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It isn't just wwhat you krow,
arud it isu¥ just who you
know. Ttk actnally who you
know, who knows you, and
wihat you do for a living.

Bob Burg, Author and Speaker

Howimportant is

networking for your job?

Learning objectives:
Unit 1

Business communication skilis
Asling for personal information;
Giving a presentation about a
colleague; Disrussing networking
sites; Fluency: Discussing ideas
for ethical start-ups

Reading Article about a
professional networking site o
Listering Introductions at The training course

a training course; Company

profile: Innocent 1 Match the words (a—j) to their definitions (1-10).
Phrase bank Describing your - - : : wr
i a online services 1 information and methods of communication that you
Vocabulary Companies and the access on the Internet
Eﬁ;ﬁfﬁ:aeﬁ Simple b quality control 2 part of a company that is responsible for employing and
e training people and caring for workers with problems
¢ retail chain 3  aconcentrated effort to promote a product
d HR department 4 checks to make sure products and services are of a
high standard
e campaign 5 finding out what people think about products and services
f financial director 6 the department of a company that sells and advertises
its products or services
g sales and promotion 7 agroup of businesses that all belong to the same

person or company
h management training 8 the process of finding people to join a company

i market research 9 courses that teach the skills needed to lead people
j recruitment 10 person responsible for controlling costs and the
company’s budget

a7l b[] e[] d[] e[] f[] el] n[]il] il

2 Which wordsin 1 do you associate with your own role at work?

~ $ 3 |~ 1.01 Listen to the start of the first session in a communications training course.
‘ < ﬁ Which words in 1 are mentioned?
Jean-Christophe Y -
Earha,-zifai e 4 1.01 Listen again and complete the chart below.
From | Job Lives
Jan Werner Norway
Silvia Fortuni | Regional director of
| Marketing

Jean-Christophe Marchal

G 01 INTRODUCTIONS



BUSINESS COMMUNICATION

5 ;@ 1.01 Complete the sentences. Then listen again and check your answers.
a My nmameis Jan Werner. I Metronet Fibre.Our _ is
fibre optics.
b Ourheadquarters are in Prague. That’s where . At the moment, though ...
¢ Myrole to sales and promotion.
d Iwork our headquarters in Barcelona.
e I'm for our campaigns in the European area.
f I'm. at PPTT Services in Paris.
g My is in new technologies.
h I'm quite a large team.

6 Work with a partner. Ask and answer questions to complete the table below.

Name Company Position in Area of work An interesting fact
company about what you do

you

your partner

7 Give a mini-presentation introducing your partner to the rest of the class. Use the
P g
phrases in 5 to help you.

8 Work in groups and talk about training courses. Do you ever go on training courses?
What kind of courses have you attended? Do you think they are useful?

Networking

00O o0

Work the Net is a popular online networking tool that
connects business professionals all over the world.

Founded in 2004, Work the Net has become an essential
resource for anyone looking for their dream job.

Connections

The business world is all about connections and,
thanks to an ever-growing database of high-profile
companies and recruiters, Work the Net can help you
make the first contact with your ideal employer. Work
the Net also collaborates with other social media
platforms, allowing you to maximize your job-seeking
potential.

Work with a partner and discuss the questions. Then read the text to see if you are correct.
How many different ways can you think of to find a job?

Look at the photo and title below. What is Work the Net?

Who do you think uses Work the Net?

What information do you think you can find on Work the Net?

Jean-Chnstophe Marchal

Paris, France

MARKETING AMD ADVERTEING

Commancial Directo;, PPTT Sondoas

Charview

Crrovenial Birec or rusmonsible for promoting srd picking
e cndis prachicis ard smnices e rajr pubbe zonpanies

e Parin s,

Wlarksting Circtor m Tharmeen Burps * Frnch s profcimncy)
Erport Arva Mansger mt Thomazn France. * halisn {rative profick
‘Buminsss Msnsger m Bsrusooni Group Erglish (protessiznal profizisncy)

Moving forward

Work the Net understands the ever-changing

nature of the business world, and the importance of
developing links with key contacts as your career
progresses. It's time to be proactive and take control
of your career, but you don't have to do it alone. Let
Work the Net be your guide!

2 Find words and phrases in the text which mean the following,

a People who work in the business world professiomals
Something which is very important - :
Alarge amount of information which is stored on a computer

People who you know who can help youwithwork
Taking action and making changes before a possible problem develops

- - r B -

01 INTRODUCTIONS 7



3 Jean-Christophe Marchal has a profile on Work the Net. Look at his page and answer

the questions.

a What are Jean-Christophe’s competencies and skills?

- 0o o O o

Does he have a degree?

Is he married?

Who is his current employer?

Where does he live?

What things does he enjoy doing in his spare time?

Overview

Jean-Christophe Marchal

Paris, France

MARKETING AND ADVERTISING
Commercial Director, PPTT Services

Work history

in the Paris area.

Commercial Director responsible for promating and pitching
new online products and services for major public companies

Languages

Marketing Director at Thomson Europe
Export Area Manager at Thomson France
Business Manager at Berlusconi Group

Education

Universita Luigi Bocconi — Milan, ltaly
Académie Carat Espace - Paris, France
Ecole Centrale Paris (ECP) - Paris, France

Competencies and skills

* French (native proficiency)
* [talian (native proficiency)

English (professional proficiency)
* German (limited professional proficiency)
* Mandarin (elementary)

Interests

cycling, reading, philosophy

Personal details

* Media Industry and new TV technologies
* Social networks

* TV on mobile

* New technologies for flat screens
* Excel

* Word

* PowerPoint

* Qutlook

* SAP

* Photoshop

* Acrobat

Phone: 00 33 167464748

Address: 7, Rue Richard-Lenaoir, Paris
Birthday: 24 May 1965

Marital status: Married

4 Now ask a partner the same questions.

What are your competencies and skills?

0O T o ¢n

01 INTRODUCTIONS

Work in groups and discuss networking sites.

Do you have a profile on a social or professional networking site?
Do you think these sites are useful for people in business? How might they be useful?
What problems do you think there might be with using these sites?
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BUSINESS COMMUNICATION

Company profile

1 &7 1.02 Listen to an extract from a radio programme. The speaker is talking about
a company. Number the figures in the order you hear them.

[ ] 100%
| £30 million
£250,000
£60 million
10%
10,000
£500

58%

-

NS

7 1.02 Listen again and complete the details in the company profile.

: F g
Innocent .
i () innocent

Richard Reed and friends
Established in:

la) 19

Main product:

by (fruit-based drinks)
Main market:

Europe, inic) ____ countries
Operations:

Asald _ ofCoca-Cola®
Brand image:

Promoted through website and [e)
Location:

Headquarters in [f]

Company ethics:

Gives (g)

of profits to charity

3@ 102 Complete the sentences. Then listen again to check your answers.

a This month we _ at the role of ethics in business.

b Innocent now. _from its headquarters in London as a subsidiary

of Coca-Cola®.

Innocent . toinnovate.

Thecompany  onnew lines.

Inmocent __ to over ten thousand retailers in thirteen European countries, ...
..anditsmarket |

It only100% natural products ...

Match the sentences (a—g) in 3 to the descriptions.
Present Simple to describe a stable situation:

Present Continuous to describe a current situation oractivity:
Present Continuous to describe a situation of change:

ﬂﬂ'ﬂhm"‘ﬂﬂ.ﬂ

Write questions for these answers using the prompts.

Innocent Drinks. (What / name?)

hat is the comparny’s same?.

Fruit-based smoothies and fruit juices. (What / main products?)

Ten per cent of its profits. (How much / give / charity?)

Ower 10,000 retailers in 13 countries. (Who / sell to?)

The combination of ethics and clever marketing. (What / recipe / success?)

el 41

o oo o

01 INTRODUCTIONS 9



6 Combine a word from box A with a word from box B to complete each sentence.
A 2

detailed patural negative product social  success

(B 2

information networks  products publicity range story

a Consumers like #afural products with no additives or chemicals in them.

b Facebookisa which will be difficult for others to imitate.

¢ Companies now rely on to promote and market their products.

d can put a company out of business.

e [t'simportant to give consumers about your products
and services.

f You need to continually expand your in order to maintain your
market share.

7 Do you agree with the sentences in 672 Why / Why not?

Your start-up

1 You are going to develop an idea for your own ethical start-up (new company).

a Think of ideas for your own start-up. It can be either serious or humorous.

b Complete the “Your start-up’ column in the table below.

¢ Work with a partner and ask questions to complete the “Your partmer’s start-up’ column.

Your start-up Your partner’s start-up

MName of company

Product or service

‘Ethical’ selling point
Location

Markets
Competition

2 Use the framework below to write a description of your new partner’s company.

(name of company) is a (type of company)

The main activity of the company is
Its ‘ethical’ selling point is
The company is based in
Its main markets are

and its main competitor is




01 Introductions

Phrase bank: Describing your work
I work for (IBM / a pharmaceutical company).

I work in (a bank / an office / London).

My job involves ...

My roleisto ...

I'm head of (marketing) / in the {marketing) department.

1 am responsible for (accounts).
1 have (five) years of experience in (sales).
I'm based in ...

Our headquarters are in ...

Vocabulary

Companies and the Internet

1 Complete the sentences using the words in the box.

employs  franchises  headquarters  Internet
investment network promote responsible  retail
sales  website
a Sporting brands often use famous people to
— their products.
McDonald's® has all over the world.
My department is _ for marketing and

sales in Eastern Europe.

d Our company _ provides information
about our services and products, but we don't sell
anything online.

e We need more.
in China.

f 'The of Mestlé are in Geneva.

g Inmy opinion, the BBC has one of the best websites on
the .

h For the company to survive, our
grow by 20% this year.

i IThave a much better
started using LinkedIn®.

j The company over 2,000 workers in
Europe, located in four different factories.

to finance our expansion

need to

of contacts since [

k Online stores like Amazon have completely transformed

Jobs

2 Unscramble the letters to form words related to jobs.
Then complete the sentences using the words.

acontcaunt
mnagrea

a She's the chief
b As_
on all issues.
¢ He doesn't worlg; he's
d The CEO is the top in the company.
e Herjob is 'vice president’.
f I'mthe of a small team; I lead six people.
4
h

cnaharim  dsptreinoci  etxecuvie
pdenistre  psoioint  rdritee  tlite

officer.

of the board, he has the final decision

The financial director is a qualified . :
The _ of our company is based in the
company headquarters in Paris.

i Myjob
responsibilities.

outlines my role and

the _sector.
Present Simple
Affirmative Negative Interrogative You use the Present Simple to talk about
I | I routine actions and habits.
You You don't Do you * 1go to work by bus.
work. 3 work? :
We We worle Don’t W » He works late on Tuesdays.
fThev Thew they You also use it to talk about ongoing
He = He —— % situations you see as stable.
She works. She et Thees ... | she work? SR e Fanean
It It work. Doesn't « They employ over 250 people.

01 INTRODUCTIONS 11
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Present Continuous

Affirmative Negative Interrogative
| Am
I'm (am I'm not
o) Aren't
You're (are) You aren’t i you
We're (are) We aren't i we
working. working. Aren't working?
They re (are) & They aren't B they 5
He's (is) He isn't I he
B 5
She's (is She isn't she
; _{‘ ) : Arent |
It’s (is) . It isn't it
You use the Present Continuous to ralk about activities You often use the Present Continuous with time
happening at the moment of speaking. expressions — for example, af the moment, this week/
* Don't interrupt me, please. I'm trying o concentrate, monthl year, etc.
* He's wearing a grey suit, a white shirt and a biue tie, * HE are having a lot of problems with our supplicrs
* What are you doing?’ Tm preparing this month’ sales figures,” at the moment.
You can also use it for activities or situations you see * L doing a course this month, but it's not very
as temporary. inferesting.
+ We're using this office until the new one is ready.
* I'm working from home today, 5o don't phone me at the office.
You use the Present Continuous for situations which
are changing.
* The cconomic situation is getting betier.
* Our company share price i steadily improving.
Practice 1
Complete the sentences using the verbs in the box in the Now mark each sentence with a letter to show which
correct form — Present Simple or Present Continuous. Use rule applies.
each verb twice. H - routine actions and habits
do get live sell think work O - ongoing situations you see as stable

M — activities happening at the moment of speaking

a Normally, I am in the office in the afternoon, but this A : :
| T — activities or situations you see as temporary

A e e L C - situations which are changing
b Inthewinter,thereps  morethanin
the summer.| | Practice 2
0 bnemel nopurtant IflarkEt I:E the Far East. . Write questions about the information which is missing.
We_ business with several companies
Fera ] a The company makes money by ...
& Diifre pmduct Y very ol il H e -.&-‘s:cf the .-.'lwt.r-'.:rfr.r r:'hn':::' TRETE
year.| | b Our business is expanding because ...
e Ourboss very long hours.| Why ) : )
f He of changing his job because he's not Gy oIy (e Bl
very happy.| | Where
g ‘What's your address?' ‘I in a hotel until d  We are looking for § ...
we find a nice flat’| | How much
h InJune, the weather hot thers, so take e He has previous experience in the ... business.
some cool clothes.| | What kind
i He  hisjobisreally interesting.| | f Their unique selling pointis ...
j It hotter. We need to get some air What
conditioning for this office.| | g My company employs ... people.
k Atpresent,we  onnew products and How many
services for the future.| | h The manager of the companyis ...
I During the week, he in his city flat and at Who

the weekend he goes to the country. || i They are talking to ... about further investment.

Who

01 INTRODUCTICNS



Choose the job you love, then

you'll never have fo work a
day in your life ...

Confucius

How many hours do you
work each week?

Learning objectives:
Unit 2

Business communication
skills Discussing work-life
balance; Fluency: Talking about
work routines; Completing

a questionnaire on exercisa;
Discussing exercise and ways

to relax

Reading Article about worl-life
balance; Profile of a business
executive’s typical day; Article
about exercise and lifestyle
Listening Conwversation about
somecne’s new job

Phrase bank Talking about
routines

Vocabulary Work and routines,
Phrasal werbs, do as an auxiliary
Grammar Adverbs of
frequency, Time phrases

Work-life balance

1 Complete this extract from an article about work-life balance with the numbers in
the box.

2 1,625

A new study shows that full-time male workers in Britain work (a)

48 76,700

o

hours per

week longer than the European average. The long hours culture is still a problem for
many workers in this country, despite the recent growth of part-time jobs.

Despite a fall in the number of people working very long hours, (b)
employees still work more than (c)

million

hours — around 1 in B. Excessive working

time is linked with the development of health problems like heart disease, diabetes,
stress and depression. It can also lead to poor performance and absenteeism, and
takes time away from things like training and education, which are necessary for

economic success.

The average UK worker spends (d) _ hours a year at work, yet only produces

(&)

in GDP value.

Source: httpy/ftouchstoneblog.orgul/2013/01/british-m en-are-working the-longest-hours- in- europe/

2 Look at page 130 to check your answers in 1. Then discuss the questions with

a pﬂl’EHEI’.

Lo = T - I T | = ol -]

What is the situation like in your country?
Do you think this situation will change in the future?

Read the profile of a leading executive and answer the questions.

What time does Sally McDermott start work in the morning?
What time does she normally get to the office?
How long does she take off for lunch?

Why does she prefer to call people rather than send an email?
How often does she have to work at the weekend?

A

day in the

life of

Sally McDermott is the international operations manager of a
major telecoms company, with operations in most of Europe

and Latin America. Her career has included periods of work in
Portugal, Paris and London. She speaks Spanish, French and

Russian, as well as English.

to combine a successful career with
family life. The secret is that | don't
nead much sleep! Five hours is
enough, so by 5.30 am | am usually
up, reading reports and checking
emails on my smartphone. Then | have
breakfast at 8 am, together with my
husband, Derek, and my 15-year-old
daughter, Katie.

| go to work in a taxi which picks
me up at 8.30 am every day. On the
way to work | look through the daily
papers. It normally takes us about 20
minutes to get to the office. When |
arrive my secretary joins me and we
go through any correspondence and
plan the day. | make decisions about
appointments and organize meetings.

| drink a lot of coffee and mineral
water. | usually have just a sandwich
for lunch, or sometimes something in

a nearby restaurant, but | am never
out for more than an hour. Then, in
the afterncon, it's back to the office
and more meetings, although once
a month | take an afternoon off, if it's
possible. When I'm not in a meeting |
am constantly on the phone. | use the
phone whenever possible because it's
nearly always quicker than using email.
Even if I'm in the office, | prefer to use
my smartphone. | hardly ever send text
messages except to my daughter — it's
just too time-consuming.

| like to pick Katie up from school
when | can, but most days | work until
at least 8 pm. Weekends are reserved
for my family. | don't often have to
work, but sometimes something
comes up which | just can't avoid.
All in all, it's hard work, but | enjoy
my job.'
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4 How typical do you think Sally McDermott’s life is? Does she have a good work-life
balance? Why / Why not?

5 Underline all the phrases in the profile on page 13 which say how often something
happens. The first one has been done for you.

6 Read the rules below and underline the correct option.

a In most cases, adverbs of frequency (sometimes, often, never, etc) go before / after
the main verb.
Adverbs of frequency go before / after the verb to be.

¢ Time phrases (twice a year, every day) can go at the beginning / end / beginning or
end of a sentence or clause.

7 Addawordor phrase from the box to each sentence so that it is pesfomyeu. You may
need to change the verb form.

always everyday everyweek  Thardlyever never notoften often  once amonth
sometimes  twiceayear usually

I go to work by car. [ don't WG to work by car
I get home late.

I work at the weekend.

I have a holiday.

I feel bored with my job.

My boss leaves work before me.

My computer crashes.

I find time to relax and enjoy myself.

[ have arguments with people at work.

I read the financial papers.

b — - s I T - P G - ]

8 complete the ‘Action’ and ‘You' columns in the chart below. Then ask questions to
complete the ‘Your partner’ column.

Action You Your partner

How often do you ...?
Do you ... much?

Do you ever ...?

9 Present your partner’s routine to the rest of the class.
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BUSINESS COMMUNICATION

What's in a new job?

1 & 1.02 Two friends meet and talk about someone’s new job. Listen to their

conversation and answer the questions.

a Whatis the relationship between Eddie (the man) and Fiona (the person with the
new job)?

b How does Eddie feel about the new job?

L]
2 | 1.03 Write questions for the answers using the prompts. Listen again to check
yOUY answers.

a (involve /longhours?) Does it in velve long hours?.
Officially 40 hours, but she often works late. We don't see her at home much.
b (What / do?)

... she’s regional marketing manager for Latin America now.
¢ (What/ involve?)

Quite a lot!
d (mean/lot/ travelling?)

It seems to. At least a couple of trips a month.
e (have / worlt / weekends?)

Not every weekend, but we can never make plans.
f (How/ holiday?)

Three weeks a year.
g (she/ enjoy?)

It's hard work, but I think she enjoys the challenge.

3 Work with a partner. Ask questions like the ones you wrote in 2 to complete
your chart.

Speaker A: Look at the chart on page 132.
Speaker B: Look at the chart on page 140.

4 Ask your partmer similar questions about their job or the job of someone they know.
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Taking things easy

1 Do you take regular exercise? Do you think it’s important? Work with a partner and
complete the questionnaire below.

hey say that a healthy body is a healthy
mind, but according to a German expert

it is lazy people who lead longer and healthier
lives. Professor Peter Axt recommends avoiding
strenuous activity like aerobics or working out in
a gym. 'People who prefer to laze in a hammock
instead of running a marathon or who take a
midday nap instead of playing squash have a better
chance of living into old age,’ says this scientist. They are
also less likely to suffer from professional stress.

He co-wrote On the Joy of Laziness with his daughter,
who is also a doctor. In the book he advises people to
‘waste half your time. Just enjoy lazing around. Those
who get up early in the morning usually feel stressed for
the rest of the day, so his advice is to take it easy.

However, Professor Axt stresses that laziness is only

one of the keys to a longer life. In fact, the subtitle of
his book is How best to use your energies. He argues
that if you are too fat, you need more energy to

Siesta or marathon?

3
4
a
"
[
d
5
a
b
C
d

2 Now read the article to see if your answers are the same as the author's.

a | Taking exercise is the best solution for stress. true | | | false | |
b | Sport is the key to a healthy and long life. true | | | false | |
¢ | People who get up early suffer from stress. true r| ‘ false |—|
d | People who have a sleep during the day live longer. | true | | 1 false | |
e | People in their 50s need to save their energy. true | | | false | |
f | Brisk walks are the healthiest form of exercise. true | | false | |

maintain body functions, and is in favour of moderate
exercise like 'meditative’ jogging or brisk walks to
‘relax body and spirit at the same time.

On the other hand, any exertion is not recommended,
especially for middle-aged people who should be
particularly careful about doing too much sport.
Professor Axt believes we have only a limited amount
of energy, and people who use up their supply more
quickly live shorter lives. ‘Research shows that people
who run long distances into their 50s are using up
energy they need for other purposes.

Undetline two expressions in the article which mean to relax or to rest.

Choose the best title for the article.

All work and no play makes Jack a dull boy
Health risks for the over 50s

(your own idea)

Discuss the following questions with other people in the class.

Do you agree with any of Professor Axt's suggestions? Which ones?

What do you do to relax?

Do you find it easy to relax?

Do you do more or less exercise than you would like to? Do you do more or less

exercise than you think is good for you? Why?
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02 Work-life balance

Phrase bank: Talking about routines
We work (37) hours a week.

They work an average of {five) hours of overtime.
The average user saves (45) minutes a day by being

1 hardly ever send (text messages).
She sometimes has to work at the weekends.
It involves long hours.

able to check emails on the move.
1 always go to work (by car).
1 usually just have (a sandwich) for lunch.

It means a lot of travelling.

We get (three) weeks” holiday a year.

Work and routines

1 Complete the sentences with the pairs of words in the
box.

check + emails  full-time + work get+off productive + day
ratio +to  takes +hour  work + overtime
a Weonly _half an hour
for lunch.
b More than four million _ employees
-more than 48 hours a week.
c 1. - an average of 6 hours -
week.
It. _me an to get to work.
I my at least ten
times a day.
f The of men to women is two

one in my job.

g MNobody canbe sixteen hours a

2 Match the sentence beginnings (a-h) with the
endings (1-8).

Professor Axt thinks that lazing ...

Doing as little as possible is better ...

Being lazy is the key ...

Take a midday break instead ...

He's in favour ...

Try to take ...

We only have a limited ...

If you get up early, you are likely to ...

... around is good for you.

... of playing squash or going for a run.
... amount of energy.

... it easy this weekend.

... than going to the gym.

... to a long and healthy life.

... of moderate exercise like walking.
... feel stressed for the rest of the day.

00~ U & W= M o0 oo OO
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Do as an auxiliary

3 Complete the conversation using do, does, don't

or doesn’t.

A (a)- you do a lot of exercise?

B Yes, [ supposel (b) -. Why do you ask?

A Well, it's better if you (c) _, according to a
German scientist.

B What (d) he say about it?

A Hele) say that exercise is bad for you
exactly, but that if you do too much, you use up
all your energy.

B That (f) make sense. Sport is good for you
and makes you feel better,

A Yes, but according to him people who run a lot and play

squash (g) usually live to an old age.
B well, I(h) - believe it. He probably just
(i) _ like sport.

Phrasal verbs

4 Combine a verb from box A with a preposition from box
B to complete each sentence below. You may need to change
the verb form.

A 2
give go pick
(B 4

off out

switch use work

through  up

a Please can you.

before the presentation begins?
b After along day at the office. I like to
at the gym before I go home.

up up

. your mobile phones

¢ Iwantto smoking because [ know
it's bad for my health.

d The taxi me
every morning at half past nine.

e Idon'twantto all my energy doing
strenuous exercise.

f She her correspondence with her

secretary every morning.
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Expressing frequency

To say how often something happens you can use adverbs of frequency.

always hardlyever never notoften often sometimes

The adverb comes before the main verb

1

You (don't/doesn’t) usually

He (dor't/doesn’t) often | drive(s) to work.
She sometimes goles) out for lunch.
We never

They

You can also use time phrases.

usually

but after the verb #o 5.

I

You i (not) usually

He (not) often late.
She fu'e sometimes tired.
We = never

They

everyday everyweek onceaday onceaweek  twiceamonth  three times a year

These phrases come at the beginning or end of the sentence/clause.

| 1

You every d:luy. E;lfer}f d :}’ iy

He have (has) a break ﬂn.ce acay. 1::1:::1 e he have (has) a break.
Sh Y on hotlday twice aweek Twice aweek ; ( } on holiday.
W: a3 nssy on hollaey three times a month. Three times a month i: TS an SEAE;

four times a year. Four times a year

They ‘ they
Practice 1 Practice 2

Reorganize the words to make correct sentences.
a abroad times I a year travel four

b a on department meeting we always have
Monday morning

¢ often he to Germany doesn't go

d manager the department usually leaves on
Friday early

@ I use the car never can't because drive I

f has the office canteen she always lunch in

g often they for work aren't late

h always Microsoft® is the news in

i my every I change mobile year

j ever do you have parties office?

k often to how gym you the do go?

| you your do use much laptop?

18 02 WORK-LIFE BALANCE

Rewrite the questions using question words what, who,
when, how long, etc.
a Do you go to work by car? On foot?

Hoewr de oo qo to work?

b Do you use the phone a lot? Ever?

¢ Do you get to work at 8.30 am? 9 am?

d Does he do the houseworlk because he likes it? Because
he has to?

e Does he play squash every day? Every week?

f Does she go to work with her husband? A friend?

g Do you spend the morning making plans? Having
meetings?

h Do you work 35 hours a week? 40 hours a week?

i Does it take you 20 minutes to read the newspaper?
Half an hour?

j Do you work so hard because it's fun? Because you need

the money?




03

Telephone communication
may be slower than its
new-media counterparis,
but it still has benefits in
an increasingly impersonal
warld. The telephone call,
which connects a caller
with a buman voice,

is still an imporiant
business companent.

Mary Mestor-Harper, Demand
Media

Is the telephone an

important communication

tool for you?

Learning objectives:
Unit 3

Business communication
skills Using telephone phrases;
Roleplay: Telephoning for
information; Discussing
telephone frustrations;
Roleplay: Making an order by
telephone

Reading Article about effective
telephone communication
Listening Telephone numbers;
Requests for information and
orders;

Telephone customer service
Phrase bank Telephoning
Vocabulary Numbers,
Telzphone phrases

Grammar Polite questions

& In company interviews
Units 1-3

Telephone talk

=

1 " 1.04-1.08 Listen to the extracts and write the phone numbers.

a 0837 d

b e

[

2 " 1.04-1.08 Listen again and number the phrases in the order that you hear them.

8 P ¥

a | | T'dlike to speak to Derek LaMotte, please.

b | | Youhave one message from 903586759 at 18.30 on April 1.

¢ | | Ring now on 090 238 6980. I'll repeat that for you. If you know the answer,
phone us now on 090 238 6980.

d Can you give me the number of Budget Car Rental, please?

e | | No,I'm afraid you've got the wrong number.

f | | I'msorry. Could you say that again more slowly?

3 Underline the phrases in the sentences in 2 that you think are useful to know.

4 Write down five different telephone numbers and dictate them to your partner as fast
as possible. Who gets the most correct?

Polite questions
1 & 1.09 Acustomer phones an airline for some information. The dialogue includes
the questions (a—c) below, but in a more polite form. Listen to the conversation and write

down the actual questions you hear.
a What's the flight number?

Do you T
b What time does it get in?

Could you ?
¢ [sthere any delay?

Do you '
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2 Use the model in 1 and the prompts on page 130 to have a conversation with your
promp pag y
partner. Use polite questions.

3 Look at the chart below. Then rephrase the questions to make them polite using Do you
know ...? or Could you tell me .7

how long it takes?
Do you know ... where the airport is?

Could you tell me ... - if she got my mgssagg?
if you'll finish the order on time?

a What time does the flight leave?

Jeiled o tell e et Bimee Ehe Rigihnt leaves
-
HA

(NOT €ould-you tettmewhat tinedoes the flight feave?)

b Which terminal does it leave from?

¢ How faris the factory from the airport?

d How long is the meeting with Mr Fuentes?
e Which car hire company is it?

f Which models do they have available?

g Dol need an international driving licence?

h Where are we staying?
i Isitanice place?

j How faris the hotel from the nearest town?

k Have they booked a meeting room?

4 Work with a partner.
Speaker B: Look at page 136.
Speaker A: Read the information below and follow the instructions.

a Ring your office to get the necessary information.
b Use the questions in 3 to get the information you need.
¢ Make a note of all the information.

e

You are travelling on business in ﬂ_‘ue UK.
When you finish there, you are going »
straight to another country for a specl
sales conference. You ey:pac'ﬁ?d to
receive an email with information about
this trip from your office, but there seems
to be a problem with the company Server
and you can't access your email account.
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BUSINESS COMMUNICATION

Telephone frustrations

1 Complete the list of possible telephone frustrations using the verbs in the box.

call get{x3) listen play put repeat return take transfer

a They irritating music when you're put on hold.

b You cut off in the middle of your call.

¢ Peopleyoucall along time to answer.

d They  youonhold and forget about you.

e They . youtoanother person andyouhaveto  your enquiry.
f Theydont_ properly to what you are saying.

g Youcontinually  ~ anengagedtonewhenyou_  someone.

h People don't your calls,

i You _ through to a voicemail system.

2 With a partner, decide which of the problems in 1 are the five most frustrating. Then
look on page 136 to compare your answers with the results of a survey. Are there any other
things that frustrate you when using the telephone?

3 Work with a partner and answer the questions.

a With the growth of the Internet, email and text messaging, how important is the
telephone in business these days?

b What skills do staff who answer the phone need to hawve?

¢ Does bad telephone customer service have an impact on the success of a business?

4 MNow read the artide. According to the author, what are the answers to the questions in 37

5 The author suggests, ‘More business is lost through bad service than oor product
58 poor p
performance.” Do you agree? Discuss with a partner.

Effective Phone
~¢ Communication
. il

R In this age of the Internet, email and electronic
/ r,.’ communication, the tclcphonc is still one of the most
22 important business tools. Customers cxpect to be deale
with professionally and competenty, so cffective phone
communication skills are vital. Good customer service can
give a company a competitive cd.g:, while ineffective tclcphonc
behaviour can cost millions in lost sales opportunitics.

Apart from a positive attitude, whatever business you are in,
staff dealing with phone enquiries need training in a number

of essential skills. These include tmnsfcrring a call, plarjng a

call on hold, dca].ing with angry callers, mspondi.ng to enquiries
about correspondence, using a caller’s name and taking messages
correctly. Callers should not hear informal expressions like

‘Oh, she’s just gone out’ or ‘Son}', he’s not with us anymom’.
Customers want a prompt response from a real person (nota

maching) wheo is friendly; helpful and can make a decision.

More business is lost through poor service than by poor product
performance, and the quality of a company’s responsc to a call

is one of the chicf factors in creating a perception of good

or bad service.
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6 1.10-1.15 Listen to six extracts from telephone calls. Identify which skill listed in
paragraph 2 of Effective Phone Communication is being used.

a _placing aalls on hold
b
c
d
i
f
7 1.10-1.15 Listen again and complete the missing phrases.
a A Canlhave 305, please?
B I'm afraid theline Will you hold?
b A Couldl ? You need 50 units by Friday, and Mr
Johansson can contact you on 943 694726.
B Yes, that's correct.
A Right, Mr Smith. I'll as soon as he'’s free.
¢ A ..anditreallyisn't good enough.
B Yes, Mr Wright. I understand what you're saying and
the error. As soon as Mr Downs is back, I'll ask him to get in contact with you.
about this.
A Right, thank you. I realize it's not your fault.
d A CouldIhave the sales department, please?
B One moment, please. Just now.
e A Shonagh Clark speaking.
B Hello, I'm your letter of 12th June.
f A Thisis Jorgen Bode here. Could I speak to Jean Simmons, please?
B Oh, I'm sorry, Mr Bode, but Ms Simmons right now.

Can I ask her to call you back? Or I can contact her
if it's urgent.

8 Match the words and phrases to make telephone expressions. Add three of your own

expressions to the list.

put a message?
repeat that, please?

Could you ... read me through to (Accounts)?
give me your name?
take that back to me?
leave to Mr Wilson?
speak over that again?

Could ! ... have extension 103, please?
check a message?
go that?
to your advertisement.
about make an appointment.

I'm phoning ... |to some information.
for confirm our meeting.
to see if you could attend a meeting on the 20th.
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BUSINESS COMMUNICATION

Sales contacts

1 " 1.16 The sales team at JD Graphic uses the form below to record the details of all
P
phone calls with potential clients. Listen to the conversation and complete the form.

In company interviews

Units 1-3

COMMENTS:

ACTION REQUIRED:

By wHOM:

DATE AND TIME:

» GRAPHIC PHONE CONTACT FORM

DaTE: Wednesday |4 may

CALL INITIATED BY: Client

CALL HANDLER: Barry White

CLIENT: AMC Elevator

ADDRESS: (a) 54 Eisenhower Lane North, Lombard

CoNTACT: Mr Schmidt

PosrTion: bead of (b)

Tew: (c)

EMarL: schmidt@amcelevator com

NATURE OF BUSINESS: Elevator mansfactarer

PURPOSE OF CALL: Wants estimate for printing 4 ) of(e)
pages. Copies: () —
Estimates alsofor (@) and(h)  copies.
Size: (i) in black. and white. Cover in colour.

Will supply material on memary stick.

They are upd&h‘nﬁdl thair manuals, so could gve us more work, it
the price is right.

Visit client with (j)
B. White

(k) mayat lo am

2 Work with a partner and practise telephoning for information and taking notes.
Speaker A: Look at page 142.

Speaker B: Look at page 146.

03 TELEPHONE TALK
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03 Telephone talk

Phrase bank: Telephoning
This is ..

I'm phoning/calling about ...
Can/Could | speak to ...7

I'd like to speak to ...

I'm calling from (Toleyo/MNew York) ...
Can you give me the number for ...7

The line is engaged.

Could you hold on, please?

Vocabulary

Numbers

o OO0 0 0 e

Write the full form of the numbers and figures.
321 Barwe

69%

3,428

£3M

$9.39
24,678,902

Ircindred amd fuentiy-one

Telephone phrases

2

Put the conversation below in the correct order.
Hello, BDC electronics.

Yes, please. Could you ask him to phone John Clarkson

from Duraplex? He has the phone number.

| Just one moment ... I'm sorry, there's no answer.
| Yes, of course. Could I just check your name? John

Clark from Duraplex.

Thank you. Goodbye.

Oh, dear. I'm phoning for some information. It's quite
urgent. Do you know where I can contact him?

Oh, good morning. Could I speak to Peter White,
please?

Mo, sorry, I'm afraid I don't. Can I take a message?
No, it's Clarkson. He knows what it’s about.

Oh, sorry, Mr Clarkson. I'll tell him as soon as

" he's available.

24
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Thank you for holding, I'm putting you through now
Can I/you take a message?

Can [ have extension ..., please?

You've got the wrong number.
Could you tell him/her that I called?
Sorry, I didn't catch that. Could you say it again?

3 Complete the conversation using the words and phrases

in the box.

badline callme Canltake a message?
Could1speakto  dialled the wrong number  engaged
hold putmethrough Thisis You're through

A Sales Department. Can | help you?

B Oh!I must have (a)
(b)

A I'msorry, itsac)
Customer Services?

B Yes, that's right.

A Just one moment. I'm sorry, but the line is

. Can you
to Customer Services, please?
. Did you say

(v ) . Do you want to
ey ?
B Allright.
A B NOW.
B Hello. (g the department

manager, please?
C I'm afraid he's not in the office this morning.

(h) ?

B Yes, please. (i) George Smith.
Could you ask him to (j) ?

C Yes, of course. Goodbye.

B Bye.

4 Match the sentence beginnings (a-f) with the
endings (1-8).

Tell her it's Mr Jenkins. I'm returning ..

Typical! I got cut ...
[ hate it when they put you ...

I keep getting an engaged ...
Could you say ...
Can you read that ...

... on hold, and then forget about you.

... back to me, just to check?

... tone. Maybe his phone is off the hook.
... her call this morning.

... that again, please? I didn't understand.
... off in the middle of the call.

N & Wwhk= = o o00ow
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phone book
engaged

dialling tone
reverse charge call
roaming

off-peak call
wrong number
switchboard
extension number
smartphone
directory enquiries

5
|
b
c
d
e
f
g
h
i
j
k
|

missed call

Match the words (a-1) to their definitions (1-12).

1 A continuous sound that means you can dial the number you want.

2 The equipment which distributes calls to the different departments

and offices in a company.

A phone number you dial by mistake.

Busy - someone is using the line you want.

The number of each different phone in a company.

A call which is paid for by the person you are calling.

Mobile phone with Internet capabilities and touch screen.

Abook with a list of telephone numbers.

A service you phone if you want to find a number.

10 When you use your mobile phone outside your local area or in
another country.

11 A call someone made which you didn’t answer.
12 A call made in the evening or at the weekend which has a lower charge.

0o~ d® ;N W
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Polite questions
Direct qllt'-nl'iq_n'_l-_é

Where are you from?

How is she?

Polite questions

Can you tell me

Differences

where you are from?

how she is?

Where are we meeting?
Where doyou live?

How much money does he earn?

Can you remember | where we're meeting?

Could you tell me

* Word order

where vou live? L :
: * ifin Yes'No questions

how much money he earns?

Does he like football?
Has he got my address?

i Do you know

ifhe likes football?
ifhe has got my address?

Practice 1

Reorganize the words to make polite questions or statements.
a tell if got my me could you she message

b know be back will do when he you

¢ do long know takes you how it

d remember the what bus time can leaves you
e this know do what word you means

f know think he wants what you to do

g idea the is time I've no what

Practice 2

Change the direct questions into polite questions.

What time does the meeting begin?
How much is the hotel?

Why is he angry?

Is there a restaurant car on the train?
Where can I park the car?

“ o o 0O oo

Is the office near the town centre?

Do you know
Could you tell me
Do you know
Can you tell me
Can you tell me

Lo I R I T %

Can you remember
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04 Networking

| Discuss the questions with a partner.
a When you meet someone for the first time and you are speaking your own language,

A gossip talks about others, a how do you ‘break the ice’?
bore talks about himself — and b Are there any subjects which you would definitely avoid?
a brilliant corrversationalist »
talks about you. 2 7 1.17 Rick Van Looy and Florent Rondele meet in a hotel bar after dinner. Listen to
Conversation 1 and answer the questions.
PO a What does Florent do?
b What does Rick do?
?
L R ¢ Do they know each other?
3 (¥ 1.18 Now listen to Conversation 2 and answer the questions.
Learning objectives: a  Where are the speakers?
Unit 4 b One of the speakers asks ‘Does this belong to you?’ What do you think ‘this’ is?
Fenpe Sty Mdany ¢ Where are the speakers going?
corwersation with new people;
Roleplay: Metworking; Talking d Why?
about other people ==
Listening Conversations with 4 7 1.17-1.1% Complete the questions from the conversations in the table below and
me pecile then listen again to check your answers.

Question words Auxiliary Subject Verb
a Do ' you ' mind if 1 }uin you?
b Are you from around here, then?
¢ What ' s . do?
d ' _ you _ _ sports equipment?
e  How many stores : _ | got?
T What line of business = . in?
g Do — know it?
h Are you _ astore here, then?
i __ you _ something to drink?
i Does : _  belong ?
k _ you _ _ the time?
| Do soon?
m Do Banghok?
n _  this your first trip there?

5 Write questions for the answers in bold. Use the table in 4 to help you.

a _Whede you werk for? IBM.

Berlin. Our offices are in the city centre.
In the Royal. It's a great hotel.

No, only French.

He's talking to a client.

I'm an accountant.

| o oD o

Yes, two boys aged seven and ten.

Portugal. I was born in Lisbon.

Yes, I am — in fact, this is my wife, Yuki.

No, I don't. There's no golf course near where I
live. I play squash.

k Yes. I met her last year at a conference

in Vienna.

-

Answers on page 130.




0 Your company has sent you to an international meeting, It starts in five minutes. You
don’t know the person sitting next to you. Use the chart below and the questionsin 5 to
make conversation with a partner and to find out about them.

live

wark hera?
ish?
Where do_ English?
What do you doing at the moment?
How does your company | have any other languages?
Wh are he got your job?
" has she like this book?
When :
R il aeEs they go any children?
bl travel to work?
studying much in your work?
speak

Look at the conversation below. Put the lines in the correct order. Then listen

and check your answers.
| What's he like?
| | Yes,isn't he Director of Business Development at Pepsico in Europe?
7] Do you know Jan Nowacki?
| | The National Bank of Poland, that's interesting. Do you have any contact

with him in your work?
| Not any longer. Now he's the Public Relations Manager at the National

Bank of Poland.

| | He'sanice guy. You'd like him.
| Not really, but I occasionally play golf with him.

£ Match parts of the conversation in 1 with the phrases below.
Have you ever met Do you know
doesn't he work for
[ don't anymore.
What do you think of him?
You'd get on well.

' Look at the table below, which shows the jobs five people did before and what they do now.
Dne of them is retived. Work with a partner. Using the conversation in 1 as a model, have
conversations about the people. Add comments about them using the Useful language box.

Useful I_angua ge;

He's/She's a nice person.
He's/She's an interesting

pPErsor. sition
He's/She's quite ' i ' ' ' ' )
SR . Pedro Amado E"I;gzgr:g Edwards Shipping Sales Director Iberica Electric
He's/She's a good laugh. [ Managing [ 1 1
He's/She’s a bit arrogant. Martina Ferlan Director Health Group President Biological Co.
HENChewa batelgll Frank ' VicePresident | ' '
E:::i}l; 351:;;-15:5 has the Mangliochett Firanca Dynamica Chairman & CEQO  Medical Plans
Marketing Marketing Deltaco Dental
Cathy Cheung ' Executive | Deltaco Dental Care ' Manager Care
Dennis Sexton President SpeedTrackSystems

Now think about some people you know and have similar conversations about them.
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- Passing the buck

pass the buck

to make someone else
deal with something that
you should take
responsibility for

He accused ministers of
trying to pass the buck
on education.

1 Read the article about communication breakdowns in the workplace and discuss the
questions with a partner.

Learning objectives:

Workplace Scenario A a Which of these issues do you think is the most significant cause of communication
Business communic ation breakdowns in the WUIkP].aCE?

skills Discussing b Have you experienced any of these problems at work? How did you deal with them?
communication problems T

¥ iekplsce; Witking ¢ What else can cause communication problems at work?

a confirmation email;

Releplay: Discussing and

e |
Reading Article about
cornmunication breakdown :
& In company in action ! Ll O 1ML\
A1: Passing the buck;

A2: Discussing and resolving
= periblen . Communication in the workplace is key for a productive and effective
- working environment. Yet breakdowns in communication at work are
= very common and are a frequent cause of workplace frustrations.

= Here are some of the issues that employees face.

i Tk A A 1 ] 1T, i coc
= 1. ¢ AMUNICATION BABRIERS

Lots of different things can cause communication barriers in the office:
differences in background, experience, language and culture can all
make it harder to communicate with your colleagues. The key is to find
something you have in common. Then you can use that to relate to
your colleagues and understand what they are talking about.

It's nice to have friends at work, but it can be dangerous to make your
personal life part of your communication at work. You should avoid
personal emails as much as possible; these can lead to office gossip

and decreased morale. Try to stay professional at all times.

AT 1A

Relying on verbal communication can make it very hard to keep track
of what you have discussed or agreed with colleagues or clients. A
common policy or set of rules for company communication will help to
avoid misunderstandings and disputes. For example, following up phone
calls and meetings with an email gives you a useful written record of
what was discussed.

It's important not to let a negative attitude interfere with how you
communicate with your colleagues. Even if you dislike someone you are
working with, try to maintain a positive attibude in your communication
with them. Mot everyone can be happy at work all of the time. But don't

let a bad mood or lack of motivation affect the rest of your team.

KA T T 1
yIsJ A | TTIT =0
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WORKPLACE SCENARIO

In company g : — . R
in action m' 2 Lenz Furniture Designs is a bespoke furniture company, specializing in luxury,

handmade products. They have just launched a new website but Serena Ortega, the HR
Director at Lenz Furniture Designs, has noticed a problem with the site that affects her
work. Watch video Al and answer the questions.
a Where has communication broken down?

i Between IT and HR.

i Between HR and Marketing,

iii Between IT and Marketing,
b What is the issue?

i The content of the new website.

ii Technical problems with parts of the new site.

ii The failure of an external supplier to deliver on time.

3 Discuss these questions with a partner.

a The conversations in the video show a situation where communication between
departments has broken down. What do you think are the main problems?

b Vanessa complains to Serena that Eric is ‘passing the buck’. Do you have any
experience of people ‘passing the buck’? How did you deal with it?

4 After her conversations with Eric and Vanessa, Serena asks her managet, Joe Walker,
for advice. Read his email and answer the questions.

a What do you think of Joe's advice?
b Would you give Serena any different advice?

s = RE: Website problem

Good afternoon Serena,

Thanks for talking to me this morning. It's clear there has been a breakdown in
communication between Marketing and IT and both sides are trying to pass the
buck. It’s frustrating, but | think this is an opportunity to improve communication
between the departments. Vanessa is ultimately responsible for the website, so |
suggest you go back and talk to her. It might also help to follow up the conversation
with an email summarizing any decisions. You could also copy the email to Eric, so
everyone knows who is responsible for what and that should encourage them to
sort it out.

Good luck!

Joe
. o

5 Following Joe's email, Serena organizes a meeting with Vanessa to resolve the
problem. Work with a partner and roleplay their conversation.

Speaker A: Look at page 131.
Speaker B: Look at page 136.

6 Evaluate your performance using the form on page 132.

7 Now watch video A2 to see what happened when Serena spoke to Vanessa. Repeat your
roleplay, but this time swap roles. Use the notes from your evaluation form and as many
of the useful phrases from your roleplays in 5 as you can.

8 Write an email from Serena to Vanessa to confirm their conversation. Begin like this:

Good afternoon Vanessa,
Iam writing to confirm what we discussed in our meeting this morning about the website.

Then compare your email with Serena’s on page 136.
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The App Internet is
approaching —an architecture
of powerful applications
resident on phones, tableis,
PCs and other devices which
seamlessly link to resources in
the cloud.

George Colony, CEQ, Forrester

Do you use apps on your
mobile phone?

Learning objectives:
Unit 5

Business communication
skills Discussing the history
ofan app; Completing a quiz
about the Internet; Discussing
experience of the Internet;
Fluency: Giving a presentation
about a omnpany'a ]:.{Etnrjr;
Asking questions about the past
Reading Timeline describing
history of Angry Birds; Article
about the birth of the Internet
Listening Documentaries on
the history of Angry Birds and
the history of the Internet
Phrase bank Talking about
the past

Vocabulary Business and the
Internet

Grammar Past Simple,
Questions about past events

30 05 INTERNET HISTORIES

Internet histories

1 Some people think that apps are the future of the Internet. Do you think they are
important in business?

2 7 1.20 Have you ever played the game Angry Birds™? Listen to a short history about
the origins of the game and answer the questions.

In what country was the company that developed Angry Birds based?

When did development on the game first start?

What were the initial development costs?

When did the game first appear on the Apple® App Store?

By May 2012, how many downloads of the game were there?

- o o0 oo

Apart from downloads, how else does the game make money?

rad

3& 120 Complete the timeline history of Angry Birds using the words and phrases in
the box. Then listen again to check your answers.

anniversary  colleagues costs  distribution  downloads
merchandise  partnership platforms revenues spin-off

With over one billion (a) Angry Birds is perhaps the largest

mobile app success so far. It has been praised for its successful combination
of addictive games, humorous style and low price. There are versions of Angry

Birds for personal computers and games consoles, a market for
(b) _ featuring its characters and even long-term plans for
a feature film or television series. Here is its history.

EARLY 2009 - A designer, Jaakko lisalo, presents the idea for a new game to
his(c)_ at Finnish computer game developer, Rovio Entertainment.
The game featured some angry-looking birds. They like the basic idea, but
decide to give the birds some pigs as an enemy because of an outbreak of

swine flu at the time. They estimate the initial (d) of developing
the game were €£100,000.

DEC 2008 - In |&) with Chillingo, Rovio publish Angry Birds on
the Apple® App Store.

MARCH 2010 - Angry Birds achieves top-selling app status on the USA's
App Store, where it stays until October that year. Also in March they launch a
version of the game for Facebook.

QOCT 2010 - They release the first version of the game for Android, and
experience more than one million downloads in the first 24 hours and two
million in its first weekend. Throughout 2010, versions for other (f)

appear. The company claim (g) of over $100,000 a month just
for the advertising on the free version of the game.

DEC 2010 - On the (h) of its first release, Rovio announce over
50 million doewnloads, including 12 million on i0S devices (Apple) and 10 million
on Android.

APRIL 2011 = The UK Appy Awards name Angry Birds as both the ‘Best Game
App' and ‘App of the Year".

MAY 2012 - The different versions of the game reach one billion downloads.
JUNE 2012 - At the Electronic Entertainment Expo in Los Angeles, California,
Rovio and (i) partner Activision reveal plans to bring Angry

Birds and two of its (j) games (the Angry Birds Trilogy) to the
PlayStation 3, Xbox® 360 and Nintendo 3DS systems, taking advantage of their
unique features, such as glasses-free 3D visuals.

It's been quite a success storyl




THE

INTERNET

A
Fil;‘fa
|.,_;..'
QUIZ A
1 In which year did Leonard Kleinrock connect the ”
first two computers? o
2 1969 “
b 1975
c 1983 i
2 What did the first version of the Internat connect? 4 What is the ‘universal language’ of the
Internet? |
a Military installations .
b Government buildings a English |
¢ Universities b JavaScript I
c TCF/IP | |
3 In which year was the first international computer .
connection mada? 5 What was the name of the first browser? |
a 1869 a Netscape
b 1973 b Mosaic
o 1883 c Gopher

BUSINESS COMMUNICATION

4 Al the verbs in bold in 3 have regular forms in the Past Simple: infinitive + -ed / -d.
like — liked
release —» released

The pronunciation of -ed can be /d/, /t/, or /1d/. Write the Past Simple of the verbs in bold
in 3 in the table below, according to their pronunciation.

Group 1 Group 2 Group 2
Idf it/ nd/
achieved liked presented

5 @ 1.20 Listen again to the history of Angry Birds. Check your answers in 4.

6 Write five questions about the history of Angry Birds. Use the Past Simple.

When did faakke fisale present the idea for the gawie to his :'{‘l"l.l'h{lf.il’f.i.:'

7 Work with a partner. Ask and answer the questions you each wrote in 6. Use the Past
Simple in your answers.

Who really invented the Internet?

1 Work in groups and discuss the Internet.

a When was the first time you used the Internet? What did you use it for?

b Do you think the invention of the Internet has changed your life in any way?
¢ What is more impertant for you — the Internet or your mobile phone?

2 Workwith a partner and do the quiz.

'——

=

3 7 1.21 Listen to a radio documen tary on the history of the Internet and check your
answers in 2.
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1.2]1 Listen again and put the events below in the correct order.
Bob Kahn and Vincent Cerf invent software for connecting computers
on the Internet.

Professor Kleinrock connects two computers.

Ray Tomlinson sends the first email.

ARPANET links four American universities.

The first Internet browser becomes available.

The Advanced Research Projects Agency starts work on ARPANET.
A ‘universal language’ of the Internet is established.

N R

5 Complete the article with the verbs in the box in the Past Simple. Some of them
are irregular.

become  begin increase  invent launch make reach send

call connect (x2)

6 7 1.21 Listen again and check your answers.

Birth of the Internet

How old is the Internet? Different experts suggest different dates. It depends on what they understand the Internet to be.

We know that in 1965, the Advanced
Research Projects Agency (ARPA],
under the US Department of
Defence, (a) work on

a system to connect computers.
They (b) - the project
ARPANET.

On September 2nd, 1969, ina
laboratory at the University of
California, Professor Leonard
Kleinrock () the first
two machines. For many people,
that day the Internet was born.

() the first email via
ARPANET. In the same year the
Net went international. connecting
computers in England and Norway.

The next step was to connect
different networks and to create an
‘Internetwork’. In 1974, Bob Kahn
and Vincent Cerf (f)

a software called TCP/IP that
connected networks using different
operating systems. On January 1st,
1983, this software (g)

the universal language of the

dramatically: from 10,000 in 1984
to 100,000 in 1987. By the early
1990s, the network was accessible
to anyone in the world with a
computer. In 1992, the number of
hosts () 1,000,000,

In 1993, two programmers,

Marc Andreessen and Eric Bina,
(k) the first version of
Mosaic — the first graphics-based
browser of the type we all use
today — which made the Internet

an easy means to browse websites,

get information and
spread news.

The next month they sent the first
message to a computer at Stanford

Internet — many experts think that ,
this event was the real birth of e

University. the Internet because it

h) — It sible
By January 1970, ARPANET [m]']mk Sl
(d) - computers in
four American universities, and Sacke el
by the following year there were More and more networks
23 in the system, connecting joined the system and
different universities and research the number of connected

institutes. In 1973, Ray Tomlinson

computers (i)

— —



BUSINESS COMMUNICATION

7 With a partner, ask and answer questions about the history of the Internet using the
word prompts.

When / Professor Kleinrock / connect / first two computers?

Where / they / send / first message?

What / Ray Tomlinson / send / 19737

What / Bob Kahn and Vincent Cerf / invent?

When / TCE/IP / become / universal language of the Internet?

How much / the Internet / grow / between 1984 and 19877

== 0o o 0O O W

8 The questions in 7 use the following structure:

Question word | did Subject | Infinitive |
When I did Professor Kleinrock | connect ] wo computers?

When you do not know the subject, you use the following structure:
Who/What | Verb in past simple
Wherdhid-send-the-firstemai? | Who sent the first email?
What did-happen yesterday? What happened yesterday?
This usually only happens with whe and what.

9 Look at the chart below and practise asking and answering questions like this.
Who did Sarah text? Jack. Who phoned Jack? John.
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10 Work with a partner. Combine verbs and phrases in the tables below to ask
questions beginning When was the last time you ...7 Then ask follow-up questions.
When was the last time you sent an email?

This morning.

Who did you send it to?

To a customer.

What was it about?

Use the phrases in the box, if you like.

D> m >

Ineverdo /have. Ireallycan’t remember. Itwasalongtimeago. I'mnotsure.

Speaker A Speaker B
send an interview take acar
find a phone call download late for a meeting
travel an email deal a plane
make on business negotiate to a useful meeting
take something useful on go a smartphone
go the Internet buy a new program
eat on a course hire with a complaint
have sushi arrive a deal

a taxi

Company history

Prepare a short presentation about the history of your company (or one that you know
about) or an invention. You may find some of the words in the box useful. Then give your
presentation to the other students in the class.

achieve  begin  develop establish expand found increase
launch  manufacture produce reach want

Include information about the following, if you know it.
the origins of the company, who founded it and when
key dates in its history

the opening of new offices or factories

important orders or contracts it obtained

periods of important growth

introduction of new products or services
establishment of subsidiaries

appointment of key personalities in its management

significant recent events

,..r*-rs " "’f‘i‘g i:* {:_I:
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05 Internet histories

Phrase bank: Talking about the past

When did they first ...7 Who started the company?
How long ago did ...? Who invented ...?

When was the last time ...7 What happenedin ...7

Vocabulary

Business and the Internet

Complete the sentences below with an appropriate verb. The first letter has been given.

a AngryBirds™b

b The company plans tor
next year.

¢ Itcantakealotoftimeand moneytod — an
idea into a successful product.

d Theyc to have a turnover of over
$1,000,000 a month.
The final costs were much higher than they originally
e :

a popular app very quickly.

a new version

f Ourochjectiveistor _sales of $30 million

this year.

Theya — thejoint venture at the Las Vegas

conference.

h Lastmonth3millionpeopled — theapp.

i The designerp an idea for a new product
at the meeting.

j Didtheya  theexpected turnover last year?
Answers on page 145.

Grammar

Past Simple

Affirmative Negative Interrogative

1 I I

You You you

He He Did he

She worked. She didn't werk. she work?

Didn't )

It It it

We We we

They They they

Formation: regular verbs
* infinitive

work — worked

infinitive ending in e
like — Fiked
infinitive ending in consonant + y

Burry — burried

one-syllable verbs ending in one vowel + one consonant
stap — stopped

(except verbs ending in 2w or y)
play — played, show — showed

two-syllable verbs with the stress on the second syllable
PrefER — preferred, admIT — admitted

two-syllable words with the stress on the first syllable
FISt¢ — wisited, ENier — entered

Formation: irregular verbs

Many of the most common verbs are irregular.
Fo — Went, come — GIme

See page 128 for the Irregular verb list.

Use
You use the Past Simple to express finished actions, events
of situations.

* e moved to a new office last year.®

* Befare I got marricd I lived in Lishon,

* In my first job, I travelled a Jot.
* You often use the Past Simple with expressions describing
co mpleted pf:riods of time: #hree weeks aga, last year,
on Tuesday, in March, at Christmas, etc.

Time expressions

To say when things happened in the past, you use:
* in + month/ year — in March, in 1957
* on + day / date — on Monday, on 5th December
* gt + time/ special periods — a¢ 5.00, a¢ Christmas
» length of time + age — five minutes ago, a week ago
* ahen + past situation / action — when I was younger,
when be arrived
* before + past situation / action — before I met him
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Practice 1

Write the verbs in the Past Simple.

a work  sworked j manry

b stop stopped k plan

c live S | meach

d start m arrive - =
8 use n fit ; _
f travel 0 visit : .
g drop p call ; -~
h carry q increase

i tip — r like

Practice 2

Write the irregular verbs in the Past Simple.

a tel fold g make

b say = h do

c get i go —
d give ] come

e take = —— k write —
f put I have

Practice 3

Write questions about the missing information.
a [went to... on my last business trip.
Where did you go on your last business trip?®

b He set up the companyin ...
When —

¢ They started selling ... last year.

d At first, the product sold well because ...

e ‘They made a profitby ...
f He worked for ICI for ... years.
g Ispoketo ... at the conference.

h ... invented the mobile phone.

... people work in the Lille factory.

[ travelled from Munich to Berlin by ...

Practice 4

Complete the sentences with the words in the box or put X’
when no word is necessary.

ago at for in on when

a John started working here Christmas but

I met him for the first time ten minutes
b I travelled alot last year.
c _ Monday I had a meeting with Mr Leblanc,
d [sent them the fax on 5th July.

0B INTERNET HISTORIES

e  Ilivedin London, | usually went away
— the weekend.

f The delegation from Geneva arrived three
o'dock.

g [ worked for IBM three years.

h We had a really interesting business trip to Turkey

March.

i Ihadameeting 930 the
evening and eventually got to my hotel
two___ themorning.

] When Iwckeup _ yesterday morning,

I didn't know where [ was.
k Did Mr Heinkers phone _ Twasout?

Practice 5
The following facts are incorrect. Make the sentences
negative. Then give the correct information.
a Steve Jobs co-founded Google.
Steve fobs didn't co-found Goggle, he co-founded Apple®.

b On 4 October 1929, the Wall Street Crash started a
worldwide economic boom.

¢ On 25 March 1957, six European states signed the
Treaty of Madrid, creating the EEC.

d On 1 January 1999, eleven member states of the
European Union adopted the pound as a

COmMmMON CUrrency.

e Engineers at Apple produced the Android smartphone.

f Mark Zuckerberg invented Twitter.

Answers on page 131,

Practice 6

Complete the article with the correct verb from the box in
the Past Simple.

be{x2) become

begin

Like many other aspects of Internet history, Yahoo!®
started as an idea, (a) into a hobby and
then (b) a full-time passion. The two
developers of Yahoo!, David Filo and Jerry Yang,

convert develop grow

(c) - _ PhD students in electrical engineering at
Stanford University when they (d) . working
on Yahoo! in April 1994. At first, it (e) - away

to keep track of their personal interests on the Intemet.
Later they (f) their personal lists into a
database designed to serve the needs of any user. They

(g software to help them locate, identify and
edit material stored on the Internet.




Orders

06

1.22 Listen to a telephone conversation about an order and answer the questions.

Who does Elena Moretti want to speak to?

A man who bas committed What product does she want to order?
a mistake and doesn’s correct What is the reference number?
Ly T How many units does she want?
Pk What is the delivery date?
Confucius Why is this order pardcularly important?
Work with a partner. Practise the conversation using the prompts.
What's the biggest mistake 5-A-G / help?
you've made at work? Yes / speak / John Bird?

Learning objectives:
Unit 6

Business communication skills

afraid / not / office / now // can / message?

Oh, dear! // urgent order / we / five hydraulic pumps / 22 June
Just / minute // tell / name please?

sorry // Elena Moretti / Stern Hydraulics / Switzerland

gﬁwﬂfﬁjﬂﬁfﬁfﬁhmt Right / take down / details / get John / contact // say five units?
Complsiujnga_bcrut errorsinan Yes / reference / SG 94321
o, Biscssg tse et SG 94321 / five units

of grammar; Making on-the-spot
decisions; Dealing with problems

(W WrEFOEFEEFPLDEDLDEDEDLDEGDE/MM ™ GO0 DTN

yes / right // important thing / delivery date / 22 June

wmmstire " | A ot dhink/ aroblem
in business cmqspmdf:]_ce; good / for / new customer

Ts{iﬂlzbo}rtftmdﬂ I see // when John comes / tell him immediately // confirm / order / by email?
mmfm; apbh,::: - yes / course / thanks / much

important order 7 wel /

Phrase bank Dealing with you / welcome / goodbye

correspondence g{mdh‘ye

Vocabulary Business

communication Complete Elena Moretti's email confirming the order.

Grammar will for unplanned

decisions

a= ref SG 94321

Dear John,
Further to (a) _with your colleague this afternoon, | wish
by ourorder for (g) hydraulic pumps (ref SG
94321), to arrive no later than (d) _ . Please let us know about any
problems processing this order. We are especially concemed about receiving
the parts on time, as it is for a (g} . _ customer.

Best regards,

Elena Moretti
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4 Later that day, John Bird phoned back. Work with a partner. Try to complete the
conversation using the words and phrases in the box.

all the details  CouldIspeakto good  |helpyou intouch Isthat it'sguite
more business  phoning  worried worry

John Elena Moretti, please?

Elena Speaking. John?

John Yes. Hello, Elena. I'mjust_ back about your order.

Elena Yes,  urgent; [ hope you can help.

John Dont . Tvegot_ inyouremail. No problem — we're
happy to help.

Elena That's . Iwasquite  aboutit.

John It should be fine. Can 1 with anything else?

Elena No, thank you. I hope we get from this customer.

John Yes, of course. Okay, I'll be . Bye for now.

Elena Goodbye.

5 1.23 Now listen to the conversation in 4 to check your answers.

6 Later, Elena received this email confirming her order. What is the mistake?

L B ORDER CONFIRMATION

Date: 1 June

Order no: DHO1 0801

Received: 23 May

Mo. of units: 5

Delivery required: 7 July

Processed by: John Bird
b o
7 1.24 Elena called SAG to tell John Bird about the mistake. Put the conversation in
the correct order. Then listen and checl.

5-A-G, can I help you?

No, it's not your fault. Just ask John to phone me.

Right, Elena, leave it with me. I'm terribly sorry about this.

Oh, hello, Elena. I'm afraid John isn't here at the moment. Can I take a message?
Yes, it says 7th July, but the agreed delivery date was 22nd June. It's really important.
Yes, this is Elena Moretti from Stern Hydraulics. Could I speak to John Bird, please?
Oh, dear. Can you give me the details?

All right, then. Bye for now.

Thank you. I'm not at all happy about this. A lot depends on this order.

I see. Well, I'll tell him as soon as he comes in.

N

Yes, he sent me an order confirmation — the reference is DH0O106801 - but the
delivery date is wrong,

Goodbye.
Answers on page 131.

.

8 When John Bird got back to the office, he tried to phone Elena but couldn’t get
through. He decided to send an email. Write his email using the prompts below.

e Apology

sorry / your call / checked / correspondence / you / right / apologize / mistake
spoken / production department / they / giving / order / top priority

as a result / confirm / delivery date / June 22nd

once again / please accept / apologies

best wishes / John Bird

e o

38 06 ORDERS



BUSINESS COMMUNICATION

9 On 22nd June the parts didn’t arrive. They didn't arrive until 30th June. Elena phoned
John again. Work with a partner and act out the conversation.

Speaker B: Look at page 145.

Speaker A: You are Elena Moretti. You are furious with John Bird. The order arrived late
and as a result you will get no more orders from your new customer. SAG let you down
and you think John Bird is responsible. You are also angry about the fact that he never
returns your calls and always makes mistakes. Unless he offers you some compensation
(such as heavy discounts on future orders), tell him you will take your business elsewhere.

Correspondence

1 Discuss these questions with a partner.

a Some people think that emails are an informal way of communication {or less formal
than a traditional letter). Do you agree?

b If someone sends you a badly written email, do you find it annoying? Are you more
understanding if you know they are not writing in their first language?

¢ Isthere anything else about emails that annoys you, e.g. not using a sensible title in
the subject line, not including the original message when replying, etc?

2 Read the article from a business magazine. Do you think the bosses in the survey were

right? Why / Why not?

—D o‘e’

grammar matter?




3 Read the following emails from a company called CiclosCiclone to a customer,
David Holmbrook.

a Rewrite the emails and correct the mistakes in punctuation and grammar. Change
anything which you do not think is appropriate in style.

b Compare your emails with the versions on page 144. Underline any phrases which you
think are useful for this type of email.
CiclosCiclone
Order Form
Customer: David Holmbrook
Customer order no: 15724
Details: 1 x itern GH56 £19.50
3 x itermns GHS98 £48.00

Shipping: £12.40
Tatal: £79.90

e~ Re: CiclosCiclone

Dear mr Holmbrook

Thanks for the order. | just wish confirm that we have received your order details and
we have started to process the order. If your item is not instock or if there are are any
dispatch problems we will contact you within the next 24/36 hrs. Please contact us

if you not have received you order within 7 days at orders@ciclosciclone.com so we
can resolve the issues.

thankyou once again for your order.
Kind Regards.
CiclosCiclone (Despatch Team)

s~ Re: CiclosCiclone

Hi there,

Re the modification thats not a problem the whole amount for your order will
be £84.85.

| look forward to hearing from you,
Best wishes
Diego Martin

L

-
- = o
- Re: CiclosCiclone

Dear dave

We apologize for the delay, but we have worked out the cost of your shipping
amounts of the modified order, it is going to cost you £6.99 more.

To activate this transaction. we will need to re-take your card details by phone to
process the payment manually. We will need the long number on the front of your
card, the expiry date and the security code on the back of card.

Thank you for you patience and shopping with CiclosCiclone, | look forward to
hearing from you,

Best wishes

Diego
N

Re: CiclosCiclone

ok Dave, will sort this out for you, and it shall be with you soon! Sorry again.
Best wishes

Diego
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On-the-spot decisions

1 O 1.25 Listen to the telephone conversation between David Holmbrook, the caller,
and Jim Kutz, who answers the call. Answer the questions.

a Who does David want to speak to?

Why?

Why did David send a text message?

What solution does Jim offer?

What is Jim's email address?

o o0 o

2 Some situations require on-the-spot decisions. What did the speakers in 1 say?
Circle the correct answers.

I'll send you
I'm going to send
I'm sending
I'l deal
I'm going to deal
I'm dealing
You use will + infinitive to show that you are making an on-the-spot decision and to
promise action.

a copy of the certificate.

with the email straight away.

3 Complete the conversation below using will + infinitive of the verbs in the box.

fly ring send(x2) write

Have we got the details of the order from David Holmbrook?
No,butdon'tworry, I now.

I tried — there's no answer.

Well, I him an email, then.

You can't — our server is down.

Never mind - I him a fax.

I don't think he has a fax machine.

Well, in that case, [ him a letter before I leave the office.
Oh, come on, that'll take far too long.

S0, we
Oh, that's a bit expensive ...

out to see him!

1.26 Listen and check your answers.

U & PODPFPOEDE>O>0>

Work with a partner.

Speaker A: Look at the chart on page 141.

Speaker B: Choose a problem from the table and tell Speaker A. Begin I've got a problem ...
Speaker A will offer a solution and then tell you about a problem. React using one of the
solutions below. Say Don't worry, I'll ...

A T've got a problem, the battery in my mobile's flat.
B Don't worry, I'll lend you mine.

Problems Solutions
I've got a headache. I'l take you to the airport.
We didn't get your text. I'l scan the details to you instead.

This repart has lots of errors in it.

| can't remember his phone number.

| haven't booked my flight to Berin.

| need three copies of this proposal.

| don't know amything about this company.

Answers on page 146.

I'll show you how it works.
I'll explain them to you.

I'l call the IT technician.

I'll phone you this afternoon.
I'l change the ink cartridge.
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06 Orders

— = you are trying to do what problem you
kamal bouaissi

stk s Il e

Business communication e

registering your lexington product your
1 Match the sentence beginnings (a-h) with the endings (1-8). new customer number is 55563500 when
a Thereisamessage ... 1 ... inwriting last week. calling technical support (925-253-3050)
I . or lexington customer service (800-
b Thereis a mistake ... 2 ... in theletter you sent me.
2 225-4880) please have your customer
¢ [asked him to phone ... 3 ... toyour order. number ready we recommend writing
d Isentyouanemail... 4 .. about this problem last week. your customer number in your lexington
of the meeting ... 6 ... for what happened. and filing this email for future reference

f Iwill send you the packet... 7 ...by courier this afternoon. thank you for your interest in lexington if

g Idlike toapologize ... 8 .. from Dave Cartwright for you. there is anything we can do for you please

h We are giving top priority ... lemhwwwiﬂbehammlfﬂpm

regards lexington customer service
a b & 4 = 1T & |:h

3 Complete the crossword using the words in brackets as clues.

Across Down

1 The ___date for this order is 26th June, 2 Pleasedoit . (at once)

(when the order is supposed to arrive with the customer) 3 The opposite of ‘cheap’.
6 We'dlike a reply. (‘quick’ or ‘fast’) 4 The name written at the bottom of a document or email.
8 People see emails as an way of 5 Could you confirm the in writing, please?

9

10

13

15

19
21

22
24
28

29
30

42

Phrase bank: Dealing with orders
Thank you for ..

Please accept my apologies for ..

[ apologize for ...

I'll deal with it ...

Please contact us / let us know if ...

Let me take down the details ...

Regarding ...

I'm not at all happy about this.

[ wish to / would like to confirm our order

communicating, (the opposite of “formal’)
I'm sorry, | can't read his - (He wrote it
with a pen.)

Machine used to send documents by telephone.
(not a modem)

We hope to do more with them in the
future. (buy or sell things or services)

I need to look at the again. (the noun
of ‘correspond’)

To make sure something is correct.

Sometimes it's difficult to makea
(the noun of ‘decide’)

Could I leave a

when someone is not there)

, please? (what you leave

I'm really he hasn’t phoned me. (irritated)
“Thank you.' ‘You're :

Could I take the details? (the opposite of ‘up’)
Could you that you have received this

email? (the verb of ‘confirmation’)

06 ORDERS

2 The following emails have no punctuation or
capital letters and the tone is incorrect. Correct
the emails so that they make sense.

a dear mr gonzalez thank you for contacting
lexington technical support unfortunately
I do not understand the nature of the
problem you are having or in fact even the
product you are using can you please write
back with as much information as you can
about what product you are using what

(bits of information)

7 A service which picks up and delivers documents.
(like UPS)
11 1'dlike to for the mistake. (say sorry)
12 I'm still waiting for a from John to
my letter.
14 Nowadays I use it for all my research and for
sending emails.
16 I'mvery about this. (the adjective
of ‘worry’)
17 I'm about the order. (calling)
18 Error.
20 ‘Hello, is John?' ‘Yes, speaking.
23 Bad writing cost companies a lot of
money. (abilities)
25 I[want to place an for 300 units.
26 Canyou it to me by email?
27 How much will it us to send it?
Answers on page 138,
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will for unplanned decisions

You use wil/ + infinitive to show you are making an
on-the-spot or new decision.

Practice 1

When would you say the following sentences? Match the
decisions (a-g) to the situations (1-7).

I'll open the door for you.

I'll take a taxi.

I'll catch an earlier train.

I'll lend it to you, if you like.

I'll have a look on the Internet.

I'll speak to the boss about it.

I'll have another look at the figures.

A customer asks if you can give him a better discount.

Your boss asks you if you can start work before the
usual time.

3 Acolleague reminds you about a meeting with a client
on the other side of town in ten minutes.

4 Someone asks you where you can get a new battery for a
laptop computer.

5 A colleague is carrying a lot of files and documents and
has both hands occupied.

6 Your wife/husband asks if you can take a day off work.
7 Acolleague admires a new CD you are listening to.

N= B ™o o0 oo

a b ¢ d o T g

Practice 2
What would you say in these situations? Reply using the
word in brackets.

a Someone offers you something to drink. You can have
tea or coffee. (coffee)

b You are ordering a meal in a restaurant. You can have
either soup or salad for a starter. (salad)

¢ You go out with some friends, You decide to pay for the
drinks. (pay)

d A colleague is having problems with a new computer
program you are familiar with. (help)

e Someone reminds you that you are taking a flight at
10.30 am. It is now 9 am. (taxi)

f Acolleague has heard on the radio that the buses are on
strike and now they can't get home. You have your car.

(lift)
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In a survey by Carlson
Hotels Worlduwide, 72%

of hotel-bound business
travellers cited that the ‘basic
condition of rooms [ ustrated
them most, followed by
uncomfortable beds (64%)
and rooms that were noi

ready foflfowing a late arrival ____. £

(64%,). More than balfof the
respondents (53%) said they
are more frusivated by a non-
waorking television in their
hotel room than by waiting in
line to check in and out (47%).

What is the best hotel you
have ever stayed in? And
the worst?

Learning objectives:
Unit 7

Business communication
skills Discussing hotel features;
Making comparisons; Making
and responding to special
requests; Discussing world
records; Fluency: Discussing the
pros and cons of different office
locations

Reading Posts on a forum about
hotels; Article about YOTEL
Listening Conversation at
airport check-in; Conversation
at hotel reception

Phrase bank Travel and
accommodation

Vocabulary Hotel services
Grammar Comparatives and
superlatives

& In company interviews
Units 5-7
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Hotels | a

1 How often do you stay in hotels? Have you had any of the problems which frustrated
travellers in the survey quoted on the left? What things about hotels do you like?

- 1.27 Listen to a conversation and answer the questions.
a Where does the conversation take place?

b What does the customer want?

¢ What is the customer going to do?

3 1.27 Complete the dialogue using the phrases in the box. Then listen again to
check your answers.

booked on the next flight
like me to phone for you, sir

Can yourecommend  could try the Travel Inn
there’s nothing before  was delayed, so ['ve missed

Hello. My connecting flight, IB621, (a)
Yes, sir. I'm sorry about that. You're (b}
Yes, but it's not until eleven tonight, right?
Yes. I'm afraid (c)
That’s nearly eight hours to wait. (d)

the flight to Caracas.

ahotel I could try?

You (e) It's not far from the terminal building.
Thanks. I really need somewhere to sleep.
Would you (f) ?

Ne, that’s okay. I need to stretch my legs anyway. Thanks very much.
Have you ever been in this situation? What did you do?

1.28 Listen to another conversation and answer the questions.
Where does the conversation take place?
What special request does the guest make? Does he get what he wants?
What would the guest like sent to his room?

& 0 T W on B PO EPODEDE®@EE

Does the room have Internet access?



BUSINESS COMMUNICATION

-
&
i

1.28 Write questions using the prompts. Then listen again to check your answers.
have / room / available ? Do you have amy rooms available?

6
a
b is/just/tonight?
c
d
#

is / possible / pay / room / hour ?

could / see / passport ?

would / like / anything / send up / room ?
Internet access / available 7

7 With a partner, act out the dialogue. Use the questions in 6 to help you.

Time to Kkill

1 What do you expect a good hotel to provide? Tick the features you like to have.
Add your own ideas to the list.

widescreen television | | minibar

]

[ ] bar [ ] 24-hour room service
| | Wi-Fi connection [ ] air conditioning

|| restaurant | | massage service

| | convenientlocation | | beautiful surroundings
| | swimming pool [ ] gym

| | parking | | sauna

|_' fitness rooms L meeting rooms

2 Read these comments by business travellers about a type of hotel. What kind of hotel
is it? Where do you think the hotel is?

m Hotels Flights  Restaurants Things to do More  Write a review

Author Topic

s Roberts, posted — 14.02.14
1, LISA Before my flight home | had a few hours to kill and | checked in using
the automatic service. The price was very reascnable and | was very
impressed with the stylish interior of the reoms. | would recommend it
to anyone who finds themselves waiting for a flight and doesn't have a
problem with small spaces.

posted - 11.01.14

Incredible what they can fit into seven square metres! A chance to
shower and sleep off the jet lag after my overnight flight from New York.
And good the other way, too. Many short-hop flights from continental
Europe arrive in the UK late in the afternoon, leaving you stranded until
the next day's flight to the US.

itterley, posted - 29.08.13

This is great for airports where passengers have to change planes
and perhaps wait for eight hours. lt's certainly more comfortable than
stretching out on a couch in the departure lounge. No windows but it's
quiet and private, and within walking distance of the terminal building.

Find words and phrases in the comments in 2 which mean the same as the following:
had nothing to do for a few hours had a few hovrs to kill

not expensive

the opposite of ‘long-haul flights’
to be stuck somewhere

lying down

o o0 T D
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4 Read the article about a hotel chain called YOTEL and decide whether the statements

below are true or false.

a YOTEL rooms are standard three-star hotel rooms. true| | | false
b | You can't sit down in a YOTEL room. true | | | false
¢ | YOTEL aims to provide a service for office workers. ' true ] |false]
d Only the premium YOTEL rooms have natural light. true [ | | false
e | Checkin is automated but there is room service available. ‘ true [ ] | false[ ]
f YOTEL hopes that in any 24-hour period, more guests will stay in the ; false
hotel than there are rooms. !
g | Youcan rent YOTEL rooms by the hour. true | | |false|
h The creator of YOTEL thinks that travellers like having reduced space. | true ] |false]

Ihe 46 rooms at YOTEL Gatwick manage to squeeze a
bed, a pull-up desk, closet space, a shower and a flat-screen
TV into just seven square metres (or ten square metres for the
‘premium’ class). The rooms have all the best features of
first-class air cabins, The result is clean and stylish, like the
interior of a huxury vacht.

The philosophy of YOTEL is to provide luxury, but at an
affordable price. To reduce costs, they use many of the features
of budget flights such as online-only hooking, self-service
check-in and a pricing policy which encourages early booking.
The concept is really a Western adaptation of the Japanese
‘capsule’ hotel — ultra-cheap accommodation for office workers
who sleep in coffin-like plastic modules stacked on top of each

other. This is ideal for sites where space is limited, like airports and

city centres.

Of course, YOTELs rooms are bigger than the Japanese capsules.
They are also more luxurious than the average three-star hotel
room. Each soundproof cabin contains a sofa that converts into a
double bed and leaves space for your suitcase underneath. A soft
white-and-grey colour scheme and lots of glass and mirrors gives
an impression of light and airiness. On the other hand, there is no
natural light as the Premium ‘cabins’ have only a window onto
the corridor and in Standard class there is no window at all.

YOTEL want to become the iPod of the hotel industry. They are
hoping that techie travellers won't mind booking into a small
but well-designed box filled with electronic gadgets. There are
60 TV channels, 80 radio channels and 5,000 music tracks, as
well as wireless Internet to keep you entertained if vou find it
difficult to get to sleep. You can order food through the TV, and
it is delivered promptly by the ‘cabin crew’ in takeaway boxes
with wooden cutlery.

GOODBYE MINIBAR,

Any hotel in the world aims for 100% occupancy, but YOTEL
aims for better than 200% occupancy. There are travellers who
stay the night, another group who check in for four or five
hours’ rest in the moming and finally the afternoon guests
looking for a more comfortable place than the airport terminal
to have a siesta. The standard room costs £55 for the night or
£25 for a four-hour slot (the minimum}. Premium costs $40 for
four hours, £80 overnight.

If you have an early moming flight, a long wait between Hights
or an unexpected delay, YOTEL offers an attractive option. At first
sight it may seem a little claustrophobic but its creator, Simon
Woodroffe, believes that this is compensated for by the quality

of the product. ‘Ask a focus group if they would like to sleep in

a ten-square-metre room with no natural light and you won't
get many takers — walk into a YOTEL room and you want it he
says. YOTEL has plans to open more YOTELs at airports around
the world.




Standard cabin

BUSINESS COMMUNICATION

5 Look at the floor plan of the YOTEL rooms. There is a mistake in the article.
What is it?

Premium cabin

&

monsoon
- shower
Bathroom

Room dimensions: 3.02m x 2m

pull up work desk

I =
shower Couch converts
to double bed
2rn % 1 bed Bathroom 2% 1.3m
convertible bed
Large single bed foilet
hand
basin pull upwork desk
flatscreen V.

L ] | I 1

Roorn dimensions: 3.47m x 2.55m

6 Do you think you would want to stay in a YOTEL room? Why / Why not?

7 Look at this sentence from the article.
Of course, YOTEL's rooms are bigger than the Japanese capsules.
Undetline any other sentences in the article where things are compared.

8 Makeas many sentences as you can comparing a Japanese capsu]e room, a YOTEL
room and an average three-star hotel room using the adjectives in the circle.

A YOTEL room is smaller than a normal hotel room.

A capsule is more claustrophobic than a YOTEL room.

small
luxurious expensive
big
comfortable convenient
laxdi
Japanese S three-star
‘capsule’ JEERAZEY SLC U hotel room
' claustrophobic )

9 Now work with a partner and compare the following:
a three cities you both know
b three different cars
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Room service

1 & 1.20 Itisten o'dockat night. A guest calls room service to ask for something,
Complete the conversation below. Then listen and compare your answers.

Room service Room service. My name is Johan. Can I help you?

Guest Yes, this is room 301. (a) an early morning call, please?

Room service Certainly, sir. What time (b) the call?

Guest At half past six.

Room service Six thirty. No problem. (c) breakfast sent up to your
room?

Guest Mo, thanks. I (d) it in the dining room.

Room service The dining room doesn’t open for breakfast until seven thirty.

Guest Oh, in that caseI (e} in my room. Just coffee and a
croissant.

Room service Coffee and a croissant. (f) 7

Guest Mo, that's all.

Room service Olkay. (g) , Hir.

Guest Thank you. Good night.

2 Change the phrases in bold in 1 to make a new conversation and practise with a partner.

3 Work with a partner to roleplay different
conversations with room service.

Speaker A: You are the room service clerk.
Speaker B: Call room service to make
requests for:

something to eat
someone to fix the air conditioning
tomorrow's weather forecast

help with Wi-Fi connection

(your own request).
Now change roles.
Speaker B: You are the room service clerk.
Speaker A: See page 131.

®
&
®
® someone to dry-clean a tie or a skirt
®
@

World records

1 Use the adjectives in the box to say how the hotels below are world record breakers.
The Palazzo Resort and Casino in Las Vegas is the largest hotel in the world. It has 8,108 rooms.

expensive  high large old tall

Hotel Location Detail

The Palazzo Resort and Las Vegas, USA 8,108 rooms
Casino

Burj Al Arab Dubai, UAE 321 metres

Royal Villa at Grand Resort | Athens, Greece 550,000 room/night
Lagonissi

Hotel Everest View MNepal 3,800 metres above sea level

Hoshi Ryokan Awazu, Japan Openedin 717

Answers on page 133,

2 Work with a partner. Do you know any new record-breaking hotels?
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3 The room prices of four hotel chains vary from country to country. Work with a partner
to complete the information in the tables, and discuss the hotel prices.

In Frankfurt, the most expensive chain is First Class Hotels. The cheapest chain of the four is
Executive International. The second most expensive is Royal Inn and the third in the listis
Travel Express.

Speaker A: Look at the information below.
Speaker B: Look at the information on page 141.

City | Chain | Price | City Chain | Price
' | 272 Executive International | 476

238 Royalln | a08

Ao Tay, |-oNdo First Class Hotels | 329
. | 178 Travel Express [ 18R

First Class Hotals 494 | 584

' Royal Inn [ 330 ] 457

mert !_ RS " it — Newvm a R
| Travel Express | 157 | 268

' Executive International | 152 | 260

394 ' First Class Hotels | 420

357 , ' Executive International 381

GEREVA 260 | Royal Inn [ 361
148 Travel Express | 254

’ In company

Locating an office

Your company is planning to open a European office and needs to choose the best
location. Look at the information below and decide which cities are the most suitable.

Talk about the following:

® high /low population ® expensive/ cheap hotel rooms

® near to/ far from an international ® high /low/ expensive /

airport cheap apartment rents

e high /low taxi fares e high /low cost of living

e high/low / expensive / cheap office rents e expensive/ cheap place to live
DATA CITY A CITYB |CITYC |CITYD
Population 642,811 | 185,028 | 495,781 | 1,031,925
Distance - city centre to airport (km) 12 4 10 14
Average taxi fare to airport (€) 24-29 27-31 17-20 40-44
International conferences per year 27 161 42 189
City centre office rents (€/sq m) 630 540 936 447
Hotel rooms (€ mid range/top range) 110/270 | 140/360 | 140/290 | 110,230
Threeroom apartment rents (€/month) 1,431 1,430 2,545 1,367
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Phrase bank: Travel and accommodation
Do you have any rooms available?

[ have a few hours to kill.
shower.

stretch out.
I'd like a chance to sl

sleep off the jet lag.
The price was very reasonable.
Is there Internet access available?
an early mormning
an afternoon

I have flight.

an evening
Could I have an early momming call, please?

Hotel services

1 Put the dialogue in the correct order.

Receptionist

| Yes, sit. What would you like?

| Room service. Katherine speaking. Can I help you?
| Of course, that’s no problem. Would you like it with
some toast?

You're welcome, sir. Goodbye.

Yes. Sparkling or still?

Right, sir. It will be with you in fifteen minutes.
Guest

|| Hello, Katherine. This is room 208 here. I'm feeling a
bit hungry. I'd like to order a snack.

| | ‘Thank you, Katherine.

| | Oh, sparkling, please, and nicely chilled.

| | Oh,Idon't know. Perhaps a little smoked salmon?
| | Yes, please. And I'd also like some mineral water.

1]

2 Complete the sentences using the correct form of the
words in brackets.

a [t can be difficult to find a decent hotel room at an
price. (afford)
b If you call room service, they will
your room. (delivery)
¢ Although the room was small, it was perfectly
. [comfort)

d A lot of our revenue comes from food and drink, but our

rOOmS are more -

e Hotel guests from the USA
room layout. (preference)

f Youcan ~old buildings into hotels, but
there is a limit to what you can do. (conversion)

g We have to meet our customers’

h Multinational companies often expand by taking over
smaller . (operate)

. (profit)
a standard
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meals to

. (expect)

Grammar

Comparatives and superlatives

Adjective type | Adjective Comparative | Superlative
rich richer the richest
one syllable
: cheap cheaper the cheapest
one syllable
with one hot hotter the hottest
vowel + big bigger the biggest
consonant |
two syllables | early earlier | the earliest
ending in -y heavy heavier the heaviest
ical more the most
| economica . 5
two svllables | economical economical
Or more : : more the most
interesting | . . : .
i : interesting interesung

You can often use the comparative form of adjectives with
than to compare people, places and things.

+ Life is easier than in the past.

o The com pany 5 Hiore prgﬁ!nﬁfs than tts ."ompsfr'.i‘.yr;.
You can use much, a lot, a bit and a firtle to show if the
differences are big or small.

» Mexico C;';_-p is at lot bigger than Rome

» London is much more expensive than Madrid.

You can also use mef as ... as to show differences.

. Tnx'ﬁ"ﬁng [:q,' train is pot as expensive as !J_'\'Pfdﬂr'.
You use the article #be with the superlative form of
the adjective.

* Taking important decevions 15 the bardest part of

fﬁldﬂﬁgf?-'.fl‘-'ﬂfr

* The most useful aspect of the Internet is communication.
You can use second, third etc with superlatives.

* Locally we are the second largest provider of

Internet services.
You can also use fess ... than and the least to show differences.
» Life in the past was less comfortable than it is now.

* His company is the least profitable on the stock exchange.



Practice 1

Rewrite the sentences using the opposite adjective.

a The Internet is faster than the post.
The post = slower than the futernet

b Hotels are more expensive than motels.
Motels

¢ English is easier to learn than Mandarin.
Mandarin

d Trains are more comfortable than buses.
Buses

@ People think that marketing is more interesting than
accounting.
People think that accounting

f Flying is safer than driving.
Driving
g Small meetings are more efficient than large ones.

Large meetings
h This job is better paid than my last one.
My last job

i The economic situation is worse than it was four years
ago.
Four years ago the economic situation

Practice 4

Practice 2

Complete the sentences with as or than.

a The jobisn’t as interesting . I hoped.

b The meal was more expensive Iexpected.
¢ This office has more space the old one.
d I'mfeelingmoretived  yesterday.

@ Fordsaren'tasgood  Audis.

Practice 3

Complete the second sentence so that it means the same as
the first sentence.

a It's easier to build hotels in the USA than it is in Europe.

Mts not as EIJ_._:.'H ot Lo beciled brotels in the U754 as (55 in i T,

b A Maserati GT is more powerful than a Chevrolet.
A Chevrolet isn't

¢ Profitability is more important than turnover.
Turnover isn't

d Sales aren’t as good aslast year.
Sales are

e Itisn't as hot as yesterday.
Yesterday

Which are the most populated countries in the world today? Look at the table and complete the sentences.
Do you know the population of your country? Discuss with a partner.

2002 | 2012 | Country Total population | Total population | Population growth | Continent
2002 [millions) | 2012 (millions) | rate 2012 (%)
1 1 China 11,281 1,350 0.48 Asia
2 2 |India 1,050 1,260 1.31 Asia
3 |3 | United States of America | 287 314 10.90 North America
4 4 Indonesia 217 241 1.04 Asia
5 5 Brazil (174 194 1.10 South America
7 6 |Pakistan 144 180 11.55 | Asia
& |7 |Nigeria 130 170 255 | Africa
g 8 Bangladesh 134 153 1.58 Asia
6 9 |Russia 144 143 |-0.48 | Europe
10 10 |Japan | 127 128 | 0.08 Asia
In 2002, ... In2012, ...
a Chinahadthe ~ populationin the world. a India had the second population in
b Russia'spopulationwas _ Nigeria's. the world.
¢ The  heavily populated continent b Russia had the growth rate of all
was Asia. these countries.
Indonesiahada_ population than India. ¢ Brazil's population wasn't as China’s.
Only one country had a population in d Nigeria had the growth rate of all
2002 than in 2012. these countries.
@ Chinastilhadthe ~ population in
the world.
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The trouble with telling

a good story is that it
invariably reminds the other
fellow af a bad ane.

What do you think are the
key features of a good
story or anecdote?

noun a story that you tell
people about something
interesting or funny that has
happened to you

Learning objectives:
Unit 8
Feople skills Telling an
anecdote; Asking questions
of encouragement; Fluency:
Telling interesting stories
Istening An anecdote abouta
journey

Telling stories

Complete the anecdote below with suitable words. Then listen and compare
yOUY answers.
Look at that car!
Yes, very nice. It’s a Porsche 911.

Did I ever tell you about the timeThadafa)  in a Porsche?
Mo, I don't think so.
It was when I (b) a student. I was (c) in Europe and a man

in a Porsche stopped. He took me all the way across Austria. We (d)
about 220 kilometres an hour all the way.

What about the (g) ?

Well, they (f) us about four times, but this chap just showed them some
identity card and they waved us on.

Washesomeone(g) | then?

Idon'tknow, Ididn'task.I(h) e was some sort of high-ranking official.

Anyway, it was the fastest I've ever been in a car.

31 Look at these sentences from the anecdote in 1.
It was when I was a student.
T'was hitchhiking in Europe.

Make similar sentences using the prompts below. There are several alternatives. Then
listen and compare your answers.

while / live / Italy ' look/ job

before / start / work / here h  do/ Masters / the States

after / leave / university i study/ at Cambridge

when / work / ICL work / small company / north
before / get / married k travel / Asia

just after / children / born | stay/ Continental Hotel / Prague




Useful language:
Telling stories
Hawve you ever ...7

Did you ever ...7

I'll never forget the
timel...

It was when [ was at ...
I .. at the time.

Then what happened?
How did you feel about
that?

PEOPLE SKILLS

3 3 1.32 You can encourage other people to tell you about their experiences by asking
Have you ever ...7 or Did you ever ...? Match the questions (a—h) with the answers (1-8).
Then listen and check your answers.

Did you ever hitchhike when you were a student?

Have you ever had a car accident?

Have you ever been to Rome?

Have you ever lost any money on the stock exchange?

Did you ever fail an exam at school?

Have you ever been camping?

Have you ever played a video game in 3D?

Have you ever done anything illegal?

/g o a0 o

Ne, I'm glad to say. I nearly had one this morning]

Yes, lots of times. Actually, we bought a camper van last year.
Ne, but I'd love to see the Coliseum one day.

Yes, but it was a long time ago, and [ hated waiting in the rain.
I didn’t know you could. I've seen films with it though.

Not unless you count speeding and parking fines.

Net at school but I did at university.

No and I've never made any either.

0O~ Wk -

4 Work with a partner and each tell two anecdotes based on the questions below.

Help your partmer by asking more questions. Use the useful language to help you.

Speaker A

Have you ever been stopped by the police when you were driving? Where were you going?
Why did they stop you? Were they right or wrong? What was the outcome? Did it change
your attitude either to driving or to the police, or did it confirm what you already thought?
Speaker B

Who was your least favourite teacher at school or lecturer at university? Why didn’t you
like them? Can you remember an incident that was typical of that person? Who was
involved? What happened? What was the outcome? Did it change your point of view in
any way or did it confirm what you already thought?

Speaker A

What was the best holiday you ever had? Where did you go? Who did you go with? Did you
do anything unusual? Have you been back to the same place again?

Speaker B

What was the worst holiday you ever had? Where did you go? Who did you go with?

Did you do anything unusual? Have you been back to the same place again?
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WORKPLACE
SCENARIO

In my shoes

in someone’s shoes
imagining yourself in the
situation that someone
elseis in

I'm having trouble with my
boss. What would you do i
you were in my shoes?

Learning objectives:

Workplace Scenario B
Business communication
skills Discussing complaints;

Identifying strategies for

gial‘];ﬁ: l;i;zienh;;ic e 1 Read the business advice below and discuss the questions with a partner.

and dealing with complaints a When was the last time that you complained about something? What happened and
RoadINg el shoe how was your complaint dealt with? Were you happy with the outcome?

complaints

t= In company in action b Do you ever have to deal with complaints from customers or colleagues? What kind of
B1: An unsuccessful things do people in your company complain about?

cormplaint; B2: Expressing

e U 7
Keeping people happy

In business you can't keep everyone happy all the time.
Sooner or later, something will go wrong and you will
Articles have to deal with the consequences. Customers will
get angry about mistakes that have been made and
employees will complain about being unfairty treated
Forum or their working conditions. How you deal with these
complaints may be crucial to your business. Do it badly,
and the problem will get worse. Do it well, and you can
often turn the situation into a positive one. Studies show
that the level of satisfaction when a problem has been
sorted out successfully can be even higher than if the

Blog

problem had not occurred at all.
L_ J
In company F i i . . . . .
in action 2 Claudia Lipez works in Marketing at Lenz Furniture Designs. She is having trouble
with her computer and complains to the IT helpdesk. Watch video B1 and answer the

questions.

a Whatis the complaint about?
b Eric, the IT technician, does not deal with the complaint successfully. What does he
do wrong?

¢ Have you experienced similar problems with a different department in your company?

3 Read the advice opposite from the website about how to handle complaints and answer

the questions.

a Do you think the four-step approach for dealing with complaints is an effective
strategy?

b Do you think it helps to have a prepared strategy in these situations? Do you have any
similar strategies?

¢ How important is it to "put yourself in the shoes’ of the person complaining?
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WORKPLACE SCENARIO

Blog
Articles

Forum

The following four-step strategy will help you to take the heat out of a
difficult situation and deal with a complaint effectively.

1. Listen with an open mind

Hear what the person has to say. Let the person speak without
interruption. Listen carefully so you fully understand what has happened
and why the person is upsat.

2. Repeat the problem back

Ongce you see what the complaint is about, repeat it back in your own
words to check that you have understood correctly. Ask questions if you
are unsure of anything.

3. Be sympathetic and fair

Try to put yourself in the other person’s shoes and be sympathetic.
Reassure them that something will be done. Don’t blame anyone, but
show understanding and be fair and reasonable - this will help the person
you are dealing with feel their complaint is being handled effectively.

4. Follow up prompty
As soon as possible, follow up with a report on what went wrong and the steps
you plan to take to overcome the problem and stop it from happening again.

Dealing with complaints

4 Here are some useful phrases for dealing with complaints. Match each phrase to the
correct step in the strategy above. Add more phrases of your own if you can.

Are youreferring to ...?  Can you describe the problem you had?

Could you give me your mobile number / email address so I can get back to you?

Doyoumean that..?  Havelunderstood that correctly?

I can see there may have been a misunderstanding. Let me see what I can do.

I'll get back to you by the end of the week.

I'm really sorry to hear that you have had a problem. Can you tell me what happened?

I'll look into this and get back to you as soon as possible.  So, you are saying that ...

Tell me what happened.  The way you've described this, I can see why you are unhappy.

Useful phrases

1 Listen with an apen mind
2 Repeat the problem back
3Be sympathetic and fair
4 Follow up promptly

In company m'
in action

5 When Claudia does not get a satisfactory solution to her IT problems, she decides to
speak to David McCann, the Production and Operations Manager. Work with a partner
and roleplay their conversation.

Speaker A: Look at page 135.
Speaker B: Look at page 130.

6 Evaluate your performance using the form on page 143.

7 Now watch video B2 to see what happened when Claudia spoke to David. Repeat your
roleplay, but this time swap roles. Use the notes from your evaluation form and as many
of the useful phrases from 4 as you can.

8 witha partner, think of three other situations where you would make a complaint or
use the examples below. Roleplay the conversations, taking turns to complain and using
the four-step strategy and the phrases from 5.

® You are away on business and you overslept because you didn't get your wake-up call
from the hotel. You missed an important meeting,
You receive a telephone bill and you have been overcharged.

You just got your payslip and you think you have been paid incorrectly for the second
month in a row.

® The e-book which you just bought online has downloaded, but you cannot access it.
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Darit explain how we're
Foing io make money foday.
Tell me how we're going fo

miake it in five years'time.

Spirit of enterprise

1 Work with a partner. Student A reads text A and Student B reads text B. Complete the
chart below with information from your text.

A blackeircles.com B Dreams

First job of founder He worked in a garage.

Amancio Ortega — Founder of
Inditex

How important do you
think it is in business to
look ahead and think
about the future?

Learning objectives:
Unit 9

Business communication
skills Exchanging information
about a company; Discussing
entrepreneurs; Describing
change in a country or company
Writing Completing a report
about a company

Reading Articles about two
successful companies

Listening Radio programme
ahout entreprensurs; Company

profile: Inditex

Phrase bank Talking about
business developments
Vocabulary Language to
describe change

Grammar Present Perfect

09 SPIRIT OF ENTERPRISE

Age when he started the He wwas 35
company

First business premises

Main product

Distribution network

Customer services

Recent developments

2 Ask your partner questions to complete the table for the company you didn’t
read about.

3 Read the other text. Underline the examples of the Present Perfect in both texts.

blackcircles.com

Michael Welch left school at 16 and started work in a garage as a car
tyre fitter. He quickly leamt about the car tyre business and decided
to set up his own mail-order company. He advertised in motoring
rnagazines and sold high performance specialist tyres. He knew very
little about running a business, so he took a college course to study
aspects like financial management.

His next step was to get a job with the tyre company Kwik-Fit, where he
got some experience and was able to study his future competition. After
a year there and still only 20, he decided it was time to go it alone.

Welch set up a company called blackcircles.com, which allows
customers to order tyres on the Internet and get them fitted within
a day at one of its 1,300 affiliated garages. He started in an office
with fumniture from a rubbish tip. His first prierity was to find reliable

independent garages to fit the tyres and at the beginning he spent a lot
of his time approaching and checking fitters across the country. After six
rmonths, he took on his first employee to help and the business began
to grow, despite some problems with his investing partners.

Since those early days, blackeircles.com has built up a network of over
900 franchises. The company clearly thinks that it is successful partly
because it listens to its customers, and the website encourages them
to give feedback on the service by emailing Welch directly. As it says,
'Since 2001 we have supplied and fitted tyres for thousands of satisfied
customers, many of whom have bought tyres from blackcircles.com
again and again.’

After a year of negotiations and discussions, the company's impressive
track record led to the recent launch of tesco-tyres.com, in partnership
with Britain’s leading retailer. This joint venture has meant access

to Tesco'’s massive nationwide customer base — including 13 million
Clubcard holders. As a result of the Tesco Tyres deal, the company has
achieved an estimated annual tumever of around £30 million.




When Mike Clare left school at 18 with

a basic business diploma, he started
working in the beds department of a
furniture shop. He bacame a manager,
but when he was 35, after 12 years
working for someone else, he decided

it was time to start his own business.

He got a small lcan, sold his car to raiss
some money, and found a small shop,
which was in a bad state but was cheap.
He started the Sofabed Company in 1985
and within two years he had three stores.
After a while he decided to concentrate
on beds because they take up less space
and are easy to store. He also found that
people are less concerned about the look
of a bed than a sofa, so beds are easier
to sell. He then changed the name of the
company to Dreams.

Dreams has built its business on four
main salling pointz: Choice, Prics,
Delivery and Comfort. Distribution has
besn the company’s biggest challenge

and it now has a fleet of over 100 vans.
Dreams has al=o given a lot of special
attention to customer service. When a
Dreams driver delivers a bed he puts on

a special pair of slippers to avoid making
a mess. ‘The slippers cost us virtually
nothing, but after a delivery it's all the
customers can talk about,’ explains Clars.

The company has grown very quickly and
in 2008 opened the 200th store —
doubling its size in just five years. Thess
days Dreams is still the UK's fastest
growing retailer and it has branched out
into the intermational rmarket through
franchising. In the last couple of years,
with the increasing importance of social
media in marketing strategies, it has
launched a Dreams YouTube
channel and is on
Facebook.

entrepreneur
/,pntrapra'nay/

noun someone who uses
money to start businesses
and make business deals

4 Michael Welch and Mike Clare are both entrepreneurs.
Read the extracts below and discuss the questions which follow.

I've always felt that
going to business

school was a
substitute for being
an entrepreneur,
not a complement.
Those who can, sell.
Those who can't, sit
in class.

a What is the word for ‘entrepreneur’ in your language? Give some examples of
entrepreneurs who are famous in your country.

Is it possible to teach someone to be an entrepreneur?

o o

BUSINESS COMMUNICATION

Entrepreneurs are
people who imagine
things as they might
be, not as they

are, and have the
drive to change

the world. Those
are qualities that
business schools do
not teach.

Founder of The Body Shop,
Anita Roddick

What kind of skills and qualities do you think entrepreneurs need?

d Isitan advantage to go to university before you start a business? Which opinion above
do you agree with most?
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5 3 1.33 Listen to a radio programme that discusses a book about entrepreneurs.
Answer the questions.

a Which of the opinions in 4 does the author most agree with?

b How many examples does he give of successful businesses?

¢ Which of the following does he say the entrepreneurs have in common?

an MBA
working for someone else before
setting up a business

providing excellent customer service
intelligence

]
0]

-

using television advertising

_D hiring good employees | | setting up efficient distribution
] luck networks
| | taking risks || hard work

6 7 1.33 Listen again and complete the phrases.

Mike Clare, the founder of Dreams, and Michael Welch of blackcircles.com are both

good examplesof peoplewho_ workwhenthey  school.

b They  knowledgeandskillswhilethey for someone else,
buteach  thathis real mission in life was to be an entrepreneur.

Both . customer service a major selling point.
successful at building up their networks.
They  incredibly hard to get where they are today.

- T - S v ]

Which of the sentences in 6 are examples of the following:

the Past Simple

the Present Perfect

an event or stage in someone’s life which is completely finished
an achievement or event which is part of an ongoing situation

s e 80 o

Change

1 Label each graph with two verbs from the box which describe change.
fall goup godown notchange increase  remain stable

2 Work in groups. Using the verbs in 1, describe what has happened recently in your
country or region, and in the company you work for. Use the topics below to help you.

Interest rates have fallen in the last six months.
The number of people working in my team at work has increased recently.

in your country or region in your company

® house prices ® profits

® rate of inflation ® revenues

® unemployment ® npumber of staff
® economic growth ® amount of work
® faxes

® interest rates

e population

& raffic

Has anything else important happened in your country, region or company?
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BUSINESS COMMUNICATION

3 (7 1.34 Youare going to hear an extract from a radio programme about Inditex, one
of the world’s biggest clothes manufacturers. Before you listen, try to match the names in
the box to their descriptions below.

Arteixo, Spain  H&M  LaCorufia, Spain  Massimo Dutti  Middle East  Pablolsla Zara
a
b
c
d
e
f
g

Now listen and check your answers.

competitor

CEO

flagship store
location of first store

location of majority of manufacturing
Inditex retailer

location for expansion

1.24 Listen again and answer these questions.

How many stores and employees does Inditex have?

What are the four ‘key factors’ in Inditex’s business model?
Why does Zara only make ‘small batches of each product’?
What does Zara use its IT system for?

What were Inditex's sales in 20127

What are the potential problems of expansion?

What is the advantage of having a strong online presence?
What do you think is meant by the term ‘fast fashion'?

T e a0 TN
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5 Match the sentence beginnings (a—e) with the endings (1-5).

a In 1963, Ortega... 1 ... takes place at Inditex's headquarters
in Spain.

b Ortegabelievesin...

¢ B80% of production ...

d Zara believes communication with ...

e [nditex is a company which ...

.. its customers is extremely important.

.. began his career in the dothing industry.
.. is constantly moving forward.

... inexpensive and fashionable clothing,

oW M

6 Complete the report using information from 3 and 4 and the verbs in the box in either
the Past Simple or Present Perfect.

add give grow increase open (x2)

frditex is a tremendous success .sfmg.r. Since its _fr}.sf store (3) i
by wmeFsaEle) m:!mmus{if, It voee has (d)

Ffl'l;,r‘-‘fl"ff_: eES aned () over 5,000 stores arocnd the world. Over I‘-'thr-"_.ﬁ ears,
fadrtex (£) _ retaders sich as Ufﬁr?f’ﬂﬁ.- Bershila and ( g} (N
its colfection qﬂ-rtm.r is, This (h) the COHIPANIY A sfmr{.g PRESERGE ON the u‘;{";.f T
strect and, i 2002, net revenies (Gomover) (1) foanm amazing

()

UTERQUE

H

|
ll”ll
|
|

=
-
-

- —
e ——\ 15

SR e

7 Write a similar report describing the changes in a company you know about.
You should mention:

® anynew development in commercial activity

® increase/decrease in turnover and net profits

® number of employees

® percentage domestic and export sales

®* market trends (areas of growth or decline).
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09 Spirit of enterprise

Phrase bank: Talking about business

developments
He left school (at 16).

Eventually he became a manager.

They picked up skills and knowledge.
He was still only (twenty) when he set up the business.

One thing they have in common is a capacity for hard worke

The company is still growing.

The level of profits has remained stable.

Turnover has doubled in (five) years.

Customer service is a major selling point.

Vecabulary

Word-building
Complete the table below with the appropriate form.

Verh Noun Adjective
acquire acquisition acquired
reject P — rejected
grow growing
success
beneficial
innovate
flexible
operation operating
profitable
increase _
fall fallen/falling
install installed

Present Perfect

Affirmative

I
You Ve
We (have) )
They finished the report.
He | %
She | has
Negative
I
b( |
‘;: | haven't S
They ished the report.
He 4 X
| hasn
She
Interrogative
1
Have | you
Haven't |we . .
finished the report?
| they
Has he
Hasn't she

Short answers

Have you seen John?

Yes, I have. /' Na, I haven't.
Has fane sent the letter?
Yes, she bas. / Ne, she hasn't.

The past participle of regular verbs is the same as the
Past Simple, but with many common irregular verbs it
is different:

* go— wenl— FONe

* 0oMme — came — ome

* eal —ale —eaten
'The tense you use to talk abour past events depends on how
you see them.
If you see actions and situations as part of a sequence of
finished past events and situations (e.g. stages in your life,
events in history, events in a narrative, etc) you use the
Past Simple.

= Istudied economics at untversity.

s His first wife was Argentinian.

* Her last job wwas with an enginecring firm.

 Bill Gates founded Microsoft with a friend.

» Some people thade a lot of money in the war.

* Suddenly he stopped talking and left the room.
If past actions or situations are not related to other past
events or time periods (they simply happened before now),
you use the Present Perfect. Often it is because you are
referring to recent events, or to contrast a present situation
with the past.

+ I've had a fantastic idea!

» He've developed @ new product for cur range.

» Owr turnover has grown by 10%.

s The photocapicr has broken don.
There is one important exception:

» What did you sayi NOT HWhar-have yousaid?

See the Irregular verb list on p128.
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Practice 1

Write the past participles of the verbs below.

a see i owrite
b buy j break _ =
c sell k set _ =
d do | read

e find m fall

f come n rise

g put 0 meet

h take p think

Practice 2

Reorganize the words to make sentences in the

Present Perfect.

a lost glasses I have my

b gone by 3% prices have up

¢ has stable economic remained growth

d prices last years have in fallen five the
@ has 2,000 workers sacked Molinex

f company has the MrRodriguez left

g not a John week [ have for seen

Practice 3

Write a sentence using the verbs in the box and the Present
Perfect for the situations below.

arrive be break change give lose move step

a Half an hour ago, it was raining and now it isn't.
{5 stopped raining.

b The photocopier doesn’t work. Half an hour ago, it did.

down.
¢ Ten minutes ago, you called for a taxi. It's now outside
the office.
The taxi

d Last year, your company was based on a site outside
town. Now its offices are located in the centre of town.

into the centre of town.
e You can't find your notes for a presentation.

nofes.

f You're giving a presentation. You did the same
presentation last week and the week before.
This is the third time

g Philip Windish works for a company. A week ago, he
worked for a different company.

h A friend comments that nowadays he never sees you.
very busy lately.

G2 09 SPIRIT OF ENTERPRISE

Practice 4

Match the questions (a—g) to the answers (1-7).
Where is my pen?

Why are you looking so pleased with yourself?
How is the new product line doing?

Why are you looking for a new car?

What's our share price today?

Why are you looking so tired?

Where's Jeremy?

It's gone up by four cents.

I've achieved my sales target for this month.
Because I've sold my old one.

It's been a really long day.

It's been very successful so far.

He's gone to Sydney for the week.

s N & W= @ o o0 O o

I don't know. I haven't seen it.

a b c d = F g

Practice 5

Complete the text with the verbs in the box, using either
the Past Simple or the Present Perfect.

acquire add be create finish incease launch

open reach start turn

The Inditex group consists of almost a hundred companies
dealing with textile design, production and distribution.
Its unique management techniques and its successes
() Inditex into one of the world's largest
fashion groups.

The first Zara shop (b) in 1975 inLa
Corufia in northern Spain. Over the years, the group
(c)— otherchains to the original Zara,

each covering a different market sector. In 1991, the

group (d) Pull & Bear, and in 1995,
ey 100% of Massimo Dutti. Bershka
(f) — its activity in 1998, followed by the

acquisition of Stradivarius in 1999. Two years later,

Inditex (g) Oysho, a chain specializing in
fashionable lingerie and underwear. More recent additions
(hy_ Zara Home, a home decoration store, and
Utergiie, which focuses on fashion accessories.

In the last four years, the number of shops in the group
(i afigure of over 5,000, and the group now
has operations in 82 countries worldwide. In

the same peried, sales (j) by 46% and net
profits by 54%.

Despite its size, the group still controls its activities from

a logistical centre in Arteixo, a village in the north-west of
Spain, but in 2003 it (k) work on 'Plataforma
Europa’, a new distribution centre in Zaragoza.

Answers on page 130.
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Pressure is part and parcel
of all work and helps to
keep us motivated. But
excessive pressure can lead
fo stress, which imdermines
performance, is cosily to
employers and can make

people ill.

UK Health and Safety Executive

Do you work well under
pressure?

Learning objectives:
Unit 10

Business communication
5kills Discussing the causes

of stress; Comparing different
jobs; Asking about someone’s
responsibilities and duties at
work; Roleplay: A management
consultant’s interview; Writing
a consultant’s report on a
company

Reading Article about stress

at work

Listening People talking about
stress at work

Phrase bank Talking about
stress

Vocabulary Stress at work
Grammar have to / don't have to,
should [ showldn't

Stressed to the limit

1 Work with a partner. Which of these factors produce the most stress? Add your own ideas.

being promoted locking after children

being responsible for people’s lives making phone calls

dealing with big sums of money meeting deadlines

dealing with the public travelling

doing boring, repetitive tasks waiting for other people to do things
learning to use new technology working long hours

2 1.35-1.38 An interviewer for the radio programme Work Today spoke to four
people in the street about stress. Listen to the interviews and answer the questions.

Interview 1 | Interview 2 | Interview 3 | Interview 4

a | What does the speaker do?
b | Does the speaker suffer
from stress?

¢ | What causes the stress,
according to the speaker?
d | Does the speaker mention
any of the reasons in 17
Which?

3 Thelast speaker says that stress ‘is more a problem of mental attitude than what you do’.
Do you agree? Why / Why not?

4 In your opinion, what are the three most stressful jobs? Use the list below to help you.

accountant  air traffic controller  airline pilot
corporate exscutive  doctor  event co-ordinator
lawyer militarygeneral pilot
soldier  stockbroker  taxidriver

architect computer programmer
factory worker firefighter  journalist
public relations executive  secretary
telephonist  waiter

police officer

teacher

Now compare your ideas with the list on page 132. Are you surprised? What do you think
are the least stressful jobs?

5 For each set of prompts (a—h), make at least two sentences with has to, have to, doesn't
have to or don’t have to.
a air traffic controller factory worker take decisions be creative
An air traffic controller has to take decisions very quickly. (It's necessary)
A factory worker doesn’t have to be creative. (It's not necessary)
b lawyer secretary wearasuit typeletters
¢ middle managers chiefexecutives solve day-to-day problems take strategic decisions

d shop assistant computer programmer deal with the public
know computer languages

e lorrydriver taxidriver drivelongdistances memorize street maps
f nurse factoryworker wearspecialclothes workatnight

g accountant telephonist wuseacomputer behonest

h teacher engineer tell people whattodo weara tie

Make sentences about the other jobs in 4.
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6 Now interview your partner about their job like this:
A Inyourjob do you have to ...7
B No, butI have to.../ Yes, and Ialso have to ...

7 Match the words and phrases (a-g) to the definitions (1-7). These all appear in an
article you are going to read about stress.

a linkedto 1 doing too much work

b rootcause of 2 is good for the company

¢ overwork 3 principal reason for

d performance-related pay 4 connected to

e staff turnover 5 money for getting better results

f makes business sense 6 people joining and leaving a company
g morale 7 positive or negative attitude

a4 b[] e[] d[] e f| g |

8 In your opinion, are the sentences below true or false? Discuss with a partner.

a | Stress is always a bad thing. true| | |false
b | Work-related stress can cause health problems. true[ | |false[ |
¢ | Bad management is the main cause of stress. true E] false i:
d | Reducing stress costs companigs money. true| | |false| |
e |It's easy for companies to reduce stress. true| | | false]

G4 10 STRESSED TO THE LIMI




BUSINESS COMMUNICATION

9 Now read this article about stress. Does the writer agree with your opinions in 87

, tress is not an illness or a negative condition.
! A certain amount of pressure brings out the best in
our work. In the initial stages of stress, there is a sensation
of excitement and increased mental concentration.

However, too much stress is negative. It is bad for the
individual. It is also bad for the employing organization.
In the UK, for example, stress-related illness is the cause

of half of lost working days.

The negative impact of stress is linked to heart disease,
alcoholism, nervous breakdowns, job dissatisfaction,
certain forms of cancer, migraines, asthma, hay fever,
insomnia, depression, eczema and many other medical and
social problems.

Many surveys confirm the reot cause of work-related stress
to be bad management and overwork. Too much pressure,
long hours and poor communication are the main factors,
Reports and studies have identified the principal cause

of stress as ‘new management techniques’ designed to

Stressed to the limit
Deborah Houlding of BMG online

magazine explores the problem of

work-related stress and examines ways
in which it can be avoided.

‘improve performance’. Policies such as “performance-

related pay’ increase stress and demotivate a workforce,

Many legal and medical experts are advising companies to
consider the costs and legal implications of stress-related
illness. They emphasize the benefits of reducing stress as:
2 better health

@ reduced sickness absence

¥ increased performance and output

@ better relationships with clients and colleagues

@ lower staff turnover.

Taking the decision to reduce stress makes sound business
sense. [t's better for profits and better for staff morale.

Managers should learn to motivate but not exhaust
employees, There is a balance between obtaining maximum
efficiency, and a worker’s need to rest and recuperate their
creative energies.

10 Complete the chart with the correct form of the word.

Noun | Verb Adjective
stress stress _ , stressed
motivation motivating,
creativity create
excite , excited

11 complete the sentences with the words from 10.

Working 14 hours a day can be very

b When the new boss arrived, staff morale was very low and nobody

was very

¢ [I'm a graphic designer so my job requires a lot of

I don't find the new project very

; the tasks are very repetitive.

12 Make similar sentences about your own company.
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13 Look at these sentences.

Managers should recognize their mistakes. (It's a good idea.)
Employees shouldn't work under unnecessary pressure. (It's not a good idea.)

Make sentences that are true for you using should/shouldn’t and the prompts below.

-~ o o 0O o

g

work well / have a certain amount of pressure
To eeork el you showld have a cerfain amount of pressure.

companies / try / reduce the level of stress
workers / work very long hours

managers / communicate / ideas

companies / invest money / improve conditions
managers / learn / motivate workers

workers / have time / rest

14 Make sentences about your company like this:

In my company ... should / shouldn't ... but often /in fact they / he / she / we ...

Include the ideas below and add your own.

7

Y

distribution of work
communications
performance-related pay
sufficient training

new technology
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The consultant’s report

You are going to write a report on a company with problems. Follow steps 1-4 below.

Work with a partner. Create your own company.

PP Step 1

What line of business is the company in?
What's the name of the company?

Where is it located?

Is it an old-fashioned or a modern company?
How long has it existed?

P Step 2

You are going to perform a roleplay with a new partner. First, with your original partner,
decide who is the employee and who is the consultant. Then find a new partner who is
playing a different role to you.

o o0 o W

Employee: You work for the company you invented. You are completely negative about
every aspect of your job and company. Criticize everything and everybody.

Consultant: You are a management consultant hired to interview the staff of the
employee’s company to assess the levels of stress and morale. Interview the employee and
note down the answers. Ask questions about:

® working hours

® company organization

® internal communication
" Spay

® training provided

® holidays

®

your own ideas.

MQSC consulting

Interview report
Company: PP Step 3
Work with your original partner from Step 1. Write a report of the management
consultant’s interview.

: ] Use the framework below or adapt it to suit the interview.
Name of interviewee:

Other causes of problems are ...

To reduce the level of stress the company should ...

In conclusion, ...

PP Step 4

Work with your partner from Step 2 again. Check that the report of your
interview is accurate.

®* According to ... the main cause/s of stress in his/her work is/are ...
¢ Communications in the company are ...
THEEVIEWE: ® The system of payment is ...
® With regard to training, the situation is...
Date: ®
*
&
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10 Stressed to the limit

Phrase bank: Talking about stress

My job is very stressful

Too much pressure and long hours are the main factors.
Work-related stress can cause health problems.

[ find being at home more stressful than being at work.
I get a bit on edge at times

Stress is linked to heart disease

It's easy for companies to reduce stress,

Vocabulary

Stress at work

1 Complete the sentences with the correct form of the
word in brackets,

a An air traffic controller has a very job.
(stress)

b A has to defend their clients in court.
(law)

¢ His work involves a lot of different
(responsible)

d Our boss is always shouting at us. I don't find it very
. (motivate)

e Too much stress is bad for the workers, and it's also bad
for the . (employ)

f Stress-related is the cause of half of lost
working days. (ill)
g It'saproblem of - we never know what's
happening in the company. (communicate)
h Nobody knows how to use the new machine — we need
urgent . (train)
i Employees shouldn't work under
pressure. (necessary)
j You should
them. (recognition)
k One of the benefits of reducing stress is better
with clients and colleagues. (relate)
I Workers need to rest and recuperate their
energies. (create)

your mistakes and correct

m The experts say that bad is the main
cause of stress. (manage)
n Policies such as - -related pay demotivate a

work force. (perform)

68 10 STRESSED TO THE LIMIT

2 Complete the second sentence so that it means the same
as the first.
a Does your work cause you stress?
Do you find wwer work stressfil?
b My boss makes life difficult.
My boss doesn’t make life
¢ My husband isn't very helpful.
My husband doesn't
d At times [ get nervous.
At times I getabiton
e T75% of visits to the doctor are because of stress.
75% of visits to the doctor are the . of stress.
f People don't think that teaching is a difficult job.
Everyone thinks that teaching is an
g Ihope things improve for you.
I hope things get
h Worrying about things doesn’t help you.
There's in worrying about things.
i [don't work for anyone. I'm self-employed.
I work for

for you.

Grammar

have to and should

have fo
I
You have to e
WOrk at nig .
We don't have to i
They |
He has to
: ; work at night.
She | doesa't have to
Do | Lfyou/we/they | have t EE
s : ave to work at nights
Does | he/she | "
showld
I 1
You
£ should o PR
He/She - do that job for free.
shouldn't ;
We
They

You use has fo or hawe fo to show that it is necessary to do
something.

* Eweryone has to pay taxes,

* HE all bave to use the same computer programs,
When you want to show that it isn't necessary to do
something, you can use doesn’t have fo or don't have fo.

* He doesn’t have to travel much in bis job.

* WE don't bave to dress formally for work.
You use should or shouldn't to show that it is a good or bad
idea to do something. .

* You should use the Internet for getting new ideas.

* You shonldn't work so hard if you want to live to an old age.




Practice 1

Complete the sentences with has to, have to, doesn't have to
or don't have to and the verbs in the box.

come do finish get getup go ' make show
gsign wear work

a All visitors to the factory ===

a register.

b Our company has a ‘casual Friday’ policy, which means
you _ formal clothes in the
office on Fridays.

¢ ‘Why are you working so late?' ‘Because |
= this report for tomorrow.
d To get to work on time, he .
at 5.30 am.
e Every Monday morning, we
to a departmental meeting,
f TIlike holidays because you
anything,
g If you want to see Mr Smith, you
an appointment. He's a

very busy man.

h You if you don’t want to.
We can do it without you.

i You a visa if you travel to

certain countries.
j When you cross an international border, you usually
S your passport.
k He'ssorich he
does. He's a workaholic.

, but he sdill

Practice 2

Reorganize the words to make questions.

a finish this do have I today to

b dress do have work for to you formally

¢ year abroad how
a do have

to go many you times

d complete when have order we the

to do

e do English go this have year classes we
to to
f your have drive do in you job to much

Practice 3

Give appropriate advice using should or shouldn’t and the
verbs in the box.

go(x2) have leave setup spend work

a [can't getajob because [ don't speak any foreign
languages.
You showdd 4o to English classes.
b Idon’t know how to use this new accountancy program.
on a course.
¢ [ keep getting these headaches.

so much time staring

at figures.
d My planeisat 2.30.
now or you'll miss it.
e [have a constant pain in my chest.
a check-up at the doctor.
f My family is complaining they never see me.
s0 late.
g Idon'tlike working for someone else.
your own business.

Practice 4

Complete the sentences using a form of have to, don't have
to, should or shouldn't. Sometimes there are two
possible answers.

a Thedoctorsaysl take
things easy.

b You spend so much time in
front of a computer - it’s bad for your eyes.

¢ Managers be good
communicators.

d You just give people orders,
you motivate them todo a
good job.

e I do this job even if it is

stressful — I need the money.
f I'm going home now becausel
get up early tomorrow to catch my plane,
g Ifyou need travel information, you
look it up on the Internet.

h You speak to the boss
like that.
i If you want to know more about the company, you
visit them.
j You come with me. I can do

the presentation on my own.
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It may seem unfiir, but
today’ bard-driving, highly
successfiel managers fiace a
real problem, What got them
moving wp the corporate
ladder is less and less likely
to get them o the top.
Organizations planming to
succeed for the next 30 years
are Iooking for leaders, not
MANAgers; not even great
BHES.

Annelize van Renshurg,
Cofounder and Director,
Talent Africa

What are the top five skills
needed to be a good leader?

Learning objectives:
Unit 11

Business communication
skills Discussing the media
industry; Talking about
someone s experiences; Writing:
A report

Reading Article about a
media executive; Article about
MercadoLibre

Listening Documentary about
MercadoLibre; Telephone call
from aheadhunter

Phrase bank Describing a
company’s development
Vocabulary Company news
Grammar Present Perfect for
unfinished past, for and since
i In company interviews
Units 8-11
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1 Discuss these questions with a partner.

How many different types of media can you name?

b What kind of people do you think work in the media industry? In what ways do you
think media is different from any other business?

¢ How do you think the Internet has changed the world of media?

2 Read the extract from an article about a successful media executive and answer

the questions.

a Where did Dan Gibson grow up?
Why did he decide to stop acting?
Does Dan regret his decision?

o O o

Dan Gibson says ‘It’s pretty simple. If the ratings are up, my bosses love me; if they're

down, I lose my jobl’ Why do you think this is? What kind of person do you think he is?

‘It’s pretty simple. If the ratings are up,
my bosses love me; if they’re down,

I lose my job!’

When Destiny Calls

industry for over 20 years. The

chances are you will have seen at
least one of the many TV shows which
he has helped to produce.

D an Gibson has worked in the TV

At the age of 17, his first experience

in the world of TV and film was as a
struggling actor. 'l was born and grew
up in LA, so I figured it was my destiny.
There was one problem though — I was
no good!'

After five years of auditions, with only
a handful of acting jobs to show for it,
Dan decided to look for work on the
other side of the camera. Starting as a
junior researcher on Breakfast AM for
DPS Entertainment, he secured a job as
one of the show's associate producers
just three years later, and became its
executive producer soon after that.

Gibson spent his 30s moving around the
major TV networks, helping to produce
several successful series, including
Yours Truly and On Campus (and a
couple of unsuccessful ones too!). He
finally settled at USC Universal where
he was offered the role of President of
its Television Group.

r

“When [ was
younger, [ always
wanted to be on
the other side of
the camera but [
think it all worked
out in the end;

this is my destiny’.

3 Look at the information about Dan Gibson above and on page 71 and complete the

sentences using the verbs in the box.

isnot joined Thasbeen hasworked started working  still works

a Dan Gibson in the TV industry over 20 years ago.

b He in the TV industry for over 20 years.

c He in the TV industry.

d He the Board of Directors at DPS Entertainment in 2000,
e He a member of the Board of Directors since 2000.

f He_ anactor anymore,



DAN GIBSON

BUSINESS COMMUNICATION

President of Television Group Operational Manager Associate Producer
USC Universal MNEC MNews Netwark DPS Entertainment
2012—present day Mews and Current Affairs Worked on Breakfast AM
Vice Prasidart 2004-2005 1997-1999
USC Universal Supervising Producer Line Producer
Controller; Drama and mini series Live Wire Network TV DFS Entertainment
2010-2012 Worked on Comedy Kicks, Worked on Breakfast AM

. . In session with ... 1995-1997
Co-chief Operating Officer 20022003
Broadcast House Researcher
Controller: Drama Joined Board of Directors at DPS  pps Entertainment
2008-2010 5;;90'1:'“““;“ Worked on Breakfast AM, Kitchen AM

resen
Studio Manager . 1994-1995
Executive Producer

i DPS Entertai t
Worked on Katie Rocks!, Outsiders, bl
The Blood Line AM scheduling
2005-2008 1999-2002

4 Match the sentences in 3 to the verb forms below.

Past Simple 1]
Present Simple | ||
Present Perfect | ||

5 Purt the time expressions in the correct column.

1945 20vyears Socdock acoupleofdays afewyears alongtime five minutes
hearrived Iwasbom lastyear months thismoming yesterday
since | for

6 Write six sentences which are true for you. Use the Present Perfect with since and for.

I've been in my present job for two years. I've had this smartphone since April.

7 Make questions with you using the prompts. Use the Present Simple, Past Simple and
Present Perfect, as appropriate.

a What kind of car / have? How long / have / it? Why / choose it?

have / a mobile phone? How long / have / it? use it / a lot?

Where / live? How long / live / there?

Who / work for? How long / work / there? What / job?

How long / have / present job? Like / it?

know

be interested in

| = o o o

8 Work with a partner. Ask and answer the questions in 7. Try to get more information
about each subject, if you can.

9 Change partners. Tell each other about your previous partner.

Lucien lives just outside Toulouse. He has lived there for three years.
He works as a research scientist at the university. He's worked there since last June.
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Entrepreneur of the year

1 ©~ 2.01 These words and phrases are from a radio programme about a business
personality. Listen to the extract and number the words and phrases in the order you

hear them.

| 7| online auction site
| mobile devices

| | online commerce platform

Latin American eBay™

| | John Muse

| | 1.2 million transactions

[ | Stanford

2 2.01 Read the artidle while listening to the extract again. Correct eight mistakes

in the article. Then look at the script on page 152 and check your answers.

3 Underline four examples of the Present Perfect in the article which tell us when a

present situation started.

In July 2012, Marcos Galperin, founder and
CEO of MercadoLibre, was named as an ‘Ernst and
Young World Entrepreneur of the Year! His company is
the world's largest online auction site. Since September
2001, it has been a partner company of the US
auctioneer, eBay™, which acquired 5% of MercadoLibre
in exchange for its Brazilian subsidiary, Ibazar.com.br.

Galperin grew up in Buenos Aires, but went to college in
the United States. After graduating, he returned home
and worked for three and a halfyears at the largest gas
company in Argentina. He then went back to the United
States to do an MBA at Stanford. While Galperin was
there, he pitched his ideas for an Internet company to
John Muse, the founder of a private equity fund. Muse
thought the ideas showed potential and agreed

to invest.

Galperin has known the co-founder of MercadoLibre,
Hernan Kazar, since they were students together at
Stanford. In fact, after creating the business plan and
securing financing, Galperin recruited several teachers
there to help manage the business. Since its creation in
1999, MercadoLibre has grown dramatically to become
the largest online commerce platform in North America,

with sites across nine countries including Brazil,
Argentina and Mexico.

Back in the 1990s, there were many start-up companies
trying to become the Latin American eBay. Galperin
was different to the others in that he focused more on

IT and getting investment and less on marketing or PR.
As a result, his company flourished while the rest went
bankrupt. Following the rise of smartphones and tablet
computers, it modified its original technology so it could
run its services on mobile devices and allow external
developers to build applications.

Company sales grew 37% between 2007 and 2011 and
MercadoLibre is the tenth highest-ranked retail site
for traffic in the world. During 2011, there were almost
53 million products sold, an increase of 35% from
2010. Every month the company manages more than
1.2 million transactions, attracting 75,000 buyers, and
business has more than doubled every year for the last
five years.

mercado
libre

4 How much of the story can you remember without looking? Use the words and phrases
in 1 to summarize the story with a partner.

5 Find words and phrases in the article which mean the same as the following;

a Enterprising person who sets up businesses
A company wholly or partly owned by another company

To attend university

o oo o

.m-h
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To present your plan for a company or business
A formal statement of a set of business goals and the strategy for achieving them

When a business fails because it can’t pay its debts
A website where people can buy products online




BUSINESS COMMUNICATION

6 Use the words and phrases in 5 in the correct form to complete the
following sentences.

a [would prefer to be an and be my own boss than work for
someone else.

b Inmycountry you can and then make a clean start with a
new business.

¢ Inmyown language [ am confident about ideas to colleagues
or customers.

d [know how to write a which I could present to a bank or

an investor.
e [ often do my shopping online ;
f It's essential to if you later want to be successful in business.

g [workfor the of a large multinational company.

7 Are the sentences in 6 true for you? Write your own sentences using the words and
phrasesin 5.

Headhunters

headhunter
fhedl 'hanta/ 1 2.02 Peter Davis is in the office when he receives an unexpected call from John
noun a person of company Lindsay. Listen to the conversation and answer the questions.
who searches for good staff a Why does John Lindsay call Peter Davis?
and fries fo e rsuade them b When did Peter Davis start working for Blueprint International?
to leave their jobs and go to & ket dil he e tee thath
work for another company . . L
d How long has he been in charge of the International Division?
e When did he get married?
f Has he got any children?
g Isheinterested in what the caller has to say?
2 Discuss the following questions with a partner.
a What type of management consultants does John Lindsay work for?
b Do you think what he does is ethical?
¢ How would you react in this situation?
3 Read the report for People Search about Peter Davis.

People Search
Report

Peter Davis has worked for Blueprint
International since 2004, where he has been
head of their International Division for one
year. Before Blueprint International he was at
Navigate for three years. This was his first job
after university, where he smudied engineering.
He graduated from Nottingham University in
2002. He has been married for two years and
has one child.

4 Now write a similar report about your partner. Ask
questions about his/her career history to help you to write
the report. Use the phrases in the box.

Howlong have you ...?  When / Where did you ... before?
When did you start / leave / finish ...7

In company interviews

Units 8-11
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Phrase bank: Describing a company's
development

He pitched his ideas for (an Internet company).

They created a business plan and secured funding,
Company sales grew (37) per cent between (2007) and
(2011),

His company is the world's (second-) largest {online
auction site),

It's the (tenth) highest-ranked (retail site) in the world.
We don't get a bonus at the end of the year

Vocabulary

Company news

Match the sentence beginnings (a—j) with the endings
(1-10).

a Dan Colman graduated from York University in 1980
with ...

He and some student friends founded ...

In 1998 they moved ...

At the beginning it was a small firm which produced
components ...

The company quickly expanded and set ...

Recently, it has launched ...

The engineers responsible ...

It has also entered the ...

Dan Colman has held ...

The company has recently celebrated ...

2 0o o

T m ™o

.. for other manufacturers.
.. mobile phone market.
.. the top position since it was founded.
.. a degree in electronic engineering,
... a range of computer accessories, which is doing
very well.
.. its thirtieth anniversary.
... up new divisions.
... its headquarters to Milton Keynes.
... for this success have become directors of the
company.
10 ... the company ALTS in 1982.

L A S

o |~ >

a b ¢ d e f g h 1
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Grammar

Present Perfect - the unfinished past

You use the Present Perfect to say when present situations
began.

Past Simple: I started working heve 25 years ago.

Present Simple: I work bere now.

Present Perfect: I've worked here for 25 years.

(NOT Fam 11*:?7'1'5!:3 here-for2 'T'_'m-rr.r. )"

Past Simple; I met John for the first time in 1967,

Present Simple: I still know bim.

Present Perfect: I've known Jobr since 1997.

(NOT Hrowfalmrme1085)"

* In many languages, you use a present tense to express this
idea so these are very common mistakes. In English you can
only use the Present Perfect,

To say when the action began, you use since or for. You use
sinee with a point in time and fer with a period of time.

since for

eight o'clock two years

2001 a month
August a few minutes
last week half an hour

I was born ages

he arrived hundreds of years

Things bave been better since we changed gffices.

He bas lived here for ten years,

(NOT ... since ten years ago:)

You can also use for with the Past Simple, Compare the
sentences below.

Present Perfect: Fve lived in Manchester for three years ! since
1998, (1 still live in Manchester.)

Past Simple: I lived in Manchester for three years/ from 1995
te 1998, (Now 1 live somewhere else.)

Practice 1

Complete the sentences with since or for.
a MrBianchihasbeenoutof theoffice  last
We haven't had a holiday
¢ They have been friends
university together.
He's had his own business
I haven't seen you
things going?
f I'veknown Pete
nearly ten years ago.

the summer.
they were at

a few years now.
a while. How are

we met at a trade fair

g They've had that old car ___ years.
h Mr Gonzilez has been here 9.30.
He's waiting for you in reception.
i — hiswife had a baby, he's spent more time

at home.

j He's waited for this promotion _ months.



Practice 2

Write questions with How long ...? and the Present Perfect.

a you/work/ here

HMivie Worg FLTveE oy SorkKsT IIre
i i I (fas

b he/know / about this problem

¢ she/ be/ a director of the company

d you/want/ change jobs
@ they/have / their website

f he/be/ interested / in working for us

g he/have/ a company car

h she/ be / responsible for that account

Practice 3

Rewrite the following sentences using the Present Perfect.

a He works here - he started work in January.

Hie s wworked here sivice famiiary,

b He lives in Paris - he was born there.

¢ He's a computer programmer — he became a
programmer when he left university.

d They make furniture - they started making furniture
over a hundred years ago.

e She owns a business - she set it up five years ago.

f They lead the market - they became market leaders
in 1998,

Practice 4

Rewrite the following sentences using the Present Perfect.

a Imet him at university.

K Ftids el L S IRRCE IRV ER Sty

b Mr Jones arrived here hours ago.
¢ When did you buy your car?

d Igot thisjob in January.

e They told me about the problem yesterday.

f They got divorced two years ago.

Practice 5

Read the biographical details of James Rodgers. Then use
the prompts to write sentences using either the Present
Perfect or the Past Simple and for, since, or from ... to.

James Rodgers

1984 started running marathons
1988 went to university to study engineering
1989 graduated with a dedree in engineering

1990 got a job with Holls Royoe as an
asronautical engineer

1991 became interested in boats
1992 got married
1993 bought his first yacht

1998 got a job with P & W in Canada and
moved to Montreal

2001 moved back to the UK and went to work
at the P & W factory in Manchester

2003 ran his tenth marathon

2008 moved to a new job in the P & W offices
in Portsmouth

a be/an aeronautical engineer

Hes beess an aeronaiitical engineer singe 1990

b marathon

¢ studyengineering / university
d be/interested / boats

e be / married

f work/ Rolls Royce

g have/ yacht
h live / Canada

i live/ the UK

j hawve/job/ Portsmouth

k work/forP&W

| ten marathons
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The things mosi people wani
to know about are usually

George Bernard Shaw

What's your favourite way
to start a conversation with
someone you don't know?

gambit /'gembrt/
noun something that you say
or do in an attempt to gain an
advantage

Learning objectives:
Unit 12

People skills Introducing
yourself and starting
corwersations; Choosing safe
topics of conversation; Ending
a conversation; Roleplay:

A successful conversation
Reading Conversation
strategies

Listening People meeting by
chance

12 CONVERSATION GAMBITS

Conversation gambits

| You are at a conference where you don't know any of the other delegates. Discuss with
a partner which of the following strategies you might use to create the opportunity to
introduce yourself.

a

b

d

a

2

Go up to someone and just say ‘Hello', then tell them your name and ask them theirs.

Ask someone for help or information — where you need to go to register or what ison
the conference programme.

Make a comment about the weather — ‘It's a lovely day, isn't it?’

Make a comment about the conference hall - It's an amazing building, isn't it?" or 'It’s
freezing in here, [ hope it warms up a bit.

Ask someone for their opinion about something — *What did you think of the last talk?’
or ‘It's a long programme, isn’t it?’

Make a remark about something the other person is wearing or carrying — “That’s a great
tie, where did you get it?’ or ‘I see you've got the new iPhone. Are you happy with it?’

2.03-2.06 Listen to four conversations which take place at a conference. Which

strategies in 1 do the speakers use?

3 o

|
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2.03-2.06 Complete the conversations and then listen again to check your answers.
Excuse me, the ITM conference?
Yes, that’s right.

Me too. T

I think it’s over there.

Oh, yes, right. I'm Paulo,

Hello, Paulo, I'm Kate.

Phewl! Is it me, or ?

Yes, they always seem to have the heating on full.

So, it's not ?

No, it's my fourth time here.

Oh, right, so _.I'm Boris.

David.

Isit , 01 is there some problem with coverage here?

Oh, . No, mine seems okay.
Typical - flat batteries and nowhere to charge up.
?
Oh, , but I was expecting a call on this number.
I see.

Nadine, by the way. From Xanadu Electronics.
Pleased to meet you. I'm Miko.
Excuse me, do you know
No, I'm sorry, [ don't.
Ican't find
Oh, here.
Thanks. By the way, I'm Bill Smart from
Silicon Technologies.

Right, ?
I'm Kazuo Yamada from Lexico.

T TR



PEOPLE SKILLS

4 When you meet someone for the first time, some topics are more suitable than others,
For example, sport is a 'safe’ topic. What other topics are safe? Which should you avoid?
Circle the safe topics.

art business cars local attractions moneyand personal finance  music
personallife  politics and the state of the world  religion  the opposite sex
the stock exchange  the weather

5 7 2.07 Two businessmen have just finished dinner in a Belfast hotel. Listen to their
conversation and answer the questions.

a What strategy does Allan Vilkas use to start a conversation?

b What topic of conversation does he introduce?

€ Work with a partner. Look at the headlines below. Imagine you borrowed your
partner's newspaper and you are now giving it back. Start a conversation about one of
the headlines. Maintain the conversation as long as possible. Begin: Thank you for the
newspaper. Have you seen this article about ...?7

UK to drive on right
DOG WINS LOTTERY

Prime Minister says economic situation ‘hopeless’

Scientists discover link between ~ MOBILES BANNED ON _
video games and intelligence PUBLIC TRANSPORT  Life found on the surface of Mars

First genetically modified human being ~ US PRESIDENT CONSULTS PRIVATE ASTROLOGER

7 When they are getting to know each other, people often ask some of the following
questions. Reorganize the words to make questions. Then match them to the answers
(1-10). There are two possible answers for each question.
a you where are from ! T'm from Turkey.

Where are you from? 2 Until Friday.
b been have long you how here 3 Another fouror five days.
4 It seems very nice.
5 TI've been here for a couple of days now.
6 Yes. I'm visiting some customers.
7 I come from South Africa.
8 It's a bit cold for me.
9
0

¢ long staying how are you
d think what you Belfast do of

Since Saturday.
Yes. I'm here to buy some machinery.

e business here you on are

a [JL1 b [ e O ¢ OO e QO

8 (' 2.0% Listen to the conversation. Which of the questions and answers in 7 do the

speakers use?

9 Sean O’'Malley ends the conversation by saying ‘It's getting late. I have to be off!
Match the sentence beginnings (a—e) with the endings (1-5) to make other ways to
end a conversation.

Useful language:

Conversation
Excuze me. Could I have

alook...? a Excuse me, but I've just ... 1 ...acall on my mobile. I'll catch you later.
Did you read that article b I think they're going ... 2 ...someone is trying to catch my attention.
about ...? ¢ Excuse me, but I think ... 3 ...seen someone I have to talk to.

I can't believe that ... d Hangon aminute, but I thinkIhave... 4 .. tostart.I'll see youlater.

WPl e e e 8 Sorry to cut you off, but I arranged... 5 ... to meet someone at the bar five

Are you busy or ...? minutes ago.

10 Now work with a partner and roleplay a complete conversation.
a Ask to borrow a newspaper and then make a comment on something in it.
b Offer to buy a coffee or drink for the other person.
¢ Make conversation with questions from 7, e.g. What do you think of ...?, How long are
you staying ...?
d  End the conversation with one of the phrases from 9.
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o~ Stick to your guns

stick to your guns

to refuse to change what
you are saying or doing
even if other people
disagree

They tried to persuade me
my proposal was a bad
idea, but | stuck to my guns.

P

Sl

Learning objectives: 1 Read the extract from a business blog and discuss the questions with a partmer.
Workplace Scenario C a Have you ever done this type of survey? Did you find it useful? What sort of results
Business communication did it show?

skills Discussing staff & - % = E - o n
Pl B e b Do you think carrying out a staff satisfaction survey is beneficial for a company? How?
Roleplay: Expressing ¢ Which of the questions below do you think are the most useful and why?

opinions, defending ideas

and making suggestions;

e Sl (87722 )
Reading Article about staff
& n sompany In ation ARE YOU SATISFIED? "

C1: Staff dissatisfaction;

K2 thcking tn Yot sy Many companies use staff safisfaction surveys to measure staff morale. A satisfaction survey is
usually a series of questions that employess answer on how they feel about their job or what they
think of their work emvironment and culture, The quastionnaire usually asks employees to give a
score for a particular area of the work erwironment. Sometimes they are also asked to answer
open-ended questions that allow them to express opinionz. When a staff satisfaction survey is
repeated, for example, every year, the employer can track employee satisfaction over time to look
for trends and to see if staff morale is improving. Here is an example of the kind of questions a
survey might include,

On a scale of 1-5, where 1 means 'l strongly disagree' and 5 means
‘I completely agree’, give each of these statements a score.

| have a good understanding of the mission and the goals of this organization.

10 20 30 40 s0O

| understand how my work directly contributes to the overall success of the organization.

10 20 30O a0 50

Our senior managers demonstrate strong leadership skills.

10 20 30 a0 sO

| have the resources | need to do my job well.

10 20 30O aQ s0O

The information systems | need are in place and help me to get my job done.

10 20 30 a0 s0

My manager supports and recognizes my contribution.

10 20 30 aQ s

| have been provided with the fraining and support | need to perform my job effectively.

10 20 30 a0 s0O
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WORKPLACE SCENARIO

In ¢ any g
|:"a‘:ug E' 2 Lenz Furniture Designs is planning to do a staff satisfaction survey. Vanessa, the Sales

and Marketing Manager, discusses the survey with Ralph, a Sales Executive in her team.
Watch video C1 and answer the questions.

a Which of the following issues do Vanessa and Ralph discuss:
i anonymity.
ii what happens to the results of the survey.
ii being honest when answering the questions.
iv the type of questions in the survey.
v who has to do the survey.
Do they both feel the same about the survey?
¢ Can you think of any other objections staff members might have to the survey?

3 Lenz CEO Joe sends Serena, the HR Director, an email. Read his email and answer
the questions.

a Why does he want to meet Serena?

b What does the phrase ‘open-ended questions’ mean?

e~ RE: Satisfaction survey

Good morning Serena,

Hope you had a good weekend. Now that you have some feedback on the trial
survey we did with the sample group, there are a few things | would like to discuss
before we launch the process with the whole company:

- General feedback from the Sales and Marketing team.

- Cost (use external consultant vs internal process).

— Anonymity.

- Type of survey (paper or online).

- Type of gquestions (scoring from 1 to 5 or open-ended questions).
- Follow up with focus groups.

- What we do with the results (publish? action to be taken?).

How about this afternoon at 14.007

Best wishes,

Joe

b o

4 Following Joe's email, Serena and Joe meet that afternoon. Work with a partner and
roleplay their conversation.

Speaker A: Look at page 134.
Speaker B: Look at page 131.

5 Evaluate your performance using the form on page 135.

I r}
: 1:?::% E‘ 6 MNow watch video C2 to see what happened when Serena spoke to Joe. Repeat your

' roleplay, but this time swap roles. Use the notes from your evaluation form and as many
of the useful phrases from your roleplays in 4 as you can.

7 Serena arranges a staff briefing meeting to introduce the staff satisfaction survey.
With a partner, prepare a short presentation that introduces the survey. Try to anticipate
any objections using the list in Joe's email to help you.

8 Give your presentation to another pair and answer their questions. Stick to your guns!
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It might be cheap, but ith
going to cost the earth. The

cui-price air ticket is fueling

a boorm that will make
controlling global warming
impassible,

The Independent (London)

Which is the best low-cost

airline you've flown with?
And the worst?

Learning objectives:
Unit 13

Business communication
skills Discussing experiences

of flying; Discussing the dos
and don’ts of business travel;
Roleplay: A negotiation game
Reading Article about
comfortable air travel; Article
about cut-price travel
Listening Corversations at
check-in

Phrase bank Air travel
Vocabulary Air travel,
Megotiating

Grammar Conditionals with will

13 AIR TRAVEL

Air travel

Discuss the following questions with the rest of the class.

How often do you fly?
What things can go wrong when you travel by air?

0O O o

Have you had any bad flying experiences?

2 2.09-2.10 Listen to the conversations. Someone is checking in at the airport.
What goes wrong in each case?

3 2.09-2.10 Complete the conversations using the words in the box. Listen again
and check your answers.

checkin  excessbaggage longqueue lookitup maindesk passport gqueueup
reference number  straight to the front  suitcase  £30

Conversation 1

A Good morning. Is this where I (a) for flight RA 2647
B Yes. Can you give me your (b) , please?

A I'm afraid I've lost the paper [ had it on, but here’s my (c)

B I'm sorry, but if you haven't got the reference number, I can't check you in. You'll have
to go to the (d) over there. They'll give it to you.

But can’t you (e} ? You've got my name.

I'm afraid not, sir.

Do [ have to (f) again?

Ne. Just come to the front.

Okay.

Next, please.

Conversation 2

LD = R R = e ]

Can I have your reference number and passport, please?
Here you are.

You've just got one (g)
Yes, this one.

I'm afraid it’s over 15 kilos. You'll have to pay (h)
It's only just over, isn't it?

Actuallyit's 17 kilos.

Are you sure? How much will it cost me?

Ifllbe (1) , but you have to pay over there at the main desk.
What, over there? There’s a really (j) . Can't I pay here?

No, I'm sorry. But come (k) when you come back.

Olkay. Thanks.

to check in?

DeEroO>O0O>O:>DOD>NDO:>




BUSINESS COMMUNICATION

Battle of the armrests

1 Work in groups. Make a list of five dos and five don'ts for business air travellers.

Do:  Allow a lot of time for checking in and security controls.
Don't: Book your flight at the last minute.

2 Read the introduction to an article on avoiding a travel problem. What do you think
the ‘strategies’ might be?

Themiddle sgaiy

-

BY happened to everyone — even the most experienced
business traveller and frequent flier. A last-minute
* trip, no seat assignment on the aeroplane and the
only seat left on a packed flight? You've guessed it — the
middle seat. It can make your trip miserable. Here are
some strategies to help you avoid the worst seat.

3 Look at these First Conditional sentences.

Condition Consequences

If + present will + infinitive

Ifyou check in early, you'll be able to choose your seat.
or

You'll be able to choose your seat if you check in early.

Match the conditions (a—j) to the consequences (1-10). Make as many logical
combinations as possible.

a If you book months in advance, 1 you'll get on and off the plane faster.

b If you sit at the front, 2 you'll be too early for a seat assignment.
¢ Ifyou check in late, 3 you'll have to go to the toilet a lot.

d If you're polite to the check-in attendant, 4 you'll be able to stretch your legs.

e If you pretend to be ill or pregnant, 5 you'll sometimes be able to change seat.
f If you trust your instincts, 6 you'll get more personal space.

g I[fyou dominate the armrests, 7 you'll pay for it with an uncomfortable seat.
h If you use your laptop, 8 you'll choose better seatmates.

i Ifyoudrink too much, 9 you'll feel claustrophobic.

j If you get up during the flight, 10 you'll feel guilty the entire flight.

a @56 ¢ e g i

b d f h j

4 (7 2.11 Listen to someone giving advice about getting a good seat. Circle the

combinations in 3 which correspond to what the speaker says. Do you agree with the advice?
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Buying an airline ticket

1

a
b
c

Cheap flights to

Rome

{Ciampino)

ONE LuAY, FROM

Read the article and answer the questions.

Why won't you have anyone to blame if you get a bad deal on your airline ticket?
If more than nine seats are empty, why will easyJet not be happy?

If you ask Ryanair about their prices, what will they say?

Cut-price travel

How s it possible that two
passengers sitting shoulder
to shoulder in the same plane
can pay such different prices
for their tickets? Buying an
air ticket has become a test
of skill and timing, where the
customer Is responsible for
getting the best deal possible.
With the online reservation
systems of cut-price airlines
it 1s your fault if you get a
bad deal, because there is no
travel agent to blame.

Nowadays, all airlines have
a‘pricing’ department

which is responsible for
‘yield management In
otherwords, their job is to
adjust the price of tickets in
order to get the maximum
possible profit for each seat
on the flight. Ticket prices
vary according to supply and
demand and depend on how
full the flight is, and when
you make your reservation.
The result is a tremendous
difference in prices. In one
investigation, Le Monde
newspaper made enquiries
at different times about Alr
France tickets on the same
flight from Paris to Mew York
in economy class. They were
quoted 17 different prices,
ranging from €467 to €3,228.

Airlines justify these variable
pricing policies on the
extremely narrow profit
margins of the business. To
illustrate this, easylet use

a graphic which shows the
seating plan of a plane with
155 seats. They need to sell
39 of these seats to cover
alrport costs. 37 seats go In
fuel costs and 15 to pay the
pilots and crew. That leaves
Just 9 seats for profit.

Another airline, Ryanair,
blames special extra fees for
pushing up the prices. For
example, each passenger
pays extra for the wheelchair
that the plane is obliged to
carry and, since the attack on
the twin towers in 2001, an
extra amount for insurance
against the risk of terrorism.
However, it Is also true that

if your luggage is just over
the allowed weight, or

you have an exira plece of
luggage, they will charge
you a fortune for ‘excess
baggage' At the same time,
you can't claim a refund if a
flight is delayed, but if you're
five minutes late for chedk-in,
they won't let

you through

and you'll miss

your flight.

2

Complete the sentences based on the information in the article.

If you beok your ticket at a different time to another passenger, the price of
your tickets

If there isn't much demand for seats on a flight, the price
You will only have yourself to blame if you deal.

If they only sell 91 seats, profit.

easyJet don't make a profit on a flight if seats left.

If you have an extra bag,
They won't let you get on your flight if

M = o o0 o

3 What is your experience of cut-price travel? Discuss with the class.
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| get
buy
offer
seg
negotiate

BUSINESS COMMUNICATION

4 The verbs in the four lists below often collocate with the nouns on the right. One verb
in each list is wrong. Delete the verbs which are wrong,

| cover | cost fl adjust
estimate do increase
... a good deal | reduce ... costs | pay ... a fortune | reserve ... the price
increase make lower
delete charge reduce

9 Use the verb + noun combinations in 4 to complete the sentences below.
a Itisdifficult to without customers changing to suppliers
who are cheaper.

b Nowadays if you need to fly somewhere, you can always
on the Internet.

¢ Companies use computers to ., but in fact they often create
more work and are expensive.
It is not possible to without hard work and good luck.
Low-cost airlines if you book just before you travel, so you
should make your reservation well in advance.

f Some cut-price airlines on their website, but often there
are a lot of hidden charges, so flights aren’t as cheap as they seem.

g Airlines say that extra costs which they can't control of
an air ticket.

The negotiation game

1 Think of situations where it is necessary to negotiate at work and at home.
Work with a partner and discuss these questions for each situation.

a Are you a good negotiator?
b Isitalways possible to negotiate?

2 (7 212 Youare going to play a game in which you have to negotiate the price,
quantity, delivery time, payment terms and guarantee period of a product to gain points.
Before you play, listen to two people playing the game as an example.

3 Work with a partner. First of all, decide what the product is.
Speaker A: You are the buyer. Look at the instructions and chart on page 133.
Speaker B: You are the seller. Look at the instructions and chart on page 139,

AIR TRAVE




13 Air travel

Phrase bank: Air travel

Is this where | check in for flight (RA 264)7

Is it okay if [ take this bag on as hand luggage?

Could you show me where the available seats are?

1'd really like an aisle / a window seat if possible, please.

Did you pack your bag yourself? [
The flight will be boarding at gate number (23) in (20)

minutes.

Have a good fight.

Air travel

1 Imagine you are flying from Europe to the USA. Put the
following events in a logical order.
a |  Bookyour flight over the Internet or by phoning
the airline.
b [ | Checkin atleast 45 minutes before your flight.
¢ | | Go through the metal detector and wait for your
flight to be announced.
d | | Fasten your seat belt and take off.
| | Show your boarding pass at the boarding gate and
get on the plane.
Check the details of your reservation and seat
assignment.
Dominate the armrests!
Go through customs.
| | Take a taxi to your hotel.
| | Land at JFK airport and get off the plane.
| | Go through passport control and pick up your
luggage in baggage reclaim.

—-

=it

2 Match the sentence beginnings (a—f) with the

endings (1-6).

You should ask for the seat you want when you book ...
It's important to be polite ...

There was a traffic jam and I missed ...

The flight was overbooked, so they offered me ...

If you don't get a good deal on your ticket, ...

If your flight is delayed, ...

... your flight.

... my flight.

... to the check-in attendant.
... you can only blame yourself.
... you can't claim a refund.

... a refund or a later flight.

-0 a O T o
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Negotiating
3 Complete the dialogue with the words in the box.

10% accept business deal deliver discount do
more order payment price up
A Okay, we want to do (a) with you, but we
need to talk about the (b)

B Well, the catalogue price is $30.25.
A Iknow, but we're talking about a big (c)
here. If we order 100 units, for example, what
(d) will you give me?
B Ifyou order (g) than 100 units, I'll give
you a discount of (f)
A Ten per cent. And for 150 units?
B For 150 units, Il go (g)
per cent.
A Twelve per cent. That sounds good. What about
hy 3
B Payment is within 60 days.
A Er, if you let us pay within 90 days, I'll (i)
a lower discount ... say ten per cent on 150 units.

__ to twelve

B So, you're saying that if [ offer a discount of ten per cent
on the catalogue price for an order of 150 units, with

payment within 90 days, we'll have a (j) 2
A Yes, we'll have a deal ... if you can (k) in
two weeks.
B Allright, then. I think we can (1) that.
It's a deal!

4 Complete the dialogue with the phrases below.

if I can finish this report  if [ can get a room

If there's nothing on Tuesday  I'll ask him to take me
I'll ask you to take me  I'll just take a taxi then

I'll take the new metro ~ What will you do

A Have you got your trip next week organized?

B More or less. [ haven't actually booked anything yet.

A Youknow it's a long weekend. There'll be a lot of people

travelling on Tuesday. (a) if

you can’t get a flight?

(b) , I'll go on Wednesday

and re-schedule a couple of meetings.

What about getting to the airport?

If Derek is free, (c)

And if he isn't?

Well, if you're available, (d)

Sorry, Ican't.

(e)

How are you getting into town?

Unless I'm pushed for time, (f)

It’s very convenient because theres a stop near the huteI

Oh, will you stay at The Majestic again?

Twill(g) _. It might be

difficult with the conference on.

A You'd better get on and make some reservations.

B Yes, (h) _, I'll get on the
Internet or give them a ring before I go to lunch.

L - = = I - I
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Conditionals with will

If + Present Simple, will/ wen't + infinitive

o Ifl bave time, Tl finish the figures this afternoon

+ Ifthey don't offer me more moncy, I won't accept the job.
will [ wer't + infinitive + i+ Present Simple

o e qvon't wail if you arrive late,

» I'll phone you if my mobile works there.

You can use conditionals with w:l to talk about future events which depend on other things happening.

Practice 1
Match the sentence beginnings (a-j) with the endings (1-10).

a [Ifyou don'tleave now, ... 1 ... they won't be able to get on the plane.
b You'll belate ... 2 ...if I go to so many business lunches.
¢ IfIgetapromotion, ... 3 ... you'll miss your flight.
d I'll buy abetter car ... 4 ..if you don't keep interrupting them.
e If people are rude to the ground staff, ... 5 .. ifyoudon'tcall a taxi now.
f  If we make a good offer, ... 6 ... if we coincide with the rush hour.
g It'll take longer to get to the airport ... 7 ...T'll earn more money.
h I'll put on weight ... 8 ... if they increase my salary.
i If you don't have any plans for tonight, ... 9 ... will you have dinner with me?
j  They'll get more work done ... 10 ... we'll get the contract.
A b e d @ |  ®gllh i i
Practice 2 Practice 3
Complete the sentences with the verbs in the box in the Write a sentence using a conditional with will based on
correct form. each piece of advice.
adopt be find have improve lose need pay a You should confirm your booking or you won't get a

phone  tell good seat. _
a IflseeJohn,I him what you said. b Youshould pretend you're not interested in buying from
b If anyone to contact me, tell them them or they won't drop the price.

I'll be back at four.
. We able to get the 10.14 am train ¢ You should apologize to the boss or you will have

if we hurry. problems.
d Ifyou my keys, will you let me

S _ ) d You shouldn’t drink too much on the flight or you'll
e Your English if you spend some have to keep going to the toilet.

time in the USA.
= F If.thf_.'re b new?. e You should leave for the airport now or you'll miss
g Ifwe. within 30 days, will you drop fieh

: your flight.

the price?
. H? ?‘AS BOKPORTIS passenggrs is 2 success, other f You shouldn't be rude to airport ground staff or they
. S it . won't let you on the plane.
i If he checks in late, he his seat

assignment. ; . )
P You fo hiarry (Eyems wnt 4o cxteh E :’?:h should study something practical or you won't get

your flight. )

h You shouldn’t work too hard or you'll get ill.

i Youshould take the client out to lunch or you won't
get his business.
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14

Hiring or firing an employee

is a challenging, emotional
experience and a pathway io

possible lawsuits, The decision

o employ or ferminate
sameone will influence
Yyou, that individual, his
or ber family, your team,
Your cusiomers, and your
stakehotders.

The Industrial Physicist

Have you ever had to
fire someone? What
happened?

Learning objectives:
Unit 14

Business communication
skills Discussing when sacking
is justified; Writing a letter

of application; Asking for
clarification; Roleplay: A CV and
an interview; Discussing labour
laws and industrial action
Reading Article about someone
being fired; A CV

Listening People talking about
applying for a new job; Job
interview

Phrase bank Job interviews
Vocabulary Procedures
Grammar The passive

Hiring and firing

1 Look at the headline below. What do you think the article is about?

Read the article to see if you are correct. Then answer the questions.

Do you think the sacking was justified?

o

¢ What advice would you give to Nicola?

Would this be possible in your company or in your country?

IBIZA PHONE-IN PRIZE WINNER FIRED

Nicola Williams, a 31-year-old single mother
from Newbridge in South Wales, could’t
believe her luck when she was told she was
the winner of a Mediterranean holiday for
herself and her six-year-old daughter.

The week’s break on the sunshine island

of Ibiza was the prize in a radio phone-in
competition. She told reporter Hefina Rendle
on BBC Wales television that she was “totally

people should be allowed to take part in
competitions from work, as they are in
peneral life. He said it was sad that the
manager couldn't see the good side and just
congratulate Nicola on her good luck.

skytronics, Nicola's former employer, refused
to be interviewed by the BBC, and later

issued a statement supporting
the action of their manager.

86

14 HIRING AND FIRING

over the moon, really excited’. However,
only minutes later, she was laid off. Nicola,

an electronic parts worker, who phoned

the radio station from work using her own
mobile phone, was unaware that her boss was
standing nearby. He asked her to hang up,
took her into his office and told her she was
sacked. She was ordered to leave the factory
immediately.

This was her first job since the birth of her
daughter, and she was fired by the same
manager who originally hired her.

But the story may have a happy ending,
The commercial radio station which
ran the competition is now

trying to find her another

job. A spokesman for

the station said that

3 Find two verbs in the article that are similar in meaning to ‘sack’. Which verb is
more formal?

4 Find sentences in the article that are similar in meaning to the following:

They laid her off.
They ordered her to leave the factory immediately.

Compare the two pairs of sentences in 4.

Which are active and which are passive?

Who is mentioned first in the active sentences?

Who is mentioned first in the passive sentences?
Who is the story about?

What is the advantage of using the passive sentences?

The agent in the active sentences is they. What happens to it in the passive sentences?
Why?

"‘@ﬂ.ﬁﬂ'ﬂu‘ﬂ-‘



BUSINESS COMMUNICATION

6 Read the manager’s report of the incident in 2. He uses the passive to sound more
objective and formal in style. Complete the report using the verbs below in the passive.

ask give(x2) inform(x2) note warn

a" RE: Nicola Williams

On two occasions in Novemnber, Ms Nicola Williams, an employee in the assembly

plant, (a) that using a mobile phone in work hours was against the
company rules. Both these warnings (b) by ancther supervisor,
and (c) in her file. Then, in December, on a further occasion,

she (d) a written warning. Finally, on Friday 12 January at 10.30,

| (e} of a problem on the factory floor. When | arrived there,

| found a lot of noise and shouting going on. Ms Williams was using her mobile
phone to participate in a radio phone-in programme. Apparently she had won

a prize. | asked her to put the phone down immediately, and to come in to my
office. | decided to terminate her employment, and in the presence of Ms Jones,
my deputy, Ms Williams was told that she was being dismissed. She became
hysterical and abusive, and (f} to leave the factory immediately.

She (g) that her possessions would be forwarded to her by post.

e o

7 In what way are the details about the incident different in the newspaper article
and the report?

8 Make these short texts more formal by changing one verb to the passive in each text.
a They have laid off over 35,000 people in the last five years, unemployment is rising,
and there are social problems in the region.
35,000 people have been laid off in the last five years, unemployment is rising,
and there are social problems in the region.
The business is a great success. They are hiring new staff and it is expanding fast.

¢ As there was a recession and the number of orders decreased, they closed one
of the factories.

To improve margins, it is making the new model in Hungary, where labour costs are lower.

Ford™ has several plants in Europe. One of them is in Valencia and it produces the
Escort there.

f They have announced plans for the new industrial estate. It will cover ten hectares and
create space for over 15 business ventures.

9 Work in groups. In what situations do you think sacking is justified? Discuss your
opinions and think about the points in the box.

dishonesty  disrespect to superiors  inappropriate dress  industrial action (going on strike)
not meeting objectives or achieving results  punctuality  revealing company secrets  violence

Add your own ideas, if you like.

= = ey -
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Applying for a job

1

2.13-2.16 Listen to four people talking about their approach to applying for a job.

Take notes and match the speakers (1-4) to the summaries (a-d).

‘I'm looking for a chance to develop and demonstrate my true potential’ | |
‘My qualifications and experience speak for themselves. | |

‘I'm so brilliant at whatever I do, they would be lucky to have me working in
their company.’ | |

‘There may be people with better qualifications and experience, but no one is more
enthusiastic or hard-working than me | |

2 Which speaker(s) do you agree with? What approach did you use to get your present
job? Does the approach you use depend on the job?

3 Read the following extracts from letters of application. Match them to the
summaries in 1.

4

ii If you believe in the pursuit of

i |am very keen to work for -~ excellence, then | am interested
your company because of its in joining your company. |
excellent reputation. | do not set high standards for myself
have the specific qualifications and expect them from others,

or experience referred to in your especially the organizations
advertisement. However, | am that | work for. | look forward
applying because | feel | am able to an opportunity to add to

to make up for this through hard . the list of already outstanding
work and willingness to learn. achievements, which are outlined

u in my CV. _]

i From my CV, you will see iv As a commercially aware and
that five years at a chemicals linguistically trained university
multinational have given me a graduate, | have a broad range of
solid business background. | am employment experience at
responsible for my department’s blue-chip companies in both the
logistical planning, which has USA and Europe. | am dynamic
and creative, with a strong team

developed my organizational s : <
skills. However, | am now looking spirit and leadership qualities. |

for opportunities for further have a proven record of working

development and responsibility, with individuals at all levels through
which my present employer highly developed interpersonal and
cannot offer. | ] communication skills. (]

Read the extracts in 3 again. There are certain formal phrases people use in letters of

application to talk about their qualities and achievements. Underline phrases which mean
the following:

Tm "0 o0 O

I'd really like to work for you because you're such a great company.

If you think doing things well is important, I'd like to work for yow.

I don't really have the profile of the ideal candidate.

I've worked with many different, important companies.

I've shown I can work with all kinds of people and get on with everyone.
Ilook after the practical day-to-day aspects of department organization.

I want a new job because my company probably won’t be able to promote me.

I have five years of international business experience working for a
chemicals company.

Use some of the phrases in 3 to write a paragraph introducing your own CV.
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A job interview
1 Read the job advert and CV. Why do you think Sara applied for the job?

N ——  CURRICULUM VITAE
Multinational food packaging et
equipment manufacturer
soéks International Sales
Manager for Europe and Latin |
America.

Base $80K and commission,
full benefits and expenses.
prefers: fluency in one or more_
foreign languages. #
Send resume with cover letter
indicating -::iﬁzmshignnd
salary requirements.

Name Sara Verkade

Address 58, Stoppard Drive, London SW16

Telephone Tel: 353 865 344872

Email saraverkade@gmz.net

Date & place of birth 23.7.78, Maassluis, The Netherlands

Marital status Single

Nationality Dutch

Qualifications September 1996 — July 1999 BComm, Marketing Management,
Haagse Hogeschool, The Hague

Employment history

I —— June 2000 - present Management Team Co-ordinator, Helena Rubinstein,
L'Oréal Organizing meetings, events and conferences. Analyzing sales
figures and producing relevant reports and charts. Customer relations and
responding to complaints and queries.

June 1999 - June 2000 SPC Professional, Sales Productivity Centre, IBM Sales
team support. Research, pricing and proposal-writing on million-dollar bids.

Languages Dutch, English, German, Spanish

IT Skilis Proficient user of Microsoft Office® suite

2 | 2.17 Sara was interviewed for the job. Listen to the interview. The questions (a—0)
are typical in an interview for a job. Which of the questions does the interviewer ask?
{(He does not use the same words as below.)

/T; - a Why did you apply for this job?
- 3
i \ 3 Why should we employ you?
s 4. When are you free to start?
-\f__-_ﬁ 2 Does your present employer know that you want to leave?

Have you ever done anything like this before?
How do feel about travelling?

How good are your computer skills?

What are your language skills like?
Do you have any questions?

ST m Tt o0 O

think the interviewer was fair in the interview? Do you think Sara got the job?



4 (7 217 Listen again and complete the phrases below.

a How much managerial experience do you have ? It's
your CV.

b Yes. you're the leader of the team?

¢ Oh,Isee. of personal assistant?

d But a manager?

i in your previous position you were ‘an SPC professional’.
What ?

f you were directly involved in sales?

g So,_ involve?

h Can specific, please?

D Write a brief CV for yourself and give it to your partner. Then take it in turns to
interview each other for the job Sara wanted or another job. Ask for clarification of the
details of the CV.

What about the workers?

1 What is happening in the photo on this page? How do you think this situation relates
to employment and staffing?

2 Work with a partner. You will each read an article relating to the employment situation
in a country and do three exercises. When you have finished, turn back to this page.
Speaker A: Look at page 133.

Speaker B: Look at page 134.

3 Which country do you think the article you read is about? Could it be your country?
Why / Why not? Discuss with your partner.
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Phrase bank: Job interviews

Now, can we just check out some details?

Does that mean ...7

But do / are you ...7

It says on your CV / in your email that ... What exactly

does that mean?
What does
Could you be a bit more specific about ..., please?

. involve?

I'd like to work for you because ...

In the past, ['ve ..

At my last job, I ..

I'm responsible for ..

[ have (five) years of experience in ...

Vocabulary

Procedures

1 Match the sentence beginnings (a-j) with the endings
(1-10).

She was employed ...

The incident was reported ...

John was consulted ...

The staff have been informed ...

She was sacked ...

The conditions were agreed ...

He didn't accept the offers which were put ...
The worker was injured ...

The flight was delayed ...

The passive is used ...

— = o m 0o A0 O

... 0N & temporary basis.

... about the decision.

... fOr writing reports.

... for stealing office stationery.

... to him by the employment office.

... by the bad weather.

... to the supervisor.

... at a company wide level.

... of the new working hours.

... by an explosion in the chemical plant.

o o0 N O R WM
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2 Combine one word from column A with one word from

column B to complete each sentence below.

A B

electronics application

written secrets

job position

company rights

workers’ needs

job security

previous workers

skilled warning

temporary staff

unemployment benefits

staffing industry

a For young people is not usually as
important as a good salary.

b We gave the employee a for
arriving late to work two days running,

¢ In the summer there is more work so we have to take on
more people to meet our

d He was accused of revealing to
a competitor.

e Ahundred years ago didn't exist
because there were no unions.

f You always have to include a CV in your

g Education is important because industry needs a supply
of

h Was your _ a full-time post?

i In many countries there are no for
people who have no work.

j At Christmas, shops take on _
because it's a busy time of year.

k The. 15 an important sector of the
local economy.

3 Reorganize the letters to form words to complete

the sentences.

kasc  weritwine

b

girinf  dalifof revbal nowd

Two hundred workers at the factory have been
_ because of the bad financial situation.
I asked her to put the phone and come
into my office.

They can’t

two warnings in writing,
: someone is one of the most difficult
things a manager has to do.

The first thing you have to do is give the employee a
warning.

you without giving you at least

How did your go? Did you get the job?
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Grammar

The passive

The object in active sentences becomes the subject in passive sentences.

Active

Passive (¢o be + past participle)

Someone services the machine every year.
They bave dosed five factories.

They decorated the offices last year.

They are encouraging her to apply for the job.
They don’t dean the office on Friday.

The machine is serviced every year

Five factorics bave been dosed.

The offices were decorated last year.

She is being encouraged to apply for the job.
The office isn't cleaned on Friday.

You often use the passive to put the important information at the beginning of a sentence. The passive can be more
impersonal than the active. For this reason, you can use it in formal documents such as reports.

You can use &y to emphasize whe or what performed an action.

* The book was written by Peter Hudson.
» The equipment is damaged by prolonged exposure to sunkight.

Practice 1

Reorganize the words to make correct sentences.

a June was at the contract the signed
end of

b sacked slowly Sheila was working too for

¢ damaged fire the the in was office

d workers accident injured were the in some

e measures announced the have new been

f staff employed new no year this be will

g redesigned corporate is image being our

h salaries increased year have this been our

Practice 2

Rewrite the sentences in the passive,
a They have cancelled the order.

The order has been cancelled.

b They haven't finished the new building,

¢ Someone told him about the meeting.

d Someone stole the plans for the new engine.

e Someone will pick you up at the airport.

f They didn't ask him if he wanted the job.

g Did anyone tell you about what happened at
the meeting?

h They hold a sales conference every year.

14 HIRING AND FIRING

Practice 3

Answer the questions using a sentence in the passive and by.

Who was the inventor of the light bulb?
_The light bulb was invented by Thomas Edison.

What currency was the replacement for the peseta,
franc and lira in 20027

How many countries form the United Kingdom?

Who is the author of this book?

Who is the owner of this book?

What type of heating have you got in your office - oil,
gas or electric?

Who was the director of the film Avatar?

Which company was the original manufacturer of
the PC?

Answers below.
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Here are some basic rules on
time management: Tell people
how you want them ko work
with you, or hew fo use your
time. Return the faver, treat
their time as you wani your
time ireated. No meetings
without agenda. No long
documents without a short
summary. Make sure you
know what is expected of you.

Stefan Topfer, CEQ and Chairman
of Winweb

What time management
skills do you use?

Learning objectives:
Unit 15

Business communication skills
Discussing time management;
Fluency: Talking about

decisions and plans; Asking and
answering questions about time
management techniques
Reading Article sbout wasting

| timeat worl; Article about
| working without clocks

Listening A comversation about
a delayed project; A talk on time
managemnent

Phrase bank Talking about time
Vocabulary Time collocations,
Working conditions

Grammar going to, going to vs will
& In company interviews
Units 13-15

Time

1 Add vowels to make collocations with money and time.
sp_nd |
5_V_ |
w_st_ | money/time
h_v |
nv_st |
2 Complete the sentences using words from 1. Are they true for you?
a Atwork, I alot of time on the phone and answering emails.
b Iplan my day carefully. If you prepare things well, you can alot of time.
¢ Idon't much time for myself, but when I do, I like to get some exercise.
d Computers should make you more efficient, but they can also make you

= o ]
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ome.

Discuss the following questions with a partner.

Some people say ‘Time is money’. Do you agree?

What do you think of Stefan Tépfer's basic rules of time management? Are there any
you disagree with?

How aware do you need to be of time in your job? Do you have the same routine
every day?

Could you work without a watch or clocks?

Read the article and answer these questions.

How did AOL try life without time?

What was the aim of the experiment?

Why do companies use time as a measure of productivity?
Why is the normal working timetable (nine to five} inefficient?
What was the result of the experiment?

Life time

How dependent are we on time? Is life without clocks less
stressful? One company decided to find out. At AOL, they
removed all the clocks from their UK headquarters. Then
everybody carrled on working as usual.

They wanted to investigate how pressura of time can lead to stress, and to see how an
environment without clocks would affect productivity. They say that time is money,
and most companies use time to control their activities because it is easy to measure,
(On the other hand, humans have a biological dock which doesn't necessarily
comrespond to the standard eight-hour working day. We are more productive in the
moming, and then our efficiency tends to drop off after lunch. So, if you're feeling
hungry, why not have something to eat instead of waiting for the lunch break? Or, if
you've finished your work, don't hang on unil it’s time to clock off, just go home.

50, what happens when you rely on your own body dock instead of artifidal deadlines?
According to one worker, ‘Most people @mied on as normal, although some took
advantage of the opportunity to have an early lunch. Another said ‘This is great.

It makes sense to be able to work when you need to and leave the office when you
don't’On the other hand, one secretary found the experience ‘disorientating! However,
one office manager was in no doubt: ‘Thank goodness we are going to bring the docks
back tomorrow. Make no mistake, a dodkless offica leads to chaos. Some people may
b lass stressed without clocks, but you need to know where people are and when, and
meetings, for example, can last forever if you don't have a time limit.

15 TIME 93



5 Find words and phrases in the article in 4 which mean the same as the following:

a continue

b resultin

¢ quantify

d fall quickly

e  wait

6 Complete the sentences with the words and phrases in 5.

a Timemanagementmethods  unnecessary stress.

b Insome businesses, itisdifficultto  efficiency.

¢ When you have to make a dedision, it'sbestto _ until the last minute.
d Ifyou_ in the same job for along time, you lose interest.

e The amount of activity in an office on a Friday afternoon.

Which of the sentences in 6 do you agree with? Discuss with a partner.

o o~

Look at this sentence from the article in 4 and answer the questions.

Thank goodness we are going to bring the clocks back tomorrow.
Does the sentence refer to the past, present or future?

| = ol -]

Which of the following is closest in meaning to we are going to bring the clocks back?
We would like to bring the clocks back ...

We intend to bring the clocks back ...

We have to bring the clocks back ...

9 Plan how you are going to spend your next working day. Then explain your plans to
your partner like this.

At 8.00, when I arrive at work, I'm going to check my email. Then ...

The new database

Match the words and phrases (a-d) with the definitions (1-4).

deadline 1 late

delay 2 point in time by which something must be done
behind schedule 3 ahold-up

time frame 4 period in which something is expected to happen

What problem is the conversation about?
When was the system supposed to be online?
When is it going to be ready now?

1
4
b
C
d
2 |~ 2.18 Listen to the conversation and answer the questions.
a
b
c
d What do you think of the IT technician’s attitude?

3

2.18 Listen again and complete the phrases with one word for each gap.
Contractions count as one word.

a We're worried because it's

b Well, yes, I'm sorry about , but there have been some
problems ...

¢ ... the system was supposed to be online last October. You
and it'’s now February.
d ... not compatible with the new design. That means we have a

e What do you mean? How

f Are you saying that for all this is now next October?
g Can you guarantee that you're giving us priority on this? Will
?

94 15 TIME
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4 cComplete the phrases so they are true for you. Then compare your ideas with a partner.
a It takes me to get to work in the morning.

b I meet my deadlines,

¢ In my company we time frames for getting things done.

d When people are not on time for meetings

e [T projects _ behind schedule.

f At work the schedules for projects are

g When things are delayed I

h Inmy country, on time,

Wasting time

1 Match the words to make four common collocations.

a bottom 1 balance
b delicate 2 caught
¢ get 3 time

d waste 4 line

2 Use the collocations in 1 to complete the introduction to an article.

Wasting time at work

Lots of people are so afraid of getting caught,
theynever(a) __ atwork They
work the entire eight hours. They are right to be
afraid. Thereisa(b) ___ between
not deing any work and doing too much. The
fc) s you must get your work
done. If you start wasting hours at a time,
youll(d) . To be an effective
time waster, you have to find small ways to
eat up time. Remember, you can't waste

the company's time if you don't work for the
company. However, with a little effort, no one
will ever know how little you do.

3 Here are the headings from the rest of the article. What tips do you think the author
& 1p ¥
gives under each headin g?

® Besloppy ¢ The Internet # Meetings
@ The computer e Office conversations

4 Look at page 142 to see what the author recommends.

5 Complete the sentences with words or phrases from the text on page 142 that mean the
same as the words in brackets.

a ‘'Your papers are . “Yes, but I know where everything is, so don't touch
anything.’ (untidy)

b Before making an important call, you should time to prepare for it.
(reserve)

¢ [ only use the Internet to get specific information. I don’t have time to .
the Web. (move around from link to link with no particular aim)

d My job requires a lot of ., so I need a good Internet connection.
(information searching)

e Peoplewhoalways  and agree with everything are no use at all. (move
head up and down)
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Dealing with problems

1 & 219221 Complete the following conversations using the verb in brackets with
either going to or will. Then listen and check your answers.

Conversation 1
A Where are you going?

B Well, I've finished everything I had to do, so I (a) (leave) early.

A What about the sales predictions for next month?

B Oh, I'd forgotten about that. I (b} (start) on them tomorrow first
thing. I've arranged to meet somecne at five,

Conversation 2

C Have you planned Mr Logan’s visit? What about lunch tomorrow?

D I{c) (take) him to The Redwing,

C Iseem to remember he's a vegetarian.

D Ishe?Inthatcase, I(d) - (phone) to check they have a

vegetarian menu.
Conversation 3
E Iseverything confirmed for your trip to San Sebastian?

F Yes, the plane goes to Bilbao. I (g) (take) the train from there.
E Mo, don't do that — it takes forever. The bus is much faster.
F Isit? Well, I (f) _(take) the bus, then.

2 Read the conversations again and look at how will and going to are used. Underline the
correct option in the following sentences.

You can use will or going to to talk about decisions and plans:

a Usingwill / going to shows that you are making a decision now.

b Usingwill / going to shows that you made the decision earlier.

3 Work with a partner. Have similar conversations as in 1 using the prompts below and
following this pattern:

A Say what you are going to do: I'm going to walk to the station.

B Mention a problem with the plan: But it's raining.

A React with an alternative plan using will: Oh, in that case, I'll take a taxi.

Plan Problem Alternative
walk to the station it's raining ?
attend Japanese classes | you're too busy - you'll miss classes L
buy a bargain computer it's an old model - it'll be obsolete very soon | ?
get an easier job you'll earn less money ?
take a taxi to the airport the taxi drivers are on strike ?
take up roller skating it's dangerous - there are lots of accidents | ?
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The myth of time management

1 7 2.22 Listen toa talk on the topic of time management. Put the topics in the
correct order.

/| Introduction — does time management work?
Prioritizing

Dealing with interruptions

Defined tasks versus problem-solving
Factors beyond our control

-

2.22 Complete the sentences with the words in the box. Then listen again to
check your answers.

efficient  expectations intelligence  online~ operators problem tasks  voicemail

a There are thousands of books and o#/sc_ courses on the market which are designed to
help people be better managers of their time.

b They recommend making ‘to do’ lists, prioritizing and not answering the phone as
ways to make us more time ;

¢ As aresult, you can be a very efficient user of your time - disciplined, organized
and choosing the right moment to do vital — yet still feel stressed and
overworked.

d One of the recommended techniques is to close your door at certain times, or leave
your to deal with calls.

e [ think most people of average can normally see the difference between
activity which is useful and activity which is a waste of time,

f Machine . for example, don’t have to worry much about managing their
time because the pace of work is imposed from outside.

g [fyou are faced with a task which involves creativityor _ -solving, how
exactly to perform the task may not be clear.

h Above all, it is about having a positive attitude towards your work, combined with
reasomable  abouthow much you can do.

3 Isthe speaker for or against time management techniques? Do you agree?
Why / Why not?

4 How well do you manage your time? Complete the ‘You' column with approximate
percentages for the time you spend on the different activities. Add other activities, if
necessary. Then complete the "Your partner’ column by asking How much time do you
spend on .7

Activity You Your partner
planning and delegating
meetings
correspondence
telephoning

reading

dealing with problems

100% 100%

5 What differences are there in the way you and your partner manage your time?

Why do you think this is?

In company interviews

Units 13-15
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Phrase bank: Talking about time

It’s behind schedule. What is the situation?

I'm sorry about the delay but there have been some
problems,

How long is it going to take?

I think we should be ready by ...

It shouldn't take longer than that.

Will it be on time?

The deadline is (next week).

[ sometimes waste time
S0

Working conditions

1 Match one word from A with its collocation from B to
complete the sentences.

A B
realistic planning
aight-hour deadline
long forecasts
sales line
forward hours
bottom day

a Monday is too soon for us; next Friday is a more

b The traditional - does not
suit our natural daily rhythm.

¢ According to our we are
going to sell over 20% more next year.

d Inany business the is that

you have to make enough money to survive,
e You should give priority to important tasks such as
and problem analysis.
f In the UK, people work
but their productivity is not as high as in France or
Germany.

2 Complete the sentences using the correct form of the

words in brackets.

a Most people
(performance)

b A psychologist is going to
how they work. (observation)

¢ Time management will not be impressed
by the results of the experiment. (specialize)

better in the morning.

the staff to see

d Weare notso. after a good lunch.
(production)
e They to reduce the working week to 35

hours in some countries. (intention)

f Haveyou what to do about the situation?
(decision)
g The __went on for hours and the meeting

ended very late. (discuss)

15 TIME

be + going to + infinitive

Affirmative/Nepgative

am
I ;
'm not
You
; are : i .
We : going to apply for the job.
arent - -
They
He is
She | isn't
Interrogative
you
Are{n't) they
we | going to phone later?
he
Is(n't
() she

You can use geing fo to talk about intentions and decisions
you have made about the future before the moment of
speaking.

* Were going to open a new gffice int Berlin.

. I'mgafng o ask for an application form for the new post.

going to or will?

You use =i/i to show you are making a decision at the
moment of speaking.

A Could I speat to Mr Gomez, please?

B I'm g?ﬁwf;f he's out at the mement, Can I take a m:'ssag:‘?’
A No thanks, I'll phone later.



Practice 1

Write sentences using going to and the words below.

a this evening / meet / friends / a drink
Th i 2 A, ' .-Jl.-"l'n.-,l L mieet somie l,F'.Y-'r.;'lll’. ;I'-» J."_-‘i' i driak,

b they/employ / more staff / deal with the new order

¢ you/ meet/ me/ airport?

d what/you/say/ at/ meeting?

e nextyear/1/study/ German

f he/look for / new job
g she/ not/ accept/ our offer

h we/ take / train / bus?

Practice 2

Read the sentences and make responses with will and an
idea from the box.

ask her for her business card

call the IT department

call the office and apologize

switch it off

take the team cut for londh

take a taxi back to the office to collect them
take an aspirin and go home

a Your sales team has met its targets for this month.
P take the team out for fomch

b You're at a meeting and your phone rings.

¢ Your computer has just crashed.

d You've forgotten some important documents for a
meeting,

e You suddenly have a terrible headache and feel sick.

f You see an important client at a conference and you
can't remember her name.

g You've overslept and you're going to be late.

Practice 3

Complete the responses with the verb in brackets using
either going to or will.
a We've run out of toner for the photocopier.
Have we? [ (order)
some more.
b What are your plans for the weekend?
We (visit) some friends in
the country. Do you want to come?
¢ Did you remember to book the hotel?
Mo, I forgot! I
now. [ hope they still have some room.
d You should consult George about the production
problems.
I've already mentioned it to him. We
(discuss) it this afternoon.

(phone) them

e Have you seen their offices? They're miles from
anywhere in this really old building,

Yes, I know. But they
(move) to a new place next year.
f I'mdying for a cup of coffee.
All right, 1
now. Do you take sugar?
g Why are you working so hard?

(make) you one

Because I {leave) on time
today, for a change, and I want to finish this before [ go.

h Ihave to go to the airport and my car won't start.

Don't worry. I (lend)
you mine.

Practice 4

Complete the conversation with the words in the box.

do  easier information learn someone  start
strategy  time  urgent

A What are you doing?

B [I'm putting this customer (a) into the
database.

A Why don't you get (b) else in your team
to do it?

B Wwell,it's (c) if I just do it myself.

A Yes, but if you do it yourself, they'll never
(d)

B Yes, you're probably right. I'll (e) that
next time.

A Anyway, have you finished the marketing
(f) for the new product launch?

B No, I'm going to (g)

A Oh, come on! It's really (h)
waiting for it.

B Iknow, but I haven't had (i)

that this afternoon.
. We're all
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The main reason that most
people don’t get iheir wark
done is that they are working
on everything else. When you
finish your day, do you look ar
your to-do list and think Why
didnt I get to the important
stuff today?

Have you received any
unexpected phone calls
or emails recently?

Learning objectives:

Unit 16

People skills Fluency: Asking
for favours; Saying Me'
tactfully; Using polite language
Listening A conversation with
arefused request; Persuading,
promising and threatening;
People making spacial requests

100 16 GETTING THINGS DONE

Getting things done

P

1 ¢ 223-224 Complete the extracts from two conversations which take place in an
office. Then listen and compare your answers.

Extract 1

AT go to the Post Office to pick something up and it’s
lend me your umbrella?

B Of course. Aslong as

Extract 2

A The thing is that I need where we won't be interrupted.

: use your office?
B All right, as long as .I've got a meeting myself.

What's the difference between Could I...7 and Could you ...7?

2 Work with a partner. Act out conversations using the prompts below. Use the
conversations in 1 as a model. Then think of two more of your own problems and ask for help.

Problem Request As long as ...
phone home / mobile batteries flat  use / your mobile just a short call
send an email / computer not use / computer not take too long
working
be at airport at five / taxi services  give / lift get back before six
not answering
post a letter / can't leave the office  post it on your way home have it ready by five
o'clock
translate this letter / no dictionary  borrow yours ' get it back by this
afternoon
take notes / no pen " Jend me one - giué it back later
make copies / photocopier not ' take / photocopy shop " answer the phone while
working I'm out

3 @ 225 1tis important to say No to a request tactfully, otherwise you can create
problems for the future. Listen to the conversation and answer the questions.
a4  What favour does the speaker ask Richard?

b How does Richard react?

4 Use the phrases in the box to rewrite the conversation in 3 so that it sounds more
polite. Then act out the more tactful version with a partner.

I'd take my owm, of course, but it's being repaired. = Nothing serious, [ hope.
What's the problem?  Well, actually, I'm not very keen on the idea.

It's just that [ don't feel happy about other people driving my car.
Oh, all right. Not to worry. |




Useful language:

Being polite
Iwaswondering ...
I'd really appreciate
itif...

I'm sorry to put you
to any trouble.

Do you think you
could .7

Would you mind ...7

PEOPLE SKILLS

5 ‘i"'? 2.26 Put the conversation in the correct order. Then listen and check your answers.

Jeff a | | ...buton the other hand, if you do it, I'll see it as a personal favour.

b
C

I know, but you can take the time later on.

No, there isn't. Look, I know it’s inconvenient, but I can't think of any
other solution.

Sandra, we need someone to answer the phone from 2.00 till 4.00 while
Julia is off sick. Could you do it?

Yes, in principle, yes. But you never know. Your contract is up for
renewal next month. Enough said?

No, itisn't, and obviously I can’t force you to do it, but ...

Not really. It creates such a bad impression. Listen, I'd do it myself, but
I've got to be somewhere else.

From 2.00 to 4.00? It's not my hours.

Well, can't we just put the answering machine on for a couple of hours?
Yeah, enough said.

It's not the time. I'll have to get someone to pick the kids up from
school. Isn't there anyone elss?

I see. I don’t really have much choice, do I? I hope it's just this time ...
But?

I'm sure you would, but it's not my problem, is it?

[~ IO
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6 Identify phrases in 5 for the following:

4 arequest : ¢ emotional blackmail
b asuggestion d athreat

Upgrade

| Have you ever asked for, or been given, an upgrade on a flight? Discuss with a partner.

2@ 2274 passenger is checking in for a flight. Listen to Conversation 1 and answer
the questions.

Do you think the passenger really expects to pay for the upgrade?

Is the passenger polite? Does he get what he wants?

Good afternoon, sir.

Hello. I'm on flight IB 603. I was wondering if there's any chance of an upgrade to
business class?

Well, I don't know. It depends how crowded the flight is.

Yes, [ quite understand, but I'd really appreciate it if you could have a look. I don’t
mind paying the extra. It's just that I've had a really hard day, and it'd be really nice to
have a bit more space and comfort.

a
b
3 Underline the phrases in the conversation which the passenger uses to sound polite.
A
B

m >

Just a minute, sir.

I'm sorry to put you to any trouble.

No, that’s okay. Oh, yes, there’s lots of space in business class. I think we can do it.
Oh, fantastic. How much is that?

That's all right, sir. Don't worry.

Oh, thank you ever so much.

A You're welcome. Have a good flight.

m = m>»> m>

4 @223 guest is checking in to a hotel. Listen to Conversation 2 and answer the
questions.

a Do you think the guest’s request is reasonable?

b Is the guest polite? Does he get what he wants?

5 Work with a partner. Find Conversation 2 on page 155 and act it out. This time
the guest is polite. Use the phrases you underlined in Conversation 1. If you are the
receptionist, decide what to do.
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WORKPLACE
SCENARIO

Change for the better

change for the
better

a situation that begins to
improve

Despite the initial objections,
the merger soon proved to
be a change for the better.

Learning objectives:

Workplace Scenario D 1 Look at the health and safety signs below and match them to the correct instructions
Business communication i b i,

skills Discussing health

and safety; Understanding Caution overhead load  Danger construction work  Respiratory equipment must be worn

strategies for leading change; g 2 i
B Tl s Eye protection must be worn  Foot protection must beworn  Hand protection must be worn

Reading Health and safety Head protection must be worn  Safetyhamess must beworn  Danger electric shock risk
in the workplace

i In company in action
D1: Poor leadership;
D2: Change for the better

Work with a partner and discuss these questions.

What is the main difference between the blue signs and the yellow signs?
Have you seen any of these signs in your workplace?

Are you affected by health and safety regulations in your work? Have any new
regulations been introduced recently?

O o o py

5 ﬁ?gﬁ:: E' 3 Lenz Furniture Designs needs to make some changes to its health and safety
regulations. Joe, the CEQ, explains the changes to David, the Operations Manager, and
asks him to inform the factory staff. Watch Video D1 and answer the questions.

a Why does Lenz Furniture Designs need to change its health and safety regulations?
i Because Joe wants the staff to do more overtime.
ii Because there will be a health and safety audit soon.
iii Because the number of accidents has gone down.
b Which two changes does Joe explain to David?
i All office staff must wear a mask.
ii Noovertime is allowed for factory staff.
i All factory staff must wear a mask.
iv All staff must wear a mask when they do overtime.
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WORKPLACE SCENARIO

4 Work with a partner and discuss these questions.

a Joe describes the new rules as ‘changes for the better'. Do you think they are
a good idea?

b David is not happy about telling Felix and the other factory workers. Why do you think
Felix and his team will not like the new changes?

5 Following his conversation with Joe, David receives an email from Serena, the HR
Director, with some advice on leading change. Read Serena's email and answer
the questions.

a What does the phrase *pros and cons’ mean? Give examples of pros and cons in this
situation.
Do you think Serena’s advice will be helpful for David?

¢ Have you ever had to lead a change that was unpopular?

. B Health and safety

Good morning David,

| understand that Joe has just spoken to you about the new health and safety
regulations and that you are concerned about Felix and his team’s reactions.
Here are some tips on leading change:

1. Communicate the vision clearly, giving as much information as you can.

2. Involve those that are affected in the planning/implementation of the change.
3. Explain the impact of the change for the individual, not the organization.
4

. Be honest about both the pros and cons but in the end confirm that this is a
change for the better.

5. Ask for and listen to feedback.

| hope this helps. Goed luck for your meeting with Felix.

Best wishes,

Serena
N r

6 witha partner, use Serena’s tips to brainstorm some ideas for how David might
present the change to Felix.

7 The next day, David meets with Felix to tell him about the new health and safety
regulations. Work with a partner and roleplay their conversation.

Speaker A: Look at page 143.

Speaker B: Look at page 137.

8 Evaluate your performance using the form on page 144.

In company g

|mu$ m' 9 Now watch video D2 to see what happened when David and Felix discussed the
changes. Repeat your roleplay, but this time swap roles. Use the notes from your
evaluation form and as many of the useful phrases from your roleplays in 7 as you can.

10 Choose a scenario from the list below. Use Serena's advice to decide how you would
lead this change. Then work with a partner to roleplay the situation.
Speaker A: convince your partner that this is a change for the better.
Speaker B: try to resist the change.
* The company has decided to make the working day one hour longer.
* The company has decided to relocate to another town, 60 kilometres away.
* The company has decided to outsource 50% of its manufacturing to a factory in Asia.
* The company has decided to change its brand name and logo.

* The company has decided to stop supplying a major customer because of repeated
problems with payments.
*  Your own ideas.
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Gossip is the cement

which holds ovganizations
fogether. Providing

com munal space siuch as
caffee areas or a lunclroom,
allows emplayees to share
information, knowledge and
build relations that benefits
bath the comparty ard

the emplayee.

Judith Doyle

Do you think it’s
important for employees
to have communal areas
where they can share
information and build
relations?

Learning objectives:
Unit 17

Business communication skills
Reporting gossip; Discussing
the pros and cons of gossip at
work; Fluency: Discussing office
policy about gossip

Reading Article abouta
company banning gossip; Posts
on a forum about office gossip
Listening Conversation

about company gossip; Radio
interview about gossip at work
Phrase bank Social
conversations

Vocabulary Relationships

at work

Grammar Reported speech, say
and tell
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Office gossip

1 2.29 Listen to the conversation and answer the questions.
a Why has Trixy been out of the office?

b What is the news which she hasn't heard?

¢ [s Gary theirboss or a colleague?

d Why are they worried?

& Why don’t they think that Maureen will be worried?

f

The expression ‘There’s no smoke without fire’ means that when people gossip about
something, there’s usually some truth in what they say. Do you have an equivalent
saying in your language? Do you think it's true?

2 | 2.29 Look at this sentence from the conversation in 1.

... he said that we were overstaffed.
The original statement was “You are overstaffed’.

Listen to the conversation again and complete the reported statements.
a ‘You will have to let some people go.

This consultant
b ‘How many people does it involve?'

have to let some people go.

Gary it involved.
¢ ‘It depends on individual performance and attitude.’
He on individual performance and attitude.

d ‘'Toften see them in the Café Au Lait’
I'm not saying who, but someone
e ‘Will you stay behind to work on this report?’
The other day he

them in Café Au Lait.

stay behind to work on a report.

3 Complete the sentences with said or told.
a He we were overstaffed.
b He me we were overstaffed.

What is the main difference between say and tell?

4 What words are missing from the following sentences?

a ‘Where are you going? He asked me I was going.
b ‘When are you going?’ He asked me I was going.
¢ ‘Are you going? He asked me I was going.

When reporting questions, when do you use the word if?



BUSINESS COMMUNICATION

5 Complete the sentences below.
a Tmbusy'Hesaidhe  busy
b T'll start straight away.’ He said he straight away.

What changes do you make to the Present Simple in reported speech? What changes do
you make to will in reported speech?

6 2.30-2.33 Look at the conversations below. Complete them with words and
phrases which make sense. Then listen and compare your answers.

Conversation 1

A Jeff,(a) — last month’s production figures?

B Mo, Jane, I'm (b) . Can I give them to you this afternoon?

A It's no good being sorry. There's always some (c) . If they're not on my
desk by four o'dlock, I'll have to (d) Mr Bradley.

B Yes, Jane. I'll start (e)
Conversation 2

C David, haveyougot(f) _ ? There's something I want to (g)
with you ... in my office.

D What's it about?

C Oh, well, we're missingalaptop(h)_ from the store.

D What has that got to do with me?

C Well, you are the only other person with a (i) to the store and ...

Conversation 3

E Marie, the figures you need are (j)

F Thanks, Pedro. Iseverything(k) _ ?

E Yes, noproblems. Wouldyouliketo () them with me?

F Yes,butI'mabit(m)_ this afternoon.

E Metoo.Er,do(n)  that new café they've just opened? It's nice and
o) .Wecan go through them thereafter(p) .

F OhI(g) so, but [ won't be able to stay for long.

E Great. (r) there at about six, then?

F Yes, all right. See you there.
Conversation 4

G Hi, Monica.

H Oh hello,Jim.(s)_ things going?

G Great. In fact, you can be the first to congratulate me.

H Yes,youlookwvery(t) _ with yourself. What's up?
G I'm the new (u) of the eastern sales team.

H Oh, really? What salary are you on now, then?

G (v) a year.

H Ican’tbelieve it. Sixty thousand!

G And they're giving me a new (w)

H Oh, really? Congratulations, then. The(x) _ are on you. See you later.
G Yes. Bye.
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7 You are at the coffee machine having a gossip with a colleague. You have overheard the
conversations in 6. Use the frameworks in the box to tell your partner what you heard. It
is not necessary to report everything,

ITheard ... talkingto ...  ..saidthat.. ..told..that.. ..asked..

Time to talk

1 Read the news article and answer the questions.

a What is the new law?
b Do you think it's a good idea? Why / Why not?

12

unicipal employees in the spread rumours or gossip about their
Brazilian city of Cascavel colleagues face the sack. The city says
have been banned from civil servants have the right to work in
gossiping during working a professional environment and claim
hours. Under a new law approved by the new law will promote integrity in

the city council, public employees who public offices.

2 Underline words and phrases in the text which mean the following:
a ordered not to do something

b pass on information which is not official and may not be true

¢ bein a position where you can be dismissed

Discuss the following questions with other people in the class.
How do you define ‘gossip’?

Is it always a bad thing?

Is it possible to ban it?

Does your company have a policy on gossip? Have you ever heard of a company
that does?

oo O o Gy
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BUSINESS COMMUNICATION

4 The comments below were made on a website for office workers. Read them and
classify them in the table. Then compare your answers with a partner.

Gossip is good Mixed feelings Gossip is bad

OFFICE WORKERS’ FORUM @

HOME | REGISTER | LOGIN | FAQ

A friendly and chatty work environment makes employees happy. This results in a better level of work
from employess, which means the company makas more money. Any employer who bans office
gossip will lose rmoney by making the workforce less productive. If the workplace is friendly and
employess can chat, they are happy. Happy employess work harder, so the company makes more
money. An employer that bans gossip will make its workforca less productive and will losa monay!

Posted by

Janet Jones,
Wales

In my office, the only way to find out anything about the company strategy is through gossip.
The management refuse to talk to most of the staff.

Posted by
Luke McCartty,
Australia

There's nothing worss than gossip — and it's especially bad when it is done by people who have
nothing better to do than talk about other people.

Posted by
Micole hMartin,
France

| don't think gossip is a bad thing. It's the best way to leam about office pditics. It's healthy to chat at
work and it's just part of working in an office.

Posted by

Pister Groot,
Metharands

Gossip is just information that someone, somewhers, doesn't want you to find out about. it can be
great — unless you are the one being gossiped about. But it's definitely not a sackable offence.

Posted by
Sanjay Patel,
India

| started a new job a year ago, and | try to avoid gossip. If I'm in a group who start to gossip | walk
away. It can really damage your career and your relationship with your colleagues.

Posted by

Claudia Weber,
Germany

Freedom of speech is a basic hurman right. But harmiless remarks can easily become hurtful remarks.
| thinlk it's up fo each person to decide which is which.

Posted by

John Mason,
Scotland

I've found solutions to some of my biggest work problemsa while chatting by the coffee machine.
Having a quick chat about completaly unrelated topics can actually increase productivity as it helps
to break up the day a little.

5 The phrases below are from the comments above. Complete the sentences with your
own words and ideas.

In my office,
An employer that
There’s nothing worse than
[ don't think
I try to avoid

will

is a bad thing,

- T - " B = ol -]
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6 Youare going to listen to an interview about office gossip from a radio programme.
Match the words and phrases from the interview (a—f} to the definitions (1-8).

a

- 0o o O o

=J

- o o 0O o

8
9

drive for efficiency 1 talking informally

scrapped 2 mobile refreshments service

human resources 3 effort to get more work done

encouraged 4 seen as positive

chatting 5 not continued with

tea trolley 6 organization and management of company staff

[ ] b [] e[ d [] e [] f L]

Before you listen, decide if you agree with the following statements. Why / Why not?
Companies who provide an opportunity for their workers to socialize are

making a mistake.

Today, people have less time to talk to each other and socialize than they did before.
The differences between a good job and a bad job are the social parts.

Employees are more productive when they are happy.

When employees share information and knowledge, the company benefits.
Companies should take measures to encourage gossip.

2.34 Listen to the interview to see if the speaker agrees with you.

Work with a partner and perform the following roleplay about office policy on coffee

breaks and gossiping.

Speaker A: Look at the instructions on page 140.

Speaker B: You are one of the management consultants who prepared the study
mentioned in the interview in 8. In a client’s company you see the notice below next to
the coffee machine. Say why you think some ‘gossip’ is a good thing and try to persuade
the client to change the policy.

» Employees may take up to three coffee

breaks per day.

Maximum time at coffee machine:
four minutes.

All'gossip’ or discussion of non-work
related matters Is prohibited.

10 Based on your discussions in 9, complete the memo below.

Personnel Manager

Managing Director

With regard to the company policy on coffes breaks,

In my opinion,

According to a report by the Industrial Socisty,

In the report the author says that

It is a question of balance, but

In conclusion,
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17 Office gossip

Phrase bank: Social conversations
How's it going?

Where have you been?

Have you heard the news? What news?

I can't believe it!

Beally! Is it official?

Apparently they are going to ...

That's awful/terrible/wonderful/incredible.
Catch you later,

See you there at about six.
Congratulations!

Vocabulary

Relationships at work

1 Combine one word from A with one word from B to
complete the sentences below.

A B

coffee consultant
company room
human policy
meeting resources
management machine

a People have the best ideas in conversations around the

b The company has hired a

___to

give advice on improving internal communications.

¢ What do you think about this idea of removing the
chairs from the _sowe don't

spend so long talking about things?
d Whatisthe
coffee or tea breaks?

e Nowadays people say
instead of ‘personnel’.

__on taking

2 Complete the puzzle using the clues below. Sometimes

the first letter has been given.

1 Having communal areas benefits relations in the
W— .

2 Weare havinga for efficiency. (You also
__ acar)

3 The topic of this unit.

4 Let's make an not to waste time.

5 Ifsnotagood idea to _ TUmMOours.

6 Haveyouheardthe 7

7 There'sno without fire.

8 We have banned smoking in the o_ -

9 Theydon'ta of people taking long
tea breaks.

10 Let'sgooutforad. on Friday night.

11 We should encourage employees to
their ideas.

12 What has happened to thetea i

r"‘:lr =|n‘- u|u m 11‘1:'::|-u

Grammar

Reported speech

say and tell
You can use ray Of tell to report what someone said.
say + something
* He says (that) he is bappy in his new job.
gell + somebody + something
* He tells everyone (that) he is the company boss,

Tense
When we use the past forms said or fold, we usually change
the verbs in the original.
Present —+ Past
* Tlike working on my own.'—+
He said be liked working on bis own.
Past —+ Past perfect
* Tworked there for fen years —*
He said he bad worked there for ten years.”

woill = wonld:
* TH help you! >
He said be wonld belp me,

No change of tense

When the situation is still true or there is no chance of
confusion, we don't change the tense in the original sentence.
ijﬂy 'war.éfng there.” —* He said he ﬂ!‘jﬂy: wworking there.

‘Sales are rising. — Marta says that sales are rising.

Pronouns

I —+  he/she
me —+  himiber
my — Bivher

your —F  my
» T speak fo your secrefary every day.'
He told me be speaks to my secretary every day.
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Adverbs of time and place

now +  then/at that moment
rﬁ.fl.-'_i" . .I‘l'_ii'.rl.r drr.i_]'
here + there

fomorroww  —*  the next day/the following day

_i'r_[!;‘hrl.:_y *  the day before/the f*rrt':".:;w; day
* I'll see you bere tomorrow, —*
He said be would see me there the next day.
Most of these changes are logical and natural and often
similar in other languages. They depend on the differences in
time, place and people between the original conversation and
the reported conversation.

asked
For reported questions you can use asked + what/when/etc
* What do you wanit? —+
He d'inl't‘!’i e ﬂ.rba.t I wanted
or asked + if for reporting yes/no questions.
* I it gfficial? -
He asked me .!T.r’r TWaas (._'ll‘ﬁr':-.-n".

Practice 1

Complete the reported sentences using the correct tense.
a We're going to have a phone conference.

He said that they going to have a phone
conference.
b Ispent hours on that proposal.
She said she hours on that proposal.
¢ I'll post the letter in the moming,
He said he _ post the letter in the morning,

d [t's too early to check in for the flight.
I told her it too early to check in for the
flight.

e We worked until ten o'clock to get everything done.

She said they until ten o'dock to get
everything done,
f CanI use the photocopier?
He asked if he . use the photocopier.
g Sales are at an all-time high.
She said sales _ at an all-time high.
h She will be home early on Thursday.
She said she _ be home early on Thursday.
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Practice 2

Complete the second sentence to report the first one.

a I'm really enjoying my job at the moment.
She says she’s really enjoying her job at the moment
b It's too late to cancel the meeting,
I said
€ We are having a lot of problems with the production
department today.
He told me
d What time is Mr Keegan going to arrive?
He asked
e We should buy a new computer system.
He keeps tellingme —
f Is Mr Merchant available?
She asked
g The fixed costs include the office rent and equipment
hire.
She said
h Where do you work now?
They asked me
i I'll meet you at the airport at eight o'clock.
She said .
] Twant to see you about the arrangements for tomorrow.
He told me
k Does the office open on Saturdays?
He asked me
I When will the documents be ready?
She asked
m I'm the best salesman in the company.
He keeps saying
n Can I make a phone call?
He asked if
© What do you think of the new website?
He asked me
Practice 3
Complete the sentences with say/says/said, tell/told or
ask/asked.
a Why didn't you me you weren't happy
with your job?
b What will people if we try to ban
office gossip?
¢ Didhe. what time you had to be there?
d Thebossalways  thatIshould keep my
desk more organized.
e He me he was having second thoughts
about applying for the job.
f Willyou him if he's going to come?
g [can't read the small print on this. What does
it 7
h Ewery time [ visit them they me how
you are.
i T youif you promise not to
—_ anything to anybody else.
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As a result of websizes

like Amazon and eBay”™,
consumers now have access
o every kind of product and
service imaginable, yet this
is only the tip of the icebery.
Ower the coming moniths and
years, new fechmologies will
continue to revolutionize
the consumer shopping
experience and drive even
miare dollars into online
sales. The day is not far off
wihen the online shopping
experience will surpass any
service or offering that is
available in a store.

How much shopping do
you do online?

Learning objectives:
Unit 18

Business communication skills
Discussing purchase decisions;
Discussing advantages and
disadvantages;

Roleplay: Marketing
e-commerce to the owver-Gls;
Discussing the future of the
Internet; Making predictions
Reading Survey about the
future of the Internet
Listening Radio interview
about the pros and cons of
e-commerce

Phrase bank Discussing
advantages and disadvantages
Vocabulary Shopping and the
Internet

Grammar will for future
predictions

1 Complete the sentences using the phrases in the box. Then compare them with those
on page 136. Do you agree?

you'reinterested in quality  whocares  you're interested in price

you're interested in quality and price

When you buy something for yourself with your own money, _

When you buy something for someone else with your own money, .

When you buy something for yourself with someone else’s money,

When you buy something for someone else with someone else’s money, ?

Work with a partner. Ask each other the following questions.

L ] o 0O o oo

When was the last time you bought something for:

® yourself? ® acustomer or client?
e somebody else? e your company?
What did you buy?

What factors influenced your decisions?

What kind of shopping do you like/dislike?

How often do you buy things on the Internet?

[ - - S B -

3 E-commerce has advantages and disadvantages. Work with a partner. Decide if the
features on the left are positive factors or negative factors for the seller (8) or the
customer (C). Add your own ideas.
o+ =

open for business 24x7x365 |

competitive pricing | .

no need for physical premises |

low selling costs |

updated stock information in real time |
credit card payment

fast communication (email / phone) with client

cost and time of &Ii'.rery

collection of marketing data

uncertainty about delivery

difficulty of returning goods

not good for perishable goods
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4 2.35 Listen to a radio programme where experts discuss e-commerce. Which of
the ideas in 3 do they mention? Are their ideas the same as yours?

5 (7 2.35 Listen again and complete the phrases. There is one word for each gap.
a Paul, how do you see the future ?

b The advantages
: access to products that may not be available locally.
¢ Yes, for the customer -
convenience and lower prices.
d That's absolutely right, but
as well.

e Afrer-sales service is

f Onthe , the seller can deal directly with the
manufacturer ...
g Forme, security is in

people’s minds.
h Yes, and buying online makes the groceries more expensive, so what's the point?
Actually, :
i Not : when you go to a shop and pick
something up, you choose what to look at and how to look at it.

j Theres Because payment is by credit card,

very small or very large transactions tend not to be conducted online.

6 Look at this phrase from the discussion.
Books and DVDs are one thing, but fruit and vegetables are another.

Make similar sentences using the following prompts.
a the right qualifications / have experience
The .-':;,'.l"_r.:‘ i lJf,l"J;"f‘_'.l'r-l;:HI"\' F,.u - joibr are oHe th irag, bt Fravi M EXPEHIENGE iS5 ancthicr

b ahigh turnover / make good profits

¢ hawe a good idea / put into practice
d high productivity / improve staff motivation

e create a good product / sell it

" 2.36 Now listen and COIMpare your answers.

7 Work with a partner. Brainstorm and discuss the advantages and disadvantages of the
following. Use similar phrases to those in 6.

a Working for a company and working for yourself.

b Livingin the country and living in a town.

¢ Having children and not having children.

d Going to university and starting work straight after school.

8 Workin groups of three. You all work for a marketing company. Market studies have
shown that retired people spend a significant amount of their free time surfing the Internet.
You have formed a focus group to explore the possibility of marketing to the over-sixties
using the Internet. Make notes about what you are going to say.
Use some of the expressions in 5 and 6 in your discussion.

Speaker A: You think this is a fantastic idea. Think of
arguments to support it.

Speaker B: You think this is a ridiculous idea. Think of
arguments against it.

Speaker C: You are the focus group leader. You are not
sure about this idea. Lead the discussion, listen to
the others and ask questions.



BUSINESS COMMUNICATION

1 The words and phrases (a—h) are from a survey on the future of the Internet. Match
them to the explanations (1-8).

a copyrighted content 1 Open to and respectful of other people’s opinions and ideas
b tolerant 2 The ability of a computer device to ‘understand’ what we say
¢ privacy 3 Music, video or text which is illegal to reproduce because it
d augmented reality belongs to someone
e portable 4 It works without fail and won't let you down
f voice-recognition 5 Where our experience of the real world is combined with
g reliable computer generated sound, video, graphics or GPS data
h wirtual office 6 The freedom to do things without other people

watching you

7 Nota physical place of work, but one where all the work is
done with computers and where people work together online
8 Small enough to carry around easily

2 In the survey, technology experts and social analysts made predictions about the state
of the Internet and its influence on our lives in in the future. Work with a partner and say

[N

-_,'.--'\‘. if you agree (v") or disagree (X) with each prediction.

Agree or disagree?

The mobile phone {or smartphone) will be the primary Internet connection and the only one for the
maijority of people across the world, providing information in a portable, wellconnected form ata

low price.

People will be more tolerant than they are today, because the Internet and other information and
communication technologies will help them to learn about other people. There will be less viclence and
fewer wars.

There will be strict controls on copyrighted content thanks to new laws and the efforts of the technology
industry and media companies. People who use copyrighted materials will automatically pay the content
owners, and Internet service providers will notify authorities when they identify clients who illegally share
music and films.

People will be more open to sharing personal information, opinions and emotions than they are now. The
concept of privacy will change and as their lives become more transparent, people will become more
responsible for their own actions.

Virtual worlds and augmented reality will be popular thanks to the rapid evolution of technology. Most
wellequipped Internet users will spend some of their day - at work and at play - linked to augmentations
of the real world or alternate worlds. It will be more difficult to distinguish between virtual reality and
‘real life'.

As all phones, tablets and computers will have built-in voice-recognition, it will be completely normal

to hear people talking in public to their computing devices. In addition, these devices will allow you to
display a full-size virtual keyboard on any flat surface and it will be common to see people ‘air-typing’ on
a projected keyboard only they can see.

The Internet will still have its original architecture and won't be replaced by a totally new system. It will be '
more reliable and secure, but unfortunately those who want to commit crimes and cause problems will
still be able to do so.

The separation between work hours and personal time will disappear. People won't depend on fixed _
timetables for work and play. They will perform both their professional and personal duties from wherever
they happen to be — home, the gym, the mall or from work, which will often be a virtual office.

3 Compare your answers to what the experts thought on page 137.
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4 Complete the sentences below with the words and phrases (a-h) in 1.

a The problem with tabletsisthattheyaren't  and youneed abagto
carry them.

b Theright to is more important than free speech.

¢ Young people are too of illegal downloading of music and films.

d in a digital format is almost impossible to protect.

e Nowadays computers are much more than in the past and don’t
often go wrong.

f Idontthink  will make our lives easier because it will distract us and
cause accidents.

g [don'tthink  onsmartphones will ever work because we all have
different accents and ways of speaking.

h Idon'twanttoworkina  ;Tlike having coffee with my colleagues and the

social side of worl:.

Each sentence in 4 expresses an opinion. Do you agree? Why / Why not?

6 Look at this sentence from the survey on page 113.
The mobile phone will be the primary Internet connection.

This is a prediction. You express predictions about the future using will. Underline other
predictions in the article.

7 Do you agree with the predictions in the survey? Discuss them like this:

A Ithink there will be strict controls on copyrighted content.

B Doyou? Idon't. / Me too.

A Idon't think people will be more tolerant than they are today.
B Don't you? I do./ Me neither.

8 What other predictions can you make about the Internet?
In ten years, all banking will be online.

9 Tick yes (¥) or no (N) against the predictions in the chart so that they are true for you.
Then discuss them with a parmer.

A Do you think you'll change your job in the next five years?

B Yes, Ido.Idon't really like what I do now. How about you?

A No, I don't think I will. Things are going well and I like my job.

Next year Y | N | In five years Y |N | Inthe next ten years |Y | N
My life I'll change jobs. I'l leave and start my I'll make a million and
oWn company. retire.
My company | Our main competitor Everybody will work at Most employees will be
will go bankrupt. home most of the time. replaced by computers.
The world There will be an The USA will have a There'll be a world
economic boom. female president. government.
NP Cc o ‘{\ o i\‘:‘ T
SET \ =
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Phrase bank: Discussing
advantages and disadvantages
What are the pros and cons?

The advantages/benefits/disadvantages/
drawbacks are ...

That’s a negative/positive factor.

Security is an issue.

Another point is ...

Having a good job is one thing, but earning a lot
of money is another.

Vocabulary

Shopping and the Internet

1 Match the verbs (a—f) to their collocations
(1-6). Then complete the sentences with the
collocations.

a compare 1 abill

b influence 2 the conversation

¢ listen to 3 anetwork

d runup 4 prices

e tryon 5 the decision

f access 6 asweater

a Iliketo before I
buy anything expensive.

b His children have
of over $300 by surfing on the Internet all
day long.

¢ When she asked to
they told her they didn’t have one in her size.

d To you have to
obtain a user name and a password from
the administrator.

e Didyou about
restructuring in the canteen yesterday?

f What factors do you think will most

on salaries?

2 Complete the anecdote using the words in the box.

button came charge dicked complain crashed download
email message online pay reply security website

Ask most people how shopping will be in the future and inevitably
they will mention the Internet. Well, the other day | had a bad enough
experience shopping (a) to put me off for life. | heard
about a book you could download from a (b) before it
was published and sold in bookshops. As it was by an author | adore,
| decided to investigate.

| found the page and read the information. They charged 30 euros for
the (c) . Not a massive amount but you had to use a
credit card. | completed the form with the endless details requested,
including my (d) _ address.

Finally | entered my credit card number, because they solemnly
promised that there was no (e} risk. When the
payment was authorized - it took about a minute - a new screen
appeared with a (f) which said ‘Download now'.

I{g) on the button but nothing happened so |
clicked again. Then a (h) came up saying ‘Download
suspended due to network overload. Please try again later.”

Finally the system (i) _and | had to turn off the
computer. When | reconnected, the same forms as before

i) - up but | didn't want to risk paying again, so |
wrote an email to the company explaining the problem. | never
got a (k) -

| assumed that as | never got the book | wouldn't have to
M, but when | got my credit card statement at

the end of the month | saw the (m) . for 30 euros
was there. It was too late to do anything and there was no one to
(n) _ to. Okay, so it was only 30 euros = no big deal -
but the question | ask myself is this: why risk buying online when it
amounts to what is basically an act of faith? In any case, it will be a
long time before | try buying something over the Internet again.

Grammar

will for future predictions

Affirmative Negative Interrogative

I I I

You You you

- will o will not will > :

She 2 work. She ; work. : she work?
1 wont Won't .

It It it

We We we

They They they
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You can use =i + infinitive to express predictions or beliefs about You often introduce predictions with I ghink ...

the future.
* This year the economy will grow by 3%.
» I'm sure we Will finish the order on time.
The negative of wwill is won't.
s D'mi sorey, but things Won't get any better.
+ No, there won't be a recession.
Put zwi// before the subject to make questions.

= Tehink the DVD will replace the CD.
» Tehink the mecting will end on time.
Avoid saying I think ... went ...
Use I don's think ... will ...
= Tdorm'tthink the teyboard will become obsolete.
(NOT Fohnink-theteyboard-wen't berome vbolete.)
* Tdori think the mecting will end on fime.

* Will people use the Internct for most of thetr shopping in the future? (NOT I-r&éﬂé-f&f—ﬂ”m‘gﬂw’mg—m-ﬁmﬁj

* Will the economy recover by next year?

Practice 1

Join the sentence beginnings with the endings using will + the verbs in the box.

affect arrive be continte get go  have

Prices ... will continupe
There ...

The managing director ...

The government ...

Young George ...

The company ...

Life here ...

The plane ...

The political situation ...

Practice 2

= TFm o OO o

Reorganize the words to make correct sentences.
4 any new you system won't with have

problems the

You won't have ang problents with the necw system,

retire  take

... public by next year.

... with a massive golden handshake soon.
... better.

... aboom in the economy.

... late as usual.

... measures against inflation.

... a very successful career, I'm sure.

.. to rise.

.. the economy.

Practice 3
Make questions with do you think ... will ...7 and then write
answers that are true for you.

a What time / get home tonight?
MWihat tine aa'l'_.rf.rw ik {ou '.fi"nr:*f fiteliald .hwii»f.f:f:’ About 730,

b information think the Internet I
on find the

b What /have / dinner?

¢ Berlin you'll good have time think I

¢ Where/ go/ next holiday?

in

d Juan Montes think see you'll there

d change /jobs / next five years?
I

e think do write report time you'll the

to have?

you

e lose /weight / this month?

f Howlong/ take / do this exercise?

f time you what arrive will?

g ever have/ own business?

g long how us it will get there

h ever drive / Ferrari?

h we'll shopping I to think go time

don't have

i work as hard / five years from now?

i make think money I he'll lot a of

j want people see buy will always to

products they before them most
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19

Telecommuiing is a win-win
for employees and employers,
resulting in higher morale
and job satisfaction and lower
emplayee stress and turnover.
These were among the
conciusions of psychologises
wha examined 20 years of
research on flexible work
GITaHgENEns.

Do you ever work from
home? Do you prefer it to
working in the office?

E-work

One type of e-work is telecommuting. Discuss these questions with a partmer.

c
d

What is telecommuting?

What kind of people in a company telecommute? Are there some jobs which are more

suited to telework?

Is the number of people that telecommute increasing?

How highly is the opportunity to telework valued by workers?

2 Read the article and compare the author's findings with your answers in 1.

WORK, HOME o WORK FROM HOME?

}';:.rr,-‘r.r{‘;,*, p('trpfﬁ* dow’t have to clock in at the t{rﬁf'(’ erery nf‘{'*{’i".‘n"'n“}.'.
Now the jobs go where the talents are.

Learning objectives:
Unit 19

Business communication skills
Discussing the advantages and
disadvantages of teleworking;
Discussing company policy
about teleworking; Talking
about hypothetical situations;
Roleplay: Megotiating e-work
policy

Reading Article about the rise
of e-workers; Article about
working from home

Listening People talking about
teleworl; Conversations about
working from home

Phrase bank Giving
explanations

Vocabulary Teleworking
Grammar Conditionals (future
reference)

i In company interviews
Units 17-19

Telecommuting, the practice of werking from
home, is on the rise, and more companies

are trusting their employees to be more
productive in thelr own home offices than
they might be at the workplace. Wrike, a
company that makes collaboration software,
conducted a survey with 1,074 respondents,
asking them a variety of questions about
working from home.

According to the survey, 83% of the
respondents said they work remotely at least
part of the day. Of the 1,074 respondents in
the survey, 36% were team members, 33%
were managers, 15% were business owners
and 15% were executives.

The survey showed that people see a rising
trend in the future of remote collaboration:
43% of respondents worked remotely less
often two to three years ago, and 66% believe
their office may go fully virtual in one to

five years.

The survey also found the higher the position
in the company, the more time the person

spends working outside the office.

Business owners worked nearly 30 hours a
week from home, executives worked about
20 hours, managers worked between 10 and
20 hours, while team members worked up to
about 10 hours.

When asked how much we are ready to ‘pay’

for the opportunity to work remotely:

& 78% would forego free meals

¢ 54% would forego employer-paid
cellphone plans

# 31% would accept a reduction in
paid vacation

& 25% would accept a reduction in salary.

The survey also found 89% of respondents
consider the opportunity to work remotely as
one of three main perks, the other two being
salary and reputation.

When asked if consumer social
communication tools help in remote
collaboration, 91% said they would happily
abandon social communication tools. The
survey found that people spend no more
than one hour a day on Facebook, Twitter
and Skype™.

Good and bad aspects of remote
collaboration

Perceived benefits, according to the
survey, include:

& saving time (41%4)

# increased productivity (29%)

& focus on work, not office policies {10%).

The'challenges’include:

& lack of direct communication (37%6)

& data accessibility is hindered (21%4)

# poor visibility into colleagues’ activity (1%).
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3

a
b
c
d
i

f
E

4

Decide if the following statements are true (T) or false (F) according to the article.
Companies allow telecommuting because they believe it is more productive. | |
The survey only included people who worked for themselves. | |

The biggest group of telecommuters in the survey were executives, | |

Nearly half of the participants in the survey work from home more often than
four years ago. |

People in top positions spend less time working outside the office than those lower

down. | |
Most people would be prepared to earn less if they could work from home. | |
Social networks like Facebook are very important to telecommuters. | |

Which of the figures in the survey do you find surprising? Discuss with a partner.

Working at home

1
a

b
c
d
e
f

g
2

@ 2.37-2.38 Listen to two interviews with people who telework. Which speaker:
has children?

lives in the country?

doesn't have fixed hours?

gets up later than before?

wears her slippers to work?

is self-employed?

works for a company?

3 2.37-2.38 Listen again and complete the chart.
gal mp.
Speaker 1 Speaker 2

Country

What did she do before?

What does she do now?

What are the advantages of
her new work?

What are the advantages
for her employers/clients?

3

Which of the speakers is making a better use of technology, in your opinion?




BUSINESS COMMUNICATION

4 Read the advantages and disadvantages of working from home in the magazine article.
Put each in the correct category in the chart below. The first one has been done for you.

Does working at home really work?

Advantages Disadvantages
Family 1

" The workplace
The working day
Commuting
Technology
Efficiency
Costs
Mativation

The advantages and disadvantages

What do people really think about working from home? We interviewed a cross
section of people from different industries about their experiences of teleworking.

As you will see, there was quite a wide variety of opinions.

“There is no getting away from the family. When you work in an
office you get a chance to escape and meet new people.

1 think us homeworkers get more done in a shorter time. There
are no phone calls or colleagues to slow you down.'

‘Without the journeys to and from the office you don't get a
chance to relax and prepare your mind before you start work, or
to wind down before you get home. I miss the separation between
home and leisure time!

“You do get to see more of your children. The problem is, though, that
you're supposed to be WORKING!

“You don’t have to sit in traffic jams or walk to work in the rain. Or listen to people talking
loudly on their mobiles on the train!

I think financially you miss out on perks like subsidized refreshments or travel!

‘Life is definitely cheaper for the employee. You save on things like transport and smart
clothes. It's also cheaper to have lunch at home!

‘It’s a bit dangerous for workaholics. You can easily find your working time creeping into
your leisure time’

‘Sharing ideas and problems with your colleagues can make you more productive in some
jobs. And the gossip can be really inspiring!’

‘Space can be a problem. Rooms can become an unpleasant mix of home and office!

“You don’t have to work with those obsolete office computers and the company intranet
which always seems to be down'

“The flexibility is great. You can work at five in the morning or on a Sunday afterncon!

1 like the freedom. You can open the window;, play music and generally make
yourself comfortable’

‘It can be difficult to get down to work. You have to be very self-disciplined.

‘If you have a technical problem, you're on your own. There’s no 1T expert to call on!
‘No boss cracking the whip!”

5 Look at the chart on page 138 and check your answers.
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6 Find words and phrases in the article in 4 which mean the same as the following:
a relax
b queues of cars and lorries unable to move forward
¢ benefits not included in your salary
d people who can’t stop working
e informal exchange of news and information
f out-of-date and no longer useful
g start
h trying to make people work harder
7 Complete the sentences with the words and phrases from 6.
a AsIhave to travel so much I don’t hear any of the office
b WhenI get home, I like to by listening to some classical music.
¢ My bossisa complete . She just doesn't know how to relax and turn off.
d It'sbetter to have a higher salary than like a company car or free meals.
e The problem with buying a computer is that in a couple of years it's
f Ifinditdifficultto  the accounts and usually leave them until
the last minute.
g [leave home very early to avoid gettingcaughtin_ on the way to work.
h _ ispartof any manager’s work.

8 Are the sentences in 7 true for you? Why / Why not? Discuss them with a partner.

Stay at home and get rich?

1 There are alot of adverts for e-work on the Intemnet.
Look at the example on the right. Have you ever seen an
advert like this? How do you think you can make money
working from home?

2 2.39 Listen to a conversation in which two people
discuss the advert in 1 and answer the questions.

a Do the speakers think that the advert is about a real job?
b What do they think are the advantages of working at home?
¢ What do they think are the disadvantages?

v

»




BUSINESS COMMUNICATION

3 & 23 Complete the phrases from the dialogue with the missing words. There is
a gap for each word — contractions count as one word. Then listen again to check your

answers.
a Ifit  soeasy,everyone_  doit.
b Thatsashame. I mind working at home if

the opportunity.
¢ I'm not so sure. I wouldn't miss travelling in to work every day, but if [

at home, the contact with people here.
d That's true, but if you just come in a couple of days a week, it

okay. On the other hand, unless you

somewhere quiet to work, it be difficult to get anything done.

e Do you think be disciplined enough? [ don’t know. I if it

my own business, but otherwise, who knows?

f They do talk about telework a lot these days. Some people say that if people
commuting, it be much better for the environment.

4 The phrases in 3 are all examples of how we use if + past + would/could to talk about
hypothetical or imagined situations. Complete the phrases with your own words.

If I worked at home /If I didn’t work at home, my life

I'd be happier about my job if
I wouldn'’t be happy about work if
If my company introduced / stopped flexible working
If I spoke fluent English,
I would say ‘no” if

My company would be more efficient if
If people could predict the future,

o> m = o oD oo

5 A company manager is sitting in his office dreaming about how he could change his
life. Put his ideas into a chain of conditionals to recreate his dream like this:

If Ileft my job, I'd spend more time at home. If I spent more time at home, ...

be an enormous success  be completely stressed out again ~ be more relaved
come up with a really great businessidea  have a lot of responsibilities  have time to think
have to work harder than I want to  set up a company

6 Inwhat circumstances would you:
® start your own business?

stop working altogether?

change jobs?

refuse a promotion?

ask for a pay rise?

accept a cut in pay?

Discuss with a partner.
Td start my own business if I had a good idea.

7 Work with a partner and perform the following roleplay about the advantages of
working at home or in the office. Use the phrases in the box and the phrasesin 3 and 4 to
help you.

Speaker A: You are a manager in your company. You are negotiating with the unions
to introduce e-work in your company. Convince your partner of the advantages of
working at home.

Speaker B: You are a union representative in speaker A's company. The management
wants to introduce working from home, but you are against it. Convince your partner
of the advantages of office work.

In company interviews If people worked from home, ...  Most people find / would find that ...
Units 17-19 From the worker'’s / company'’s point of view, it would mean ...

At the moment, people haveto...  There'd be all sorts of problems if ...
Iagree with that, but ...  That’s not necessarily true, because if ...
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Phrase bank: Giving explanations
It's not really about working at home.

Then you are supposed to persuade your friends.
The idea is to ...

1 doubt it really works.

It sounds more attractive than it really is.

You can do as little or as much as you want.

The basic tools are ...

Vocabulary

Teleworking
Complete the extract from an article about teleworking
using the words in the box.

commute desk flexibility home local office
The key word for the futureisfa) .
We're not suddenly going to see massive numbers
of people working from (b) inatead
ofgoingintothefc) . We'llseea
much more hybrid existence where some of the.
time people are in the office, maybe at a shared
(d) and some of the time at home.
And there are of course ‘telecentres’ — senviced
people can find a (e) office instead of
having to (f) into a town or city centre.

Grammar

Conditionals (future reference)
‘ou can use i+ past + woudd / could to talk about
hypothetical or imagined situations in the future. This is

often called the ‘second conditional’. Look at these examples:

Condition
If I knetw the answer,
.flf-?;':'j'ﬂ.f .-’-{lr' :'J"e.l":'r.

Consequence
I'd tell you
we'd have years :_;f':.-m-{-

Compare these two sentences:

v If the factory shuts, over 200 peaple will lose their jobs.
(The speaker thinks the sitnation is likely to happen in
the future.)

» Ifthe factory shut, over 200 peaple wonld lose their fobs.
(The speaker thinks the situation is unlikely
or improbable in the future. It is imagined or
hypothetical.)

122 19 E-WORK

Practice 1

Match the sentence beginnings (a-g) with the
endings (1-7).

If we worked from home, ...

If I spent less time travelling, ...

The company would save money ...

People would need good computers ...

Our quality of life would improve ...

If I never saw my colleagues, ...
There'd be problems with this plan ...

.. I'd have more time with my family.
... if the staff didn’t agree with it.

... if they had to work from home.

... if we didn’t have to commute.

. I'd miss the personal contact.

... we'd spend less time travelling,

... if it invested in homeworking,

= M N & Wk = m=o o0 T W
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Practice 2

Complete the conversation using the verbs in the brackets

in the appropiate tense.

Sarah: Why don't we move out of the city into the country?
I'm fed up with living here. It's so stressful.

David: Ifwe(a) _ (live) in the country,
ith) (take) about ten minutes for
you to get bored with it.

§: Mo it wouldn't. We (c) (get) a nice
big house. The kids (d) (go)toa

little village school, and we (e)
(forget) about all the street violence, traffic and pollution.

D: But they (f) (like) living in the city,
and they (g) {miss) their friends.
Also, if we (h) {move) into the
country, we (i) (spend) all our time

in the car travelling in and out to work.

S: Not necessarily. If you (j) (ask) your
company, they (k) (let) you work
from home some of the time, and mine would, too.

D: Idon't think so. I (1) (have)
to be in contact with people in my job. Anyway, if I
(m) (be) in the house all day, 1
(n) (go) crazy.

5: Don't be so negative. If you (o)
(spend) more time at home, we (p)

(see) more of you. You (q) ~ (have)a
better quality of life.

D: I'm sorry. I just don't think you're being realistic. It
{4 P (be) a dream.

S: If you (s) (be) less selfish, you'd at
least think about it.

D: Okay, I promise I (t)
thought if that's what you want.

— (give) it some



Practice 3

Write conditional sentences using the prompts.
a He doesn’t work hard so he isn't very successful.

I fie siwerked hander, e sl Be siere Sisscasssfia

b You don't have enough experience so we can’t give you
the job.

¢ He can't drive so he has to take taxis all the time.

d Idon't have the information so I can't help you.
e [don't like sport so I don't go to the gym.

f He works long hours because he enjoys his job.

g She only does the job because she hasn’t got any choice.

h My caris in the garage so I can't take you to the airport.

i Things take him a long time because he isn’t
very organized.

j He drives an expensive car because he can afford it.

Practice 4

Give advice by completing the sentences.

a [f you got up earlier, sou woudidn't b late to work
b [f you did a computer course,

¢ You would make a better impression

d If you had a mobile phone,

2 You wouldn't be so stressed

f If you used the Internet,
g You'd do better at the interview

h If you didn't complain all the time,

Practice 5
Reorganize the words to form questions.

a job do what would you if choose
you could
i .li‘ by swrguelid o e if g e Sheeses

b live you abroad you where if would to
had go

¢ ftreat people boss how you would were if
you the

d didn't language study would what you
English you if leamn

e would earn how a you the wasn't living
salary if important

Practice 6

Respond to the sentences using the prompts. Decide if the
situation is real or imaginary.

Are you going to tell the boss about it? (If / tell / she /
sack me)

No wasy. IF( told her ahoudt i€, sheid sack me.

Do you think he is going to get the job? (Unless / get
nervous / interview / not have / problems)

Yes, I think so.
Are you going to invite Sarah to the party? (If / invite /
Dave / have to invite Sarah too)

I don’t have any choice.

Are you going to invite Su to the party? (If / invite / Su /
have to invite Dave too)

Mo, I can't.

and Jane would be upset.

I've got an awful headache but we haven't got any
aspirin. (If / take / aspirin / you / feel better.)

Oh, dear. ___

In this job you haven't got enough time to take upa
hobby. (If / have / time / do some gardening)

Yes, it’s a shame.

He almost had a accident again on Friday. (Unless / stop /
driving like a maniac / hurt himself)

What, again?

Can you give me his mobile number? (If / know / give /
it / you)

Mo, I can't I'm afraid.
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Working lunch

1 Look at the quote on the left and discuss the questions with a partner.

20

a Do you try to plan conversation topics when you go to a business lunch?

Business dining is all b What other tips do you have for a successful business lunch? Compare your ideas with
about convversation. Come the article on page 139.
ke

2 :ﬁ 2.40 Neil Klein and Satomi Tanaka are having a working lunch at a restaurant in
Japan. Listen to their conversation and answer the questions.

Flow ulien do von heve & a Why does Neil like the restaurant?

b et R b Who orders the food?

¢  What does Neil want to eat?

d  What does Neil decide to eat?

3 7 2.40 Put the lines of the conversation in 2 in the correct order. Then listen again
and check.
Neil Klein
This looks like a very nice place, Satomi.
I'll try the unagi, then.
Okay. Sounds good.
What’s that?
Yes, I really like the décor. Er, could you order for both of us, Satomi?
Hmm, I'm sure it is. Actually, do you think I could have a steak?
No, no, let’s have some sake.
atomi Tanaka
| And then I think you should try some unagi.
It's eel — grilled and served on a bed of rice. It's delicious.
Yes, I thought you would like it.
Well, I'm afraid they don't serve steak here.
Fine. Would you like some sake, or would you prefer some tea?

Of course. I think we could have some miso soup to start with. They do it
very well here.

Right. Sake it is, then.

[ [

o l___ 1

T

= [F

Learning objectives: a Make a list of some of the typical dishes which restaurants serve in your area, using

Unit 20 the local name.
People skills Discussing the fish.
business lunch; Describing t.
food; Using the correct business a t_',fB-E of mea
etiquette; Roleplay: Successful vegetable.
business sale pie
Reading Artide about business e
etiquette in Japan rice dish.
:i:ﬁ:i:lgltﬂmmnations ata a , pasta dish.
made with eggs.
its made from fruit.
vegetables.
a salad.
served with
potatoes.
d Sauce.
with garlic.
with spices.
cooked
with herbs.
in olive oil.
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Useful language:
Sales

It's true that our
competitors ...

We think that sales for
the last two years

show ....

Ohar sales have increased
... in your market ...
We have a lot of new
orders on our books ...

PEOPLE SKILLS

b Imagine you are entertaining a visitor. Sometimes you can translate the names of
dishes, but you may also have to explain how they are cooked. Act out a conversation
with a partner and explain what each dish consists of. Use the phrases in 4a to
help you.

Down to business

1 ©° 2.41 Listen to Neil Klein talking to Jeff Segram when he returned to head office,
and answer the questions.

a Was the trip a success?

b What do you think happened when they got down to business?

2 2.2 Now listen to the conversation between Neil and Satomi. What do you
think Neil did wrong?

=

< Read the information below about doing business in Japan. Does this confirm
your ideas in 27

A hard sell is often seen as offensive in Japan. Japanese businesspeople may
think that you are trying to convince them because your product is no good.
It is better to use a low-key sales pitch and give them objective information.
The Japanese are not accustomed to aggressive American techniques that
use a persuasive ‘winning' argument. If you are not completely honest
about your product, your credibility will be damaged and what you say
will lose influence. Don't say that yours is ‘the best on the market’. It is
better to say, ‘We sold two million units last year. As you know, our closest
competitor sold less than a million.” At the same time, be careful not to
criticize competing products. In fact, the Japanese will respect you if you
mention the assets of the competition.

4 Act out the conversation between Neil and Satomi, but this time Neil should follow

the advice in the text.

5 Do you have any similar experiences of doing business with different cultures? What
other differences in the way of doing business do you know about?
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WORKPLACE
SCENARIO

meet someone
halfway

to solve a problem or end
an argument in which both
sides accept they cannot

have everything they want

The deal depends heavily on
you agreeing to meet them
halfway.

Learning objectives:
Workplace Scenario E
Business communication
skills Discussing music in
the workplace; Roleplay:
Megotating a compromise
Reading Article on music in
the workplace

& In company in action
E1: Dispute in the office;

E2: Meet me halfway

126 E MEET ME HALFWAY

Meet me halfway

1 Read the article and discuss the questions with a partner.

a According to the article, does music have a positive or negative effect on the majority

of staff in the workplace?
What does the article say many managers object to?

¢ What problems do you think might be caused by workers listening to music

using headphones?
Why might songs with lyrics be more distracting than instrumental music?
Do you listen to music at work? Does your company have any rules about this?

25¢h August

If music be the food of love, play on,” wrote Shakespeare.
That might be a good rule for life in general, but what about
in the workplace? In a recent survey 77% of businesses in
the UK said that playing music increased staff morale and
also improved the working atmosphere. Today, rules about
listening to music at work are changing, in a world where
nearly everyone has a smartphone or an mp3 player and
employees can choose their own private playlists. However,

home
many managers are still unhappy about the idea of members
news of their team listening to music, using headphones at their
reviews desks and being cut off from their colleagues.

For those who do listen to music at work, another debate
centres around the type of music workers should listen to
in order to increase their productivity. A summary of recent
research from Taiwan shows while some background music
can increase worker satisfaction and productivity, music
with lyrics can have a negative effect on concentration and
attention. The study concluded that music without lyrics

is preferable, as listening to songs with words is likely to
reduce worker attention and performance.

Comments [21) share




WORKPLACE SCENARIO

I E)
" .‘im:g m‘ 2 Ralph Becker and Claudia Lépez, two colleagues in the Sales and Marketing

department, have a disagreement. Watch video E1 and answer the questions.

a What does Ralph object to?

b Why doesn't Claudia wear headphones to listen to music?

¢ What do they each say about respect’?

d Inyour opinion, is either of them right? Who do you agree with the most and why?

3 Later, Ralph wrote an email to Serena Ortega, the HR Director. Read the email and
answer the questions.

a Why does Ralph want to see Serena?

b Do you think he is being reasonable?

¢ He says T don’t want to make a fuss’. What do you think that means?
d How do you think Ralph and Claudia can ‘meet halfway’ on this issue?

- N Music in the office

Dear Serena,

I'm writing this email in anger! | really think the company needs to have a look
at its policy on music in the office. I've just had a disagreement with Claudia
about it; she insists on having loud music on and it's driving me crazy. She
turns it down when | ask but somehow, after a while, the volume always seems
to go up again. | find it really distracting. | don't want to make a fuss, but it's
something that’s been annoying me for a while. Could we have a meeting to
discuss the issue? I'd like to propose a change in our policy, or at least find a
way for both sides to meet halfway.

Best wishes,
Ralph
-

>

4 The next day both Ralph and Claudia regret their disagreement and would like to
apologize to each other. However, they also want to find a solution to the problem to
avoid more arguments in the future. Work with a partner and roleplay their conversation.

Speaker A: Look at page 140.
Speaker B: Look at page 141.

5 Evaluate your performance using the form on page 145.

I -

" "imﬂ E' 6 MNow watch video E2 to see what happened when Ralph and Claudia tried to negotiate
a compromise. Repeat your roleplay, but this time swap roles. Use the notes from your
evaluation form and as many of the useful phrases from your roleplays in 4 as you can.

7 Have you experienced any similar issues at work that caused a disagreement or
conflict? How did you resolve them? Would you do anything differently now?

8 With a partner, choose one of the situations below and each take an opposing view.
Have a similar conversation to the one you roleplayed in 4, where you both need to meet
each other halfway. Can you find a solution?

'}
=2’

e level of air conditioning or heating

®* having a window open

® buying coffee and biscuits for the kitchen
® your own idea
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Irregular verb list

Verb Past Simple Past Participle Verb Past Simple Past Participle
arise arose arisen flee fled fled

be was, were been fly flew flown

bear bore bom forbid forbade forbidden
beat beat beaten forecast forecast forecast
become became become forget forgot forgotten
begin began begun forgive forgave forgiven
bend bent bent freeze froze frozen

bet bet bet/betted get got got/gotten
bid bid bid give gave given

bind bound bound go went gone

bite bit bitten/bit grind ground ground

bleed bled bled grow grew grown

blow blew blown hang hung hung

break broke broken have had had

breed bred bred hear heard heard

bring brought brought hide hid hidden
broadcast broadcast broadcast hit hit hit

build built built hold held held

burn burnt/burned burnt/burned hurt hurt hurt

burst burst burst keep kept kept

buy bought bought kneel knelt/kneeled knelt/kneeled
catch caught caught know knew known
choose chose chosen lay laid laid

come came come lead led led

cost cost cost lean leant/leaned leant/leaned
creep crept crept leap leapt/leaped leapt/leaped
cut cut cut learn learnt/learned learnt/learned
deal dealt dealt leave left left

dig dug dug lend lent lent

do did done let let let

draw drew drawn lie lay lay

dream dreamt/dreamed | dreamt/dreamed light litlighted lit/lighted
drink drank drunk lose lost lost

drive drove driven make made made

eat ate eaten mean meant meant

fall fell fallen meet met met

feed fed fed mislead misled misled

feel felt falt misspell misspelt/misspelled | misspelt/misspelled
fight fought fought misunderstand misunderstood misunderstood
find found found overcome overcame overcome
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IRREGULAR VERB LIST

Verb Past Simple Past Participle Verb Past Simple Past Participle
overhear overheard overheard spring sprang sprung
overspend overspent overspent stand stood stood
overtake overtook overtaken steal stole stolen
pay paid paid stick stuck stuck
prove proved proven/proved sting stung stung
put put put strike struck struck
quit quit quit swear swore SWorn
read read read SWeep swept swept
ride rode ridden swim swam swum
ring rang rung swing swung swung
rise rose risen take took taken
run ran run teach taught taught
say said said tear tore torn
see saw sesn tell told told
seek sought sought think thought thought
sell sold sold throw threw thrown
send sent sent understand understood understood
set set set wake woke woken
sew sewed sewn wear wore worn
shake shook shaken weep wept wept
shine shone shone win won won
shoot shot shot wind wound wound
show showed shown withdraw withdraw withdrawn
shrink shrank shrunk withhold withheld withheld
shut shut shut write wrote written
sing sang sung Note: where two alternative forms are given, the second
sit sat sat form is used in American English.

sleep slept slept

slide slid slid

smell smelt,/smelled smelt/smelled

speak spoke spoken

speed sped/speaded sped/speeded

spell spelt/spelled spelt/spelled

spend spent spent

spill spilt/spilled spilt/spilled

spin spun spun

spit spat spat

split split split

spoil spoilt/spoiled spoilt/spoiled

spread spread spread
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Additional material

02 Work-life balance
Work-life balance (pl3, ex2)
b 3 ¢ 48 d 1,625

03 Telephone talk

Polite questions (p20, ex2)

Interair / help?

Yes, please / like / information / flight / Zurich
Yes / know / flight number?

The flight number? / not sure / know / leaves Zurich /
11.25

yes /1A 624

Yes / tell / time / arrives?

arrival / 14.10

14.10 / know / delay?

No / flight / on time

Right / thank / much

welcome / goodbye

a 2 e 76,700

(== T - = B - ]

DD P> E

04 Networking

Answers (p26, exD)

Whe do you work for?

Where is your company based?

Where are you staying?

Do you speak (German)?

Wheo is (Alex) talking to?

What do you do? / What's your job?

Have you got any children? / Do you have any children?
Where are you from? / Where do you come from?
Are you married?

Do you play golf?

== = TRk 0 o0 o

Do you know (Adriana Bellini)?
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09 Spirit of enterprise

Answers: Language links (p62, Practice 5)

The Inditex group consists of almost a hundred
companies dealing with textile design, production and
distribution. Its unigque management technigues and
its successes (a) have turned Inditex into one of the

world'’s largest fashion groups.

The first Zara shop (b) opened in 1875 in La Coruia
in northern Spain. Over the years, the group (c) has
added other chains to the original Zara, each
covering a different market sector. In 1991 the group
(d) created Pull & Bear, and in 1995 (e} acquired
100% of Massime Dutti. Bershka (f) started its activity
in 1898, followed by the acquisition of Stradivarius
in 1899, Two years later Inditex (g) launched Oysho,
a chain specializing in fashionable lingerie and
underwear. More recent additions (h) were Zara
Home, a home decoration store, and Utergle, which
focuses on fashion accessories.

In the last four years, the number of shops in the
group (i) has reached a figure of over 5,000, and the
group now has operations in 82 countries worldwide.
In the same period, sales (j) have increased by 46%
and net profits by 54%.

Despite its size, the group still controls its activities
from a logistical centre in Arteixo, a village in the
north-west of Spain, but in 2003 it (k) finished work
on ‘Plataforma Europa’, a new distribution centre

in Zaragoza.

Scenario B, In my shoes
(p.55, ex5)

Speaker B: David McCann, Production and
Operations Manager

Claudia calls to complain about her IT problems. Try to
use the four-step approach described in 3 on page 55
to deal with the complaint. Use the phrases you
categorized in 4 and any others you think will help.




05 Internet histories

Answers: Language links (p36, Practice 5)

a Steve Jobs didn't co-found Google, he co-founded
Apple®.

b The Wall Street Crash didn't start a worldwide
economic boom, it started an economic depression.

¢ The six European states didn't sign the Treaty of Madrid,
they signed the Treaty of Rome.

d The eleven member states of the European Union didn't
adopt the pound as a common currency, they adopted
the euro.

e Engineers at Apple didn't produce the Android
smartphone, they produced the iPhone.

f Mark Zuckerberg didn't invent Twitter, he invented
Facebook.

07 Hotels

Room service (p48, ex3)

Speaker A: Phone room service to make requests for:
a bottle of sparkling water

someone to fix the minibar

someone to explain how the TV pay channels work
someone to sew on a button

an extra set of clean towels

{your own request).

Scenario C, Stick to your
guns
(p79, ex4)

Speaker B: Joe Walker, CEO

You think the survey is a good idea but want to make
sure Serena has considered all the options. You want to
know:

® about the feedback from the Sales and Marketing
team.

e if the survey should be online or paper-based.

e if you should ask external consultants to do the
survey.

e if you should publish the results of the survey.

Business skill: Making suggestions
S0, have you thought about ...?

What about the issue of ...?

What about using ...7

Did you also consider ...?

And how about .7

ADDITIONAL MATERIAL

Scenario A, Passing the
buck
(p29, ex5)

Speaker A: Serena Ortega, HR Director

® You are taking Joe's advice and have decided to
approach Vanessa again.

® You want to find a solution to the problem with the
website without being passed onto someone else.

® You agree with Joe that the best way to confirm a
verbal agreement is by following it up in writing.

Try to use some of the phrases below.

Business skill: Discussing and fixing a problem

It's about the new website.

You said I should talk to...

I don't mind who ...

We really need to get this sorted out.

Am I right in thinking that ...?

When can we get this fixed?

It sounds like we've found a solution.

I'll send you an email later to ...

06 Orders

Answers (p38, ex7)
A: 5-A-G, can I help you?
B: Yes, this is Elena Moretti from Stern Hydraulics. Could

A:

Pe

mew

I speak to John Bird, please?
Oh, hello, Elena. I'm afraid John isn't here at the
moment. Can [ take a message?

Yes, he sent me an order confirmation - the reference
is DH010601 — but the delivery date is wrong.

Oh, dear. Can you give me the details?

Yes, it says 7th July, but the agreed delivery date was
22nd June. It’s really important.

I see. Well, T'll tell him as soon as he comes in.

Thank you. I'm not at all happy about this. A lot
depends on this order.

Right, Elena, leave it with me. I'm terribly sorry
about this.

No, it’s not your fault. Just ask John to phone me.
All right, then. Bye for now.

Goodbye.
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10 Stressed to the limit

The ten most stressful jobs (p63, ex4)
Measured by level of 21 specific job demands,
in the USA the ten most stressful jobs are:

1 Enlisted soldier

Military general

Firefighter

Airline pilot

Public Relations executive

Senior corporate executive
Photojournalist

Newspaper journalist

0o~ ks wi

Taxi driver
Police officer

[
o

02 Work-life balance

What's in a new job (pl15, ex3)
Speaker A
Your partner has the missing information. Complete the chart by asking questions like the ones in exercise 2 on page 15.

Name Janice Delia
Job title Director of Retail Sales
Type of company Chain of clothing stores
-Wd_r'ﬁing hours 45
Responsibilities Leading a team of 25. Accounts and stock control.
Maintaining inventory in stores.
Weekend/Late One eueniﬁg and one weekend day a week. Sometimes
evening work ‘on call’ with a pager in case of emergencies.
Most enjoys Satisfying internal clients. People she works with.
Travel Mot often. Trips to different stores. Three trade fairs
a year,
Holidays Two weeks. Three weeks after five years' senvice.
Ratio of women to 60% male, 40% female.
men in position/field

Scenario A Passing the buck
(p29, ex6)

FEEDBACK: Self-assessment

1 How did the roleplay go? Well / Okay / Badly

2 a Did you resolve the issue of people passing the buck? Yes / No / Almost
b If yes, or almost, what solution did you reach?
If no, why not?

3 What solutions to the communication problems did you find?

4 Did you use any of the tips on improving communication from the article? Tick the boxes.

Find something you have in common and use that to relate to your colleagues |:|
Avoid office gossip; try to stay professional at all times D
Arrange to follow up phone calls and meetings with an email D
Don't let a negative attitude interfere with how you communicate with your colleagues |:|
5 How many useful phrases did you use?
6 If you could have the conversation again, what {if anything) would you do differently?
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13 Air travel

The negotiation game (p83, ex3)

Speaker A: Buyer

Negotiate with your partner to get the best deal possible. You get points for each category
of the deal - price, quantity, delivery time, and so on. For example, if you agree ona

price of 6 euros, you get 2 points, or 3 points if the price is 5.5. Add your points for each

category to get your score. To be a successful negotiator you have to get at least ten points.

Points 1 2 |3

Price 6.5 6 5.5 €
Quantity 200 150 | 100 Units
Delivery 3 2 (1 Weeks
Payment |30 60 | 90 Days
‘Guarantee |6 12 |18 | Months

14 Hiring and firing

What about the workers? (p90, ex2)

Speaker A

1 Read the article.

2 Find and underline five examples of the passive in the article.

3 Match the five words and phrases in bold in the article to five of the definitions below.
Ask your partner which words match the other five definitions.

compensate for

percentage of working population without jobs

employees with training and abilities to do technical tasks
people who are unemployed for a long time

what employees can legally expect from their employers
motivating factors

money paid to people who don't have jobs

all the people who work in a country or for a company

the number of employees a company requires to do its work

_—-Fig o o0 O

workers who have contracts limited to a period of time

Diaily News 17

Skills shortage linked to job insecurity

According to a survey which  In an attempt to make up for  Although owver B80% of

was carmied out by the
Confederation of Industry,
almost two thirds of the
country’s companies are
experiencing a shortage
of skilled workers. It is a
problem which particularly
affects the  electronics
industry.

The companies claimed that
they provided training for
their workforce, but that this
on its own was not sufficient
to cover their staffing

needs.

this lack of skilled workers,
nearly half of the 670 fims
which were contacted said
that they had increased their
use of temporary staff, and
over a quarter intended to do
the same in the next year.

According to a spokesman
for the Confederation, a
result of this skills shortage is
an increase in feelings of job
insecurity among a third of
employees. ‘It is increasingly
difficult to provide people
with jobs for life,’ he said.

fims said staff were paid
based on their skills and
lavel of competence,
the Confederation noted
that while salaries at
management level were
frequently negotiated
individually, conditions for
clerical and manual workers
were usually agreed at a
company-wide level. ®
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ADDITIONAL MATERIAL 133



(p79, ex4)
Speaker A: Serena Ortega, HR Director

ANONYINOUS.

answers.
the results.

Try to use some of the phrases below.

Scenario C, Stick to your guns

You have researched the benefits of doing a staff satisfaction survey and believe your
decisions are the right ones. Stick to your guns! Discuss these points:

® Tell Joe about the negative feedback from the Sales and Marketing team, but
confirm that there are lots of reasons you think you should still do the survey.
e The system you are suggesting uses numbers, not names, so it will be completely

An external consultant is too expensive. The survey should be done internally.
® The survey should be online, so it is quick and easy to assess the results.
The survey should only have questions that ask for a score, with no open-ended

® You don't think there should be a comments section; it will be too difficult to assess

e The results of the survey should be published in the company e-newsletter.

Business skill: Expressing opinions and defending ideas

Do you want to discuss the points in your email?
The problem is ...
Even if we say ...
Isn't it better to ...?
I'm convinced that ...

I'm not sure [ agree ...

1 think it would be more successful if ...
Yes, absolutely. The ideais to ...

I've thought about that and ...

14 Hiring and firing

What about the workers? (p90, ex2)
Speaker B

1 Read the article.

2 Find and underline five examples of the passive
in the article.

3 Match the five words and phrases in bold in the
article to five of the definitions below. Ask your
partner which words match the other
five definitions.

a compensate for L

b percentage of working population without
jobs

¢ employees with training and abilities to do
technical tasks

d people who are unemployed for a long time

e what employees can legally expect from their
employers

f motivating factors

g money paid to people who don't have jobs

h all the people who work in a country or fora
company

i the number of employees a company requires to do
its work

] workers who have contracts limited to a period of
time
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Unions general strike threat

The whole of the country will be brought to a halt if plans for a general
strike go ahead. The threatened strike has been called by the unions

in reaction to the government’s attempts to cut unemployment
benefits. With the proposed changes unemployed workers will have to
take one of the first three ‘acceptable’ job offers which are put to them,
if the place of work Is within 30 km of their homes. If they refuse, they
will lose their benefits. Also, anyone who is sacked from their job but
appealing against the decision will lose their salary entitlement during
the period of the appeal.

The two main unions, each with over a million members, say that the
reforms are a direct attack on workers'rights. They say the changes
will be espedially negative for those who lose their jobs, and the
long-term unemployed. They also claim that the new law will make
it easier and cheaper for companies to lay off staff, and will lead to
increased job insecurity.

With an 11.3% unemployment rate, the highest in the European
Union, the reforms have been defended by the government, which says
they are necessary in order to be competitive and provide an open and
flexible labour market. It says the measures will help solve the problem
of unemployment by increasing the incentives for people to find jobs.
Although its relations with the labour movement have been generally
good for the last six years, trade union officials say that this time the
government has gone too far.



Scenario B, In my shoes
(p55, exb)
Speaker A: Claudia Lépez, Marketing Executive

You are frustrated with the IT problems you have been having, but also with the IT

helpdesk. Complain to David about the following:

® The new system hasn't been working since it was updated; it’s constantly crashing.

You use this system every day.

e [t's very frustrating when work can't be completed properly because of IT problems.

® The IT department don't seem willing to help and haven't provided any solutions to

the problems.
Try to use some of the phrases below.

Business skill: Expressing concern
I hope you can help.

I have a problem with ... which means ...,
The main issue is ... which ..., [ understand ...
I realize that ... but ...,

Look at it from my point of view ...
Put yourself in my shoes, ...

I appreciate your help.

Thanks for your help.

Scenario C Stick to your guns

(p79, ex5)

FEEDBACK: Self-assessment
1 How did the roleplay go? Well / Okay / Badly

2  Which of the issues in Joe’s email did you discuss? Tick the boxes.

General feedback ] Type of questions ]
Cost |:J Focus groups Ei
Anonymity [] Results []
Type of survey D

How many useful phrases did you use?

[ T T R ]

If you could have the conversation again, what (if anything) would you do differently?

ADDITIONAL MATERIAL

How easy did you find it to stick to your guns during the conversation? Easy / Okay / Difficult
Were there any issues that you disagreed on? If so, which?
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03 Telephone talk

Polite questions (p20, ex4)
Speaker B

You were just about to send this email to a colleague, when
they call you with Internet access problems. Answer their
questions.

a" Sales Meeting with Mr Fuentes

To:
From:

Subject: Sales Meeting with Mr Fuentes.

Here are your travel instructions for your sales meeting
with Mr Fuentes. You're on flight BA 44362 at 19.55 on
21 January from London Heathrow Terminal 2. When
you arrive at your destination, you'll be met at the airport
by a taxi which will take you to the factory to meet Mr
Fuentes. The factory is about 40 miles from the airport.

You've got one hour with Mr Fuentas to have your
mesting. Then you leave to get to the hotel for the
special sales conference. You'll need to drive across
country; the hotel is quite far away. Avis have either a
Range Rover 3.6 or Jeep Grand Cherckee, whichever
you prefer to rent. An armed guide will accompany
you on your journgy. Don't forget that you'll need to
carry your passport and international driving licence at
all times.

The hotel for the conference is The Lodge. It’s in the
middle of the forest, twenty miles from the nearest town,
and has 5 stars. All the rooms (including the meeting
room) have besn booked for the whole week.

.

Scenario A, Passing the
buck
(p29, ex8)

ae= Re: Website

Good afternoon Vanessa,

| am writing to confirm what we discussed in our
meeting this morning about the website. The
section where people can upload their CVs and
complete an application form is missing. We agreed
that as you have responsibility for the site, you will
speak to Eric to resolve the problem. As you have

a meeting with Eric this afternoon you will discuss
the situation then and clarify who is responsible for
design and programing. You will then let me know
when the application form is available. Please let me
know if | have misunderstood anything.

Best wishes,
Serana
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18 E-commerce
Answers (pll1, exl)

a When you buy something for yourself with your own
money, you're interested in quality and price.

b When you buy something for someone else with your
OWN money, you're interested in price.

¢  When you buy something for yourself with someone
else’s money, you're interested in quality.

d When you buy something for someone else with
someone else’s money, who cares?

03 Telephone talk

Telephone frustrations (p21, ex2)

The five main frustrations customers experience in dealing
with telephone staff are:

® taking too long to answer

being put on hold and forgotten

being transferred and having to repeat their enquiry
being answered by voicemail and other machines

not having calls returned.

Scenario A, Passing the buck
(p29, ex5)

Speaker B: Vanessa Morgan, Sales and Marketing Manager
® As Sales and Marketing Manager you have overall
responsibility for the website.

® You are frustrated with the IT department because
you really believed that Eric was going to look after
the HR section of the site.

®* You have already spoken to Eric and have agreed to have
a meeting this afternoon to resolve the situation. You
can explain this to Serena in your meeting.

Try to use some of the phrases below.

Business skill: Discussing and fixing a problem

What did you want to talk about?
I'm sorry there has been an issue with ...

Resolving the problem is in everyone's interests.
Don’t worry. In fact, I spoke to...

There was a misunderstanding about ...

I think we can agree on what to do next.

Don't worry. We ...

I'll send you an email to ...




18 E-commerce
The future of the Internet (p113, ex3)

Some experts did not either agree or disagree. In some cases they did not answer and in
others they gave a different answer.

ADDITIONAL MATERIAL

Agree

Disagree

The mobile phone (or smartphone) will be the primary Internet connection and the only one for
the majority of people across the world, providing information in a portable, wellconnected
form at a low price.

7%

22%

People will be more tolerant than they are today, because the Internet and other information
and communication technologies will help them to learn about other people. There will be less
violence and fewer wars.

32%

56%

There will be strict controls on copyrighted content thanks to new laws and the efforts of

the technology industry and media companies. People who use copyrighted materials will
automatically pay the content owners, and Internet service providers will notify authorities when
they identify clients wha illegally share music and films.

31%

60%

People will be more open to sharing personal information, opinions and emotions than they are
now. The concept of privacy will change and as their lives become more transparent, people
will become more responsible for their own actions.

45%

44%

Virtual worlds and augmented reality will be popular thanks to the rapid evolution of technology.
Most wellequipped Internet users will spend some of their day — at work and at play - linked

to augmentations of the real world or alternative worlds. It will be more difficult to distinguish
between virtual reality and ‘real life’.

As all phones, tablets and computers will have builtin voice-recognition, it will be completely
normal to hear people talking in public to their computing devices. In addition, these devices
will allow you to display a full-size virtual keyboard on any flat surface and it will be common to
see people ‘airtyping’ on a projected keyboard only they can see.

The Internet will still have its original architecture and won't be replaced by a totally new
system. It will be more reliable and secure, but unfortunately those who want to commit crimes
and cause problems will still be able to do so.

The separation between work hours and personal time will disappear. People won't depend on
fixed timetables for work and play. They will perform both their professional and personal duties
from wherever they happen to be - home, the gym, the mall or from work, which will often be a
virtual office.

55%

64%

78%

56%

Scenario D, Change for the better
(pl103, ex7)

Speaker B: Felix Schmidt, Factory foreman
e You are the head of the factory workers.

e David, your line manager, will tell you about some new health and safety regulations
for the factory workers.

e You resist the changes at first and you know that the other factory workers will not
like the new regulations.

e However, you would like to have more responsibility in your work. This is the kind of
managerial task that could help your career.

® Explain to David that you think the staff will be unhappy but make sure he knows that
you are willing to help him lead these changes.
Try to use some of the phrases below.

So, what did you want to see me about? The team will be very unhappy.

I understand that, but... I'll try and talk to them.
I'm not sure that's such a good idea. I'll talk to them, but I don't think it will be easy.
But, it's very important to ... I'll try explaining the situation, but...

I don’t think you've thought this through ...
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19 E-work

Teleworking (p119, ex5)

Does working at home really work?

| Advantages | Disadvantages

Family 4 [1
The workplace |13 10
The working day (12 '8
Commuting | B | 3
Technology 11 [ 15
Efficiency |2 |9
Costs |7 6
Motivation |16 14
06 Orders

Answers: Language links (p42, crossword)

Across Down

1 delivery 2 immediately

6 prompt 3  expensive

8 informal 4 signature

9 handwriting 5 details

10 fax 7 courier

13 business 11 apologize

15 correspondence 12 reply

19 check 14 Internet

21 decision 16 worried

22 message 17 phoning

24 annoyed 18 mistake

28 welcome 20 that

29 down 23 skills

30 confirm 25 order

26 send
27 cost
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13 Air travel

The negotiation game (p83, ex3)

Speaker B: Seller

Negotiate with your partner to get the best deal possible. You get points for each category
of the deal - price, quantity, delivery time and so on. For example, if you agree on a

price of 6 euros, you get 2 points, or 3 points if the price is 6.5. Add your points for each
category to get your score. To be a successful negotiator you have to get at least ten points.

Points 1 2 | 3

Price 5.5 6 6.5 £
Quantity 100 150 | 200 Units
Delivery 1 2 3 Weeks
Payment 90 60 |30 Days -
‘Guarantee | 18 12 |6 Months

20 Working lunch

Discussion (p124, ex1)

A business lunch can be an excellent opportunity to create new contacts, make key business
decisions and improve your career prospects. But it can be difficult to know the appropriate
stiquette required when you are away from the traditional office environment. Here are a few
tips on how to make the most of your business lunch and make sura everything goes to plan.

e Timing is everything! Make sure that you leave plenty noises when you're in the middle of an important
of time to travel to the lunch and plan to arrive at the conversation, and your guest won't appreciate being
restaurant early so that your guest isn’t left waiting. ignored whilst you read an email or check your
You don’t want to give them a bad impression of you messages at the table.
before the meal has even started. # Hemember your manners! Be polite not only to your
® Do your research! If you can, make sure that you guest, but also to the waiter and the restaurant staff.
find out about your guest’s dining requirements No one wants to do business with someone who is
or preferences before booking a restaurant. For rude and disrespectful, whoever they're dealing with.
example, don’t take a vegetarian to a steak housel Or ¢  Finish up! If you have hosted the meal always
if your client particularly likes Asian food, find a great remember to pay the bill and thank your guest for
sushi or Thai restaurant. joining you. Even if the business discussions didn't go
& Stay focused Make sure to turn off your mobile to plan, it is still important to leave your guest with a
phone (or turn it to silent) before arriving at good impression of you,

the restaurant. You don't want any distracting

07 Hotels

Answers: World records (p48, exl)

Hotel Location Detail
Largest The Palazzo Resort Las Vegas, USA | 8,108 rooms
and Casino
Tallest Burj Al Arab Dubai, UAE 321 metres

Most expensive | Royal Villa at Grand Athens, Greece | 550,000 room/night

Resort Lagonissi

Highest Hotel Everest View MNepal 3,800 metres above sea level
Oldest Hoshi Ryckan | Awazu, Japan Opened in 717
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02 Work-life balance

What's in a new job (pl15, ex3)
Speaker B
Your partner has the missing information. Complete the chart by asking questions like the ones in 2 on page 15.

Name Janice Delia

Job title Production Manager

Type of company Software company

Working hours MNormally 40-50 hours but can be up to 75

Responsibilities Managing website. Liaising with international
offices.

Weekend/Late Mot in her present position.

evening work

Most enjoys Doing something that makes a real difference
to the company.

Travel Occasional trips to other offices.

Holidays Three weeks

Ratio of women to | Half the department are women, but only two

men in position/field | have technical skills.

17 Office gossip

Time to talk (p108, ex9)
Speaker A: You are the personnel manager of the company

Scenario E, Meet me halfway
(p127, ex4)

Speaker A: Claudia Lopez, Marketing Executive with the notice below about coffee breaks. A management
* You like listening to music while you work; it consultant wants you to change the policy, but you don't
makes you happy and you work better when you think a change is a good thing. Explain why, including
are less stressed. ® You think a lot of time is wasted by people chatting and
e You don't use headphones — you find them gossiping when they are supposed to be working,
uncomfortable and you need to listen for the phone. ® You are under pressure from the Managing Director to
¢ You do understand that listening to music might be improve the efficiency of the company.
annoying for Ralph, and that he doesn’t share your ® Recently there have been a lot of rumours about staff
taste in music. cutbacks. Most of them are false, but some are true,
e You are prepared to compromise, but think that you and this is creating a lot of problems.
should be allowed to listen to music for at least part
of the day.

¢ You prefer pop music to classical music.

Try to use some of the phrases below.

* Employees may take up to three coffee

Business skill: Megotiating a compromise

breaks per day.
I think we should talk I understand your point » Maximum time at coffee machine:
about ... of view but ... four minutes.
In my opinion, ... Yes, I see what you mean ... s All‘gossip’ or discussion of non-work
Would you agree to a Is that an acceptable related matters is prohibited.
compromise? compromise?
Let's meet halfway. We could try ...
What about if you ...? Would you consider ...7

Would you mind ...?
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Scenario E, Meet me halfway
(pl27, ex4)

Speaker B: Ralph Becker, Sales Executive
e You know you overreacted yesterday and you want
to make up with Clandia.
e You feel you should have spoken to Claudia again
before sending an email to Serena, but you were
really upset.
e You understand that some people like listening
to music and you want to reach a compromise
with Claudia.
® You don’t want to force her to wear earphones.
® You find songs and music with words especially
frritating, but don’t really mind instrumental or
classical music.

06 Orders

ADDITIONAL MATERIAL

On-the-spot decisions (p41, ex5)

Speaker A

Speaker B will tell you a problem. React using one of the
solutions below. Say Don't worry, I'll ... Then choose a new
problem from the table and tell Speaker B.

A TI've got a problem, the battery in my mobile's flat.

B Don't worry, I'll lend you mine.

Problems Solutions
| can’t understand these I'll look for information on the
figures. Internet.

My computer keeps crashing.

| can't get an answer from the
taxi service.

| need to speak to you

I'l send it to you again.

Il go through it and correct
tham.

I'll reserve the tickets for you
this morning.

I'll look it up for you.

I'll print them out for you.

I'll get you an aspirin.

Try to use some of the phrases below. urgently.
Business skill: Negotiating a compromise “::[:z:!t:r ERotaking
I think we should talk I understand your point | don't know how to use this
about ... of view but ... program.
In my opinion ... Yes, I see what you mean ... Our email system isn't
Would you agree to a Is that an acceptable working.
compromise? compromise?
Let's meet halfway. We could try ...
What about if you ...? Would you consider ...7
Would you mind ...7
07 Hotels
World records (p49, ex3)
Speaker B
City Chain Price | City Chain Price
Royal Inn 272 476
Executive International | 238 408
et U I T T e 29
Travel Express 178 188
494 Executive International | 584
330 Royal Inn 457
Frankfurt 157 | ewYork e Class Hotels 268
_ 152 Travel Express 260
_f-_'i_rit_ ?iass Hotels 3_9_-‘1 42_{}
Royal Inn 357 , 381
Ge E et N - P
e Executive International | 260 | 361
Travel Express 148 254
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03 Telephone talk

Sales contacts (p23, ex2)

Speaker A

Situation 1

You work as the Publications Officer in the
marketing department of Miki-chan Fashion
Accessories. You are currently producing your
new company brochure, This is a 32 page,

full colour brochure on high quality paper.
You need 30,000 copies. Phone JD Graphic

for an estimate. The only problem is that the
brochure needs to be ready in ten days. Can
they do it?

Situation 2

You work for JD Graphic. A potential client
phones you. Listen to what the customer wants
and complete the phone contact form with the
necessary information.

r

15 Time
Wasting time (p95, ex4)

Be sloppy

A good hour or two can be gained every few weeks if
you keep your desk in a mess. Friday afternoons and
Meonday mornings are perfect times to set aside for
cleaning up your work area. (28 minutes to an hour once
aweek)

The computer

Load your computer with unnecessary programs that
make your machine run more slowly. While you're waiting
for the PC to process information, sit back and relax.

If the boss questions you, just say, ‘Damn computers.’
He'll laugh and agree with you. (Roughly 42 minutes

a day)

The Internet

Be very careful misusing the company PC to surf the Net
for personal enjoyment. Your boss knows the Internet is
a big waste of time and is watching for people who are
doing web searches for MP3s and games. The best way
is to use it for all research. If you need a phone number
for a client across town, use the Internet to find it. Most
people just reach for a phone book, which is faster than
using the Internet. (Roughly 5 to 33 minutes a day)
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| GRAPHIC

PHONE CONTACT FORM

D&TE:

CALL INITIATED BY:
CALL HANDLER:
CLIENT:

ADDRESS:
CoNTACT:
Posrmion:

TeLs

Emann:

MNATURE OF BUSINESS:
PURPOSE OF CALL:
CoOMMENTS:
ACTION REQUIRED:
By wHOM:

D&TE AND TIME:

Office conversations

Enter business conversations around the office that are
taking place in the open. You don't have to be a part of
the conversation very much. The important thing is to
be there physically. Just listen and nod your head when
appropriate. (23 minutes to 1.3 hours)

Meetings

Go to every meeting you can get into. You'd be surprised
at how many people miss the opportunity to waste time
by avoiding meetings. Once you're in a meeting, it's

all about planning your weekend, or thinking about the
football game you watched the night before. (According
to Office Studies International the average mesting takes
42 minutes and meetings happen every 5 hours. Count
on 2-3 meetings a wesk.)

Adapted from “Wasting time at work’ by Galen Black
Source; WWw.Vgg.com



Scenario D, Change for the better
(p103, ex7)

Speaker A: David McCann, Production and Operations Manager

e You need to tell Felix about the changes to the health and safety regulations.

® Make sure Felix knows that you need his help in communicating these changes to
the team and that you understand it will be difficult.

® Use Serena's advice from activity 5 and your own notes from activity 6 to explain
the changes to Felix.

Try to use some of the phrases below.
Business skill: leading change

As you know, ...
This is what's going to happen, and I need your help with it.

Because of ..., we have decided to ...

I'm sure you'll agree that ...

I need you to make sure that ...

Do you think you can help me?

This could be very good for you.

I realise that this will be very unpopular ...

I think we should point out the pros as well as the cons.
I'm here if you need anything.

Scenario B In my shoes
(p55, ex6)

FEEDBACK: Self-assessment

1 How did the roleplay go? Well / Okay / Badly

2 a Did you successfully put yourself in each other's shoes? Yes / No / Almost
b If yes, or almost, what solution to the problem did you find?

If no, why not?
3  Which advice from the four-step strategy for keeping people happy did you use in your
conversation? Tick the boxes.
Listen with an open mind []
Repeat the problem back []
Be sympathetic and fair []
Follow up promptly []

4 On a scale of 1-10 how useful did you find the advice?

1 10
(Mot useful at all) (Very useful)

5 How many useful phrases did you use?
6 If you could have the conversation again, what (if amything) would you do differently?
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06 Orders

Correspondence (p40, ex3)

e " Re: CiclosCiclone

Dear Mr Holmbrook,

Thank you for your order. | just wish to confirm that
we have received your order details and we have
started to process them. If your item is not in stock

or if there are any dispatch problems we will contact
you within the next 24/36 hrs. Please contact us if you
have not received your order within 7 days at orders@
ciclosciclone.com so that we can resolve the issue.

e Re: CiclosCiclone

Dear Mr Holmbrook,

We apologize for the delay, but we have worked out
the shipping costs of your modified order. It will be an
extra £6.99,

To activate this transaction we will need to re-take
your card details by phone to process the payment
manually. We will need the long number on the front
of your card, the expiry date and the security code on
the back of the card.

Thank you for your patience and for shopping with
CiclosCiclone.

Regarding the modification, it will not be a problem.
The total amount for your order will be £84.85.

| look forward to hearing from you.
Beast wishes,

Diego Martin

Thank you once again. | look forward to hearing from you.

Beast wishes, Best wishes,

CiclosCiclone (Dispatch Team) ’ Diego Martin |
Dear Mr Holmbrook, Dear Mr Holmbrook,

Please do not worry. We will sort the problem out for
you, and your order will be with you shortly. Once
again, please accept our apologies.

Best wishes,
Diego Martin

Scenario D Change for the better

(p103, ex8)

FEEDBACK: Self-assessment
1 How did the releplay go? Well / Okay / Badly

2 a Did you both agree that the changes would be for the better? Yes / No / Almost

b If no, or almost, what did you disagree about?

3  Which of the tips on leading change were included in your conversation? Tick the boxes.

Communicate the vision clearly []
Involve those that are affected in the planning of the change |:|
Explain the impact of the change for the individual |:|
Be honest about the pros and cons ]
Ask for and listen to feedback ]

4 How would you describe the general tone of the conversation? Circle the w_urd[a] below.

Tense Forceful
5 How many useful phrases did you use?

Awlkward Meutral Constructive Supportive Friendly

6 If you could have the conversation again, what (if anything) would you do differently?
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05 Internet histories

Answers: Language links
(Business and the Internet, p35)

o oo o

became f reach
release g announced
develop h downloaded
claim i presented
estimated i achieve

06 Orders

An important order (p39, ex9)

Speaker B: You are John Bird. You understand why Elena Moretti is angry. Her company
is one of your best customers. Your production department let you down. They promised
to meet the delivery date but there was a transport strike and some components

didn’t arrive. Apologize as much as you can for what happened and invent excuses for
everything. Offer to pay for a holiday weekend in London for Elena, but don't make any
promises you can't keep.

Scenario E Meet me halfway
(pl127, exb)

FEEDBACK: Self-assessment

1
2

How did the roleplay go? Well / Okay / Badly

a Did you come to an agreement to meet each other halfway? Yes / No / Almost
b If yes, what did you agree?
If no, or almost, what did you disagree about?
Did you make any compromises? What were they?
On a scale of 1-10 how happy were you both with the outcome of the conversation?

1 10

(Very unhappy) (Very happy)
How many useful phrases did you use?
If you could have the conversation again, what (if anything) would you do differently?
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06 Orders

On-the-spot decisions (p41, ex5)

Problems Solutions

I've got a headache. I'll get you an aspirin.

| can't understand these I'll explain them to you.
figures.

My computer keeps crashing. | I'll call the IT technician.

We didn't get your text. I'l send it to you again.

This report has lots of errors
init.

| can't remember his phone
number.

| need to speak to you
urgently.

| haven't booked my flight to
Berlin.

The printer is not working
properly.

| don’t know how to use this
program.

| need three copies of this
proposal.

| don't know anything about
this company.

Our email system isn't
working.

| can't get an answer from the
taxi service.
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I'l go through it and correct
them.

I'l look it up for you.
I'll phone you this afterncon.

I'll reserve the tickets for you
this morning.
I'll change the ink cartridge.

I'll show you how it works.
I'll print them out for you.

I'll look for information on the
Internet.

I'll fax the details to you
instead.

I'll take you to the airport.

03 Telephone talk

Sales contacts (p23, ex2)

Speaker B
Situation 1

You work for JD Graphic. A potential client phones you.
Listen to what the customer wants and complete the
phone contact form below with the necessary information.

GRAPHIC raonecontacT ForM

DraTE:

CALL INITIATED Byt
CALL HANDLER:
CLIENT:

ADDRESS:
CoNTACT:
Posrrion:

TEL:

EMarL:

NATURE OF BUSINESS:
PURPOSE OF CALL:
COMMENTS:
ACTION REQUIRED:
By wHOM:

DATE AND TIME:

Situation 2

You work as the Marketing Manager in the marketing
department of a clothes manufacturer, Lewis & Co. You
are looking for someone to print some labels for your new
range of jeans. The labels have to be printed on quality card
in two colours. They alse have to be cut to the shape of the
company logo. You want 10,000 labels. Phone JD Graphic
for an estimate. Invent any other information you need to.



Listening scripts

01 INTRODUCTIONS

& 1.01

A Okay everybody, can we make a star¢?
First of all, allow me to welcome you
all to Ashbourne Management College,
My name is Mariah Wilson and 1 am
the main tutor for our Results Through
Collaboration' course. It's always
useful to know something about the
background of the other participants
50 we normally begin by asking you to
introduce yourself to the rest of the
group. Perhaps we could start with

you, Jan?

B: Yes, hello. My name is Jan Werner. I
work for Metronet Fibre, Our
business is fibre optics. We install
urban fibre-optic networks for
telecommunication systems all over the
world. I'm Director of Communications
in the HR department. I'm Norwegian,
but I ive and work in the Czech
Republic. Our headquarters are in
Prague. That's where I'm based. At the
moment, ﬂ:mu,gh, I'm spending a lot of
time visiting our other offices in Europe.
My job invalves organizing and running
different management training courses
for our senior management.

A: Thank you, Jan. Silvia?

C: Well, I'm Silvia Fortumi. I'm Catalan
and I'm from Barcelona. [ work for a big
retail chain with franchises all over the
world. We manufacture and sell clothes
and fashion accessories, but my role is
related to sales and promaotion. [ work
out of our headquarters in Barcelona
and I'm the Regional Director of
Marketing there. 'm responsible for our
campaigns in the European area. I have
to say I love my job and [ welcome the
opportunity to learn something more
about communication slalls. [ think
that's it. If you want to know anything
more, you can ask me.

D: My turn? Hi, everybody. My name is
Jnn—Christnpha Marchal, but most
people just call me JC. I'm Commercial
Director at PPTT Services in Paris. We
mainly work with big public companies
in the Paris area. My background is in
new technologies and I'm responsible
for promoting and selling our ideas
for online services and products. 'm
in charge of quite a large team and
good communication is essential. You
probably think from my accent that 'm
French. Actually, I'm Belgian but I'm
based m Paris, where we have our
main office.

A Thank you, JC. Now, Elena, I think it’s

1.02

Hello, and welcome to Business Talk.

This month we're looking at the role of
ethics in business. According to Richard
Reed, co-founder of Innocent Drinks, the

company behind award-winning fruit-based
smoothies, ethics are fundamental to the
company's success. Innocent says that,
aswell as maldng money, the objective is
always to leave things a little bit better than
it finds them, an inspiring way to approach
businass,

So, how did the success that is Inmocent all
begin? Innocent was founded back in 1998
by Richard and two friends from Cambridge
University. They decided to set up a business
together and spent £500 on fruit to make
smoothies to sell at a music festival A sign
above their stall said *Should we give up our
jobs to make these smoothies? They asked
people to put their empty bottles in ona of
two bins marked “Yes’ and No'. At the end
of the festival the Yes’ bin was full, so they
went irto work the next day and resigned.
At first, finding investment was a problem
until an American businessman, Maurice
Pinto, put up the £250,000 they needed

to get started. With a fresh image and
careful use of sodal media for promotion,
Innocent soon became ona of the fastest
growing companies in the UK and enjoyed a
significant period of success. However, some
of its fans were disappointed when, in April
2008, Coca-Cola® bought a small stake in
the company for 30 million pounds. Thers
was further negative publicity when, a year
later, the multinational increased its stake
o 58% for about 60 million. Innocent now
operates from its headquarters in London as
a subsidiary of Coca-Cola.

Despite any issues they've had, Innocent
continues to inmovate and the product
range now consists of vagetable pots and
other healthy, natural products as well as
smoothies, and the company is constantly
worldng on new lines. Innocent sells to

over ten thousand retailers in 13 European
countries, and its market is constantly

So what is it that makes Innocent an ethical
company? Apart from only using packaging
that can be recyded, it uses only 100%
natural products and each year gives 10% of
its profits to charities in the countries where
its fruit comes from.

Innocent wasn't the first company co tap
into the fruit drink market, but it was one
of the first, It's always important to be
different from the competition and, with
Innocent, the combination of ethics and
dever marketing is a recipe for success.

02 WORK-LIFE BALANCE

B: Oh, hello, Jennie. I'm fine. And you?

A: Fine thanks. How’s Fiona?

B: Oh, she's okay. She's got 2 new job.

A: Really? That's good.

B: Well yes, I suppose so, but I'm worried
she's working too hard.

A: Oh, dear. Does it involve long hours?

LISTENING SCRIPTS

B: Officially 40 hours, but she often works
late. We don't see her at home much.

A: What's she doing?

B: It's the same company - you know,
educational software — but she's regional
marketing manager for Latin America
now.

A: Sounds impressive. What doas it
imvolve?

B: Quite alot! Apart from being in charge

of the sales reps she also works on new

product development and the whole
marketing strategy of the company.

Does it mean a lot of travelling?

It seems to. At least a couple of tripsa

month.

I see.

[ don't mind that. If's the weekends that

cause problems.

Does she have to work weekends?

Not every weekend, but we can never

make plans.

: Oh, dear. How much holiday does

she get?

It's not bad. Three weeks a yaar. But

that's a long way off.

You're being a bit negative. Does

she enjoy it?

It's hard work, but I think she enjoys the

challenge.

But you're not very happy.

: I'm happy for her. The money's good and

it's great for her career, but there is a

downside.

Well, it's always difficult at the

beginning. Amyway, give her my regards,

Why don't we go for a drink sometime?

B: Olay, I will and yes, I'd like that.
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03 TELEPHONE TALK

& 1.04

A

A: Yas?

B: I'dlike to speak to Derek LaMotte, please.

A: Who?

B: Derek LaMotte. Is that ILM?

A: What number did you want?

B: 0837621882,

A: No, I'm afraid you've got the
wrong number.

T 105

B

You have one message from 903586759 at
18.20 on April 1s¢: Hi, it's Dave here ...

& 106

c

C! This s the BetaGuide directory service.
Donna speaking. Which city?

D: I'm calling from Portsmouth. Can you
give me the number of Budget Car
Rental, please?
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! Just one moment. | have three numbars.
: Oh. [ need to call them to report a
breakdown.

Olcay. It must be this one.

I think the number ...

: The number you require is 0453678234,
The number you require is 0453678234,

& 107
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F: UEN Systems. Janet speaking,

G: Momming. My name's Peter Bland from
Prassic SA. 1 arranged to meet Derek
LaMotte at a factory out here on the
Houghton Industrial Estate, but [ can’t
find it. Could you give me his mobile
number so I can ask him where it is?
Err, yes. Just one moment,

It's probably just around the corner.
It's 0766 349 3782.

I'm sorry. Could you say that again
more slowly?

0766 349 3782,

! Right. Got it. Thanks.

Bye.

Yeah. Goodbye.

& 1.08

E

Remember, you have the chance to win
£1,000. Ring now on 090 238 6980. I'll

repeat that for you. [f you know the answer,
phone us now on 090 238 6980,

& 1.09

A Interdir, can [ halp you?

B: Yes, please. I'd like some information
about a flight arriving from Munich.
Yes. Do you know what the flight
number is?

. The flight number? I'm not sure. | know
it leaves Mumich at 17.30.

Oh, yes, that's 1A 345,

: Yes, that's it. Could you tell me what
time it gets in?

Yes, the arrival time is 19.10.

: 19.10. Do you kmow if there's any delay?
Mo, the flight is on time.

Right, thank you very much.

You're welcome. Goodbye.

& 1.10
A

A Can[have extension 305, please?

B: I'mafraid the line is engaged. Will
you hold?

&1.11
B

gmom om@om

PopOEr Wp © @

A: Could Ijust check that? You need 50
units by Friday, and Mr Johansson can
contact you on 943 694 726,

B: Yes, that's correct.

A: Right, Mr Smith. I'll giva him the
message as soon as he's free,
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& 112

c

A: ...and it really isn't good enough.

B: Yes, Mr Wright. [ understand what
you're saying and [ apologize for the
error. As soon as Mr Downs is back I'll
ask him to get in contact with you I'm
really scrry about this.

A: Right, thank you. I realize it's not
your fault.

113

D

A: Could I have the sales department,
pleasa?

B: One moment, please. Just putting you
through now.

&1.14

E

A: Shonagh Clark speaking.

B: Hello, I'm phoning about your letter of
12th June.

A: Have you got a reference number,
please?

115

F

A: This is Jorgen Bode here. Could I speak
to Jean Simmons, please?

B: Oh, I'm sorry, Mr Bode, but Ms
Simmons isn't in the office right now.
Can [ ask her to call you back? Or [ can
contact her on her mobile if it's urgent.

& 116

A: Hello, could I speak to Barry White,
please?

Speaking. How can [ help you?

Hello, Mr White. My name is Schinidt,
from AMC Elevator.

Yes, 1 think I've heard of youw

I'm in charge of the customer support
department. I'm phoning to ask for an

estimate. It's for a service manual we're

preparing.
. Oh, yes. | don’t think we've done
anything for you before.
No, that's right. We're in the process of
updating all our manuals. If the price is
right, it will mean quite a lot of work.
I see. Well, could you give me the
details, then?
Yes, it's for a manual of just over
100 pages.
100 pages. Could you tell me what size?
It's in A5. We want to print 20,000. But
I'd like estimates for 10,000 and 30,000
as well.
Oleay, Is it in colour?
Mo, it's in black and white. Mainly text.
The cover is in colour, though. [ can put
it all on a memory stick for you. Is that
all right?
B: Yes, that would be perfact. Could I just

read my notes back?

A: Yes, go ahead.
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B: You want quotes for print runs of
10,000, 20,000 and 30,000 of an AS
100-page manual in black and white. The
cover is in colour and you'll ba supplying
the material on a memory stick.

: That's right.

: Would you like me to visit you with

some samples?

. Yes, okay.

: Would tomorrow morning suit you?

No, I'm out of the office tomorrow. How

about Friday? About ten o'dodk?

Friday ... the 16th ... at ten. That's fine.

Il bring the estimates with me and we

can discuss the details then.

Fine.

Oh, could you give me the address?

54 Eisemhower Lane North, Lombard

And your telephone number?

630953 3340.

630 953 3340. Right. Maybe you could

give me your email?

Yes, it's schmidt@amcelevator.com

Can I just check that? schmidt, at

amcelevator, dot, com.

Yes, that's right.

Oleay, then, Mr Schmidt. See you

on Friday.

Great. Goodbye for now.

Bye.

04 NETWORKING
&1.17

Conversation 1

Hello, do you mind if I join you?

Er, no, not at all.

How do you do? My nama's Rick

Van Looy.

Hi. Pleased to meet you. I'm Florent

Rondele.

Are you from around here, then?

Ho, but my company has a store in town.

Actually, [ live in France.

So, what do you do, Florent?

I'm in marketing. | work for a retail

company. We deal mainly in leisure

goods.

Do you mean sports equipment?

Well, both sports and casual wear.

Clothes, shoes, accessories, stuff like

that. We have stores in several countries.

A Sounds like a big operation. How many
stores have you got?

B: Nearly 50 in total. And what line of
business are youin, Rick?

f: Well, quite similar really. I'm a sales
manager for a large Dutch clothing firm,
Verweij Fashion - do you know it?

B! Yes, of course. Are you opening a store
here, then?

A Yes, we're looking at possible sites at the

moment.

Hmm. That can be a slow procass. Rick,

do you fancy something to drink?

Erm, yeah, thanks.

Come on, then. There's a table free over

there.
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Excuse me, does this belong to you?
Oh, thank you very much.
A It was onthe floor
B! Yes, 1was looking for it just now. [
wanted to finish this crossword. ['m
feeling a bit groggy, actually.
Yes, it’s a long flight.
. Isn't it? Hawe you got the time?
Vas, it's ... erm ... just after midnight.
S0, do we land soon?
Yes, in about half anhour.
Oh, good. Do you Imow Banghok?
Yes, [ live there, Is this your first
trip there?
£ Yes, it is actually.
% On business, [ suppose?
E: Yes, I'm visiting a supplier.
Oh, really? | wonder if [ ...

Do you know Jan Nowaclki?
Yes, isn't he Director of Business
Development at Pepsico in Europe?
Mot any longer. Now he’s the Public
Relations Manager at the National Bank
of Poland.
The National Bank of Poland, that’s
interesting. Do you have any contact
with him in your worl?
Mot really, but I occasionally play golf
with him.

£ What's he like?

AZ He's a nice guy. You'd like him.

05 INTERNET HISTORIES

1.20

With over one billion downloads, Angry
Birds™ is pethaps the largest mobile app
success so far. It has been praised for its
successful combination of addictive games,
humerous style, and low price. There

are versions of Angry Birds for personal
computers and games consoles, a marlet
for merchandise featuring its characters and
even long-term plans for a feature film or
telovision series. Here is its history.

In early 2009 a designer, Jaalkho lisalo,
presented the idea for a new game to his
colleagnes at Finnish computer game
developer, Rovio Enter tainment. The game
featured some angry-looking birds. They
liked the basic idea, but decided to give the
birds some pigs as an enemy because of an
outbreak of ‘swine flu’ at the dme. They
estimated the initial costs of developing the
game were €100,000. After a long period

of development, in December 2009, in
partnership with Chillingo, Rovio published
Angry Birds on Apple®s App Store. In
March 2010, Angry Birds achieved top-
selling app status on the USAs App Store,
where it stayed until October that year. Also
in March, they launched a version of the
game for Facebook. In October 2010, Rovio
released the first version of the game for
Android, and experienced more than one
million downleads in the first 24 hours and
two million in its first weekend. Throughout

2010, versions for other platforms appeared.
The company claimed revenues of over
$100,000 a month just for the advertising
on the free version of the game.

In December 2010, on the anniversary of

its first releaze, Rovio announced over 50
million downloads, including 12 million cn
Apple’s 105 devices and 10 million

on Android.

In April 2011, the UK Appy Awards named
Angry Birds as both the “Best Game App' and
App of the Year’. In May 2012, the different
versions of the game reached the one

billion downloads' marle. At the Electronic
Entertainment Expoin Los Angeles in

June 2012, Rovio and distribution partmer
Activision revealed plans to bring Angry
Birds and two of its spin-off games (the
Angry Birds Trilogy) to the PlayStation 3,
Hbox 360 and Nintendo 3DS systems, taliing
advantage of their unique features, such

as glasses-free 3D visuals. It's been quite a
success storyl

1.21

Howr old is the Internet? Different experts
suggest different dates. It depends on what
they understand the Internet to be.

We know that in 1965, the Advanced
Research Projects Agency (ARPA), under the
US Department of Defonce, began work on
a system to connect computers. They called
the project ARPANET.

On September 2nd, 1969, in a laboratory

at the University of California, Professor
Leonard Fleinrock connected the first two
machines. For many people, that day the
Internet was born. The next month they
sant the first message to a computer at
Stanford University.

By January 1970, ARPANET connected
computers in four American universities,
and by the following year there were 23 in
the system, connecting different universities
and research mstitutes. In 1973, Ray
Tomlinson sent the first email via ARPANET.
In the same year the Net went international,
connecting computers in England

and Norway.

The next step was to connect different
networks and to create an ‘nternetwork’. In
1974, Bob Kahn and Vincent Cerf invented
a software called TCP/IP that connectad
networks using different operating systems.
On January 1st, 1983, this software became
the universal langnage of the Internet —
many experts think that this event was the
real birth of the Internet because it made it
possible to link different networks in

one web.

More and more networks joined the system
and the number of connected computers
increased dramatically, from 10,000 in 1984
to 100,000 in 1987. By the early 1990s, the
network was accessible to anyone in the
world with a computer. In 1992, the number
of hosts reached 1,000,000,

In 1993, two programmers, Marc
Andreessen and Eric Bina, launched the first
version of Mosaic - the first graphics-based
browser of the type we all use today — which
made the Internet an easy means to browse
websites, get information and spread news.
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06 ORDERS

1.22
5-A-G, can L help you?
Yes, could I speak to John Bird?
I'm afraid he's not in the office right
now. Can [ take a massage?
Oh dearl It's an urgent order — we need
five hydraulic pumps by 22nd June.
Just a minute. Could you tell me your
name, please?
Yes, I'm sorry. It's Elena Moretti, from
Stern Hydraulics in Switzerland.
Right, I'll take down the details and
get John to contact you. Did you say
five units?
Yes, the referonce is 5G 94321,
8G 94321 - five units.
Yes, that'’s ight. But the important
thing is the delivery date — 22nd June.
[ don’t think that will be a problem.
Good, it's for a new customer.
[ see. Right, when John comes in, I'll tell
him immediately. Could you confirm the
order by email?
Yes, of course. Thanks very much.
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You're welcome. Goodbye.
Goodbye.

1.23

Could I speak to Elena Moretti, please?
Speaking, Is that John?

Yes. Hello, Elena. I'm just phoning back
about your order.

Yes, it's quite urgent; [ hopa you

can halp.

Don't worry. I've got all the details in
your email. No problem — we're happy
to help.

That’s good. [ was quite worried about it.
It should be fine. Can [ help you with
anything alsa?

No, thank you. | hope we get more
business from this customer.

ep®
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Yes, of course. Okay, ['1lbe in touch. Bye
for now.
Goodbye.

1.24

» 5-A-G, can [ help you?

+ Yes, this is Elena Moretti from Stern
Hydraulics. Could [ speak to John
Bird, please?

A: Oh, hello, Elena. I'm afraid John isn't

here at the moment. CanI take
a maessage?

B: Yes, he sent me an order confirmation
- the reference is DH0O10601 - but the
delivery date is wrong.

A: Oh, dear. Can you give me the details?

B: Yes, it says 7th July, but the agreed
delivery date was 22nd June. It's really
important.

A: 1 see. Well, I'll tell him as soon as he
comes in.

B: Thankyou. 'm not at all happy about
this. A lot depends on this order.

A: Right, Elena, leave it with me. I'm
terribly sorry about this.
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B: No, it’s not your fault. Just ask John to
phone me.

A Al right, then. Bye for now.

B: Goodbye.

125

A CidosCiclona, can I help you?

B: Yes, I'm phoning from Ballyclare, in

MNorthern Ireland. Could I spealk to Diego

Martin, please?

I'm afraid he's out of the office right

now. Can [ help you?

: Well, I sent him a text message and he

hasn't replied. It's really quite urgent.

Can you tell me what it's about?

. It's abit complicated to explain. Ineed a
copy of a certificate for customs. Maybe
he didn't get my message. Can Ijust
check his mobile - 07636 7463847

A Lot me check. Yes, that’s the right
number. Listen, why don't you send
the details to me by email and I'll send
you a copy of the certificate as an
attached pdf?

B: Yes, that's a good idea. What's your
email address?

A: Jim, that's J-I-M, dot, J-F-A, at
CidosCiclone, dot, net. CidosCidone is
all one word,

B: CanIjust check that? Jim, dot, JFA, at
CidosCiclone, dot, net.

A Yes, that's right.

B: Great. Il deal with the email straight
away. By the way, my name's David,
David Holmbrook. And you are, Jim ...7

A Kutz, Jim Kutz. Don't worry about
the certificate. You'll have it by this
afternoon.

B: Okay, thanks for your help.

A You're welcome. Bye,

& 1.26

A: Have wa got the details of the order
from David Holmbroolk?

. Mo, but don't worry, I'll ring him now.

I tried - there's no answer.

Well, I'll send hitn an email, then.

You can'’t - our server is down.

Never mind - I'll send him a fax.

I don't think he has a fax machine.

Well, in that case, I'll write him a lecter

before [ leave the office.

Oh, come on, that will take far too long.

So, wa'll fly out to see him!

Oh, that's a bit axpensive ...

07 HOTELS

& 1.27

A: Hello, My connecting flight, [B621,
was delayed so ['ve missed the flight to
Caracas.

Yes, sir. I'm sorry about that. You're
booked on the next flight.

Yes, but it's not until 11 tonight, right?
Yes. I'm afraid there's nothing before.

That's nearly eight hours to wait. Can
you recommend a hotel I could ory?

w 2
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B: You could try the Travel Inn. It's not far

A: Thanks. I really need somewhere o
sleep.

B: Would you like me to phone for you, sir?

A: No, that's okay. [ need to stretch my legs
anyway. Thanks very much.

& 1.28

A: Good afterncon.

B: Good afterncon. Do you have any rooms
available?

A: Yes, sir. Is it just for tonight?

B: Yes, Well, actually I have a flight ar 11
this evening so T'll check out in a few
hours. [ really need to get some sleep.
Is it possible to pay for a room by the
hour? | mean, do you have any reduced
rates or anything?

A: Err ... no, sir. 'm afraid not. Thave to

charge you for the whole night. I'm

sorry, but that's the hotel policy.

Well, never mind. I'll take i aryway.

. Olay, could I see your passport please?

And I'll need a credit card.

. Yes, of course. Here you are.

: Would you like anything sent up to

your room?

: Yes, please. I'd like a tomato and cheese
sandwich and a sparkling water. Oh,
and I need to send some emails. Is there
Internet access available?

A: Yes, of course. You can pick up the hotel

Wi-Fi in every room. And I'll have the

® 2@ 2@

A: You're welcome. Have a good stay.

¥ 1.29

Room service. My name is Johan. Can 1
halp you?

* Yes, this is room 301. Could I have an
early morning call, please?

: Certainly, sir. What time would you like
the call?

: At half past six.

6.30. No problem. Would you like
breakfast sent up to your room?

No, thanks. I'll have it in the dining
room.

The dining room doesn't open for
breakfast unl 7.30.

Oh, in that case | will have it in my
room. Just coffee and a aoissant.
Coffee and a croissant. Anything else?
Na, that's all.

Oleay. Good night, sir.

: Thank you. Good night.

08 TELLING STORIES

&1.30

. Look at that car!

Yes, very nice. It's a Porsche 911.

Did ] ever tell you about the time T had a
ride in a Porsche?

No, I don't think so.

It was when [ was a student. ITwas
hitchhiking in Europe and a manin a
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Porsche stopped. He took me all the
way across Ausiria. We went about 220
kilometres an hour all the way.

B: What about the police?

A: Well, they stopped us about four times,
but this chap just showed some identity
card and they waved us on.

B! Was he someone important, then?

A: T don't know, [ didn't ask. I suppose he
was some sort of high-ranking official.
Anyway, it was the fastest ['ve ever been
ina car.

& 1.31

¥

4 Yes, that was a long time ago. It was
while I was living in Italy. I had this
apartment in the centre of Milan ...

b I can remember what happened. It was
before | started working here. I was
working on a temporary basis ...

€ No, it wasn't until much later. It
was after I left university. I'd got my
degree ...

d  Oh, yes, that reminds me. Tt was when
[ was worldng at ICL. I wasin the
marketing department ...

@ ['had more time in those days. [t was
before [ got married. In fact, I hadn't
even met Mary ...

T The timing was awful. [t was just after
my children were born. And there [
was without ...

£ I'djust arrived in London. I was looking
for a job. | bought the paper every day ...

' Yes, I'was still studyimg at the time. I'was
doing my Masters in the States. At the
Harvard Business School, m fact ...

| Twas 19.1 was studying at Cambridge.
Things weren't going very well ...

| No, it was with a different set-up. I was
waorking for a small company north of
here. One day the boss walleed into ...

I Iwas having a gap year after university.
[ was travelling through Asia. I'd just
arrived in Ho Chi Minh City and ...

| It happened last March. I was staying at
the Continental Hotel in Prague. Lovely
hotel, [ recommend it.

& 1.32
1 A: Did you ever hitchhile when you
were a student?
B: Yes, but it was a long time ago, and
I hated waiting in the rain, so0 if I
could, | took a train ...
. Hava you ever had a car accident?
£ No, I'm glad to say, but I nearly had
one this moming! [ pulled out and
didn't see a motorbike. It was too
close for comfort.
Have you ever been to Rome?
B: No, but I'd love to see the Coliseum
one day. [ once spent a fow days in
the north of Italy.
Hawe you ever lost any money on the
stock exchange?
B: No and I've never made any either. [
don't own any shares now.
. Did you ever fail an exam at school?



Mot at school, but [ did at university.

Actually I arrived late and they

didn't even let me tale it. It was a

disastar.

Hawe you ever been camping?

Yosg, lots of times. Actually we

bought a camper van last year. We

go somewhere most weekends.

Hawe you ever played a video game

in 3D?

I didn’t know you could. I've seen

films with it though. I don't like

having to wear those special glasses

much.

Hawe you ever done anything illegal?
B: Not unless you count speading

and parking fines. Unless ['ve just

forgotten something elsal

09 SPIRIT OF ENTERPRISE
1.33

A: ... next on today’s programme we talk
to David (' Brian about his new book on
entrapreneurial success The Sky is the
Limit. So David, are entrepreneurs born
or created?

B: Well, I think they're basically born,
but obvicusly for an enterprise tobe a
success there are certain key business
gkills which have to be learnt. Business
studies courses provide an opportunity
for the potential entrepreneur to get the
skills without taking any risks while they
do it. [n other words, they can learn from
the mistakes and experience of others.

Az So you don’t think the classic MBA
course does any harm?

B: Mo, not at all, but on the other hand
an MBA is probably more important
when you want to get a job working for
someone else and not set up your own
business.

A: Tell us about some of the people you
feature in the bool.

B: Well, Mike Clare, the founder of the
bed shop chain, Dreams, and Michael
Welch, the sntrepreneur behind car tyre
distributor, Blackcircles.com, are both
good examples of people who started
worl when they left school. They first
picked up knowledge and skills while they
worled for someone alse, but each kmew
that his real mission in life was to be an
entreprensuy — to sef up a business, take
risks and make a lot of money.
A: Apart from their first names, do they
have anything else in common?
B: Well, Welch started his business when
hewas a lot younger, but actually they
do have certain things in commeon. For
example, both have made customer
service a major selling point. This
sounds obvious, but bad customer
service is often the reason why
businesses fail. Both businesses rely on
efficient distribution and they've been
successful at building up their networks.
Surely there is more to it than that?
Weall yes, of course. They both saw an
opportunity in a market where they felt
they could do something better than

mEe

the competition and had the confidence
to take a risk. There is always a certain
amount of luck involwed, but the other
thing [ think they have in common is

a capacity for hard work. They have
worked incredibly hard to get where
they are today.

1.34

Inditex is a global fashion retailer with
headquarters in Arteixo, Spain. [t owns
several retailers, including its flagship

store, Zara. The multinational company has
over 5,000 stores worldwide with 120,000
employeas. The origins of Inditex go back to
1963 when Amancio Ortega Gaona started
his caroer as a dothing manufacturer,
Business was good for the young Spaniard,
with several factories opening in the next
decade. Finally, in 1975, the first Zara
opened its doors in downtown La Corufia in
Galiria, Spain.

From the start, Ortega wanted to make
affordable and fashionable clothes, and this
has remained at the core of Zara’s business
model. There ave four key factors which are
ceniral to the company’s business process
and which have contributed to the huge
success of this dothing chain, The first is
turnover. In order toleep up with the latest
fashions, Zara clothing has a very short
shelf life. While competitors such as H&M
and The Gap may be restricted to seasonal
fashion trends, Zara's stock changes
regularly in order to meet customer needs.
With 60% of production taling place in
Arteivo, that demand can be met quickdy
and effidently.

The next two factors are variety and
quantity, which are just as important as each
other. The company makes small batches of
each product, which remowves the expense

of large storage warehouses and ensures
that stock can be sold at full price — sales
rarely happen in Zara stoves. Finally, Zara
prides itself on communication with its
end-users and has invested in an IT system
which can track purchases from store to
store and maintain contact with in-house
manageys who get feedback directly from the
cusfomer.

The customer remained central to Inditex's
business philosophy throughout its
expansion in the 1990s and 2000s. During
this time it created and acquired additional
retailers such as Pull & Bear, Massimo Dutt,
Bershka, Stradivarius, Oysho, Zara Home
and Utergiie. Under the watchful eye of
Ortega and current CEQ Pablo Isla, Inditex's
sales for 2012 ware an astounding €13.79
billicn. The only question now is, what next?
The obvious next step would be to continue
with international expansion; regions such
as the Middle East, Asia and South and
Morth America are all potential growth
markets for Inditex. However, what they
gain in profit may be lost by high operating
costs and increased competition, and the
Inditex system and brand could become
diluted. One option is to raise the company’s
online presence, which offers the freedom to
expand without the financial burden.

One thing is for certain: Inditexisa
company which is constantly moving
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forward, and always looking for new
opportunities and ways to grow. [t seems
inevitable that the company will continue
to expand and, with Zara leading the “fast
fashion' movement and appearing on more
and more high streets across the world,
Inditex will be a retail powerhouse long
into the finura,

10 STRESSED TO THE LIMIT
1.35

Interview 1

A: According to statistics, around 75% of
all visits to the doctor are the result of
work-related stress. Do you think you
suffer from stress? That's the question
we're asking in the streets of Edinburgh.
Excuse me, I'm from the radio
programme Work Today. Wa're doing

a survey on stress. Would you mind
answering some questions?

Eh, well, actually, I'm in a bit of a hurry,
but ... erm ... go on, then.

Thank you. What's your job?

I'm an accountant.

Do you suffer from stress in your work?
Eh, yes, [ do, I think.

What symptoms do you notice?

Erm, I get alot of headaches and I sleep
vary badly.

And what causes your stress?

It's my boss. He's a real ... well, let’s just
say he doasn't exactly male life aasy. He
always wants things done for yesterday.
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Thank you very much.
1.36

Interview 2

A: ... and what do you do?

C: Iwork ina shop.

A: Do you suffer from stress?

C: Mo, not at worly, I don't. I find being at
home more stressful.

A: Why's that?

C: Well, I've got three children and my

mother’s ill. She lives with us. And my

husband ... well, he doesn’t help much.

And do you have any physical

symptoms?

Well, [ get a bit on edge at times and

then I get this horrible rash on my neck.

So, stress is a problem in your life.

Yes, definitely.

1.37

Interview 3

A: ... and you, sir. Do you suffer from
stress?

Well, to tell the truth, I'm off work at the
moment because of it.

Beally, what do you do?

I'm a teacher. I work with teenagers and
[ don't know why, but every year they
seem fo get worse.

Yes, that does sound stressful.
Everyone thinks teaching's an easy
option because of the holidays, but

you get to a point wherse you just can't
handle it any longer. You lose control.

er o =

exr @

=

LISTENING SCRIPTS 151



A: Well, I hope things get better for you.

D: Thanks, but I think that basically the
solution is probably to change jobs.
Fortunately, I'm still young encugh
to do that.

A: Right. Good luck, then.

1.38

Interview 4

Can [ ask you if you suffer from stress?

Who? Me? No, not at all. I don’t

understand what it is, really.

Andwhat do you do for a living?

I'm a self-employed architect. [ worl

for myself.

I see, and what's your secrat?

I'm sorry?

I'mean, how do you avoid getting

stressad?

I think it's all down to a philosophy of

life. [ just take each day as it comes. [

don't worry about things. What I say

iz that if you've got a problem, solve

it. And if you can’t because there’s no

solution, there’s no point in worrying

because that won't help.

Az So, you think avoiding stress is to do
with mental attitude, not what you do?

E: Yes, that's basicallyit.

Az Well, thanks very much.

E: Notatall

1

1 TOP JOBS

2.01

In July 2012, Marcos Galperin, founder and
CEQ of MercadoLibre, was named as an
‘Ernst and Young World Entrepreneur of the
Yoear’. His company is the world's
second-largest online auction site. Since
September 2001, it has been a partner
company of the US aucdoneey, eBay™, which
acquirad 19.5% of MercadoLibre in exchange
for its Brazilian subsidiary, Ibazar.com.br.
Galperin grew up in Buenos Aires, but

went to college in the United States. After
graduating, he retuwrned home and worked
for three and a half years at the largest oil
company in Argentina. He then went badk to
the United States to do an MBA at Stanford.
While Galperin was there, he pitched his
ideas for an Internet company to John
Muse, the founder of a private equity fund.
Muse thought the ideas showed potental
and agreed to invest.

Galperin has known the co-founder of
MercadoLibre, Harman Kazar, since they

were students together at Stanford. In

fact, after creating the business plan and
securing financing, Galperin recruited soveral
classmates there to help manage the business.
Since its creationin 1999, MercadoLibre has
grown dramatically to become the largest
orline cormmerce platform in Latin America,
with sites across nine countries, inchading
Brazil Avgentina and Mexico.

Back in the 1990s there were many

start-up companies trying to become the
Latin American eBay. Galperin was different
to the others in that he focused more on IT
and the platform and less on marketing or
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PR. As a result, his company flourished while
the rest went banlkrupt. Following the rise

of smartphones and tablet computers, it
modified its original technology so it could
run its services on mobile devices and allow
external developers to build applications.

Company sales grew 37% between 2007

and 2011, and MercadoLibre is the eighth
highest-ranked retail site for traffic in the
world. During 2011, there were almost 53
million products sold, an increase of 35%
from 2010. Every month the company
manages more than 1.2 million transactions,
atrracting 750,000 buyers, and business has
more than doubled every year for the last five
years.

2.02

Good morning. Could I speak to Petar

Davis, please?

Spealing.

Oh, hello, My Dawis. My name is John

Lindsay.

What can I do for you, Mr Lindsay?

It's more a case of what [ can do for you

... Brm, how long have you worked for

Blueprint International, Mr Davis?

For abowut six years. Why do you ask?

And before that you worked for Navigate

for three years?

B: Yes, Ijoined them as a trainee manager
when [ left university. But ... what is this
about?

A: And you were made head of the
International Division a year ago. How's
it going?

B: Very well, thank you. Now, could you tall
me what youwant, Mr Lindsay?

A: Td Bke to talk to you about an extremsly
interesting career opportunity. [ work
for People Search, the management
consultants. We've been approached by
a client who's looking for someone with
just your profassional profile.

B: Oh,Isee. Sothat's what it’s about.
Listen, Mr Lindsay, ['m really quite
busy and ...

A: Yes, Iunderstand that, but you should

lmow I'm talking about a considerable

salary increase. You've been married

for a couple of years now and recently

became a father, [ believe.

What's that got to do with it?

Well, think about your family and

the financial possibilities of an

advantageous career move at this

moment in your life. I think you should
at least talk to me.

B: Erm, well, I suppose so. What's the name

of the company?
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A: Td rather not say over the phone.
Perhaps we could meet to discuss things
further?

B: I'mnot sure I'm that interested ...
Blueprint International have been very
good to ma,

A: Oh, come on, Peterl What are the real
prospects in your present post? You've
got as far as you can in Blueprint. Do
you want to be in the same place ten

PR

years from now? At least find the time to
talk to us.

: I'd ke to think about it. Can I phone

you back?

No, I'd prefer to phone you back myself
in a couple of days. In the meantime,
thinlk about what I've said. A more
stimulating work situation, not to
mention a considerable rise in salary ...
Talk it over with your wife.

Fair enough.

Oh, and one more thing, Peter. I'd
appraciate it if you didn't mention this
call to anyone in your company, olay?

: Yes, yes, all right. So, you'll call me,

then?

That’s right. In a couple of days. We'll
arrange a meeting somewhere. Bye for
now, then.

. Bye.

Bxcuse me, ave you here for the ITM

conference?

Yes, that's right.

Me too. Do you know where to register?
[ think it's over there.

Oh, yes, right. I'm Paulo, by the way.
Hello, Paulo, I'm Kate. Let’s go and
registor.

C! Phew! Is it me, or is it boiling in here?

Yes, they always seem to have the
heating on full.

So, it's not your first time?
No, it’s my fourth time here,

. Oh, right, so you're an old hand. I'm

Boris.

[ David. Pleased to meet you.

s
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[s it my mobile phone, or is there some
problem with coverage hare?

Oh, hang on. No, mine seems to be
working ckay.

E: Typical - flat batteries and nowhere to

charge up.

Can I lend you mine?

Oh, that's very kind, but [ was expecting
a call on this number.

[ see.

My name's Nadine, by the way. From
Xanadu Electronics.

Pleased to meet you. I'm Milo.

Excuse me, do you lmow anything about
this speaker?

No, I'm sorry, [ don't.

[ can't find my programme notes.

Oh, here. Borrow mine.



G:

H.

Thanks. By the way, 'm Bill Smart from
Silicon Technologies.

Right, how do you do? I'm Kazuo
Yamada from Lexico.

& 2.07

A

Excuse me. Would you mind if Thad a
quick look at your newspaper?

B Er, no, go ahead. I've finished with it.
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There's just something I want to
chack out.

No problem. Take your time.

Thanks. By the way, my name's Allan.
Mice to meet you.

Hera's your paper then. Thanks

very much.

Don't mention it.

I'm glad to say we won.

Sorry?

The football results.

Oh, I see.

1 think I'll have a coffee. Can [ get you
something? If you don't have anything
else to do, that is,

¢ T'wasjust about to go, actually, but ...

yes, why not, ... Al I think you said your
name was?

: Allan, Allan Villas.
R

(e

2.08

. I'm Sean, Sean O'Malley.
. Plaased to meet you, Sean. Can I get you

something?

. Acoffes, please.

Right. Two coffees, please.

Right, si.

So, Allan, where are you from?

Wall, | was born in Lithuania, but T've
lived in Germany most of my life. Are
you from here?

. Yes. What do you think of Belfast?

Well, I've only just arrived today and
it's my first visit, but it seemns vary nice.
Lots of character.

Ara you here on business?

Yes, that's right. | have a meeting
tomorrow. I'm a bit nervous about it.

. I'msure it'll go all right. How long are

you staying?

¢ Just a couple of days. I go badcon

Thursday morning. [ was just looking at
your paper to see how Bayern Munich
did yesterday. Do you like foothall?

¢ Ifit's a good match, but I'm not that

keen. Actually, 1 prefer golf myself.
Do you mean you play golf?

! That's right.

[ play myself, but not very seriously. I
find it relaxing though.

: Yes so do [, I love spending ... Oh, well,

Allan, it's getting late. I have to be off.
Thanks for the drink, and good luck with
your meefing.

Right, it was nice talking to you.

. It was nice talking to you too. Cheerio,

then.
Bye.

13 AIR TRAVEL
& 209

Conversation 1

A: Good morning. Is this where I chack in
for flight RA 2647

B: Yes. Can you give me your reference
number, please?

A: I'm afraid I've lost the paper [ had it on,
but hera's my passport.

B: I'm sorry, but if you haven't got the
reference number, [ can'’t check you in,
You'll have to go to the main desk over
thare. They'll give it to you.

A: But can't you look it up? You've got
my name.

B: I'm afraid not, Sir.

A: Dol have to queue up agan?

B: No.Just come to the front.

A: Obay.

B: Next, please.

-
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Conversation 2

Can I have your reference number and
passport, please?

Hara you are,

You've just got one suitcase to check in?
Yas, this one.

I'm afraid it's over 15 kilos. You'll have
to pay excess baggage.

It's only just over, isn't k7

Actually it's 17 ldlos.

Are you sure? How much will it cost me?
1t'll be £30, but you have to pay over
there at the main desk.

What, over there? There's a really long
queuns. Can't | pay here?

No, I'm sorry. But come straight to the
front when you come back.

B: Olay. Thanks.

& 211

Book as early as possible - within three
waaks of the flight. With an early booking
you can choose the seat you want. Howaver,
if you book menths in advance, you'll be too
early for a seat assignment.

If you use a travel agent, make sure they
have a record of your seating preferences —
aisle or window. Tell them you want to sit
dose to the front. If you sit at the front,
you'll get on and off the plane faster.

When you receive your ticket and boarding
pass or e-ticket confirmation, check the seat
assignment. Mistakes happen. If you have
time, cross reference with the airline seating
chart.

[f you ave unable to confirm a seat, be sure
to get to the airport early — at least 45 to 60
minutes before the fight.

If you do have an assignment for your
preferred seat, don't check in too late.
Those few minutes reading magazines at
the newsstand can translate into hours of
discomfort in the air.

Fmally, the gate check-in attendant can be
your best friend. Ask politely if thereisa
better seat available. Saying that you are
daustrophobic might not hurt, but don’t
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feign an illness or say you're pregnant if
you're not. There's no point in fesling guilcy
the entire flight.

If, in spite of your best efforts, you end up
with the middle seat, here are some tips

to cope:

1f you are late boarding and have your choice
of middle seats, go for the one up front near
the exit.

Check out the aisle and window passengers.
Do they look like they will be self-contained
and giva you plenty of room? Observe their
body language and trust your instincts.
Capture as much personal space as you can
right away. Dominate the two armrests. This
will force your seatmates fo give you more
space. Be polite, but establish your territory.
After all, they have ‘personal space’ on either
side.

Don't work on your laptop during the

flight. A cramped space becomes even more
daustrophobic when you bring out the
hardware. And don't try to read a newspaper.
Stick to small paperbacks.

Although it is important to keep hydrated
in the air, don't drink water by the gallon. If
you climb over seatmates repeatedly to get
to the bathroom, they’ll get annoyed.

Get up once during the flight to stretch
your lags, even if you don’t have to use the
restroom. This time away will allow your
companions to move around as well and
refrash che whole row.

& 212

A: If1 order 100 units, will you give me a
price of 5.5 euros?

B: No, I'm sorry. | can't do that. On 150
units I'll give you a price of six euros.

A: Six euros. And what about payment?

B: Payment is within 60 days.

A: [f we pay within 30 days, will you lower
tha price?

B: Il go down to 5.5 euros if you order 200
units or more. That's my best offer.

A: Wall, what about the guarantee?

14 HIRING AND FIRING

& 213

Speaker 1

1 think that these days you have to really sell
yourself. Certainly this is what employers
expect in the USA. You should show them
how great and self-confident you are.
Modesty isn't going to get you anywhere and
no one is going to mind if you exaggerate

a bit and dress things up to sound more
impressive. Make the potential employer
feel that, although this is the job you always
wanted and of course you are the ideal
person for it, if they don't snap you up,
someona else will. So, they had better hire
you bafore thay lose the chanca.

214

Speaker 2

It's not often that qualifications and
experience totally match up to an advertised
post, so it’s preferable to emphasize other
qualities, like your willingness to learn and
the fact that you work hard. In fact, you
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should be careful not to give the impression
you are overqualified for the job. [ think

that employers are often more interested

in things like loyalty and ability to fit in. A
high-flier who knows too much can create a
bad working atmosphere and break a team.
Personally, [ want the employer to think that
1 am going to be easy to work with and won't
create foo many waves.

& 215

Speaker 3

Mo one likes a ‘big head' but, on the other
hand, don't be falsely modest either.
Basically, your qualifications and erpuimce
tell their own story, so you're not going to
impress anyone by adding a lot of adjectives
like ‘axcellent” and ‘outstanding’ to your

CV. Usually this will make an experienced
recruitment officer suspicious. It doesn't
hurt to ackmowledge one or two weaknesses
either — areas that you would like to improve
and you want a chance to develop. Above all,
be honest, because if you exaggerate or lie,
in the end someone is going to catch you out
and you'll end up looking stupid.

& 216

Speaker 4

Peopla’s motivations interast employers, [f
youwant to work for a specific company,

tell them why, especially if you are changing
jobs. Valid reasons would be that you are
frustrated by the limitations of your present
post, or that you can't fulfil the potential

of your background and education. Don't
whine, though, and don't blama your current
employers: you've learnt a lot with them,
but it's ime to move on. Tell potential
employers that you have a lot to offer, and
all you need is an opportunity to show it. If
someone gives you a break, they won't

be dnappomted..

217

A Right, shall we make a start? My
name is Philip Rickett. | work in the
human resources department and I'm
responsible for recruitment.

. Pleased to meet you.

Did you find us all right?

: Yes, the map you sent me was very clear.

Good. Now, this is just a preliminary

interview to check out some decails. 1f

you're successful, you'll go on to a more

in-depth interview this afternoon. [s

that all right?

+ Yes, [ don't have to ba back at work unil

tomorrow morning, so as long as [ have

time to drive back this evening,

that's fime.

Do your present employars know

where you are?

: No. I asked for a day's unpaid leave for

personal reasons. I didn't say why.

What don't you like about your current

position?

B: Actually, there are a lot of things [ do
like about it, but no job is perfect. 1
think [ am ready for more responsibility
and when I saw your advert, [ thought [
should apply.
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A: You kmow this job is a managerial
position. How muoch managerial
experience do you have? It's not very
clear from your CV.

Well, in oy present job I'ma

management team coordinator.

: Yes. Does that mean you're the leader of

the team?

Mot exactly. | assist the general manager

in running the department.

Oh, [ see. Are you a kind of personal

assistant?

No, | think it's a bit more than that ...

But are you a manager?

[ suppose not.

It says in your CV that in your previous

position you were an ‘SPC professional’.

What exactly does that mean? Is Sales

Productivity Centre basically a sales

department?

B: Yes, we provided backup for 20
salespeople from different sectors of the
COTRpPany.

A: Are you saying you were directly
involved in sales?

B: No, it was more about providing
support to help drive sales and increase
productivity.

A: [see. So, what sort of work did the job
involve?

B: I'dsay it was a position that required

a lot of time management slills and

prioritizing of tasks. It gave me alot of

insight into the sales process.

Can you be a bit more specific, please?

Well, to be homest, some of the work

was secretarial, but [ am applying for

your post because 'm capable of doing
far more. I'd like more responsibility
and to be able to use my studies and my
languages.

A: Yes, your English is chviously excellent
and you speak Spanish. [s your Spanish
as pood as your English?

B: Yes,icsmotbad

A: Could you tell me about your degree
course ... in Spanish?

B: I'm sorry? Oh, I beg your pardon ... Well,
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Ineed a little time to think ... Let's see ...

15 TIME

o218

Hello.

Hello, is that Domingo?

Yes, speaking.

Hi, this is Joe. Look, I need you to tell

me something about the new database.

We're worried because it's behind

schedule. What's the situation?

A: Well, yes, I'm sorry about the delay but
there have bean some problems with
the application.

B: lappreciate that, but the system was
supposed to be online last October.
You didn't meet the deadline and it's
now February. My boss is getting a bit
nervous. Andsoam L

A: Olay, okay. But you modified the
requirements and the old system is not

oroe

compatible with the new design. That
means we have a different time frame.

B: What do you mean? How long is it going
to take?

A: We need to make sure that migrating
the data from the old database is going
to go smoothly. We don't want to lose
anything important. And then there are
the security issues, but | think we should
be ready by October.

B: 1don't understand. Are you saying that

the schedule for all this is now next

October?

Yeah. It shouldn’t take longer than that.

You're joking,

No, I'm not actually. It really is much

more complicated than anyone

anticipated.

B: Canyou guarantee that you're giving us
priority on this? Will it be on time?

A: Yeah, sure, you'ra at the top of the list.

B: Obkay. Listen, is Jorgen there? I'd like to
speak to him.

A: Hangon, I'll see if he's available.

& 219
Conversation 1

A: Where are you going?
1 Well, I've finished everything I had to do
so I'm going to leave aarly.

B
A: What about the sales predictions for
B

rE®

next month?

: Oh, I'd forgotten about that. I'll start on
them tomorrow first thing, 've arranged
to meet someone at five.

& 220

Conversation 2

C: Have you planned Mr Logan's visit?
What about lunch tomorrow?

D: I'm going to take him to The Redwing,.

C: 1seem to remember he's a vegetarian.

D: Ishe? In that case, I'll phone to chedk
they have a vegetarian menu.

& 221

Conversation 3

E: Iseverything confirmed for your trip to
San Sebastidn?

Yes, the plane goes to Bilbao. I'm going
to take the train from there.

No, don't do that - it takes forever. The
bus is much fastaer.

s 1t? Well, Il take the bus, then.

2222

Good afternoon. The subject of my
presentation today is “The Myth of Time
Management’. There are thousands of books
and online courses on the market which are
designed to help people ba bettar managers
of their time. They all suggest tachniques
for using our time more efficiently. They
recommend making ‘to do’ lists, prioritizing
and not answering the phona as ways to
make us more time efficient. But do these
techniques really work?

They say that ime is monay, but time is

not like other resources which we manage,
such as materials and machines. Use of time

om0



depends to a large extent on personality

and attitude, but also factors outside our
control. Sometimes we can change our own
behaviour, but time managemant really
depends on changing the behaviour of the
people around us and the demands they
make on our time. This is always difficult and
often impossible. As a result, youcan be a
very efficient user of your time - disciplined,
organized and choosing the right moment
to do vital tasks, yet still feel stressed and
overworked. In fact, in many cases this is
simply because you are being asked to do
more than is possible in the dme available.
The reality is that our use of time is usually
about maling choices that we don't in fact
have. One of the recommended techniques is
to close your door at certain times, or leave
your voicemail to deal with calls. That's all
very well, but if interruptions and dealing
with unpredictable human problems are part
of your worle, then those techniques don't
help very much.

Another time-management technique is to
analyze what you are doing and decide if it is
important or not. Well, I think most people
of average intelligence can normally see the
difference betwaen activity which is useful
and activity which is a waste of time. Unless
they dislilte their job or their amployer, thay
will do useful things in their work time.
Time management may work with jobs with
very defined tasks, where procedures and
processes are very clear. Machine operators,
for example, don't have to worry much
about managing their ime because the

pace of work is imposed from outside. On
the other hand, if you are faced with a cask
which involves areativity or problem-solving,
how exactly to perform the task may not be
clear. It could also be that you are in a job
where you lack either the necessary skills

or appropriate training to carry out your
duties.

We have to remember that there will always
be more work than time. This is what keeps
us employed. How effectively you use

your time is a question of ability, training
and proper planning. But above all, itis
about having a positive attitude towards
your work, combined with reasonable
expectations about how much you can do.

16 GETTING THINGS DONE
& 223

Conversation 1

Oh, look outsidal

What's up?

I've got to go to the Post Office to pick

something up and it's raining. Could you
lend me your umbrella?

B: Of course. As long as you don't lose it.
A: Oh, right. Don't worry, I'won't,

& 224

Conversation 2

't Gert, [ have a meeting with an agent
this afterncon, and they're decorating
my office.

D: Lucky you

o

! The thing is that | need somewhere quiet
where we won't be mterrupted. Could I
use your office?

[ Al right, as long as it's free by four. ['ve
got a meeting myself.

C: Don't worry, it won't take that long.

& 225

. Richard, [ wonder if I could ask youa

favour?

Depends what it is.

I've got o go over to the warchouse to

do something, and [ haven't got my car.

Would you lend me yours?

No way!

What?

I never lend my carl In any case, where's

your car?

A: It'sinthe garage. Eh, T had a little
accdent.

B! Andyou expect me to trust you with
mine?

A: It's just a minor scratch. Oh, don't
waorry. I'll think of something else.

& 2.26

/. Sandra, we need someone to answer the
phone from 2,00 till 4.00 while Julia is
off sick. Could you do it?

B From 2.00 to 4.007 It's not my hours.

A% Iknow, but you can take the time later
omL

B It'snot the time. I'll have to get someone
to pick the ldds up from school. Isn't
there anyone else?

A: No, there isn't. Lok, I know it's
inconvenient, but [ can’t think of any
other solution.

B Well, can't we just put the answering
machine on for a couple of hours?

A: Not really. It creates such a bad
mmpression. Listen, I'd do it myself, but
I've got to be somewhere else.

B: I'm sure you would, but it's not my
problem, is?

A No, it isn't, and obviously I can't force
you to do it, but ...

B: But?

A: ... but on the other hand, if you do it, Tll
see it as a personal favour.

B: Isee.]ldon't really have much choice, do
I? | hope it's just this time ...

Al Yes, in principle, yes. But you never
kmow. Your contract is up for renewal
next month. Enough said?

B! Yeah, enough said.
& 227

Conversation 1

A Good afternoon, sir.

H: Hello. I'm on flight IB 603. [ was
wondering if there's any chance of an
upgrade to business class?

A Well, I don't know. It depends how
crowded the flight is.

H: Yes, I quite understand, but I'd really
appreciate it if you could have a look.
I don't mind paying the exira. It's just
that I've had a really hard day and it'd be
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raally nice to have a bit more space
and comfort.

Just a minute, sir.

I'm sorry to put you to any trouble.
No, that's okay. Oh, yes, there’s lots of
space in businass class. | think we can
do it.

Oh, fantastic. How much is that?
That's all right, sir. Don't worry.

Oh, thank you ever so much.

You're welcome. Have a good flight.
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yaversation 2

Good evening, sir,

Look, I'm not at all happy with the room
you've given me. It's on the wrong side
of the hotel. It faces onto the road and
it's far too noisy.

I'm sorry, sir. No one has ever said
anything before.

[ can’t believe that. Ara you going to
change 7

. Idom't think I can, sir, We're a bit full

tonight.

. Look, I'm really tired, and the last thing

[ want to do is argue about my room. If
you don't change it, I'll tell my company
not to use this hotel again,

I'm sorry. Thera's no other room
available.

Oh, come on.

There's nothing | can do.

What about some sort of discount,
then?

I'm afraid I'm not authorized to offera
discount on your room.

S0, L have to pay the full price for a noisy
room. Great!

Sir, if youwant, [ can call you a taxi...

17 OFFICE GOSSIP
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2.29
Hi Quin. How's it going?
Trixy! Where have you been?
T had a few days’ holiday owing to me.
Go anywhere interesting?
I wish! No, [ went up north to stay with
my parents.
So, you haven't heard the news.
What news?
About the ‘restructuring’,
What restructuring?
They want to reorganize marketing
and sales.
Nol Really? 1s it official?
Wo, but somebody overheard Gary

talking to one of the management
consultants.

What did he say?

Apparently he said that we were
overstaffed in some areas.

Never!

Yes, this consultant told him they would
have to let some people go.

But that's awful.
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Yes, Gary asked him how many people it
involved.

And what did he say?

He said it depended on individual
performance and attitude.

Does that indude Maureen?

What do you mean?

Weall, you lmow what they say about her
and Gary.

Goon ...

I'm not saying who, but someone told
me he often sees them in the Café

An Lait.

That little café on Oxford Road?
That's right.

Weall I never! The other day he asked
her if she would stay behind to work
on a report.

There you are, then. There’s no smoke
without fire.

Listen, don't tell anyone I told you.

Mow, come on, Quin, you lkmow me
better than that.

Back to worlk, then.
Right. Catch you later.
Bye.

2.30

Conversation 1

A

A

Jeff, have you finished last month’s
production figures?

Wo, Jane, P'm sorry. Can [ give them to
you this afternoon?

It’s no good being sorry. Thera's always
some excuse, [f they're not on my desk
by 4 o'dock, I'll have to speak to

Mr Bradley.

. Yes, Jane.T'll start straight away.

2.31

Conversation 2

C:
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David, have you got a minuta? Therae's
something I want to discuss with you ...
in my office.

What's it aboumt?

Oh, well, we're missing a laptop
computer from the store.

What has that got to do with me?

Well, you are the only other person with
a key to the store and ...

2.32

Conversation 3

E
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 Marie, the figures you need are ready.

Thanks, Pedro. Is everything ckay?

. Yes, no problems. Would you like to look

at them with me?

. Yes, but I'm a bit busy this afternoon.

Me too. Er, do you know that new café
they've just opened? It's nice and quiet.
We can go through them there after
worl.

Oh, [ suppose so, but I won't be able to
stay for long.

Great. See you there at about six, then?
Yas, all right. See you there.
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Conversation 4
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Hi, Monica.

Oh, hello Jim. How are things going?
Great. In fact, you can be the first to
congratulate me.

Yes, you look very pleased with yoursalf.
What's up?

I'm the new head of the eastern

sales team.

Oh, really? What salary are you on now,
then?

Sixty grand a year.

I can’t believe it. Sixty thousand!

And they're giving me a new

COTOPany car.

Oh, really? Congratulations, then. The
drinles are on yow. See you later,

Yoz, Bya.

2.34

In this week's Business Today, we talk to
Karina Schmidt. Karina is the author of
a report by the Industrial Society which
looks at workplace relations, and how
they've changed over the years. Karina,
first of all, welcome to the programme.
Thank you, it's a pleasure to be here.

In your report, you say that many
companies nowadays have abandoned
some useful institutions which allowed
for sodal inferaction.

. Yes, these days there’s less opportunity

to gossip and socialize. For example,
often the tea trolley has been scrapped,
and having a chat in the tea break was
an important part of the working day.
Going for a drink after work around the
cormer is another example.

And why do you think these things have
disappeared?

: Ithink its all part of the revolution

in human rescurces. Some of these
traditions have become unfashionable.
Talking about things not connected to
work s now seen as bad and as wasting
time. There are even theories about
removing chairs from meeting rooms, so
that the meetings are more efficient and
finish quickly.

And are we more efficient now, then?
Well, that’s a good question, but in any
case, something has been lost from the
workplace which is very important. And
perhaps in the long term, with these
drives for efficiency, companies are
making false economies.

In what way?

The difference betwesn a good job and

a bad job are the human, emotional
elements. In other words, happy
employees are productive employees.
People enjoy the social aspects of work,
the personal interaction with colleagues,
the friendships ...

And the gossipl

And the gossip. Tes, in some ways gossip
is the glue that holds the crganization
together. Providing communal spaca
such as coffee areas or lunch rooms

allows employees to share information
and build relationships that benefit both
the company and the employees.

Are you saying that gossip should be
encouraged?

: Mot exactly, it's obviously a question of

balance. All gossip and chatting doesn't
make for an efficient company, but
neither does no gossip or chat. All I'm
saying is that [ think companies would
do well to remember this when trying to
improve efficiency and bring down costs.
Karina, I'm afraid that’s all we've got
time for. Thank you very much for
talking to us. It's been very interesting.
Thank you for inviting ma.

That's all for now from Business Today.
So, until next weelt, goodbye.

18 E-COMMERCE
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For most listeners, Amazon, eBay™

and PayPal will of course be household
names, and bring to mind books, music
and shopping on the world wide web.
According to latest surveys, three out

of five Europeans have at some time
bought goods on the Internet and online
sales have doubled annually over the last
five years. But will this growth continue?
And what will the state of online trading
and shopping be ten years from now?
Our guests today — Paul Bradley and
Johan Webb — are both well-known
commentators and bloggers on businass
and online technology. Paul, how do you
see the future of e-commerce? What are
the pros and cons?

. It's difficult to say because things move

so fast, but [ think the fiture is quite
bright. I'm pretty sure that e-commerce
will become the normal way to buy and
trade, not in all products, but in a fairly
wide range of goods. The advantages
for the customer are cbvious: access

to products that may not be available
locally, in online shops open 24 hours a
day, seven days a week and 365 days a
year, with delivery to your doorstep.
Yes, for the customer the benefits are
clear — convenience and lower prices.
And the seller can do business with
anyone in the world connected to the
Internet. In fact, the only limitations are
transport and delivery costs.

: That’s absclutely right, but there are

other drawbacks as well. When you buy
online you have to wait for the goods to
arrive —a lot of us just don't have the
patience. There is also the possibility the
goods won't arrive as expected and when
there are problems they can be difficult
to sort out. Returning goods is not easy.
With a product like a computer or
high-definition TV for example, people
like to have a shop where they can take it
back to if something goes wrong, After-
sales service is still a negative factor.

On the plus side, the seller can deal
directly with the manufacturer and

offer a cheaper price as a result. For the
customer, of course, the price difference



has to be enough to make it worth
taking the risk.

Is payment a problem?

 For me, security is still the big issue

in people's minds. They're scaved of
identity theft and what happens to the
information they give online. For the
moment it’s something which is slowing
down growth.

: There are solutions out there. Payment

systems like PayPal offer guarantees and
security. If something goes wrong you
can get your money back quite easily.
What about the type of products that
can be sold?

+ Well, except for perhaps making your

order at the local supermarket via a
webpage, [ don’t think buying food is
ever going to take off. Books and DVDs
are one thing, but fruit and vegetables
are ancther.

. Yes, and buying online makes the
groceries more expensive, so what's the
point? Actually, this highlights another
limitation. You can see pictures, read
text and hear sounds on the Internet,
but you can’t smell a flower or feel the
quality of dloth online. There will always
be some products that people will want
to touch and feel before they buy.

: Mot only that, but when you go to a shop

and pick something up, you choose what
to look at and how to lock at it. On the
Internet, you only see what the seller
wants you to see. That's why people are
more comfortable buying products lilee
DVDis, books and electronic gadgets.
Often you've already seen themina
shop before and you're just looking for
a better price. Personally, for example, I
won't buy dothes online unless I lmow
it's something I want bacause I've been
able to try it on to see if it fits.

Can we go back to the use of credit
cards? Apart from security, are there any
other issues?

. Well, yes. Credit cards are an added cost

for the seller, but you can’t pay cash over
the [nternet.

: There's another point here. Because

payment is by credit card, very small or
very large transactions tend not to be
conducted online.

. Andthat brings us back to what
e-commerce is all about: buying and
salling products which are suitable for
package delivery, where compared to
traditional retail, the costs of selling,
payment and transport make it worth
doing businaess online for both buyer
and seller.

Weall, Paul, Johan, thank you both very
much. If you would like to comment on
anything you've heard, don’t forget you
can email usat ...

2.36

The right gualifications for a job are one
thing, but having experience is another.

A high turnover is one thing, but making A

good profits is another.

¢ Having a good 1dea is one thing, but
putting it into practice is another.

d High productivity is one thing, but
improving staff motivation is another.

@ Creating a good product is one thing,
but selling it iz another.
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Interview 1

A: The Internet and other new technologies
have changed the way we work and the
titlas of our jobs. For example, instead
of the secratary, meet Jill Spencer, a
‘wirtual assistant’. Jill, what exactlyisa
virtual assistant?

B: Virtual assistants, or VAs, work from
home. We offer services to businasses
which don't have sufficient work to
justify employing someone full-time.

A: Why did you decide to be a virtual
assistant?

B: Iretired from my job as a conference
organizer, but [ wanted to earn some
extra money. ] became a VA because it
meant I didn’t have to leave my country
home down here in Cornwall.

A: Yes, it's a lovely place - I can understand
why you didn't want to move away. So,
how did you start?

B: Ihad alot of contacts from my previous
work. | began by providing things like
booldeeeping, but now I offer a range of
sarvices for clients all over the UK.

A: It's going well, then?

B: Yes, Iwasn’t looking to earn a fantastic
amount of money. The biggest advantage
is that you can do as little or as much as
you want. If it’s a lovely sunny day, [ can
sit out in the garden and do the work in
the avening.

A: Whatdo you need to get started?

B: The basic tools are a computer with an
Internet connection, a scanner and a
mobile phone. Anyone with basic office
skills could do the job. Apart from that
it depends on the kind of services you're
going to offer and what the dients want.

A: Andwhat’s in it for the companies?

B: Companies get a huge amount out of it
because they only use a virtual assistant
when they need one. Also, they can
perhaps get someone with a higher
professional level than they could get
if they had to pay someone full-time.
There's also no problem of office hours.
A businessman can be out of the office
all day, but his assistant is still available
in the evening if he needs to discuss
things. [ think it could make a big
difference to everyone’s lifestyla.

2.38
Interview 2
A: Arma, what exactly do you do?

B: I'maconcierge at the Westin Hotel in
Santa Clara, California.

What was life like before you became a
teleworker?

Be
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: Thadto getup at three in the morning

so [ could shower and dress, take my
kids to my mother's, and set off to
work by 4.30.

4.30!

Yes, thers was a lot of traffic. On a good
day I got there by 6.30. That gave me
half an hour to relax before starting my
shift at seven o'dod

It sounds awful.

Yes, I was getting up in the dark and
getting home in the dark. I never saw my
hushand or children. I like my job, but
muy life was a nightmare.

And what is life like now?

Oh, I feel like the luddest person aliva.
[ now get up at 5.20. My mother still
looks after the children but [ don't have
the 80-mile drive to work along Highway
101. We've set up my workplace in one
of the bedrooms. [ sit down in front of
a camera, pin on a microphone and I'm
ready for business.

How does it work at the hotel?

Guests still go up to the concierge desk,
but instead of me in person, they see me
on a glant TV screen. They can only see
my head and shoulders, so [ can wear my
slippers while I work.

What do your employers think about it?
Oh, they'ra happy because they can’t
afford to lose me. In the hotel industry
wa don't have the high salaries of Cisco,
Palm or Sun Micro, so there'’s a high
turnover of staff. With unemployment
around here so low it’s hard to replace
workers. It cost them $50,000 but they
thought it was worth a try.

And the guests?

They're happy. Apart from anything alse
they don’t have to leave a tipl

2.39

Hawe you seen this?

What?

‘Make money while you work at home.
No skdll required.’

Oh, it’s not really about worldng at
home. You sign up to a scheme where
they say they will pay you to reply to
emails or visit pages on the Internet.
Then you're supposed to persuade your
friends and family to do it.

Oh, so it's like pyramid selling.

Yes, the more people you get to do it,
the more money you make. The idea is
to show potential advertisers that they
have an audience. [ doubt it really works.
If it was so easy, everyone would do it.
That’s a shame. [ wouldn't mind worling
at home if [ had the opportunity.

I'm not so sure. [ wouldn't miss
travelling in to work every day but if I
was at home, I'd miss the contact with
the people here.

That’s true, but if you could just come

in a couple of days a week it would be
okay. On the other hand, unless you had
somewhere quiet to work, it would be
difficult to get anything done.
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: Do you think you'd be disciplined

enough?

I don't know. [ would if #t was my own
business, but otherwise, who knows? [t
probably sounds more attractive than it
would be in reality.

i They do talk about telework a lot these

days. Some people say that if people
stopped commuting, it would be much
better for the environment.

That'’s probably right but in the end, I
think it depends on the type of job you
have.
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Thislooks like a very nice place, Satomi.

2! Yes, I thought you would lilee it.
A: Yes, I really like the décor. Er, could you

order for both of us, Satomi?

. 0Of course. [ think we could have some

miso soup to start with. They do it very
well here.

¢ Oleay. Sounds good.
. Andthen I think you should try

S0me unagl

. What's that?
. It's eel — grilled and served on a bed of

rice. It's delicious.

. Hmm, I'm sure it is. Actually, do you

think I could have a steal?

. Well, I'm afraid they don't serve

stealt hera.

. I'll try the unagi, then.

E: Fine. Would you like some sake, or

would you prefer some tea?
Mo, no, let’s have some salze.

. Right. Sake it is, then.

> A1
.1

C: So, any news from Tolyo, Neil?

Mo, I'm afraid not, Jeff. It looks like
they’re not interested.

. How did it go with Ms Tanala?

(Oh, she was really nice. She took me
to a great restaurant. Actually,

ever ything went okay until we got
down to business.

C! What happened?

I don't know. [ thought the sale was
a sure thing, but she seemed to lose
interest. I don't lmow what I did wrong.

; 42

Mmm, that was delicious.

. I'm glad you enjoyed it. So, Neil, tell me

about this digital control software. Why
do you think we should be interssted?

Because it's easily the best program for
the job on the market.

. The system we use at the moment works

okay. Why should we change?

It’s a question of costs. It could sawve

you up to 30%. If you lock at the
competition, there's just no comparison.

B: Canyou give me some information

about your sales?
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Er ... about two million dollars’ worth
worldwide.

i. Could I see the documentation?
o Well, I'm afraid that's confidential, but

listen, if we can malze a deal today, I can
offer you an even better discount.
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