped play again yesterday, | see.
Sorry?
The cricket. They cancelled / have cancelled the match.

Oh, they didn't / haven't! Well, we certainly didn't see / haven’t seen much cricket this
sumimer.

oo >

e A [Ithink this is your first time in Finland, isn't it, Catherine? Or were you /
have you been here before?
B Actually, I came / have come here on holiday once, but that was / has been a long
time ago.
f A That's a terrible joke, Marty.
B No, you see, he copied / has copied her test, right?

A Marty, we heard / 've heard the joke before. It's ancient. Okay, everybody, time to
work.

B 1thought / have thought it was / has been funny.
g A WhatIdo worryabout is what's going on between our vice-president and our head
of finance.
B They're having an affair?
A Didn't you hear / Haven't you heard? | thought / have thought everybody knew /
has known.
B No! No one ever tells me anything,
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Talking about experiences

1 A good way to socialize in English is to talk a little about some of the experiences
you've had. You're going to play The Experiences Game. Prepare by thinking about what you
could put in the gaps on the board. Some of the verbs and adjectives in the boxes below
may be useful, but you'll need to change their grammatical form.

be eat go happen hate have hear know
like love meet read see spend stay

amazing attractive beautiful boring  brilliant delicious disgusting  dull
entertaining  exciting fabulous fascinating  frightening funny great hard
intelligent  interesting lousy luxurious marvellous nasty nice relaxing
Strange  stressful stupid terrible ugly violent wonderful

2 Play the game with a partner. Choose a box to start on and then move around the
board talking about your experiences.

OBS 10LIDAY

I['ve ___ some lguessthe _ jobI've The — heliday I've

_ people, but there ever — was when | ever = was when |
was this one guy/woman I was a _What | really : = o ===
= s — = about that job was ... 1/We probably most
who ... of the time ...

One of the _ __ jokes I've

[ ve _in some
ever is the one aboul — hotels, but the
= . I'm not sure if | can oneim___ — was really
tell it, but I'll try! == _ The

thing about it was

restaurant I suppose the city
I've ever - n is I've ever — (o must
called _ Lastume | |1 R — What T really

_ there, T had ... = about it was ..,
T~ JEIRD S1

Cmne of the most _ One film T have which | Omne of the _ things
books ['ve recently really : is which has ever 1o
is . Basically, it’s A lot of people think — isa me is when 1 was in —_—
abour ... _ actor/actress, but 1 ... What Was ...

3 In conversation, we often want to describe our experiences. What do the following
adjectives describe? Choose nouns from the boxes.

city clothes economy movie people book car  holiday hotel job news
weather )
g great/shocking/latest =
a -‘iuphi.ﬁlitiﬂrﬁd fcosm fliliilitan,’fﬂlndllstfhﬂ h secure/c hallunging}wn" .pa'"_!
b marvellous/changeable/miserable i economical/luxury/flashy
¢ strong/weak/depressed — i relaxing/beach/sightsecing
smart/designer/casual . s =
e friendly/hard-working/enterprising k comfortable/poor/luxurious
f exciting/classic/unforgettable I dull/brilliant/well-written
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BUSINESS COMMUNICATION

Work with a partner to practise small talk at a conference dinner.

You are sitting next to each other at a conference dinner in a city you both know well, and
have just sat through an incredibly long and boring opening speech. You have not been
introduced.

First decide:

e where the conference is being held

® what the conference theme is

L] l\'J’]}-’ }"(]'L[ are l'hl'ﬂ"(_' (E,‘g, to gl".'{‘ d pr'ﬁ_‘senldlit‘)ﬂ, to [']etl\'u]-k, to dO dl:al.‘;].

Then lock at the conversation notes below and prepare what you are going to say.

Speaker A
Start the conversation: \
Speaker B

‘I think that must be the longest opening speech I've
e e ‘Pleased to meet you. I'm ___ (name).

ever heard! I'm _ = (name), by the way. | don't
R R AT Continue the conversation by asking about ene or more

of the following:
/ ® what your partner thought of the conference
Speaker A (fun? dull?)
Continue the conversation by asking about one or more e talks your partner’s been to (any interesting ones?)
of the following: ® the dinner you've just eaten (local dishes, drinks)
® your partner’s company (location, main activities)
® your partner’s job (how long she's/he’s had it) \
® where your partner’s staying (service, comfort, Speaker B
convenience) Continue the conversation by talking about one or more
of the following:
I/ ® the city (architecture, people, prices, local economy)
Speaker A o the weather (typical for the time of year?)
Continue th[{ conversation by talking about one or more e shopping (the best places you've found to buy
of the following: presents)
® sightseeing (a place of interest you've visited)
e the nightlife (a restaurant, bar or club you've been to)
® arecent item of news (politics, sport, scandal) Speaker B
Break off the conversation:

‘Oh, wait a minute, it looks like the next speaker is going
to begin. Let's hope this one's better than the last.
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09 Small talk

Exaggeration and understatement

Are you the sort of person who tends o exuggerate or are
you a master of understatement?

Exaggeration

A hear it was a faivly dirty hotel.

B Yeab, it was absolutely filthy!

Understatement

A 1 hear it was a fairly dirty botel.

B e/l it wasn't exactly the cleanest I've sver stayed in.

1 Respond to the following statements using the words in
the box to exaggerate.

boiling enormous fascinating freezing
gorgeous  tiny

Grammar

Past Simple or Present Perfect
"The Present Perfect is a present tense. You use it 1o talk
about:
* things that start in the past and continuc up to the
present.
He baven't seen imuch cricket Hhis summer,
* people’s experiences, no matter when they happened.
Twe tried green tea before.
* things that have an obvious connection to the present,

Dr Winter has come sver from the Atlanta office.
(= he’s here now)

Aftirmative/Negative

a A [suppose Helsinki was pretty cold.
B

b A Thailand is an interesting country.
B

¢ A S50, he’s got a big house in the country?
B

d A It's actually a very small place.
B

e A It’s quite a beautiful sunset,
B

f A Of course, Turkey's hot in summer.
B

2 Now do the same to understate.
a A It'sadull book, isn'tit?
B (interesting / read)

b A Soitwas quite an ordinary meal?

B (amazing / had})

¢ A Well, that was a boring party!
B (exciting / been to)

d A It's been a stressful week.
B (relaxing / had)

e A Itwasapatheticjoke.
B (funny / heard)

f A Isn't Chicago dangerous?
B (safe place / been to)
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I
You have
We . haven't
They worked.
H
¢ has
She 5 ,
. hasn’t
It :
Interrogative
I .
Have you i
Haven't we
they | worked?
h !
Has s}(:e |
Hasn't - j
it |

1 Read the three sentences below.

The Thomke family came to America from Switzerland 40
years ago and started a business. (1)
Since the 1980s they have been extremely successful. (2)
In fact, for the last five years, they have been the market
leader in their field. (3)
a Which of the sentences above refers to:
apoint in time?[ | aperiod of time? D both?[_]
b Which two pieces of information are basically history?
Which tense is used?
¢ Which two pieces of information are most relevant to
the family’s carrent success? Which tense is used?

2 Look at the following time expressions, and decide
which are used before age, after for and after since. Fill in
the table. Some expressions can be used more than once.

2001 acoupleofdays alongtime aweek Christmas
half past four lastmonth overanhour the 1980s

the day before yesterday  theoil crisls Thursday  years

.. ago for ... ‘ since ...




3 Using the rules youw've worked out so far, try the following quiz about
the people who said the sentences (a-f). Write Yes, No or Maybe.

a

4

I lived in Lisbon.

Does he live there now?
I lived in Helsinki for six months.
Does she live there now?

I've lived in Toronto.
Does he live there now?

Complete the conversation with the verbs in

brackets in either the Past Simple or Present Perfect.

Tibor, a sales manager, is planning to send his staff on a
team-building survival course.

Tibor Right, now (a)

Fydor
Tibor

Fydor
Tibor

Fydor

Eva

Tibor

fvan

Tibor

Fydor

Tibor

Eva

you all
{get) my email yesterday about
the training course?
Er, yes ... (b)
I certainly {c)
to be a joke, Fydor. No, I (d)
(notice) recently that we need to work as a
teamn more. Last year’s interpersonal skills
course obviously {a) (not be) as
successful as 1 (f) (hope) and so
I{g) (now decide) to send you all
on a management survival course.
At the Death or Glory Training Camp.
That's right. (h)
thear) of it?

{(be) it a joke?
{not mean) it

you

No.

Erm, you (i) -. {say} in your email,
Tibor, that you won’t be coming on the course
with us yourself. Is that right?

Ex, unfortunately, yes. Cbviously, I

() e (want) to join you, but 'm
going to be much too busy, I'm afraid. For one
thing, I still (k) (not do) the
quarterly sales figures.

Tibor, why {1) you

(not tell) us about this at the departmental
meeting last week?

Well, I {m) (not make up) my
mind until teday. But [, er, (n)

(think) it would bring us all together.

It (o) _. (already bring) us together.
None of us wants to go!

Now, look, Fyder, don’t be so negative. Wait
until you (p) -— {have) a chance

to think about it. I (q) even

{not show) you the course
brochure yet. Anyway, what do the rest of you
think?

I think it’s the most ridiculous thing you

(0
the interpersonal skills training (s)

(be} bad enough. I am not being dumped on a
freezing hillside and told to find my way back to

civilization with a fruit knife, a chocolate bar and a

ball of string!

d I've lived in Taipei for three years.

Does she live there now?

e ['ve been in all morning and she hasn't phoned.

Is he in now?

Is it still morning?

t Iwasinall morning and he didn’t phone,

Is she in now?

Isit still morning?

Phrase bank: Engaging in small talk

Listed below are some questions which might keep the
conversation going at a business event. Complete them with
the verbs in the box in the correct form. You'll need to use
some of them more than once.

be come

hear malke meet read see

enjoy

Are you —>
Haveyou [—
Haven't we —
Didyou (-
DPidnt I —>

O o0 oL

5 —x™ = g

[ ]

find

give  have
stay  try

EO

the conference?

near here?

on after the conference?
a presentation?

to the keynote
tomorrow?

to Brasilia before?
to any interesting talks?
any useful contacts?
.. the (latest) news?
much of the city?
any nice restaurants?
... the local cuisine/wine?
— Dr Wendel?

(somewhere) before?

wonderful weather
(so far)?

a good day?

any interesting people?
to the conference last
year?

your name on the
programme?

an article by you in
Businessweek?

(ever ask) us to do. And, [ mean,
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When you write a letter,
‘you take somie care over

your words. Why is ti that
qwhen we send an email we
Jutst wirte down anyold
nonselnce? and press send and
thetn hoep for the best V3.

Lucy Kellaway, Financial Times

Do you take time to
proofread your emails?

Learning objectives:
Unit 10

Business communication
skills Disc

l Lyuiae

sing emnail likes and

] [Oor wWrit ng |
I; Simplifying a lengthy

I; Writing: Exchanging

Listening Voicema
Vocabulary Computers
Grammar Future forms
Phrase bank Emai

1 When do you email rather than pick up the phone? Discuss with a partner.

2 You're going to listen to some business people being interviewed about what
they love and hate about email. First divide the following phrases into love and hate.

Label them L or H.

'mabigfanof.. [P'mnotcrazyabout.. I'mnotkeenon.. Itdrives me nuts.
It's really cool.  Thatreally bugs me.  The really neat thingis... Whatlcan'tstandis ...
What really annoys me is ...

3 Working with a partner, see if you can predict what the interviewees will say.
Make notes below according to how likely you think they are to mention it.

i What | love about email What | hate about email

Sure to mention ...

Might mention ... ‘

4 2.08 Now listen and tick off the likes and dislikes. Make a note of any you missed.

5 What's your own special ‘pet hate’ with emails? Tell the rest of the class what really bugs
you about it.
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Writing emails

1 How important is the ability to write in business? Read this extract from the book
E-Writing. Do you agree?

The importance of writing stands to reason. Your boss, co-workers or customers don't
follow you around on the job. They don't see how you handle people or projects day to day,
They simply see the results of your work — database notes, email, reports, proposals. Clear
writing reflects clear thinking. Your writing becomes your face on the page or screen. Not
only must your writing be clear, correct, complete and concise, but it also has to connect.
Your entire relationship with co-workers or customers may rest solely on your email
exchanges. In a world of emotional disconnection, people long to be treated as special,
important individuals.

2 With a partner, think of short, simple ways in which you can ‘connect’ with the people
you email.

3 There are no universally accepted rules for writing email, but here are some useful
guidelines. Match the rules (a-h) to the reasons why they are useful (1-8).

Create a subject line with impact.

Write short sentences.

Keep paragraphs short.

Don't always trust your spell check.

Put your signature on the message.

Proofread the message before sending it.

Use headings, bullets and numbering.

Add one personal touch to your message.

It saves peaple scrolling down to see if there's more text.
These will guide the reader and make the message easier to grasp.
It can't tell the difference between your and you're, or theirs and there’s!

It is more likely that semeone will read your email.

EEEEE

—_—

On one level, all business is personal.
There's less chance the reader will miss anything.
It creates a more professional image if there are no silly errors.

00~ 3 U & W kN - TMm o Q0 oo

IO

You don't need complex grammar or punctuation.

4 People you know well may send you emails with certain grammar words missing,
What three types of grammar word are missing in these examples?

ftsm great idea.
fm presenting it to tire board today.
FH speak to you later.

Now put the missing words back into the email below.
e - Hello

Hi Rosa - been in meetings all day, so just got your message plus attachment.
Sounds great — particularly like your suggestion about discount rates. One

or two points a bit unclear perhaps, but basically good stuff. Could add
something about packaging. Nice job, anyway.

See you Friday. Leo
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D Emails generally contain fewer fixed expressions and are less formal than business
letters. Rewrite the following extracts from business letters as emails with the expressions
in the boxes in place of the words and phrases in beold.

Bad news: Cheers. Could youdomea favourand ...? Goodnews: from ...
Got your messageon... Hi.. Shalll...? Sorryabout.. Sorry, butlcan't make ...

Dear Louisa,

Thank you for your letter of the 12th Seprember. Unfortunacely,
I shall be unable to attend the meeting on the 21se. T would

appreciate it if you could send me a copy of the minutes.
Best wishes,

i“l“ Hll]l:’.

I'm delighted to tell you that as of 2 Jan we are offering

substantial discounts on all orders over €1,000. ]F}'()u wish, I
would be happy to send you further derails and a copy of our new

catalogue.

| l‘cgfﬂl 1w il'lﬁ'lrm you Ihilt 1i'|L' ]?U‘.ln'-'li Hll'llﬁ.'*.l L]l'l\-\-'l'l VOr prnpnn.ﬂ.
I would like to apologize for nor getting back to vou sooner on

this, but I've been in Montreal all week.

About ... Arewe still okay for ...? Following ...  If you have any questions, let me know.
I'm sending you ... as an attachment, please.., Seeyou.. Speaktoyousoon. Thanks.

I am writing to confirm our appointment on 3rd May. My flight

gets in abour 11 am. With regard to my presentarion on the 4th,
could you make the necessary arrangements? I enclose a list of the

equipment I'll need.
I look forward to meeting you next weck.

Charlotte De Vere

Further to our tL'|cp[~.| ne conversation this morning, I'd be
gratel:u] ifyou could send me a full desc ription of the problem

. » - 1
and I'll pass it on 1o our technical depariment. |

Thank you for taking the time to do this. If I can be of any [ — i

further assistance, please do contact me again. ] ] ] ] ]
AL 1

I look forward to hearing from you
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6 Rearrange the information in the email below and rewrite it to make it clearer.

Give it paragraphs and a suitable subject line.

Otto

How are you doing? Got the joke you sent me - very funny. I've emailed

you those statistics you wanted, by the way. Hope they come in useful for
your presentation. Spoke to Cheryl in accounts the other day. She sends her
regards. On the subject of accounts, did you send your quarterlies in? | don't
seem to have them. Let me know how the presentation goes. And don't forget
those figures.

7 Make the email below simpler and clearer by deleting as many unnecessary words as

possible without changing the meaning.

Dear Mr Nordqyvist,

On behalf of myself and my colleague, Karen Sharpe, may | take this opportunity
to thank you and your team once again for your kind hospitality during our brief
stay in Malmé. Karen and | both felt that the two-hour meeting we had with you
at your headquarters last week was, without doubt, a great success, and we very
much look forward to discussing our ideas with you in much more detail than we
were able to in that extremely short but highly productive meeting.

| am sure you will be pleased to know that | passed on your valuable comments to
our Managing Director, Diane Lee, and she assures me that she will certainly be in
contact with you over the next couple of weeks or so. In the meantime, let me just
say that it was a very great pleasure meeting you, your managers and enthusiastic
staff, and exploring the possibilities of some kind of a joint venture between us in
the not-too-distant future.

With my very best wishes,
Sam White, Senior Product Manager, Thermoflex (UK)

8 Having edited the email in 7 down to a more manageable size, add one or two
personal touches at appropriate points in the message. You know that Niels Nordgvist
has just been promoted to vice-president (Ainance) and that his wife has just had their
first child.

-
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Change of plan. | was
going to ..., but ..,

Have you heard ...?
Don't want to be a pain,
but ...

| was thinking of ...

| want to goona
training course Lo ...
I've just heard ...

I'm giving a
[:rr.»u-:na:u:n about...
A few of us are planning

10 EMAIL

Changing arrangements

1 g 2.09-2.11 Sarah is organizing a business trip to Japan for herself and her
colleague, Peter. She has left three voicemail messages for Koichi, her contact in Nagoya.
Listen and answer the questions.

Message 1

a When will Sarah and Peter arrive in Nagoya?

b Why are they going to be two days late?

Message 2

8 Why can't Sarah and Peter stay at the Radisson?

b What does Sarah ask Koichi to do?

Message 3

Which of the extracts (a<h) in 2:

are predictions?

refer to current plans or intentions?

refer to past plans or intentions?

a How long will the presentation be?

b What software and hardware do they need?

2 Complete the extracts from the messages in 1.

a Peterandl — arrive in Nagoya on Monday ...
b That = possible now, I'm afraid ...

¢ So,we get there by Wednesday ...

d Peterandl___ S stay at the Radisson ...

e ..l S email you about this yesterday.

f Weae _ keep the presentation itself quite short ...
E ..we — use PowerPoint ...

h .we___ need a projector and screen ...

3

1

2

3

4

Write the email that Koichi might write in response to Sarah's messages.

You've got mail

Work in groups of three or four to exchange emails.

®  Write a short email message (no more than 60 words) to each member of your
group, starting with one of the introductory expressions on the left. Make sure the
information in your email is connected to your own job or experience. Include your
email address, that of the person you are emailing and a suitable subject line.

*  After five minutes, place your message in the 'inbox’ at the front of the class and take
out any messages addressed to you.

*  Write a reply to each message you receive directly below the original message. Invent
any information you have to.

e After another five minutes, put your replies back in the ‘inbox’ and take out any
addressed to you.

* Repeat the above procedure until you have dealt with at least five different topics.

* In your group, compare the sequences of emails you have produced.
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Vocabulary

Computers

1 Combine the words in the box to make at least ten
computer terms. Some are written as two words and some
as one.

ad banner base board data desk disk
engine hard help home key menn page
search  sheet site spread top web

2 Match the verbs (a-n) to the phrases on the right that
they collocate most strongly with,

a surf a program

b enter files off the Net
¢ run on an icon

d download data into a computer
e cdick a computer

f transmit the Internet

g crash a virus

h install the trash

i burn an attachment

i send the Web

k empty text

| browse to a better modei
m upgrade CDs

N cut and paste software

3 Complete the song about computers with the verbs on

the right. Use the rhyme and rhythm to help you. Have you

experienced similar problems?

My PC is Giving Me Problems

{to the tune of My Bonnie Lies Over the Ocean, traditional)
My PC is giving me problemns,

My PC is giving me hell.

It says it's got Intel inside it.

But its Intel inside is not well.

Chorus

Bring back, bring back, oh bring back my
typewriter, please, oh please.

Bring back, bring back, oh bring back my
typewriter, please.

i*____  onaniconto

w__ program
AM________ that iMacs® can read files

But lost haf the 12 onmy hard download
disk clicked
So somehow | must have miskeyed.

Now my spreadsheset has lost all its

w____ . upgrade
And sadly no were made. helpline
Iphonedupthe*™ ______  at data
Compaq. backups
They told me | need to 16

They finally senta ¥

Whodebuggedmy ™®______ with type
ease, . printer
Eut something’s gone wrong with my technician
‘Cause when | @ ‘d's it prints desktop
'¢'s.

} guess I'm 2 iliterate —

| dor’t know my 2 frommy  keyboard
RAM. spam
My= skills are a disaster computer
And my amail has filled up with ROM

24

t think | should 2 downmy PC. Resources
Admit that I'm going 22 retrain
Arangetosse Human? shut
Andtellthem lwantto2 1 insane

Grammar

Future forms

In English, there are many ways of talking about the future.
The differences between them have less to do with time than
with the speaker’s attitude to the future event. Srudy the
following examples, all of which reter to the same point in

time: next Sunday.
* I'm 40 on Sunday. (1)
* Ty home on Sunduy. (2)
* Ul et you know on Sunday. (3)

* You won't have a probiem gerting a taxi on Sunday. (4)

* I'm going to a wedding on Sunday. (5)
* No! I'm not working on Sunday! (6)

K ot me three times this virus
morning. Net
And wouldn't connecttothe2.____ crashed
B3 ___ my trash without waming. emptied
It's some kind of 4 I bet.
Is . _head ofﬁce a memo attachment
Sentan® i Microsoft® Word, error
But HQ's computers are Apple® occurred

, 7
:\nd that's when an emailed

* It going to snow on Sunday. (7)
= I'm going to have 4 yood rest on Sunday. (R)
‘the form we choose can depend on such things as:
* whether we are talking about a fact or an opinion
* how sure we are
* whether we have already made plans or arrangements
* how determined we are
* whether we want the thing to happen.

10 EMAIL 65
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4 Underline the most appropriate verb forms in the
conversation below.

1 Match the sentences (1-8) on page 65 to their main
function (a-h).

3 afixed arrangement |:| It's 8 pm. Cleo is just leaving work, when she sees the light

b ascheduled or timetabled event D on in Eric’s office.

¢ aninformed prediction D Cleoc Hello, Eric. Are you still here?

d  an offer or promise [] Eric  Hi, Cleo. Yeah, I'm just checking everything for my

¢ aplan, intention or decision [] talk tomorrow.

f anindisputable fact [] Cleo Ch ves, (a) vou'll give / you're giving your presentation

g arefusal I:I to the board. Are you nervous?

h an opinion about the future D Eric Not yet. But (b) I will be / I am if  don’t get this
PowerPoint thing to work properly.

In practice, the difference in meaning between certain Clee Oh, [ use PowerPoint a lot. () Il help / I'm going to help

future forms is often very small. you if you like.

Thanks, but I think I've had enough for tonight. The
presentation (&) isn't being /isn't till 11, so

() I'll still have / I'm still having a couple of hours

tomorrow morning to get things ready.

Eric
2 Match the sentences (1-8) on page 65 to the sentences
{a-h) which are similar in structure and function.

My plane leaves at five.

I'm going to go on a diet. Cleo Well, some of us {f} will go / are going out for a Chinese
meal and then maybe to that new club if you want to

join us,

It’s going to be a difficult meeting,
It's Christmas in three weeks.

Eric Hmm, sounds like (g} you're having / you're going to
have a pretty late night. [ think (h) I'll give / I'm giving

it a miss this time.

I'll get back te you within the hour.
We're getting a new car on Friday.
There'll be a lot of traffic on the roads.
I'm not giving someone like him the job.

= Mm@ = o o0 oW

Cleo Well, (i) we go / we're going for a drink first. Why don’t
you come? {§) It'Il eake / It’s going to take your mind off
tomorrow.

Well, maybe you're right. Look, (k) I'm just checking /
I'm just going to check this thing one last time and

(1) I'm / I'll be right with you.

O

3 Look at the following structures for expressing
intention. Put them in order of certainty.

aimingto goingto hopingte intendingtc  planning to

Eric

more certain [ am/was a Clee Olkay. See you there.
b
[ am/was €
d
less certain I am/was €

Phrase bank: Email

Match the following informal email expressions and acronyms (a-p) to their

ASAP = A5 5001 48 .
P functions (1-18}.

possible

RTW = by the way a Hi 1 Cancelling a meeting
b Got your message, thanks. 2 Introducing a topic
¢ Sorry, but I can’t make it. 3 Requesting information/action
d Could you do me a favour? 4 Giving positive/negative information
e Are we still okay for Fri? B Greeting
f About the conference, ... 6 Referring to an extra document
g Good/Bad news. 7 Confirming a meeting
h See attachment. 8 Replying to an email

10 EMAIL
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] b[ ] e[ ) d[ ] e f[] el] n[]

i asap 9 Adding an extra point

) Following our phone call, ... 10 Offering to contact sornecne again
k I'll chaseitup. 11 Saying goodbye

I BTW 12 Confirming an appointment

m Fri’s fine by me. 13 Showinginterest

n Let me know how it goes. 14 Referring to an earlier conversation
o ['llbein touch. 15 Offering to lock into something

p Cheers. 16 Requesting/Offering urgent action

i i« O mdnl] o] pl]




1 Presenting

1 ‘Think of successful talks you've been to in the past. What made them so successful?
Complete the list of elements that make a good presentation with the words in the boxes.

Talk fiJ'II.‘. talk slow and don't To be a %““d presenter, you 1'":![&‘_{:
say foo e,

appearance contact humour  knowledge talk
John Wayne, Hollywood film star

a well-structured _

1[]#!(()1Lg]’! 5111:1&'[ L

H i sftenda you give a smart and professional

presentations at work? a good sense of

- I~ v B = o -]

Do you enjoy them? good eye _ —
= — — attitude language preparation visuals voice

Learning objectives:

f anenthusiastic
Unit 11 g
: e a strong _ — .
Business communication g 5
skills Discussing qualities of h acreative use of _

L e .

' I i expressive body __
pacing and sentence stress; :
Delivering a presentation; 1 careful
Structuring a presentation;

Using visuals; Fluency 2 With a partner, discuss the elements in 1 and rank them in order of importance.
short presentation | N ANy i 3 T

Reading An extract from First Uhl'ﬁ the Fh]&f‘{'h in the box I your dn«cu.\-s-.mn.

Direct website ; 3 : .
Listening People conversing Amfthc.r lr_npmtan'f thingis.... ..can make_a real d:ffe.rence.

and giving a presentation; [ [ think ... is pretty important too. It helps if ..., but it's not essential.

Extract from a talk by Guy What you need most of allis... Youdon'tneed ..., aslongas ...

K .'.|\..|.-u| ".|_'||'|_".|':|.'.|!||l:'. .lE"-'l\!H
a technical problem
Vocabulary Presentations 3 Add your own ideas to the list in 1.

Grammar Past Continuous;
Past Perfect; Past Simpl

Continuous vs Past
Phrase bank Th
presentations
t In company interviews
Units 9-11

language of

4
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Delivery

1 Read the text below. Is it good advice?

that almost 30 million business
presentations are given every day? And yet, in surveys, mos!
managers say they are more afraid of public speaking than
anything else ~ even death! To overcome nerves, a lot of
preseniation frainers advise you to ‘just be yoursell’.

2 2.12 Listen to three people speaking. Concentrate on the way they sound.
Do you think they are having a conversation or giving a presentation? Write C or P
next to each extract.

Extract a |_ | Extract ¢ D Extract e j

Extracth [ |  Extractd Extractf | |

3 Discuss witha partner, How is speaking to an audience - even a small one - different
from speaking to a group of friends? Think about the following:

® how clea rly you spu&k

® how quickly vou speak

¢ how often you pause

¢ how emphatic you are

4 2.13 Guy Kawasaki is the co-founder of Alltop.com, Garage Technology Ventures
and the former ‘chief evangelist’ at Apple®. Read the following extract from a talk he gave
at Stanford University on entrepreneurship. The extract is unpunctuated. Mark ( | ) where
you think Kawasaki paused. Then listen and check.

he first thing | igured out and
learned sometimes the hard way
about entrepreneurship is that the
core the essence of entrepreneurship
is about making meaning many many people
start companies to make money the quick flip
the dotcom phenomenon and [ have noticed
in both the companies that 1 have started and
funded and been associated with that those
companies that are fundamentally founded to
change the world to make the world a better
place to make meaning are the companies that
make a difference they are the companies to
succeed my naive and romantic belief is that
if you make meaning you'll probably make
money but if you set out to make money you
will probably not make meaning and you won'’t

make money.

O 2.13 Listen again and underline the STRONGLY stressed words.
Is there a connection between what we stress and where we pause?
What's the effect of pausing:

- less often?
more often?

68 11 PRESENTING
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A team presentation

1 Look at the following information from First Direct. You are going to use this
information to practise delivering a presentation. Mark the pauses and stressed words.
With a partner, first ‘present’ the information clearly and professionally. Then ‘present’
the information enthusiastically and dramatically. Which sounds better?

Presenter 1 Presenter 2

When you join First Direct, you experience something \ A bank which recruits people who like to talk. A bank

unbelievable. A bank designed around you, which which gives its people all the information they need

doesn't expect you to fit round it. to enable them to help you. A bank which believes in
/ sorting your money out for you without you having

to ask.

Presenter 1

Funny kind of bank? Unbelievable? Even a little

magical? Yes, but also efficient, safe and secure. Presenter 2

You can, naturally, choose when, where and how to
deal with your money. We're open 24 hours a day. Our
Presenter 1 people are ready to talk to you, whenever you call.
And wherever you might be in the world, you can bank
online. Receive information online. Buy online. We can

even send banking messages to your mobile phone. Presenter 2

Join First Direct and feel good about your bank; it’s
your money, after all,

2 In the extract above, find examples of:

a repetition

b rhetorical questions

€ grouping points in threes

d pairs of contrasting points.

3 Match the items (a-d) in 2 to why they are effective (1-4).

1 You invite your audience to try to anticipate your answer. [_]

2 You create a satisfying sense of completeness. !

3 You make sure your audience doesn’t miss your main points. 5

4 You emphasize what you're saying by using the power of opposites. r_

Structuring a presentation

1 The following expressions help you to give a clear structure to a presentation.
Complete them with the prepositions in the box.

about back for of off on to up

To start . then, ..

To maove — to my next point, ...

Togo — ___to what | was saying, ...
Toturnnow a3 different matter, ...

To say a bit more that, ...

To give you an example what I mean, ...
To digress a moment, ...

To sum M .-, L

Which of the expressions in 1 are used to:

return to an important point?

EEEEE

repeat the main points?

talk about something unconnected?
begin the presentation?

expand a point?

]

M awWwhEHERPB T =0 oad oo

change the subject?

11 PRESENTING 69
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Using visuals

1 You can draw attention to your visuals by using the phrases below. Complete them
with the words in the box.

give have mean point see show

a _ alookatthis.

b Asyoucan o

c I'dlike to . _out ...

d The figures clearly _

e To _you the background to this ...
f So,whatdoesthis _in terms of ...

2 Which parts (a-g) of the graph on the left do the following verbs refer to?

rise U level off D fluctuate [_] peak D

—i
recover j bottomout | | fall

A technical problem

1 ©7 2.14-2.16 Listen to a stock trading company manager describe how his team
solved a problem with the company’s website.
Part A

a Underline the two things the manager does to open his presentation.
1 asks a question
2 tells ajoke
3 tellsastory
4 quotes some figures
b What's the significance of the following facts and figures?
1 nine
2 250,000
3 three
4 60,000

Part B
¢ What three problems was the company having with its website?
d Having improved the website, what are E-Stock’s two current objectives?

Part C
e Which graph (a-d) on the left does the speaker refer to?
f What three things does the manager do to close his presentation?
1 sums up his talk
2 quotes a well-known person
3 refers people to his report
4 invites questions

Read the following sentences from the presentation in 1.
When we first went online, we were getting over 250,000 hits a day.
The problem was not the service we were offering, but the website itself.

('IG'HIN

A fault we hadn’t noticed in the programming caused 1,500 people to invest in a
company that didn't even exist,

d ‘'The next thing was Internet advertising, winning back the customer confidence
we'd lost.

In which of the sentences above do the verbs in bold refer to things:
® happening at the same time? .__l |_]
¢ happening one after the other? [ | -T
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Giving a short presentation

Choose one of the situations below and prepare a short presentation.

Situation 1

You have been given the job of introducing a celebrity guest speaker who has come to give
a motivational speech to your company. You can choose anyone you like from the worlds
of business, sport, entertainment, media, science or politics.

Use some of the frameworks below to help you prepare, but change whatever you need to.
Try to use contrasts, repetition, rhetorical questions and groups of three in your speech.
You should aim to speak for about two minutes. Your guest speaker is making a surprise
appearance, so don't announce who it is until the end of your introduction. See if people
can guess who it is!

. Highlights of his/her career include
It was ... who said ... Our guest .. ...and... When asked ...,

this evening is a perfect example i
of that. she/he said ...

Not only is our guest ..., she/he
is also ... A good example of that
is when ...

How do you describe someone
who ..., who ... and who ...7

She/He shuwzfd the first signs of Truly, in the world of ... no one has
.. atthe age of ... done moreto ..., to...and to ...

And at the age of ..., she/he had

already ... and was beginning Ladies and gentlemen, please give
to... a warm welcome to ...

Situation 2

You have been chosen to present the Business World award for most innovative product of
the last quarter-century. You can choose any product you like from household to electrical
goods, cars to clothes and machines to medicines.

Use some of the frameworks below to help you prepare, but change whatever you need

to. Try to use contrasts, repetition, rhetorical questions and groups of three in your
speech. You should aim to speak for about two minutes. Nobody at the awards ceremony
knows what the winner is, so don't announce the winning product until the end of your
introduction. See if people can guess what it is!

Once every .., years or so a
product comes along which totally ... once said that this product was
changes the way we ... the most ...

... is/was such a product. Not only | could also tell you that it is/was
is/was it ..., it is/was also ... and ... and that ... But that would fail

to do it justice.

How do you begin to describe The ... is quite simply the best ...
something which literally ever invented.
revolutionized the ... industry?

Ladies and gentlemen, the winner
When | tell you that it sold over of the anmrdgafor most innovative
-« million units, you will not be product is ...
surprised.

In company interviews

Units 9-11
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11 Presenting

Presentations

Communication skills

1 Complete the collocations by writing the nouns in the
right-hand boxes. They are all things you might do ina

Trends and change

2 Read the following news headlines and mark each of the
verbs and nouns of change according to what it describes:
N, T b, = N A2, A, S The first three have been
done for you as examples.

a Housing slump [ ~ | as interest rates climb [ 7 ] to 7%.

b Qil prices reach new peak [ .- ] as fear of terrorism
increases [ |.

presentation. c f\sia[n st?cks recover [ | after sudden fall [ ]to monthly
ow .
agraph  apoint anissue  figures jokes  questions d AsChinarises[ |, pollution soars [ ] to alltime
: e Spanish market stabilizes [ | after two-month slide [ ],
(e) f  Wild fluctuations [ }in the price of paper destabilize
[ ]the publishing industry.
0 g Stocks rebound [ ] after substantial losses [ Tin
early trading.
h Steady decline [ 1in white-collar jobs in the West caused
by outsourcing boom [ 1.
2 Correct the following conversation. Three of the verbs
in the Past Continuous should be in the Past Simple and
Past Continuous vice versa.
Affirmative/Negative Interrogative Inge Ah, Peter. | was wondering if [ could speak to you?
T _ I Peter Hello, Inge. Er, sure. [ just went out for lunch, but, er,
H : W N what was it about?
as § H
¢ _ wa , as L, ¢ Inge Well, [ was seeing Dieter the other day and he told me
She | wasn't Wasn't  she you're leaving
It © _ working.| it working’ Peter Oh, well, yeah. Actually, | was deciding a month ago,
‘“i“ - were Were 00U but [ didn't think anybody was knewing about it yet,
’V\'C { werer't Werent | ¢ inge Oh, yes. The whole department talkefl about it when I
[hey i they came in today. They still talked about it when I left.

1 Match the examples of the Past Continuous (a-d) to
what they describe (1-4).

a [met my wife while | was working as a teacher in
Barcelona.

b He was studying to be a doctor when he dropped out
of university and decided to go into business instead.

¢ We were going to Vienna for a training weekend, but it
was cancelled.

d You were always working late when you had that job in
the City.

1 apast action which was interrupted or
not completed
2 the background to a more important event

7L

repeated actions in the past
4 previous plans

RN

11 PRESENTING

The Past Continuous can suggest a continuing feeling or
attitude, so FOU G USE it when you want to put gerlt]c
pressure on someone to do something.
* [avas wondering if you conld belp me.
(Amd Fstitl am. So will you belp me?)
* T avas laoking for something cheaper.
{And Istifl am. Sa bave you gol anything cheaper?)
» Wi were hoping for a bigger discount.
(And we stifl are. So botw abont a bigger disconns?)

Past Perfect

Athrmadive/Negative Interrogative

I 1

You ‘ ©you

He | . he

had Had : .

She hadst worked. Hadmt | ‘r\hc " worked?
It | ‘ it .

We | we I

They they

s By the time Farvived at the party, everyone bad left. (1)
* Favas balfay to the airport before Drealized Td forgotten
sy passpere. (2)



3 Lookat the examples on page 72.

a8 What happened first: my arrival at the party or everyone else's departure?

b Put the events in chronological order: getting halfway to the airport, forgetting your
passport, realizing your mistake.

[he Past Perfect is often used to look back from a time in the past to an earlier time.

Past Simple, Past Continuous or Past Perfect

4 Complete the following anecdote by underlining the most appropriate verb forms.
Read the whole sentence before you make your choice.

‘Apparently, there was this guy working for a financial services company in the City. Anyway, it {a) was being / had
been a really tough year, so he (b) decided / was deciding to take a nice long holiday. He (c) just cleared / was just
clearing his desk when he (d) suddenly remembered / had suddenly remembered what (e) was happening / had
happened the last time he (f) was / was being off work. He (g) was coming / had come back to an inbox containing
hundreds of emails. So this time he (h) came up / had come up with a bright idea to prevent it happening again.

What he (i) did / was doing was this: he (j) set / had set his computer to automatically send a message to anyone
emailing him, telling them that he (k) was / had been in the Caribbean for two weeks and not to email him again till

he (I) got back / was getting back. Then, just as he (m) was leaving / had left the office, he (n) thought / was thinking

he would email his best friend and tell him all about his holiday plans.

Unfortunately, his best friend, who (o) was going / had gone on holiday the day before, (p) was setting up / had
set up his computer in exactly the same way. So the two PCs (q) proceeded / were proceeding to email each
other every few seconds for the whole fortnight, while these two guys (r) were enjoying / had enjoyed themselves
on holiday, totally unaware. | (s) heard / had heard that so many messages (t) were finally building up / had finally
built up on the company's server that it (u) crashed / was crashing, costing the firm millions! True story. Austin in
accounts told me.'

Phrase bank: The language of presentations

The following expressions are all useful in presentations, but some letters are missing
from the final words. When you have completed them, the letters down the middle should
make a good piece of advice for a presenter.

[+ ] a o o W

—_ -

=g

0
p
q
r
5
t

Can everybody hear me ...
Right, let’s get ...
Let me introduce ...

I've divided my presentation into three main ...

Just to give you a brief ...
I'll be saying more about thisina ...

I'm sure the implications of this are clear to
There's an important point to be made ..,
Okay, let's move ...

I'd like you to look at this ...

As you can see, the figures speak for ...

To go back to what I was saying ...

Are there any questions you'd like to ask at this ...

I'd like to look at this in more ...

Let's just put this into some kind of ...
Perhaps I should expand on thata ...
To digress fora ...

S0, to sum ...

That brings me to the end of my ...

Thank you. I'm sure you have many ...

0 al |2
EEEE 5|
M § F
: A [T]s
v w
i U
[u]
N
G P"H_:
B FEEE
[e] T[] T T&]
| f0| :TE?-
| E 1“ I L|
S FEE ks
e
BEECERE
U [
BilE |5
T T
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Learning objectives:
Unit 12

People skills Giving
presentations with impact;
Fluency: A product presentation

Reading The four Cs of
presenting with impact
Listening Extracts from

presentations; A ;:ilrh fora
maohile app

Impact

1 How many business presentations have you sat through like the one in the cartoon?
Share some of your experiences with the rest of your group.

O MAZK BNDBZLON, WWN ANDEEZTOONS LaM

“Okay, I'm now going to read out loud every single slide to you, word for word,
until you all wish yeu'd just die.”

2 Why do so many presenters fill their visuals with data and then simply read them out?
What are they trying to achieve?

3 What creates impact in a presentation? And what kills it? With a partner, make two
lists. Then compare lists with the rest of your group.

BRAVO! BORING!

4 You are going to read a text about ‘the four Cs of presenting with impact’.
Cover the text and work with a partner.
o Predict the four Cs. Then look at the text and check your predictions.
» Student A read paragraphs 1 and 3. Student B read paragraphs 2 and 4.
Underline any points you included in 3.
® Share and discuss what you read with
your partner.




PEOPLE SKILLS

The FOUR Cs of

Presenting with Impact

. CONFIDENC E Many presenters suffer
from pre-talk nerves. If you're one of them, don't
despair! The art of appearing confident can be learned.
Step one: slow down. Nothing says ‘I'm nervous’ more
than hurried speech. Step two: ignore the usual advice
about making sure to smile. Yes, a genuine smile reflects
confidence, but a forced one only makes you look more
anxious, So smile when there's something to smile
about. Otherwise, don’t. Step three: try adopting a
confident pose just before you're due to speak. Research
at Columbia University has shown that this raises
testosterone levels in both men and women by nearly
20"%, making them feel markedly more confident. It also
cuts the stress hormone cortisol by a quarter, helping to
calm those nerves. So stand tall, head up, hands on hips
and let your body chemistry do the rest!

2. CREI )I HI [ ; ITY Whilst you may not be

a household name, you can significantly boost your
professional credibility just by doing four things. First,
make sure vou give yvour audience at least one really
valuable piece of information they didn't know. They
will delight in passing this on to others and they'll love
vou for it! Second, create the opportunity to mention
high-profile projects you've been involved with. This
tells them you know your stuff. Third, pause before your
most important points. This gives vour audience time to
appreciate the significance of what you're about to say.
And, fourth, never compete with vour visuals. A good
visual should only tell half the story - leaving vou to tell
the other half. So keep those slides simple and store the
details in your head = where they're supposed to be!

5 &

refers to a visual

draws a comparison with
competing products

6

N=—
A=

a4 quotes some surprising statistics

b
¢ refers to previous personal successes EI
d

. LAR[ | Y When giving a presentation, less is
more. S0, keep it short and simple. And if you can't, then
break it into short and simple sections! Avoid unnecessary
jargon. Decide if a single visual could take the place of a
ton of data. And try to anticipate potential objections before
they're raised — nothing makes you look better prepared! 1f
the purpose of vour presentation is to sell something, then
it'll need a clear and logical structure. The Stanford Method,
known as N.AB.C., provides that structure. N = what's the
need for what you're offering? A — what's your approach
to meeting that need? B — what are the benefits to your
customer or company? And C —what, if an}flhinl.;, are your
competitors doing to meet that same need?

4. CHARISMA 1 really fire up an audience, let
your hands do some of the talking. Neuroimaging technology
has shown that the same areas of the brain light up when we
gesture as when we speak, So gestures help us speak more
fluently! Increase vour impact further by using ‘power-
language’. Former Apple” CEO Steve Jobs was a master of
this. For him, no success was ever just ‘big’; it was "huge’.

No product was ever just ‘attractive’; it was ‘gorgeous’. And,
finally, tell stories, In an experiment at Stanford University,
only 5% of an audience were able to remember the statistics
they’d been presented. But 63% could remember the stories!
While giving a serious talk on the global threat of malaria,
philanthropist Bill Gates released some mosquitoes into the
auditorium, saving: There’s no reason why only poor people
should have the experience!” Of course, the mosquitoes
weren't infected, but his audience were tweeting about it

for months afterwards! This is what presentation coach and
author Nancy Duarte calls a 5. TA R moment - something
they’ll always remember!

2.17-2.24 Listen to eight short extracts from presentations. The presenters are
following some of the advice in the article. Decide what each speaker is doing and match the
descriptions (a~h) to the speakers (1-8).

L]
-

[]
[]
L]
]

tells a story
anticipates a possible criticism
uses ‘power-language’

- | =™ o

L

makes the audience laugh

& 2.17-2.24 Look at the listening script on pages 152-153 and listen again.
Focus on the presenters’ stress, rhythm and intonation, and highlight any useful
phrases and expressions you'd like to remember.

7 " g 2.25 Listen to two entrepreneurs pitching a mobile phone app they have developed
to a group of venture capitalists. Which one of a-h in 5 do they NOT do?

8 & 2.25 Listen again and make a note of their N.A.B.C.

B=__

Emo

9 Now work with a partner to practise presenting a product idea with impact, See page 129.
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SCENARIO

Morale problems

Learning objectives:
Management

Scenario C

Business communication skills
Improving rnm.:‘.;-|n'.||>f,_--|-:.;
Motivating a team; I5h||-.'|u:.':

Delivering a motivation session
Reading Motivating your team
= In company in action

C1: Poor motivation;

c2: !:1'.prr-1'|r|g morale

1 Gabrielle Tate is market ing director for Flow Information Systems (F1S). Read the
email she sent to Anton Vega, the sales manager, and answer the questions.

a For how many months has Anton’s unit failed to meet its sales quotas?
Is there any excuse for its poor performance?

Could the low sales figures be the result of something else?

What two meetings does Anton now need to arrange?

[T - M - R -

How would you describe Gabrielle's tone in the email?

a" Sales quotas for Q2-3

To: a.vega@fis.com

Anton

I'm rather concerned that your unit has failed to meet its sales quotas for the
second quarter running. Of course, | understand that in the present financial climate
we're all struggling to grow our client base, but your team is now significantly
underperforming in comparison with our other sales units. | suggest we meet
sometime tomorrow morning to discuss this.

Incidentally, I've heard rumours that your team are having morale problems again

- some of your reps not doing their fair share of the work, others overloaded and
people generally unhappy with the quality of the leads they're getting from our
telemarketing team. If this is true, it's no wonder the sales figures are down. You
might want to hold a motivation session quite soon, because I'm sure | don't need to
remind you that low morale in a sales unit is fatal.

Let me know when you'll be free to meet in the morning.
Gabrielle

-
In co
|ﬂm 2 After a tense discussion with Gabrielle the following day, Anton decides to set up

a meeting with his team. Watch video C1 to see the meeting and tick the things he
does wrong.

a He blames people. _ d He loses his temper. L]
b He refuses to listen. | | e He divides the team. |_|
¢ He makes threats. | f He becomes abusive, |_=

3 How should Anton have done things differently in the meeting?
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MANAGEMENT SCENARIO

4 Before you read the article on motivating a team, check with a partner that you are
familiar with the words and phrases in the box. Then see if you can work out the meaning
of the ones you don’t know from the context as you read. They are in the order you meet

them in the article.

incentives  bonuses  fringe benefits  deadlines
dismissal routine initiative  contribution
paton the back  working relationship ~ P4P

Motivating Your Team

A question many
managers ask
themselves is: what's
the best way to
motivate my team?
Should [ use the
carrot or the stick?

In company
in action

(o ]

The carrot approach offers employees
incentives such as a higher salary. bonuses
or fringe benefits like free health care -
great if you can afford it! And the stick
approach imposes schedules, deadlines
and perhaps the threat of dismissal if
targets are not met on time - a sure way to
become unpopular! But the real problem is
that both the carrot and stick are extrinsic
motivators - external punishments and
rewards designed to make us work harder.
And in most office environments, these are
simply no longer effective.

In his best-selling book Drive, Dan Pink
explains that whilst people in dull routine
jobs may improve their performance for
more pay, people in jobs that demand
creativity and initiative actually find

such incentives stressful and end up
performing worse! What ‘knowledge
workers' like these need is intrinsic
motivation - the freedom to make their
own decisions, a feeling of mastery in the
skills they use and a sense of belonging

to something bigger than themselves

to which they can make a positive
contribution. So what can managers do
to provide their people with the intrinsic
motivation to improve their performance?

Psychologist Dan Ariely says they need
to stop having a 'market relationship’
with their staff (I pay you to work hard
for me) and begin to develop a ‘social
relationship’ with them as well (I value
the contribution you make). You might
think a thousand-dollar bonus would he
more motivating than a small thank-you
present and a pat on the back from the
hoss, but you'd be wrong. In fact, Ariely
claims that if a working relationship is
strong, paying for performance (P4P)
can actually destroy it, not strengthen it.
Imagine, he says, offering to pay your
mother-in-law for a beautiful meal she
just cooked for you. Shed never speak
to you again! In the workplace too, good
social relationships need to be sustained
and you can't put a price on them.

5 Make a note of two points you most agree with and one you disagree with from the

article. Then compare notes with a partner.
Agree: __
Agree: _
Disagree: _

© Now watch video C2 to see Anton try to repair some of the damage he did in his first

team meeting. Rate his closing presentation.

Rapport © e &
Impact @ @ @
Delivery @ @ @

Compare your ratings with your partner.

7 What did he do right this time?

8 Practise delivering a motivation session. Turn to page 134.

9 Now evaluate your partner’s performance using the feedback form on page 136.
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Why is there no conflict at
this meeting?

Michael Eisner, head of Disney*

What do you think makes
an effective meeting?

Learning objectives:
Unit 13

Business communication
skills Discussing attitudes

to meetings; Completing a
questionnaire on assertiveness
in meetings: Roleplay
Interrupting a speaker;
Discussing meeting styles in
different countries

Listening People talking about
their attitudes to meetings;
Meetings in different countries
Reading Mecting styles in
three countries

Vocabulary Meetings
Grammar Modal verbs
Phrase bank Interrupting and
preventing interruption

78

13 BEING HEARD

Being heard

1 Work with a partner. Complete and discuss the statements below.

chat  criticize discuss exchange find make waste

Meetings are:

a an ideal opportunity to _points of view,
b the best place to _ key decisions.
¢ asafe environment in which to important issues.
a rare chance to _ with people from other departments.
the only way to _ out what's really going on.

each other.

an open invitation to

m =~ o o

the perfect excuse to — an entire morning!

Which is closest to the kinds of meetings you have?

2 &7 2.26 Listento eight business people from different countries complaining
about meetings. Match the extracts (1-8) to the correct topics (a-h).

there’s no fixed agenda
preparation is lacking

only the boss’s opinions count
it's all about status

the follow-up is never clear
[]]tfﬁr'i[]gs go on too I(JI'IH

no decisions are made

OOOCO0O0O0

interruption is a problem

Read the statements in 2 again. Which of them apply to the kinds of meetings you have?

s W T o000

How assertive are you in meetings? What if the meeting is held in English?




Questionnaire a4

5

BUSINESS COMMUNICATION

Complete the questionnaire with the words in the box. Then discuss each point.

conflict  conversation people room rubbish silences things time

a You shouldn't interrupt too much — it just creates ____ agree

b If someone’s talking _, I'm afraid you just have to stop them. agree dingue'

¢ You should always try to avoid embarrassing —_____ in meetings. agree disagree

d You must always think before you speak — take your agree disagree

e Youcan'texpecteverybodytosee  your way all the time. agree disagree

f You mustn't let other _ push you around. agree disagree
You don’t have to wait until the stops before you speak. agree disagree
If people refuse to listen, you can just walk out ofthe | agree disagree

Culture 1

Culture 2

Culture 3

For comments on your answers see page 131.

6

Each sentence in 5 contains a modal verb. Match the modal verbs (a-h) to their

meanings (1-6).

1
2
K

it's a good idea | | 4 it's not necessary [__|
it's a bad idea L] 5 it's acceptable |:
it's necessary = i 6 it's not acceptable D [

Cultural differences

1

In Riding the Waves of Culture, communications expert Fons Trompenaars shows

how different cultures have different discussion styles. The diagram below illustrates his
results. The lines represent the two speakers and the spaces represent the silences. When
lines and spaces overlap, this shows that people are speaking at the same time.

Long silences
No interruption

Short silences
Some interruption

No silences
Constant interruption

2 Work with a partner. On the diagram in 1, where would you typically place:

a Asians? d Middle Easterners? g Africans?

b Northern Europeans? e MNorth Americans? h  Australasians?

¢ Southern Europeans? f Latin Americans? i your own nationality?

3 2.27-2.29 Listen to extracts from three business meetings. Which of the cultural
types are they?

Extract 1

Extract 2

Extract 3
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Interruption strategies

1 whatdo you think is the most effective way to do the following? Tick your answers.
Interrupt in meetings Prevent interruption

I raige my hand. [] I gesture that [ haven't finished.

I cough. ] I raise my VOICE!

[ say Errrrrm ... |_| I avoid eye contact with the other person.

I say the speaker's name. I just keep talking!

[ just start speaking! I glare at the person interrupting.
] I B 24 P pung,

EREEN

2 Put the expressions (a-i) in the correct order. They were all in the conversations you
just listened to.

a a/just/minute =

me / let / finish -

no/me/out/hear = — I o

on/ hang / second / a — =

again / to / sorry / interrupt ——

here /can /just /1/in/ come /7 —

=m|m ™ 0o oo o

just /1/ something / say /can/? —
i what/1/finish/could / just / saying / was/1/? _

3 Label the expressions in 2 'interrupting’ or ‘preventing interruption’.
Which two can be both?

Hang on a minute!

1 Work with a partner. You are going to practise interrupting and preventing
interruption. Speaker A see page 140. Speaker B see page 137.

2 Try the activity again, this time without the time limit. The reader should try to deal
with each question before moving on.

could / if / finish / I / just — S



BUSINESS COMMUNICATION

Meeting across culture

1 Work in four groups. Choose one of the scenarios on pages 81-82 describing a British
salesman'’s experience in four different countries. Read the text and do the vocabulary
exercises in your group. Then look at 2.

Brilliant white walls, luxurious carpets and the soft hum of air conditioning.

A British salesman sits a littie uncomfortably in the office of a Saudi manager.
An hour passes in little more than small talk - recent news, horse racing, the
Royal Family. The salesman casually compliments his host on his taste in art
and, after several fulile attempts to refuse, ends up accepting a valuable-looking
vase as a gift.

When the meeting finally gets underway, there are aimost constant interruptions
and it is difficult to stick to any kind of agenda. People drift into the office
unannounced, talk loudly and excitedly, and leave. Several subjects seem o be
under discussion at once. It is sometimes difficult to be heard above the noise.
The salesman smiles uncertainly as he accepts a third cup of hot sweet tea.

Five days later, a second meeting is in progress. This time the gquestions are
more direct. A senior Arab manager is present on this occasion, but says very
little. The amval of yet another visitor holds up the conversation by a further 40
minutes, The salesman tries hard to hide his frustration.

Meeling three. Terms are negotiated in a lively haggling session. The salesman
finds the Saudis more easily persuaded by rhetoric than hard facts, They clearly
want to do business. The qguestion is whether they want 1o do business with
him. Their initial demands seem unrealistic, bul slowly they begin to make
concessions. As the Arabs say, "When God made time, he made plenty of it!’

2
a Match the following to make collocations from the text.
stick to the conversation
hold up concessions
negotiate an agenda
make terms
b Find the words or phrases which mean:
start (paragraph 2) argument about a price (paragraph 4)

be happening (paragraph 3) impressive speech (paragraph 4)

-

f

e

il L

GERMANY

Rain beals against the mirror-glass windows of

a Frankfurt office block. The British salesman's
appointment was fixed for 9.30. At 9.29, he's
shaking the hand of his prospective client and
stepping into the spollit orderliness of the Garman's
office. Technical diagrams and flow charts cover

the magnetic whiteboard. A secretary brings
machine coffes in Styrofoam cups and it's straight 1o
business.

The salesman starts to set up his PowerPoinl
presentation, but there's a problem with the disc
and he ends up borrowing the German’s top-of-the-
range Fuijitsu. He tries 1o make a joke of the problem
- rather unsuccessfully. When he finally gets going,
objections seem to be raised to nearly everything

in his proposal. ‘Are you sure this is a more efficient

system?’ 'Do you have figures to back that up?'
‘Ah, we tried that before and it didn't work.’

Sixty minutes have been allocated to the meeting.
An electronic alarm on the German's watch marks
the hour. Shortly afterwards, there's a call from
reception to say the salesman’s taxi has just arrived.
He is accompanied to the lift, staggering under the
weight of six technical manuals, a 200-page printout
of production guotas and a promaotional video.

Over the next 18 months, the Germans have an
endless supply of questions. Dozens of emails

are exchanged and diagrams faxed before any
agreement is reached. After the deal goes through,
the salesman is surprised to be invited to dinner al
the German manager’s family home. But he never
gets to meet ‘the big boss'.

¢ Match the following to make collocations from the text.

raise
allocate
exchange
reach

agreement
objections
time
emails

d Find the words or phrases which mean:

get something ready (paragraph 2)

start (paragraph 2)

support a fact (paragraph 2)
be completed (paragraph 4)
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82

BRAZIL

Sao Paulo. 2 am. A jet-lagged British salesman and
his better-dressed Brazilian client wait outside the
elegant restaurant in which they've hardly talked
business all night. Their car is driven right up to the
door. This is a good part of town, but you don't want
to be walking to the parking lot in a smart suit and
expensive watch. The Brazilian suggests a nightclub,
but tomorrow's meeting is scheduled for 9 am.

By 9.35 the following morning, the meeting's about
to begin. The salesman is introduced 1o everyone
round the table in tum, A number of them seem to
be related. The conversation ranges from football

to families to traffic problems and back to football.
The atmaosphere’s relaxed, but the salesman’s barely
started his technical presentation before someone

cuts in. Soon everybody's joining in the discussion
with wildly creative ideas of their own. If this is a
negotiation, it's hard to see how the Brazilians are
working as a team.

The salesman is surprised to lind his hosts so
enthusiastic about his product. Did he really win
themn over that easily — or will there be problems later
on? The meeting has overrun. He decides to press
them for a decision. All eyes turn to the boss. 'We
needn't worry about the contractual details at this
stage,’ says the senior Brazilian manager, smiling,
his hand on the Briton's shoulder. ‘I'm sure we can
work something out, Let's think about the future.”

e Match the following to make collocations from the text.

talk
schedule
work as
press for

a decision
a team
business
ameeting

f Find the words or phrases which mean:

interrupt (paragraph 2)
persuade (paragraph 3)

continue for too long (paragraph 3)
find a solution (paragraph 3)

CHINA

A formally laid-out boardroom overlooking the Hai
He River in downtown Tienjin, After months of
preparation and endless requests from the Chinese
for further background information about his
company, a British salesman and his team have at
last been granted a mesting with a potential client.
For a first meeting, the salesman is surprised to
see such a large group of executives in attendance.
Following protocol, the Chinese had entered the
room in Strict order of seniority, led by an elderly
gentieman the salesman immediately identified as
the boss. But he is mystified when this gentleman
takes aimost no part in the meeting.

After a few minutes of chit-chat and an official
welcome speech, business begins. The meeting
is highly structured. There's lots of nodding, but
he salesman is not sure if this shows agreement,

understanding or is simply a matter of courtesy.

An interpreter provides an ongeing summary,

which breaks the flow of conversation. And

when one of the Britons interrupts to clear up a
misunderstanding, there seems to be disapproval
amongst the Chingsa, but this is quickly covered up.

Unfortunately, the impressive figures the salesman
quotes during his presentation do not overly impress
his chents today and talk of contracts is politely
dismissed as premature as the Chinese become more
resistant, The size and importance of the Chinese
market are repeatedly emphasized as s the need to
involve the state government in any final decision.
Substantial discounts and product customnization seem
to be expected, When the meeting breaks up, small
groups form and the discussion continues. Has any
decision been made or not?

g Match the following to make collocations from the text.

be granted
follow
clear up
quote

a misunderstanding
a meeting

figures

protocol

h Find the words or phrases which mean:

surprised and confused (paragraph 1)

small talk (paragraph 2)

politeness (paragraph 2)
happening too soon (paragraph 3)

2 Form new groups with people who read different scenarios. Discuss the different

attitudes to the topics in the box:

communication style

delegation  follow-up formality hierarchy

interruption  power and status  relationship-building  technical matters  time

In which of the four countries would you feel most at home?
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13 Being heard

Meetings

1 Complete the collocations by writing the nouns and
noun phrases in the right-hand boxes. They are all things
you might do before, during or after a meeting,

Comments and opinions

2 In meetings, certain expressions l]e]p you to introduce
your comments and indicate your opinions more clearly.
Look at the following five extracts from meetings. Replace
the phrases in bold with ones in the box which have a
similar meaning.

adecision apoint agreement an action plan Asamatterof fact Clearly Essentially : Frankly
anopinion comments details ideas theagenda lf)"“:' askme Inshort Intheory Incidentally

Luckily —Ontheotherhand Overall Strangely enough
set (@) reach (e) 1 A Personally, /(a) , I think this
stick to bein whole project has been a waste of time.

B Tobe honest, /(b) , [ tend to

brainstorm b) make f) agree with you.

EHC"BT!BE invite A However, / (c) . we've put too
much money into it to cancel it now.

hold (c) draw up (g 2 A Bytheway,/ (d) , did you get

express implement in touch with our agent in Warsaw?

B Actually, / (e) , she phoned me.

raise () go into (h) I'll talk to you about it later.
clarify sort out 3 A Obviously, e (f) _ , we don't want
to have a strike on our hands.
Rt m B Fortunately, / (g) - : » We may not
- have to. | spoke to the union rep this morning.
reconsider :
4 A In genera], /(h) . did ps—::'}p[e
like the idea of open-plan offices?

B Funnily enough, / (i) , they
didn’t. We may have to rethink our proposal.

5 A Tosumup,/ () , by year-end
we should be nearing the break-even point.

B Basically, / (k) , then, we're
going to make a net loss?

A Technically, / (1) , yes. But
that's because we're channelling so much money
back into the business.

Modal verbs
can could may might must shall should will would

You don’t add an -5 in the third person singular,

Modal verbs are followed by the infinitive without to.
(NB After ought, use to + infinitive: She ought to go.)

Couldn't he attend the meeting?

You don’t use do or does to
make guestions,

You don't use do or does to
make negatives.

You use modal verbs to express many
different functions. (See page 84.)

beableto beallowedto haveto

Be able to, have tz and e all 1 yace of mo ;I \ .'!‘-".

You use these verbs to ¢ Xpress not le with modal verbs
= Will you be able to finish the report fom 3 ¢ can is not possible)
o [ hadte attend a meeting last night. (must has no past form)
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1 Modal verbs say as much about the speaker’s attitude as about the factual content of the sentence.
Match the modal verbs in bold to their main functions.

A
B
A
A
B
A

‘They should be here by now. (a)
I'll phone and check. (b)
Mo, wait a minute, that must be them. (c)

Could [ leave early tomorrow, do you think? (d)
Well, I might need you to check the monthly figures. (e)
But | have to pick up the kids from school. (f)

Now do the same with these:

A
B
A
A
B
A
2

84

You mustn’t load that software onto your company PC! (i)

But I can’t do this job without it. (h)
Well, you ought to speak to IT, then. (i)

expressing obligation
expressing certainty

asking for permission
expressing possibility

expressing probability

o oW N e

taking the initiative

7 giving advice
8 saying something isn't necessary

9 expressing inability

I'm getting a drink from the machine. Can I get you anything? (j) 10 making a request

Oh, thanks. Could you get me a Coke® or sumelhing? (k)
Sure. What's this? You don’t have to give me the money! (1)

11 prohibiting something
12 making an offer

Try to complete the following modal verbs quiz in less than five minutes.

“You mustn't do that.’

Will there be trouble if you do it?

b "You don't have to do that.’

Will there be trouble if you do it?
Put these sentences into the past:
1 ‘I can't talk to you now.’

2 'l hope we'll meet again.’

3 ‘I must fly to Geneva.’

d What's the opposite of ‘That can't be right'?
e What does '‘She should be here at ning’ mean?

1 She's supposed to be here at nine.
2 | expect she'll be here at nine.

3 Either.

‘I could do it’ refers to:

1 the past.

2 the present.

3 the future.

4 |t depends.

g ‘They needn’t have done it." Did they do it?
h ‘They didn't need to do it." Did they do it?

Are these two sentences possible?

1 ‘| could swim by the age of two.’

2 ‘| was able to swim by the age of two
Are these two sentences possible?

1 ‘| took the exam three times and finally | could
pass.”

2 ‘| took the exam three times and finally | was
able to pass.'

13 BEING HEARD

Phrase bank: Interrupting and preventing
interruption

1 Add the expressions below to the diagram
according to whether they are ways of interrupting,
preventing interruption or both.

Can | just come in here? (a) Can [ just say something? (b)
Could I just finish what [ was saying? (c) Erm, ... (d)
Hang on a minute. (¢)  Hold on a second. (f)

If I could just finish ... (g} Fustamoment—
Let me finish. (i)  No, hear me out. (j)
Sorry to interrupt (again). (k)  Wait a minute. (I)

Interrupting Preventing interruption

2 Which of these statements means (1) you want
Juan to stop speaking, and (2) you want someone
else to stop speaking, so Juan can say something?

a Thanks, Juan. b Thanks. Juan?

How does your voice go up and down when saying
the two expressions above? Which sounds like this:
« *? And which sounds like this: "« ?

3 Put the lines of the conversation in the correct
order. The first one has been done for you.

a Yes, whatisit?

You were saying ...

Can | come back to those later?

Can you give us the figures for that?
Where was [?

Can | stop you there?

m =™ a0 oo o

OECOOC00

Okay, sorry. Go on.




Writing withont thinking is

like shooting without aiming.

Arnold Glasow

Do vou still consider

writ

i letters a
gtmd method of

communication?

Learning objectives:
Unit 14

Business communication
skills Discussic TETIT [y pes
of communication; Correcting

a formal letter; Writing: Letters

following up a sales meeting or
business contact

Reading A business letter
Listening Someone correcting a
colleague's business letter
Vocabulary Prepositions;
Preposit ional ;3‘!1 rases:
Preposition ¢ noun +
preposition

Grammar Multi-verb
eXpressions

Phrase bank Letter-writin
expressions

=

1 According to management guru Henry Mintzberg, even in the age of the electronic
office most of us still spend a third of our time doing routine paperwork. What kind of
documents cross your desk in a typical day?

2 Different ma nagers are talking about the paperwork they have to do. Complete what
they say below with the documents in the box they are referring to.

contracts  copies
memos Post-it*®

diagrams  figures forms invoices letters mail

questionnaires  receipts record report trade journals

a The first thing | do when [ get into the office is get myself a coffee and check the
morning ;

b Whenever | have important — to write, [ usually draft them several times
before finally sending them.

¢ One thing [ can't stand is filling in - they never give you enough space to

'r\.litl:‘ I\o'[J'\ll' :‘!n.‘:‘.\"t‘r.‘&'!

I try to read as many as possible - just to keep up with what’s going on.
I work in the legal department, so that means a lot of drafting and drawing up of

f [work for a design firm, so | often find myself faxing of plans and

g 1have tokeepa of all my expenses, so | always ask for
I have a pile by the end of the month!

h Itrytosettle as quickly as possible, but I query them immediately if the

don’t add up,

i [used to circulate to other people in the department, but these days |
just email them on the intranet or stick a on their desk.

j Inmy job, I have to design market research , which usually means

putting together some kind of afterwards.
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Communication channels

1 Underline the correct preposition in each situation below.

You want to:

a8 introduce your company to / for a prospective client.

b complain about / of the service at a hotel you stayed in.
give instructions of / on how to get to your office.

confirm an appointment for / on tomorrow morning.

sum off / up what was agreed at a recent meeting,

deal with / about a complaint from an important customer,
follow up with / on a sales presentation you made.

=m ™ o a o

raise the subject with / of a salary increase with your boss.

thank someone you stayed with for / on their hospitality.
ask with / for a signature on a contract,
send off / out a job application and CV.

— g

share a joke you found on the Internet with / about a friend!

What would you do first in each situation in 17 Discuss with a partner.
write a letter

speak to the person face to face

send an email

send an SMS

make a phone call

send a fax

* & 8 8 8 8Ny

arrange a meeti ng

In a rush

1 Read the business letter below. The person who wrote it was in a rush to finish it and
made a lot of mistakes. With a partner, try to find as many mistakes as you can. These
could relate to spelling, grammar, punctuation or wrong/unnecessary words, There are
16 mistakes — how many can you iind? An important element of a business letter is also
missing - do you know what it is?

Xenod Communications
In touch with technology
22st February

Re Enguiry about the DigiCom System

My dear Ms Ramalho,

thank you for your letter from 9 Feb and for your interest in the new Xenod digital

f.'lll'l",l!'lil,':ltlli bl .‘o!'.‘ih_'l]'l_

1 am such sorry you were disabled o attend our presentarion in Sio Paulo last month, but T am
delighted to tell you we are planning another one in Brasilia on 30" April,

In the mean time, | enclose a copy of our last catalogue and currant prize list.

If you have any questions or would like further informations concerning our company and its
products, please don't hesitate but contact me again.,

1 look forwards to hearing from you.,

Yours fatefully,

Rudoll Kinski

pp Brian Green

XENOD Communications  Unit 45  Pinewood Industrial Park  Oxford OX7 T42

Tel. (44) (0)1865 356 777 email xenod-communications@email.net  website www.xenod.co.uk

2 & 2.30 The person who wrote the email asked a colleague to check it for him. Listen
to eight extracts from their conversation. Do they make the same corrections you did?

86 14 SNAIL MAIL



BUSINESS COMMUNICATION

Could | see you a moment?

Work with a partner to practise checking each other’s business letters. Both speakers see
page 131.

What's missing?

1 Work with a partner. Replace the missing words in the following sentences from
business letters, In sentences a-j, one word is missing. In k-t, two words are missing,
‘The first one has been done for you as an example.

i J_'.l.'

a How are thing:i..yuxl?

b [ apologize not replying sooner.

¢ Further our telephone conversation yesterday, ...
d See you the weekend. Best wishes, Jim.

e [ thought I'd send you a copy this article.

f Sorry I wasn't there meet you when you called.

g Sincerely, Brian Green

h It was great pleasure meeting you last week.

i Take care yourself.

i How's going? . e .

k Thank you your letter 6 May. = ’ > L "_ ) _

| Get back to me soon you can. : L -—-"’_______, e —
.--""".F

m [ lock forward hearing you.

n  With reference your fax 3 June, ...
0 Iam writing regard your recent advertisement.

p [I'll be touch the next couple of weeks or so.

q [ canbeany further assistance, do please contact me again.
r Let know when you're next Zagreb.

§ It was nice talking you other day.

t Please pass my regards your sales manager, Ms Fontaine,

2 Now write the letters of the sentences in the box below according to whether they
usually come at the beginning or end of a business letter, and whether they are formal or
informal.

Formal Informal

Beginning

End
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Crossed in the post

Work in groups to practise sending and receiving letters. Every ten minutes, you will have
to ‘'mail’ the letter you have written to another group and reply to the one you receive.
Use the phrases and expressions below as the basis for your letters, but add extra points if
you like, If necessary, phone the other group to confirm your arrangements with them.

Group A

1 Preparation

In your group, invent a sales meeting you
had with a potential client. Decide what you
were trying to sell, what the main features
and benefits of the product are, and how it
compares with the competition.

2 Following up a sales meeting

Dear + Thank you + taking the time = see us «
your offices in - During our meeting « I hope -
able + show you the benefits of « As you saw «
really is a superior product in terms of « I think
= meets your requirements very well » Need
further information + feel free » contact « again

3 Putting off a potential contact

Dear « Enjoyed meeting you in » Everyone
agreed - very interesting discussion «
Unfortunately * not in a position + carry things
further « the moment + Busy time of the year for
us * When + had time » consider « more detail »
will contact » again

4 Reviving a cold contact

Dear « How are things? - Hope » got over your
busy period - As - haven't been in touch » a
while » wondering - had more time + consider
our conversation + conference + January »

In fact - have some news + might be « great
interest to you » When » convenient time » talk?

5 Responding to a sales pitch

Dear » Thank « your letter = copy new product
brochure - Very impressed - specifications »
like - place - initial order for ...

OR

Dear » Thank = letter « Afraid « decided »
purchase -« another supplier this time - Have
kept » product details -« file ...

14 SNAIL MAIL

Jan

Feb

Jun

July

Group B

1 Preparation

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 competitors.

2 Following up a business contact

Dear + A pleasure meeting you in » Hope you
got back safely + I was wondering + youd

like « discuss further what we talked about »
conference reception « I've spoken » my boss +
very interested » exploring the idea further « If
you're interested » happy - set up a meeting

3 Putting off a prospective supplier

Dear * Thank you * coming - talk to us about =
Very much enjoyed » presentation » extremely
interested in = At the moment, however -
considering several alternative products »
haven't yet - final decision » Be in touch in due
course = Thank you once again

4 Reviving a cold sales lead

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
product brochure » Look forward

5 Responding to a business opportunity

Dear * Thank « letter » Jun 15 +« Now had time
+ discuss your proposal + head office + like +
arrange * meeting « explore « more detail ...

OR

Dear + Thank -« letter « Having considered -
proposal more fully + sorry + inform you » not
able » proceed at this time ...



14 Snail mail

Vocabulary

Prepositions

Prepositions (i, at, of, for, through, cte) are a restricted group
of short words, each having many different purposes. They
usually take their precise meaning from the words around
them,

Apart from their standard uses to refer to timie, place and
mevement, prepositions also combine with verbs, nouns and
acljectives to form a lot of useful phrases and expressions.
Such phrases arc best learned ‘whole” as items of vocabulary.

Prepositional phrases

1 Twenty-three prepositions are missing from the
following letter. How many can you find? Write them in.

Duar Mr Savage

Thank vou vour letter 12th April. I'm very sorry the
difficuliies you've had getting one our engincers come
and repair the alarm system we installed January.
Please accept my apologies. T am as concerned the
delay as you are.

The manager who is responsible our after-sales service
is new the department and not yet familiar all our
procedures, but this is no excuse such a long delay. Rest
assured, he is now aware the problem and will arrange
an engineer call whatever time is most convenient

you. Obviously, this will be free charge. 1 have also
authorized a 10% refund the purchase price,

If you are still not fully satisfied the system, please
contact me personally and I shall be happy supply you
a replacement.

My apologies once again the inconvenience this has
caused you.

Preposition + noun + preposition

2 Complete the following extracts from business letters,
faxes and emails with the nouns in the box. Pay particular
attention to the prepositions on either side of each noun.

accordance  account additon  agreement  behalf
case effect favour pressure regard terms
touch  view

a lamwritingwith______ to your advertisement
in Marketing Week.

b Wearebasicallyin.. with the main points
in your proposal.

¢ Ivebeenin__  with our distributorsin
Poland concerning your enquiry.

d Thereareoneortwopointsin___ ____ tothose
we discussed which we now need to address.

e No one at the meeting was in —.—.— of the idea.

f Thegoodshavebeeninsuredin__ . of

damage in transit.

g€ There will be a 3% price increase with ... ...
from 1st January.

h Plan Ahasbeenrejectedon.__ ofthe
considerable costs invalved.

i Wedecided, in oo e of the political difficulties,
not to export to Iraq.

i Weareagainunder from head office to
reduce overheads.
k Certainly,in___ of experience, she’s the best

candidate we've seen so far.

| We are investigating the complaintsin ..
with our normal procedures.

m MayLon.  __ of myself and the whole team,
thank you for making our visit so enjoyable.

Muhti-verb expressions

When we combine twe verbs inoa sentence, the second verb
can follow several patterns:
1 Modal verbs are followed by the infinitive without #e:
© e must make a decivion on this reday.
2 Non-modal verbs are followed either by the infinitive
with f5:
« I agreed to review the sitnation in a month,
or by the -frg forny:
* Uhey regretied borrowing the money.
3 Some verbs, normally followed by the -ing form, change
when there'’s an indireet object:
* L advise repackaging the product.
« [ aduvie you te repackage the product.
o Tuggest breaking off the meeting here,
o [ sugyest we break off the meeting here,

4 Some non-modal verbs can be tollowed by both the
infinitive with /5 and the -ing form. But be careful. The
mieaning often changes - sometimes completely — as in
these examples:

* They stopped to talk. (= they stopped doing something else
s0 that they could talk)

= They stopped talking. (= the ralking stopped)

= [didntremember to email you the report. (= there was no
ernail)

L don't remember emailing you the repors. {= | nmuy have
emailed it to you, but [ don’t remember)

5 When a verb is tollowed by a preposition other than s,
the -#ng form is usually used:

* Wi suceeeded in getting the loan.

+ i thinking of changing my job.

When it isn't, the meaning changes:

* Hewent on talking for vver an hour! (= he wouldn't shut up)
» Heaent on to talk abont profiss. (= he changed the subject)
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Study the information on page 89 and complete the following advice on how to produce
professional letters and faxes by combining the verbs, prepositions and pronouns in brackets.

a Reply to incoming mail promptly. Don't i
S ; for more than a couple of days.
(put off / write back) i

Some people
sentence. (advise you / not exceed)

10-15 words per

Also _ . - long complicated words when
b Always .. L with a proper salutation. short ones will do. (avoid / use)
(remember / open) k If you have alot of information, _ e
¢ Don't .. a subject line. (forget / a separate document. {consider / enclose)
include) I Beware the spell check! You really
d a lot of time on social chit-chat at all your mistakes. (can’t / trust it / pick up)
the beginning of the letter. (forget about / spend) m Grammar checks are even worse. You'll certainly
€ Most writing experts lots of on them. (regret / rely)
subheadings and bullet points to make your message n If you your whole message into
clearer. (recommend / use} less than 200 words, you've done well. (can / manage /
f Buttheyden't . alotof get)

old-fashioned formal expressions. (suggest you / use)

Ideally, you neither too formal nor
toe friendly. (bhould K aim / sound)
You . your sentences short and

Reread before yousend. __... ._. your
own letter - what impression would it give? (imagine /
receive}

a difficult letter several times

simple. (should / try / keep)

before you send it. (think about / redraft)

Phrase bank: Letter-writing expressions

You have been given responsibility for writing to a very good customer your boss knows personally, but you don't.
See what your boss would write below and make what you write a little more formal.

Informal

Dear Nick,

How are things?

[ got your letter, thanks.

Sorry I haven't got back to you sooner.
About our phone call the other day, ...
Great to meet you last week!

I'm writing about our contract renewal.

I'm afraid [ can't give you a bigger discount.

But how abeut a higher credit limit?

Let’s meet and have a chat about this.

I'll give you a call sometime next week.

I'm putting in a copy of our new catalogue.
If you need any help, just let me know.

See you at the conference!

Let's talk soon.

Best wishes, Tony

Formal

033_"-"'2““"‘@ a o oW

D Ve safzeninn

(hepe / well)

(thank / letter of / 12 January

{(apologies / not replying)

(Further to / conversation / last Friday) .

(pleasure / meeting) _.. .|
(writing / regard) .. -
{unfortunately / unable / increase}

{(what / cando / offer} .. ...
{perhaps / meet / discuss)

{intouch) ___ . e,
{enclose)

{any further assistance / please do contact)
(look forward / meeting / again) .

{look forward / hearing)

(Yours)
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Problem-solving is finding
ways of getting from where
e are fo 'l'.l'.‘frl"'!'l‘ e wwant
fo be.

Alan Barker, How to Hold Better
Mestings

What's your ‘top tip’ for

kil R
I)Il}hl{.l]l b{l]\lﬂg_‘,

Learning objectives:
Unit 15

Business communication
skills Discussing solutions

to :}ml'\lnm-:_ Expressions for

making suggestions; F

solving mee
| Vocabulary Feople and
Producis
Grammar Conditionals (past

reference)

Phrase bank Problem-solving;
Brainstorming

&= In company interviews

Units 13-15

Complete the following phrases and tick those that are true for you.

bath book course court
holiday meetings morning
a first thing in the

b in the middle of the

c Ii'f'l\,l’["“ll]'lg to i,'ll'l[l 1‘[’(}[[!

d on

e atmy

f lying in a nice hot

g while I'm taking a

2

3 Thereisa Japanese expression: None of us is as smart

as all of us. Following this idea, one American company
repularly posts questions on a bulletin board and invites
its staff to brainstorm suggestions. Read the bulletin board

notice on the right.

Work with a partner. Think of as many ways as possible
your company could save money. Then compare your

ideas with the rest of the group.

4 2.31 Listen to the first idea the company

awarded a $100 bonus to.

5 Solving problems

1 How good are you at problem-solving? Where and when do you get your best ideas?

daydreaming  desk  sleep
music  night shower work
h listening to
i onthe gnl!'
j on the tennis
kK aftera g-:)nd —_—
| relaxing with a good
m in problem-solving .
n  while I'm !

Compare the phrases you ticked in 1 with a partner.

&
Today's
queStiDn;

In '.-'.-'I:T.;ﬂ |.-',‘-,i}r5_ bin
I miall bad
or smaj| Could this

Company save e
Pany sayva money?
Wri \ -
liql.fe your Suggestions
Dgiow. $100 bonus for

=11
sug?jesm)r;g we b all
e L.

9 Workin groups to solve some problems three real companies faced.

Speaker A see page 132. Speaker B see page 136. Speaker C see page 138.

6 2.32-2.34 Listen and compare each company’s solution with yours.

What do you think of the real solutions?




Suggestions

1 Problem-solving meetings should start with clear objectives and end with clear
actions. Look at the problems and objectives in the table. Complete the suggestions in
column 3 with the phrases (a-j).

a to shift production to somewhere like South-East Asia
b to sell it direct online
¢ delay the new product launch
d offered it on a sale or return basis
e encrypting our most confidential information
f sell it off at a discount
g raising prices
h  we involved the police
i bought the company out
j  just manufacture our own components
What'’s the problem? What's our What action can we take?
objective?
1 | We can't get retail outlets | to get access to What if we = -7
to stock our new product. | the customer Another option would be
2 | Our sole supplier is about | to get the supplies | Supposingwe 7
| to go bankrupt! we need Alternatively, we could ___
3 | Rising labour costs are | to maintain our Howabout 7
| reducing profits. profit margins The answer could be
4 | Old unsold stock is to create space for | Why don'twe 7
starting to pile up in the new product Couldn't we just ?
warehouses.
5 | Someone in the company | to protect our What about ?
IS passing on information | competitive Maybe it's time
| to the competition! advantage

2 U 2.35-2.39 Listen to extracts from the meetings in 1 and check your answers.

3 & 235239 Listen again and answer the following questions.
Extract 1
Extract 2
Extract 3
Extract 4
Extract 5

Which of the two suggestions is better received?

What will happen if a solution isn't found?

Why isn't a price increase an option?

How is product development affecting the stock situation?

What do you think the last speaker means when he says 'Perhaps we can even
turn the situation to our advantage'?

4 Go back and underline the five most
useful collocations in 1 (e.g. retail outlet,
stock a product, labour costs). What are
the equivalent expressions in your
own language?
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BUSINESS COMMUNICATION

> Complete the sentences. They were all in the extracts in 2.

'd been + wouldn't be  'd discounted + wouldn't have  'd known + could have
would have + 'd thought  wouldn't have + 'd priced

a We __ this problem if we __the product more
sensibly in the first place.

b Ifwe__ this was going to happen, we - had our
own production plant up and running by now.

c Ifwe __ able to get the unions to accept a lower pay offer, John, we

_ considering outsourcing to Asia.

If we ___itsooner,we _had to be so generous.
I called the police in already if I = it would do
any good.

Which of the sentences above refer:

1 to the past and present? j I:‘ :

2 only to the past? __I r‘

Problem-solving techniques

1 Do you have a special procedure for dealing with more complex problems?
Complete the checklist below using the verbs in the boxes.

a-d
brainstorm  define review select

e-l

assign  break criticize drawup eliminate explore invite restate

: : () the problem down into parts
Sepdiaiar— the:Daio Jenbexd (fl____ the problem as a challenge
] g everyone to speak
Two: (b dea " :
i s fhh— nothing at this stage
. il the possibilities of each idea
Step Three: (c) your ideas so far {.} . ¢ : :
) impractical suggestions
: (K} — anaction plan
Four: (d the best solution . ;
il i v () different tasks to different people
2 The following sentences were used in a problem-solving meeting. Decide at which step
in 1 each sentence was used.
Now, what we need are as many ideas as possible. D 7 Okay, let’s see what we've got so far. :
How could we make this idea work? : 8 1 think we'll have to reject this idea for now. __'
On balance, I think we should go with this idea. L | 9 Now, how do we implement this? L
Let's think about what we can do, instead of what 10 Oka}r, that's a nice idea. D
we can't. Joanne, can [ leave the details to you? L]

I'd like to hear what you all have to say.
Okay, basically, the problem is this. ] the problem.

12 1 think there are three main aspects to

LI
L[]
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Everyday problems

1 workin groups. What sort of everyday problems do you face at work? Write down on
separate slips of paper two or three of the toughest problems you have to deal with.
Be specific.

2 Swap papers with another group. Read out the problems one by one and discuss
with your group how they could be solved. Write down any suggestions on the back of
the papers.

3 Return the papers to their original owners. Was any of the advice useful?
pPag g ¥

Creativity

1 How important is creativity in problem-solving? Work in groups. Each group reads a
different piece of advice (paragraph 1, 2 or 3) on how to solve problems creatively.

2 Form groups with people who read different paragraphs. Give each other a summary
of what you read. Which is the best advice? Do you know of other companies which
successfully use these methods?

@

different way. Try
; X
more G your proguc

create a totally

As m
ot r‘-r-.'l"‘\-' coOmpan I
Businesses like Apple Com 5" have looked at

we compete with all these
"What can we do th
" One of IBM*

advertising slogans was 'Think'. Apple's was 'T

anda, I1.'|'..'.'{:I(_l ot

y players?”

CHANGE YOUR PERSPECTIVE

these other comy

hink different’

0

Must work always fec ork? John Quelch, Dean of the Landon

aoes the av

ecutive laugh? Answer: five. Who is hav
therafare, likely to be more ¢
| innovation consulta

BE PLAYFUL

reative? Need we
ondon-basec
their best ideas aw
-2 look like home, complete wit
and even table football. "What I} is now a

, ICl and British

airs, Kncnen
£3 million company whose clients include PepsiCo
Airways, so they must be doing something right

dle and Kjell Nerdstrém of the Stockhelm School

e put forward the idea that "as everything that

ever will be invented has hm—rr‘: invented, the only way forward is to

combine what is already there’. So we get 'email’, 'edu-tainment’,
TV dinners’, "distar ming’ and ‘bio-tech Sf_’-'“'le—:-',:'r'IE'S the

1bin are ir sible. Yamaha hasn't y

t 1y to combine motorbikes 1

"r\rh aps it wi | "\||| lake Burton had more ¢ when he gave

rn Wall Street in 1977 to pioneer a yort B inging

e things — snow and surfbo

Linstruments

MAKE CONNECTIONS




BUSINESS COMMUNICATION

A problem-solving meeting

1 workin groups. Group A see below. Group B see page 132, Choose a chairperson,
Using the procedure on page 93, hold a meeting to solve the problem.
® Read paragraph one. What else do you know about this business?
® Read paragraph two. What’s your immediate response to the problem?
® Read paragraph three. It should give you some extra ideas on how to solve the
problem.
Conduct a problem-solving meeting with your group.

Summarize the problem and your solutions for the other group or groups. Find out if
they agree with you.

A marketing problem at

SONY ERICSSON

The joint venture

The Sony® Corporation is one of the world's biggest multinational
conglomerates and an almost permanent member of the Fortune Global
100. A pioneer in electronic goods manufacture, it is perhaps most famous
for the Walkman® as well as the compact disc and Blu-Ray video format,
both of which it co-developed. The telecoms powerhouse Ericsson is
among Sweden’s most successful companies and also a leading innovator,
having invented Bluetooth™ wireless technology. Back in 2001, these

two corporate giants shook up the mobile phone industry when they

came together to launch a new joint venture called Sony Ericssan Mobile
Communications.

The challenge

For Sony, a marginal player in the mobile market at that time, the joint
venture was chiefly an exercise in diversification. For Ericsson, which

was already the third biggest mobile phone manufacturer in the world,

it was an attempt to strengthen its position following the dotcom and
technology industry crash of 2000. In a nutshell, the Sony Ericsson strategy
was (o leverage both companies’ innovative expertise and release the

first ever mobiles with built-in digital cameras and colour screens. But,
although the new venture’s multimedia product line was revolutionary, in an
overcrowded market in the middle of a recession customer response was
disappointing. For a time, Ericsson's market share actually declined and in
2002, they announced that they might even have to pull out of mobile phone
manufacture altogether if sales didn’t pick up. Conventional advertising
seemed to have had little effect. The marketing team at Sony Ericsson
needed to come up with a truly original campaign if they were ever going
to boost sales and challenge Nokia for market leadership in the highly
competitive mobile phone market.

The opportunity

You're not paying attention. Nobody is. These days, there's so much
marketing hype it's impossible to take it all in, It's estimated that we all see
around 3,000 advertising messages every day from billboards to T-shirts,
bumper stickers to animated banner ads, and the net result is that we take
no notice at all. Particularly in sophisticated luxury goods markets, straight
advertising just doesn’t work anymore. What does seem to work is word
of mouth — either face to face or online. Busy people, especially, don't like
their lives being interrupted by stupid commercials. But that doesn’t mean
they can't be persuaded, as Sony Ericsson discovered.

e : ’ . :
In company interviews 2 U 2.40-2.41 Listen to find out what the companies actually did. Were your
Units 13-15 suggestions similar? [s there anything in the case studies which is relevant to your own
line of business?
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Vocabulary

People and products

1 Decide whether the adjectives below can be used to
describe people (staff), products or both. Tick the correct
boxes.

staff products
best-selling
efficient
high-quality
well-qualified
household
dedicated
unique
luxury
loyal
permanent

part-time
reliable

AR EEEEEN
AN EEEEREN

The workforce

2 Match the verbs and verb phrases in the box to those
below which have a similar meaning.

dismiss downtools inspire instruct layoff

motivate quit recruit relocate resign
take industrial action takeon teach transfer
hire train

a I

b )

move leave

¢ k

d |

fire encourage

e m

f n

go on strike

g

h

3 The adjectives below can all be used to describe people
in a company. Change each adjective into its opposite by
adding un-, in-, im-, ir- or dis-.

a _.__reliable k __articulate
b __ flexible I  __honest

¢ ___organized m ___rational

d __patient n __ decisive

e __ responsible 0 __ supportive
t  __creative P _ competent
E —consistent q _._assertive

h __inspiring r __sociable

i —.committed $ ___ considerate
i ——practical t ___competitive

15 SOLVING PROBLEMS

4 Complete the following staff appraisals using an
appropriate positive or negative adjective from 3.

a Laura’s a real ideas person. She’s exceptionally

b Brian can only do things his way. He's a bit

¢ Max is always there to give people a hand when they need
it. He's really very

d With Olaf, it's just one mistake after another He's
completely

e Greta tends to take no notice of other people's needs.
She's rather

f Richard’s office looks like a bomb hlt it - papers
everywhere! He's totally

g With Miyumi, the job always comes first. She’s totally

h  Sam can never make up his mind about anything. He's
extremely

i Callum really knows how to motivate his staff. He's
incredibly

i Youcan never depend on Leo to do what he's supposed to
do. He’s totally
k Elena meets all her targets month after month. She’s
incredibly

| Jeanette too often allows her personal life to interfere
with her work. She’s rather

m Eric always has to be the best at everything. He’s
extremely

n  Gareth tends to keep himself to himself. He's a bit

The production line

B Match the verbs and verb phrases in the box to those
below which mean the opposite.

gooutof halt reduce reintroduce

scaledown  withdraw

go into -—» @

start «—» b production
step up - c

launch - d q
discontinue +—» & __ & product
boost - f —  productivity

6 Complete the following sentences using appropriate
words and phrases from 5.
a We always

annual trade fair.

b We'llneed to
demand.

— new products in January at the

_____ — production to keep up with

¢ A staff incentive scheme helped us to
productivity.

d Wehadto
found the fault.

€@ There were some complaints about the product, so we had
to it to make the necessary modifications.
We'll it next month.

. _ production completely until we'd




Grammar

Conditionals (past reference)

You can use if to speculate about the fikely effects of things

being different in the pust. You often use this type of
conditional o talk about regrets and muke accusations,

o Ifwe badn't invested 5o heavily in doteoms, wwod bave
saved onrselves a fortune! (1) (but we invested heavily
and we dido’t save o fortune)

s You conld have got «n interview with that company if
saly youd taken my advice. {2} (but vou didnt get an
interview because you didn't take my advice)

* Ifour luwyers hadnt spotted that i iskude (nn fhe contrack,
wed be in a real mess! (3) (but they spotted it and so we
are not in 4 real moess)

» If voud told me abont if socner, I might have been able
to ds something (4) (but you didn't tell me sooner so 1
couldn't do anything)

< He might never have been able to sturt bis own business if
Ais father badn’t helped hin. {3} (bur he srarted his own
business because his father helped him)

© Ifshed faken ber studivs inore seriously, she wouldn't be
flipping burgers at McDonald's". {6) {but she didn't
take her studies seriously and now she's working at
Aleldonalds)

Study the information above and answer the questions.
a What grammatical tense is used in the if-clause of all
the examples?
b What modal verbs are used in the main clause?
¢ What tenses follow the modal verbs in the examples?

d Which sentences directly refer to the effects of the past
on the present?

e Which sentences directly refer to the effects of the past
on the more recent past?

2 Complete the conversation with the pairs of words in
the box.

could + tried  done + have  hadn't + wouldn't
have + lnown  promised + would  would + could

Two colleagues are having an argument.

A All'msayingis,ifyoud (@) something
about it sooner, we could oo _ prevented this
whale nightmare from happening.

B lknow, [know. AndI(b) . haveifl
..................... __have, but I couldn’t.
A You{c} SR . have if you'd
B MaybeifThadn'talready () |1
be able to put them all off.
A Well, anyway, it’s too late now. You know, I'd never
(€) e _asked you to organize these visits if I'd

e yOU Weren't clear about it,
B Wellifyou(f) ___ said youwantedusto
get involved in the local community more, I probably
.. have had the idea in: the first place.
A [ mean, what were you thinking of? You've organized
factory tours for three infant schools and the Biilgarian
Embassy all on the same morning!

Which example above does not contain the Past Pertect?

Phrase bank: Problem-solving

a[ ] o] 0] ¢ LI

Brainstorming

What if we - - 7
Another option would be

Supposing we . ?

Alternatively, we could

e A0 o

How about ... - ?

Match each of the four stages of a problem-solving meeting (a-d) to two things you might say (1-8).

a Defining the problem 1 Okay, let's see what we've got so far.
2 Onbalance, | think we should go with ...
b Brainstorming ideas 3 I think there are three main aspects to the problem.
4 1 think we'll have to reject this idea for now.
¢ Reviewingideas 5 I'd like to hear what you all have to say.
6 Now, how do we implement this?
d Selecting the solution 7 Okay, basically the problem is this.
8 Let’s keep the ideas coming.

Complete the brainstorming phrases (a~j) with the words in the box. For two of the phrases
there are two possibilities with a difference in meaning, What's the difference?

seltit online  sellingitonline  sold it online  to sell it online

f The answer could be —
g Whydon'twe - ?
h Couldn't we just . R

i What about ?
i Maybeit’s time
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Learning objectives:
Unit 16

People skills Working in a
team; Fluency: Problem-salving
team meetings

Reading Creating team spirit
Listening A project problem

-

16 COLLABORATION

)

Collaboration

1 How much of your job involves teamwork? =

—
=5/

0% = = 100%

2 Have you ever been teamed up with anyone like
either of the people in the cartoon? What happened? .
What's the most productive team you've ever worked with?

I\

; : _ “This collaboration would work bette
> Imagine you're putting together a project team. if you kept your ideas to yourself.”

All the people on your shortlist have the right expertise
and skills. So what personal qualities are you looking for?
Compare ideas with your group.

4 Now complete the sentences (a-g) with the words in the box. Did you have similar
ideas about the ideal team-player in 37 Do you know anyone with all these qualities?

committed constructive  co-operative  engaged flexible reliable supportive

The ideal team-player is:

a - theyget the job done to a consistent standard.

b - theyhave a positive attitude and look for solutions.

C they really care about the success of the project.

d they treat everyone with respect and are willing to help.
e - theycan adapt to changing needs and circumstances.
fo__ - they take an active role in meetings and discussions.

E - they work well with others and do what's asked of them.

/)*“, Playing as a team

They say T.E.A.M. stands for ‘together everyone achieves more’, but we've all worked in teams
where the reality was very different! Certainly, when ‘the whole is greater than the sum of the
parts’, synergy is created which can produce rerrific results. Bur reams thar lack collaborarive
skills are likely to disintegrate into a battle of egos and conflicring priorities. And it’s hard to
reach your goals when everyone has their own agenda and is fighting over who gets the credit!

To avoid the typical arguments and points-scoring of many project meetings, executive coach
Carol Kinsey Goman suggests using what she calls the RPR. technique. Here’s how it works.
Whenever someone shares an idea, the first thing you do is mention the “positives’ or what you
like about ir. This creates a climate of collaboration. Next come ‘possibilities’ — here you ralk
about how their idea could be applied, extended or perhaps combined with someone else’s idea.
Finally, if you have any ‘reservations’, make sure you leave these till last and focus less on the
reservations themselves than how they might be overcome. Don't say: “This won't work.” Ask
instead: ‘How could we make this work?’ Remember, a team is a group of people who work

hard to make each other look good!

5 How do you create team spirit in a meeting? Read the article and answer the questions.
a Without looking back at the article, can you remember what T.E.A.M. and PP.R. stand
for?

How far do you agree with T.E.A.M.? What are the pros and cons of working in teams?
What does synergy mean?

What kind of ego battles and ‘points-scoring’ can go on in team meetings?

Which cultures (or types of business culture) do you think are best at promoting
teamwork?

[+ I - W B - o

f  What do you think of the EPR. approach to creating a collaborative atmosphere in
meetings?



6 & 242Listentoa project team discussing a problem with a project they are running
with a client, KNP. Choose the option (a-d) which best summarizes the problem.

KNP ...
a wants to have more involvement in decision-making so they don't lose control of
the project.
b is changing decisions agreed in meetings and so the project is falling behind schedule.

¢ s taking too long to respond to proposals with the result that the project is no longer
on .‘\'Chf‘dllle,

d wants to set up a website so that everyone involved in the project can keep track
of progress.

7 & 2.42Listen again and note down the following;
a Elaine’s idea: R I S -
b Rolf’s ‘positives”: e i .

¢ Rolf's ‘possibilities: S e —

d Rolf's ‘reservations”: R e .

8 Form teams to brainstorm solutions to the business problems below. Take turns to be
the facilitator - one for each problem. Use the draft agenda to structure your meetings.

Step 1 The facilitator should open and close the meeting, encourage full participation,
write down all the ideas generated on a flipchart or whiteboard, and discourage evaluation
or criticism of the ideas at this stage.

Step 2 The facilitator should now lead the discussion-and-evaluation stage. Team
members give their reactions to each other’s ideas in a constructive and supportive way
using the P.PR. technique. Some of the expressions you heard in 6 may help.

a You own a chain of supermarkets. Every week, hundreds of shopping carts are stolen.
b You sell jewellery online. But customers typically like to try on items before they buy.
¢ You manage a customer helpline. Staff turnover is high, so you keep losing good people.

Positives Possibilities Reservations
I really like your idea of ... | And if we did that, we could | The only thing is, I'm not sure
ing ... also ... if we could ...

What | especially like about it | Perhaps another thing we And I'm also a bit worried

185 coulddois ... about ...

And it would certainly solve I we combined your idea with = How do you think we could

the problem of ... X's idea ... manage that?

Agenda

Welcome the group.

2 Outline the purpose of the meeting and get the team
to define the problem.

3 Invite team members to take a few minutes to note
down their ideas individually. Make sure they take the
logistical and budgetary constraints into account.

4 Throw the meeting open for discussion by getting the
team to share their ideas. Emphasize that they should
use the P.P.R. technique.

5 Take a vote on the best idea or combination of ideas.

6 Discuss how your solution will be implemented and who
will be responsible for what.
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| Learning objectives:
Management
Scenario D
Business communication skills

| Handling tricky conversations;

| Roleplay: Difficult conversations
Reading Handling difficult
conversations in the workplace
& In company in action

| D1: Failed conversations:

D2: Constructive conversations

TS A e A S s A TR e T e v TS e
SCENARIO
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Tricky conversations

1 Heather Sherwood is a sales representative for Flow Information Systems (FIS).

Read some of her recent emails and answer the questions.

a What do you think Heather agreed with Alan before the meeting they just had?

b Why is she angry with him now?

¢ The subject title of Anton’s email is “Thanks!’ But why might Heather not be so happy

to receive it?

d Do you think Anton mentioned to Gabrielle that it was Heather who originally

produced the figures?

e Why is Heather annoyed that Tony hasn't finished the budget report?

]

- = What were you DOING?

To: a.sugarman@fis.com

Alan

I've just got back to my office and I'm still furious.
You made me look like a complete IDIOT in that
meeting with Gabrielle. You were supposed to back
me up! You know we can't work within our present
budget. So what happened? | natice you left for
lunch very quickly afterwards and your mobile’s off.
We need to talk this afternoon, so call me the minute
you read this email.

Heather

N -

How do you think Tony will react to having Kelly help him finish it?

To: h.sherwood@fis.com

Hi Heather

| passed on that idea we were discussing the other
day to Gabrielle - about setting up a dedicated FIS
website for each of our major clients, She LOVED it
- especially when | showed her those figures you'd
put together. | had to revise them a bit, but they
were really useful. Anyway, I'll take it from here. No
need for you to be involved. Just wanted to thank
you for your input.

Anton

e o

To: a.kennedy@fis.com

Hi Tony

Heather

\

" B Budget report?

I'm concerned that the budget report | asked you to complete by last week still isn't ready yet.
I've just come out of a meeting with Gabrielle and if I'd had that report, it would have made my
life a lot easier! Anyway, Gabrielle has asked to see a copy by Friday, so if you can't get it done,
I'm sorry, but I'm going to have to bring in Kelly to help you finish it. | know you've put a lot of
work into it, but it can’t be helped. Meet me in my office at 3.30 and we'll go through it.

-

2 How would you advise Heather to deal with Alan, Anton and Tony when she meets

them face to face?

D TRICKY CONVERSATIONS



MANAGEMENT SCENARIO

-
In company : :
in action t 3 Now watch video D1 to see the three conversations between Heather and her

colleagues and match them to what she'’s doing wrong (a-c).

Conversation 1 a She lets her personal invelvement with the issue take over.
Conversation 2 b She doesn't try to understand the situation from the other

Conversation 3

person’s point of view and forces them to accept hers.

Instead of discussing the problem, she spends too much
time blaming the other person for what went wrong.

4 Read the article on handling difficult conversations and decide which tips might have
helped Heather in each situation.

Handiing Difficult Conversations
in the Workplace

If you work in an office environment, you know
difficult conversations are a fact of life. Breaking
bad news, getting people to keep their promises,
complaining about a colleague’s behaviour or
disagreeing with the boss - most of us would
rather avoid conversations like these. But,
according to Douglas Stone, Bruce Patton and
Sheila Heen of the Harvard Negotiation Project,
avoidance is never the answer. Delivering a
difficult message, they say, is like ‘throwing a
hand grenade’. Whatever you do, it's going to
cause damage. And not having the conversation
is like "hanging on to a hand grenade once you've
pulled the pin'! Typically, say the Harvard team,
three things happen in a difficult conversation
and you must be sure to guard against them.

1. A lot of time and energy can be wasted arguing about who

did what, who should have done what, who didn't do what
they said they'd do and who's to blame. But this simply puts
everyone on the defensive and guarantees that the problem
will not be resolved. So try not to get into the ‘blame game’.
Focus on the solution.

. Inside our heads we have an internal voice which expresses

our feelings. Sometimes this voice is so loud; we can’t hear
what's being said. Of course, our feelings shouldn't be silenced,
but they must be kept under control. And if you're thinking
"what rubbish, | don’t have an internal voice’, that's your
internal voice speaking!

. Many of us identify personally with our position in a

disagreement. To accept that the other person could be right
may affect our self-image in ways they cannot imagine. So be
sure to find out what really matters to them. And don't confuse
intention with effect - they may not have meant to make you
feel the way you do.

5 Whatdo you think Heather should do next time she discusses the situations
with Alan, Anton and Tony? How could she have been more diplomatic in her earlier

conversations?

#
In company
in action E'

6 ‘The following day Heather catches up with Alan, Anton and Tony again. This time their

conversations are more constructive. Watch video D2 and compare the solutions they
come up with to the ones you thought of in 5.

7 You're about to have two difficult conversations with your partner!

Speaker A: Turn to page 133.

Speaker B: Turn to page 141.

8 Now evaluate your performance using the feedback form on page 128.
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Conuversation is the enemy of

good wine and food.

Alfred Hitchcock, film director

Why do you think
business lunches are
so popular?

Learning objectives:
Unit 17

Business communication skills
Describing restaurants; Doing

a quiz on table manners and

etiquette; D

rpical
dishes from your country
Roleplay: Doing business over
lunch

Listening A conversation in a
restaurant; Conversations ovel
lunch

Vocabulary Food and drink
Grammar The passive

Phrase bank Eating out

V"

leineken

Eating out

Work with a partner and discuss the following questions,
Is lunch an important meal for you?

Do you ever have business lunches?

0O O LR

Which of the following are you most likely to say to a foreign colleague visiting your
country?

I thought you might like to try some of our local cuisine

I thought we could just grab a quick pizza or something.

I thought we'd just work through lunch and eat later.

2 What kinds of restaurants do you like? Add the phrases in the box to the diagram
below to make 12 useful expressions.

a very pleasant atmosphere
five minutes from here
they know me

a fantastic view of thecity  a superb menu
does an excellent lasagne  down the road
I sometimesgo  round the corner  specializes in fish

you can get fresh oysters  you might like

Just

which
really nice

pretty good place — —

a
b
- =
d
e
f

There's a

greal new ) g

where (h S— i
i
i

| .

with K -

BROCANTE'CH

B —

| ] -
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BUSINESS COMMUNICATION

3 Do you have a favourite place where you take clients and colleagues?
If so, tell a partner about it.

4 ook at the buffet in the photo. How many of the dishes can you name? lmagine you
are about to help yourself to some food. Discuss the food with a partner. Use the phrases
and expressions below to help you.

-3

I think | might try
a bit of that. j

e
1 o

| I'm notsure. How | E . Vo i _ (9% = Hmm, | wonder |
. about you? ' . . - £ #* ’ what'sinit? |

* Hmm, | don't fancy it.
going to have? r : B o s : It looks a bit ...

—

: | quite like the . o - / Hmm? Oh, sure.
| look of this ... . = A% W j & Here you are,

Who said it?

1 ‘he following things were said during a business lunch. Who do you think probably said
them - the host, the guest or could it be either? Write H, G or E next to each sentence.

a Nice place. Do you come here often? [ ] k I'mallergic to mussels. ]
b Now, what would you like to drink? D | You could try the lamb. That's very good here. [:
¢ I'lljust see if our table's ready. [ ] m Thatsounds nice. |
d 'This is their standard menu. [ ] n Shall we order a bottle of the house red? |:
e It alllooks very good. [] o Couldwe order some mineral water, too? il
f And those are the specials. D p 'This is absolutely delicious. How's yours? D
g Let me know if you want me to explain anything. D g Now, how about a dessert? D
h So, what do you recommend? D r Better not. I'm on a diet. D
i Well, they do a great lasagne. [ ] s [I'ligetthis. []
i Isthere anything you don't eat? :‘ t Mo, no, | insist. You're my guest. ]:|

2 & 2.43 Nowlisten and compare your answers with the conversation in the
restaurant. The man is the host.
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Table manners

1 In Russia, they sit down at parties. In China, the most important guest is seated
facing the door. In Japan, a tip is not expected; in France, it is an insult not to leave one.
How culturally aware are you at the table? Try the quiz below. Underline the correct

information.

CROSS-CULTURAL QUIZ

a In Greece/ Finland, people frequently stop for lunch at In Mexico / Belgium, you should keep both hands on the
11.30 in the marning. dinner table where they can be seen.

b In Switzerland / Brazil, it's common to be up to two At a Turkish / Chinese dinner table, it is extremely
hours late for a party. impolite to say how hungry you are,

¢ InPortugal / the USA, a business lunch can last up to The Japanese / British sometimes need to be offered
three and half hours. more food three times before they will accept.

d InJapan / Russia, the soup is often eaten at the end of American / Latin executives like to be invited to your
the meal. home for dinner.

e InFrance/ Britain, cheese is normally served after the In Belgium / Spain, an 11 oclock dinner is quite normal.
dessert. In Asian / Arab countries, food is usually eaten with just

f In American/ German restaurants, you may be asked if three fingers of the right hand.
you want a bag for the food you can't eat. In Poland / Japan, you should keep filling other guests’

g In Arab/ Asian countries, you must wait for your host to glasses until they turn them over.

serve you the main meat dish.

In African / Asian countries, it is the host who decides
when the guests should leave,

Check your answers on page 134,

2 Find seven examples of the passive in the quiz in 1.

... the soup is often eaten ...

Sticky situations
o4 2.44-2.46 Listen to business people from different countries chatting over lunch and

answer the questions.
Conversation 1 Conversation 3
a What is Hans's problem? a Why does Louise have a problem
b The Spaniards use different choosing what to eat?
expressions to encourage Hansto b Jean-Claude and Louise mention
try the squid. Complete them. lots of different cooking methods.

Conversation 2
a What is Hiro worried about?
b Hiro uses different expressions
to stop his colleague choosing the
fugu. Complete them.

1 It'srather 1 We thought you might Complete them.
= 1 fr 4 gr
2 It'salittle 2 You'll 2 bo L -
m— = 2 L . 3 ro
3 You may 3 You'll really ¢ Complete these extracts from the
=~ = —= conversation,
4 [ think you'd 4  'This is something 1 ..nothingmade
— . — —_— pastry.
5 Really, I think you should 5 It's really 2 ... nothing cooked ___
& - oil.
¢  What does David say when he ¢ What does Hans say when he 3 Itcomes potatoes

decides to change his mind? refuses the Spaniards’ offer? and fresh vegetables.

d Have you ever had lunch with
anyone like Louise?
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B!.'the way, [ wanted

Anyway, getti ng

back to thi: idea of

So, wi

BUSINESS COMMUNICATION

The business lunch

Work with a partner, You are going to talk business over lunch. Speaker A see page 132,
Speaker B see below,

Your partner (Speaker A) is a good friend from abroad, whom you've also worked with in
the past. You are visiting their city for a few days and they have invited you out for a nice
lunch.

You called them about a week ago and mentioned a business idea you'd like to discuss with
them over lunch. If they are interested, you'd like them to be involved, so prepare a short
business plan to help you describe your idea. You should include:

® anoutline of your basic idea (one or two sentences)

® why you think it has great business potential (have at least one good reason!)

® how you'd like your friend to be involved (time, maoney, expertise, contacts)

®* how you see the idea developing in the future,

Make sure you get a chance to talk business over lunch, but don't be a bore and talk about
nothing else! Be a good guest. Show interest in the restaurant and the food. (Remember.
youre a foreigner and don’t know about the cuisine!) Try to keep the conversation
moving,

If the lunch goes well, offer to pay!

BASIC BUSINESS IDEA.

[ I ST — -

Why it has grear potential:

How my partner could help:

o LZ-EATING OUT 105
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17 Eating out

Food and drink
What's it like?

1 Whatdo the adjectives (a-n) describe? Choose nouns in
the boxes.

dish fish lunch 1meat salad steak vegetables
a heavy/light/late/three-course

b fillet/rare/medium/well-done e
¢ green/side/Waldorf/fruit ———
d fried/raw/smoked/freshly-caught

€ roast/tough/tender/juicy —_—
f fresh/frozen/seasonal/mixed

g traditional/exotic/local/vegetarian

bread cheese coffee  dessert food fruit water
h rich/spicy/plain/fast

i dried/tropical/ripe/tinned

J crusty/stale/garlic/wholemeal

k strong/mild/blue/cream

| fattening/refreshing/light/chocolatey

m still/sparkling/bottled/tap

n  white/strong/instant/black

You can otten turn a food noun into an adjective by adding -y.
* conraining lots of salt = salty
* containing lots of sugar = sugary

2 Find five more food adjectives ending in -y in the lists in 1.

3 How would you describe a dish with lots of:
= oil? » fruit?
+fat? - pepper?

* taste?
* nuts?

What would you like to order?
4 Complete the the restaurant orders with the words in the box,

bottle fish sauce tart

I'd like the steak with the peppercorn , please.
Could we also have a of still water for the table?
Does the come with any side dishes?

I'll have the chocolate for dessert.

th co oo

Use the words in the box to create questions that may be
asked when eating out in a café or restaurant.

contains nuts recommend
glass of water side dishes
hot or cold the bill
house special the menu
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The passive
You form the passive with the uppropriate tense of
the verb fo b + past participle:
* The componcnts for Ford ™cars are manufactured
in 15 different countries.
* Iu Spain, dinner often isn't eaten until ten or
cleven in the evening.
* Steve Jobs was re-appointed head of Apple
Computers® in 1997,
* When avas the curs first introduced?
* s an exporier of computer software, the USA bas
been overtaken by the Repudlic of Ireland.
You can also use the passive with modal verbs:
How saon will the project be completed?
Hell, it must be finished by the end of the year.
Yes, but can it be speeded up, do you think?
Well, we'd bave o be given a Bigger budget.
I think that conld be arranged.

RN N

You use the passive when it is unimportant or
obvious who or what does something. It is, therefore,
common to use the passive to talk about processes
and procedures.

1 Lookat these two examples and answer the
questions.

Active:

These days, email has largely superseded the fax

machire.
Passive:
These days, the fax machine has been largely
superseded by email.
a What's the subject of the first sentence?
What's the subject of the second sentence?

-2

¢ In the second sentence, what word comes before
the performer of the action?

d  Which of the sentences are you more likely to
hear in a conversation about fax machines?

In both examples above, our attention is focused
on the subject of the sentence. You usc the passive
when you're more interested in the subject than the
performer of the action.



2 Complete the article with the correct passive form of
the verbs in brackets.

Lloyd’s: Insuring the
famous and the bizarre

Virtually anything (a) — {can [/ insure)
at Lloyd’s. In fact, over the last hundred years
London's most celebrated insurance company
by — {ask) to issue some of the most
bizarre policies ever! Here are just a few.

Car insurance is big business these days. But the
very first car (c) = {insure) at Lloyd's

(d) __ (cover) by a marine policy. Cars
were such a novelty in those days, motor policies
{e) _ (write) on the basis that cars were

just ships that sailed on the land!

Actors have always been paranoid. Hollywood
film idol, Betty Grable, was so worried her famous
legs (f) {might / injure) during
filming, they (g) __(insure) by Lloyd's
for a million dollars.

Multimillionaire rock stars worry too. Bob Dylan,
Eric Clapton, Elton John, Rod Stewart and the
Rolling Stones have all insured their voices. Bruce
Springsteen’s (h) —_ (believe) to be
worth £3.5 million.

Food critic and gourmet Egon Ronay ran a
different risk. Obviously, his career (i) S
{(would / destroy) if he was ever to lose his

sense of taste. So a Lloyd's policy for £250,000

(j) —— (take out) to protect him against
waking up one day not knowing a haggis from a
hamburger.

Insuring works of art is nothing new, but the
laughter (k) _ {could [ hear) all over
the city when a grain of rice with a portrait of the
Queen and the Duke of Edinburgh engraved on it
() ____ (estimate) to be worth $20,000. The
question is: worth $20,000 to whom?

A few years ago, a killer whale called Namu

(m) (capture) off the Canadian coast
and (n) __ (drag) to Seattle for display in
an aquarium. The captors insured themselves for
$8,000 against Namu (o) {rescue) by
other whales! Unfortunately, he wasn’t.

One rather confident comedy theatre group
insured itself against the risk of a member of the
audience dying laughing. So far, however, the
insurance (p) _ {(not/claim) ...

Phrase bank: Eating out

Label the groups of phrases and expressions (a-h)
according to their purpose.

Avoiding disasters  Being a good host
Complimenting your host  Describing dishes
Fighting over the bill  Ordering the meal
Recommending dishes  Talking shop

a

Nice place. Do you come here often?
It was a good choice of restaurant.
It all looks delicious.

b =

It's basically a fish pie.

It comes with a salad.
It's cooked in wine.
e — e
If you like seafood, you'll love it.
The lamb’s very good here.
You could try the goulash.
d — ey =
It's a bit unusual - you may not like it.
Is there anything you don't eat?
Maybe you should try something else.
e SRS -
T'll just see if our table’s ready.
Shall we have another bottle?
Is everything all right?
f kit e
I'm going to have the steak. Rare, please.
I'd like the vegetarian lasagne,
Could we have a bottle of sparkling water?

About this business idea of mine.
As | was saying, we should have a meeting,
Going back to what we were talking about.

Let me get this. My treat.

This one’s on me. You paid last time.
Iinsist ... Okay, let’s split it, then. J
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I've experienced virtual
meetings that were actually
muore effective than any fuce-
to-face meeting I've been in.

Kate Harper, execulive coach

How often do you hold
‘virtual meetings'? Do you

Telecommunications

1 How is a video- or audio-conference different from a face-to-face meeting?
Do you agree with Kate Harper?

2 Look at the advertisements below for web conferencing company Connect. What

advantages of web conferencing are the ads referring to? Think about your work-life
balance, your department’s travel budget and your company’s ‘carbon footprint’.

SimplyConnect

... and stop your business travel
costing the earth

prefer them to face-ro-face
meetings?

Learning objectives:
Unit 18

Business communication skills
Discussing tL'|L'LuJ;lurL'nLi::ﬁ;
Holding a short teleconference;

Flueney: Dealing with emails

and voicema
Listening At
Reading An email exchange
Vocabulary Managing a project
Grammar Reporting

Phrase bank Te".e._'u,-:lr|:'|_-rg:;'.c|r|:,:

PRSARES

leconterence

SimplyConnect

... and kiss goodbye to so much
business travel

3 Read these two short reports. How do they support or contradict the messages in the

advertisements?

A new report from the American
Consumer Institute has calculated
that the world will save roughly one
billion tons of carbon in the next ten
years by operating on the Internet.
The trends break down like this:

E-commerce will reduce carbon
emissions by 200 million tons.

Telecommuting will prevent 250
million tons of emissions from
reduced driving,.

Teleconferencing could prevent 200
million tons of emissions (if it replaces
10% of face-to-face meetings).

A recent survey conducted at Hygenica Inc. has
suggested that travelling for business is one of the
top five perks of working for the company. Despite
a small proportion (10%) of respendents stating that
they found travelling more stressful than coming

to the office, the majority (over 80%) actually enjoy
spending time away from home.

Over 50% said that the opportunity to travel and
visit new, exciting places was the number one reason
they enjoyed business travel. In fact, many admitted
to combining travel for work with travel for pleasure,
planning work trips to coincide with holidays or
arranging meetings in destinations they've always
wanted to visit. Over 30% stated that the weather

of the destination country had an impact on the
planning of a work trip.

4 po any of the statistics in the reports surprise you?

5 15 teleconferencing the future? What sort of meetings (if any) do you think absolutely

have to be face to face?

appraisal interviews  complex negotiations  crisis meetings  job interviews

multinational team briefings

routine decision-making
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new product demonstrations  project meeting updates
sales presentations  team-building sessions



BUSINESS COMMUNICATION

Teleconference: a project meeting

Ritterberger is a large and successful construction company based in Essen, Germany. At
the mornent it is building a marina complex in Dubai, managing a multinational team of
engineers, and skilled and semi-skilled workers from Germany, Poland and Pakistan. But
the project has been hit by a series of problems and is now running three months behind
schedule. The client, Dubai entrepreneur Ali Al-Fulani, is unhappy with progress and

demanding that penalty clauses in the contract be enforced if solutions cannot be found.

1 & 247248 Ritterberger CEO Peter Kessler has set up a teleconference to clarify
the situation. Read the email attachment below to see who will be participating and what
the main items on the agenda are. Then listen to the meeting and answer the questions.

Extract 1
RITTERBERGER GMEBH a Where is Sulaiman Al-Fahim?
AUDIO-CONFERENCE, TUE 29 NOV, 9.00-10.30 (CET) b Why is Jarek Gorsky at the meeting?
Participants: ¢ What's the situation with Ali Al-Fulani?
Peter Kessler (CEO, Ritterberger, Essen) Extract 2
Jarek Gorsky (Chief engineer, Ritterberger, Warsaw) a What is the communication problem?

Ernst Neumann (Project director, Ritterberger, Dubai) What's the situation at the seaports?

b
Karim Ibadulla (Foreman, Pakistani team, Dubai) ¢ What is Karim’s point about the client?
Feliks Nowakowski (Foreman, Polish team, Dubai) d What is Peter Kessler's conclusion?
Sulaiman Al-Fahim (Site manager, Dubai)
Agenda:
1 Supply hold-ups
2 Communication problems

3 Specification changes

2 Complete the teleconferencing expressions you just heard with the words in the box.

agenda agreed come covered finish finished getting
hear inputs interrupt introduce item join leave meeting
minimum  objectives recap skip started time waiting

Sorry, lhadabitofaproblem _ through.
We're just ___for Sulaiman,

Let's go ahead and start. Welcome to the —s
Didyouall getacopyofthe  ?

Before we start,letme ___ Jarek Gorsky.

I've asked himto us today because ...

All right, then, let's get
As you can see, we have several
I'd like to be

Can we keep our _

today.
by 10.30, if that’s ckay.
quite short?

And let’s also try to keep interruptions to a =
Sorryto___  but...
[ suggest we item one on our agenda until ...

— two.

Let's move straight on to

So just to _ on what we've said.

So,areweall ___ that..?

Sorry, Sulaiman, [ can't _you very well.

Could T just _in here?

Right, we're running short of =i
Ernst, Jarek, can I ____ _ that with you?
I think we've . _ everything for now.

::"‘W"D'Uﬁﬂa_l"_""ﬁ‘m'ﬁﬂﬂ.ﬁﬂ'm

We'll have to

there.
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3 After the teleconference, Ernst circulated notes to the engineering team on what had
been discussed. Put his notes in the correct order. Some have been done for you.

|T Peter Kessler opened the meeting and informed us that

join us later. He then introduced

might have to be renegotiated. Ernst and Jarek agreed to

that the main objective of the meeting was to get the Dubai Project back

we skip item one on the agenda until Sulaiman could join us and went on

have another look at overall logistics and to report back to Peter. Another teleconference
to outline the communication problems the two work teams had

to bring this to the client’s attention and that the contract with Al-Fulani

joined the meeting at this point and described

Sulaiman had gone to Port Rashid to check on deliveries and would

the situation at the ports as serious. He explained that

COCOECOOOECC]

[72] nothing was moving and that our backup supplies were insufficient to cope with

L] been having. Peter recommended onsite training as a possible solution. Sulaiman
l:] the present situation. Karim reminded us that

: on schedule. Ernst suggested that

j Jarek Gorsky, Ritterman's new chief engineer in Warsaw, and emphasized

D constant changes to the building plan were also a major problem. Peter promised

El was scheduled for next week.

4 Workina group. You're going to hold a short teleconference. Turn to page 133 for
instructions.

An urgent matter

1 A management consultancy is putting tngethcr a prupnsal fora major new client,
pharmaceutical giant, Hoechst. Put the following emails between two of their consultants
in the correct order, Read all the emails first — A and H are in the right place.

B[

- Costing for Hoechst

Attachments: none

A ZH

e~ Hoechst report - progress?

Attachments: none

Sam | see your point. Estimates would give us more
room to negotiate on fees, but | think the client will

This is just a quick reminder to let you know that the appreciate that we've fully itemized all the costs.

Hoechst report was due yesterday.

m
Email me if you're having problems. \ o J

Jonathan
- .

|

[ B So you are alive after alll

Attachments: none

0 I

- Costing for Hoechst

Attachments: HoechstRepAlt

Sam

Thanks for the report. At last! Actually, you've done
a great job on it. Just one thing. Should we be
guoting precise figures at this stage or just giving a
rough estimate?

Jonathan

.

e

110 18 TELECOMMUNICATIONS

Sam

Yeah, you're probably right. It looks better if we
show that we can set and stick to a budget.

Can you just make a few alterations (see
attachment) and then email me another copy? Oh,
and cc¢ one to Lisa as well. Thanks.

LJonalhan




LE I

BUSINESS COMMUNICATION

&[]

e- Hoechst report e~ HELLO?

Attachments: HoechstRep, CostBrkdn
Jonathan

Sorry for the delay in getting back to you. Our
server's been down again. I'm sending a first draft of
the report as an attachment together with a detailed
breakdown of costs for the whole project. Could you
have a lock at them and tell me if there's anything
you want changing?

L Sam

(2

Attachments: none
SAM!

Haven't you received my previous two emails? This
is getting urgent. |'ve tried to phone, but you're
never in. Look, I'm under a lot of pressure from head
office to get this proposal in on schedule. Don't let
me down, Sam.

Jonathan
\ 7

(H A

os - Hoechst report — update please e - Revised Hoechst Report

Attachments: nona
Sam

Just had a call from Lisa. She wants to know what
the hold-up is with the Hoechst report. Did you get
my last email? Please let me know what the position
is asap.

Jonathan

-

Attachments: HoechstRep2, ConJoke
Jonathan

Here's the revised version of the report. Only two
days late in the end; sorry about that. By the way, |
found a joke on the Internet the other day that might
appeal to your sense of humour; you could use it in
your presentation to Hoechst:

Why are they using consultants instead of rats in
laboratory experiments these days? See attachment
for answer )

Sam

. 7

2 What do you think the punch line to Sam's joke is? See page 133 for the answer.

3 Match the words and phrases to make 14 complete expressions. If you need to, refer to
the emails you read in 1, where they all appeared in the same order as here.

this is just
the report
email me
room
fully
quote
give

T m " o o O O o

set and

sorry for
send a
a detailed

= —

be under

3

gﬂ'[ a
let me

a

pressure from
know what the

if you're having problems
to negotiate costs
was due reminder
itemized on fees
a quick yesterday
the delay in estimate
report as an attachment
a rough getting back to you
breakdown of costs figures
first draft of the for the project
proposal in a budget
stick to head office

position is asap
on schedule
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Dealing with messages

1 workin groups to produce a short profile of a company, a department in that company
and an executive who works in that department. Invent the whole thing or use the names
of real people and companies if you prefer,

PROFILE

Name of company:
Location:

Main business activity:
Department:

Name of executive:

Position in company:

2 Prepare five email messages and (if you can) five voicemail messages that the executive
you invented might receive on a typical (or not so typical) working day. Keep each message
fairly short. Include personal ones if you like.

Message ideas:

good news an apology a rumour
bad news an offer an invitation
a reprimand a complaint a request

an ultimatum a crisis

3 When you are ready, write out your email messages or print them off on a computer.
Record your voicemail messages.

4 Swap your profile, voicemail messages and emails with another group.

5 Read and listen to the messages the other group gave you and decide how you are
going to respond to each, Classify the messages as ‘important’, 'urgent’, 'postpone’,
‘delegate’ or 'bin’.

6 Write replies to the messages and return them to the group you swapped with,

7 Report back to the class on how you dealt with the messages you received.

'I dhith .'f".'l.'l-l.llullllllll; r

j -
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Vocabulary

Managing a project

Look at the following extracts frem emails written by
members of an international project team. The last word
in each expression has been switched with another. Switch
them back. The first one has been done for you.

This is just a quick deadline.
Email me if you're having costs.

[ can’t quote you a precise schedule.
Can you give me a rough report?
We’re working to a very tight figure.
I've attached a detailed breakdown of problems.
We need to stick to our teleconference.
Let me know if there’s going to be a loop.
We're in danger of missing our remindey.
Let’s set up a budget.

Thanks for the situation estimate.

—_—x oM ™0 QO o

Keep me in the delay.

Grammar

Reporting

In business, it is important to be able to report accurately
what people said in meetings, on the phone and in private
conversation. Crecasionally, we repeat the exact words
someone used, but usually it is suthicient to report the basic
message.

Originul statement: Theres no wey I'm going to accepl cufs.
Direct speech: £e said: “Theres no way 'm going to accept cuts.” (1)
Repaorted specch: He suys there no way bek going fo accept
caets. {2)

He said there was no way he was guing fo accept cuts. (3)
Reporting verb: He refised to aceept cuts. (4)

1 Study the information above and answer the questions.
Which expression would you use to:

a quote exactly what the speaker said in a meeting?

b report exactly what the speaker said in a meeting?

¢ summarize the general idea?

d tell someane in the meeting what the speaker just said?
NB When the reporting verb is in the past, you often put
the reported speech in the past roo:

Im snder a fst of pressure,

Reported speech: He said be was under a lot of pressure.

2 Change the statements below into reported speech.

a Fritz: 'm ready.
Fridz suid e was veon fq‘,

Akio: I'm going to wait and see.
Claire: I've had enough.
Philippe: | must be going.
Maria: I'll be in touch.

Sergio: [ just can't face it.

“ o o0 o

Reporting the general idea of what someonc said

(v.g. offering, inviting, complaining, thanking, suggesting)

is often more useful than reporting their exact words. To

do this, vou can use the verbs say, feff und ask, as well as many
other verbs. It 1s important to learn which prepositions,
objects and verb forms follow these reporting verbs.

3 Decide how the following sentences (a—j) were later
reported (1-10). Write your answers in the boxes.

a2 Don't forgettodoit. 1 She suggested I doiit.
b Have you done it? 2 He regretted doing it.
¢ Could yeu do it, please? 3 She apologized for
d It was you who did it! doing it.
e Whydon't youdoit? 4 He denied doing it.
f Would youlike metodoit? 5 She reminded me to
g I'mnot doingit! do it.
h Sorry, [ did it. 6 Herefusedtodoit.
i I'msorryldidit. 7 She asked me to do it.
i ldido’tdeit. 8 He accused me of
doing it.
9 Sheasked meif I'd
done it.

10 He offered to doit.
a[ o[ Jel Jd[ Je[ Jt[ Je [ Jr [ Ji i [J

4 Do you have a favourite line from a movie? Read the
following collection of quotes from some of the 20th
century’s most famous films. Report each one using a
combination of reporting verbs and reported speech.
Use the words in brackets to help you. There are different
possibilities.
a Bond, James Bond. Sean Connery, Dr No (1962)
(say / name)
b Playit, Sam. Humphrey Bogart, Casablanca (1942)
{(ask / Sam)
¢ Areyou talking to me? Robert De Niro, Taxi Driver (1376)
{ask / me)
d  Frankly, my dear, I don't give a damn. Clark Gable, Gone
with the Wind (1939) (inform / her)

@ Come up and see me some time. Mae West, Goin’ to Town
(1935) (invite / me)
t Hangon, lads. I've got a great idea. Michael Caine,
The Italian Job (1969)
(tell / us)
g What have the Romans ever done for us? John Cleese,
The Life of Brian (1879}
{want / know)
h  Go ahead. Make my day. Clint Eastwood, Dirty Harry (1971}
{invite)
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9 The human resources department of a medium-

sized company is deciding how much money to allocate

to training. Read the following short extract from their

meeting.

Gerry Okay, now, about our training budget for next year.
What does everybedy think?

Anna  Well, I think we really must spend more on advanced
IT skills training.

Ingmar Hmm, I'm not so sure that’s what's needed. In fact,
it’s basic computer skills that most of our people still
lack.

Gerry Yes, [ think so teo. But isn't this really a recruitment
problem? I think we should require all new recruits
to be computer literate before we employ them.

Anna Now, just a minute. We're forgetting that these are
our entry-level staff we're talking about.

Ingmar And?

Anna  Well, if you look at the salaries we're paying new
recruits, you'll see that we simply don't pay them
enough to expect computer skills. IT training is our
responsibility.

Gerry Well, if we don’t change our recruitment policy, we’ll
have to spend a fortune on training.

Anna  Actually, the current cost of training is negligible,
Gerry. That's why I say we should be spending more.

Now complete a report of the meeting with the verbs in
the boxes.

a-e

doubted insisted invited pointedout raised

-
agreed camein reminded suggested wondered
k-o

added assured explained recommended wamed

Report
Gerry (a) the issue of the training
budget and (b} comments from the
group. Anna {(c) that we spend mere on
advanced I'T skills, but Ingmar(d) _____ _ that
was what wasneeded. Hefe) __ thatit
was basic computer skills that most of our personnel
lack. Genry () . andfg).___ ifit

wasn 't a recruitment problem. He (h}

we make computer literacy a requirement. for
employment. Anna (i) at this point
and(j)— everyene that we were talking
about entry-level staff. She (k} __ that we
didn’t pay sufficicnt to expect computer skills and
. thatIT training was the company's
responsibility. Gerry (m) us that if we
didn't change our recruitment policy, we'd have to
spend a fortune on training, but Anna
() him the current cost of training was
negligible and (o) we spend more.
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Phrase bank: Teleconferencing

Label the teleconferencing expressions below according
to their function.

dosing  handling the technology  interrupting
managing the agenda  managing the discussion
opening  time-keeping

a .. Welcome to the meeting.

Did everyone get a copy of
the agenda?

Let’s get started.

b As you can see, we have
several objectives today.
Let’s skip itern two.
Let's move on to item three.

¢ Could I just come in here?

Tjust want to say one thing,
Sorry to interrupt, but ...

d Can you check your Internet
connection?

I think your mic is on mute.
Sorry, we can’t hear you very
well.

e So, just to recap on what
we've said.

So, are we all agreed
that...?

Any comments on that?
f I'd like to be finished by
10.30.

Right, we're running short of
time.

We'll have to speed up, I'm
afraid.

g [ think we've covered
everything for now.

We'll have to stop it there,
I'm afraid.

We'll have to finish there.
Thanks, everybody.




Negotiating

1 William Ury is co-author of the world’s most famous book on negotiating, Getting to

Yes. Read the following extract from his best-selling sequel, Getting Past No and answer

- : he questions.
Never begin a deal, a battle raeguEsagag

or a love affair if the fear
aof losing overshadows the
prospect of winning. b What would you say in response to each of the people in the text?

a Which of the situations remind you of something that’s happened to you?

Compare experiences with a partner.
I }

Aristotle Onassis, shipping tycoon

Daily life is full of negotiations that can drive you crazy. Over breakfast, you get
into an argument with your spouse about buying a new car. You think it's time,

What skills *5 il i z P 3 EG -
hat skills does 2 good but your spouse says:‘Don't be ridiculous! You know we can't afford it right now!

negotiator need?
A morning meeting with your boss. You present him with a carefully prepared

proposal for a new project, but he interrupts you after a minute and says: 'We
already tried that and it didn't work. Next item!

Learning objectives:
Unit 19

Business communication During your lunch hour, you try to return a defective toaster-oven, but the
skills Sounding more salesperson refuses to refund your money because you don't have the sales slip:
i ‘It’s store policy!

I.La:lol:lulllm i In the evening, you need to return some phone calls, but the line is tied up by
R your 13-year-old daughter. Exasperated, you ask her to get off the phone. She
yells:'Why don't you get me my own phone line? All my friends have them!

about foo
Listenir‘lg People’s views on
negotiating; Description of
football players’ transfer deals
Vocabulary M tions
Grammar Language of
diplomacy

Phrase bank Megotiating

= In company interviews
Units 17-19
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2 Work with a partner. Decide who's who in the following short negotiations. In
each case, you have just three minutes to reach a deal if you can. When you've finished
negotiating, compare your results with others in the class

Situation 1:
The favour

Negotiator A: You have been
working extremely hard lately,
doing a lot of overtime, and are
really looking forward to a relaxing
weekend at the beach with
friends. It's been raining for weeks,
but the forecast for Saturday is for
sunshine all day. You can't wait!

Negotiator B: You were
supposed to be doing some
overtime on Saturday morning
and then having a barbecue at
your house in the afternocon to
celebrate the installation of your
new swimming pool! But your
favourite grandmother has been
taken very ill and you'd really
like to fly out and visit her for the
weekend. Your boss has said it's
okay if you can find someone else
to do the overtime.

I"d q..l.l'_'li .u

4

2.49-2,51 Listen to three business people sharing their views on how to negotiate
and answer the questions below.

Situation 2:
The unwanted gift

Negotiator A: You bought a
digital camera for a friend's
birthday last week, but, rather
embarrassingly, someone else
gave them a much better one!
Take it back to the department
store where you bought it and
ask for your money back, so you
can buy them something else.
Unfortunately, you can't find the
receipt, but you still have the box
which clearly has the store's price
label on it.

Negotiator B: You are the
manager of the camera
department at a large department
store. It's company policy not to
give refunds on returned products,
but you do give gift vouchers to
the value of the returned goods,
which can be used throughout the
store, provided the customer has
their receipt. At the moment your
store has a massive sale on.

Compare sentences with other people in the class.

have lunch

agree ona ])I'O(E‘dll]'{"

bargain

close

create rapport

set out proposals
agree terms
celebrate

listen and take notes

make counter-proposals

I

LI

Situation 3:
The mobile phone

Negotiator A: You are the parent
of a seven-year-old who has
been asking you for months to
buy them a mobile phone so they
can talk to and SMS their friends.
You think they are a bit young to
have their own phone, and have
heard all sorts of stories about
children spending a fortune on
calls and buying expensive music
downloads. Try to dissuade them.

Negotiator B: You are a seven-
year-old child but very intelligent
for your age! All your friends at
school have mobile phones and
you'd like one too. You know
your parents are not keen on the
idea. But SMS messages are very
cheap and having a phone is a
very good security measure for
kids. Try to persuade your father/
mother that it's a good investment.

3 Complete the following sentence in not more than five words: ‘A good negotiator ...".

a Put the following stages in a negotiation into the order Speaker 1 mentions them.
pirly

Speaker 2 refers to the following acronyms. What do they mean?

OP

TP WAP EBP

BATNA

According to Speaker 3, why doesn’t ‘win-win’ usually work?

Complete the five pieces of advice Speaker 3 offers.

Ask

N & W kN -~

Don't agree to an
Don't make any co—

Don't gi

Don't get pe__ —

lots of qu
in to pr

until you've discussed ev

without asking for something in re
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Directness

1 Read the joke. Is there a lesson to be learned from it?

Two priests were so addicted to smoking that they
desperately needed to puff on cigarettes even while they
prayed. Both developed guilty consciences and decided to
ask their superior for permission to smoke.

The first asked if it was okay to smoke while he was praying.
Permission was denied. The second priest asked if he was
allowed to pray while he was smoking. His superior found his
dedication admirable and immediately granted his request.

2 How direct you want to be in a negotiation is a matter of both cultural background and
personal choice. On which side of the line below would you place people from your own
culture? How about you personally?

prefer the diplomatic approach < > prefer straight talking

3 Find someone in your group who put themselves on the other side of the line from
you. Try to persuade each other that your side is better.

4 The following thoughts passed through the minds of two negotiators during a
negotiation. Use the words and phrases in brackets to reproduce what they actually said.
a That's impossible.

(unfortunately / would not / possible) . =

b We can't go higher than seven per cent.

(would find / quite difficult) _ S S _

¢ We won't accept less than $5 a unit.

(afraid / not in a position / this stage) I === ==

d You'll have to pay more if you want that.

(may / slightly) i = =
e We need a commitment from you now.

{(would / some kind) - — = =
f We should spend more time looking for a compromise here.

(shouldn't/little?) : - e= = ==

g [t would be a good idea to agree on a price before we go any further.

{(wouldn't / better?) _ — — —_ e =

h We hoped you'd pay a deposit today.

{were hoping / able) = — =

i It will be difficult to get my boss to agree to this.

{might not / very easy) _ — -

j That’s as far as we can go.

(think / about / the moment) = - — — B

5 What do the negotiators do to make their statements more diplomatic? Do you prefer
the direct or diplomatic versions?
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The language of negotiations

1@ 2.52 Listen to an extract from a negotiation and

complete the notes.

2 Work with a partner. Use the notes you took in 1 to
prepare to continue the negotiation. When you're ready,
see if you can reach an agreement!

3 @ 253 Listento another negotiation extract and

complete the notes.

4 po you think you've just listened to a win-win

negotiation?

Mammoth Construction plc

Schurnomin Tender

Our orignol bid. 7 8m euros

Clievdt counter-offer. _______ euros

Project 4o be completed within

Piant to be operational by

Our revised bid

—_— eyrts n advonee
euros mid-condroct

— Buwr0s On compietion

TOTAL. ____  ewwos

Seredule overvun penaity.

— Buros per wee

Smart Move FIG The communication skills @wce}:r’i;ts

Telesdes training ( 2-day seminar)

No. semindrs: —over ___ month
period
No. trdimers:
1o be dpproved
M=, no. partiCipdrts per semindr.
Fol f@e: L
ERsgmotie——— —  Wof.

Findl t@e £
% nonretonddble deposit =L

5 You heard most of the following expressions in the negotiations you just listened to,
but some letters are missing from the final words. When you have completed them, the
letters down the middle spell out some good advice for a negotiator.

a Perhaps we should begin by outlining our initial ...
b Canlmakea..

¢ What if we offered you an ...

d Let me get this quite ...

e  Would you be willing to accepta ...

f I'm afraid this doesn't really solve our ...

g€ We may be in a position to revise our ...

h Ithink that's about as far as we can go at this ...

i

Are these terms broadly ...

j Let me just check [ understand you ...
k I'm afraid we could only accept this on one ...
| What sort of figure are we talking ...

m Could you give us an idea of what you're looking ...

What sort of timescale are we looking ...

We'd like to see some movement on ...

Can we just run through the main points once ...
At the moment, we do not see this as a viable ...

We seem to be nearing ...

®w T o W 9 3

Well, that's it. I think we've earned ourselves a ...
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BUSINESS COMMUNICATION

The transfer

1 Footballers are today’s rock stars and some of the most spectacular negotiations lead to

multimillion dollar packages for the world's top players. Match the collocations below and
read the article.

a current market industry d stock market coverage g blue-chip brand
b corporate value e media outlets h sponsorship deal
¢ money-making image f merchandising flotation i strong company

A recent news report tells the story of an from the players’ badges in 2000 in an ‘It’s an oil well, says Manchester United's
anthropologist who discovered alost tribe  effort to strengthen corporate image. With former head of merchandising. He should
in the Amazon. Their way of life had hardly  successful London and New York stock know. The team’s megastare at Old Trafford,
changed since the Stone Age and they market flotations in 1991 and 2012,anda  which stocks 1,500 different items, is

had never seen a car or met a foreigner. current market value of over $2.3 billion, constantly packed, and merchandising
What shocked her most about the natives, Manchester United is as much a triumph of  outlets as far away as Singapore, Hong
however, was not their strange social the media as of great soccer. Kong and Sydney attract thousands of

fans who couldn't even tell you where
Manchester is on a map. ‘United look

and behave very much like a traditional
business from a corporate point of view,
says financial analyst Nigel Hawkins. They
have a strong brand and they have worked

customs or mysterious religious rituals, but
the fact that several of them were wearing
Manchester United football shirts!

Since 1993, the club has won — to date -
twelve League titles, four League Cups,
eleven FA Cups, one UEFA Cup Winners'
Whether or not that report is true, what is Cup, two UEFA Champions’ League Cups,
certain is that Manchester United stopped one UEFA Super Cup, one Intercontinental

being just a famous football team several Cup and one FIFA™ Club World Cup. But SR e g

years ago and became a highly successful it was the media coverage of the 1990 to maximize it by bringing in good people.

multinational corporation. The words World Cup and the arrival of SkyTV in 1993 They certainly have. One sponsorship deal

‘football and ‘club’ were officially dropped that really transformed the game into alone - with Vodafone - netted Manchester
the money-making industry it is today. £36 million and American insurance group
“Top clubs have grown on the back of AIG just paid £56.5 million for a similar

television contracts, says Richard Baldwin  four-year deal. What'sin it for the sponsors?
of accountants Deloitte & Touche. Teams Clearly, the glamour and glory of being part
like Bayern Munich, Arsenal, Real Madrid of the ManU legend. And let’s face it, not
and AC Milan turn profits many blue-chip even Vodafone has its logo in the

companies would envy. Amazon rainforest!
#
L

R
- | P =

2 With a partner, choose a word or phrase from each of the five paragraphs of the article
to write a paragraph heading. Compare choices with the rest of your class.

-

O
Vodafon:

- b

3 Do you support a football team? Find someone who doesn’t and try to persuade them
to go to a match with you.

4 7 254 You are going to work in two teams to negotiate an international transfer

In company interviews !
Units 17-19 deal. First, listen to a brief description of how such deals are put together and take notes.

When you're ready, Team 1 see page 134. Team 2 see page 138.
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19 Negotiating

Negotiations

Conducting negotiations

1 Complete the collocations by writing the nouns and
noun phrases in the right-hand boxes. They are all things
you might do during a negotiation.

abreakthrough  a deadlock
pressure  terms  time out

options

reach
break

(a) fegotiste.

53

(d)

look for (e

(b) ‘apply

giveinto
call fc)
take

generate (f)
weigh up

Sales negotiations

2 The following things were said in a sales negotiation.
Who do you think probably said them ~ the buyer, the
seller or could it be either? Write B, S or E.

What kind of a guarantee can you give us? ]
Would that be a regular order? | |

Is that your best price? [ |

There are no hidden extras. D

I'm afraid it’s not really what we're looking for. F |
Would you like to have the product on a trial basis? | |
What sort of quantity were you thinking of? :
How flexible can you be on delivery times? E

I'd like to think it over. | |

¥ - 1
I can’t be any fairer than that.

FMm o o0 oo

What immediate benefits could we expect to see? []

— = fmms

Supposing we were to offer you deferred payment? u
We'll match any price you've been quoted. |J

What sort of discount could you offer us on that? L
Could we rely on you to meet all our deadlines? | |

m
n
0
P Now, we'll just need to sort out one or two details. j_ |
q So, if you'd just like to sign here. :

3

‘The following collocations all appeared in the
negotiation in 2. Try to find the other half of each one in
under 90 seconds!

a aregular 2 g€ quotea__
b —benefits h extras
¢ offer > i deferred
d _a guarantee j _ the details
e delivery. = k matcha -
f deadlines | a _ basis
19 NEGOTIATING
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Language of diplomacy

Your choice of language can have a |1nn'c:'r'||| effect on the
outcome of a nevotiation. € ompare the following:

W refeci

-t your gffer. = Im afraid at this point we wonld be

wnable to accept your offer.

The use of softeners (L' .-'.’-'ra'.'eip.'. restrictive porases \a/ this
point), modal verbs (would) and rephrased negatives (unable
t aran ] 5e

aecepl) 1 r]'.r ~cc-un|. sentence ;!I.l|-::' '.El;' :'<'i|,'\'l'1rr|] \L|L|,1|||,

more acceptable.

Look at the ru|||m"m.;,-| ways .5,‘-1|:,Lki|"|;_l what vou sav in a
negot iation more .,iiE1]| matic:
1 .‘cltlil'.ll‘j: awauld, cauld, » 1y, n'_-'."_;i.l!'t-"

P

* Thisisa = 1his wounld be a problem

proiem,

o Of course, theres a r.".-"f.-r-'r:'(.u.'.".a\;g' io this, » Qf'. ourse, there
could be a disadvantage to this,

In both examples above, the speaker sounds less direct,
but in the first example, the basic message doesn’t change.
This would be a problem still means it is a problem! But it
sounds better,

2 Q_u:\l ifiers:

* There may be a deflay.

- J.-- »ar iy mnr { ooy iy
llh f -"""l.".- ol T
HWE're rather disappoin

Qualifiers soften the impac

actually change it

e

Rephrased negatives 1: nor very, totally, completely +
I 3 ] ;

positive adjective

 We're unkappy w
fi;i‘,'ll,h_r Wi

ith this arrangenent. = We're not very

« 'm uncenvin
{ :“.]“,'-" |‘”‘-‘5'-"-‘-‘ c 11~l_i¢'~'35\="- makes you sound more Ehhiti\'t'
even when you use them in the negative!
4 Rt"p]ll".hc{l negatives 2: unable, not able, not in a

T

] G

i

* Wecan't go any Bigher than 7%, > We're unable to o0 any

¢ A

e won!t dccept anytbing e

sy, = We're mot in a position to

[\ to avoid using cax and 'H'u'_\ make Yyou x.u,:;.,|

3 8 ;
poweriess :1:1(1 oDstructve.

i

Negative question forms: o/ £, wenldn't

Vel ... ¢ et

= Shouldn’t we be

e should be workin GEELReT

king together on fhis?

isk, = ”E.If.u"d.!;}‘_rr,a.fr e

Negative question forms are incredibly powerful in
negotiations, Questions sound more tentative than
statements and also mi e ETL':*-CI.L;L".il e, U:-.;_- [hu,':'n to make

. 1 . 3
SugEeshons and give warnings,



The use of comparatives makes what vou say sound more

negotiable.

Softeners: unfortunately, Fm a

ners at the beginning of a state

news. With respect is a particularly

Restrictive |'nhr-.l.~:i:ﬁ: ai the moment, at this stage, sa far, e1c

e Thats cur position. = Thats enr

o [don't think

uurther at this stage.

W Can tf; any Juriier, i

Using a restrictive phrase does not exclude the possibiliry
of uture movement.
The passive: it was s A ], et

|’._1 avoidi

and He ¢4

et our needs. = Unfortunately, this doesnit
¢ understand. = With respect, you dant

-I_"I..I! bad

pasition af the moment.

sign. = It was understood you

terms. = It was

10 The -ing form: we

for o W aimed i = Ve were aiming

to reach agreement by today.
ement "-']' rlr

wrice. = We bad

ad hoped 1o 588 some matemeni cr

been hoping to sec seme movement on

Using the Past Continuous i\-;'r:l.-. your options open —

and still are. The

you were aiming to reach agreement

le more —
\i [ (4] j'.lll'l".'

Study the information above and make the direct remarks

below more diplomatic using the words in brackets to

help you.

a Thisis too expensive. (unfortunately / would)

b We're not interested in your economy model. (would /
less)

¢ It will be difficult to sell the idea to my boss.
(unfortunately / may / very easy)

d We should be near a decision by now. (shouldn't / a bit

: nearer?)

e We can't pay straight away. (afraid / might not / able)

f [ won't make any promises. (not / position / this stage)}

g This is difficult for us to accept. (would / a little / the
moment)

h You said you wanted immediate delivery. (understood)

i We hoped you would provide after-sales service. (honest /
hoping)

j Our discussions have been unproductive. (not very /
so far)

k A fixed interest rate would be a good idea. (wouldn't /
better?)

| We had aimed to get further than this this morning,
(aiming / slightly)

Phrase bank: Negotiating

Complete the six stages of a negotiation (a-f) with the verbs in the box.

Then match each to two things you might say.

agree check create enter put work
a rapport 1
2
b a procedure 3
4
- L - forward proposals 5
6
d the facts 7
8
e the bargaining phase 9
10
f out the details 11
12

a[J0] o [J0J ¢ d

So what you're saying is this ...

Thank you all for coming.

We'd like to see some movement on price.

Great, I think that’s everything.

I'm afraid we could only accept this on one condition,
Perhaps we could begin by outlining our initial position.
Okay, let’s just tie up a few loose ends.

What we're looking for here is this ...

Would you like to set out your requirements first?
Ideally, we'd like to see ...

We're looking forward to a productive meeting.

Let me just check | understand you correctly.

s 01 eIl
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Learning objectives:
Unit 20

People skills Doz and don'ts of
being assertive; Roleplay: Being
assertive

Reading Hofstede's power
distance

Listening Asserting yourself

Austria (11)
Small Power <=—
Distance

122 20 ASSERTIVENESS

Assertiveness

1 Do you know anyone like the man in the cartoon? -
Why is it that some people get walked all over at work, ( }i

&
while others seem to get their own way? % %T‘— ‘\' )\

g

2 Complete the situations with the words in the box.
Have you ever been in similar situations? How did you
react? f/

down(x2) in(x2) off on(x2) under

“You must assert

a Yourbossshoots __ your great idea at yourself more.”
a meeting and moves straight _____ to the
next item on the agenda without giving you a chance to elaborate.

b _ pressure to meet a deadline, you find the rest of your team are letting
you_— by not doing their share of the work.

¢ In the staff canteen, a group of peoplepush —____ front of you

the queue - again!

d Youreaskedtotake —__ alot of extra work and are often expected to stay
late at the office to finish urgent business - even if it disrupts your
social life,

3 Read the short article below. What does the author say about assertiveness and
culture? Do you agree?

Power Distance

How much does the freedom to assert yourself depend on the culture you

work within? A great deal, according to intercultural expert Geert Hofstede. In
his landmark book Culture'’s Conseguences, Hofstede talks about what he calls
‘power distance’ in different countries. Power distance, he explains, measures the
willingness of less powerful members of an organization to accept the unequal
distribution of power. So a large power distance score means a lot of inequality
is accepted and subordinates generally follow directives without question. And

a small score means subordinates feel freer to query directives and take the
initiative. Scores vary a lot from country to country. But not all companies are
typical of their national culture. Multinationals, for example, tend to reflect the
culture of the parent company rather than those of the countries they are located
in, creating all kinds of intercultural problems in the process.

4 Where would you place these countries on Hofstede's Power Distance scale? How
about your own a) country and b) company? Check your answers on page 127.

Argentina Germany Japan New Zealand UAE USA

(35) (49 France (68) Malaysia (104)
— e — > Large Power
Distance
(22) (40 (54) —_— (B0}



THE BULLDOZER
gressive

D

Communication styles can be divided into four basic types. With a partner, match the

character traits to the type you think they describe. The first one has been done for you.

is open and honest _ | stands fum uses sarcasm

avoids conflict at all costs D gives in too easily D hides their true feelings
uses emotional blackmail I:' plays the victim | | disregards your feelings
loses their cool
keeps their cool

pulls rank [ ] tries to get you on their side
is respectful D shows empathy

L]
OO0

6 What are the pros and cons of each communication style? Is your own style different

when speaking English?

7 & 255-2.57 Listen to three versions of the same conversation and answer the

questions.

Version 1

a2 What communication styles from 5 are the speakers using? Give some examples of
their behaviour.

b How good a listener is Carmen? Does she at any point sympathize with Lars's position?

¢ Lars uses the words sorry and but quite a lot. What effect does this have?

d Carmen uses verbs of obligation (should, have to) to pressure Lars. How effective
is this?

Version 2

a2 What communication styles are the speakers using? Give some examples of their
behaviour.

b Which of the following tactics does Carmen use: flattery, bullying, blackmail?
Do they work?

¢ Lars is quite sarcastic at times and makes some sweeping generalizations. How helpful
is this?

d How successful is the outcome of the conversation?

Version 3

a What communication styles are the speakers using? Give some examples of their
behaviour.

b Can you remember any expressions the speakers used to show empathy and
understanding?

¢ Carmen uses specific I-statements to describe her feelings (I'd really like; I would prefer
it; Naturally, I'm disappointed) and Lars politely repeats his objection. How effective is
this?

d How successful is the outcome of the conversation?

8 Using what you've learned from the conversations you listened to, divide the following

advice on being assertive into Dos and Don'ts by deleting where applicable:

a Do/ Don't say Yes, but ...

b Do/ Don't say Yes, and ...

¢ Do/ Don't be specific about what you want.

d Do/ Don't apologize by saying things like Look, I'm sorry, but ...

e Do/ Don't generalize by saying things like You always ... or You never ...

f Do/ Don't accept any valid criticisms in principle, but stand your ground.

g Do/ Don't reflect what the other person is saying using expressions like It sounds like
POUu ...

h Do/ Don't use a lot of I-statements such as I'm not happy about ..., I'm disappointed that
... or When you ..., I feel ...

i Do/ Don't say You should ... or You have to ...

i Do/ Don't say I'd preferitifyou ...

k Do/ Don't empathize using expressions like [ appreciate that you're ...

| Do/ Don't validate your relationship with the other person by saying things like I think
we both need to ...

9 Work with a partner to practise being assertive in different situations. Speaker A see

page 131, Speaker B see page 136.
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The difficult customer

MANAGEMENT
SCENARIO

Learning objectives:
Management

Scenario E

Business communication skills
Handling difficult customers;
Understanding interest-based
negotiations; Roleplay: Dealing
with difficult demands
Fteading Uncovering interests
in negotiations

t= In company in action

E1: A failed negotiation;

EZ: A successful negotiation

1 Heather Sherwood, sales representative for FIS, received this email from her manager,
Anton Vega. Read the email and answer the questions.

a8 Do you think Louis Lagrange is Heather’s ‘favourite client’? Why? / Why not?
What is the KKM bid? Why is it important to FIS right now?
Why has Anton chosen Heather to negotiate with Lagrange?
What instructions does Anton give Heather? What problems does he foresee?

o a0 o

Why has he cc’'d Alan into the email? Could he have another motive for wanting him at
the meeting?

To: h.sherwood@fis.com
Cc: a.sugarman@fis.com

Hi Heather

Got a call from your favourite client this morning — Louis Lagrange! Seems KKM
are inviting bids for their new management information system and he'd like FIS

to join the bidding. Now | know what you think about Louis, but this would be a
major contract for us. I've attached a list of KKM'’s basic requirements. You're more
familiar with their business than anyone else here, so I'd like you to put together a
preliminary proposal and then fix an appointment with Louis to negotiate the details
sometime next week.

As | say, winning this order would really help our cash flow this quarter, so be
prepared to be flexible on price - I'll leave that to your judgement. Just make sure
you give our technical department enough time to do the job. For something of this
scale, I'd say we'd need a lead time of at least 6-8 weeks. We both know how Louis
likes to push for fast delivery, so please be firm on that.

BTW I'm ce'ing Alan on this in case you want to take him along to the meeting -
strength in numbers!

Anton
N r

2 Write Heather's reply to Anton - accept the assignment, thank him for his advice and
reassure him that you can deal with Lagrange without Alan’s assistance.

In compan
in acﬂm{ 3 Watch video E1 to see the meeting between Heather and Louis Lagrange the following

week. Then discuss the comments below with a partner. Which, if any, do you agree with?

a Lagrange’s demand was perfectly reasonable. Heather should have been more flexible.

b Lagrange was overly aggressive and probably bluffing. Heather should have called his
bluff and walked away from the negotiating table.

¢ Lagrange and Heather should have offered to meet each other halfway.

d Heather missed an opportumity to find a creative solution to the problem.
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MANAGEMENT SCENARIO

4 Read the article on interest-based negotiation and complete the summary that follows.

Uncovering Interests in Negotiations

The biggest mistake inexperienced negotiators
make is to think that negotiation is all about
getting what you want. But it isn't. It's about
satislying each other’s interests. What do we mean
by this? Well, the term negotiators use to describe
wants is ‘positions’. So when I tell you that | want
a 12% discount. that's my position. And when you
tell me that you don't want to give me a discount,
that's yvour position. Of course, by taking up
positions like this, we usually end up settling

for a compromise - say, a 6% discount. halfway
between zero and twelve. But a compromise is an
agreement that satislies nobody!

To avoid this outcome, good negotiators instead
iry to find out what interests lie behind their

SUMMARY

a In anegotiation, pesitions are what you ————
are why you =
b Taking up positions often le

adstoa

counierpart’s position - in other words, the
reason they want what they want. And to do this,
they ask a lot of questions. In fact, according to
leading negotiation training company Huthwaite
International, good negotiators ask twice as many
guestions as average ones. And of all the questions
good negotiators ask. the most valuable is "Why?'
For example, ‘'Why can't you ofler me a discount?
Ask that question and you may discover that your
counterpart is only authorized to offer discounts
to regular customers - so already you can sec¢ a
possible solution to vour problem. And a solution,
unlike a compromise, is an agreement that
salisfies bolh parties.

__, whereas interests

, which

¢ Uncovering interests, on the other hand, can lead to finding a

d The best way to uncover interests is to -

ask

which

- good negotiators
as many as

e On hearing your counterpart’s position in a negotiation, the most important

to askis: e = ?

5 If Heather had read the article you've just read, how do you think she might have
handled the negotiation with Lagrange differently?

In company ‘E q
in action

6 Now watch video E2 to see how the negotiation might have gone if Heather had taken

the advice in 4 and answer the questions.

a [s Lagrange’s initial approach any different this time?

b What does Heather do differently?

¢ How is Heather able to satisfy Lagrange’s main interests?
d

Before agreeing to consider Heather's offer on the lead time, what concession does
Lagrange ask for? Does he get it?

7 Work with a partner to practise dealing with difficult demands.

Speaker A: Turn to page 135.
Speaker B: Turn to page 141.

8 Now evaluate your performance using the feedback form on page 138.
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Additional material 08 influence

(p51, ex8)
" Speaker A
01 Making contacts Situation 1 (})
Conference advice Ips, EK5] You run an indgstrial design company and urgently need
one of your designers, Speaker B, to check a product
Speaker A design brief for a deluxe espresso coffee maker which is
three weeks behind schedule. Although this brief was
One way to stand out at conferences, even if you're a bit not originally their responsibility, the person whose
shy, is to wear one subtle but interesting thing. It could be responsibility it was has left the company suddenly, all
an unusual tie, watch or piece of jewellery, or just a flower your other designers are busy with other projects and
in your lapel. You'll be surprised how many people comment the client who sent the brief (a big kitchen appliance
on it and it's a great way to start a conversation! Don't be manufacturer) needs a preliminary design plan by next
afraid to hand out your business cards. | always run out Friday at the latest. This is a new client who could become
by the second day. So take plenty! Eat in the conference an important customer in the future. You start: Could I ask
centre. Don't be put off by long lunch queues - they're a you to take a look at this design brief?
great place to meet people. As for which presentations you Situation 2 (=)

should attend, the best way to make sure you're keeping
up with the latest trends is by going to all the big talks by

You work for a construction company in London and

. were supposed to be entertaining a group of Japanese
the industry leaders. Find out who the stars (and bores) are clients from the Shimamura Company. The plan was that

before 1-‘“'""‘.'I go. BTW, dn_n't be embarrassed about walk"}g you'd meet them at the airport on Saturday afternoon,
out p! boring presentations halfway thrc-tljgh. Yu.ur boss isn't take them out to dinner and then on to the West End
paying you to waste your time. Hate to disappoint you, but show Chicago, which they expressed an interest in seeing.
80% of the talks will be BORING. Don’t be tempted to do the
tourist stuff. You don't have time. You can always go back
there on holiday. And avoid the hotel bar in the evenings.
Find a nice quiet place to relax at the end of what will feel
like very long days. Oh, and don't forget to pack comfortable
shoes — you're going to do a lot of walking! Hope this is B, comes over to you at the coffee machine, ask them if
some help. Good luck! they'll stand in for you. They've done this before and enjoy
Posted by Angelina Wasserman at 4.23 pm on 4 October the social side of business more than you do, anyway. You
start: Oh, hi. Could I ask you a favour?

Situation 3 (T)

You'd then be available to show them around London on
Sunday if they wanted before the meeting at your offices
on Monday. However, you'd forgotten you are due to give
a speech at a conference in Paris on Saturday, so there’s
no way you can make it. When your colleague, Speaker

i You run the marketing department of a small automotive
03 Keeplng traCR engineering company based in Stuttgart. When your
World recorl:ls qt.IiZ answers (p23, BX?] previous boss was in charge, you used to attend the
a Exxon Mohil g the Banca Monte dei international trade fair every year. However, your current
b the Nokia 1100 Paschi di Siena boss, Speaker B - who's‘very keen to cut cnstsl —lput a stop
¢ the Toyota Corolla h  the electric light bulb to %hat three years ago. This Y‘E?ff- 'fl.wT tr:ade fair is going to
& e i Ireland be in Moscow and you really Ithmk it's time you made an
2 appearance. All your competitors attend and, if you don't
e Google J Sweden go, you will again be noticeable by your absence. You read
f  Louis Vuitton k Liechtenstein an independently commissioned report recently which
I 1,400 years clearly shows that, on average, attendees see 15% more
business in the 24 months following attendance - and
small companies like yours seem to benefit the most. You
H H fixed an appointment to speak to your boss about this
scenarlo B Meeltlngs on and give them a copy of the report. You start: Thanks for
the go agreeing to see me.

(p53, ex9)

Work with a partner. Using all the information you
gathered watching the previous conversations, hold
the conversation Alan might now have with Heather,
following his talk with Anton. You can play the two
characters as yourselves (Alan/Alana, Heather/Heath)
and feel free to employ your own strategies to reach

a successful outcome, but try not to change the basic
facts of the situation.
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04 Listening

(p27, ex9)
Speakers A and B

1 Prepare to talk about two of the topics below (or you can
change the topics to ones you prefer).

The things | like best about my job.

My long- and short-term career plans.

A problem I'm currently having at work.

Some things I'd like to change about my job.

A place I've always wanted to visit.

Something I've always wanted to try.

A person who had a great influence on me.

A personal experience which had a great influence on me.
2 With a partner, alternate the conversation topics, speaking
for 1-2 minutes on each. The listener should encourage the

speaker and ask for any necessary clarification as they speak,
but not make any judgements or comments of their own.

3 When all four topics have been spoken about, both speakers
should alternately try to recall and summarize what the

other said on each of their topics, asking further questions if
necessary. Speakers should confirm or correct the listeners’

summaries and elaborate further on their topic if asked to do so.

4 Do the activity again if you like, using the other topics or
two new ones of your own.

Scenario A The networking
event
(p29, ex9)

FEEDBACK (Self-evaluation)

Making contacts

1 Did you make any useful contacts at the event?
Yes / No / Almost
If so, who did you meet and what arrangements (if
any) did you make? ___

2 Do you think you made the most of the opportunities
you had? Why / Why not?

Maximizing your time

1 In general, how well did you deal with unproductive
conversations? Well / OK / Badly

2 Who were the most difficult people to deal with?

3 What would you do differently if you had another
chance?

20 Assertiveness (p122, ex4)
Austria (11) Germany (35)

Small Power ==

Argentina (49)
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03 Keeping track

Sorry? (p21, ex3)

Speaker A

1 Read out Part 1 of the article below to your partner.

When you read the information in bold, cough so they
cannot hear!

Your partner should ask you for the exact information
they missed. If not, keep reading!

If your partner just says ‘Sorry?', reply ‘Sorry what?'

A TALE OF TWO
BROTHERS (PART 1)

Adidas and Puma are the second and third
biggest sportswear manufacturers in the world.
They're also two of the most profitable and
globally recognized brands. But they might
never have existed at all if the two brothers
who founded them hadn’t had a disagreement
that lasted over 30 years!

Originally, Adi and Rudi Dassler were partners
in the Dassler Brothers Shoe Factory in the
small German town of Herzogenaurach. By
the 1930s. they were already very successful
and Dassler running shoes were worn by Jesse
Owens, by far the greatest athlete of his day,
when he famously won four gold medals at the
1936 Olympics.

Nobody really knows what caused the
disagreement between Adi and Rudi, but their
relationship steadily grew worse and worse over
the years. And in 1947, they finally split up
and built their own factories on opposite sides
of the river. Adi Dassler called his company
Adidas and Rudi called his Ruda, but later
changed the name to Puma.,

Competition between Adidas and Puma
eventually became so aggressive that workers
from one factory weren't allowed to mix with
those from the other. But this was a great deal
more than just professional rivalry. Even shops
and bars would refuse to serve you if you

were from the wrong side of the river. In fact,
employees of the two companies were divided
on almost everything - from politics to religion!

2 Now listen to your partner reading out Part 2 of
the article. Ask them to clarify anything you don't
understand. When you're clear about what the
information is, write it down in full. Check each point
you clarified with your partner at the end.

France (68)  Malaysia (104)

Distance New Zealand (22)  USA (40)

Large Power

Japan (54) UAE (80) Distance
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Scenario A The n etworking Work with a partner and decide where the event is being

held. When you're ready, practise three or four short
B‘Ueﬂt conversations with your partner. Take turns to be Speaker
[ng exa} A. Make sure you have at least one productive conversation!
L

Speaker A: Youarea g{)ud networker who listens well
and follows all the networking rules in the article you
read earlier. Choose one of the following aims for your

You're going to practise making business contacts at a
networking event. First, write a short profile of yourself in
the form below. You can choose to represent FIS, use your

own personal information or invent a new character for conversation:
yourself. a Try to get Speaker B to agree to a business lunch with
your C1O.
Name: b Try to fix an appointment with Speaker B's sales
director.

Company:

¢ Try to convince Speaker B to make your company their
new supplier.

Details (years in business, top products and/or Check your partner’s profile and start the conversation

services, major clients, plans, etc): using the following:

Business activity:

Excuse me? Are you (name) from (company)?
Your job: Speaker B: You are one of the following;

a A good networker (You listen well and follow all the

Type of contacts you hope to make: : ; ;
networking rules in the article you read earlier.)

b A time waster (You ask lots of questions, look
You need to make sure you have a business card to give interested, but are reluctant to agree to anything or fix
out; complete the card below: an appointment to speak later.)
¢ Anautobiographer (You talk a lot about yourself and
your company and try to impress Speaker A but ignore
most of what they say; you may be prepared to talk
business after you've delivered your ‘autobiography’.)
d An escape artist (You aren't rude, but introduce
Speaker A to someone else as quickly as possible so
that you can make your escape!)
e A hard seller (You do your best to sell something to
Speaker A —a product, a service, even yourself asa
prospective employee or consultant; cut the small talk
and get straight to business!)

Scenario D Tricky conversations 07 Making decisions

(p101, ex8) (P43, ex2)
Whether you wrote yes or no is unimportant.

FEEDBACK (Self-evaluation) If you wrote it depends to five or more questions,

1 Did you get what you wanted out of the conversation? you are a reflective decision-maker. You like to take
If not, why not? your time thinking things through before coming to

2 How would you describe the general tone of the a final decision. In some jobs, this is a good strategy.
conversation? But in a world of rapid change be careful you don't

aggressive awkward neutral constructive friendly take too long to make up your mind!

3 Did you play the ‘blame game'? If you wrote it depends to two or fewer questions, you
If so, who got the blame forwhat? are a reflexive decision-maker. You'd rather think fast

4 Did you focus sufficiently on finding a solution to the and make the wrong decision occasionally than take
problem? so long to decide you miss an opportunity. This can

5 Did you keep your feelings under control? Give a few be a vital skill for a manager. Just make sure you're
positive and/or negative examples. — right more often than you're wrong!

6 Did you keep your self-respect or did you feel If you wrote it depends to three or four questions,
personally under attack at any point? you are a balanced decision-maker. You don't waste
Give a couple of examples. time agonizing over simple decisions, but you don't

7 It you could have the conversation again, is there rush decisions that have serious implications either.
anything you'd do differently? If so, what? You seem to be in control of both your head and your

heart. But are you s0 in control you never take a risk?
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08 Influence

(p51, ex8)

Speaker B

Situation 1 (1)

You are a designer for an industrial design company

and Speaker A is your boss. As this is your first job since
changing careers from engineering to product design, you've
had a lot to learn and been kept very busy. On the other
hand, you haven't had the in-service training you were
promised when you joined the company (three months

day release at the local technical college) and, so far, you've
only been working on food mixers and electric toasters. You
were hoping for something more glamorous such as tablet
computers and mobile phones! Speaker A will start.
Situation 2 (=)

You work for a construction company in London and,

after a particularly hard week, are really looking forward

to the weekend. Your plans for Saturday include dinner
with friends at a restaurant followed by the West End

show Chicage. Then on Sunday, you're watching your son
play football for his local Boy Scouts’ club team. You were
thinking of inviting your friend and colleague Speaker A to
join you on Saturday evening, but then you remembered
they're giving a conference presentation in Paris. You see
them standing by the coffee machine and decide to go over
and wish them luck. Speaker A will start.

Situation 3 ()

You are the managing director of a small automotive
engineering company based in Stuttgart. When you took
over from your predecessor three years ago, you quickly
realized that the company was wasting a lot of money

on marketing trips, and so you cut back on unnecessary
foreign travel and attendance at conferences. You know
your marketing manager, Speaker A, is not happy about
this. You also know that mest, if not all, of your competitors
usually attend at least the bigger international conferences.
But you have never let yourself be very influenced by the
competition and you're not convinced that small companies
like yours can make much of an impact at conferences.
Although you don't really want to discuss the issue again,
your marketing manager has requested another meeting
about it. Speaker A will start.

09 Small talk

Cultural sensitivity test (p54, ex2)

Speaker A

Work with a partner. You have two intercultural dilemmas
and your partner has two different ones. Take turns to
describe the dilemmas to each other and discuss what
you'd do in each situation. Do you agree on what you
should do? Is that what you'd both really do?

Dilemma 1: You meet a Spanish business contact you
haven't seen for ages who wants Lo stop and chat, but
you're running late for an appointment. Do you stay or do
you make your excuses and go?

Dilemma 3: A British salesman is giving you a
demonstration of a new office product. He seems to like
telling a lot of jokes. Do you join in the joke-telling or wait
until he gets to the point?

For comments on your answers, see page 140,

ADDITIONAL MATERIAL

12 Impact
(p75,ex9)

An elevator pitch is a short presentation of a new product,
service or idea which you could give in the time it takes

to ride the elevator from reception to the CEO's office 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
skyscraper and have a problem keeping things brief!

With your partner, prepare a 2-3 minute presentation to

persuade a venture capitalist to fund an idea for a mobile

phone or tablet computer app.

EITHER come up with your own idea for a completely new

app. (The iPhone App Store alone currently has neatly a

million apps, so you'll need to do some research! Your app

can serve a real need or just be for fun - some of the most

popular apps are pretty bizarre!)

ORuse an existing app which you are familiar with.

Before your team present your elevator pitch, you'll need

to make sure you've:

® gotasolid N.A.B.C. structure - need, approach,
benefits, competitors.

® researched any existing competition and worked out
how your product surpasses it.

® decided who's going to speak about what - perhaps one
of you can concentrate on establishing professional
credibility, while the other aims to make an emotional
connection.

® incorporated some of the impact techniques you've
just studied relating to body language, voice, statistics,
stories and humour.

® produced two or three simple visuals (or props) if you
need them - and maybe just one 5.T.A.R. moment!

Be prepared to answer one or two questions at the end of

your pitch.

Some popular apps:

Siri Speak a command and Siri will call you a taxi, confirm

a flight or reserve a table for two at nine

Trapster Maps the location of speed cameras, road works

and other highway hazards

Fandango Lets you watch movie trailers, read reviews,

find a local cinema and book your seat

Shazam ‘Listens’ to any recorded music, and identifies the

song and artist for download

iMapMyRUN+ Keeps track of your daily jog: routes,

gradients, speed, calories burned

Flashlight Turns your iPhone's camera flash into a torch
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05 Business travel

The nightmare journey (p31)
Speaker A

Work with a partner. In each of the situations below, you
are a business traveller. Your partner is the other speaker.
06.00

Business traveller: You didn’t get your five o'clock alarm
call at your hotel this morning, so you overslept! Now
you've missed your taxi to the airport. Your plane leaves in
90 minutes and it’s at least half an hour to the airport. Go
and complain at the reception desk. Get them to book you
another taxi and telephone the airline to say you are on
your way. You start: What happened to my alarm cali?

06.15

Business traveller: Your taxi has finally arrived. Explain
that your plane leaves in an hour and a quarter, and that
you must be on it. If you miss the Zurich meeting at 11.00,
your boss is going to kill you! You thought about taking the
Underground, but you have a very heavy bag of product
samples to carry. You start: Heathrow airport. Terminal 5.
And please hurry!

07.00

Business traveller: By some miracle, you have arrived

at Heathrow! But your plane leaves in half an hour. You'll
have to run! You didn’t have time to change any money at
the hotel, so you only have three £50 notes and your credit
cards. Pay the taxi driver and go!

07.15

Business traveller: You are at check-in with your case

of product samples for the Zurich meeting and your hand
luggage. Fortunately, the hotel phoned the airline and
they were expecting you. Thank goodness you're travelling
business class!

07.30

Business traveller: After all the panic to get to the
airport, your British Airways flight is going to be delayed
for an hour and a half! You wanted to fly Swissair, but they
only had economy class seats left. Now there's nothing to
do but wait. Luckily, your meeting is three hours away, so
you can still just make it.

09.15

Business traveller: You managed to get a seat in
economy on the Swissair flight. You're scheduled to arrive
in Zurich in an hour, which gives you another 45 minutes
to get to your meeting. You might just do it! Suddenly,
you hear the following announcement: ‘Good morning,
ladies and gentlemen. This is your captain speaking. I'm
afraid I've just been notified that, due to bad weather over
Zurich, we've been diverted to Geneva. [ am very sorry
for the inconvenience this may cause, and will keep you
informed of any further changes to our schedule.’ You
must call Zurich! Ask a flight attendant if it's okay to use
your mobile. You start: Er, excuse me!
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06 Handling calls

Asking politely (p38, ex3)
Speaker A

Your partner is a colleague at the same level in the
company as you.

Call them (they always seem to be very busy!) and ask
them to do the following:

Call 1 Organize the itinerary for a visit by some Chinese
government officials next week (your partner is much
better at this kind of thing than you are).

Call 2 Email you a copy of the Warsaw report. (It's a week
late!)

Call 3 Get on to your IT department (the system’s down
on the whole of the first floor).

How often did you get your partner to do what you want?

You'll receive calls from your partner asking you to do
things for them. Respond according to how important
and/or urgent it is, and how busy you are.

Call 1 You're doing a cost breakdown for the Budapest
contract, but you can’t finish it until the Hungarians send
you more detailed figures.

Call 2 You keep calling your London office to check the
arrangements for the big presentation you and your
partner are giving next Friday, but can't get through.
Call 3 You're in the middle of a difficult meeting with a
group of union officials who are unhappy about working
conditions,

Scenario B Meetings on the go
(p53, ex10)

FEEDBACK (Self-evaluation)

Corridor Meetings

1 What was the outcome of your conversation?
How satisfied with it are you?

2 How constructive was your conversation?
constructive € > confrontational

3 Did you find yourself using any of the influence
strategies you've been studying?
flattery B appeal to fairness [ |
threat []  emotional pressure [ |
incentive 3

4 Which of the following adjectives best described
your behaviour?

ineffectual D

accommodating D
submissive | | aggressive []
authoritative D disrespectful |:]

5 Did you make any compromises or generate any
creative options? If so, what?

6 If you could have the conversation again, what (if
anything) would you do differently?

Opticnal: What part did status play in the
conversation you had?




13 Being heard
(p79, ex5)

The questionnaire shows what type of ‘animal’
you are in meetings. First, add up your total
number of points,
Agree = 0 points
Agree = 1 point

Disagree = 1 point

Disagree = 0 points
Agree = 1 point Disagree = () points
Agree = U points Disagree = 1 point
Agree = 0 points Disagree = 1 point
Agree = 1 point
Agree = 1 point

Agree = 1 point

Disagree = 0 points
Disagree = 0 points
Disagree = 0 points

Tm "o oo oW

14 Snail mail (ps7)

Could | see you a moment?
Speakers Aand B

Situation 1

Speaker A, you are the boss. Your
secretary, Speaker B, just gave you this
letter to sign. Point out the mistakes in it and tell him/her
how to rewrite it. Can you find at least 20 mistakes? Don't
sign anything until she/he writes it properly!

You don't need ...
That's spelled ...

ff =double f

Speaker B, defend yourself! You were in a rush when you
wrote the letter and can probably correct a lot of it without
your boss's help.

Speaker A starts: Could I see you a moment ...?

Dezember 3RD

Daer Mister Barghiel.

I'am writing to confirm our apointment on 7 Dec. Off
course, 1 have your adress, but I am wonder if yvou could

to send to me instruction on how to get to your office
for that 1 will be come by my car.

A lot of thanks. 1 very much am look forward to meet
you,

Yours faithlessly,

20 Assertiveness

(p123, ex 9)

Speaker A

Situation 1

You need to hold a one-hour emergency meeting with
your team this afternoon (you decide why), but forgot to
book the meeting room. When you go to book it at the
last minute, you see that Speaker B has it block-booked
for the whole afternoon - again! Go and see them in their
office to see if they'll free up an hour for you. You start the
conversation by knocking on their door and saying: Hi,
have you got a minute?

Situation 2

You run the Frankfurt office of your company. Your
assistant Yvette has been on secondment to the Shanghai

That should be ..., not ...
With an 's’ / without an 's’

ADDITIONAL MATERIAL

If you scored:
0-2 points You're a mouse at meetings - shy, quiet; you don’t like to

be the centre of attention. You make a very good listener,
but need to say what you really think more often.

3-4 points You're a fox at meetings - sly, patient; and sudden in your

attacks on other people’s points of view. You don't say
much, preferring to let others give you all the information
you need to destroy their arguments.

5-6 points You're a horse at meetings - enthusiastic and full of

energy; it takes a strong person to keep you under
control. You work very hard to get your ideas across, but
will sometimes do as you're told just to keep the peace.

7-8 points You're a bulldog at meetings - loud, proud and fond of

the sound of your own voice. People know you always
mean what you say, but you need to listen to what they're
saying a bit more often.

ABC = capital letters 7 = guestion mark
. = full stop/period

() = brackets

abc = lower case letters

, = comma

' = apostrophe

Mr, Ms, Dr = abbreviation

Situation 2

Repeat the previous activity. This time, Speaker B is the
boss and Speaker A is the secretary. Can you find at least
20 mistakes?

Speaker B starts: Could I see you a moment ...?

7th Mai
Dear Doc Jane Garland,

With referrance to vour order (ref NO. 606-1, I am
regretting informing you that the the DCS1 is currantly
out of stock May I suggest you consider to upgrade to
the DCS2? When you are interesting, | would be happy
o send you detales.

Letting me know if 1 can to be of any furthest help?

You're sincere,

office for the past two months. It was your idea that she
gain experience overseas, but in her absence your workload
has increased (you decide in what way) and, frankly, you
are now finding it difficult to cope. Fortunately, Yvette is
due back next week, so things should get a bit easier. Now
the phone’s ringing - it had better not be more work!
Situation 3

You work in the marketing department. When you joined
your company four months ago, your boss, Speaker B, gave
you the long-term goal of exploring the possibilities of
social media. This is an area your company currently does
not exploit very well. But, although you've had a few initial
ideas (you decide what), your schedule has been so hectic
you've had little time to get very far. When you see your
boss at the water cooler, you decide to raise the issue,
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15 Solving problems 15 Solving problems

(p91, ex5) A problem-solving meeting (p95, ex1)
Speaker A Group B

Read the business dilemma below. Then summarize the Using the procedure on page 93, hold a meeting to solve
basic problem to the rest of your group and brainstorm the problem below.

some solutions. ® Read paragraph one. What else do you know about this
The owner of a Mexican restaurant in San Francisco faced business?

a dilemma. She wanted to advertise, but couldn't afford to ® Read paragraph two. What's your immediate response
pay for space in the local newspaper or for airtime on the to the problem?

local radio station. e Read paragraph three. It should give you some extra

ideas on how to solve the problem,

H Conduct a problem-solving meeting with your group.
7 Eating out . -

1 at g ou ® Summarize the problem and your solutions for the
The business lunch [pl 05] other group or groups. Find out if they agree with you.
Showing interest: Changing the subject: A downsizing problem at Tata Steel

Sounds interesting, So, let's order, shall we?
Nice idea. Anyway, how do you like The company

Tata Steel is a subsidiary of the Tata Group, one of
India’s most successful multinational conglomerates,
operating in seven different business sectors in more

Tell me more about it. the wine?

By the way, how's the family?

SEVE 4D FMEEN N sty ace than 80 countries. Established in 1907, Tata Steel has
for a moment, have you manufacturing plants throughout India as well as China,
tried the local speciality? the USA and the UK. In 20086, its acquisition of Anglo-
Dutch steel-maker Corus was the largest ever Indian
Speaker A takeover of a foreign company. And in 2012, Forbes
Your partner (Speaker B) is a good friend from abroad, magazine listed Tata Steel amongst the world's most
whom you've also worked with in the past. They are only in ethical companies. Today, it is one of the world's top ten
town for a few days, so you've invited them out for a really steel producers.
nice lunch. The challenge
Think of a local restaurant you like, and prepare a short But in the early 1990s, the outlook for Tata Steel was
menu of dishes and a drinks list to explain to your guest. very different. Faced with an overlarge workforce,
Write the names of the dishes and drinks in your own outdated facilities at its aging plant in Jamshedpur and a
language. You should include: resistance to change throughout the company, there was

an urgent need to rationalize. Senior management knew
that mass redundancies would have to be a major part
of that rationalization. But at Tata Steel, redundancies

® at least one dish which you really like and think
everyone should try

o one dish which most people don't like very much and were practically unheard of. Tata was the major employer
which you don't recommend in the region and the people who worked there were

® one dish, if you can, which is a little difficult to explain Q'—’:’aramead a job for life. After 25. years' service, their
to a foreigner (prepare for this) children were also guaranteed a job and it was not

uncommon for three generations of the same family
to be working at the Jamshedpur factory. The result
was massive overstaffing. Niroop Mahanty, the head of

® one dish or drink which is a speciality of the region
(prepare an appetizing description).

Your partner phoned you a week ago and mentioned a HR, says: ‘At the time, we were s large that we didn’t
business idea they wanted to talk to you about. Perhaps even know how many employees we had!” When, after
they will tell you more over lunch, but do your best to be a three-month audit, they discovered that they were
the perfect host and don't just "talk shop'! Try to keep the employing 78,000 people, it became obvious that Tata
conversation moving. Steel would have to_cpt its payroll by around 50% over
You're the host, so insist on paying! the coming decade if it was 1o survive.
The opportunity
Menu Indian corporate culture is one of reciprocal obligation
Starters Desssrts between employer and employee. Tata Steel's own

website emphasizes that the company ‘has always
= believed that the principle of mutual benefit - between
i countries, corporations, customers, employees and
communities - is the most effective route to profitable
and sustainable growth'. Companies that lay off large
numbers of workers in times of struggle often find
i themselves with serious skills shortages when business
improves. And Tata Steel's managing director Dr J.J.
Irani knew that he would have to reinvent the whole idea
of downsizing if he was to reduce the workforce whilst
retaining and rewarding the loyalty of his staff.

Main courses Drinks
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18 Telecommunications
An urgent matter (pl11, ex2)

Answer:

Consultants are more common than rats; the lab
technicians get less attached to them and there are things
a consultant will do that a rat won't.

18 Telecommunications

Tel:cunference: a project meeting (p110,
ex

Work in the largest group possible. You are all human
resources directors of different branches of a multinational
IT solutions company. You want to send 30 of your staff on
a team-building weekend. You've drawn up a shortlist of
options. Things you should consider include: the practical
training element, the fun factor, safety, cost.

1 Dragon boat racing followed by riverside
barbecue and evening firework display

Teams of 15-20 take part in three boat races during
this fun-filled, action-packed day! After an initial
team-briefing and training session, teams spend
the moming practising their rowing technigque and
working out a winning race strategy. Then it's off
to the races! Food, drink and fireworks on the river
round off the day.

Venue: Macau, China
Cost: $300

2 'Rock Idol' contest followed by a night on
the town in New York

Teams of five form rock bands to take part in a battle-
of-the bands contest. After song selection, voice
coaching, costume-fitting and rehearsals, it's off to

a local karaoke bar to perform in front of a panel of
‘expert judges’ and a live audience! Then it's dinner
and dancing at one of New York's hottest music
venues.

Venue: New York,
usa

Cost: $250

3 Lapland dog-sledding followed by banquet
at mountain lodge and wolf-watch

Teams of three build their own traditional dog sleds
from construction plans and materials supplied on
gite. After a short dog-handling session, they set off
with a local expert on a wilderness trail in search of
treasure buried deep in the forest. The day ends with
a fabulous banquet by roaring fires! Optional night
trip to hear the
howling wolves!

Venue: Rovaniemi,
Finnish Lapland

Cost $300

ADDITIONAL MATERIAL

Note: prices are all per person and do NOT include
flights or accommaodation.

Choose a chairperson. You have just 15-20 minutes for the
teleconference. Try to stick to the following agenda:

Open the meeting and explain its objecrive.
Ask participants to briefly introduce themselves.

et

Give each participant a chance to present their
preference, but keep inputs short and try to discourage
too much interruption.

4  Allow some time for participants to discuss their
preferences, bur prevent arguments and digressions.

5 Ask each participant to vote for their preferred event
and announce the group’s final decision. 1f a clear
decision cannor be made, choose the cheapest of the
preferred options.

6 ‘Thank participants and close the meeting.

When you are ready, sit in a circle, a metre apart if
possible, facing outwards (so that you cannot see the other
speakers) and hold your teleconference.

Scenario D Tricky

conversations

(pl101, ex7)

Speaker A

SITUATION 1 You've been sent by FIS’s head office

in Seattle, USA, to their subsidiary in London to help
Speaker B finish off a long-running project, which needs
to be finished in six weeks. You also need to make sure
the project meets fairly strict company requirements
(decide why this is important). The last project your
partner led did not meet the requirements, so you will
need to monitor everything this time. Try to be sensitive
to Speaker B's needs and expect some resistance, but
make sure you get what you were sent for.

You start: [Partner's name]! Great to meet you at last! I'm
[name]. You know, this is my first time at the London office.

SITUATION 2 Six months ago you joined FIS's sales team
in Barcelona. Prior to that you worked for InterPharm
in Mexico City, where you were their top salesman. In
the last six months, you've also risen to become one

of FIS’s top-performing sales representatives. You are
very ambitious and expect to be promoted to sales
manager quite soon. Recently, you had a team appraisal
and Speaker B, your boss, would like to discuss it with
you. You expect there may be a few criticisms from the
rest of the sales team because you are better at your

job than them and like to do things your own way. Your
philosophy is: if I get results, it doesn’t matter how I get
them. You like taking lots of short holidays because it
‘recharges your batteries’ and is much more useful than
training sessions, which you consider a waste of time.

Speaker B will start.
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19 Negotiating

The transfer (p119, ex 4)

Negotiating team 1: The player’s agents

You represent the interests of _ (choose or
invent a name), young superstar forward / midfielder /
defender / goalkeeper who plays for ____ (choose
or invent a elub). Already a member of his national squad,
your client clearly has a brilliant career ahead of him. Your
job is to negotiate your client's financial package with the
management of Manchester United.

You do not have to reach an agreement with Manchester
United. Other top clubs are also very interested in your
client. But you do know he particularly wants to play for
them, so you have approached them first.

It is in your interests to:

® get a higher than average wage for such a superb player
of international status (more than £75,000 per week) -
your agent's commission will be calculated on the basis
of this!

® go for the shortest contract you can get or one with a
very low termination penalty - no more than £500,000
{(your client may not be as happy at Manchester as he
hoped).

® secure a fair percentage of merchandising profits
{maybe 15% - the fans are sure to want to buy products
with your client’s name on).

But you may need to be flexible on some of these points.

Your client has also asked you to try to get:

® 3 penthouse apartment in central Manchester (he
wants to enjoy the nightlife).

¢ first-class air tickets for his immediate family (eight
people) to come and visit him occasionally, plus half a
dozen trips home for himself every vear.

At present, your client has a £300,000 a year sponsorship

deal with Adidas, which he would like to keep.

The negotiation is scheduled to be held at Old Trafford.

First, with your team, work out your opening, target and

walk-away positions for each of the following points.

When the other team is ready, they will invite you into

the boardroom. You may take two five-minute time-outs

during the meeting, if you need them. Write down any

terms you agree to.

oP TP WAP

Basic wage
Length of contract
Contract termination fee |

Percentage of
merchandising profits

Accommodation
Flights home
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Scenario C Morale problems
(p77, ex8)

You are going to produce a 2-3 minute motivation

speech. You can either:

a Deliver Anton’s speech the way you would have
delivered it.

b Think of a time when a team you worked in had
morale problems, faced a disappointment or
received bad news, and imagine you are addressing
that group.

¢ Present to the team profiled below and invent any
extra information you need to.

Team profile:

You work for Zantis Pharmaceuticals, and are

the team leader for an R&D team developing a

revolutionary and highly cost-effective vaccine for

use in the developing world. You are personally very
committed to this project, but senior management
has recently cut your budget by 30%. This has

meant losing two members of your team (Helga

and Michael) and increasing the workload for those

who remain. A star member of your team (Akiro) is
also talking of leaving the company, but you hope

to prevent this, at least in the short-term. Morale is

very low and the pressure is on to launch the vaccine.

As you prepare, you should consider the following:

*  Acknowledge the problems you face, but focus
on solutions and goals - don't talk about hopes,
talk about intentions and remain realistic but
positive.

* Use intrinsic motivators rather than extrinsic
ones - you don’t have long to build a social
relationship with your team, but you can make a
start.

*  What you say may be less important than how
you say it — practise raising and lowering your
voice, and pausing in the right places.

*  Your body language also has a big effect on
your audience — make sure you look sincere
and professional, but also try to create some
emotional connection with your audience.

¢ Alittle bit of humour can go a long way!

17 Eating out
Table manners (p104, ex1)

a Finland f American k American
b Brazil g Arab I Spain

¢ Portugal h Mexico m Arab

d Japan i Chinese n Japan

e Britain i Japanese 0 Asian



05 Business travel

The nightmare journey (p31)

Speaker B

Work with a partner. In each of the situations below, your
partner is a business traveller. You are the other speaker.
06.00

Hotel receptionist: You have just come on duty at the
Novotel reception desk. Your colleague, who went horme
five minutes ago, says there has been a problem with the
internal telephone system all night. Since you arrived, it’s
been one complaint after another!

06.15

Taxi driver: You have just picked up someone at the
Novotel who wants to go to Heathrow airport. On your
way to the hotel, you heard this on the radio: "Traffic
news now, and there's been a major accident on the

M25 this morning involving three lorries and eight cars.
Police say to expect delays of up to an hour. If you're
travelling to Heathrow this morning, you're advised to
take the Underground to Paddington station and then the
Heathrow Express ..."

07.00

Taxi driver: Fortunately, the trafhic was not as bad as
you expected. But your last two passengers paid you in
£50 notes and took nearly all your change - you only have
a £10 note and three pound coins. There is a cashpoint
machine in the airport terminal if you need it, but another
customer is waiting to get into your taxi. You start: Well,
we made it! That's £23, please.

07.15

Check-in clerk: You are checking in a late business class
passenger. Their hand luggage is okay, but their suitcase
is well over the 25 kilo limit — 38 kilos! The flight is full
and due to depart in 15 minutes. You cannot accept their
luggage. You could book it onto a later flight if they pay
excess baggage. You start: I'm sorry, but your case is too
heavy.

07.30

BA representative: You are at Gate 42, Heathrow airport.
Flight BA922 to Zurich is delayed and you have a lot of
unhappy passengers sitting in the departure lounge. A few
have already asked for seats on the 8.30 Swissair flight.
You have just received this message on your mobile: “The
plane has serious mechanical problems and cannot leave
London today. Another plane is flying out from Zurich, but
there will now be a delay of approximately four hours.’
You start: British Airways regrets to announce ...

09.15

Flight attendant: You are the chief steward on

Swissair flight 711 from London Heathrow to Zurich.
Unfortunately, your flight has just been diverted to Geneva
because of bad weather. A lot of passengers are getting
angry and insisting they make phone calls. The use of
mobile phones is strictly prohibited on aircraft and
in-flight phones are only available in business class.

ADDITIONAL MATERIAL

Scenario E The difficult

customer

(p125, ex7)

Speaker A

You are the IT director for FreightFlow Inc,, a transport
and logistics company, and are about to negotiate the
purchase of a supply chain management (SCM) system
with Speaker B, a senior sales representative from Flow
Information Systems (FLS).

* Ina previous telephone conversation with Speaker
B, you were quoted a software licence fee of $70,000
plus an annual maintenance and support charge of
$20,000, making a total of $90,000. This seemed
fairly reasonable, although, of course, it was
negotiable.

» Unfortunately, a project approved by your assistant
director a few days ago (without your knowledge)
has absorbed $100,000 of your annual budget. So
you now cannot afford to pay any more than $60,000
for the system, including maintenance and support,
without going over budget. This puts you in a slightly
embarrassing situation, but you have no intention of
showing weakness in the negotiation!

* You could consider providing your own maintenance
and support if you have to (though this is extremely
risky), but you must not in any circumstances
exceed your budget. At the same time, upgrading to
a modern Cloud-based SCM system is a matter of
urgency for your company. There are cheaper systems
on the market, but the FIS system is the best.

*  You expect FIS to be unhappy with your low offer, so
be prepared to ask as many questions as possible to
uncover any underlying interests which may help you
to reach an agreement. Try to be as flexible as you
can, but you must stand firm on price! Nor can you
accept an inferior system. If you need to telephone
your CEO (your trainer) to get special authorization
for a concession, you can.

Good luck!

03 Keeping track

Didn't | say that? (p23, ex8)

Speaker A

1 Read out the following sentences to your partner. Each

one contains a silly discrepancy. Can she/he spot it?

a [love Scotland, especially Dublin.

b [always drive German cars. My new Citroén is my
favourite.

¢ | first met Ulrike today. She's one of my closest friends.
I've nearly given up chocolates. I'm down to ten a day now.
Let me introduce you to my wife. And then I'll
introduce you to her husband.

2 Listen to your partner reading out some sentences.
Can you spot the discrepancies? Query any you hear using
some of the expressions on page 23,
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06 Handling calls

Asking politely (p38, ex3)

Speaker B

Your partner is a colleague at the same level in the
company as you.

You'll receive calls from your partner asking you to do
things for them. Respond according to how important
and/or urgent it is, and how busy you are.

Call 1 You're in the middle of trying to do your quarterly
accounts for the third time this week and don’t want to be
disturbed!

Call 2 You're a few days late with the Warsaw report and
need about another day to finish it.

Call 3 You've been having computer problems all day and
haven't got any work done.

Call your partner (they always seem to be very busy!) and
ask them to do the following.

Call 1 Email you a cost breakdown for the Budapest
contract (you need it for a meeting next week),

Call 2 Make sure everything is arranged for the big
presentation you and your partner are giving in London
next Friday.

Call 3 Set up a meeting with head office to discuss
complaints about working conditions at the plant.

How often did you get your partner to do what you want?

15 Solving problems

(p91, ex5)

Speaker B

Read the business dilemma below. Then summarize the
basic problem to the rest of your group and brainstorm
some solutions.

The manager of a bank in the UK had become alarmed at
the number of stolen cheques being cashed. Signatures
were simply too easy to forge. Something had to be done.

Scenario C Morale problems
(p77, ex9)

FEEDBACK (Peer-evaluation)

1 Did the presenter focus on solutions more than
problems?

2 What intrinsic/internal motivators (if any) did the
presenteruse?

3 How would you rate the presenter's delivery of the
speech?
Pace® @ @ Pausing® @ @ Volume® @ ©

4 What impression did the presenter’s body
language give?

5 Did the presenter use any humour?
If so, how successful was it?
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20 Assertiveness

(p123, ex9)

Speaker B

Situation 1

You have the meeting room booked for the whole of this
afternoon so you can hold your monthly update meeting
with the rest of your team (you decide what you have to
discuss). Last time you held the meeting, you found 90
minutes was not long enough to cover everything, so
you've scheduled it from two till five this time. First, find
out who's knocking on your door.

Situation 2

You run the Shanghai office of your company. For the
past two months, you have had an assistant, Yvette, on
secondment from the Frankfurt office helping you out. It
was her boss's idea that she transferred and, to be honest,
it took rather a lot of time to train her, but she's proved
to be very creative and efficient. She's due to return to
Germany next week, but you really need her to stay on
for another four or five weeks to complete an important
project (you decide what). Phone the Frankfurt office and
see if her boss can spare her for a little longer,

Situation 3

You run the marketing department of your company.
When Speaker A joined your department four months
ago, you gave them the long-term goal of exploring the
possibilities of social media. This is an area your company
currently does not exploit very well. You're rather sceptical
about social marketing (you decide why), but your boss

is very keen and now wants a progress report on his

desk in two weeks’ time!l When you see Speaker A at the
water cooler, you decide to find out what progress they're
making.

05 Business travel

In arrivals (p34, ex3)

Speaker A

It is 9.30 pm. You are in the crowded arrivals area at
Newark airport in New York. There has just been a terrible
thunderstorm and it is still pouring with rain,

You are picking up a senior colleague who works in your
Cologne office. Because of the weather, their flight is two
hours late, but your boss told you to ‘look after them

well’ - take them out to a top-class restaurant, maybe a
nightclub or two. You have never met them before, so

you are holding up a large piece of card with their name
written on it.

Your car is just five minutes away in the car park. You
have booked a table at Guastavino's, a fabulous restaurant
in Manhattan and are looking forward to an enjoyable
evening. According to your boss, ‘money is no object’. If he
can, he's going to join you both later for drinks.

You've been working very hard recently. Tonight you are
going to relax and have fun!



09 Small talk

Cultural sensitivity test (p54, ex2)

Speaker B

Work with a partner. You have two intercultural dilemmas
and your partner has two different ones. Take turns to
describe the dilemmas to each other and discuss what
you'd do in each situation. Do you agree on what you
should do? Is that what you'd both really do?

Dilemma 2: Your new American boss organizes a weekend
barbecue. You find yourself amongst a lot of people you've
never met. Do you join in the fun or leave as early as you
can?

Dilemma 4: You are having a pre-negotiation coffee at a
potential client’s headquarters in Berlin. Do you mingle
with the opposing team or stick with your own people?
For comments on your answers, see page 140,

13 Being heard

Hang on a minute! (p80, ex1)

Speaker B

Read the short article below about intercultural business
etiquette. In a few minutes, you are going to try to read
it aloud to your partner in under a minute, so first check
you understand everything and mark places where you can
pause for breath!

Your partner is preparing to read a similar article aloud
to you. So, when you are both ready, decide who will read
first. Read as fast as you can, but try to make sense!

As you listen to your partner read, you should interrupt
them as often as possible to clarify anything which isn’t
absolutely clear. Your objective is to stop them reaching
the end of the text in a minute. See who can get further.
Good luck!
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06 Handling calls

Unexpected phone calls (p40, ex5)

Speaker B

Call 1 You receive the call 09.30 local time.

You are a student of journalism in Paris working for
Cosmopolitan magazine during your summer vacation.
‘There was no one in the office when the phone rang, so you
picked it up. You've never spoken English on the phone
before and misunderstand everything Speaker A tells

you. After a minute or so, end the call by offering to get
someone who speaks better English.

Call 2 You make the call 16.30 local time.

You work in the finance department at Daimler-Chrysler in
Stuttgart and are responsible for the management of the
company pension scheme. You want to query something
with the fund manager at Barclay’s Global Mutual Funds in
New York, Neil Thomas. It's rather urgent. You finish work
at six.

Call 3 You receive the call 15.00 local time.

You work in the sales department of General Accident
Insurance, UK. You are holding a meeting in your office to
discuss the training programme for your new intake of 25
sales personnel. At first, you have no idea who Speaker A

is when she/he calls - probably a sales rep from one of the
computer companies you contacted on the Internet the
other day. Be civil, but get him/her off the phone.

Call 4 You make the call 10.45 local time.

You work for a small public relations company in Bath,
UK. Eighteen months ago you met Speaker A at an
international conference in Chicago. He/She works for
Burson-Marsteller, the world’s biggest PR firm. You got
on very well and stayed up till three in the morning. You
mentioned you'd love to work for a bigger company and
she/he offered to introduce you to his/her boss if you ever
came to Boston. You've in Boston at the Logan Airport
Hotel. Your mobile number is 751 533 200.

It's said there’s a universal language of business, but if so, it's
not too clear what it is. Just saying hello can get you off to a bad

start, with well-qualified Germans wanting you to call them Herr
Doktor Professor and Americans wanting you to just call them
Chad or Brianna. Even ‘Yes' and ‘No' can cause problems. To

You're hopeless!

Learn to be more assertive.

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. In Monterrey,

Okay, but avoid doing business
in Latin America.

they may just be anxious not to disappoint. In Nagoya, it's the

harmony of the meeting they don't want to disrupt. In Britain, the
best route to harmony is thought to be humour. And with bad

Pretty good. You could be a
politician.

weather, bad government and bad public transport, they certainly

have plenty to joke about. Perhaps there's a cultural universal
there, after all. Cultures that have less fun feel the need to be

funny.

Excellent! Nobody else can get
a word in.
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Scenario E The difficult

customer
(p125, ex8)

FEEDBACK (Self-evaluation)

The Deal

1 Did you reach an agreement? Yes / No / Almost
If so, what did you {almost) agree?
Total fee:

Maintenance and support
arrangements:

Payment terms;
Any other conditions:

2 Do you think you got the best result you could
have got?

The Process

1 How much did you explore interests as
opposed to arguing about positions?

2 What questions did you ask to uncover the
interests of your counterpart? —

3 What (if anything) do you think you could have
done better?

4 Compare with your partner: do you agree with
each other’s self-evaluations?

15 Solving problems

(p91, ex5)

Speaker C

Read the business dilemma below. Then summarize the
basic problem to the rest of your group and brainstorm
some solutions.

A company that makes industrial cleaners and sells them
by direct mail had an obvious problem - boring product,
boring market. The question was: how could they get
noticed?

05 Business travel

In arrivals (p34, ex3)

Speaker B

It is 9.30 pm. You are in the crowded arrivals area at
Mewark airport in New York. There has just been a terrible
thunderstorm and it is still pouring with rain.

You have just arrived two hours late after a nightmare
flight from Cologne. Normally, you are a good flier, but
there was so much turbulence you were almost sick on

the plane. You don't know who is meeting you, so you are
looking for a sign with your name on it.

To be honest, you don't feel like talking much and would
just like to go straight to your hotel, have a shower and go
to bed. But maybe you should eat something light first -
it's a long day of meetings tomorrow and you want to be
on good form.

This is your first time in New York. It's a pity you feel so ill.
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19 Negotiating

The transfer (p119, ex4)

Negotiating team 2: Manchester United

You represent the management of Manchester United

Football Club and are interested in buying a young

superstar forward / midfielder / defender / goalkeeper (ask

Team 1 for his name) who plays for (ask Team 1 for the name

of his club). Your job is to negotiate the financial package

on offer.

You do not have to sign this player. There is no shortage of

young internationals wanting to play for the world's most

famous football club. But he is something special. With
the right training, he could become one of the world’s top
players within the next five years.

It's in your interests to:

® pay no more than the standard wage (already high at
£50,000).

& oo for a five-year contract with a heavy penalty for early
termination - £2 million (you don’t want to invest in
the development of a player who disappears to another
club after just a few seasons).

® pay as low a percentage of merchandising profits as
possible (perhaps 8% — you don’t know how popular
the new player will be with supporters).

But you may need to be flexible on some of these points.

You can also offer:

® the use of a £2.5M house with six bedrooms and a
swimming pool, in a quiet suburb 12 miles outside
Manchester (you already own this property, so it would
not incur extra costs).

o three first-class flights home with British Airways.

You understand the player currently has a sponsorship

deal with Adidas, which would have to be cancelled. Nike

are your current team kit sponsors,

The negotiation is scheduled to be held at Old Trafford.

First, with your team, work out your opening, target and

walk-away positions for each of the following points.

When you are ready, welcome the player’s agents into

your boardroom. You may take two five-minute time-outs

during the meeting, if you need them. Write down any
terms you agree to.

OoP TP WAP

Basic wage
Length of contract
Contract termination fee

Percentage of
merchandising profits

Accommodation
Flights home




03 Keeping track

Sorry? (p21, ex3)

Speaker B

1 Listen to your partner reading out Part 1 of an article.
Ask them to clarify anything you don't understand. When
you're clear about what the information is, write it down
in full. Check each point you clarified with your partner at
the end.

2 Now read out Part 2 of the article to your partner.

When you read the information in beld, cough so they
cannot hear!

Your partner should ask you for the exact information they
missed. If not, keep reading!

If your partner just says "Sorry?’, reply ‘Sorry what?’

A TALE OF TWO BROTHERS
(PART 2)

Adidas and Puma are now both large
multinationals. But, in terms of the number of
employees, Adidas is over four times bigger than
Puma, with a workforce of 39,000. Adidas is

also the world's leading soccer brand. Celebrity
endorsements include David Beckham and tennis
champion Andy Murray.

Puma, of course, has its own share of celebrity
endorsements. Top athletes, such as the

fastest man ever, Usain Bolt. wear Puma. So do
international rock stars like Madonna. Nol gquite
as prominent in soccer as Adidas, Puma has a
considerably greater presence in Formula One™,
where il is the number one producer of driver-
wear. Joint ventures with Ferrari and BMW have
also led to the development of some of Puma’s
best-selling shoes.

Very few family businesses break up as
dramatically as the Dasslers did. But then very
few family businesses are even hall as successful.
And some say that the break-up was actually a
good thing because it motivated both brothers

to succeed and created twice as many local job
opportunities!

Adi and Rudi died back in the 1970s - predictably,
they were buried at opposite ends of the town's
cemetery! And the Dassler family no longer has
control of either company. But relations didn’t
really improve between the two firms until 21st
September 2009 when, (o celebrate world peace
day, they arranged a football match - not between
Adidas and Puma. but between the bosses and
workers of both factories. To prevent any dispute,
both logos were on the football!
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01 Making contacts

Conference advice (p6, ex5)
Speaker B

One thing I've learned about conferences is always to carry
‘useful stuff'. You'd be surprised how many people don't have
the right money for the coffee machine or tumn up to a talk
without a pen. Lending them yours is a great way to start a
conversation! But, whatever you do, don't give your business
card to everyone you meet or you'll have a mountain of email
when you get back! Make a few notes on the back of useful
cards and throw away useless ones at the end of each day.
Also, use coffee breaks to take notes on what you've learned
and who you've met, or you'll forget it all later. it may sound
strange, but I'd skip the big presentations. You can network
much better at small group sessions where you can talk more
easily. A word about audience etiquette. It's very bad manners
to walk out of a talk halfway through, even if you're not
enjoying it. Think how you'd feel! Make sure you get to see
something of Rome while you're there — shouldn't be all work
and no play! On the subject of work, remember, the hotel

bar is where the real networking gets done. Finally, dress to
impress. Best suit, best shoes = best results.

Posted by Gianni Corbucci at 8.06 pm on 7 October

07 Making decisions

The decision-making meeting (p47, ex4)
Plan B

& 141 1f you are unable to reach a decision, perhaps it
is because the film series itself needs to be brought into
the 21st century. Why not make Bond a woman? You could
reverse all the stereotypes and attract a new audience. You
know the actress below is interested. Read her profile, then
listen to an interview extract.

name and age

Diane Fairchild 26

nationality

Anglo-French

marital status

single

height

1.78 m

physical pursuits

swam for her university, black sash White Crane Kung Fu
experience

Did a law degree at Cambridge before going into acting.
A rising star who has become 'hot property’ after her
huge success in the action thriller Spider-Web. Though
‘typically British] the Americans love her.

achievements

Won a Golden Palm at the Cannes Film Festival.

usual fee

At least $2 million a film.

comments

Likes to combine serious theatre work with escapist
films. Thinks a female Bond Is what the 007 series needs.
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09 Small talk

Comments on cultural sensitivity test

Dilemma 1: Business people from Latin and Arab
countries tend to have a more flexible, 'polychronic’
attitude to time than their 'monochronic’ North American
and North European counterparts, for whom time really
is money. Their ‘high-context’ culture also places greater
emphasis on personal relationships than ‘low-context’
northerners do.

The message? Try not to be toe busy for Brazilians or
Italians and don’t mess up Americans' tight schedules.
Dilemma 2: Mixing with colleagues out of work-hours

is an integral part of business in America where many
companies are run like sports teams with the boss as

both captain and coach. Elsewhere, there may be a strong
dividing line between work and home, The message? In
social situations, simply be yourself. Neither do anything
that offends you nor that you think may offend your hosts.
Dilemma 3: A good sense of humour is an admired quality
in many cultures — notably British, American and most
Latin countries - though the type of humour may vary
from wordplay to sharp sarcasm to innuendo and even the
surreal. In other cultures, however - particularly Germanic
ones - humour is not usually considered appropriate in

a business context. The message? You don't have to be

a comedian with the British, but always smile at their
attempts at humour. With Germans or Swiss, leave the
jokes for the bar after the meeting.

Dilemma 4: The amount of socializing you do prior to
and during a negotiation will depend both on your own
and the opposing team’s negotiating styles, and where

the negotiation is being held. In Japan, for example, the
negotiation process is long and relationship-building plays
an important part. The same is true of the Middle East.

In the USA, things move faster, and their negotiating

style tends to be both more informal and adversarial.

In Germany, there may be little time for small talk. The
message? Follow your opponents’ lead, but do all you can
to create rapport.

03 Keeping track

Didn't | say that? (p23, ex8)
Speaker B

1 Listen to your partner reading out some sentences.
Can you spot the discrepancies? Query any you hear using
some of the expressions on page 23.

2 Read out the following sentences to your partner. Each

one contains a silly discrepancy. Can she/he spot it?

a [I've got three children — one of each.

b We met the French negotiating team at their
headquarters in Lisbon.

¢ I'm worried about this trip to Denmark. For ene thing,
I don't speak a word of Dutch.

d The managing director must be at least 70. But it's his
grandfather who really runs the company.

e Iwork for a firm called Network Software, We make
washing machines, fridges, that kind of thing,

13 Being heard

Hang on a minute! (p80, ex1)

Speaker A

Read the short article below about intercultural business
etiquette. In a few minutes, you are going to try to read
it aloud to your partner in under a minute, so first check
you understand everything and mark places where you can
pause for breath!

Your partner is preparing to read a similar article aloud
to you. So, when you are both ready, decide who will read
first. Read as fast as you can, but try to make sense!

As you listen to your partner read, you should interrupt
them as often as possible to clarify anything which isn't
absolutely clear. Your objective is to stop them reaching
the end of the text in a minute. See who can get further.
Good luck!

Do business across cultures, and you'll be faced with a minefield
of 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 seniority, whereas in Spain the boss will You're:hopsless!

usgally make a late entlrance. So who enters first in a Span:'_sh— P e bR OB Bt e

Chinese meeting? In Singapore, strong eye contact is considered

aggressive. But, according to Austro-German superstition, you Okay, but avoid doing business

must look people directly in the eye whenever you say ‘Cheers’ in in Latin America,

a bar. If you don't, you'll be unlucky in love for seven years. Is it

worth it? And, in these times of globalization and the networked Pretty good. You could be a

economy, can there really be such a thing as a business lunch politician.

when in New York it's all about business and in Paris it’s all about

lunch? They say ‘When in Rome, do as the Romans do.’ But E:w Nobody else can get
a n.

what if the Romans are meeting the Koreans in Krakow?
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06 Handling calls

Unexpected phone calls (p40, ex5)
Speaker A

Call 1 You make the call 17.30 local time.

You work in the marketing department of Shiseido
Cosmetics, Tokyo. Phone the advertising department of
Cosmopolitan magazine, Paris. You want to speak to either
Monique Leblanc or Philippe Roussel about the cost of a
full-page advertisement.

Call 2 You receive the call 10.30 local time.

You work for Barclays Global Mutual Funds in New York
and deal with corporate investment. Your colleague, Neil
Thomas, deals with company pension schemes, but you
have no idea where he is. He went out to get a bagel an
hour and a half ago, and hasn't been seen since. You're
very busy and have to keep putting Speaker B on hold to
deal with different problems. Neil's mobile number is 181
650 777.

Call 3 You make the call 15.00 local time.

You are a sales representative for Fujitsu Computers,

UK. You're calling Speaker B at General Accident
Insurance with a quote for 25 laptops, which they asked
for by responding to one of your company’s Internet
advertisements. You have a range of discounted prices
you can offer from $19,000 to $25,000 depending on the
model. You could email these, but prefer to phone because
it gives you a chance to get an appointment.

Call 4 You receive the call 10.45 local time.

You work for Burson-Marsteller, the world's biggest public
relations company, and are based in Boston, USA. In the
course of your job, you get to go to a lot of conferences and
meet a lot of people. You can't always remember them all,
although it's an important part of your job to pretend to
do so0. You've just got a new boss, who you don't like very
much, and are on your way to a meeting with her now.

ADDITIONAL MATERIAL

Scenario E The difficult

customer

(p125, ex7)

Speaker B

You are a senior sales representative for Flow

Information Systems (FIS) and are about to negotiate

the sale of a supply chain management (SCM) system

with Speaker A, the 1T director for FreightFlow Inc, a

transport and logistics company.

* Ina previous telephone conversation with Speaker
A, you quoted them a software licence fee of
$70,000 plus an annual maintenance and support
charge of $20,000, making a total of $90,000.
They seemed to be fairly happy with this quote
and claimed they had the budget for such a sum,
although, of course, you expect them to offer a lower
figure in the negotiation you are about to have.

* Your company is having a poor end of year and
your boss has authorized you to offer up to a 15%
discount in order to secure a deal with FreightFlow
today, but that’s your absolute limit. Your boss
would fire you if you offered more!

* For legal reasons, FIS has a policy of only selling
software licences with maintenance included and
you are not authorized to sell licences without it.

¢ With authorization to offer such a generous
discount, if necessary, you do not expect there
to be major problems. But you need to make this
sale, so if there are problems, be prepared to ask as
many questions as possible to make sure you reach
an agreement. If you need to telephone your sales
manager (your trainer) to get special authorization
for a concession, you can.

Good luck!

Scenario D Tricky
conversations

(p101, ex7)

Speaker B

SITUATION 1 You are the team leader for a long-running
project at FIS's London office. Speaker B has been sent
by head office in Seattle, USA, to help you finish off

the project within the next three months. This is not a
problem as you are making good progress and should be
able to finish in ten weeks. But, to be honest, you don't
like head office interfering. The last time this happened,
there were all kinds of arguments about meeting
company requirements. Speaker A seems nicer than the
last person they sent, but you like to do things your own
way (decide why this is the best way) and don't need
assistance as you have everything under control.
Speaker A will start.

SITUATION 2 You are a sales manager at FIS Barcelona
and Speaker A is a star member of your team, even
though they've only been with you for six months.
Unfortunately, however, 360" feedback has shown that
they are not popular with the rest of the team. They don't
turn up for in-house training sessions, take time off
work whenever they feel like it and, worst of all, do not
refer potential clients to colleagues who may be better
qualified to deal with their IT requirements. You place
great importance on team spirit (you decide why) and
want to encourage Speaker A to be more of a team-player
in future. Listen carefully to what they have to say, but
make it clear you need to see a change in their behaviour.
You start: [Partner's name], do you have a moment? I'd like
to have a chat with you about the team appraisals. Let's get a
coffee first ...
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Listening scripts

01 MAKING CONTACTS
& 101

Extract1

Two thousand years ago, it was the home
of the ancient Mayan civilization. Today,
Canciin is the most popular resort in
Mexico; its unspoilt coastline a water
sports paradise. With its 426 rooms
overlooking the Caribbean, 24-hour room
service, express checkout, outdoor pools,
residents-only health club and 200 metres of
exclusive private beach, the Hilton Canciin
is rated among the three best hotels in
Latin America. Whether swimming with
the dolphins or playing roulette in its own
offshore casino, you can be sure of an
experience to remember. Or why not take
advantage of the Hilton's car rental service
and explore the nearby ruins of Chichen
Ttza? Whatever your company's needs, send
them your requirements and they will plan
the logistics for you. What's more, if you
book on special value dates, you'll get a
generous 10 to 30% discount. This year, why
not let your annual conference be part of
Cancun's 2,000-year-old tradition?

Extract 2

Half an hour from the world's most romantic
city and rated by conference organizers

the *hottest’ venue in Europe, Disneyland®
Paris's corporate clients include American
Express, Unilever and MCL If you think
business and The Lion King don't mix, the
Disney® magic will soon change your mind.
With its unigue atmosphere and superb

fully equipped convention centre for 2,300
people, its 95 meeting rooms and 3,000
square metres of exhibition space, Disney's
theme park is sure to be a huge success with
both you and your family. As well as fabulous
bangueting facilities for over a thousand
people, Disney is able to arrange special
private events, such as the amazing Journey
through Time' and the ‘Cape Caribbean’
adventure or, if you prefer, golf tournaments
and team-building activities. Walt Disney’s
aim was always "to make people happy’

and that aim now extends to corporate
hospitality in the cultural heart of Europe,
Extract 3

At 321 metres high, higher than the Eiffel
Tower and only 60 metres shorter than

the Empire State Building, the magnificent
Burj Al Arab is one of the world's tallest

and most luxurious hotels. Diamond white
by day and a rainbow of colours at night,
occupying a central location in Dubai with
flight connections to all the major cities of
the world, the Burj Al Arab combines the
latest technology with the finest traditions
of the past. Spacious deluxe suites from 170
to 780 square metres, in-room laptops with
Internet access, full conference facilities on
the 27th floor, a VIP helipad on the 28th, a
golden-domed ballroom and a world-class
restaurant with spectacular views across
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the Arabian Gulf all make this the ultimate
business venue. As they say in the Emirates,
'Welcome, honoured guest.”

& 1.02

Conversation 1

A Oh, hi, David. How are things? We were
just talking about the guy over there.

B who?

A The big, tall guy in the green tie behind

those women, The guy standing at the

bar.

Oh, yeah.

You know him?

Yes, that's Karl Schelling,

Karl who?

Schelling. He's the new director of R&D

at Siemens.

In Munich?

Yeah, that's right, Nice guy. | was talking

to him last night in the bar.

Oh, he's at the Hilton?

Yeah. He was telling me about how he

got the job.

Really?

Yeah, apparently he was headhunted

from Philips. They made him an offer he

couldn’t refuse. Doubled his salary.

Headhunted? Don't expect Philips

are too happy, then. All that sensitive

information,

Well, no, quite.

He's presenting, isn't he?

Yeah, he's on this afterncon. He's talking

about data security.

Lo e ] o> mDrx» WPODD>0O
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You're joking.
Mo, here he is on the programme: Data
Security in the Connected Economy.

& 103

Conversation 2

C Chris, who's that man over there in the
light suit?

D Youmean the groy suit?

C No, not him! Over there, standing by
the entrance. Talking to that woman in
black.

D Oh, yes, that's, er, what's-his-name?

William Hill. Hall, William Hall, that's it.

He's at the Sheraton where I'm staying,

actually, He's head of research at Sony®

UK. Yes, he's giving a talk on ... where's

my programme? ... Ah, yes, here it is.

Erm, ... yes, on New Generation Gaming

Systems. Ten o'clack on Saturday. [ think

I'm going to that.

Mm, sounds interesting. He doesn't look

very happy. though, does he?

Well, no. Neither would you in his

position.

mr mrP>wm

How do you mean?

oo ©O O

Well, this is just a rumour, mind you,
but, erm, I've heard they may be moving
R&:D to Frankfurt.

Really? Are you sure?

Well, no, but that's what T heard.

And he doesn’t want to make that move?
Well, the thing is: I'm not sure they're
keeping him on. [ think they want a

German to lead the team.

C  Oh, 1 see. Well, no wonder he’s
unhappy ...

& 1.04

Conversation 3

E Anne, you know nearly everybody here.
Who's that woman in the brown jacket
with the long red hair? She’s talking
to that other woman, the one with the
blonde hair.

F Oh, youmean, lrena, Irena Stefanowitz?

[=Noll=Ne

E Yes, who is she? | saw her coming out
of the Marriott last night with a whele
group of peaple. Going to some dinner
party, by the look of it. Sounded like
they were speaking Polish.

F  Yes, she's a professor at the Warsaw

University of Technology. And I think

she does quite a lot of consultancy work

as well. Amazing speaker. You should go
to her talk.

Really? What's she talking about?

I think she’s doing a session this year on

innovation strategies.

E Interesting. You know, I'm going to be
working on a project in Krakow next
year.

F  Krakow? Oh, you'll love it there. Very
nice city.

E Yes, if all goes well, there might be a lot

more work in Poland.

Oh, well, in that case, perhaps you

should meet Irena. I'm sure she'd be

interested in talking to you.

Yes, perhaps you're right.

mm

| should warn you, though ...

Whart?

Well, she's quite influential in Warsaw,
Oh, yes?

Yes. Let's just say it doesn't pay to get
on the wrong side of her. A friend of
mine knew her well. They had a bit of
a disagreement and his latest project
proposal was rejected by the authorities.
Hmm. Okay, I'll remember that.

But you must meet her. In fact, why
don't | introduce you now?

Erm, well, okay then ...

& 1.05

Conversation 4

G ... So, anyway, that’s how it ended up
costing me 75 euros just to get from the
airport to the hotel!

H Oh, dear. Well, I did warn vou about
some of those mini-cab drivers.

MmMMmMmmMmmm
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G Yes, yes, | know. I'll wait in the queue
with the rest of you next time ...
Anyway, let’s change the subject ...
Who's that blonde woman over there?
Hmm?

The one in the black dress. Over there,
talking to those two guys.

Which two guys?

Those two. The woman with her back to
us!

Oh, her! That's Margo Timmerman.

Ah, so that's Margo Timmerman. [
thought so. She still works for Cisce,
right?

Yeah. Heads up their technical
department in the Netherlands,

Isn't she giving the keynote presentation
tomorrow morning?

X I MOXI

Yes, she's talking about new server
technology or something. Why?
Hmm, I'd quite like to talk to her if I
get the chance. Is she staying at the
Marriott, do you know? [ might leave
her a message.

& I o X

H Erm, no, she's probably over at the
Hyatt. That's where most of the Cisco
people are staying,

G Ah, right ... Listen, you seem to know
her. You couldn't introduce us, could
you?

H  Er, well, to tell you the truth, I'm really

not the best person to ask.

Oh?

No. She, er, used to be my boss. You

know, years ago. We, er ... Well, let’s just

say we had very different ideas about
how to manage a project. And she, er, let
me go.

G You mean she fired you!

H  Yes, well, all right. Keep your voice
down! [ wasn't exactly fired ...

& 106

Conversation a

o

A 15 this your first visit to Russia?

B Er, yesit is, actually. Fascinating place.

A Yes, isn't it? [ come here quite a lot.
What do you do, by the way? | see you
work for Glaxo,

B How did you know? ... Oh, yeah, my

badge. Yeah, I'm in R&D. Molecular

modelling, to be precise.

Really? We should talk. Can | get you a

drink?

Er, no thanks. I'm fine.

Sure?

Well, just a coffee, then. Thanks. So,

what line of business are you in?

& 107

Conversation b

C Hi, Fiona Hunt. Sun Microsystems.
Mind if I join you?

Erm, no. Er, Michael Steele.

Pleased to meet you, Mike. Try one of
these - they're delicious.

Er, thanks, but I'm allergic to seafood.
Oh, then try the cheese dips instead.
They're really good! Have we met
somewhere before? Oslo, perhaps?

oo 0o

I don't think so.
Mm. [ was sure [ recognized you ...

Well, I don’t know. I'm not really into
horoscopes, I'm afraid.

When's your birthday?

Oh, er, February the 2nd.

I knew it! A typical Aquarius,

Er, yes. Geeg, is that the time? If you'll
excuse me, | have to make a phone call.
It’s been nice talking to you.

& 1.08

Conversation c

E 1really enjoyed your talk this morning.

F Oh, thanks. Yeah, it went quite well, I
think.

E You had some very interesting things to
say. I'm Amy Cooper, by the way. Yes, I'd
like to talk to you about some of your
ideas. My company may be interested in
your product. Where are you staying?

F At the Regency.

E I'm at the Hyatt. Why don't we fix up
a time to chat over a drink? Here's my
card.

F ©Oh, thanks. I've got mine here ...
somewhere.

E Don't worry. | know who you are. So,
how are you enjoying the conference?

F  Well, it's been good so far. More people
than ever this year. But, er, isn't this
weather awful? Half a metre of snow
this morning, I heard.

E Yeah, it gets pretty cold here in Moscow,
that's for sure.

F Erm, would ¥Oou excuse me a moment?
I'll be right back.

& 1.09

Conversation d

G So, how's business?

H Fine. This merger's meant quite a lot of
wark for us, but, fine.

G Hmm. Well, mergers are often difficult,

So, er, what do you think about the

strikes in Europe?

I'm sorry?

The rail strikes in France. It was in the

news again this morning.

Er, well, I, er ...

[ mean, it must affect a company like

yours - you being in logistics.

Er, no, | think you've made a mistake,

I'm noet in logistics. | work for Audi,

Audi? Oh, sorry. Thought you were

someone else.

That's okay. Er, if you'll excuse me, |

must just go and say hello to someone,

& 1.10

Conversation e
J  Ilike your watch. An Omega, isn't it?

Er, well, to be honest, don't tell anyone,
but it's a fake.

K
J  No! Well, it looks real to me. Where did
K

OO O OO
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you get it?

Turkey. It cost me 25 dollars.

You're an Aquarius, aren’t you? | can tell.

==
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Amazing! So, do you know many people
here?

Mo, not really. It's the first time I've been
to one of these conferences,

Me too. So, what's your hotel like?
Hmm, pretty comfortable. Nothing
special, but it's okay, I suppose.

Yeah, you're at the Sheraton, aren't you?
Last year, they held this thing in Mexico.
The Hilton Canciin. Fabulous hotel,

they say.

Cancin! A bit warmer than here, then!
Oh, yeah, | went there on holiday once.
Beautiful place. Can I get you anything
from the buffet?

Oh, that's all right. I'll come with you.
I'd like some more of that Beluga caviar
before it all goes!

02 MAKING CALLS

-
[
-
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Hello?

Hello.

Hello. Is that Dutch Hydro?

That's right.

Can [ have the accounts department,
please?

Yes.

Sorry?

‘This is the accounts department.
Oh, right. Erm, I'd like to speak to
Marius Pot, please.

Yes.

Sorry?

That's me.

Well, why didn't you say so?

Can [ help you?

1 hope so! I'm calling about an invoice |
received.

&1.12
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Hello, accounts department. Marius Pot
speaking,

Ah, Mr Pot. Just the person | wanted to
speak to. I'm calling about an invoice [
received.

=
[F%]

.
Good morning, Cheney and Broome.
Can [ help you?

Yes, please ... er, ... Just a moment ...
Hello? Are you still there?

Yes, sorry ... erm ...

How can [ help you?

Oh, yes, can | speak to, er, to, er ... justa
minute ... yes, to, er, Catherine Mellor,
please?

Certainly. Who's calling, please?

Sorry?

Can [ have your name, please?

Oh, yes, it's Ramén Berenguer ... from
Genex Ace Pharmaceuticals.

Thank you. Can | ask the purpose of your
call, Mr Berenguer?

Oh, yes. It's about, er ... an inveoice.

Thank you, Mr Berenguer. Putting you
through now.
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& 114
A

Good morning, Cheney and Broome.
Can I help you?

B  Er, yes. This is Ramén Berenguer from
Genex Ace Pharmaceuticals. Can [ speak
to Catherine Mellor, please?

A  Certainly, Mr Berenguer. Can | ask the
purpose of your call?

B It'sabout an invoice.

Putting you through now.

A
&115

Can I help you?

Can | ask who's calling?

Can you spell that, please?

Can | give her a message?

Can you tell him 1 called?

Can you read that back to me?

Can you speak up, please?

Can you tell me when she'll be back?
Can you get back to me within the hour?
Can you ask her to call me back?
Can I get back to you on that?

Can | leave a message?

& 1.16

Message 1

Hello. This is Cheryl. I phoned you about five
times yesterday, but you weren't in. Anyway,
| corrected those figures you faxed me. Okay,
speak to you later.

Message 2

Hi, Peter. Anne here. | wanted to talk to

you about the project meeting tomorrow,
but you're abviausly not there. The good
news is we finished phase one on time. As

1 explained, | may be a little late for the
meeting. So just go ahead and start without
me. I'll join you at about ten.

Message 3

Er, this is Zoltan. Just to let you know, 1
started the report this morning and just
emailed you the first part, Oh, | included the
quarterly accounts in the report, too. Let me
know what you think.

Message 4

Mr Carter. It's Philip Heath. I talked to our
stock control manager about the Venezuelan
consignment and he says we despatched

the goods a week ago. The shipping agent
says they delivered them this morning. So,
problem solved!

Message 5

Hello, Mr Carter. This is Ryan Hope from
SilverStar. | called you a couple of weeks ago
about an estimate for a contract in Malaysia.
Erm, we discussed my client’s requirements
and, well, [ expected to hear from you last
week. Could you give me a call on 01865
555959 as soon as possible, please?
Message 6

Pete. It's me. Sorry, mate, | tried everything,
but head office say we can’t have any more
time. They say they waited six months for
the preliminary report, another six months
for the feasibility study and now they want
to see some results. Anyway, | booked the
conference room for three tomorrow. Give
me a call when you get in, We need to talk.

—_—x'— - omctooad oD
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Message A

Hi, it's Seiji. Listen, the nepotiations here in
Nagoya are going pretty well, but we seem to
be deadlocked on price. Can you authorize
me to offer them a 14% discount on 50,000
units? I think that should do it.

Message B

Hi, it's Jim. Listen, I'm in a bit of a panic. I'm
at the Expe in Dublin and, you won't believe
this, but I've lost the memory stick with my
entire presentation on it! Could you email
over my PowerPoint slides as attachments as
spon as possible? Thanks!

Message C

Hi. Tony here. I'm still stuck in a meeting at
head office. Are you making progress with
the conference arrangements? Please make
sure you contact the speakers to confirm
their attendance. Cheers.

Message D

Hi, Kate here. I'm with the people from
InfoTag in Seattle and they're querying our
invoice for the third quarter. Can you ask
someone in accounts to check the Agures
and reinvoice them if necessary? Thanks,
Message E

Hello, this is Alicia. This is urgent. I really
need a copy of the Turin report from you by
tomorrow afternoon at the latest. Call me
straight back if you're having problems.
Message F

Hi there, this is Mike. Listen, I've got an
appointment over at your offices on Friday.
Do you want to meet up? Maybe go fora
coffee or something? Oh, by the way, lan
sends his regards. Catch you later. Bye.

& 1.8

Calll

A Hello. This is Patterson Meats, Sylvia
Wright's office. Thank you for calling. I'm
afraid I'm not able to take your call right
now, but if you'd like to leave a message,
please do so after the tone and ['ll get
back to you as soon as | can,

B Hello, Sylvia. It's Tim Curtis from the
Sydney office. I just wanted to know how
the meeting with the people from Temco
Supermarkets went. This is a really
good chance for us to start exporting to
Britain. I hope their visit was a success,
Er, give me a ring when you get in,
would you? Bye now.

2119

Call 2

Hello. Tim Curtis.

Hi, Tim. It's Sylvia here. I got your

message.

Sylvia, hi. So, how did it go?

[t went pretty well, [ think. They sent

three people in the end.

Three? Well, that's a good sign.

Yeah, there was Bill Andrews, head of

meat purchasing. I think you met him

when you went to the UK last month.

A That's right. He seemed pretty interested
when [ spoke to him then.

mr OmrPF WP

Yeah, he asked me a lot of questions

about our quality control,

Uh huh. I thought he might. | hope you

told him he's got no worries there,

[ certainly did.

Good. So who else came? Er, did

Stephanie Hughes come?

Er, they sent Jonathan Powell from

their marketing department instead

and Melanie Burns, who's in charge of
imported produce.

A Oh, right. I didn’t meet them in London.
So, did you show them the processing
plant?

B 1did. There wasn't time to do a tour
of the factory, but | showed them the
packing department and the freezer
units. Then we gave the presentation -
lan and I - and took them out to dinner
afterwards.

A Great. Did they say when they'd let us
know? [ mean, do you think they'll place
an order or not?

B well, it's too early to say. Bur I think
they were guite impressed.

A Hmm,

B They said they'd be in touch in the next
couple of days or so. They were a bit
worried at first about British customers
accepting our product. Although they do
sell other exotic meats already. Ostrich,
for example, and that's quite popular,

A Erm, excuse me for a moment, Sylvia ...
Sorry about that, | just had to sign for
something. Where were we? Oh, yeah,
they were worried about UK customers
accepting our product, you say?

B well, | don't think it's a problem. Er, you
know what the Brits are like - animal
lovers and all that, They weren't sure if
people would accept kangaroo meat as
an alternative to beef,

A Kanparoos are too cute and lovable to
eat, huh?

B well, something like that, But 1 told

them they're not exactly endangered.

There are twice as many kangaroos

in Australia as there are Australians.

Kangaroo's been on the menu here for

years, They agreed it tastes good and, as

I said to them, it's a really healthy option

- ten times less fat than a beef steak and

no chance of getting mad cow disease!

03 KEEPING TRACK
& 120

Extract a
A The problem is money,
B Sorry, what did you say?

@ =™ > @

A 'The problem is money.

B Oh, as usual.

Extracth

A We have to reach a decision by next
week.

Sorry, when did you say?

Next week.

Oh, | see.
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Extract ¢

A An upgrade will cost $3,000,

B Sorry, how much did you say?

A Three thousand dollars, at least.

B Oh, as much as that?

Extractd

A 1ldiké Dudis spoke to me about it
yesterday.

B Sorry, who did you say?

A lldiké Dudds - from the Budapest office,

B Oh, yes, of course.

Extracte

A The company is based in Taipei.

B Sorry, where did you say?

A In Taipei.

B Oh, really?

Extract f

A The whale project might take 18 months.

B Sorry, how long did you say?

A Eighteen months.

B Oh, aslong as that?

2121

A Okay, so, just to give you a summary of

the sales figures for last month.

Last month? Don't you mean this

month?

Mo, | mean last month. This month's

figures aren’t ready yet, are they?

Oh, no, of course not. Sorry.

So, overall, sales for last month are up

again - by 2.6%, in fact, which is pretty

good.

Er, 2.6%? Shouldn't that be 5.27

Yeah, up by 6.2%. Didn't I say that?

No, you said 2.6.

Oh, ... right. Well, you know what 1

mean, S0, anyway, the thing is, we're

getting the best results in Denmark and

Norway - 30,000 units.

Thirty thousand? That doesn't sound

right to me. Thirteen thousand surely?

A No, the figures are here — Denmark and
Norway: 30,000 units.

B Denmark and Norway? Are you sure?
That can't be right. Sales have never
been good in Scandinavia.

A That's just the point. Sales in

Scandinavia are usually terrible, but they

were excellent in June.

June? lsn't it July we're talking about?

July! Yes, of course, July! If you'd just let

me finish! What I want to know is if we

could sell our product in Scandinavia in

June, ...

July.

... in July, then why can't we sell it there

every month?

Good point, Have you spoken to John

about it?

John? You mean Jim.

Jim, yes. Whoever's in charge of

Northern Europe these days.

Jim Munroe. | couldn't. He had to fly to

Scotland. His mother's ill apparently,

There must be some mistake,

Hmm?
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Well, | saw Jim this morning as [ was
coming in - on his way to play golf, by
the look of it.

What? Are you sure? Wait till [ see him!

1.22

So, welcome to Tokyo, Matt. It's good to
have you on the team.

Thanks, Sally. It's good to be here.

I think you're going to enjoy your three
months here, Matt. Now, this is Sharon
Hall. She's the person you'll mostly be
working with on the project.

Hi, Matt.

Hi ... Sorry, | didn't catch your name.
Sharon. Sharon Hall.

Hi, Sharon,

Sharon's in charge of our corporate loan
department. She's sorting out an office
for you at the moment, You'll probably
be working over at Empire House.
Sorry, where did you say?

Empire House. [t's our office building on
the other side of town.

Oh, okay.

Don't worry, I'll take you over there
later. Now, you and Sharon will be
reporting directly to Daniel Cash, our VP
for corporate finance.

Sorry, who?

Daniel Cash.

Oh, right. And he's the vice-president
for...?

Corporate finance. | thought you two
had met? Anyway, Daniel’s had to rush
off to a meeting, but he told me to say
he'd meet you both at two tomorrow.
Sorry, | don't understand. | thought the
whole team was meeting tomorrow at
nine?

We were. But, er, something came up.
Anyway, Sharon can fill you in on most
of it. Sharon?

Yes, you'll have two assistants working
with you, Matt. Janet White and Robin
Sellers.

Olkay, Janet White and Robin ...7
Sellers. Janet's our top mergers and
acquisitions specialist, [ think you two
will get on well. She'll be helping you
with your research, And Robin's your
interpreter, He's very familiar with
business procedures here - as well as
being fluent in Japanese, of course.
Sorry, I'm not with you. Interpreter?
What do I need an interpreter for? |
thought 1was just here as an advisor.
Erm ... The situation’s changed a little
since we last spoke, Matt. We'd now like
you to lead the negotiations with the
Sapporo Bank. In fact, that will be your
main responsibility.

[ don’t quite see what you mean, Sally.
Erm, I'm no negotiator, especially not
for a takeover as big as this. 'm the guy
with the pocket calculator. | just make
sure the figures add up.

Oh, come an, Matt. You're too modest.
We know your track record. Janet can
take care of the figures. We want you to
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lead the first round of negotiations on
the 13th.

B You mean the 30th, right? The 13th is
next week.

A That's right. We've scheduled the first
meeting for next Wednesday. Janet will
be able to brief you before then. This is
your big chance. I'm counting on you,
Matt. | know you won't let me down,

04 LISTENING
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Extract a

A James, do you have a minute? ... James?

B Oh, hi, Ingrid ... Er, sorry, what was
that?

A Well, it's just that I need to have a word
with you about the quarterlies, But if
you're busy, | can come back later.

B Yeah, okay ... | mean no, no, that's fine
- Sorry, what was it you wanted to talk
to me about?

A The quarterlies, James. Only the

meeting’s on Friday, and [ still haven't

received figures from Hugh and Alison ...

James?

Yes, yes, I'm listening! Erm, so Alison

still hasn't sent you her figures?

No, she hasn't, but I'm dealing with that.

It's Hugh I'm having problems with.

Hugh? | thought we were talking about

Alison.

And Hugh, James! This is the third time

now he's been late with his quarterlies,

I keep sending him reminders and he

keeps ignoring them! [ thought you

might talk to him.

B Hmm, would you like me to talk to him?

A That's what | just ... Look, James, you're
obviously in the middle of something
else. [ think I'd better talk to you later
when you can give me your undivided

= @

attention!

B Sorry, Ingrid, sorry! ... Okay, where were
we?

Extract b

A Tim, we really need to talk about your
team’s expense claims. Frankly, they're
getting out of control. I don't how to put
this, but some of these restaurant bills
are just ridic ...

B Nicole, we've discussed this before and,
as I've told you ...

A Tim, could I just finish what [ was saying?

B There's no need, Nicole. We have this
same conversation just about every
month, don't we?

A But your team's rotal expenses are now
almost twice as much as everyone else's!
You know we have a set budget for ...

B Nicole, let me stop you right there. My
team has far more client contact than
anyone else's! So it's hardly surprising
we're spending more on meals and
entertaining, now is it? And [ might
remind you that we are also bringing in
a lot more business than any other team.

A If you'd just let me finish ..,
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A

No, let me finish, Nicole! | have
repeatedly asked for expense budgets
to be performance-related and you have
repeatedly blocked that idea because ...
Whoa, now wait a minute! | haven't
blocked anything. As a matter of fact, ...

Extract ¢

A

PP @

B

-
-

Mow, then, Mr Hepburn. There are
obviously one or two details we still
need to sort out, but, in principle, |
think, er ...

... we've got a deal?

Well, yes, | think so.

Splendid! So if you'll just sign here.
Erm, yes, of course, in just a moment.
Now, as you know, reliability ...

... is a major concern for you. Yes, | know
that. And, let me assure you, you have
no worries there, You'll be one of our
priority customers! I'll see you get the
very best service.

Er, yes, well, that's good to know. It has
been quite a few years since we last did
business with you. Must be at least ...

... 8ix years, as a matter of fact. | checked
in our computer records.

Six years? [s it really that long? Well,
anyway, you'll understand I just want to
make sure ...

... you don't end up with the wrong
consignment like you did last time!

I'm sorry?

The wrong consignment, We sent you
the wrong consignment. And then it
took us weeks to get the right one to you
because of an administrative error. Rest
assured, Ms de Vries, that won't happen
again. We've got a completely new order
system now. One hundred per cent
efficient!

Erm, well, actually, I'd forgotten all
about that consignment ... | was going
to say we need to make sure you're able
to shorten your delivery times whenever
our stocks run low.

Ah,

But now you mention it, that delay we
had six years ago did cause us all kinds
of problems ... In fact, now [ think of it,
it was something of a nightmare. Erm,
maybe | need to have another look at
your proposal, Mr Hepburn, and get
back to you on it in a couple of weeks.
Oh...

1.24

Extract 1

A

B
A

lan, | think it's time we had a chat about
training,

Sure, Sally. What's on your mind?
Well, I've been looking at our annual
spend on T&D and, frankly, it's pretty
high.

Hmm, are you saying we've run over
budget on that?

Well, no, we're still within budget

- just. Don't worry, We keep a tight
control on that. But when you look at
the percentage of employees receiving
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training each year, it’s only about 20%
of them. For what we're spending, that
doesn't seem very cost effective.

B Do you mean we should be shopping
around for cheaper training?

A Well, that's certainly one thing we could
do to save money, But | think it's more a
question of efficiency.

B What do you mean by ‘efficiency’?

A Well, look at this. Last year, we ran three
separate time-management courses for
three separate units in Italy. Couldn’t
we have put all those people on just one
course?

B Sorry, I'm not quite with you.

Aren't there limits on the number
of participants to get the maximum
benefit?

A Well, yes, of course, but most of these
courses weren't even fully attended.

B Oh, right.

A S0 why don't we centralize training?

B Centralize? How do you mean exactly?
Dan't we use freclancers for training?

A Yes, but if we offered all training from
the most central office in each country
we operate in, we could combine
courses, save money and actually train
maore people,

B Mm, | see what you're saying ...
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Extract 2

A Amund! Come on in. How's it going?

B Oh, fine, Louise, fine. I'm pretty
busy at the moment with the Expo
arrangements. But it's all going well.

A Oh, the Expo. Yes, of course. It's going
well, you say?

B well, yes, I think so.

A Great, great! Well now, you said you had
an idea you wanted to run past me.

B Er. yes. Well, you know how normally we
give out hundreds of business cards at
these events?

A Uh huh.

B And then people just lose them, throw
them away or forget who it was that
gave them to them in the first place!

A Uh huh, go on.

B Well, I found this company that
produces fairly inexpensive digital
business cards that look just like an
ordinary business card, but you can
put them into the CD drive of your
computer and they contain all this
multimedia content.

A Really? Multimedia business cards, you
say?

B Yeah. I mean, you can put slideshows,
animations, audio, video, everything
on them - a full company presentation,
client testimonials, commercials,
show-reels, the lot,

A Oh, that's interesting. Video and
slideshows would be great.

B Exactly. I mean, we are a media

company, after all. Shouldn't our
business cards be a little more high-tech
than a piece of cardboard?

m
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Right, I'm with you. Good point. So how
much are these cards?

Well, if we order a thousand, it works
out at less than a euro per card. | mean
that would be a fortune for a normal
business card, | know. Bur this is the
sort of thing people will make sure they
don't throw away because they'll want to
see what's on it. What do you think?
Hmm, nice idea. [ like it. Of course, we'd
have to put the content together.

No problem. Leave that to me.

Okay, then, let's give them a try. Order
a thousand and we'll see what the
response is ...

1.26

Extract 3

A

B
A

@

A

Maria, are you busy? | need to talk to
you about Jeanne,

Problem?

Well, you remember how she blew up at
last week's kick-off meeting?

How will I ever forget? Have you spoken
to her about that?

1 have, but I'm afraid it didn’t do much
good. Seems like there's just a lot of bad
chemistry between her and the rest of
the team.

Hmm.

Anyway, I've given the situation some
thought. And I've decided to pull her off
the project altogether.

Oh, really? Do you think that's wise?

I mean, how is that going to affect our
timeline? Jeanne's the most experienced
person we've got working on this.

I know, but I'm thinking of bringing
Martin in to take over her role,

Martin? Yes, he's good. But wouldn't
that mean taking him off the Minerva
project?

1t would, but, to be honest, | think he's
rather wasted on that.

Oh, why do you say that?

Well, Minerva's not really a priority
right now, is it? And | think we could use
Martin better on this. Besides, Martin
thinks the whole project should be
targeted much more towards the Latin
American market. And, frankly, [ agree
with him.

Latin America? Are you sure? Do you
have fgures for that?

I do, as a matter of fact. I'll email them
owver to you.

Okay, fine. Just one question: what are
you going to do about Jeanne?

Oh, don't worry about that. Leave
Jeanne to me.
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Extract 4

A

B

So, Grant, how are people in your unit
reacting to these new structural changes
to the company?

Well, we've had a lot of mixed reactions,
to be honest, [t's not been easy.

So what you're saying is you're getting
some push-back from your people.



B Well, some resistance certainly. Bur,

I mean, that's normal when you're
implementing change on a scale like this.
It's really a question of keeping people
informed, managing their expectations,
you know...

A Hmm, it sounds like you think we
should be having more information
sharing meetings.

B Yes, that's right. I think it's important
to be open and honest about what's
happening and how it will affect people
at all levels of the company.

A In other words, show people that we
have nothing to hide, that we're not
doing anything behind their backs. We
want to involve them.

B Right.

A Okay, so the way you see it is we need
more Openness, more [ransparem:y_

I think I'd go along with that. Does
anyone else have any views on this?
Yeah, Alicia.

C  Well, 1 agree with a lot of what Grant
says, but | also think we need to deal
better with people’s fears. We need to
be preventing rumours flying around;
showing people that, in many ways, it's
business as usual.

A So, for you, it’s a question of restoring
some stability. Yes, that's a good point.
Okay, well, thanks for your input,
everybody. 1 think it's good te be
discussing these issues at this stage ...

05 BUSINESS TRAVEL
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Conversation 1

A Excuseme. Is there somewhere [ could
send a fax from?

B Certainly, sir. There's a business centre
on the third floor.

Conversation 2

A Did you pack your bags yourself, sir?

B Well, no, my wife ... Oh, er, | mean, yes,
Yes, of course.

Conversation 3

A Could I ask you to open your luggage,
please, madam?

B Ok, ... all right. Will this take long? Only
someone’s meeting me.

Conversation 4

A Window or aisle?

B Er, window, please. But not near an
emergency exit, if possible. You can't put
the seats back.

Conversation 5

A This is your captain speaking. We're
now at our cruising altitude of 11,000
metres, making good time and just
passing over the Costa Brava.

B Oh, look. There it is. Full of British
tourists.

Conversation 6

A Canyou tell me what time you stop
serving dinner?

B Half past ten, madam. Are you a
resident? | can reserve you a table if
you like.

Conversation 7

A Er, Heathrow airport, please. Terminal
1. I'm in a bit of a hurry.

B Well, I'll do what I can, sir. But the
traffic’s terrible this morning. Some sort
of accident it said on the radio. Might be
quicker taking the Tube.

Conversation 8

A British Airways regrets to announce the
late departure of flight BA761 to Buenos
Aires. This is due to the late arrival of
the plane from Argentina, Estimated
departure time is now 15.10.

B Oh, here we go again!

Conversation 9

A This is your captain speaking again.
We're in for some turbulence, I'm afraid.
So, for your own safety, would you
please return to your seats and make
sure your seatbelt is fastened while the
‘fasten seatbelt” sign remains on. Thank
you,

B  Erm, excuse me. You're sitting on my
seatbelt, Thanks.

Conversation 10

A I'm sorry, but this bag is too heavy to
take on as hand luggage. You're only
allowed six kilos. You'll have to check it
in, I'm afraid, sir.

B But I've got my computer and
everything in there, And gifts for my
family.

Conversation 11

A I'mafraid I'll have to check your hand
luggage too, madam. Could you open
this side pocket? And, er, would you
mind not smoking, please?

B Oh, I'm sorry. I didn't realize.

Conversation 12

A Have you got anything smaller, sir?
Don't think [ can change a twenty.

B Uh? Oh, just a minute. I'll see.

Conversation 13

A There has been a change to the schedule
for flight BA761 to Buenos Aires. This
flight will now depart fram Gate 59,
Would all passengers travelling to
Buenos Aires please go to gate 59,

B Gate 50-what?

Conversation 14

A Right. That's fine, thank you, madam.
You can go through now.

B What! You've just unpacked everything
in my suitcasel How am | supposed to go
through like this?

Conversation 15

A Could you switch off your laptop now,
please, sir? We're about to land.

B Uh? Oh, yes, of course.

Conversation 16

A Here you are. Keep the change.

B Oh, thank you very much, madam. Have
a good flight.

Conversation 17

A Excuse me. Erm, do you think | could
have an alarm call at half past six
tomorrow morning?

B Certainly, madam. Could | have your
room number, please?
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Conversation 18

A Good afternoon, ladies and gentlemen.
Flight BA761 to Buenos Aires is now
ready for boarding. Would you please
have your passports and boarding cards
ready for inspection.

And about time too!
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Conversation 1

A Excuse me, could you tell me where the
rest room is?

B Certainly, sir. There's one just across the
lobby, by the elevators.

A Thank you.

B You're welcome.

Conversation 2

A That's five quid, please.

B Erm, I've only got a ten, I'm afraid,

A That's fine. So that's five pounds | owe
you. Just a minute.

B By the way, could you tell me which
way's the nearest Underground?

Conversation 3

A Excuse me, am [ going the right way for
the shopping mall?

B  Er, no. Erm, you need to go back the
way you came till you come to a hig
drugstore.

A Uhhuh.

B Turn left, then take a right at the
parking lot and the mall’s right in front
of you.

A ‘Thanks.

B Have a nice day!

Conversation 4

A Day return, please.

B Tothe City?

A Yes, please ... Oh, no!

B s there a problem?

A I've just realized I left my briefcase with
my wallet in the boot of that taxi!

Conversation 5

A Your hill, madam,

B Oh, thank you. Er, who do [ make the
cheque out to?

A Er, just Webster's will be fine. Did you
enjoy your meal?

B Er, yes... Everything was ... fine. Er, is
there a chemist's nearby, do you happen
to know?

Conversation 6

A Which way you headed, ma'am?

B Fr, Liberty Street.

A That's quite a few blocks from here, Can
[ call you a cab?

B Won't that be expensive? Maybe |
should take the subway.

A Twouldn't at this time of night. Cab'll
probably only cost you five or six bucks.

Conversation 7

A One way or round trip?

B Er, one way, please, Is there a cart | could
use for my baggage?

A Sure. They're over by the phone hoaths,
You'll need two quarters.

B Oh, then could you change this for me?
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Conversation B

A
B
A
B

Erm, excuse me. I'm looking for a gas
statiom.

Oh, right. A petrol station. I think
there’s one at the next roundabout.
Pardon me? ... Oh, you mean a traffic
circle. Great, Thanks a lor.

Mo problem,

& 1.30

Conversation 1
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A
B
A

Hella. You must be waiting for me.

Mr de Jong?

That's right.

How do you do, sir. Let me take those
for you. Did you have a good flight?
Mot bad, not bad. It's even colder here
than Cape Town, though. And we're
having our winter.

Oh, yes. It's rained all week, I'm afraid.
Always does for Wimbledon.

Hmm? Oh, the tennis. Actually, | was
expecting to meet Mr Hill.

Yes, sir. I'm afraid Mr Hill had to go ro
a meeting. He sends his apologies. He
said to take you straight to your hotel,
give you a chance to freshen up and he'll
meet you in a couple of hours or so.
Oh, right. Fine.

You must be tived after your long Hight,
Oh, not too bad. Luckily, I managed to
get some sleep on the plane.

& 1.31

Conversation 2

C  Greg! I'm over here ...

D Caroline! Good to see you again! Wow,
it's crowded here. [ nearly missed you.

C 1 know. Didn't you see me waving? So,
how are things?

D Fine, fine. Susan sends her love.

C Howisshe?

D Very well. Congratulations, by the way.

C Hmm?

D Onyour promotien.

C  Oh, that. Yeah, well, if you work for the

same company long enough ... Now, my
car's just five minutes away. Let me help
you with your bags.

Oh, that's all right. Well, maybe the
really heavy one.

MNow, | thought we could get some lunch
first, and then go back to the office and
do some work. Oh, you're staying with
us, by the way. David's dying to meet
you.

Sounds good to me, David, yes. A new
job and a new husband. So, how's
married life?

& 132
Conversation 3
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Miss Sheridan?

Yes, you must be Alan Hayes.

That's right.

Helko, Thanks for coming to meet me,
Mot at all. We thought it would be
quicker. This way you can meet the
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whole team this afternoon. We thought
you might just want to relax this evening.
Oh, yes. Probably.

So, how's business?

Couldn't be better. So we're all set for
the meeting tomorrow?

We certainly are. Martin sends his
regards, by the way.

How is he?

He's fine. S0, how was your flight?

Oh, pretty good. | got upgraded.

Lucky you! That never seems to happen
to me.

Mm. It certainly makes a difference. [
could get used to it.

Well, now, we'll go straight to the office
if that's okay with you. I'd like you to
meet Graham Banks. He's the head of
our legal department.

Yes, [ think | spoke to him on the phone.
Oh, yes, of course. Now, let's see if we
can get a taxi ...
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Conversation 4
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Mr Okada?

Er, yes.

Hella. Welcome to London. I'm Sharon
Miller.

Er, from Sabre Holdings?

That's right. I'm the head of the M&A
department - Mergers and Acquisitions,
1 see. 1 was expecting ... Never mind. So,
Miss Miller. Pleased to meet you.
Pleased to meet you, Mr Okada. Now,
I've got a taxi waiting outside. So why
don't we let the driver take those bags of
yours?

Oh, thank you very much.

We'll drop your things off at the hotel.
We booked you into the Savoy. | hope
that's okay. I think you'll be comfortable
there,

Yes, that will be fine.

Great, Then | thought we could meet

up with my assistant Geri King and get
some lunch,

Gerry King? [ don't think | know him.
Her, actually. No, she's just joined us.
She's got a lot of questions she'd like to
ask you.

Yes, of course. | wonder ... [t was a very
long flight .., Do you think I eould go to
my hotel first?

Yeah, sure. We booked a table for 1.30,
but that's okay.

Lam alittle tired and | need to freshen
up.

Of course, We'll check you into your
hotel and then meet in, say, three
quarters of an hour?

06 HANDLING CALLS

& 13
Calll

A
B
A

Allo!
Oh, hello. Do you speak English?
Er, ... yes, a little, Can T help you?

DO m@> @

This is Anne Cook from What Car?
magazine,

I'm sorry?

Anne Cook. What Car?

What car?

Yes, that's right.

You want a car?

No, no, sorry, | work for What Car? 'm a
journalist, Er, can you put me through to
Yves Dupont?

I'm afraid | don't understand. Can you
speak more slowly, please?

Yes, I'd like to speak to Yves Dupont, if
he's available.

Ah ... One moment, please. I'll get
someone who speaks better English.
Thank you!
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Hola ...

Hello. Is that Joaguin Fuentes?

Er ... Yes, speaking.

Joaquin, It's Geoff White.

Geoff White?

NetWorth Systems? We spoke last week.
Oh, yes. I'm sorry. Geoff, of course.

Er, yes. Anyway, I'm calling about those
prices you wanted, ...

Oh, yes ... Listen, Geoff, I'm afraid I can’t
talk right now. I'min a meeting,

Oh, [ see,

Yeah. Can you call me back - say, in an
hour?

Erm, yeah, sure ... No problem.

Okay, I'll speak to you later ... No, wait,
could you just email me the figures
instead?

Erm, yeah, yeah, sure.

Thanks a lot.

I'll do thar right away.

Great. Thanks for calling.

Yeah, bye.

Bye.

& 1.36
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Jim, can you get that?

Uh? Oh, okay ... Yeah?

Hello? Is that Western Securities?

Uh huh. What can I do for you?

This is Laura Como from Tricolor. I'd like
to speak to Karl Lesonsky, please. It's
about a pension fund.

Just a minute. Anybody seen Karl? ...
He's not here.

Do you know when he'll be back?

No idea. He's usually in by now. Probably
taken a long lunch.

Oh, | see. Well, perhaps you can help.
Who am [ speaking to?

Er, Jim Savage. But, er, ... Oh, justa
minute ... Er, hello Mz Como?

Yes!

Look, | don't normally deal with

pensions. | think you'd better wait till
Karl gets back.



Well, when will that be?

| really don't know.

Well, that's helpful.

Okay. Look, give me ten minutes. I'll see
if I can reach him on his cellphone.

No, don’t bother. I'll call back later.
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Call 4

A José Senna,

B Ah, MrSenna. Hello. I'm sorry to bother
you. Your secretary gave me your mobile
number,

Er, that's okay ... Can [ ask who's calling?
Oh, I'm sorry. This is Nigel Waters. We
met at the Expo in Sio Paulo last year.
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Oh, yes, Mr Waters. How are you?

Fine, fine. You said if | was ever in

Rio you'd introduce me to your boss?
Remember?

Oh, ... Yes. Um, so you're here in Rio?
That's right.

Erm, well, it's a bit difficult right now.
I'm on my way to a meeting. But ... er,
leave it with me. I'll see what | can do.
Right.

Can you give me a contact number?
Oh, yes, I'm staying ...

Just a minute, where's my organizer? ...
Okay.

Yes, I'm staying at the Mirador in
Copacabana, It's 548 8950, er, room 314,
3-1-4 ... Okay. 'll try to make the
arrangements. Don't worry, I'll sort
something out.

Great,

And, er ... Oh, the traffic’s moving. Look,
I'll get back to you tomorrow. Okay?

| can't hear you very well.
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No, the signal’s breaking up. Speak to
yOu TOMOrrow.
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Okay, fine. I'll wait to hear from you
then. Bye.

07 MAKING DECISIONS
& 1.38

A Welcome to the In Company Business
Podcast. This week: the art of
decision-making ...

B 1n business, is it better to make good
decisions or better to make lots of
decisions? Peter Kindersley, the founder
of Darling Kindersley Books, isin no
doubt, ‘It doesn’t matter,’ he says, ‘if
the decision you make is right or wrong,
What matters is that you make it and
don’t waste your company's time, If
you make the decision, you begin to
distinguish the good from the bad.

But Michael Begeman, who runs the
Meeting Network at 3M*, takes a
different view. He claims that ‘not all
successful meetings end with a decision’.
‘Decisions,’ he says, ‘are the Valium of
meetings.” People think, ‘Great, we've
finally made a decision. Now we don't
have to worry about that issue any more.’

So who's right? Does decisiveness lead

to good decision-making? Or is the best
decision sometimes no decision?

The answer is partly cultural. In countries
like the United States, for example, the
ability to make speedy decisions is valued
because decisions tend to lead to action.
And, as America is an action-oriented
culture, being seen to be actively doing
something is an important part of a
manager’s job. In Japan, on the other

hand, managers may prefer to gradually
build up agreement among their colleagues
until the right course of action simply
emerges — without a conscious decision
ever having been made. By contrast, in
France the decision-making procedure is
very different from both the American and
Japanese approaches. For the French, along
process of logical debate generally precedes
all important decisions - some of which,

as Begeman recommended, may never be
made!

How do you make your decisions - by
logically analyzing all the available data or by
trusting your gut instinct? Research done by
Daniel Goleman, the originator of Emotional
Intelligence, shows that highly successful
decision-makers do both, But according to
Dan Ariely, a psychology professor at Duke
University, much of our decision-making is
actually highly irrational. For instance, it
was noticed some time ago that culturally
similar countries varied considerably in
their willingness to donate their bodily
organs after their death. In Austria, for
example, organ donation is 100%, whereas
in Germany it's only 12, In Sweden, it's 86%,
but in Denmark only 4. How do we explain
this dramatic difference? In fact, it turned
out to be the result not of culture, but of the
way the organ donation questionnaire was
worded. In Germany and Denmark, people
were asked to tick the box if they wanted to
participate in the organ donation program.
Most didn't tick it, and so didn't participate.
In Austria and Sweden, however, people
were asked to tick the box if they didn't
want to participate in the organ donation
program. Again, most didn't tick it, but

by deciding not to tick it, they ended up
participating!

So it seems like, given the choice, most of us
are more comfortable not doing than deing,
Maybe that's why in 1999, George Bell - the
former CEO of web portal Excite = turned
down the opportunity to buy a start-up
search engine company because the asking
price of $750,000 just seemed too high. The
search engine, of course, was Google, with

a current market value of $250 billion - a
330,000-fold increase since Bell decided not
to buy it!

& 139

A Thanks for coming, everybody. Okay,
let's get down to business. As you know,
we're here to talk about the relocation
to the UK and I'd like to hear what you
have to say. Now, the plan is to make the
final move in January, but that's a busy
month for us. So, what do you think?

OE0
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Can T just stop you there for a moment,
Elke? This relocation idea — | mean, it's
ridiculous. [ don't think anyone here
actually wants to go and live in Britain.
With respect, you don't quite seem to
understand, Erich. The decision has
already been taken.

Sorry, | don't quite see what you mean. |
thought we were here to discuss this.
Mo, perhaps [ didn’t make myself clear.
We are relocating to Cambridge in
November. That's been decided ...

So why are we having this meeting?

1f I could just finish what [ was saying.
What we are discussing today is how

to implement the decision. This affects
our Scandinavian office tao, you know,
There's a lot to talk about. Now ...

Can 1 just come in here?

Yes, what is it, Axel?

Well, I can see why we should have a
branch in the UK instead of Scandinavia,
We do most of our business there. But
we're a German company. Head office
should be here in Germany, surely.

I'm afraid that’s completely out of the
question. The decision to relocate makes
good logistic and economic sense. We're
still a fairly small business. Having
branches in different countries is just
not an option.

I totally disagree. Our market is
Northern Europe and Germany is at the
heart of Northern Europe.

Yes, but 70% of our market is in the
UK. Look, perhaps we can come back

to this later. | can see some of you are
not happy about it and [ agree with you
up to a point, but [ am not in a position
to change company policy. Okay, let’s
move on. How are we going to handle
administration during the relocation?
Does anyone have any suggestions? How
about using the Stockholm office while
we move from Bremen to Cambridge?
Kjell?

Well, to be honest, Elke, we feel

very much the same as our German
colleagues here. We think the decision to
close down the Bremen and Stockholm
offices is a mistake,

Isee...

Look, maybe we should take a short
break, Elke. | think one or two of us
would like to have a word with you - in
private if that's okay.

Right. Well, sorry everybody. We'll have
to break off here, I'm afraid. Axel, Kjell,
Erich, I'll see you in my office ...

& 1.40

Interview 1

A

B
A
B

S0, Peter, how do you see the Bond role?
Well, Richard, [ think playing Bond is
really about gerting the balance right.
The balance?

Yes. | mean, on one level, Bond is a fairly
predictable superhero. He travels the
world, meets beautiful women, drives
fast cars, has a joke for every dangerous
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situation he finds himself in, gets

captured by the bad guy, but always wins

through in the end. [ mean, that's fine.

That's an important part of the Bond

formula, It's what people come to the

cinema Lo see.

Right.

But for us to care about the character, [

think he has to give us some surprises.

We have to see behind his superhero

mask from time to time. We have to

see the man behind the legend - and
struggling to live up to the legend.

We have to see some small signs of

weakness, [ think we have to believe that

this time Bond just might not make it.

Interview 2

A Well, Sam, you're an American, Is that
going to be a problem for you playing
Bond?

C No, I don't think so. And I've been
working on my English accent. How's
this? “The name's Bond. James Bond.'

A Not bad,

C But actually, Richard, ... er ... I don't
see why Bond has to be Brirish. | mean,
Bond's just whatever you want him
to be. The music, the stunts, the bad
guys, ... they're not what make the
film. Humour is the important thing.
Because if Bond isn't funny, then it's just
a silly film with lots of explosions and
car chases, and exotic women who get
killed just after they meet Bond. Bond
isn't Batman. He's not a psychologically
damaged superhero. He's an old-
fashioned adventurer like Indiana Jones.
And he has to keep his sense of fun.
Interview 3

A Now, Jon, how do you see yourself
playing the part of Bond?

D well, firstly, Richard, I'd make sure Bond
looks dangerous. Because that's what
Bond is, first and foremost - a killer. He
has a licence to kill. Everything else -
the women, the cars, the gadgets - are
just perks of the job.

A You don't think that's a bit ... um, twe-
dimensional?

D Come on, Richard, this is Bond we're
talking about! | think people need to
believe in the actor playing Bond, believe
that he's really capable of violence, even
does his own stunts. Of course, people
expect the special effects, the exotic
locations and the glamour, but that's
no good unless Bond looks like he really
means business. So I'd just play Bond as
me, Richard. That's all I ever do anyway!

Interview 4

A Charles, you've wanted the Bond part
for a long time. How would you play
him?

E Wall, Richard, we've seen a lot of
different versions of the Bond character
now, haven't we? The assassin, the
chauvinist, the lover, the comedian, the
mixed-up loner.

A 1guessso.

WP
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E And each time a new actor takes over,
the story gets updated - newer gadgets,
more current issues,

A Yes, that's right.

E [lactually think it might be time to stop
those endless revisions and go back to
the world of the original novels.

A You mean set the movies in the 1960s
again?

E Yes, why not? | mean, that's where Bond
really belongs. And [ think by putting
Bond back in the 60s, you avoid the
problem of trying to reinvent him in
every film,

A Hmm.

E Look, when you ask people who the best
Bond actor was, who do they generally
choose?

A well, different people have different
preferences, but generally, T suppose
most people would say the classic James
Bond was Sean Connery.

E Exactly. Now why is that? I'd say it's
because his Bond was true to the time.
And that’s what T'd like to recreate.
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A Diane, this would be quite a professional
challenge for you, taking over as Bond.
Would people accept a woman in the
part, do you think?

F  Well, frankly, no, 1 don't think they
would, Richard. It'd be like having a
woman play Superman. And what are
you going to call her? Jane Bond? It
would be ridiculous, But ... erm ... [
don't really see myself becoming Bond
... so much as replacing him. I think
you've got to begin again really. Maybe
have James finally killed off in one of
those spectacular opening sequences
before you introduce the new female
character. Now, Bond is a pretty hard act
to follow after 50 years, so, obviously,
my character has to be larger than life
and twice as dangerous! The great thing
would be you could do all the old sexist
jokes in reverse and nobody would
complain. But ... erm ... [ think the
secret of a female Bond is, she's got to
have style and a wicked sense of humour
or everyone will just hate her for getting
James's job.

08 INFLUENCE
& 1.42

Conversation a

Edouard, could | ask you to take a look at
this design brief? [ realize you already have

a lot of work on this week, but it's absolutely
essential that we get back to the client on
this by Friday. And | think you may find it an
interesting change from what you normally
do. Can | leave it with you?

Conversation b

John, about my reguest to take some unpaid
leave - | was wondering if you had a moment
to talk about it. Only, 1 know how you like to
encourage your Lrainers to gain some outside
experience and | think this is a really great

opportunity to do that. You said yourself we
need to make savings and with business a
little slow this quarter [ thought it might be
a good time for me to do something like this.

Conversation ¢

Pam, could [ ask you a favour? We've got the
pecple from Shimamura coming over next
week, and ['m supposed to be taking them
oul to dinner and a show, you know, But
something's come up and [ was wondering
if you could take care of it, | know 1 already
owe you one for standing in for me last time!
But, to be honest, you're much better at this
sort of thing than me, anyway. Would you
mind? All the arrangements are made. It's
just a case of turning up.

Conversation d

Simone, thanks for agreeing to see me. |
wanted to talk to you about the Moscow
trade fair. [ really think we should attend
this year. I mean, just about everybody
who's anybody is going to be there - all our
competitors, for sure. Now, [ know you're
worried about the cost, but have a look at
this report 1 just received. It's completely
independent, by the way. And it shows

the financial benefits of attending the
conference over a 24-month period, Pretty
impressive. So, | wondered if you could think
about it, please. I'll leave the report with
you..,

Conversation e

Er, Rafael? Listen, mate, I've got a bit of

a problem and | was hoping you might be
able o help me out. You remember a couple
of weeks ago 1 took the Morelli account off
your hands because you were busy with the
Brazilians? Yeah, well, now it seems they
want me to do a full audit of their whole
business and it's going to mean an enormous
amount of work | wasn't expecting, So |

was wondering if you'd run the induction
session for me again. You said how much you
enjoyed it last time. And it would be a real
help to me if you could.

Conversation f

Heather, I've been wanting to have a word
with you. I'd like you to lead the negotiations
with GMEK. | was very pleased with the

way you handled the Korean deal and 1

think you're ready to take on a bit more
responsibility. What do you say? Do you
think you're up to it?

09 SMALL TALK
2 2.01

Extract a

A Er, how do you do. I'm Tom Pearson,
lixport Manager, Falcon Petroleum,

B How do you do, Mr Pearson. 1 am
Sakamoto, Assistant Director of
International Investments, Mizoguchi
Bank. Please sit here opposite the door.
You'll be next to Usami-san.

A Oh, okay. | sit here, right?

B ‘Ihat's right. Have you tried green tea
before, Mr Pearson?

A I, yes, 1 have. [ had it last time | was
here. I like it very much.



& 2.02

Extract b

A Good morning, everyone. 1d like to
introduce you all to Dr Alan Winter,
who's come over from the Atlanta office
to spend a few days at our research
centre. Welcome to Berlin, Dr Winter.

B  Thank you very much, Wolfgang. It was
kind of you to invite me.

A Okay, let’s get down to business, shall
we?

& 2.03

Extract ¢

A ... And then Juventus scored the winner,
It was an incredible goal! Did you see the
Lazio game last night, Miss Sterling?

B Yes, | did. Wasn't it a great match? One

of the best I've ever seen. But then,

there's nothing like [talian football.

So, you like football, then?

Oh, yeah. | love it, In fact, my father was

a professional footballer.

Really?

Yes. He wasn't a superstar or anything,

but he, er, played for Leeds.

Leeds United?

Yes, that's right.

They were a great team in the 70s,

weren't they?

Yeah, that’s when he played for them.

Amazing. Wait till [ tell Luigi. Our new

partner's father played for Leeds United,

ha!

Where is Luigi, by the way?

Oh, he’ll be here soon, He's never the

first to arrive, not Luigi ...
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A Rain stopped play again yesterday, | see.

B Sorry?

A The cricket. They cancelled the match.

B Oh, they didn't! Well, we certainly

haven't seen much cricket this summer.

A No. Chocolate biscuit?

B Oh, have we got chocolate ones?
Business must be good.

C Right, everyone. Er, | suppose we'd

better get started ...

£

. 2.05

Extracte

A Right, shall we start? First of all, this
is Catherine Anderson from London. |
think this is your first time in Finland,
isn't it, Catherine? Or have you been
here before?

B Actually, | came here on holiday once,
but that was a long time ago.

A Well, we hope you enjoy your stay with
us. Now there's fresh coffee if you'd like
some before we begin ...
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Extract f

A Okay, you guys. Thanks for coming,
Now, to business .., Oh, did you all get
coffee?

Hey, wait up. I've got a great one here.

Oh no, it's one of Marty's jokes.

See, there's this puy George goes for

a job, right? And it's a really cool job,

Right here in New York. Big money. So,

anyway, he takes a test, like an aptitude

test, you know, him and this woman.

There's two of them. And they have to

take a test to get the job.

C Yeah, yeah, so .7

B Sothey both get exactly the same score
on the test, George and the woman -
99%.

C Uhhuh,

B So George goes into the interviewer's

office. And the interviewer says, "Well,

you both got one question wrong on the

test, but I'm sorry, we're giving the job

to the other candidate.’ So George says,

‘Hey, that's not fair! How come she gets

the job? And the interviewer says, ‘Well,

on question 27, the question you both

got wrong, she wrote "l don’t know” and

you wrote "Neither do 1"

That'’s a terrible joke, Marty.

No, you see, he copied her test, right?

Marty, we've heard the joke before. It's

ancient. Okay, everybody, time to work.

I thought it was funny.

& 2.07

Extract g

A Asyou know, Albert, I'm the last person
to talk about other people’s private lives.
If the president of France himself wants
to have an affair, | don't care. | mean,
this is not the United States.

Yes, quite.

What | do worry about is what's going
on between our vice-president and our
head of finance.

They're having an affair?

Haven't you heard? | thought everybody
knew.

Mol No one ever tells me anything.

I mean, it's not the affair [ care about.
It's how it affects our meetings. Haven't
you noticed?

B Noticed what?

A How they always agree on everything,

B Well, now you mention it ...

10 EMAIL
= 2.08

Erm, well, being cc-ed on every little thing
drives me nuts, I'd say 60% of the messages [
get have nothing to do with me.

What | can’t stand is all the junk, the stupid
jokes, all the meaning-of-life stuff that
seems to fill my inbex. All those things, you
know, like, ‘Send this to ten more people or a
disaster will hit your city,’ | mean, come on!
1 think all the silly stuff is quite cool,
actually. The jokes, the slideshows. I mean,
it's just a way of keeping in touch. It's not
meant to be taken seriously!

‘The really neat thing is that you can go

back through your emails and see what's
been said, You have a permanent record
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of every discussion. Which is really useful
sometimes,

What really annoys me are those little smiley
things, emoticons. Just childish.

I'm a big fan of email. You leave a voicemail,
nobody gets back to you. You send an email,
it always gets through. [ think people are
better about answering their email than
their phone.

People expecting an instant reply - that
really bugs me. | mean, okay, so you sent
me an email. Like I'm supposed to drop
everything and answer it?

Well, I'm not crazy about 15-paragraph
emails. Or those 20-megabyte attachments
that take an hour to download. When do
these people get any work done?

I read somewhere that 20% of email gets
read by the boss, which is kind of scary. I'm
not keen on the idea that Big Brother is
watching me!

& 209

Message 1

Hi Koichi, it's Sarah Greenwood here, There's
been a change of plan. Peter and [ were
hoping to arrive in Nagoya on Monday.
That's not going to be possible now, I'm
afraid, because | have to be in Edinburgh
that day. So, we're aiming to get there by
Wednesday, but that should still give us
plenty of time to get organized before the
presentation.

& 210

Message 2

Hi Koichi, it's Sarah again. Peter and | were
planning to stay at the Radisson, because
it's near, but apparently there's a conference
next week and it's already fully booked.
Sorry, | was going to email you about this
yesterday. Could you find us somewhere
else? Thanks very much.

-
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Message 3

Hi Koichi, it's me again, Just one more
thing, sorry. We're intending to keep the
presentation itself quite short - about
45 minutes - to allow plenty of time

for questions and we're going to use
PowerPoint, so we're going to need a
projector and screen, if you can organize

that. Thanks, see you on Wednesday,
11 PRESENTING

& 212

Extract a

They tried it. They liked it. So they bought it.
Extract b

They tried it. They liked it, So they bought it.
Extract c

We can never be the biggest, but we can be
the best.

Extractd

We can never be the biggest, but we can be
the best.

Extract e
Did you know that the whole thing was
absolutely free?
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Extract f

Did you know that the whale thing was
absolutely free?

& 213

The first thing | figured out / and learned /
sometimes the hard way / about
entrepreneurship / is that the core / the
essence of entrepreneurship / is about
making meaning / many many people /
start companies to make money / the quick
flip / the dotcom phenomenon / and | have
noticed / in both the companies that [ have
started and funded / and been associated
with / that those companies / that are
fundamentally founded to change the
world / to make the world a better place /
to make meaning / are the companies that
make a difference / they are the companies
to succeed / my naive and romantic belief /
is that if you make meaning / you'll probably
make money / but if you set out to make
money / you will probably not make
meaning / and you won't / make / money,

& 214

Part A

A Okay, this brings us on to the next item
on our agenda this morning, which is
online business. Now, [ know some of
you are concerned about the recent
performance of E-Stock, our online
subsidiary. So I've asked Gary Cale, our
new head of e-business, to bring us up to
date. Over to you, Gary.

B Thanks, Michelle. To start off, then, 1
know you have all seen the figures up to
the last quarter - disappointing to say
the least. Nine months ago, when we
first went online, we were getting over
250,000 hits a day. Three months ago,
when | joined this company, we were
getting just 60,000 and it was obvious
we were failing to attract sufficient
customers to our website. So, what was
going wrong? In a word, technology. The
problem was not the service we were
offering, but the website itself.

& 215
PartB

Now, three things make a good website.
First, access to the website must be fast,
The slow access speed of our website meant
people were getting bored waiting for pages
to load and simply going somewhere else.
Second, a good wehsite must be easy to

use, Ours was so complicated, customers
sometimes didn't know if they were buying
or selling! And third, a good website must
have excellent search engines. Ours didn't.
To give you an example of what [ mean, a
fault we hadn't noticed in the programming
caused 1,500 people to invest in a company
that didn't even exist. Yes, embarrassing. I'm
glad | wasn't here to take the blame for that
one! Okay, to move on. Greenbaum-Danson
is unquestionably one of the world's leading
financial services companies. We're the
biggest, oldest and most respected firm in
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the business. But to succeed in online stock
trading, to succeed in any area of e-business,
you need a first-class website, So, creating

a first-class website was our first priority.
The next thing was Internet advertising,
winning back the customer confidence we'd
lost. That's a longer job, but we're making
progress. The final thing, and this always
takes time in e-business, will be to actually
make a profit. Well, we can dream!

& 216
Part C

Have a look at this. It's a graph showing
the number of trades our customers make
per day on our website. As you can see, the
figure was fluctuating for the first three
months and then fell sharply to bottom out
at just 10,000 trades a day. For a company
of our size, that wasn't too impressive. But
look. We're up to nearly 40,000 trades now,
our highest ever, and still rising,

Okay, I'm going to break off in a minute
and take questions. So, to sum up. One,
improvements in our website have led

to more hits and increased trading. Two,
advertising on the Internet will help us

win back customers. Three, profits will
follow. E-trading in stocks is the future. In
the US alone, it's the way a quarter of the
public choose to buy their shares. This is
the information age and the Internet is the
ultimate information provider. I'm reminded
of what banker Walter Wriston once said:
‘Information about money is becoming more
valuable than money itself” Thank you.

12 IMPACT

2217

Speaker 1

Of course, everyone in this room is an
experienced IT professional. | myself have
been in the personal computer business for
about 15 years now. And [ was fortunate
enough to be part of the team at Apple®
that developed the first iPhone and iPad.
So | guess you could say U've learned quite
a bit about portable and mobile devices.
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Speaker 2

Okay, so much for the product specs. What
about the sales prospects? Now, | know what
you're thinking. You're thinking how can
there be a market for such a niche product?
So let me reassure you that we've carried out
extensive market research and the figures
are very, very promising. You'll find a full
breakdown in your product information
pack, but let me just share with you some of
the most exciting results.
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Speaker 3

So that's the Orion 7. Let me tell you, this
revolutionary new product is going to be
huge! As we've seen, the technology behind
it is absolurely cutting-edge and we've made
several radical changes to the functionality

and design of the old Orion 6. This is the
product that's not only going to destroy the
competition - it's going to totally transform
the industry!

& 220

Speaker 4

Now, in this country we all tend to think
that the unemployment situation has gotten
out of control. But here's something that
might surprise you. Did you know that right
now, right here in the USA, there are three
million unfilled jobs? Three million genuine
job openings! Those are the latest figures
just posted. What's more, those jobs are
only being filled half as fast as in previous
recessions, We don't have a job shortage,
ladies and gentlemen, so much as a skills
shartage! And that's where we come in ...

& 221

Speaker 5

Talking of the failure rate of start-up
companies, that reminds me of the joke
about the entrepreneur who goes to his
bank manager and asks her: ‘How do [ start
a small business?” "Simple, says the bank
manager. ‘Buy a big one and wait!

& 2.2

Speaker 6

Olkay, so those are the key product
benefits. And that was the first thing [
wanted to talk to you about this morning,
Now, let’s see how we measure up against
our main competitors. Well, in terms of
overall performance, there really is no
comparison. Frankly, the Zamira leaves the
competition standing. And when it comes
to compatibility — well, as you can see, the
figures speak for themselves,

& 223

Speaker 7

Now, the text-flow process itself is quite
complex. So we've broken it down into three
simpler stages, Have a look at this. This
diagram shows you how text and images
from the original digital source reconfigure
themselves to fit the screen of your tablet or
mobile. As you can see, ...
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Speaker 8

You ask how Leo and [ started our business.
And I can tell you exactly how. Seven years
ago, | was getting bored at the company |
was working for and applied for another job.
Now, the firm | was applying to had hired a
recruitment agency to do the interviewing
and guess who the interviewer was? That's
right - Leo! He said: ‘If you want my honest
opinion, you'll be wasted at this company.
Why don't you start your own business?'
1said: ‘But [ don't know anything about
starting a business!’ He said: ‘I do!' And that

was how it all began ...
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A Good morning. And thanks for taking
the time to talk to us. We want to talk to
you about cookery. That's right, covkery.
... Did you know that cookery books are
the second best-selling type of book,
outselling romance novels, biographies,
self-help, science-fiction ...7 In fact, apart
from murder mysteries, you name it,
they outsell it ... Frankly, the figures are
staggering! Roughly 60 million cookery
books are bought a year! ... Switch on
daytime TV and chances are there'll be
cookery programmes on every single
channel. In Britain alone, there are
around 50 scheduled cookery series! ...
Why is cookery such a giant industry? ...
Well, we all eat. And a lot of us, it seems,
would like to be able to cook. But, sadly,
many of us still can’t boil an egg.

B That's where we come in. TastePal is a
maobile phone app that caters for the
28% of us who, according to a recent
survey in the States, just can't cook,
Now, TastePal doesn't try to teach you
how to cook, because we know you
probably don't even have the ingredients
in your kitchen to make a decent meal!
... No, the idea is this ... You tell us what
you do have in your kitchen cupboards
and TasteFal comes up with a selection
of simple recipes using just those
ingredients. We can't guarantee it'll be
a culinary masterpiece, but it will be
tasty, nutritious and easy to prepare.
Plus, if you're going to the supermarket,
TastePal will suggest a couple of things
you could buy to make it even better!

A Here's a screenshot of the app. As you
can see, the user interface couldn't
be simpler - with drag-and-drop
touchscreen icons for food categories
and animated cartoons for how to
prepare the meals, Who's our market?
Students, young professionals, single
peaple mostly - frequently male. Exactly
the right market for a mobile app.

B Now, I guess you're thinking: ‘But aren't
there apps for this already?" And, indeed,
there are - a few. But most of them are
little more than digital checklists and
recipe instructions - tiny text, difficult
ta follow. None of them uses animation.
And none of them has the extra
functions of TastePal. TastePal keeps a
log of the meals you like and alerts you
when you're running low on what you
need to make them. TastePal also alerts
you when you're not getting a balanced
diet. And it will tell you how to estimate
measures if you don't have the right
equipment - which we're pretty sure you
won't.

A My business partner Jim's a trained
chef. And I have six years' experience in
designing mobile apps, including two
award-winning apps for the iPhone,
We're looking for 50,000 euros to cover
further development and marketing
costs in return for 20% of the business.
Thanks a lot.

13 BEING HEARD
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Extract 1

It's a joke, really, this idea that everyone's
opinion is valued, | mean, how much can
you disagree with the boss? After all, she's
the boss!

Extract 2

You often leave a meeting not really knowing
what you're supposed to do next, what the
action plan is. [ usually end up phoning
people afterwards to find out what we
actually agreed.

Extract 3

MNobody seems to come to the meeting
properly prepared. If you want a copy of the
report, they don't have it with them. Need to
see the figures? They'll get back to you. It's
hopeless!

Extract 4

You often get several people all talking at
the same time, 5o no one's really listening
to anyone else. They're just planning what
they're going to say next. [t's survival of the
loudest!

Extract 5

‘They're usually badly organized, Nobody
sticks to the point. Peaple get sidetracked
all the time, It takes ages to get down to
business. As they say: ‘If you fail to plan, you
plan to fail”

Extract 6

You know even before you begin who's going
to argue with who, The facts don't seem to
matter, It's all about scoring points, looking
better than your colleagues and impressing
the boss.

Extract 7

| try to stop them over-running. We
sometimes hold meetings without chairs.
‘That speeds things up a lot! I've even tried
showing the red card to people who won't
shut up, like in football. Not popular.
Extract 8

Well, to be honest, everybody knows we
don't actually decide anything in meetings.
The boss already knows what he wants to do
anyway!
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Extract 1

A Okay. You've all had a chance to look at
the quarterly sales figures.

Yes. They're terrible.

Agreed, but if | could just finish, We're
30% down on projections. The question
is why?

Can [ just come in here? [t seems to me
that our marketing strategy is all wrong.
Now, just a minute. Are you trying to say
this is our fault?

Well, what else can it be? We're offering
generous discounts ...

Look, sorry to interrupt again, but ...
No, hear me out. We're offering very
generous discounts to our higgest
customers as part of our introductory
offer. And sales are still slow.
Something’s going wrong, and | say it's
the marketing,
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B Well, if you ask me, the problem is the
product itself.

C Andwhatis wrong with the pmducr?
BabySlim is an innovative addition to
our product line,

B Innovative, yes. But there is no market
for diet baby food. [ said so at the very
beginning. Who's going to admit they've
got a fat baby?

A You know, maybe she has a point ...

& 228

Extract 2

A So, that's the position, The company has
been officially declared bankrupt.

Yes.

And our chief executive officer has been
arrested on charges of corruption.

Yes.

Of course, our company president has
been on television to make a public
apology.

Of course,

But there was nothing he could do.

OfF course not. Gentlemen, it is a black
day in our company's proud history,
Yes. A very black day. Very, very black.
Can | just come in here?

>m Pwm

Please, do.

Well, it's just a suggestion, but shouldn't
we all be looking for new jobs?
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Mow, just a minute, just a minute!
There's no way we're going to accept this!
Could | just .7

They can't make English the afficial
company languagel!

Could I just .7

If head office thinks we're all going to
speak English from now on ...

Could [ just finish what | was saying?
Frankly, it’s bad enough that we have to
speak English in these meetings,
Please! Let me finish. No one is
suggesting we can't speak our own
language.

But that is exactly what they are
suggesting!

Can [ just say something?

Go ahead.

Well, as | understand it, this is only a
proposal at this stage.

That's precisely what [ was trying to say
- before [ was interrupted.

Now, hang on a second ...

If 1 could just finish ... The idea s to
introduce English gradually over the
next two years...

Oh, no! Mot while I'm in charge of
Human Resources.

A Yes, well, that brings us on to item two
on the agenda: restructuring the Human
Resources department.
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14 SNAIL MAIL

& 230

1

Erm, well, where's the address? You've
completely missed the address out. And
what's the ‘twenty-twost' of February, Rudi?
You mean twenty-second. That should be
‘nd’, right?

2

‘My dear Ms Ramalho' is a bit old-fashioned,
don’t you think? Sounds like a 19th-century
love letter, eh? I don’t think you need the
"'my". ‘Dear Ms Ramalho' will do. And it’s a
capital ‘T’ for “Thank you', T know it's after a
comma, but it's a capital.

3

So that should be: “Thank you for your letter
of ninth February. Oh, and ‘communication’
has got a double ‘m’, Rudi! Try using the
spell check.

4

What's this? 'l am such sorry'? That's 'so
sorry’, isn't it? Actually, T don’t think you
need the 5o’ Just T'm sorry’ sounds better
... Okay ... I'm sorry you were disabled to
attend our presentation’? [ don't think that's
right! ‘Unable’, I think you mean,

5

‘In the mean time ..." Oh, [ think ‘meantime’
is one word, not two, Yeah, one word. Oh,
what's gone wrong here? 'l enclose a copy of
our last catalogue'? That should be ‘latest’,
The last one'’s the old one, not the new one,
6

Erm, ‘current’ is with an ‘', not an ‘a’ - c-u-
double r-e-n-t. And it's a price list, Rudi,

not a prize list, With a'c’ not a "z’. We're not
running a lottery!

7

‘Information’ is singular. You don't need the
's". 5o, If you would like further information
...ub huh . please don't hesitate but
contact me again.’ That should be ‘don't
hesitate to contact me again’.

8

Right, nearly finished. ‘T look forwards to
hearing from you. That doesn’t sound right
to me. Wait a minute, it's ' look forward' not
‘forwards”. Yeah. And, er, “Yours fatefully’,
That's 'faithfully’ not 'fatefully’ - f-a-i-t-h,
faithfully ... Actually, it isn't, is it? It's

“Yours sincerely’ because you've written the
woman's name, I'd just put ‘Best wishes' if

L were you. It's simpler. Er, Rudi, maybe
you'd better leave the letter writing to me in
future.

15 SOLVING PROBLEMS
& 231

The first suggestion the company got was a
joke really, but it won the $100 bonus. The

suggestion was that the bonus should be
reduced to $50.

& 2.32
Problem 1

After many expensive and unsuccessful
attempts to promote the restaurant with
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posters and T-shirts, the owner, Martha
Sanchez, finally came up with a winner.
She offered free lunches for life to anyone
who agreed to have the name and logo of
the restaurant tattooed on a visible part of
their body. To date, 50 people have become
walking advertisements.

& 2.33

Problem 2

Alot of time was wasted on electronic
devices that could authenticate signatures
and on educating customers of the bank
to look after their cheque books. Someone
suggested using passwords, but people
always forgot them. Finally, the bank
manager had a different idea - why not
simply put a photograph of the account
holder on each cheque?
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Problem 3

The company quickly realized that there

is no way of making industrial cleaners
exciting. Special offers and competitions had
limited success. So they tried something silly
instead. The company’s name was changed
to the Mew Cow Corporation. All products
were labelled with the New Cow logo, the
hotline was changed to 800-BURGERS and
its company address to 1 Beef Avenue. Did it
work? Well, growing at a rate of 10% a year,
MNew Cow currently employs more than 300
people and enjoys sales of over $80 million.
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Extract 1

A Okay, we both know the problem.
Basically, we can't get retail stores to
stock our new product. They say it’s too
expensive, So the question is: how do we
et access to the customer?

B What if we offered it on a sale or return
basis?

A No, [ don't think so. If we did that,
we'd just create cash How problems for
ourselves,

B Hmm. Well, another option would be to
sell it direct online.

A It's a possibility, but | really don't think
we know enough about e-commerce to
take the chance. And if we start bringing
in Internet specialists, we could end up
spending a fortune.

B Of course, we wouldn't have this
problem if we'd priced the product more
sensibly in the first place.
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Extract 2

A Right, sur objective for this meeting
is to think of ways we can get the
supplies we need. As I'm sure you've all
heard, our sole supplier is about to go
bankrupt!

B Hopefully, it won't come to that, but if
it does, we'll certainly have to act fast.
Suppose we bought the company out?

A What, and took on all their debts? |
don't think so!

C Alternatively, we could just manufacture
our own components. I've spoken to our
technical department. They say they can
doit.

A Yes, but do you have any idea how
long it would take to get an in-house
production facility operational?

C  well, what choice do we have? Unless we
do something, we'll be out of business
within six months!

B What I want to know is why our
suppliers didn't tell us they were in
trouble. If we'd known this was going
to happen, we could have had our own
production plant up and running by
now.
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Extract 3

A What [ want to know is: how do we
maintain our profit margins with labour
costs rising the way they are?

B well, it seems obvious, but how about
raising prices? | mean, even with a 2%
price rise, we'd still be very competitive.

C No, I'm afraid that's not an option. This
is an extremely price-sensitive market.

B | know that, but what else do you
sugpest? [f we don't cover our costs,
we'll soon be running at a loss,

A Now, let’s not panic. The answer could
be to shift production to somewhere like
South-East Asia, We've talked about it
before,

C And close down our plants here?
Wouldn't it be easier if we just tried to
renegotiate with the unions - get them
to accept a lower pay offer?

A Ifwe'd been able to get the unions
to accept a lower pay offer, John, we
wouldn't be considering outsourcing to
Asia.
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Extract 4

A Now, what on earth are we going to do
about all this unsold stock piling up in
the warehouses? If we don't move it
pretty soon, there'll be no space for new
product. And we'll be left with a lot of
old product nobody wants! So, ideas?
Anybody?

B well, in my opinion, our product
development cycle is way too short. Why
don't we delay the new product launch
to give us time to sell existing stock?

A This is a technology-driven business,
Robert. If we don't continually upgrade
our product, the competition will,

B And if we didn't all keep upgrading every
three months, we wouldn't have this
problem!

C  Wait a minute, wait a minute! This old
stock, couldn't we just sell it off at a
discount to create space for the new
stuff? Say, 15%7

A  I'd rather not start talking about a 15%
discount at this stage, if you don’t mind.

C  Well, if we'd discounted it sooner, we
wouldn't have had to be so generous
now.
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Extract 5

A Now, I've brought you all here to discuss
a very serious matter. Someone in
the company - we don’t know who
= is passing on information to the
competition. I'm sure | don't need to
tell you that in a business like ours it
is essential we protect our competitive
advantage. So, ... what do we do?

B Areyoutelling us we have a spy amongst
us?

A 1f 1wasn't, Simon, we wouldn't be here
now.

C  Well, let’s think. We already restrict
access to important files, but what
about encrypting our most confidential
information as well? It's common
practice in most companies these days.
I'm surprised we don't do it already.

A I'm afraid it’s more serious than

just downloading data off the

company server. This person seems

to be recording meetings and private

conversations as well.

You're joking!

{coughs)

Erm, sorry, it's just that | can hardly

believe this.

Well, maybe it’s time we involved

the police, Clearly a crime is being

committed here.

A It most certainly is. And [ would have
called the police in already if I'd thought
it would do any good. But, I don’t want
our spy, whoever it is, to know we know.
So, unless we have to, I'd rather see if we
can deal with this ourselves first. And
who knows? Perhaps we can even turn
the situation to our advantage ...

~ 2.40

Sony" Ericsson

Whilst on a business trip to New York back
in 2001 you find yourself walking down
the famous Fifth Avenue when you are
approached by an attractive young woman.
‘Excuse me, she says, ‘Would you mind
taking a picture of me and my boyfriend?
"Sure, you reply. Thanks a lot!’ she smiles
and hands you what looks like an ordinary
mobile phone, although you notice the
screen is full colour. "But this is a phone,
isn't it?’ you ask. ‘Yeah, she laughs, ‘and a
camera! You just press this key here. See?
Simple.’ You take a couple of shots and
remark that it's the first camera-phone
you've ever seen, 'Cool, isn't it?”" says the
boyfriend. ‘Latest Sony Eriesson.’ You're
impressed and decide to check it out next
time you're passing a mobile phone store.
The rest, of course, is history and today
cameras come as standard on every single
smartphone.

But what you didn’t know at the time is
that those two young tourists were actually
actors and were being paid to approach
passers-by like yourself, They were part of
a special campaign by Sony Ericsson. Called
‘buzz marketing', the idea was to create
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publicity for the phone by introducing
people to the product and, basically, getting
them to want it! In fact, for this particular
campaign Sony Ericsson hired 60 actors to
do this every day in ten different cities all
over the United States.

Buzz, or word-of-mouth, has now been
proven to be the most effective form of
marketing in an age when there's so much
conventional advertising we've largely
learned to ignore it. And, while some say
buzz marketing raises ethical questions,

the companies who use it stress that the
strategy is not to sell but simply to inform.
Ethical or not, it's a technique now employed
by many of the world’s most famous brands.
Where product placement places products in
maovies, buzz marketing places products in
your lifel And if you think you yourself have
never met a buze marketer - in the street,
on the train, at the coffee bar — well, that's
the whole point!
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Tata Steel

Tata Steel’s managing director, Dr Irani,
quickly realized that, whereas in the West
there is more provision for those who

are made redundant in the form of social
security, he had a special responsibility to
his own employees. So, he first spent almost
a year convincing his people of the need for
rightsizing the company.

Then, warking in partnership with the
workers' union, he developed what he called
‘the early separation scheme’ or ESS. Within
the terms of the ESS, those under 40 years
of age who took voluntary early retirement
would get their full salary for the rest of
their working lives. And older workers would
get 20-50% more than their full salary!
Furthermore, if they died before reaching
retirement age, their families would be paid
their salaries for the remaining years. Irani’s
generosity to his employees looked like
madness. And when an Indian industrialist
heard about the scheme, he sent him a note
saying: "You either have too much money or
not enough brains!’

But Irani knew exactly what he was doing,
For the amount the workers who voluntarily
left the company got paid remained
constant, Had they stayed, it would have
gone up annually. And by saving on the extra
payroll tax and pension plan contributions,
Tata Steel’s labour costs declined
immediately, Tata ran 40 ESS schemes over
the next decade. As a result, by 2004 the
workforce had been reduced by 30,000,

But Irani went even further, Instead of
offering guaranteed jobs to the children

of loyal employees, he began to offer

them training at the newly set-up RD Tata
Technical Institution. If he could not offer
the next generation employment, he could
at least increase their employability. And for
those who left the company, there was free
financial advice and career counselling, Tata
is now a texthook case of humane human
resource management and a model corporate
culture. And this, together with a one billion
dollar investment, has made Tata Steel the
highly efficient, globally competitive firm it
is roday.
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16 COLLABORATION
& 24

A
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Okay, look, the problem is this: we
simply can't move forward on this
project because we never get any
answers from the client! | mean,
whenever we ask KNP for their input on
anything, they just sit on it for weeks
without getting back to us. So we fall
further and further behind schedule.
Frankly, Rolf, it's driving me mad!
Hmm. Okay, well, thanks, Richard. It
sounds like we a have pretty serious
communication problem here. Does
anyone have any suggestions? Yes,
Elaine?

Erm, it's just a thoughr, Richard, but
maybe you're trying to involve KNP too
much.

How do you mean?

Well, | mean, you're agreeing objectives
with them at the planning meetings,
right?

Yes, of course.

And then you're asking them for further
input between meetings as well?

Erm, well, it's a complicated project,
Elaine. And new issues keep coming up.
1 understand that. But heres an idea.
Instead of waiting for them to get back
to you on every issue, why net simply
go ahead with what you think is best
based on what you agreed with them at
the meeting and then just ask them to
confirm that decision?

Well, it's an idea. But ! still think we
need to keep them closely involved in
the decision-making process at every
stage.

Richard, | think we've already
established that trying to keep the client
involved is not working too well, Elaine, |
really like your idea of just asking for the
final go-ahead on each decision. What

1 especially like about it is that instead
of having to come up with fresh ideas
of their own, KNP just has to say yes or
no. That's going to make things a whole
lot easier! And it would certainly solve
the problem of getting them to respond
more quickly too.

What makes you think thar?

Well, they'll know that there's a time
constraint on their reply because we're
already going ahead with whatever it

is. If they still like what we're doing, no
problem. But if they don't, well, they'd
better get back to us right away or we'll
be heading in the wrong direction.
Hmm, I'm not so sure,

Well, [ like this idea of just asking for
the green light at each stage, And if we
did that, we could also give them more
progress reports: as agreed at our last
meeting, we've done this and this; and
now we're going to do this - is that still
okay with you? From what you say,
Richard, it sounds like KNF are not as
engaged in this project as we are. Maybe
we need to keep them in the picture
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more, Perhaps another thing we could
do is give the decisions we want them
to approve a priority rating, so they pay
attention to the really important ones.
And, Elaine, if we combined your idea
with Kevin'’s idea of setting up a client
extranet, there'd be a single website they
cauld always go to to find out what's
been done, what's next and what they
need to okay, And they could do that
with the click of a button.

C Good idea.

B Now, the only thing is: I'm not sure if we
could ask for approval on every decision
we take. As Richard says, some of these
decisions do require client involvement
before we take action. If we go ahead
and they're not happy, it could waste a
lot of time ... and resources, And I'm also
a bit worried about KNP feeling we're
taking control away from them. Elaine,
how do you think we could manage that?

17 EATING OUT
& 243
A

So, here we are, Hmm, it's a bit more
crowded than usual.

B Nice place. Do you come here often?

A Mm,yes. It's very convenient and the
food is excellent, but it looks like we may
have to wait for a table taday. This place
is getting more and more popular ...

A Our table’s going to be a couple of
minutes, I'm afraid, but we can sit at the
bar if you like.

Oh, okay. | see what you mean about
this place being popular.

Well, we shouldn't have to wait too long.
MNow, what would you like to drink?

Oh, just a fruit juice or something for
me.

Okay ... er, excuse me.

--- 50, I'm not really sure how 1 ended up
in financial services,

Me neither. | studied law at university,
but | never wanted to work for a bank.
Right. I'll just see if our table's ready.
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Okay, this is their standard menu ...,
Mm. It all looks very good.

«.. and those are the specials. Let

me know if you want me to explain
anything,

B Thanks. I may need some help. 5o, what
do you recommend?

Well, they do a great lasagne. But
perhaps you'd like something more
typically English.

Mm, yes. And perhaps something a bit
lighter.

Is there anything you don't eat?

No, not really. I'm allergic to mussels,
that's all.

Oh, that's a pity. The mussels are a
speciality. But, erm, you could try the
lamb. That's very good here, It comes
with potatoes and a salad.

B Mm. That sounds nice. But isn't it a little
too heavy?

o>
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Well, you eould have it without the
potatoes. Or perhaps you'd prefer the
cod ...

Shall we order a bottle of the house red?

Well, maybe just a glass for me. Could we
order some mineral water, too?

Sure. Sparkling or still?

This is absolutely delicious. How's yours?
Mot bad at all. More to drink?

Mot for me, thanks. So, how do you
think the meeting went this morning?
Quite well, | think. Of course, we still
have a lot of things to discuss ...

Now, how about a dessert?

Oh, better not. I'm on a diet.

Me too. But it doesn't stop me. How
about poached peaches? That's not too
fattening.

Right. I'll get this.

Oh, no, you don’t. I'm paying.

But you paid yesterday, James. It's my
turm.

Mo, no, | insist. You're my guest.

& 244
Conversation 1

A
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... 50, Hiro, What's this fugu? It's a kind
of fish, isn't it?

Ah, yes. Er, it's rather unusual, er ...
Traditional Japanese dish, eh?

Yes, but, er, it's a little exotic. You may
not like it.

Mo, no, [ like trying new things. Fugu
sounds good to me,

| think you'd prefer something else,
Fugu can be ... a little dangerous.

A bit spicy, you mean? Don't worry
about that. 1 love spicy food.

No, not spicy. It's, er ... [t's poisonous.
It's what?

Poisonous.

Poisonous?

If it isn't cooked the right way, yes,
Well, I ...

Some people love it. And this is a very
good restaurant, but 30 people die every
year from bad fugu. Really, | think you
should try something else,

Yeah, well, sure. 1 think you're probably
right. Maybe I'll have the tempura
instead.

Yes, tempura. Much better idea, David.
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Conversation 2

A

B
c

momo m

Now, Hans, we thought you might like
to try the local speciality,

Ah, yes?

Yes, it looks a little strange at first. But
you'll love it. You like shellfish, don't

you?
Well, 1 like prawns. And the mussels we
had the other day were excellent.

‘Then you'll really enjoy this. It's squid.
Squid?

Yes, like octopus, you know?

Yes, [ know what squid is.

mw > OO

Ah, but this is not just squid,

Na?

Mo, this is something really special. It's
served in its own ink - as a sauce.

It's served in ink?

Yes, you know, the black liquid that
squid make.

Ermy, yes. [t sounds a bit ... Actually, |
hope you don't mind, but could T just
have something a bit simpler?

Well, if you're sure you don't want to try
it. It's really very good.

Yes, I'm sure it is, but, erm ...
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Conversation 3

A
B
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Now, is there anything you don't eat,
Louise?

Well, Lam on a special diet at the
moment, Jean-Claude. [ hope that's not
a problem.

Na, of course not. This is a very good
menu. [ am sure we can find something
you'll like, What can’t you eat?

Well, | can’t eat anything fried. In fact,
no fat at all. Nothing made of pastry or
cooked in oil. No red meat, of course.
Not too much sugar. | can eat white fish
but only bailed.

What about the chicken here? That's
very plain and simple,

Is there a sauce on it?

Yes, it's a delicious cream and wine
sauce,

No cream, I'm afraid.

No cream?

Or wine. I'm not allowed any alcohol at
all. Not that 1 drink much anyway.

I see. Well, I'm sure they'll serve it
without the sauce.

Hmm. How's the chicken cooked?

Er, it's roast chicken, | imagine.

I can only have grilled.

I'llask them to grill it

Hmm, ['d prefer fish really,

Well, how about the trout?

Isit boiled?

Mo, baked in the oven.

Hmm. [ may not like it, What does it
come with?

It comes with potatoes and fresh
vegetables.

Oh, L can't eat potatoes. All that
carbohydrate! Vegetables are okay. But
no beans and ...

18 TELECOMMUNICATIONS
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Extract 1

A

B
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Excuse me, Mr Kessler. Mr Gorsky has
joined you.

Ah, thank you. Hello, Jarck,

Hello, Peter. Sorry, | had a bit of a
problem getting through,

‘That's okay. We're just waiting for
Sulaiman. He's emailed to say he's
gone down to Port Rashid to see what's



happening with our deliveries and he'll
phone in on his mobile from there. So,
let's go ahead and start. Welcome to the
meeting, everyone, Did you all get a copy
of the agenda?

Good ... Okay, before we start, let me
introduce Jarek Gorsky. Jarek is the new
chief engineer at our sister company

in Warsaw. I've asked him to join us
today because I'd like his input on how
we handle some of these changes to
specifications the client is asking for.

C Hello, gentlemen.

B All right, then, let's get started. As you
can see, we have several objectives today.
The main one, of course, is to agree
an action plan that will get us back on
schedule within the next three months.
| spoke to Mr Al-Fulani yesterday and
explained the situation. He's prepared
to give us another few wecks to sort
out our present difficulties and | have
assured him that that is what we will
do. I'm sure | don’t need to remind you
what's at stake here. Now, I'd like to be
finished by 10.30, if that's okay, so can
we keep our inputs quite short? And
let's also try to keep interruptions to a
minimum ...

D Er, Peter. Sorry to interrupt, but [
supgest we skip item one on our agenda
until we hear from Sulaiman.

B Yes, ! think that would be best. Let’s
move straight on to item two ..

& 2.8

Extract 2

D Sojust to recap an what we've said.
There are some problems we did not
foresee between our two main work
teams. There's been a language barrier.
Our German engineers and Polish
workers are speaking mostly German.
The Pakistanis are more comfortable
in English and are also having some
difficulty with our work patterns, which
are different from what they are used to
in Dubai.

B Thanks, Ernst ... Okay, so, are we

all agreed that we need some onsite

training to resolve this problem? Can |

hear your views, please?

1 agree.

Apreed.

Yes, lagree.

Yeah, | think so.

Fine.

Excuse me, Mr Al-Fahim has joined you.

Ah, thank you. Hello, Sulaiman, How are

things at the port?

Hella, Peter. Not good, I'm afraid. The

bad weather here has completely closed

the seaports at Jebel Ali and Port

Rashid. Mothing is either going in or

coming out at the moment. | have my

Pakistani team standing doing nothing

while we wait for 800 window units and

until those are fitted, we can't complete

the wiring and plumbing in the hotel

complexes.
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B Don't we have backup supplies in place

for a situation like this, Sulaiman?

I'm sorry, Peter. This weather is really

most unseasonal and we simply could

not be fully prepared for it.

Sorry, Sulaiman, [ can't hear you very

well.

Oh, ... Is that better?

Much better, thanks,

Er, could | just come in here?

Karim?

Yes, it's just that I want to say this is

not only a cultural and supply problem.

We have had so many changes to

specifications - changes almost every

week now. The client just keeps changing

his mind. And this is making life very

difficult for us all.

F Karim's right. We've had to keep revising
our work schemes to cope with all the
changes.

o
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B VYes, it's a good point. I'll certainly bring
all these changes to the attention of

Mr Al-Fulani when | next speak to him,
They're not in our original contract ...
Right, we're running short of time. |
think what's needed here with all these
delays and changes of plan is a fresh
look at this entire project on a logistical
level. Ernst, Jarek, can | leave that with
you?

Okay, Peter.

Yes, sure.

And keep me posted. I'm beginning to
think we may even need to renegotiate
our contract with Mr Al-Fulani. Okay, |
think we've covered everything for now.
Let's schedule another meeting for next
week. I'll email you the details. We'll
have to finish there, Thanks everybody.

19 NEGOTIATING

& 249

Speaker 1

Spend as much time as possible at the outset
getting to know exactly who you're dealing
with. Inexperienced negotiators tend to go
straight in there and start bargaining, That
may be okay for a small, one-off deal, but
it's no way to build a long-term business
relationship. So create rapport first. This
could take several hours or several months!
When you're ready to start negotiations,
malke sure you agree on a procedure before
you begin. And while they’re setting out
their proposals, don’t interrupt. Listen,
And take notes, Then have lunch! Don't be
tempted to make your counter-proposals
and enter the bargaining phase until after

a good, long break, You'd be surprised how
much you can find out over a decent meal,
Bargaining, of course, is the critical phase,
but it can be surprisingly quick. If it isn't,
break off and fix another meeting. Don't try
to run marathons. When you do finally get
to the agreement stage, agree the general
terms, but leave the details to the lawyers -
that’s what they're there for. Close on a high
note and remember to celebrate!

mooO
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Speaker 2

Prepare thoroughly. If you don't, you won't
know whether to accept an offer and may
end up actually arguing with your own side,
which is suicide in a negotiation. So, make
sure you establish all the points you're going
to negotiate and have a clear idea of your
opening, target and walk-away position

on each. Your opening position, or OP, is
your initial offer - on price or whatever,
Your TP, your target position, is what you're
realistically aiming for, And your WAP, or
walk-away position, is the point at which
you walk away from the negotiating table.
Always be prepared to do that. Know what
your fallback position, or FBE, is - what
you'll do if you don't reach an agreement.
Some people call this your BATNA, your
best alternative to a negotiated agreement.
You nearly always have a BATNA, however
undesirable. But if you really haven't got
one, you'd better be good at bluffing or
you're going to lose big time!
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Speaker 3

Ideally, a successful negotiation is a kind

of joint problem-solving meeting, where
we identify each other’s interests, wants
and needs, and then explore the different
ways we could satisfy those. | say ‘ideally’,
because it hardly ever is like that. Win-win
negotiation is a great idea, but most people
have a simple ‘T win - you lose’ mentality.
S0 what do you do with the person who
simply won't listen, who keeps interrupting,
whao becomes aggressive, who makes
last-minute demands, who won't make a
decision? | must have read dozens of books
on negotiation tactics. The problem is, so
has everybody else, So they don't really
work. My only advice is: don't get personal
- ever; don't agree to anything until you've
discussed everything; don't make any
concessions without asking for something
in return; ask lots and lots of questions; and
don't give in to pressure. Remember, if the
answer must be now, the answer must be
‘Mo,
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Extract1

A Now, the next thing is: we'd like to see
some movement on price. We had a
rather lower figure in mind than the one
you've quoted us.

B Okay. What sort of figure are we talking
about?

A Well, something nearer to seven million

EUros.

Now, let me just check | understand

you correctly. You're offering us seven

million for the whole construction

contract?

‘That's right.

And what sort of timescale are we

lnoking at?

We would expect you to complete the

project within 18 months.

m P WP

How flexible can you be on that?
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A Not very. We were hoping to have

the plant fully operational by next
September.

I see ... Can [ make a sugpestion?

Go ahead.

Well, would you be willing to accept a
compromise?

That depends on what kind of
compromise you had in mind,

Well, what if we offered you an
alternative? What if you paid us twa
million in advance, two million mid
contract and another 3.2 million on
completion?

On schedule?

On schedule. Eighteen months .. Or
thereabouts.

Hmm. So that's 7.2 million euros in all.
Correct.

And what if you run over schedule?
Then there would be a penalry. Let's say
25 thousand euros for each week we ran
over schedule,

Hmm. I'm afraid this deesn't really solve
our problem. What we need from you

is a guarantee that the project will be
finished on time.

B And, as you know, I can only give you
that guarantee by bringing in more
outside contractors,

Which ups the price to your original bid
of 7.8 millicn euras?

Yes.

At the moment, we do not see thisasa
viable option.

Seven point eight million really is my
best price on that.

Well, in that case, I think that's about as
far as we can go at this stage.

Now, wait a minute. We're not going to
lose this deal for 600,000 euros, surely
... How about this ...?
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Extract 2

A Right. We seem to be nearing
agreement. But, erm, before we finalize
things, can we just run through the
main points once more?

B Sure.

A Now, you'll provide a series of eight
two-day in-company seminars for our
telesales team over the next six months.
You yourself will be conducting most
of the sessions with two other trainers,
using materials especially designed to
meet our specific needs and approved by
us four weeks prior to the first seminar?

B That's correct.

A And, er, let me get this quite clear, each
seminar is to have no more than 16
Pparticipants, is that right?

B Yes. We find the seminars are much
mare effective with smaller groups,

A Hmm, | suppose you're right. It does
also mean running more courses, but
okay. Now, since we are booking eight
seminars, we'll sbviously expect a
reasonable discount on your usual fee,

m = mrPerm
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B Erm. yes. Could you give us an idea of
what you're looking for? Because with
this particular course ...

A Twould have thought a 15% discount
was fair. So that's eight times £3,000
is £24 000 minus 15%, which is, erm,
£3.600. And that would come toa
total fee of £20,400. And you'd invoice
us on completion of the whole series
of seminars. Are these terms broadly
acceptable?

B Er, well, just a moment, We haven't
actually agreed on the discount yet. As
I'was about to say, with this particular
course there wouldn't normally be such
alarge discount. We offer 10% on five or
more of our standard seminars, but this
is a specially designed eourse for your
personnel only. Obviously, we have to
cover our development costs.

A [ should think you could cover them

quite easily on just over £20,000, Mr

Smart. No, my mind’s made up. Fifteen

per cent - take it or leave it.

Well, now, I'm afraid we could only

accept this on one condition.

Which is?

Erm, we'd want a 25% non-refundahble

deposit in advance ...

Done.

You see, ... erm, sorry?

Twenty-five per cent deposit - no

problem. I'll get accounts to make you

out a cheque for, let me see, £5,100

.. Well, that's it. | think we've earned

ourselves a drink!

B Erm, well, yes. Nice doing business with
you.
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Right, well, when a team wants to sell a
player, they agree a transfer fee. That's the
price other clubs have to pay them if they
want to buy that player. These vary a lot.
For a young, talented player with lots of
potential, the transfer fee could be around
five to ten million pounds, Obviously, for a
real international star, it could be, say, 20
or 30 million. Real Madrid paid Manchester
United 80 million for Cristiano Ronalde,
but he's an exception! Now, for a team like
Manchester United, that 20 million equals a
fifth of the club's annual profit. So buying a
player is a hig decision.

Okay, so, that's what the player’s club gets,
but whar about the player? Well, every
professional player has a FIFA™ agent.
FIEA's the governing body for world football,
And the agent’s job is to negotiate terms
with clubs who want to buy the player. The
average weckly wage at Manchester United
is about £50,000, or two and a half million a
year, Wayne Rooney gets £250,000 a week,
but, again, he's an exception!

Oleay, contracts. Players’ contracts can be
for twao, three or five years, and if a player
wants to leave before his contract expires,
he has to pay a penalty. But they usually
work something out. There's no point having
players who don't want to play for you
anymaore.

DmrEr W o

So, those are the main points to negotiate
in a transfer. Other things might include a
percentage of merchandising profits - from
sales of shirts, caps, boots with the player’s
name on them. And foreign players will
often want a house and car provided as well,
since they may only stay a few years. Some
ask for free flights heme to visit family. Oh,
by the way, all those figures I've mentioned
are net, not gross. Footballers don't like to
worry about how much tax they're going to
have to pay!
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Version 1

A Oh, Lars, there you are! Do you have a
minute?

B Er, sure.

A Only, I need you to work a little late

tonight. | have to get this presentation

finished and | need you to help me with
some of the slides, Shouldn't take more
than a couple of hours. Three at the
most,

Oh, l,er...

Problem?

Er, no. It’s just that [ was planning ...

Great. Well, I'll show you what I've done

so far. I've indicated where [ need you to

drop in some graphics ...

B Actually, Carmen, sorry, but would it be
okay if we did this tomorrow instead?

A What? But I need it for tomorrow

afternoon! | don't want to leave

everything till the last minute!

It's kind of 'last minute’ already!

What’s that?

B  Oh, nothing. But, erm, the thing is, I'd
invited a few friends over this evening
- sort of a house-warming party for my
new flat, you know. They're coming at
seven, and [ have to prepare the food
and everything,

A At seven! You eat so early in this
country! Well, look, Lars, don't you
think you should put your job before
partying with your friends? You know
how it is here, We work to a tight
schedule. And it's not like you aren't
getting paid overtime for this. Call your
friends and tell them to come later,
Right now, you have to help me with this
presentation! Okay?

B Erm, yes, | know, but, look, sorry, but
some of my friends have kids, And it'sa
workday tomorrow, They can't really stay
that late ...

A Lars, hold it right there! Look, | tald you
when you took this job there'd be a lot
of extra work. You said you could handle
that, 5o handle it! Now, come on! | have
to get this done by eight. I've got plans
myself.

B But..

A No buts, Lars. Now, call your friends and
let's get on.

B Okay, Carmen. Anything you say.
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Version 2

A

B
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Oh, hi Lars. Listen, could | ask you a
favour?

Uh-oh, I don't like the sound of this!
Let me guess. You want me to work late
again?

Would you? The thing is, | have this
presentation to finish for tomorrow and
I need someone who's good at producing
graphics to help me out with some of the
slides. Frankly, you're so much better at
this than anyone else in the office, I'd
really like it to be you. Tt shouldn't take
more than two or three hours. What do
you say? Will you do it?

Look, Carmen, you're always doing this
to me!

Always doing what?

Dumping extra work on me ar the last
minute! Why don't you ever give me
any notice when you want me to do
overtime?

Lars, | do usually give you notice. But
this presentation just came up. I'm
covering for someane who's away on sick
leave. And I really need your help.

Oh, well, that’s different then! No
problem!

So you'll do it?

No, Carmen, [ can't. I've got some
people coming round this evening, It's
my house-warming party, as a matter of
fact.

Oh, really? And you didn't invite me?
You mean you would have come?

Of course not. I'm far too busy, Lars -
battling on here on my own! It would
have been nice to be invited, though,
Okay, you're invited!

Sorry, | can’t come. I've got this
presentation to get ready. And now

my top team member’s decided to put
his social life first, it's going to take all
night!

Look ...

Oh, don't worry about it, Lars. I'll ask
Joanna instead.

The new kid?

The new kid, yes. She's very competent,
actually. And very keen ta help out.

The way you used to be, Lars! In fact,
I'm thinking of sending her to the Rio
conference with Angeligue.

Hey, | thought | was supposed to be
going to Rio with Angelique!

Well, that was before you lost your can-
do attitude, Lars. | need someone in Rio
who'll be an asset not a liability!

Okay, okay. I'll give you an hour, all
right? Let's see how much of your
presentation we can get done by seven.
Then | have to go!

‘Thanks a million, Lars! T owe you one!
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Version 3

A
B
A
B
A

Ah, Lars. Can you spare me a moment?
I've got a favour to ask you.

Sure.

It's about this presentation | have to get
ready for tomorrow's meeting.

Oh, yes?

Yes, | realize it's rather short notice, but
could you possibly stay on for a couple
of hours to help me out with some of the
slides? I'd really appreciate it. It's just
the graphics I need help with, actually,
I've got the rest of it pretty much
covered.

Ah, now that could be a bit difficult,
Carmen. You see | have some friends
coming round this evening,

Oh, really?

Yes, it's my house-warming party,
actually. Got a few friends coming over
to celebrate, you know, Normally, I'd be
happy to help out, but tonight I can’t.
Of course, your new flat! | forgot.
Congratulations!

Thanks. [t's nice to have my own place at
last!

Of course. Well, now, | appreciate that
you've got plans. And | didn't know
until today | was even doing this
presentation. But there we are. So Lars,
1'd really like you to help me out - even
if it’s just for an hour, You know how
important this presentation is.

I understand that, yes. But [ have these
guests coming at seven, Before that |
hawve to cook and get things ready. So
you see [ just can’t help you this evening,
It sounds like you have a busy evening
ahead! Okay, | understand this is very
inconvenient for you. I'm not happy
about it myself, to be honest. It's my
evening gone too. And | would prefer it
if you were able to help me out. You're

a lot better at designing graphics than |
am, so that would save a lot of time.

I really can't help you this evening,
Carmen. It would be unfair to cancel my
party now at the last minute with some
of my guests probably already on their
way over,

This is a problem, isn’t it? Naturally,

I'm disappointed that you can't at least
postpone your party for an hour or two.
I don’t often ask you to do overtime.
And I'd really like your input on this
slideshow.

1 could look at it first thing in the
morning if that's any help. But tonight I
can't.

Okay, Lars, well, 1'd better find someone
¢lse Lo give me a hand this time, then.
Maybe Joanna can spare me some time.
Yes, Joanna's really good with graphics.
I'll ask her if you like, And, look, my
party shouldn't go on too late. A lot of
my guests have kids and it's a workday
tomorrow. If you email some of the
data over to me, I'll take a look at it

LISTENING SCRIPTS

before | go to bed. Then we should be
able to finish it off really guickly in the
morning. How about that?

Yes, that would certainly be some help.
I'll do that.

And | guess we could both come in half
an hour early in the morning to give
ourselves a bit more time,

Good idea. Thanks, Lars. I'm glad we
managed to sort this out. Enjoy your
party! See you in the morning.
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